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Abstract 

The objective of this research study is to discuss the features and value added of 

a European single point of contact. The large number of European level online 

services combined with an extensive range of services at national level 

generates complexity in identification of the most appropriate services, and in 

understanding their different competencies. Such complexity leads to low levels 

of awareness, with 91.6% of consumers and businesses not knowing of any 

online services at European level they could turn to in case of problems. This 

study analyses the possibility of introducing a European single point of contact 

and the benefits that may accrue to European citizens and businesses of 

improved access to online service. 
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EXECUTIVE SUMMARY 

The Single Market has generated benefits for European citizens and businesses. It has 

reduced barriers, simplified rules and enabled citizens and businesses to benefit from more 

harmonised legal and justice systems, freer movement and a wider choice of goods and 

services. However, there remain obstacles to the full realisation of benefits from the Single 

Market. Some of these obstacles arise in the form of information gaps (individuals and 

businesses do not have adequate information about their rights) and by implementation or 

application gaps (national rules do not align with EU law or are misapplied)1. 

The state of play 

The large number of European level online services combined with the extensive 

range of services at national level generates complexity in identification of the 

most appropriate service, understanding of the different competencies and access 

to relevant services for users.  

Overall 44 European level online services for business, citizens and consumers have been 

identified in this study. Of the 44 online services identified, 48% of these target 

citizens and consumers, 34% target business and 18% provide services across 

these three user groups. The overall network has a comprehensive coverage of a wide 

range of issues. There are complementarities and overlaps in scope between existing 

European level online points of contact. Complementarities and overlaps arise, for 

example, in the areas of legal and justice services for citizens, consumer and business 

(SOLVIT, FIN-NET, ECC-NET Your Europe Advice, the European e-justice portal and e-

CODEX), in the area of advice on living, working and studying in the EU  

(Europe.eu, Your Europe, EURES), and between the large number of online services 

targeted at citizens in the area of education, employment and culture. Clear inter linkage 

guiding users between complementary services is however limited.  

At national level there are also a large number of online services. Ten countries are 

included in this study: Bulgaria, Germany, France, Hungary, Italy, the Netherlands, 

Portugal, Slovenia, UK and Sweden. These countries were selected based on geography, 

size, year of entry to the EU, and the proportion of the population that has engaged in 

cross-border purchases (both online and face-to-face)2. Within these 10 countries, the 

number of online services ranges between 61 in Bulgaria to 22 in the Netherlands. The 

organisation of national online services varies with some countries advanced in the 

provision of e-government services meaning at national level there is movement to an 

aggregated approach where services can be accessed through a single online entry point 

(e.g. UK and Bulgaria), to more disaggregated approaches where services are 

regionally based with users having to identify and access services based at the relevant 

municipality level (e.g. Italy). 

                                           

1  European Commission (2011) Making the Single Market Deliver: Annual governance check-up. 
2  Eurobarometer 2012, “Consumers attitudes towards cross-border trade and consumer protection” 

(http://ec.europa.eu/public_opinion/flash/fl_332_sum_en.pdf).  

http://ec.europa.eu/public_opinion/flash/fl_332_sum_en.pdf
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Citizen and business awareness and knowledge of online services 

Awareness levels are low for the key European level online services, and 

understanding of service scope and competencies is generally weak. 

While there exists an extensive array of online information, advice and assistance for 

European citizens and business, awareness of these services is very low.  

91.6% of consumers/citizens and business surveyed in this study reported in a 

spontaneous open question that they did not know of any online services at the 

European level they would turn to if they had problems undertaking any activity or action 

in another European country3.  

Less than 1.5% of consumers could spontaneously identify any of the main 

European online services. In the case of business, less than 1% could identify any online 

services, the exception being Europa.eu where 2% of business spontaneously identified this 

portal. 

When seeking information or advice about living, working, studying or any other activity in 

Europe the most common response was a national level institution (2.8% of 

consumers/citizens and 4.8% of business). The second most likely route for citizens and 

consumers is an internet search (1.4%)4. 

When citizens and business were asked about specific online services awareness of these 

services remained low.  No business indentified SOLVIT when asked which services they 

were aware of and less than 0.5% of consumers surveyed identified SOLVIT. Even upon 

specific prompting, SOLVIT was the least well known service amongst consumers and the 

3rd least well known for business.  Awareness of FIN-NET was low amongst consumers 

surveyed with 5% of consumers saying they had heard of FIN-NET when specifically asked. 

Consumer awareness of ECC-NET was similarly low, with 0.2% of consumers spontaneously 

identifying this service. When prompted however, 16% reported to know of the ECC-NET 

which was the third best known service after EURES (20%) and the European Youth Portal 

(17%). 

Understanding of online service target audience scope is mixed. Over 40% of 

consumers who reported they were aware of at least one online service stated they did not 

know what that service’s target audience was. However, 21% of consumer who knew of 

SOLVIT correctly recognised that SOLVIT focused on both business and consumer/citizens 

issues. 34% of consumers who knew of the ECC-NET correctly knew that it focused on 

consumer issues. 25% correctly reported that Europa.eu targeted consumers and citizens, 

while 29% and 30% correctly stated that Your Europe and Your Europe Advice also targeted 

both groups.  

Of business that reported they were aware of SOLVIT, 27% believed that SOLVIT focused 

on consumer issues only while 55% reported they did not know. 9% correctly identified that 

SOLVIT focused on both consumer/citizen and business issues. 32% of business that were 

aware of EUGO/PSC correctly identified that it focused on business issues, and for the Your 

Europe family between 25% and 36% correctly identified these portals targeted both groups 

of users. 

                                           

3  458 out of 501 consumer/citizens and 230 out of 251 businesses.  
4  These figures should be interpreted with caution as the number of responses here is very low. 11 out of 501 

consumers reported they would approach a national organisation and 7 said they would use a websearch.  

6 consumers stated Europa.eu and 3 said Eurodesk. 12 out of 251 businesses said they would approach a 

business organisation and 5 said Europa.eu.  
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When asked about the key functions and competencies of online services, a mixed level 

of understanding was found in the survey responses. 42% to 75% of consumers reported 

that they did not know the key functions performed by the online services. The highest level 

of uncertainty was for FIN-NET (75%), and 74% reported they did not know the functions of 

SOLVIT. No consumers interviewed knew that FIN-NET undertook an alternative dispute 

resolution (ADR) function. 13% did report that FIN-NET undertook intermediation which 

may indicate that they understand the problem solving function of FIN-NET. No 

citizen/consumer knew that SOLVIT dealt with violations of EU Law while 5% stated it 

provided expert advice. 18% of business respondents correctly understood SOLVIT’s 

problem solving function. 14% of businesses recognised that EUGO/PSC provides 

administrative procedures completion functions. 

Route by which online services are identified by users 

The most common route by which both business and consumers find online services is by an 

internet search. Over 40% of consumers and business who reported they were 

aware of at least one European online service said they found it through the 

internet. This corresponds with the finding above that the second most common place 

consumers turn to when they have a problem is the internet.  

Evaluation of online services  

Overall accessibility to European online services is generally considered satisfactory by users 

of these services; however, there are sometimes broken or missing links. Accurate, up-to-

date and easy to understand information is one of the key features valued by both 

business and consumers. Inaccurate information and poor navigability and missing or 

broken links lead to user dissatisfaction and reduce return rates. This is particularly 

important as word of mouth through family and friends is an important route for awareness 

(after internet searches).  

Satisfaction with European level online services is medium to high with variability across 

different services. Reasons for dissatisfaction arise due to slow case handling 

procedures, limited staff skills and variability in the quality and accuracy of 

information. 

Where internal monitoring procedures exist, they show that efficiency targets in terms 

of case handling and response rates meet these targets. In the case of the EUGO network 

ease of completing procedures varies across the network, and for SOLVIT the inability to 

‘force’ change is seen as a barrier to effectiveness.  

The online services framework is comprehensive covering a wide range of topics and issues. 

Language coverage is variable and this creates barriers to access in some cases. 

There are overlaps between similar services and there is limited interlinking to 

guide users between complementary services. This can lead to user confusion in the 

remit of different services. 

While the overall framework covers a wide range of issues it presents a myriad of 

different entry points for users. This means users may need to visit multiple sites for a 

given issue, and can lead to the need to update and maintain similar information across 

multiple sites at both national and European level. 
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A single entry point for users 

One option for reducing complexity and addressing low awareness and understanding of the 

online services available to European citizens and business is the development of a single 

online entry point. This would operate as single entry point (or common platform) for all 

European level online services. The development of single entry points is occurring within 

some countries such as the United Kingdom (GOV.UK), Bulgaria (egov.bg), and Hungary 

(Government Window).  

The benefits of a single entry point or common platform is improved awareness of 

existing online services, improved access to information, advice and assistance, 

facilitation of access to services and improved understanding and knowledge of the 

Single Market and awareness of the value added of the EU.  

A single entry point to services should be based on users’ themes that stream 

users to the relevant group of online services. More user orientated models, instead of 

supplier based models, could help users to more effectively navigate and find information 

they are seeking. 

Effective sign-posting between existing complementary online services, 

streamlining and grouping services and improved links to national level online 

services could help users to identify the most appropriate European level online service and 

raise user awareness of different but yet complementary services.  

The use of Frequently Asked Questions based on key user issues supported by 

intelligent search and online tools such as electronic forms can help reduce the 

search burden for users and direct their queries to the most appropriate service. 

This can also reduce the number of queries that fall outside a specific service’s remit and 

have been particularly successful in directing queries between Your Europe and SOLVIT.  

Improved cooperation between European level services and national level 

organisations as well as promotion of awareness at ground roots level should be 

investigated. Options include hosting of European level online service logo and link on 

national level organisation websites, and the inclusion of European level services within 

national level organisation search engines. 

Search engine optimisation may be an option for increasing the number of businesses 

and citizens that find relevant online services, as an internet search is a common action that 

potential users undertake to find information.  

Minimisation of complex terminology and the use of acronyms can improve user 

understanding. Simplified and easy to understand terms that do not require a pre-

existing knowledge of the issue or area of law. Clear, accurate and up-to-date information 

was identified as the most important feature of a single point of contact by consumers in 

this study. Language that is understandable by the ordinary citizen has been identified by 

the European Parliament as an important element in ensuring dialogue and communication 

meets the needs of the ordinary citizens to the fullest extent possible5.  

Reducing language gaps through the use of automated translation tools such as 

Statistical Machine Translation technology should be considered.  

 

There is significant scope for the strengthening of existing online services along the 

lines identified in previous evaluations for the key services SOLVIT, EUGO/PSCs, ECC-NET 

                                           

5  IMCO Report (2010/2289(INI)). 
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and FIN-NET. The success of a common platform is dependent on the quality of existing 

online services. Poor experiences with existing platforms will generate negative perceptions 

of any new platform leading to reduced return rates.  

Regarding the scope of a common online platform, it should provide information 

about national issues and access to relevant national organisations. Automatic 

updates on the European level services when changes are made at the national level should 

be investigated.  

To reduce complexity of the overall online service framework, a common platform at 

European level constitutes an efficient tool for the integration of online services at 

European and national level. Through a single online platform users can save 

information costs involved in determining which online service is most appropriate for 

their requirements, as well as the costs associated with learning how to use  

different platforms. 

A common platform that operates as a single entry to point to European and national 

services would raise the number of users of online services by improved awareness and 

access. A larger number of users will increase the incentive for existing online services to 

have a richer presence and potentially compete by offering better services through 

the common platform. 

A common platform that provides improved access to advice and problem solving can help 

to improve consumer confidence and address fragmentation in consumer  

protection rules.  

A common platform can help to reduce the compliance costs businesses incur when they 

enter foreign markets by improving accessibility and transparency of information. 

Easily accessible and understandable information through a common platform can 

strengthen consumers’, and in particular vulnerable consumers’, capacity to take 

optimum decisions. Vulnerability can arise due to difficulties in accessing and/or assessing 

information. Efforts to provide information in simplified and easy to understand terminology 

can contribute to the objectives of ensuring that vulnerable consumers have access to the 

same goods and services and are not mislead. 

A common platform that operates as a single entry point to European level and national 

level online services is one tool that can help to realise the potential benefits of improved 

web-accessibility within Europe. As an example of the potential benefits from improved 

online access6, the Impact Assessment on the accessibility of public sector bodies' websites 

reports that the economic impact for citizens from improved web-accessibility is in 

the range of EUR 300 million a year in savings by being able to compare services in the 

internal market. While access to more competitive offers and in turn lower prices has 

been estimated to provide citizens with benefits above EUR 500 million7. 

                                           

6  These estimates also include the provision of improved commercial online services.  
7  European Commission Impact Assessment accompanying the document Proposal for a Directive of the 

European Parliament and of the Council on accessibility of public bodies websites COM(2012)721 final, SWD 

(2012) 402 final. Based on preferred option 3: Legally binding measure based on article 114 of the Treaty on 

the Functioning of the European Union to establish a framework in support of a harmonisation of national rules 

and existing practices of the Member States on web-accessibility. The estimates assume that web-accessibility 

would lead to increased employment participation of people with disabilities and older persons, more income 

from increased labour productivity, and less time lost by citizens when using public services. If private sector 

websites also become more accessible, access to more competitive offers and consequently lower prices will 

result for consumers. 
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63% of European citizens would welcome an online service that would easily allow 

them to understand what level of administration to turn to if their rights are not respected8. 

74% of people with a negative perception of the EU report they are not well informed about 

EU affairs9. Providing citizens with information about European issues from a European point 

of view and a range of national perspectives from Member States could increase the 

European public space and contribute to more informed debate10. Improvement in access to 

information about European rights facilitated by a common online platform can contribute to 

citizens understanding and perception of the European Union. 

Furthermore, a common platform that provides a single point of entry to European and 

national level online services; and, which improves users’ awareness, understanding and 

access to online services, would raise the number of users of these services. Greater use of 

services will help users to exercise their rights and, in turn, this can help to improve 

citizens’ and businesses’ perceptions and value of the internal market rules and EU 

actions.  

                                           

8  European Commission (2012) Public consultation on EU Citizenship.  
9  European Commission (2011) Special Eurobarometer: Internal Market: Awareness perceptions and impact.  
10  European Commission (2013) EU Citizenship report.  
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1. INTRODUCTION 

This research study for the Committee on Internal Market and Consumer Protection  

(the IMCO Committee) provides background information and advice to Members on priority 

measures and actions to be taken in the field of “A European Single Point of Contact”. 

Single points of contact within the context of this study are online portals and websites with 

the primary aim of enabling citizens and businesses to access the benefits of, and exercise 

their rights within, the Single Market in their day-to-day activities and to minimise obstacles 

incurred. Online contact points facilitate interactions between citizens and administrations, 

business and administration and consumers and business11. 

As highlighted by the European Commission in the 2011 Annual Governance Check-up of 

the Single Market, single points of contact are one of the governance tools designed to 

remove obstacles faced by citizens and business within the Single Market12. These tools 

have been developed at both EU and Member State level to help inform people about their 

rights in EU law, enable them to make use of their rights by simplifying and speeding up 

administrative procedures, and to solve problems when EU rights have been breached13.  

As such online services are an important source of advice, information and assistance across 

countries with linguistic diversity and legal and administrative differences. 

While online portals are an important governance tool, the European Parliament has 

repeatedly called for the strengthening of these online services and stressed the need to 

develop a more linked up approach to problem solving including the establishment of 

synergies between different online tools to improve efficiency, user friendliness and 

minimisation of overlaps
14

.  

A European Single Point of Contact would seek to improve the efficiency and effectiveness 

of the existing framework of online services by providing a single point of entry to all 

existing services. This single entry point would attempt to facilitate problem solving and 

reduce red tape, provide comprehensive and understandable information and if applicable 

provide solutions and services to different user groups. The contact point should be 

comprehensive covering the key requirements of European citizens and businesses when 

seeking to engage in activities within the EU. 

                                           

11  The definition of single points of contact in the context of this study includes all online services that seek to 

help European businesses, citizens and consumers. Therefore, the definition within this study includes “Points 

of Single Contact” within the context of the Services Directive 2006/123/EC, but is broader in scope than 

online services for businesses in the services sector.  
12  European Commission COM (2012 259 Final). 
13  In addition to online contact points for citizens and business there are online portals that facilitate information 

sharing, improved monitoring, co-ordination and control between national authorities. These include the 

Internal Market Information system (IMI) that links regional and national authorities across borders in order to 

promote coordination in Single Market legislation; and, the ‘EU Pilot’ project, which while not strictly an online 

portal, is a service that aims to promote communication and problem solving between the Commission and 

Member States on issues concerning application of EU law particularly those raised by businesses and 

consumers. RAPEX is an information system that communicates alerts about dangerous consumer products 

between national regulators. While these portals impact the opportunities and benefits of the Single Market for 

citizens and businesses, these groups cannot directly use these portals. 
14  2009/2289(INI) Report on Governance and Partnership in the Single Market, IMCO. 2010/2011 (INI) Report 

on delivering a single market to consumers and citizens, IMCO. 



A European Single Point of Contact 

 

PE 507.453 19 

In order to provide information and guidance on priority measure in this field to the 

Members of the IMCO Committee, the present study evaluates the effectiveness of 

existing online points of contact for citizens and business in the EU15, identifies 

possible solutions for the improvement of the existing online contact point 

framework, and assesses the value added of creating a common European 

platform for both consumers and business. 

The study first provides an overall reflection on contacts between consumers, businesses 

and administration by mapping the existing state of play of contact points at EU and 

Member State level (Chapter 2). Ten Member States are included in the mapping: France; 

Portugal; Sweden; Italy; Hungary; United Kingdom; Bulgaria; Slovenia; Germany; and, the 

Netherlands. These Member States were selected based on geography, size, year of entry to 

the EU, and the proportion of the population that has engaged in cross-border purchases 

(both online and face-to-face)16. 

The mapping characterises the points of contact in terms of a set of key variables: 

 Name;  

 Managing organisation (including responsible Commission services); 

 High level objective; 

 Target audience; 

 Funding source; 

 Geographic scope; 

 Functions (primary and secondary); 

 Specific areas of expertise; 

 Stage of development; 

 Linguistic coverage; 

 Website link. 

Following the mapping the study assesses knowledge and understanding of existing EU level 

online contact points by both businesses and citizens in five Member States: UK; Hungary; 

Italy; Bulgaria; and, Portugal (Chapter 3). The survey of citizens and businesses specifically 

addresses which points of contact businesses and citizens know at the EU level, 

understanding of the point of contact functions, use of points of contact in the past, 

satisfaction and reasons for satisfaction or dissatisfaction. The survey also investigates 

respondents’ opinions on the features of a single point of contact for all business and 

consumer needs in the EU. 

The business and consumer survey is complemented by a stakeholder consultation at the 

EU level and within the ten Member States. The key objective of this consultation is to 

assess possible solutions for improvement of access to information and execution of rights 

for citizens, consumers and business via online services and to explore stakeholder views on 

the value of a common online contact point. 

                                           

15  We focus on citizens and not just consumers as many points of contact such as Your Europe and SOLVIT have 

a wider remit than consumers.  
16  Eurobarometer 2012, “Consumers attitudes towards cross-border trade and consumer protection” 

(http://ec.europa.eu/public_opinion/flash/fl_332_sum_en.pdf). 

http://ec.europa.eu/public_opinion/flash/fl_332_sum_en.pdf
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Bringing together findings from previous studies on points of contact at the EU level, the 

survey of businesses and citizens, and the stakeholder consultations, existing EU level 

points of contact are evaluated.  

Possible solutions for the improvement of the online service framework are presented 

followed by the assessment of value added from a possible common online contact point in 

terms of improving knowledge, understanding, accessibility, efficiency and 

comprehensiveness of the online framework.  

The remainder of this report comprises: 

 Chapter 2: Mapping the state of play of EU level and national online  

contact points;  

 Chapter 3: Knowledge and understanding of business, consumers and citizens; 

 Chapter 4: Evaluation of EU level online contact points; 

 Chapter 5: Possible solutions for improvement of the online contact point 

framework; 

 Chapter 6: Value added of a common platform. 
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2. MAPPING THE STATE OF PLAY  

KEY FINDINGS 

 
 Forty four European level online contact points for citizens, business and consumers 

have been identified in the mapping. Of these 48% target citizens and consumers, 

34% target business and 18% provide services across all three user groups. This 

creates a complex framework of different services for citizens, consumer and 

businesses. 

 The framework is comprehensive covering a wide range of issues associated with 

general living, working and travelling in the EU; information on Internal Market and 

European laws and rules; processes for completing administrative procedures; 

notification and submission portals for public sector contracts and funding 

opportunities; public sector data protection; information on EU and international 

trade; specialist services for small to medium enterprises; services that focus on 

consumer protection and empowerment; and, services in the domain of health and 

social welfare.   

 There are complementarities and overlaps in scope between existing European level 

online points of contact. Complementarities and overlaps arise, for example, in the 

areas of legal and justice services for citizens, consumers and business  

(SOLVIT, FIN-NET, ECC-NET Your Europe Advice, the European e-justice portal and 

e-CODEX), and in the area of advice on living, working and studying in the EU 

(Europe.eu, Your Europe, EURES). Inter linkages guiding users between 

complementary services is however limited.   

 English is the most represented language with all European level contact points 

available in English. French and German are the second most common languages. 

23% of contact points are available in all official EU languages. 

 There is an extensive number of national level online contact points. The number 

varies between 61 in Bulgaria and 22 in the Netherlands. National services vary in 

their organisation. In the UK, Hungary and Bulgaria, for example, government e-

services are well developed with a central government portal providing entry to 

many single points of contact and facilitating electronic administrative procedures. 

Other countries such as Italy, France and Germany have a more disaggregated 

organisation with online services provided at the regional level. National business or 

industry associations and consumer associations often operate online services 

targeted at specific industry guilds and consumer rights. 

 The large number of European level online services and the extensive range and 

differing organisational arrangements of national level online services generates 

complexity in identification and access to relevant services. 
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This chapter presents the mapping of EU level contact points for citizens and business, and 

national contact points in ten Member States. These Member States have been selected 

based on geography, size, year of entry to the EU, and the proportion of the population that 

has engaged in cross-border purchases (both online and face-to-face)17. An overview of the 

EU points of contact is provided, then each EU level contact point is briefly described and 

presented according to the key descriptive variables.  

For the national contact points an overarching description of the online services organisation 

within each country is provided and then a mapping according to the key descriptive 

variables is presented. 

The key descriptive variables for online contact points are the following: 

 Name;  

 Managing organisation (including responsible Commission services); 

 High level objective; 

 Target audience; 

o Business, citizens and consumers 

o Business 

o Citizens and consumers 

 Funding source; 

 Geographic scope; 

 Functions; 

 Specific areas of expertise; 

 Stage of development; 

 Linguistic coverage; 

 Website link. 

 

The functions are the following six:  

 Information signposting: Users may be unsure which particular organisation or 

part of an organisation can help with a certain issue, so a central filter is useful that 

guides the user to the most appropriate source;  

 Information provision: Where the online point provides information directly to 

the user, it is more detailed and intensive than sign-posting to other organisations. 

Information can be provided on the website, through downloads or via telephone 

and e-mail routes;   

 Providing expert advice: Many SPCs exist exclusively or partly to help users 

understand how to, for example, expand a business, obtain EU funding or receive 

legal advice;  

                                           

17 Eurobarometer 2012, “Consumers attitudes towards cross-border trade and consumer protection” 

(http://ec.europa.eu/public_opinion/flash/fl_332_sum_en.pdf). 

http://ec.europa.eu/public_opinion/flash/fl_332_sum_en.pdf
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 Completing administrative procedures: Online contact points can also 

streamline administrative procedures that consist of many sub-processes, allow the 

completion of procedures and/or the gaining of authorisations online; 

 Alternative dispute resolution: Some online contact points aim to improve legal 

redress without recourse to official litigation, in order to save time and expenses 

associated with this. Out-of-court dispute resolution, which may rely on persuasion, 

is known as “alternative” or “external” dispute resolution; 

 Intermediation: There are others that act as intermediaries for putting businesses 

in touch with other businesses, or for linking cultural and  

community bodies.  

2.1. European level single points of contact: State of play 

This subsection presents the mapping of the forty four different online services at EU level 

that deal with cross-border issues.  

We have identified 44 online services in this study using a websweep, published literature, 

the consumer and business survey and stakeholder consultation. While we believe we have 

identified (most) of the key online services we cannot be certain that there are not more 

online services available to European citizens and business. Identifying all online services 

that provide information, assistance and advice is a difficult task, and no one, including EU 

institutions, has certainty of the number that ultimately exist. It is a complicated task to 

track down services as the route to different services can vary, they can be known by 

different names (or ‘nick names’) and there is a large number of them. This is emphasised 

by limited awareness of the 44 we have identified amongst consumers and business, and no 

stakeholder consulted as part of this study knew all of the online services that targeted their 

representative group.  

2.1.1. Target audience 

Forty four different online contact points have been identified in the mapping. Eight of these 

provide online services to businesses, consumers and citizens (section 2.2), fifteen target 

businesses only (section 2.3) while there are 21 providing online services to citizens and 

consumers (section 0). 
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Figure 1: EU level online contact points target audience 

 

Online points of contact that target businesses, citizens and consumers either provide 

general information and advice on living, working, studying and travelling in the EU, or are 

specifically focused on legal matters. There is one contact point that is under development 

which seeks to implement an EU-wide system for recognition and authentication of 

electronic identity.  

The general points of contact include ‘Europa.eu’ which acts as an entry point for 

information on how the EU works, living in the EU, doing business in the EU, EU Law, 

specific policy areas covered by the different EC Directorates and links to EU publications. 

Your Europe and Europe Direct, which provide information and advice are divided into two 

main parts ‘citizens’ and ‘business’, but which are not clearly sign-posted from the main 

Europa.eu entry pages under either ‘living in the EU ‘or ‘doing business in the EU’, and 

EURES which is a job mobility portal. EURES is linked to the Your Europe page ‘looking for 

work abroad’. 

There are four online contact points that focus on legal issues across the EU. SOLVIT is an 

online problem solving network which focus on cases where EU Internal Market Law has 

been incorrectly applied by public authorities. Your Europe Advice is staffed by legal 

specialists in each Member State that provide advice and clarifications on European Law. 

The Europa pages have an online form ‘still need more help’ which routes online queries to 

either Your Europe Advice or SOLVIT. Your Europe Advice sign-posts to Your Europe, 

recommending that users seek information there before contacting Your Europe Advice, 

however Your Europe does not provide a clear sign-post to Your Europe Advice.  

In addition to SOLVIT and Your Europe Advice, there is the European e-Justice portal and e-

CODEX. The European e-Justice portal is under development, and seeks in the future to be 

the ‘one-stop-shop’ for all issues associated with justice. It is run by DG Justice in 

association with the European Judicial Network which links all national justice authorities. e-

CODEX is also under development but its key aim is to enable citizens, business and legal 

professionals to communicate electronically with any legal authority in the EU.  

For businesses, 40% of online services identified in the mapping provide information on 

public sector contracts and funding opportunities (6 out of 15).  CORDIS, FP7 National 

Contact Points, and Health-NCP-Net are all dedicated to information and advice provision on 

seeking European research funding, and transferring knowledge generated by this research. 

SIMAP (and Tenders Electronic Daily), and PEPPOL are online sources for public contract 

notifications. PEPPOL also covers business to business procurement contracts. The mapping 
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also identified one public sector data publication platform called EpsiPlatform, which is 

aimed at boosting re-use of public sector data across the EU.  

Two online services for business focus on issues associated with EU and international trade. 

The Market Access database provides information on importing and exporting to and from 

the EU, and non-EU countries. The Single Market for Goods portal provides information on 

technical barriers to trade, and seeks to remove barriers for movement in non-harmonised 

sectors.  

There are set of online services dedicated to small to medium enterprises (four). These are 

the Enterprise Europe Network, the E-business Support Network, the European Small 

Business Portal and B2B Loco which is focused on SMEs in the logistics sector in the Eastern 

Europe but has links with other Member States such as the UK. All aim to promote business 

opportunities for SMEs, and to interact and influence the policy process in relation to SMEs  

in Europe.  

The EUGO Points of Single Contact seeks to provide online applications and authorisations 

for setting up a business in all EU Member States. However, previous assessments have 

found that not all processes in all countries are currently available online. The Points of 

Single Contact also provide information services and advice to businesses within the service 

sector. An online service available to rail operators in Europe is the OSS One-Stop-Shop. 

This portal addresses the issues of cross-border rail traffic and provides online services for 

rail path requests across European country borders.  

By far the greatest number of online contact points targeting citizens and consumers are 

within the area of education, employment and culture (63%). These portals tend to provide 

information on studying, learning and working opportunities in Member States, often 

combined with cultural information about living in different Member States. Just under 14% 

(3 out of 22) provide online services in the area of health and social welfare. These cover 

issues such as healthcare rights and reimbursement, and one delivers guidance and 

counselling information and advice. Finally, there are three online contact points that can be 

grouped within the area of consumer protection and empowerment; these are the ECC-NET 

which helps consumers when they encounter problems with cross-border shopping, FIN-NET 

that helps consumers when they have problems with financial service providers and the 

private MONETOS portal.  Interestingly, the pages on Your Europe and Europa.eu targeted 

at consumers with links ‘what to do when things go wrong’ do not have clear links to the 

ECC-NET or FIN-NET.   

2.1.2. Funding source 

All EU level online contact points targeting businesses, and those with a target audience of 

businesses, citizens and consumers, are publically funded. Three online services for 

consumers and citizens at the EU level are privately funded.  
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Figure 2: EU level online contact points funding source 

 

The private online services are ‘MONETOS’, an information source and advice provider for 

financial products run by a company called MONETOS Gmbh in Germany; ‘The European 

Study Portal’ which receives part funding from the EC, provides information on study 

opportunities in Europe, and is managed by a company called Study Portal BV registered in 

the Netherlands; and, ‘Europa Pages’ that provides information on language courses and 

language related jobs. It is run by a company called ‘Europa Pages’ registered in  

the United Kingdom.   

2.1.3. Functions 

Online points of contact each undertake multiple functions for their target audience. All 

contact points provide some form of direct information provision and information  

sign-posting. Fifty percent of online services targeted at citizens and consumers also provide 

expert advice. All contact points aimed at consumer protection and empowerment also 

provide expert advice to consumers either electronically, by telephone or face-to-face.  

 

Table 1: EU level contact point primary functions 

Target 

audience 

No. 

providing 

information 

sign-posting 

No. 

providing 

direct 

information 

provision 

No. 

providing 

expert 

advice 

No. providing 

methods for 

completion of 

administrative 

procedures 

No. 

providing 

alternative 

dispute 

resolution 

No. providing 

intermediation 

activities 

Citizens, 

consumers 

and 

business 

8 8 3 4 1 4 

Business 15 15 8 2 N/A 5 

Citizens and 

consumers 

8 8 3 4 1 4 

 



A European Single Point of Contact 

 

PE 507.453 27 

2.1.4. Linguistic coverage 

Linguistically the coverage of EU level contact points varies. All EU level points of contact 

are available in English. French and German are the next most common languages. 25 

online contact points are available in these languages. Polish, Italian and Spanish are the 

next most common languages available on the contact point portals.  

 

Figure 3: EU level online contact points linguistic coverage 

 

 

Of the online contact points identified in the mapping 23% are available in all 23 official EU 

languages.  

Figure 4: EU level online contact points official EU language coverage 

23%

77%

Information not in all  EU
languages

Information in all  EU
languages

 

 

The online contact points for citizens, consumers and business available in all 23 official 

languages are Europe.eu, Your Europe Advice, SOLVIT and EURES. Your Europe is available 

in all official languages except Gaelic. For business, SIMAP and TED are available in all 

official languages, while EUGO Points of Single Contact is available in all languages except 

Gaelic.  Contact points for citizens and consumers available in all 23 languages are, 
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EURAXES, PLOTEUS, and The European Qualifications Framework. The ECC-NET main EU 

website is available in 10 languages, the links to national ECC’s then provide information in 

the respective national language. FIN-NET is available in English, German and French.  

2.2. European level single points of contact for business, citizens  

and consumers 

The mapping process identified eight online contact points that covered issues for business, 

citizens and consumers. The online contact points can be grouped into those dealing with: 

 all issues associated with living, working, studying and travelling in the EU; 

 issues associated with Internal Market Law and Rules; and, 

 electronic identification. 

We present each in turn according to his grouping. 

2.2.1. Living, working, studying and travelling in the EU 

Europa 

Europa is the European Union’s official website targeted to all EU citizens and businesses 

with their seat in the EU. It offers a range of practical information on how the EU works and 

gives basic information on the European institutions. Different sections are divided by topic 

(e.g. agriculture, business, environment, health, culture, education, development, science 

and technology, etc.).  The website also offers users the possibility to give feedback on EU 

policies, activities and services.  Europa is available in all 25 official languages; however, 

some information is only available in three, two or one language (usually English, French 

and/or German). 

Your Europe and Europe Direct 

The Your Europe portal is a single point of entry which provides practical information and 

advice to both citizens and consumers on all issues surrounding rights within the EU.  

Both the Commission and Member States provide information content to Your Europe. 

Specific Member State information is therefore published on the site as well as information 

on the Single Market as a whole.  

Europe Direct is the contact centre associated with Your Europe and has a network of 

information centres in each of the Member States. Europeans can contact Europe Direct by 

an online enquiry form or by telephone with specific questions and receive tailored advice 

and local information at national level.  

There are different parts of Your Europe, which together are termed a “family”.  

“Your Europe – Citizens” offers a range of information for consumers on travel, work rights, 

vehicle registration, licences and insurance, health, education, benefits, family matters and 

consumer rights across the EU. “Your Europe – Businesses” provides information on a wide 

range of issues such as business start-up, management and  expansion, the single market, 

research and innovation, business social responsibility, finance and exit strategies (winding-

up and bankruptcy procedures).  

Each of “Your Europe – Consumers” and “Your Europe – Businesses” consists of several 

subsections which have information on the EU-level, and, where the situation differs across 

countries, users select a country for targeted information. For example, the travel section 

displays certain information that is hosted on Your Europe, but for the rest of the 
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information, users are signposted to the relevant national organisations. Your Europe lists 

the contact details – online, by post and telephone – of the national bodies relevant to that 

issue. Other sections may signpost to European-level bodies, such as the consumer section 

which signposts to national contact points of the ECC-NET. Your Europe hosts documents, 

such as Communications from the Commission and Directives from the Parliament where 

these are necessary to explain the issue in question. 

The business part has a similar structure. There is some general information available 

regardless of country, but much information is provided at a Member State level. For 

example, the finance section has a database for each country’s sources of finance that are 

supported by the EU18. 

Linguistically, Your Europe is available in all of the Union’s 23 official languages, and the 

business section is also available in Norwegian. 

Your Europe Advice 

Your Europe Advice is an advice centre provided by a network of legal experts. It provides 

tailored free advice on EU rights to both citizens and businesses, and also focuses on issues 

specific to consumers.  Advice can be provided in all national EU languages. Legal advisors 

are familiar with both EU law and national legislation. Your Europe Advice may also signpost 

users to other national or European bodies for help. On the landing page, Your Europe 

Advice, signposts to You Europe advising users to check on the Your Europe site for 

information and advice on their relevant issue first. Nationals of the EU, Norway, Iceland 

and Liechtenstein; non-Europeans if they are family members of an EU national or resident 

in an EU country; and, businesses with their seat in the EU can seek advice from Your 

Europe Advice.  

European Employment Service (EURES) 

EURES is the European Job Mobility Portal and provides an easy way to find information on 

jobs and learning opportunities within the EU and Switzerland. Its core objective is making 

the most of the principle of the free movement of labour to match supply and demand for 

jobs more closely on the European level. 

EURES has two ways of facilitating this: providing information on living and working abroad 

and intermediation between prospective employers and employees. It also performs the 

same functions for students. It has a more active intermediary role in regions where there is 

higher degree of cross-border commuting. 

EURES provides information directly on the labour markets in the various regions of every 

country in Europe. This includes an overview of the market, with employment rates, 

population, principal sectors and recent trends, sectors which are currently experiencing 

labour shortages, sectors in which workers are having difficulty finding jobs.  

Its intermediation role is in the form of a database where employers can list vacancies, 

workers can list CVs, and the database generates alerts for both parties when a match is 

found. Users must create an account to access these functions. Over a million jobseekers 

and around 30,000 companies are registered with this service.  

As well as employment, EURES informs Europeans of study opportunities. This section is 

provided by the Portal Learning Opportunities Throughout Europe (PLOTEUS), and allows 

                                           

18  For example Germany: http://bit.ly/WhUhBY. 

http://bit.ly/WhUhBY
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users to search for courses by level, duration, subject, language and target group. The 

result of a PLOTEUS search is a full description of the course’s attributes with links to the 

education provider. The role of EURES, here, is information signposting. 

A special category of its employment work relates to cross-border commuters, of which 

there are around 600,000 across the EEA who are concentrated in 20 zones. There are two 

main functions: acting as a direct information provider / expert adviser to the commuters 

themselves regarding the rights and obligations that apply to their situations; and acting as 

a point of contact for bodies involved in employment issues such as unions, employers, 

vocational training institutions and local authorities. In this context, EURES is an 

intermediary. 

EURES website is available in all official European languages, as well as in Norwegian  

and Icelandic. 

2.2.2. Internal Market and European Law and Rules 

SOLVIT 

SOLVIT is an on-line problem solving network which deals with Internal Market issues 

between citizen/business and administration, and occasionally performs information 

signposting functions as well. It only deals with issues relating to incorrect application of EU 

law. It has national centres in every Member State plus Norway, Iceland and Liechtenstein, 

i.e. all EEA countries, and the EC DG Internal Market and Services coordinates it. It has 

general expertise, its past cases ranging from access to education through voting rights to 

public procurement. SOLVIT’s high-level objective is to ensure that EU law is well applied in 

practice. 

To get in touch with SOLVIT, you must contact your national centre. The European website 

provides the contact details by telephone, online, email, fax and post for national contacts. 

When someone submits a case, the details enter a database and “Home” and “Lead” 

(foreign) SOLVIT Centres work together to find a solution. After submission, the Lead centre 

decides whether to take on the case and, if it does, negotiates with the government of the 

foreign country to attempt to reach a solution. When cases fall outside SOLVIT’s remit, the 

national centre either suggests other organisations to help the citizen or business in 

question, or it provides assistance with the problem. The majority of SOLVIT cases (88%) 

come from citizens19, although it is currently trying to increase the use of its services by 

businesses.  

SOLVIT is designed to solve problems without legal proceedings, and so relies on 

persuasion. SOLVIT’s role is complementary to that of Your Europe (see below) which 

informs consumers of their rights, while SOLVIT assists them in exercising or asserting 

them. SOLVIT staff are therefore trained in law, and must have access to specialist 

expertise if they do not themselves possess it.  

                                           

19  P33, Enforcement in the Single Market. 



A European Single Point of Contact 

 

PE 507.453 31 

“SOLVIT+” is another complementary service to SOLVIT. SOLVIT+’s remit is to negotiate 

with public authorities a solution to badly-transposed laws, rather than badly-applied ones. 

Therefore, SOLVIT+ cases are on a slightly higher level, as they can involve changing the 

national legislation, and there are correspondingly fewer of them.   

Its linguistic coverage is 25 languages: the 23 official EU languages plus Norwegian  

and Icelandic. 

European E-Justice Portal 

European E-Justice Portal is targeted to both the EU citizens and businesses with their seat 

in the EU. It offers detailed advice on the steps an EU citizen or business needs to 

undertake in order to seek for legal aid cross-border in the EU. 

Citizens can get answers on how the 27 Member States' legal systems function. They can 

get quick answers regarding the real-life events such as marriage, divorce and litigation 

costs. They can find a legal practitioner in another country; learn how to avoid costly court 

cases through mediation; find out where to bring a lawsuit, which Member State's law 

applies in cases and whether they are eligible for legal aid.  

Lawyers, notaries and judges can have access to legal databases, contact colleagues 

through judicial networks and find information on judicial training. 

Businesses can find links to insolvency and property registers and information about the 

laws that apply and about cross-border proceedings. 

European E-Justice Portal is available in all EU languages, but is still under construction. 

e-Codex 

e-Codex is a functionality that provides a digital way to exchange legal information between 

EU countries. The core objectives of e-Codex are to improve cross-border access of citizens 

and businesses to legal means in Europe, and to achieve interoperability between legal 

authorities within the EU.  

The system enables all Member States to work together towards a more effective and 

modern judicial system in Europe. The broader vision of the project is to enable any citizen 

or legal professional in the EU to communicate electronically with any legal authority. 

Participating countries are Austria, Belgium, Bulgaria, Cyprus, Czech Republic, Estonia, 

France, Germany, Greece, Hungary, Italy, Ireland, Jersey, Lithuania, Malta, Netherlands, 

Norway, Poland, Portugal, Romania, Spain, Sweden, Turkey and the United Kingdom.  

The e-Codex project is still ongoing and the website is so far only available in English. 



Policy Department A: Economic and Scientific Policy 

 

32 PE 507.453 

2.2.3. Electronic identity 

STORK 

STORK (Secure idenTity acrOss boRders linked) project was designed to implement Europe-

wide cross border platforms for the recognition of national electronic identity (eID), making 

it easier for EU citizens to access online public services across borders. The secure system 

will enable businesses, citizens and government employees to use their national electronic 

identities in any Member State. People will therefore be able to use cross-border services 

over the internet without the need to visit the country in advance.   

Participating countries are Austria, Belgium, Germany, Estonia, Spain, France, Italy, 

Iceland, Netherlands, Portugal, Slovenia, Sweden, the United Kingdom, Czech Republic, 

Norway, Lithuania and Finland. 

The STORK project is still ongoing and the website is so far only available in English. 
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Table 2: European Single Points of Contact for both citizens and business 

 SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

L
iv

in
g

, 
w

o
r
k
in

g
, 

s
tu

d
y
in

g
, 

tr
a
v
e
ll

in
g

 i
n

 t
h

e
 E

U
 

Europa 

http://europa.

eu/index_en.ht

m 

Communication 

Department of 

the European 

Commission 

Entry point 

for all issues 

associated 

with living, 

working and 

doing 

business in 

the EU 

All EU 

nationals, 

residents in 

the EU and 

businesses 

with their 

seat in the 

EU 

Public Cross-border 

and national 

issues in the 

EU 

Information 

provision 

Information 

signposting 

General 

covering a 

wide range of 

information 

for 

businesses 

and citizens 

Fully developed All EU 

languages 

(note: not 

all 

information 

is available 

in all 

languages) 

Your Europe 

(and Europe 

Direct) 

http://europa.

eu/youreurope

/business/inde

x_en.htm 

EC DG 

Enterprise and 

Industry and 

DG Internal 

Market and 

Services 

Single 

gateway  or 

practical 

guidance on 

the EU 

All 

business, 

citizens and 

consumers 

Public Cross-border 

and national 

issues in the 

EU 

Information 

provision 

Information 

signposting 

General 

covering a 

wide range of 

information 

for 

businesses 

and 

consumers 

Fully developed All EU 

languages 

plus 

Norwegian 

EURES 

http://ec.europ

a.eu/eures/ 

EC DG 

Employment, 

Social Affairs 

and Inclusion 

Facilitate free 

movement of 

labour and 

students 

within 

Internal 

Market 

All EU 

citizens 

Public Cross-border 

issues in the 

EU 

Information 

and expert 

advice 

provision 

Intermediation  Employment, 

Education, 

Migration, 

Law 

Fully developed All EU 

languages, 

Norwegian 

and 

Icelandic 

http://europa.eu/index_en.htm
http://europa.eu/index_en.htm
http://europa.eu/index_en.htm
http://europa.eu/youreurope/business/index_en.htm
http://europa.eu/youreurope/business/index_en.htm
http://europa.eu/youreurope/business/index_en.htm
http://europa.eu/youreurope/business/index_en.htm
http://ec/
http://ec/
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 SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

I
n

te
r
n

a
l 

M
a
r
k
e
t 

L
a
w

 a
n

d
 R

u
le

s
 

Your Europe 

Advice 

http://europa.

eu/youreurope

/advice/index_

en.htm 

EC DG 

Enterprise and 

Industry and 

DG Internal 

Market and 

Services 

Single 

tailored 

advice 

service for EU 

law 

All EU 

nationals, 

residents in 

the EU and 

businesses 

with their 

seat in the 

EU 

Public Cross-border 

and national 

issues in the 

EU 

Expert 

advice 

Information 

signposting 

All issues 

surrounding 

EU rights 

Fully developed All EU 

languages 

SOLVIT 

http://ec.europ

a.eu/solvit/ 

EC DG Internal 

Market and 

Services 

Ensuring 

Internal 

Market rules 

are applied 

correctly 

All EU 

nationals, 

residents in 

the EU and 

businesses 

with their 

seat in the 

EU 

Public Cross-border Problem 

solving 

Information 

signposting 

Internal 

Market Law 

and Rules 

Fully developed All EU 

languages 

plus 

Icelandic 

and 

Norwegian 

European E-

Justice Portal 

https://e-

justice.europa.

eu 

EC DG Justice Improve 

citizens' 

access to 

justice and 

facilitate 

procedures 

within the EU 

All EU 

nationals, 

residents in 

the EU and 

businesses 

with their 

seat in the 

EU 

Public Cross-border 

and national 

issues in the 

EU 

Interme-

diation and 

completing 

administrati

ve 

procedures 

Information 

provision 

Justice Under 

construction 

All EU 

languages 

e-CODEX 

http://www.e-

Codex.eu/hom

e.html 

Ministry of 

Justice NRW, 

Germany 

Improve the 

cross-border 

access of 

citizens and 

businesses to 

legal means 

in Europe 

All EU 

nationals, 

residents in 

the EU and 

businesses 

with their 

seat in the 

EU 

Public Cross-border 

exchange of 

legal 

information 

Interme-

diation 

Information 

provision 

Justice Under 

construction 

English 

http://europa.eu/youreurope/advice/index_en.htm
http://europa.eu/youreurope/advice/index_en.htm
http://europa.eu/youreurope/advice/index_en.htm
http://europa.eu/youreurope/advice/index_en.htm
http://ec.europa.eu/solvit/
http://ec.europa.eu/solvit/
https://e-justice.europa.eu/
https://e-justice.europa.eu/
https://e-justice.europa.eu/
http://www.e-codex.eu/home.html
http://www.e-codex.eu/home.html
http://www.e-codex.eu/home.html
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 SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

E
le

c
tr

o
n

ic
 

id
e
n

ti
fi

c
a
ti

o
n

 

STORK 

https://www.ei

d-stork.eu/ 

 

Consortium of 

35 public and 

private 

partners 

Implementati

on of an EU-

wide inter-

operable 

system for 

recognition 

and authen-

tication of 

eID 

All EU 

nationals, 

residents in 

the EU and 

businesses 

with their 

seat in the 

EU 

Public Cross-border 

issues in the 

EU 

Completing 

adminis-

trative 

procedures  

Information 

provision 

Authenti-

cation, 

Education, 

Mobility, 

Residency 

Under 

construction 

English 

 

 

 

 

https://www.eid-stork.eu/
https://www.eid-stork.eu/
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2.3. EU level single points of contact for business 

 

Fifteen European level online services were identified in the mapping specifically targeting 

businesses. They pursue different objectives or offer different services such as: 

 online services for the completion of administrative procedures; 

 notification and submissions for public sector contracts and funding opportunities; 

 public sector data publication; 

 EU and international trade; 

 small and medium enterprise services; 

 sector specific services. 

2.3.1. Services for the completion of online procedures 

EUGO Points of Single Contact  

The EUGO Network was established as part of the Services Directive and is tailored to 

companies working in the service sector, which are either new or moving to a new country 

within the geographical scope of the EEA. As every Member State was legally obliged to set 

up a Point of Single Contact by the end of 2009, there is a network of one or several Points 

of Single Contact in each country. 

EUGO performs many functions for businesses from all service sectors and provides 

information tailored to each of them. Its main goal is to gain the potential benefits that are 

expected to result from the Internal Market’s free movement of services throughout the EU.  

Businesses can find out about the rules, regulations and formalities that apply to service 

activities and can also complete the administrative procedures online. Though not required 

to, many of the Points of Single Contact allow businesses to complete tax and social security 

procedures as well. 

The main European-level website is a front page with links to all the national points. The 

front page allows visitors to choose any official EU language, and the national pages then 

extend the linguistic coverage to all EEA languages, as well as Norwegian and Icelandic. 

Although the EUGO website and descriptions report that users can set up a company online, 

this appears not to be the case in at least some of the Points of Single Contact visited. For 

example, Irelands’ site had broken links, and the UK site directed users to a telephone 

number to fulfil one step of the procedure. However, all of the relevant information appears 

to be present. 
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2.3.2. Public sector contracts and funding opportunities 

CORDIS 

CORDIS - Community Research and Development Information Service, is an information 

space devoted to European research and development (R&D) activities and technology 

transfer. Its main objective is to facilitate participation in European research and take-up 

activities; to improve exploitation of research results with an emphasis on sectors crucial to 

Europe's competitiveness; and to promote the diffusion of knowledge fostering the 

technology take-up to enterprises and the societal acceptance of new technology. 

CORDIS offers “Partners service”, a free on-line tool designed to help organisations locate 

suitable partners for participation to EU-funded research projects or private 

collaboration. Organisations can create their profile; search for potential partners; submit or 

receive partnership requests and communicate with other potential partners. 

The website is available in English, German, French, Spanish, Italian and Polish. 

PEPPOL 

PEPPOL (Pan-European Public Procurement Online) project has developed business 

processes for electronic procurement across all governments within Europe, aiming to 

expand market connectivity and interoperability between eProcurement communities. The 

project consortium consists of 18 project partners from 11 European countries. 

PEPPOL’s infrastructure increases business opportunities for participants and supports 

interoperability across borders. It facilitates electronic communication among European 

companies and government institutions in the pre-award and post-award  

procurement process. 

PEPPOL is available in English only. 

SIMAP 

The SIMAP portal provides access to most important information about public procurement 

in Europe. SIMAP also gives details on adequate legislation and lists useful links to other  

EU websites. 

SIMAP website is available in all EU official languages. 

Tenders Electronic Daily 

TED (Tenders Electronic Daily) is the online version of the 'Supplement to the Official 

Journal of the European Union', dedicated to European public procurement. It provides free 

access to business opportunities in Europe. The website is updated five times a week with 

1500 public procurement notices from the EU, the EEA and beyond. It offers possibility to 

sort procurement documents by country, region, business sector or place of delivery. 

Only registered users can access entire content of TED and registration is free. 

The website and information about each procurement document in available in all 23 official 

EU languages. 
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FP7 National Contact Points 

The Network of National Contact Points (NCPs) is the main provider of advice and individual 

assistance in all Member States and Associated States. THE NCPs are appointed in every 

country for each of the areas of FP7. The website gives contact details of the NCPs in each 

country and visitors are advised to contact the NCP relevant to their area of interest. 

National NCPs provide guidance on choosing thematic priorities and instruments; advice on 

administrative procedures and contractual issues; training and assistance on proposal 

writing; distribution of documentation; assistance in partner search. 

The website summarises the main aspects of the FP7 (e.g. general provisions, eligible 

countries, budget, funding schemes, etc.) and is available in English, German, Spanish, 

French, Italian and Polish. 

Health-NCP-NET 

Health-NCP-NET is a European network of all officially appointed Health National Contact 

Points. Its core objective is to increase the quality of submitted proposals within the FP7 

Health programme and to promote equal opportunities to FP7 Health applicants worldwide. 

Health-NCP-Net provides the National Contact Points with the necessary tools and guidelines 

to successfully assist potential FP7 participants and offers specialised training courses, staff 

exchanges and twinning programmes.  

The Health-NCP-Net is managed by the Spanish Instituto de Salud Carlos III. The website is 

available in English only. 

2.3.3. Public sector data publication 

EpsiPlatform 

EpsiPlatform is a One-Stop Shop on Public Sector Information (PSI) Re-use. It boasts  

6,000 datasets from 15 different publishers and hundreds of hits a day. 

The objective of this portal is to make all EC data available. The idea is that making 

European institutions’ and governments’ Public Sector Information (PSI) accessible to all 

may boost economic growth. 

The website is still under construction and is available in English only. 

2.3.4. EU and international trade  

Market Access Database 

The Market Access Database (MADB) gives information to companies exporting from the EU 

about import conditions in third country markets. There is a “Latest updates” section, which 

provides the latest import documentation for various countries. 

The website contains two main sections: Export from EU and Import into the EU. Both 

provide information on duties and taxes on import of products into specific countries. The 

exporting part also gives details on procedures and formalities, safety and health measures, 

as well as statistics of trade flows between EU and non-EU countries. 

Market Access Database is available in English. 
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Single market for goods 

Single market for goods aims at making the single market work better by removing existing 

barriers to trade and avoiding the creation of new ones. The portal provides useful 

information and reference documents on prevention of technical barriers to trade, free 

movement in non-harmonised sectors, internal market for products, fighting late payments, 

and monitoring the EU law application. 

The website is available in English, French and German. 

2.3.5. Small and medium enterprise services 

Enterprise Europe Network 

The Enterprise Europe Network (EEN) is a network of 600 business support organisations, 

known as “local contact points” or branches, from more than 50 countries that help small 

businesses (SMEs) take up business opportunities in the EU single market. All EU countries 

have members, often in several cities. They include chambers of commerce, universities, 

technology agencies, development agencies, and other business support organisations.  

For example, the UK has contact points in 24 cities, some of which have several branches.   

The EEN offers different services: helping SMEs find partners both within Europe and 

internationally; access to finance for SMEs and entrepreneurs; assistance with gaining EU 

research funding; tailored advice on those parts of EU law relevant to SMEs; expert advice 

on intellectual property rights and legislation; and, intermediation between companies and 

the Commission on aspects of EU law which affect SMEs. 

The initial point of contact for businesses is their national “local contact point”. Depending 

on the request made, the local contact point either deals with that business directly or 

passes it on to another contact point better qualified. The Network’s expertise is further 

extended through support of various associate members and affiliates such as the European 

Space Agency, EU Chambers of Commerce in other countries, and the European Business 

and Innovation Centre (BIC) Network.  These do not provide services directly, but cooperate 

with and provide additional information to the Network. The combination of local contact 

points, affiliates and associate members allows the Network to offer a wide range of 

services for companies. 

The network provides expertise in 17 different sectors through its ‘sector groups’. These 

groups range from automotive, transport and logistics sectors, chemicals to creative 

industries, services and retail, and tourism. Each sector group has a group co-ordinator. 

Group members are also listed along with their organisation and individual contact details.  

The main Enterprise Europe Network website hosted by the European Commission on the 

Europa portal is available in six European languages (English, Dutch, Spanish, French, 

Italian and Polish). The websites of the local contact points are available in their national 

languages and often in English.  

E-business Support Network 

The European e-Business Support Network for SMEs (eBSN) is an eBusiness policy 

coordination platform, bringing together decision makers and public policy experts in the 

field of eBusiness, to share information and to discuss strategic policy direction. The high-

level objective is to promote the industry as a driver of innovation and growth in the 

European economy. Its geographic scope extends outside the EU to European Free Trade 

Area (EFTA) states and Candidate Countries. 
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The SPC consists of a Steering Committee, a web portal and workshops. The Steering 

Committee is made up of e-business experts and representatives from most Member States, 

Norway and various international organisations linked to ICT. The membership is a mixture 

of policymakers, entrepreneurs, e-business support organisations, chambers of commerce 

and universities. It is run by the EC DG Enterprise and Industry. 

Through intermediation, the eBSN aims to coordinate policy in the ICT area in the countries 

within its scope. Therefore, its membership brings together policymakers to share 

experience and discuss future possibilities in policy. The condition of being a member is to 

be involved in an initiative regarding e-business that it is at least partially publicly funded. 

EBSN provides information to SMEs about initiatives, programmes and policies. Therefore 

part of its website is a list of all national initiatives including a description and contact for 

each. Another part is a database of case studies of business practices used within European 

ICT companies. In addition, it has published a list of the ten best e-business policies in 

Europe, according to the eBSN the Steering Group. The eBSN also identifies policy trends in 

the ICT industry and in the use of ICT in other industries in order to target its policies, 

although the process by which it confirms trends is not transparent. The website is only 

available in English.  

European Small Business Portal 

European Small Business Portal collects all information, from practical advice to policy 

issues, provided by the EU on and for SMEs. It links EU firms to firms, programmes and 

other opportunities elsewhere – notably in Japan, South Korea and non-EU countries on the 

borders of Europe, such as Turkey and Israel. It also advertises EU assistance available to 

non-EU countries. 

The first section of the portal aims to help businesses find partners or finance. Under 

“money, partners and public contracts” the portal offers assistance, though not directly, to 

companies that wish to enter into partnerships. This is done through information 

signposting, as it links to a number of further websites and organisations, including the SPC 

Enterprise Europe Network. Assistance for SMEs that wish to bid for public contracts is 

provided in a similar way, by linking calls for tender for European public procurement 

opportunities. The finance section is divided into subsections according to what the finance 

could be used for. This is because there is funding available from different European-level 

sources based on what it is to be used for, either human resources, research, environmental 

improvements, cultural dialogue or investment.  

The second section, “making the most of the single market” gives SMEs assistance on 

exploiting the Single Market. It links to websites, all hosted by European bodies, which 

provide details on programmes, initiatives, organisations, policies and, other single points of 

contact, that are relevant to European SMEs. Most of the links are pages hosted by DG 

Enterprise and Industry. 

The third section on policy and statistics is informative, rather than explicitly advisory.  

It links to European legislation on small businesses, statistics and data on the performance 

of SMEs in Europe, definitions of the various kinds of small business, information on finance 

sources of small businesses, and survey results. Finally, there is a list of links to other single 

points of contact and services that support small businesses.  

Its linguistic coverage is 21 of the 23 official languages, omitting Irish Gaelic and Maltese.  
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B2B Loco 

B2B Loco is a platform of exchange of knowledge, best practices, new technologies and 

solutions within logistics. The project is tailored to SMEs in transport and logistics industries 

in Eastern Europe, hence the name, which stands for “Baltic to Balkan”. Its objective is to 

enable SMEs to benefit from the latest research on logistics, supply chain management and 

transport. 

B2B Loco signposts to organisations such as the European Small Business Portal. Further, it 

provides a list of the national contact points of its own network and it links to a large 

number of international and supranational SPCs, organisations and information sites the 

areas its expertise extends to. In terms of direct provision of information, B2B Loco offers 

on its website EU papers, initiatives and communications from the commission on the 

industries it covers.  

For intermediation between SMEs and research, the network holds events such as 

conferences and workshops. It also hosts presentations that have been delivered at these 

events, and promotes examples of best practice in the sector. 

B2B Loco’s linguistic coverage is English, Polish, Slovenian, Lithuanian, Hungarian, 

Bulgarian, Czech, Slovak, Croatian, Greek, Hebrew, Estonian, Turkish, Romanian, Latvian 

and Italian. However, translations are only available of certain sections, leaving Events and 

others exclusively in English.  

2.3.6. Sector specific single point of contact 

OSS One-Stop-Shop 

The OSS One-Stop-Shop is a European network of 37 single points of contact addressing 

the issues of cross border rail traffic. It was established by the Rail Net Europe (RNE), which 

is an association set up by a majority of European Rail Infrastructure Managers. There is at 

least one OSS contact point in each member country.  

RNE OSS guides customers through a whole range of procedures: Network Access; Network 

Statement; Pricing information; International Train Path Management, Transport planning; 

Operations monitoring; After sales. Further, RNE OSS provides information on timetabling, 

operations and the eleven European RNE corridors. Each customer can choose a OSS 

contact point according to its needs. 

The website is available in English and lists contact details together with websites of 

national contact points. 
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Table 3: European Single Points of Contact for business 

 
SPC 

Name 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

C
o

m
p

le
ti

n
g

 o
n

li
n

e
 a

d
m

in
is

tr
a
ti

v
e
 

p
r
o

c
e
d

u
r
e
s
 

EUGO 

Points of 

Single 

Contact 

https://ww

w.gov.uk/u

kwelcomes 

EC DG Internal 

Market and 

Services 

Facilitate 

Internal 

Market's 

freedom of 

establishmen

t for service 

providers 

Businesses 

with their 

seat in the 

EU or 

Switzerland 

Public Cross-border 

issues in the 

EU 

Information 

sign-posting 

and direct 

information 

provision 

Completing 

administrative 

procedures  

Business, 

Services 

Fully developed All EU 

languages 

P
u

b
li

c
 s

e
c
to

r
 c

o
n

tr
a
c
ts

 a
n

d
 f

u
n

d
in

g
 

o
p

p
o

r
tu

n
it

ie
s
 

 

CORDIS 

http://cordi

s.europa.e

u 

Publications 

Office of the 

European Union 

Improve 

innovation, 

research and 

development 

Businesses 

with their 

seat in the 

EU 

Public Cross-border 

and national 

issues in the 

EU 

Information 

sign-posting 

and direct 

information 

provision 

Expert advice 

and 

intermediation 

Innovation, 

Research, 

Business, 

Finance, 

Technology 

Fully developed English, 

French, 

German, 

Italian, 

Spanish, 

Polish 

PEPPOL 

http://proj
ect.peppol.

eu/ 

EC 

Competitiveness 

and Innovation 

Framework 

Programme’s ICT 

Policy Support 

Programme 

Electronic all 

European 

public sector 

buyers 

Businesses 

with their 

seat in the 

EU 

Public Cross-border 

issues in the 

EU 

Information 

sign-posting 

and direct 

information 

provision 

Intermediation Procuremen

t, Business 

Under 

construction 

English 

https://www.gov.uk/ukwelcomes
https://www.gov.uk/ukwelcomes
https://www.gov.uk/ukwelcomes
http://cordis.europa.eu/
http://cordis.europa.eu/
http://cordis.europa.eu/
http://project.peppol.eu/
http://project.peppol.eu/
http://project.peppol.eu/
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SPC 

Name 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

 

SIMAP 

http://sima

p.europa.eu

/ 

European 

Commission 

Information 

system for 

public 

procurement 

Businesses 

with their 

seat in the 

EU 

Public Cross-border 

and national 

opportunities 

in the EU 

Information 

provision 

Information 

signposting 

Public 

procure-

ment 

Fully developed All EU 

languages 

 

TED 

http://ted.e

uropa.eu 

European 

Commission 

Business 

public 

procurement 

opportu-

nities 

Businesses 

with their 

seat in the 

EU 

Public Cross-border 

and national 

opportunities 

in the EU 

Direct 

information 

provision 

Information 

signposting 

Public 

procure-

ment 

Fully developed All EU 

languages 

FP7 

National 

Contact 

Points 

http://cordi

s.europa.eu

/fp7/ncp_en

.html 

Publications 

Office of the 

European Union 

Access to 7th 

Framework 

Programme  

Businesses 

with their 

seat in the 

EU or in an 

Associated 

State 

Public Cross-border 

and national 

opportunities 

in the EU 

Direct 

information 

provision and 

expert advice 

Information 

signposting 

Access to 

FP7 

Fully developed English, 

German, 

Spanish, 

French, 

Italian, 

Polish 

http://simap.europa.eu/
http://simap.europa.eu/
http://simap.europa.eu/
http://ted.europa.eu/
http://ted.europa.eu/
http://cordis.europa.eu/fp7/ncp_en.html
http://cordis.europa.eu/fp7/ncp_en.html
http://cordis.europa.eu/fp7/ncp_en.html
http://cordis.europa.eu/fp7/ncp_en.html


Policy Department A: Economic and Scientific Policy 

 

44 PE 507.453 

 

 

SPC 

Name 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

 

Health-

NCP-NET 

 

Instituto de 

Salud Carlos III, 

Spain 

Assistance 

with 

submissions 

to FP7 health 

programme 

Businesses 

with their 

seat in the 

EU or in an 

Associated 

State 

Public Cross-border 

and national 

opportunities 

in the EU 

Direct 

information 

provision and 

expert advice 

Information 

signposting 

Access to 

health 

funding 

under FP7 

Fully developed English 

P
u

b
li

c
 s

e
c
to

r
 d

a
ta

 

p
u

b
li

c
a
ti

o
n

 

Epsi-

Platform  

http://epsip

latform.eu/ 

European 

Commission 

National and 

European 

Public Sector 

Information 

re-use 

markets 

Business 

with their 

seat in the 

EU 

Public European Direct 

information 

and expert 

advice  

Information 

signposting 

Public sector 

information 

re-use 

Under 

construction 

English 

 

 

 

 

 

 

 

 

http://epsiplatform.eu/
http://epsiplatform.eu/
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SPC 

Name 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

E
U

 a
n

d
 i

n
te

r
n

a
ti

o
n

a
l 

tr
a
d

e
 

Market 

Access 

Database 

http://mad

b.europa.eu

/madb/inde

xPubli.htm 

European 

Commission, DG 

Trade 

Information 

on exporting 

from the EU 

about import 

conditions in 

third country 

markets 

European 

and 

international 

Business 

Public European and 

international  

Direct 

information 

provision 

Information 

signposting 

Market 

access 

Fully developed English 

Single 

Market for 

Goods 

(Product 

Contact 

Point)  

http://ec.eu

ropa.eu/ent

erprise/poli

cies/single-

market-

goods/index

_en.htm 

European 

Commission, DG 

Enterprise and 

Industry 

Removing 

barriers to 

trade and 

non-

harmonised 

sectors 

Business 

with 

government 

Public European Direct 

information 

provision and 

information 

signposting 

Expert advice Single 

market for 

goods 

Fully developed  English, 

French, 

German 

 

 

 

 

 

 

http://madb.europa.eu/madb/indexPubli.htm
http://madb.europa.eu/madb/indexPubli.htm
http://madb.europa.eu/madb/indexPubli.htm
http://madb.europa.eu/madb/indexPubli.htm
http://ec.europa.eu/enterprise/policies/single-market-goods/index_en.htm
http://ec.europa.eu/enterprise/policies/single-market-goods/index_en.htm
http://ec.europa.eu/enterprise/policies/single-market-goods/index_en.htm
http://ec.europa.eu/enterprise/policies/single-market-goods/index_en.htm
http://ec.europa.eu/enterprise/policies/single-market-goods/index_en.htm
http://ec.europa.eu/enterprise/policies/single-market-goods/index_en.htm
http://ec.europa.eu/enterprise/policies/single-market-goods/index_en.htm
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SPC 

Name 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

S
m

a
ll

 a
n

d
 m

e
d

iu
m

 e
n

te
r
p

r
is

e
 s

e
r
v
ic

e
s
 

Enterprise 

Europe 

Network 

http://een.

ec.europa.e

u/ 

EC DG 

Enterprise and 

Industry 

Help small 

businesses 

raise 

productivity 

and 

encourage e 

innovation 

Small 

companies 

with their 

seat in the 

EU 

Public Cross-border 

and national 

issues in the 

EU 

Expert advice 

provision 

Intermediation Business, 

Innovation, 

Finance, 

Technology, 

Law, 

Networking 

Fully developed English, 

French, 

Italian, 

Polish, 

German, 

Spanish  

E-business 

Support 

Network 

http://ec.eu

ropa.eu/ent

erprise/sect

ors/ict/ebsn

/index_en.h

tm 

EC DG 

Enterprise and 

Industry 

Raise 

competitiven

ess of EU 

SMEs 

through 

IT/high-tech 

innovation 

Businesses 

with their 

seat in the 

EU 

Public Cross-border 

and national 

issues in the 

EU 

Intermediatio

n 

Expert advice, 

information 

sign-posting 

and direct 

information 

provision 

Policy, 

Business, 

Innovation, 

Technology 

Fully developed English 

European 

Small 

Business 

Portal 

http://ec.eu

ropa.eu/sm

all-

business/in

dex_en.htm 

EC DG 

Enterprise and 

Industry 

Raise 

competitiven

ess of EU 

SMEs 

through 

policy and 

entrepreneur

ship 

Businesses 

with their 

seat in the 

EU 

Public Cross-border 

and national 

issues in the 

EU 

Information 

and expert 

advice 

provision 

Intermediation Policy, 

Business, 

Trade, Law, 

Standards 

Fully developed English 

 

http://een.ec.europa.eu/
http://een.ec.europa.eu/
http://een.ec.europa.eu/
http://ec.europa.eu/enterprise/sectors/ict/ebsn/index_en.htm
http://ec.europa.eu/enterprise/sectors/ict/ebsn/index_en.htm
http://ec.europa.eu/enterprise/sectors/ict/ebsn/index_en.htm
http://ec.europa.eu/enterprise/sectors/ict/ebsn/index_en.htm
http://ec.europa.eu/enterprise/sectors/ict/ebsn/index_en.htm
http://ec.europa.eu/enterprise/sectors/ict/ebsn/index_en.htm
http://ec.europa.eu/small-business/index_en.htm
http://ec.europa.eu/small-business/index_en.htm
http://ec.europa.eu/small-business/index_en.htm
http://ec.europa.eu/small-business/index_en.htm
http://ec.europa.eu/small-business/index_en.htm
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SPC 

Name 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

 

 

B2B Loco 

http://www

.b2bloco.eu

/index.html 

 

European 

Commission 

under the FP7 

 

Build a 

Network for 

Logistics 

Competence 

focusing on 

15 countries 

 

Businesses 

with their 

seat in one 

of the 15 

countries 

 

Public 

 

International 

 

Information 

provision 

 

Information 

signposting 

 

Logistics 

 

Fully developed 

 

English, 

Polish, 

Slovenian, 

Lithuanian, 

Hungarian, 

Greek, 

Estonian, 

Romanian, 

Latvian, 

Italian 

Hebrew, 

Turkish 

S
e
c
to

r
 s

p
e
c
if

ic
 

s
e
r
v
ic

e
s
 

OSS One-

stop-Shop 

http://www

.rne.eu/cou

ntry_overvi

ew_map.ht

ml 

Rail Net Europe Provide train 

operators 

with national 

contact 

points 

Train 

operators in 

the EU 

Public Cross-border 

and national 

issues in the 

EU 

Information 

and expert 

advice 

provision 

Completing 

administrative 

procedures 

Access to 

and co-

ordination 

of Europe 

Rail 

Network 

Fully developed All EU 

languages 

 

 

 

http://www.b2bloco.eu/index.html
http://www.b2bloco.eu/index.html
http://www.b2bloco.eu/index.html
http://www.rne.eu/country_overview_map.html
http://www.rne.eu/country_overview_map.html
http://www.rne.eu/country_overview_map.html
http://www.rne.eu/country_overview_map.html
http://www.rne.eu/country_overview_map.html
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EU level single points of contact for citizens and consumers 

Twenty one consumer and citizens online contact points were identified in the mapping. 

These online services can be grouped in the following way: 

 Consumer protection and empowerment; 

 Health and social welfare services; and 

 Education, employment and culture. 

2.3.7. Consumer protection and empowerment 

European Consumer Centre network 

The European Consumer Centre network (ECC-NET) helps consumers when they encounter 

a problem or a dispute in cross-border shopping within the EU, Norway and Iceland. ECC-

NET’s expertise is general, as the centres can help consumers with cases in any sector.  

The intention is that enhancing consumers’ confidence should make them more willing to 

shop abroad. ECC-NET’s high-level objective is realisation of some of the unrealised 

potential gains for consumers.  

The network consists of 29 ECCs. Every Member State of the EU is required to have a 

centre; Iceland and Norway have centres as well. Some states run their centre within other 

organisations. For example, the UK ECC is delivered by the Trading Standards Institute and 

co-funded by the department for Business, Innovation and Skills and the  

European Commission.  

Users of ECC-NET assist consumers within the EU by: providing information on consumer 

rights; delivering expert advice, in the form of tips on cross-border shopping; dealing with 

consumer complaints, as an alternative dispute resolution service; when necessary, 

contacting the ECC in the trader’s Member State, who contacts the trader (alternative 

dispute resolution); providing advice on further action, such as taking the case to the EU 

Small Claims Court, where the previous options were unsuccessful; providing details of 

other useful organisations. 

The ECC-NET does not have any formal legal power and so cannot force traders to respect 

consumers’ rights.  

Most centres offer users contact via post, online contact form, email, phone and fax. All 

centres offer their website in their own language and English. Sometimes they offer other 

languages such as French, German, or that of a neighbouring country. The main ECC-NET 

website is available in ten of the EU’s 23 official languages.  

FIN-NET 

FIN-NET is an alternative dispute resolution targeted to consumers who have a dispute with 

a financial service provider in another country within the EEA. Therefore it consists of a 

network of national alternative dispute resolution services, 56 in 24 of the EEA Member 

States. Its high-level objective is increasing the gains from the free movement of services 

by ensuring consumers have confidence in providers in other countries (the same as ECC-

NET but focused on financial services).  
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Consumers can use FIN-NET to find a national contact point in the country of the provider 

with whom they have the dispute. This is an information provision role. The intermediation 

role is in providing the channel through which the home FIN-NET member contacts the 

foreign FIN-NET member. Plenary meetings of FIN-NET allow members to exchange 

information and cooperate on alternative dispute resolution (ADR) issues. 

The main FIN-NET is available in German, French and English. All of the countries 

represented by FIN-NET members are linguistically covered on their own member 

organisation’s site. This excludes Romania, Bulgaria and Latvia, which have no FIN-NET 

member. The network provides a form for each country outlining essential details, and lists 

the languages in which a complaint can be made and decisions can be given. Many 

countries offer only their own language.  

MONETOS 

MONETOS is a European research and information portal that provides independent advice 

and guidance on social systems and private financial sectors in six European countries: 

France, the Netherlands, Germany, Italy, Spain and the United Kingdom. 

MONETOS provides detailed information on different financial products, such as insurance, 

financing, investments and pensions. The articles focus on consumer clarity and promote 

communication across international borders. There is a ‘Service’ section, which provides 

practical advice on property rentals, student life, visiting a doctor and opening a bank 

account in one of the six abovementioned foreign countries, whereas the ‘Financing’ section 

gives information on credit and debit cards, mortgages and loans. 

The ‘Insurance’ section offers information on health, life, home, car, travel, business, 

wedding, pet, funeral and body insurance.  

The website is available in French, Dutch, German, Italian, Spanish and English. 

2.3.8. Health and social welfare services 

epSOS 

epSOS aims to design, build and evaluate a service infrastructure that demonstrates cross-

border interoperability between electronic health record systems in Europe. The project 

started in July 2008 and is still on-going. The main goal is to provide cross-border exchange 

of personal health data and to improve the quality and safety of healthcare for citizens when 

travelling to another European country. 

For the first time, patients in Europe will have the opportunity to use cross-

border eHealth services when seeking healthcare in participating epSOS pilot countries – 

whether as tourists, business travellers, commuters or exchange students. 

The website provides information for patients/citizens as well as health professionals and is 

available in 14 European languages: English, Czech, Danish, Greek, Spanish, French, 

Italian, Maltese, Dutch, German, Slovene, Slovak, Swedish and Turkish. 
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Health-EU 

Health-EU is the official public health portal of the European Union with a core objective to 

provide European citizens with easy access to comprehensive information on Public Health 

initiatives and programmes at EU level.  

Health-EU consists of 6 sections, as follows: My Health, My Lifestyle, My Environment, 

Health Problems, Care for me and Health in the EU. The portal links to relevant pages and 

websites of the European Union institutions, national governments and sub-national 

authorities, international organisations and European non-governmental organisations.  

The website is available in 21 European languages and in Chinese. 

MISSOC 

The Mutual Information System on Social Protection (MISSOC) presents information on 

national social protection systems, structured into 12 main areas: financing, healthcare, 

sickness, maternity, invalidity, old-age, survivors, employment injuries and occupational 

diseases, family, unemployment, guaranteed minimum resources and long-term care. 

Data is given in comparative tables that cover 27 EU Member States plus Iceland, 

Liechtenstein, Norway and Switzerland. Users may browse the tables by country, topic  

or both.  

The website is available in English, French and German. 

Euroguidance 

Euroguidance is a European network of national resource and information centres for 

guidance. The centres operate in 33 countries and aim to provide quality information on 

lifelong guidance and mobility for learning purposes and to promote the European 

dimension in guidance. The user can find descriptions of guidance systems in different 

countries across Europe. 

The website is available in all official EU languages, as well as in Turkish, Serbian, Croatian, 

Icelandic and Norwegian. 

2.3.9. Education, employment and culture 

European Youth Portal 

The European Youth Portal is a single Europe-wide portal targeting young people  

from 31 countries. It is complementary to EURES, the European Job Mobility Portal, as it 

encourages and assists young people to work and study in other EU countries. Further, its 

high-level objective is also encouraging people to exploit their right to travel and move 

freely within the EU. However, it lacks the database and detailed information available on 

EURES and primarily links users to other information sources – including, among many 

others, EURES itself. 

It provides information in 7 main areas: studying; working; volunteering / exchanges; 

rights; portals for young people; information on Europe; travelling in Europe. 

Most of these information sections are listings of external links. There is a “Get Involved” 

section of the site, which contains stories from previous users of the site and a form which 

users can fill in with questions about the EU. This form is answered by Eurodesk  

(see below). 
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The portal’s linguistic coverage extends to all EU official languages (although the Croatian 

version appears not to be complete yet) and beyond the EU to Icelandic, Norwegian  

and Turkish.  

The European Study Portals 

The European Study Portals manages six individual portals that provide comprehensive 

information on Bachelors, Masters, PhD, Short Courses, Distance learning and Scholarship 

opportunities in Europe. The portals are the largest European search database for study 

programmes. Users may browse by discipline, university or by country. 

Another portal called ‘Student Experience Exchange’ collects students’ comments on their 

study experience in European countries. 

The Study Portals team consists of 40 people from 13 different countries, with the centre of 

operations in Eindhoven, The Netherlands. The main website is available in English; 

however, the individual portals offer information in German, French and Spanish as well.   

Study in Europe 

StudyinEurope.eu is an online portal that provides key information on the educational 

systems of Europe. Users can search for courses in 20 European countries and find 

information on tuition fees schemes, various grading systems, residence permits, 

application deadlines, admission requirements. In addition, students can seek advice on 

how to apply for higher education studies. 

The core objective is to provide the educational community with key and trustworthy 

information about tertiary studies in Europe. 

Study in Europe is available in English only. 

Eurodesk 

Eurodesk is a network of information providers in each EU country plus Croatia, Iceland, 

Norway, Switzerland and Turkey. The network consists of these national coordinators and 

many more “relays” or “multipliers”, which are local and regional services, usually involved 

in working with young people. The core objective of the network is to encourage young 

people to pursue opportunities in other parts of Europe.  

The Eurodesk network assists and encourages young Europeans to travel, work, study, 

travel and volunteer abroad. When users approach an office, it will intermediate with other 

member offices on their behalf, finding opportunities in other countries and giving them 

information and advice to facilitate taking these opportunities. The Eurodesk network offers 

bespoke services, as users can ask at an office for particular types of opportunity or event 

and they try to find a match for the request. The national offices also organise workshops, 

information sessions, presentations and training sessions for professionals. In addition, 

Eurodesk signposts to other information providers. 

The Eurodesk front page is only in English. All of the countries that have Eurodesk members 

are linguistically covered by their own Eurodesk site. 
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PLOTEUS 

PLOTEUS is a ‘Portal on Learning Opportunities throughout the European Space’, which 

provides students, job seekers and workers with information about learning opportunities 

and training possibilities available throughout the European Union.   

Users may browse by country, education level and study type. The website also provides 

useful links to European organisations, such as Euroguidance, Europass, EURES,  

Your Europe, etc. 

PLOTEUS is available in all EU languages, Turkish, Norwegian and Icelandic. 

EURAXESS 

EURAXESS – Researchers in Motion web-site is a joint initiative of the European Commission 

and the countries participating in the European Union's Framework Programme for 

Research. The EURAXESS website consists of 4 main sections: Jobs, Rights, Services and 

Links. EURAXESS Jobs provides information on job vacancies, funding opportunities and 

fellowships throughout Europe. Users may also post their CV so as to allow recruiters to find 

them. 

EURAXESS Services help researchers and their family to plan and organise their move to a 

foreign country, whereas EURAXESS Rights provides all information regarding the European 

Charter for Researchers and the Code of Conduct for the Recruitment of Researchers. 

EURAXESS Links is targeted to European researchers working outside Europe and gives 

information about research in Europe, European research policies, career opportunities in 

Europe, international collaboration and trans-national mobility. 

The website is available in all EU languages. 

Eve 

Eve disseminates projects funded by the Directorate-General for Education and Culture  

(DG EAC) to users across the EU in order to allow anyone to gain their benefits. It is specific 

in expertise, as its work is restricted to the areas of education, culture, youth and 

citizenship. Eve’s target users are people involved with DG EAC programmes, certain 

specialised users in areas such as education, culture and training, and the general public. 

The Eve database lists all projects that have benefited from EC funds through programmes 

managed by the EC, such as Erasmus university exchanges, Comenius lifelong learning, and 

the Leonardo da Vinci programme for vocational education and training. The intended users 

are teachers (for study material), project coordinators, national or local authorities, 

decision- and policy makers, researchers, NGOs, and the general public. Registration is 

necessary to upload or promote material, but not to access it. 

Some of the projects are hosted in full on the database. Others have just an abstract. 

Therefore, in many cases the database directs users to other locations such as a website 

where more material is available. The guide to Eve specifically refers to collaboration, 

informing users how to do this legally. This is where it performs an intermediation role 

between artists or cultural bodies. 

Eve is available in English, French and German. At present it is underdeveloped with a 

limited number of listings, but over time it will gradually acquire more material.  
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Eurydice 

Eurydice is a European portal with comprehensive descriptions of education systems and 

policies in Europe. The website contains 5 sections: Education & Training, Youth, Culture, 

Citizenship and Media. 

Eurydice is available in English, German and French. 

IRIS - Integrated Reporting for International Students 

Integrated Reporting for International Students (IRIS) website was designed for future and 

existing European exchange students and international coordinators. Students can find 

detailed reports on host universities, cities or countries provided by former  

exchange students.  

It is possible to browse information by country of origin, country of destination, field of 

study, academic year or institutions. 

The website is available in English. 

Europa Pages 

Europa Pages is a privately funded portal that provides information on language courses in 

five European countries: France, Germany, Ireland, Spain and the United Kingdom.  

The website also contains useful links to au pair centres, language job centre and general 

language sites. 

Visitors may find a list of English, Spanish and French language books and travel guides. 

The portal is available in English only. 

My Europe 

My Europe is a web project that helps teachers raise their pupils’ awareness of what it 

means to be a young citizen in Europe. The network associates more than 8000 schools. 

Teachers may find teaching ideas, such as descriptions of group activities and didactical 

games related to European citizenship and culture. 

The website is available in English, French and German. 
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Youth On the Move 

Youth On the Move is a European portal designed for European students that wish to move, 

study or work in another European country. 

The website contains four core sections: Study, Learn, Train and Work. They provide 

information on EU funded study programmes, learning projects, training programmes and 

jobs in Europe. 

Youth On the Move is available in English. 

European Qualifications Network 

European Qualifications Framework (EQF) acts as a translation device to make national 

qualifications more readable across Europe. Its aim is to promote workers' and learners' 

mobility between countries and facilitate their lifelong learning. 

It provides all information on European and external Lifelong Learning programmes  

and policies. 

European Qualifications Network is available in English, French and German. 

Culture (Creative Europe) 

Creative Europe is a support programme for Europe’s cultural and creative sectors  

from 2014. Its core objectives are to foster cultural diversity and intercultural dialogue and 

to promote culture as a vital part of the EU’s external relations. The portal gives detailed 

information on policy development, programmes and actions. Users may also find various 

key documents, such as studies, evaluations and statistics. 

The website is available in English, French and German. 
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Table 4: European Single Points of Contact for consumers 

 SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

C
o

n
s
u

m
e
r
 p

r
o

te
c
ti

o
n

 a
n

d
 e

m
p

o
w

e
r
m

e
n

t 

The 

European 

Consumer 

Centre 

Network 

http://ec.eur

opa.eu/55uro

pe55e/ecc/in

dex_en.htm 

EC DG  

SANCO 

Facilitate 

Internal 

Market in 

B2C trade 

through 

consumer 

protection 

Consumers 

in the EU 

Public Cross-border 

issues in  

the EU 

Informa-

tion and 

expert 

advice 

provision 

Intermediation 

and alternative 

dispute 

resolution 

Consumer, 

Law 

Fully  

developed 

English, 

Czech, 

Danish, 

German, 

French, 

Italian, 

Dutch, 

Romanian, 

Polish, 

Swedish 

FIN-NET 

http://ec.eur

opa.eu/intern

al_market/FI

N-

NET/index_en

.htm 

EC DG 

Internal 

Market and 

Services 

Facilitate 

Internal 

Market in 

financial 

services 

through 

consumer 

protection 

Consumers 

in the EU 

Public Cross-border 

issues in the 

EU 

Alternative 

dispute 

resolution  

Information 

provision and 

information 

sign-posting 

Finance, 

Insurance, 

Pensions 

Fully  

developed 

English, 

French, 

German 

http://ec/
http://ec/
http://ec/
http://ec/
http://ec/
http://ec/
http://ec/
http://ec/
http://ec/
http://ec/
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 SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

 MONETOS 

http://www.

monetos.co.u

k/ 

MONETUS 

GmbH 

Provide 

informa-tion 

on 

insurance, 

financing, 

investment 

and 

pensions 

Consumers 

in the EU 

Private Cross-border 

and national 

issues in the 

EU 

Information 

and expert 

advice 

provision 

Information 

signposting 

Finance and 

social 

information 

Under 

construction 

English, 

German,  

Spanish, 

Italian,  

Dutch 

 Euro-

guidance 

http://www.e

uroguidance.

net/ 

European 

Commission 

European 

dimension 

in guidance, 

provide 

information 

on lifelong 

guidance 

and mobility 

for learning 

purposes. 

All EU 

citizens 

Public European Information 

signposting, 

information 

and expert 

advice 

provision 

Intermediation Guidance 

and 

counselling 

Fully 

developed 

BG, CS, 

DA, DE, 

ET, EL, ES, 

FR, IT, LV, 

LT, HU, 

MT, NL, PL, 

PT, RO, 

SK, SL, FI, 

SV, HR, 

SR, TR, GA 

http://www/
http://www/
http://www/
http://www/
http://www/
http://www/
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 SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

H
e
a
lt

h
 a

n
d

 s
o

c
ia

l 
w

e
lf

a
re

 s
e
r
v
ic

e
s
 

epSOS 

http://www.ep

sos.eu/ 

SALAR – 

Swedish 

Association 

of Local 

Authorities 

and Regions 

(partially 

funded by 

EC) 

Improve 

quality and 

safety of 

healthcare 

for citizens 

when 

travelling to 

another EU 

country 

All EU 

citizens 

Public Cross-border 

healthcare in 

the EU 

Informa-

tion 

provision 

Intermediation 

and completing 

procedures 

Health Under 

construction 

English, 

Czech, 

Danish, 

Greek, 

Spanish, 

French, 

Italian, 

Maltese, 

Dutch, 

German, 

Slovene, 

Slovak, 

Swedish 

Turkish 

 Health-EU 

http://ec.euro

pa.eu/health-

eu/ 

 

 

European 

Commission 

Improve the 

healthcare 

delivered to 

EU citizens, 

and greater 

co-operation 

between 

health 

systems 

 

 

 

All EU 

citizens 

Public Cross-border 

healthcare in 

the EU 

Informa-

tion and 

expert 

advice 

provision 

Information 

signposting 

Health Fully 

developed 

All EU 

languages 

http://www/
http://www/
http://ec/
http://ec/
http://ec/
http://ec/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary 

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

E
d

u
c
a
ti

o
n

, 
e
m

p
lo

y
m

e
n

t 
a
n

d
 c

u
lt

u
r
e
 

European 

Youth Portal 

http://europa.e

u/youth/index.c

fm 

EC DG 

Education  

and Culture 

Facilitate 

studying 

abroad, 

migration 

and 

informing 

young 

people 

All EU 

citizens 

Public Cross-border 

issues in the 

EU 

Information 

and expert 

advice 

provision 

Intermediation Employ-

ment, 

Education, 

Migration, 

Law, 

Citizenship, 

Volun-

teering, 

Internal 

Market 

Fully 

developed 

All EU 

languages, 

Norwegian, 

Icelandic, 

Turkish 

The European 

Study Portal 

http://www.stu

dyportals.eu/ho

me/ 

Study Portal 

BV (co-

funded by 

EC) 

Provide 

information 

on study 

opportu-

nities in 

Europe 

Everyone 

interested in 

studying in 

the EU 

Member 

States 

Private International Information 

and expert 

advice 

provision 

Information 

signposting 

Education Fully 

developed 

English, 

German, 

Spanish, 

French, 

Italian, Polish 

Study in 

Europe 

http://ec.euro

pa.eu/educati

on/study-in-

europe/ 

EC DG 

Education & 

Training 

Provide 

information 

on study 

opportunitie

s in Europe 

Everyone 

interested in 

studying in 

the EU 

Member 

States 

Public International Information 

provision 

Intermediation Education Fully 

developed 

English, 

Spanish, 

French, 

Portuguese, 

Russian, 

Arabic, 

Chinese 

http://europa/
http://europa/
http://europa/
http://www/
http://www/
http://www/
http://ec/
http://ec/
http://ec/
http://ec/
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 SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary  

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

E
d

u
c
a
ti

o
n

, 
e
m

p
lo

y
m

e
n

t 
a
n

d
 c

u
lt

u
r
e
 

EURODESK 

http://www.eur

odesk.org 

European 

Commis-sion 

as part of 

the Youth in 

Action 

programme 

Provide 

information 

and advice 

to young 

people in 

Europe and 

those who 

work with 

them 

Young 

people in 

the EU 

Public Cross-border 

and national 

issues in the 

EU 

Information 

and expert 

advice 

provision 

Information 

signposting 

Education, 

Work, Life 

in Europe 

Fully 

developed 

All EU 

languages, 

Norwegian, 

Icelandic 

PLOTEUS 

http://ec.europ

a.eu/ploteus/ho

me_en.htm# 

EC DG 

Education 

and Culture 

Provide 

information 

about 

studying in 

Europe 

All EU 

citizens 

Public Cross-border 

study 

opportu-

nities in the 

EU 

Information 

provision 

Information 

signposting 

Higher 

education 

Under 

construction 

All EU 

languages, 

Turkish, 

Norwegian, 

Icelandic 

EURXESS  

ec.europa.eu/

euraxess 

European 

Commission 

Information 

and advice 

point for 

internatio-

nally mobile 

researchers 

Resear-

chers in the 

EU 

Public Cross-border 

opportunities 

in the EU 

Information 

and expert 

advice 

provision 

Information 

signposting 

Researcher 

mobility 

Fully 

developed 

All EU 

languages 

Eve 

http://ec.europ

a.eu/dgs/educat

ion_culture/eve/ 

EC DG 

Education 

and Culture 

Dissemi-

nate the 

products of 

EU-funded 

artistic/ 

cultural 

projects 

Artists, 

educators, 

and citizens 

in the EU 

Public Cross-border 

and national 

in the EU 

Intermediati

on 

Information 

signposting 

Art, Culture, 

Education 

Under 

construction 

English 

http://www/
http://www/
http://ec/
http://ec/
http://ec/
ec.europa.eu/euraxess
ec.europa.eu/euraxess
http://ec/
http://ec/
http://ec/
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 SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary  

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

E
d

u
c
a
ti

o
n

, 
e
m

p
lo

y
m

e
n

t 
a
n

d
 c

u
lt

u
r
e
 

MISSOC 

http://www.mis

soc.org/ 

EC DG 

Employ-

ment, Social 

Affairs and 

Inclusion 

Central 

knowledge 

and 

information 

base for 

public 

authorities, 

professional 

users and 

European 

citizens 

All EU 

citizens 

Public Cross-border 

issues in the 

EU 

Information 

provision 

Information 

signposting 

Social 

security 

Fully 

developed 

English, 

French, 

German 

Eurydice 

http://eacea.ec.

europa.eu/educ

ation/eurydice/ 

European 

Commis-sion 

Provide 

information 

on and 

analyse of 

European 

education 

systems 

and policies 

All EU 

citizens 

Public European Information 

provision 

Information 

signposting 

European 

education 

systems 

Fully 

developed 

DE, FR, EN 

IRIS – 

Integrated 

Reporting for 

International 

Students 

http://www.iris.

siu.no/iris.nsf/iri

sstart 

European 

Commis-sion 

– 

Directorate 

General of 

Education 

and Culture 

Provide 

reports and 

information 

to future 

and existing 

European 

exchange 

students 

All EU 

citizens 

Public European Information 

provision 

Information 

signposting 

European 

study 

exchange 

pro-

grammes 

(Erasmus) 

Fully 

developed 

EN 

Europa Pages 

http://www.eur

opa-pages.com/ 

Unknown Provide 

informa-tion 

on studying 

and 

language 

learning in 

Consumer 

with 

business 

Private European Direct 

informa-tion 

provision 

Information 

signposting 

Travelling, 

studying 

and 

learning in 

the EU 

Fully 

developed  

EN 

http://www/
http://www/
http://eacea.ec.europa.eu/education/eurydice/
http://eacea.ec.europa.eu/education/eurydice/
http://eacea.ec.europa.eu/education/eurydice/
http://www/
http://www/
http://www/
http://www/
http://www/
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 SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary  

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

France, 

Germany, 

Ireland, 

Spain, the 

UK and 

Ireland. 

E
d

u
c
a
ti

o
n

, 
e
m

p
lo

y
m

e
n

t 
a
n

d
 c

u
lt

u
r
e

 

My Europe 

http://myeurop

e.eun.org/ww/e

n/pub/myeurop

e/home.htm 

European 

Commission 

Help 

teachers 

raise their 

pupils’ 

awareness 

of what it 

means to be 

a young 

citizen in 

Europe. 

Citizen with 

govern-

ment 

Public European Direct 

information 

provision 

Information 

signposting 

Teaching Fully 

developed  

EN, FR, DE 

Youth on the 

Move 

http://ec.europ

a.eu/youthonth

emove/ 

European 

Commission 

DGs for 

Education 

and Culture 

and Employ-

ment, Social 

Affairs & 

Inclusion 

Improve 

young 

people’s 

education 

and 

employa-

bility, to 

reduce high 

youth  

unemploym

ent and to 

increase the 

youth-

employ-

ment rate 

 

 

Consumer 

with 

business 

Public European Direct 

information 

provision, 

expert 

advice 

provision  

Information 

signposting 

Study, 

travel, work 

in Europe 

Fully 

developed  

EN 

http://myeurope/
http://myeurope/
http://myeurope/
http://myeurope/
http://ec/
http://ec/
http://ec/
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 SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Primary 

function 

Secondary  

function 

Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

European 

Qualifica-tions 

Framework 

http://ec.europ

a.eu/eqf/home_

en.htm 

European 

Commission 

Relate 

different 

countries’ 

national 

qualify-

cations 

systems to 

a common 

European 

reference 

framework 

Consumer 

with 

business 

Public European Direct 

information 

provision 

 National 

qualification

s systems  

Under 

construction 

BG, CS, 

DA, DE, 

ET, EL, EN, 

ES, FR, 

GA, IT, LV, 

LT, HU, 

MT, NL, PL, 

PT, RO, 

RO, SK, 

SL, FI, SV, 

IS, NO, TR 

Culture 

(Creative 

Europe) 

http://ec.europ

a.eu/culture/ind

ex_en.htm 

European 

Commission 

Put into 

effect the 

Culture Pro-

gramme 

(2007-

2013); 

promotion 

of cultural 

diversity 

and inter-

cultural 

dialogue. 

Citizen with 

govern-

ment and 

consumer 

with 

business 

Public European Direct 

information 

provision 

 Culture Fully 

developed 

EN, FR, DE 

http://ec/
http://ec/
http://ec/
http://ec.europa.eu/culture/index_en.htm
http://ec.europa.eu/culture/index_en.htm
http://ec.europa.eu/culture/index_en.htm
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2.4. Mapping of national level SPCs 

The number of online services identified in this study at the national level ranges from 61 in 

Bulgaria to 22 in the Netherlands20. The national level online service framework organisation 

varies between Member States. In some Member States such as the United Kingdom, 

Hungary and Bulgaria, e-government services are well developed such that national level 

online services and EU level services can be accessed through a single, or a limited number 

of websites/portals. In other Member States, such as Germany, Italy and Portugal there is a 

more disaggregated organisation with online services organised and managed at regional 

level. However, even in Member States with a more centralised organisational approach 

there is a proliferation of regional and sub-regional online services providing specialised 

services to citizens such as health and social welfare provision (the United Kingdom), or 

focusing on business administration requirements at a region specific level (Bulgaria, Italy, 

Portugal). In some countries such as France and Germany there is a sizable number of 

alternative dispute resolution services focused on specific service sectors (e.g. education, 

tourism and travel, electronic communication, post). In Member States such as Sweden 

there are a large number of online portals focused on cross-border trade and interactions 

between the Nordic countries (Denmark, Sweden and Norway). In Slovenia, there is an 

online portal called Single Contact Point (Enotni Kontaktini Center državne uprave) which 

acts as single entry point and signposts to different national government organisations.   

The extensive number of national level online services, the alternative organisational 

arrangements combined with the large number of European level online services creates a 

complex system of entry points for users across a wide range of issues associated  

with Europe.  

This section presents summary of the national level frameworks. The list of online contact 

points identified in the mapping for each Member State is presented in Annex 2. 

2.4.1. United Kingdom 

Within the UK online services for business, citizens and consumers provided across different 

government departments are being moved within the one platform called GOV.UK. From 

this portal the user can access information from multiple service providers without leaving 

the GOV.UK website. The completion of administrative procedures such as applying for a 

driving licence or registering a company can be completed from this one portal while the 

procedure is implemented by the respective competent authority.  

The European-level online services such as SOLVIT, EUGO, FIN-NET and the European 

Consumer Centre Network, are often managed by the relevant government department, for 

example, the Department for Business, Innovation and Skills manages SOLVIT and the 

Trading Standards Institute manages the UK European Consumer Centre. In other cases, for 

example the UK Financial Ombudsman Service which is the UK’s member of the FIN-NET, 

they may be independent. The management of a set of three national contact points which 

harmonise qualifications across Europe has been contracted out to ECCTIS Ltd.21, though 

they remain public services.  

                                           

20  There is likely to be more online services in all countries than identified here. In the table shown in the Annex 

there are examples of small sub-county/sub-regional online services. There are often hundreds of these in 

each country.  
21  http://ecctis.co.uk/About%20Us.aspx.  

http://ecctis.co.uk/About%20Us.aspx
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SOLVIT, EUGO/PSC and the Internal Market Scoreboard can all be accessed from the Single 

Market Centre which is hosted on the GOV.UK platform. The ECC-NET can be accessed from 

the consumer rights webpage within GOV.UK along with links to national services that assist 

consumer exercise their rights in the UK.  

There are some online services provided by consumer advocacy association, “Which?” and 

the registered charity “Citizens Advice”. A private SPC is British Services, which provides 

links to many companies and government departments.  

In the UK there are also a number of regional SPCs, which in the UK often means one of the 

four “countries” of England, Wales, Scotland and Northern Ireland. Therefore there are 

business and consumer-focused SPCs in Scotland and Northern Ireland, such as the Scottish 

Government’s Single Point of Enquiry and Northern Ireland’s NIBusinessInfo. 

Local-level SPCs are often provided by local authorities. Local authorities often have their 

own portals that allow completion of some administrative procedures the local council is 

responsible. The GOV.UK website provides the high-level web domain for all of these 

websites, and the content is provided by the authority in question. Another type is “one stop 

shops” providing services such as housing, benefit-related help and other public services on 

a local level.  

There is a slightly different class of SPCs which specialise in healthcare or social care. These 

are usually managed by a body such as the local NHS foundation trust22 or local councils. 

They are not standardised across the country, so that they may specialise in slightly 

different areas, they may deal with different levels of jurisdiction, and they have different 

names – variants include “Single Point of Access”, “Access Point Team” and “Single Point of 

Contact”. Some specialise in working with vulnerable social groups such as children or 

disabled people, some specialise in providing transport required to take people to hospital or 

GP surgeries. 

                                           

22  A foundation trust is a part of the National Health Service with devolved decision-making powers.  

There are currently (as of 7/3/2013) 145 of them. (http://www.monitor-nhsft.GOV.UK/about-nhs-foundation-

trusts/nhs-foundation-trust-directory). 

http://www.monitor-nhsft.gov.uk/about-nhs-foundation-trusts/nhs-foundation-trust-directory
http://www.monitor-nhsft.gov.uk/about-nhs-foundation-trusts/nhs-foundation-trust-directory
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Figure 5: United Kingdom online contact points by target audience 

 

The greatest number of online services in the UK target citizens and consumers. This 

includes 17 portals managed by local authority and local NHS (health service trusts). Figure 

6 illustrates the large number of online services targeted at citizens and consumers.  

GOV.UK is the main online service for citizens, business and consumers acting as a single 

entry point to other responsible public authorities, ministries and agencies. Online portals 

targeting business focus on investment and trade opportunities, public procurement 

opportunities and there are some online services that seek to cut red tape at the regional 

and county level to encourage investment in the respective region.  

 

Figure 6: United Kingdom online contact points geographic scope  
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2.4.2. Germany 

The Federal government portal bundesregierung.de is an entry point to information on 

national regulations and laws. The mapping for Germany has identified a more 

disaggregated organisation of online services particularly for business. The EUGO 

Network/PSC can be accessed through a central government portal called ‘ixpos’  

(the German Business Portal), each PSC is then run at the state level. The same state level 

organisation was found for the Enterprise Europe Network.  

In Germany online services exist at the federal, state and municipal/county level covering a 

range of areas and issues (both general and specialised). They most commonly deal with 

the provision of governmental services to businesses or citizens (mainly single points of 

access at the local level) with the goal to ease the administrative burden on the business  

or citizen.  

In Germany the establishment and design of the single points of contact is the responsibility 

of the 16 states, due to the division of powers provided by the constitution. Due to the 

federal structure of the country, the states in many areas play an important role and were 

tasked with the design and introduction of SPCs.  

As a result, different organizational forms of SPCs have emerged across Germany. These 

mainly differ by level of decentralization and by type of actors involved.  

Level of decentralisation: 

a) State: A large number of states has organised the SPC at the state level, 

embedding them in existing state/ministry structures. 

b) Regional: One state has opted to organise several regional SPC – Hessen. 

c) Municipal: In many cases the municipal level is integrated into the system, for 

instance in Bavaria, Berlin, Lower Saxony, Thueringen, Rheinland-Pfalz where 

either the municipalities themselves or other organizations organize SPCs at the 

local level.  

Types of actors: 

a) Chambers of Commerce 

b) Municipalities 

c) Promotion of Economic Development Institutions  

d) State Ministries (Ministry of Finance, Ministry of Economics etc) 

Another common form of SPCs targeting consumers are arbitration bodies for a range of 

specific issues (travel, medical care, finance, utilities) that emerged to disburden courts. 

Another common type of SPCs are consumer organisations, and, somewhat less common 

SPCs dealing with education (study abroad, certification of foreign qualifications etc).  
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Figure 7: Germany online contact points by target audience 

 

 

Figure 8: Germany online contact points geographic scope  
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2.4.3. France 

The portal gouvernement.fr operates as an entry to point to information on national 

regulations and laws and provides access to some publically funded portals such as CICE a 

portal that answers common question for entrepreneurs. Europe wide online services in 

France include the ECC-NET which is a joint initiative between France and Germany and 

based in Kehl, Germany. The EURES Network is represented in border regions with the 

following cross-border partnerships each with their own portals:   

 EuresChannel (BE-FR-UK) which covers the Belgian district Western Flanders and 

Hainaut, the French region Nord/Pas-de-Calais and Kent in the UK; 
 

 P.E.D. (BE-FR-LUX) which covers Province of Luxembourg (Belgium), Lorraine 

(France), Luxembourg; 
 

 Saar-Lor-Lux-Rheinland/Pfalz (DE-FR-LUX) which covers Saarland (DE), Lorraine 

(FR), Luxembourg (LU), Rhineland-Palatinate (DE); 
 

 Oberrhein (FR-DE-CH) covering Alsace, part of Baden Wurttemberg and part of the 

Rhineland Palatinate. Three north-west Swiss cantons are associated with the 

partnership and have observer status.) 

National level online services include an extensive framework of alternative and extra-

judicial dispute resolution services. These services are all specific to one sector or sub-

sector. These are: the Ombudsman for rights, the Ombudsman for Finance and Economy, 

the Ombudsman for Travel and Tourism, the Ombudsman for electronic communications, 

the Ombudsman for the public company La Poste, the Ombudsman for the public company 

La Poste, the National Ombudsman for the French governmental agency “Pôle emploi”, the 

Ombudsman for the Bank of France, the Ombudsman for the public company “Caisse des 

Dépôts”, the Ombudsman for business credits, the National Ombudsman for energy, the 

Ombudsman for water, the Ombudsman for the public company GDF Suez, the Ombudsman 

for the public company EDF. 

There is also an online portal for cultural activities called “Relais Culture”. It aims to inform 

anyone who is/wants to be involved in any cultural activity. Any French or European person 

can have access to its services, which also offer some training programs.  

 

Figure 9: France online contact points by target audience 

 

 

http://ec.europa.eu/eures/main.jsp?lang=en&acro=eures&catId=56&parentCategory=&orgId=15
http://ec.europa.eu/eures/main.jsp?lang=en&acro=eures&catId=56&parentCategory=&orgId=68
http://ec.europa.eu/eures/main.jsp?lang=en&acro=eures&catId=56&parentCategory=&orgId=70
http://ec.europa.eu/eures/main.jsp?lang=en&acro=eures&catId=56&parentCategory=&orgId=67
http://ec.europa.eu/eures/main.jsp?lang=en&acro=eures&catId=56&parentCategory=&orgId=67
http://ec.europa.eu/eures/main.jsp?lang=en&acro=eures&catId=56&parentCategory=&orgId=67
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Figure 10: France online contact points geographic scope 

 

2.4.4. Hungary 

The Hungarian government provides an online portal to all government services called the 

“Governments Window - integrated government service centre”. This portal covers a wide 

range of topics for both business and government and facilitates some online procedures.  

For business the EUGO network can be accessed through the central government window. 

There are examples of national associations such as the traders and caterers association 

that provide online services including advice and assistance with dispute resolution focused 

on specific sectors of the economy. The Hungarian Economic Development Centre provides 

programmes for business to promote economic development and is co-financed by the EU.  

For citizens and consumers there are a number of health related portals, there are also 

consumer protection portals run by the national government and portals providing 

information and advice on citizen’s rights.  
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Figure 11: Hungary online contact points by target audience 

 

 

Figure 12: Hungary online contact points by geographic scope 

 

 

2.4.5. Sweden 

The portal Sweden.se acts as central source of information about Sweden and is organised 

on an activity basis, e.g. society, tourism, work and business. Through his site access to 

other online portals is available such as the EUGO Network Sweden, and information on 

working in Sweden from the Swedish Migration Board. Under this platform, www.sweden.se 

links to other webpages that offer more specialized information tailored to foreign citizens’ 

informational needs with regard to Sweden, such as visiting the country, studying in it, 

learning about its culture and familiarizing oneself with the domestic business environment 

and opportunities.  

www.sweden.se%20
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At the national level, Sweden has a large number of online contact points that respond to 

the information needs of different segments of the population: Businesses from other EU 

countries, international businesses, national businesses (Swedish Trade), consumers in 

general (Consumer Europe/Sweden), immigrants (Migration Board), youth  

(Young Consumer Europe/Sweden), and education (University Admissions).  

One characteristic of Swedish online services is their collaborative operation across the 

borders with Norway, Denmark and Finland, building upon shared cultural values in 

bordering areas. A number of regional and council level online contact points operate across 

border and under the   of the EU run programs for interregional cooperation  

(for example, Kvanken Council, Öresund Council). Another unique feature of online services 

in Sweden and neighbouring countries is that their activity is built on a shared Nordic 

identity, reflected also in the existence of a Nordic Council of Ministers and a large number 

of affiliated online services facilitating collaboration and cooperation among Nordic states  

(i.e. Sweden, Denmark, Finland, Norway, Iceland, Faroe Islands, and Greenland). 

 

Figure 13: Sweden online contact points by target audience 

 

 

Figure 14: Sweden online contact points geographic scope  

 



Policy Department A: Economic and Scientific Policy 

 

72 PE 507.453 

2.4.6. Italy 

The portal governo.it operates as an entry to point to information on national regulations 

and laws. In Italy, the online contact points common to all EU Member States operate at the 

national level (geographic scope) and assist consumers and businesses in dealing with 

cross-border issues. In addition to these, there are several types of national online contact 

points. The organisation of contact points is more disaggregated in Italy operating at a 

regional and sub-regional/sub-county level.  

The first type, known as ‘Sportello Unico per le Attività Produttive’ (SUAP), provides 

assistance to businesses with all administrative procedures related to establishment, 

operation, M&A, bankruptcy, termination, etc. There are variations of these SPCs that have 

a sectoral focus (e.g. finance, construction, energy, services) and hence a slightly different 

name (Sportello Unico per l’Edilizia, etc). Aside from few exceptions, each "Comune" in Italy 

(closest translation is city or municipality, of which there are currently 8,092) is assigned its 

own SUAP, whose geographic scope is thus, the sub-county level. All municipal SUAPs are 

public and coordinated by a regional SUAP, whose primary function is to signpost to the 

relevant local SUAP. In some instances, where the municipality is very small or sparsely 

populated, there is no local SUAP and the relevant SUAP is the regional one itself (e.g. 

Comune di Capoterra, near Cagliari in Sardegna23, SUAP comuni Trentini in Trentino-alto 

Adige). In other instances, there are consortia or unions of municipalities that operate local 

SUAPs (e.g. Unione Comuni Alto Bardano in the region Basilicata, Portale SUAP dei Comuni 

del Sud Salento in Puglia, etc.). 

Some of these SUAPs address not only business concerns with public administration, but 

also citizens’ concerns, related to tourism, culture, social care, local authorities, etc 

(Sportello imprese e cittadini Trento). 

Moreover, there are other SPCs at the national, regional and sub-county level that deal 

solely with citizens’ concerns in relation to energy provision, consumer rights, and public 

administration (e.g. Sportello del consumatore, Sportello per il consunmatore  

d’energia, etc). 

Finally, there is a network of SPCs that target disadvantaged members of society. Each is 

called ‘Punto Unico di Accesso’ (PUA). These operate at a provincial (or county) level and 

are generally managed by civil non-for-profit organisations. The type of assistance they 

provide is mainly signposting, information provision and helpline in relation to immigration, 

health, disability, social care, primary education, environment etc. 

 

 

                                           

23  However, most other municipalities in this region have their own local SUAP. 
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Figure 15: Italy online contact points by target audience 

 

 

Figure 16: Italy online contact points geographic scope by target audience 

 

 

2.4.7. Bulgaria 

In Bulgaria, following the 2008 E-Government Law, all public administrations were required 

to introduce e-government sections on their websites and to start providing e-services. All 

15 national ministries, and 28 regional administrations provide e-services. In addition, most 

of the state agencies and official registers have also allowed electronic access to their 

services and the information that they are required to provide. There is currently a process 

underway that will also implement e-government sections on the sites of all the 

municipalities in the country (the regional level e-government services generates the large 

number of regional online services shown in Figure 17 below). All information related public 

institutions in Bulgaria can be accessed via a single point of information egov.bg and e-

government services can be accessed through this portal.  
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In addition to public online services, at the national level there is also well-developed civil 

organisations network that provide a wide range of information and access to mediation and 

ADR to citizens, consumers, patients, etc. In most cases they work in close cooperation with 

the respective state agencies responsible for the same area of expertise and often provide 

links to them on their websites.  

The range of private SPCs operating on national level is confined to specific branch 

organisations and several industrial associations and commerce chambers whose basic task 

is to provide opportunities for networking between their own members. It should be noted 

that even though most of the branch associations in Bulgaria have web-pages, only a few 

have developed comprehensive access to information and contact. The best developed 

private online services can be found in the area of finance and commerce. Once again, most 

of the time, their websites will also contain links to the respective ministry or state agency 

that will contain all the major information on the specific area of expertise.  

With regard to the information available for Bulgarians looking to move and work or study 

abroad, there are far fewer online services. Most of the information can be found on the site 

of some of the ministries and the specialized Agency for Bulgarians Living Abroad but, as a 

rule, there are only few private or civil organizations that provide easily accessible and 

comprehensive information.  

The same applies for information available to other nationalities intending to move, invest, 

work or study in Bulgaria. In most cases, there will be numerous real estate companies 

websites that will claim to contain full information but in most cases that is not true. There 

are various blogs and personal sites that provide information based on experience.  

 

Figure 17: Bulgaria online contact points by target audience 
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Figure 18: Bulgaria online contact points geographic scope by target audience 

 

 

2.4.8. Portugal 

In Portugal the Agency for Public Sector Modernisation (AMA) provides the main gateway to 

the government, public administration and their functions. Key online services are the 

Citizens Portal (Portal do Cidadão) and the Business Portal  (Portal da Empresa). Through 

these routes access to other online services is also available such as the Local Government 

Portal (Portal Autárquico) and the Youth Portal (Portal da Juventude).  At a regional level, 

online services are run by individual municipalities and can be accessed through  

Portal do Cidadão. 

There are a number of publically funded and managed services focusing on start-ups, 

innovation and expanding business abroad (COMPETE, Agência da Inovação - Innovations 

Agency (Adi), Portugal Sou Eu – “Portugal Is Me”).  

For citizens there is the citizens identification card portal this electronic identification 

provides access to services online and allows for electronic authentication of documents. 

This can be accessed through the central citizens portal.  
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Figure 19: Portugal online contact points by target audience 

 

 

Figure 20: Portugal online contact points geographic scope  

 

 

2.4.9. Slovenia 

In Slovenia there is an online portal called Single Contact Point (Enotni Knotaktini Center 

drazavne) which acts as single entry point and signposts to the relevant national 

government organisation. This portal provides information to Slovenian residents and 

business and links to other online services including the ‘State portal for businesses and 

entrepreneurs called E-Know (e-VEM). E-Know allows for the completion of some electronic 

procedures for businesses and links to the Slovenian EUGO network website.   

There are also online services (e.g. export window) that provide advice to domestic 

companies wanting to export to other markets internationally and private online services 

that target businesses establishing in Slovenia (e.g. “Data”).  
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There are a number of services targeted at consumers run by the Slovene Consumer 

Association, si.Brand Consumer Association and the Association of Consumers from the 

Zasavje region, for example.  

 

Figure 21: Slovenia online contact points by target audience 

 

 

Figure 22: Slovenia online contact points geographic scope 
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2.4.10. Netherlands 

The central government portal government.nl provides access to information on the 

Netherlands including laws and regulations. In the Netherlands the European level services 

are either directly or indirectly, run by one of the relevant ministries. For example, the 

Dutch European Consumer Centres Network is managed by the Dutch Legal Service Counter 

(‘Het Juridisch Loket’), which is in turn financed and managed by the Dutch ministry of 

Justice. Besides the European SPC’s, there are several types of national SPCs.  

The Netherlands national ministries also manage a range of online services for citizens. 

They can take the form of the form of ‘helpdesks’, ‘institutes’, ‘one-stop-shops’ or 

‘information points’. For example, the Digital one-stop-shop for administration of justice, the 

Information point for youth, and the Dutch education service centre.  There are also a 

number of online services that are privately run, for example the VZVZ which helps 

consumers in dealing with their medical information. 

There are also a number of online services that offer assistance to businesses in helping 

them deal with European/Dutch legislation and policy on specific issues like environment 

(Infomil), water management (Helpdesk Water) or chemical substances (Stoffen Info). Most 

of these services operate at the national level managed by the relevant ministries.  

Finally, there are some civil organisations that run online services such as IPDUBO, an 

organisation that provides information and advice to companies on sustainable living and 

construction, and for citizens the Dutch Foundation for Consumer Complaints and the 

National Institute for Family Finance.  

 

Figure 23: The Netherlands online contact points by target audience 
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Figure 24: The Netherlands online contact points by geographic scope 

 

 

2.5. Conclusions from the mapping of online services 

 

Forty four different online services have been identified at the EU level. The mapping has 

grouped these services by target audience. Eight services target citizens, consumers 

and business, fifteen have a target audience of business only and there are  

21 online services identified that focus on issues for citizens and consumers. 

Within and across each grouping, online services perform complementary roles in the 

services they provide. Complexity for users arises in identifying and accessing the 

most appropriate services given need.  

Considering the services targeted at citizens, consumers and business two ‘families’ of 

services by objective and function can be identified. 

There is a family of services focused on legal issues. This family includes Your Europe 

Advice, SOLVIT, the European e-justice portal and e-CODEX. They all provide information, 

advice and assistance on EU Internal Market law and rules and all focus on cross-border 

understanding, access to and exercise of rights. However, users would find it difficult to 

differentiate between the specific focus of these services. For example, SOLVIT deals only 

with misapplication of Internal Market law and Rules by public authorities. An evaluation of 

SOLVIT in 2011 found that 59% of cases submitted to SOLVIT in 2011 were outside  

its remit24.  

Likewise there is a set of online services that provide information (including legal 

information) on living, working and studying in the EU. This includes The Europa 

website, and the YOUR Europe Portal, Europe Direct and EURES. In the mapping, however, 

limited cross-linking was found to direct users from the Europa website to the other 

complementary portals.  

                                           

24  EC (2012) Making the Single Market deliver- Annual performance check-up 2011. 



Policy Department A: Economic and Scientific Policy 

 

80 PE 507.453 

Complexity and confusion can arise across target group, FIN-NET and ECC-NET 

provide information, advice and assistance to consumers when things go wrong with the 

supply of goods and services. Meaning uncertainty can arise as to which service to address 

a query or case to in the first instance. 

The largest number of online services exists in the area of education, employment 

and culture. In this category there appears to be significant overlap between the service 

functions. Nine different services were identified in the mapping that provide information on 

education systems and qualifications across the EU.  

Gaps in the online service framework appear in language coverage, the scope of 

information provided, operability of different websites and interlinks between 

related sites. Only 23% of EU level online services are available in all EU official 

languages.  Online services targeted at small business are only provided in a limited number 

of languages and often only in English. The Points of Single Contact websites vary in the 

number of online procedures that can be completed online and broken links in some 

countries were identified in the mapping. PEPPOL, the pan-European Public Procurement 

Online site that aims to provide access to all European Public Sector contracts is currently 

only available in English. In addition, the related sites in terms of objectives SIMAP and TED 

do not cross-link to PEPPOL.  

The large number of European level online services generates complexity in identification 

and access to relevant services for users. The large number of sites also raises 

difficulties in raising awareness of individual services. Low awareness levels remain 

one of the greatest barriers to effective operation of these services in assisting citizens, 

business and consumers in using these sites to gain the benefits for the Single Market. 

In addition, there is no clear sign-posting for users between the four online contact 

points that focus on legal issues (SOLVIT, Your Europe Advice, the European e-Justice portal 

and e-CODEX) and there is no transparent explanation of the complementarities 

(and differences) between services. While 63% of online portals at the European level 

that target EU citizens are within the area of education, employment and culture (14 out of 

22), there is limited or no sign-posting making it difficult for users to differentiate 

between their scope and to understand which service is best suited to their specific 

requirement.  

Regarding online services at national level, some Member States appear to have a 

disaggregated organisation. In Italy there are online services that provide assistance to 

businesses with all administrative procedures related to establishment at the “Comune” 

level (municipality), of which there are currently 8,092. There are also a number of SPCs at 

the national, regional and sub-county level that focus on citizen problems with energy 

provision, consumer rights and public administration. In Slovenia, a number of online 

services were identified that operate at the European and international geographic scope 

assisting businesses and citizens with issues surrounding moving to and establishing 

businesses within Slovenia. In the Netherlands, there are a number of ‘help desks’ or 

institutes that run online services focused on sectoral issues e.g. health issues and finance 

issues targeted at citizens. In the case of businesses there are a number of online services 

that assist businesses with regulations and policies e.g. environmental requirements and 

responsibilities. Other countries have an interregional characteristic in their organisation, for 

example Sweden has a number of online services that focus on collaboration across the 

borders with Norway, Denmark and Finland and are often operated under the umbrella run 

EU programmes for interregional cooperation. In France, a number of European level online 

services have their own cross-border focused portals (e.g. the French region Nord/pas-de-

Calais and Kent in the UK, or Germany, France and Luxembourg, and Germany, France and 

Switzerland). There is also a number of ADR online services organised on a sectoral basis.  



A European Single Point of Contact 

 

PE 507.453 81 

3. THE LEVEL OF KNOWLEDGE OF EUROPEAN CONSUMERS 

AND BUSINESS 

KEY FINDINGS 

 
 Awareness of European level online services is low amongst citizens, consumers 

and business. 91.6% of consumers/citizens and business reported that they did not 

know of any online services at the European level they would turn to if they had 

problems undertaking any activity or action in another European country (458 out 

of 501 consumers and 230 out of 251 businesses). 

 When seeking information or advice about living, working, studying or any other 

activity in Europe both business and consumers are most likely to first turn to a 

national level institution (2.8% of consumers (10 out of 501) and 4.8% of business 

(12 out of 251 businesses). The second most likely route for citizens and 

consumers is an internet search (1.4%). 

 Business and consumer awareness of specific European level online contact points 

is low. Less than 1.5% of consumers could spontaneously identify any of the main 

European online services. In the case of business, less than 1% could identify any 

online services, the exception being Europa.eu where 2% of business 

spontaneously identified this portal.  

 Awareness of the Your Europe family of services was low amongst both user 

groups. Less than 0.5% of consumers spontaneously identified Your Europe, Your 

Europe Advice or Europe Direct. When specifically prompted 12% of consumers 

stated they had heard of Europe Direct, 7% Your Europe and 6% Your Europe 

Advice. Of businesses, 0.4% spontaneously identified Europe Direct while none 

identified Your Europe or Your Europe Advice. When prompted 9% stated they were 

aware of Your Europe, 8% Europe Direct and 5% Your Europe Advice.  

 No business spontaneously reported they knew of SOLVIT, and less than 0.5% of 

consumers could spontaneously identify SOLVIT. Even when specifically prompted, 

only 3% of businesses and 4% of consumers reported they had heard of SOLVIT. 

SOLVIT was the least well known of the online services for consumers and the 3rd 

least well known for business after the B2B Loco and PEPPOL services. 

 Consumer awareness of FIN-NET and ECC-NET was similarly low, with 0.2% of 

consumers spontaneously identifying these services. When prompted however, 

16% reported to know of the ECC-NET which was the third best known service after 

EURES (20%) and the European Youth Portal (17%). Awareness of FIN-NET 

remained low even upon prompting with only 5% of consumers reporting they 

knew of this service, the second least well known after SOLVIT. 

 Of business and consumers who were aware of European level online services, the 

most common route via which they found out about the service was an internet 

search (over 40%) and this was true across all services.  
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 Understanding of scope and functions is mixed. Over 40% of consumers who 

reported they were aware of at least one online service stated they did not know 

what that service's target audience was. However, 21% of consumers who knew of 

SOLVIT correctly recognised that SOLVIT focused on both business and 

consumer/citizens issues. 34% of consumers who knew of the ECC-NET correctly 

knew that it focused on consumer issues. 25% correctly reported that Europa.eu 

targeted consumers and citizens, while 29% and 30% correctly stated that Your 

Europe and Your Europe Advice also targeted both groups. 

 When asked about the key functions performed by the online services there was 

some uncertainty amongst respondents to the surveys. 42% to 75% of consumers 

reported that they did not know the key functions performed by the online services. 

The highest level of uncertainty was for FIN-NET (75%), and 74% reported they did 

not know the functions of SOLVIT. No consumers interviewed knew that FIN-NET 

undertook an ADR function. 13% did report that FIN-NET undertook intermediation 

which may indicate that they understand the problem solving function of FIN-NET. 

No citizen/consumer knew that SOLVIT dealt with violations of EU Law while 5% 

stated it provided expert advice. 18% of business respondents correctly understood 

the problem-solving function of SOLVIT. 14% of businesses recognised that 

EUGO/PSC provides administrative procedure completion functions. 

 

This chapter presents the findings from the consumer and small to medium enterprise 

surveys on consumer and business knowledge of single points of contact. 

The survey of both consumers and SMEs was conducted in the following Member States25: 

 UK; 

 Hungary;  

 Italy;  

 Bulgaria;  

 Portugal.  

The survey included 100 consumers and 50 SMEs in each Member State26. The surveys 

were conducted by telephone.  For the SME survey the owner/manager, the person with 

responsibility for purchasing goods and services, or officers with a function in facilities or 

operations were interviewed.  

Where possible observations from the surveys are combined with findings from previous 

published studies that have also explored consumer and business knowledge of SPCs. 

                                           

25  These countries were selected based on geography, size, year of entry to the EU, and the proportion of the 

population that has engaged in cross-border purchases (both online and face-to-face). 
26  According to the Commission Recommendations 2003/361/EC 0f 6 May 2003 concerning the definition of 

micro, small and medium-sized enterprises, the category micro, small and medium-sized enterprises (SMEs) is 

made up of enterprises which employ fewer than 250 persons and which have an annual turnover not 

exceeding EUR 50 million, and/or an annual balance sheet total not exceeding EUR 43 million.  
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Users’ knowledge is assessed using three key measures: 

 Awareness of specific SPCs both spontaneous and prompted approaches; 

 Route by which respondents became aware of the SPC; 

 Understanding of SPC target audience, geographic scope and functions. 

This section is organised such that consumer and citizens’ knowledge is presented first 

followed by business representatives’ knowledge. This organisation is used as there are 

different online services targeted at these different groups (although there is some overlap 

with services such as Your Europe and SOLVIT).  

3.1. Consumer awareness of European level single points of contact 

Consumer awareness of the main online single points of contact was elicited using two 

approaches in the questionnaire.  

3.1.1. Spontaneous 

The first was a spontaneous question in which individuals were asked to imagine that they 

had recently bought a product from another European country and that there was a problem 

with the product, such as it was not delivered. Or that they were seeking advice or a 

solution to a problem concerning studying, working, living or undertaking any other activity 

or action in another European country. Individuals were asked to name which European 

level online services they might turn to for advice or assistance in such circumstances, 

without being prompted by a list of potential options. 

Figure shows the spontaneous levels of awareness of the main online single points of 

contact amongst consumers. The results show that each of the single points of contact were 

identified by less than 1% of consumers, apart from Europa EU (1.2%).  

While 91.6% (459 out of 501 respondents) said they did not know which online 

services they would turn to for advice or assistance.  

Even though the question specifically asked consumers about European level online services 

which they might turn to for advice or assistance, the most common path mentioned for 

finding such assistance was national institutions, 2% (10 out of 501 responses). The second 

most frequently mentioned method for finding advice or assistance, in response to this 

question, was a general web search, 1.4% (7 out of 501 responses) while 6 out of 501 

respondents named Europa.eu.   

Figure 25: SPONTANEOUS: Which online services at the European level can you 

think of which you might turn to for advice or assistance? Please name as many as 

you can think of.  
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Note: 501 survey respondents. 

Source: LE Consumer survey, Q1b. 

 

3.1.2. Prompted 

The second method used to elicit awareness was a prompted question where individuals 

were directly asked if they had heard of each online SPC. Figure shows the observations 

from this prompted question for the full sample.  

The European level online services which consumers were most aware of are the 

European Job Mobility Portal (EURES) (20%), and the European Youth Portal (17%). 

Awareness levels of EURES is higher than that found in a Special Eurobarometer  

from June 201027 which asked EU citizens whether they had heard of and/or used EURES 

across the EU, 12% of citizens had heard of EURES. 

Awareness of the European Consumer Centre Network was 16%. This level of awareness is 

consistent with observations from a Eurobarometer study focusing on consumer protection 

which found in 2008 that the average level of awareness of the ECC-NET was 15%.  

6% and 7% of consumers were aware of Your Europe Advice and Your Europe, respectively. 

The two least well known of the main online single points of contact were SOLVIT 

(4%) and FIN-NET (5%). 

                                           

27  European Commission, 2010. ‘Special Eurobarometer 337: Geographical and labour market mobility report’. 

Requested by DG Employment and Social Affairs and coordinated by DG Communication: Research and 

Speechwriting Unit. 
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Low levels of awareness of SOLVIT were also found in a special Eurobarometer survey in 

201128. When EU citizens were asked where they would first turn if they felt their rights had 

been breached whilst in an EU country other than their domestic country only 1% of citizens 

indicated that they would go to SOLVIT. 

Similarly, an evaluation of FIN-NET in 2009 found that there was very limited awareness of 

FIN-NET among European consumers, using a survey of consumer representative 

organizations. The activities for promoting consumer awareness were not deemed to be 

satisfactory29.  Furthermore, a survey of ADRs from 2009 found that the vast majority 

(68%) did not feel that FIN-NET had adequate visibility amongst consumers30. 

 

Figure 26: PROMPTED: Which of the following have you heard of? 
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Note: 501 survey respondents. 

Source: LE Consumer survey, Q2. 

 

                                           

28  European Commission, 2011. ‘Special Eurobarometer 363. Internal Market: Awareness, Perceptions and 

Impacts’. Requested by DG Internal Market and Services and co-ordinated by DG Communication: Research 

and Speechwriting Unit. 
29  Centre for Strategy and Evaluation Services, 2009. ‘Evaluation of FIN-NET: Final Report’. 
30  Centre for Strategy and Evaluation Services, 2009. ‘Evaluation of FIN-NET: Final Report’. 
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3.2. Route via which the SPC was found 

3.2.1. Results of the survey 

Respondents that named one or more of the European level online services either in the 

[previous] spontaneous or prompted question were then asked to how they became aware 

of the service. The question on how they became of aware of the online services was a 

spontaneous question in which respondents could name more than one route shows the 

routes via which respondents became aware of the online SPC.  

Generally across all of the main single points of contact the three most common methods of 

awareness are through a web search, through friends and family, or through media and 

advertising. Web search was the most common method. This suggests that any online 

services should feature prominently in online search tools. 

Over 40% of consumers who were aware of each of FIN-NET (46%), Your Europe Advice 

(45%) and Europe Direct (48%) became so as a result web searches. The next most 

common methods for becoming aware of these single points of contact were through friends 

and family, or media and advertising. 

Web searches were also the most common route through which consumers became aware 

of both the European Job Mobility Portal (EURES) (38%) and Your Europe (37%). The next 

most common methods for becoming aware of these single points of contact were also 

through friends and family, or media and advertising. 

The most common method through which consumers became aware of SOLVIT was through 

a web search (53%). 32% of consumers were made aware of SOLVIT by their friends and 

family and no consumers reported that they were made aware of SOLVIT through media 

and advertising.  

37% of those consumers who were aware of ECC-NET were so as a result of media and 

advertising. 27% of those aware of ECC-NET became aware of it as a result of web searches 

and 23% became aware through friends and family.  
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Figure 27: How respondents became aware of the online service 
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Note: 501 survey respondents. 

Source: LE Consumer survey, Q3. 
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3.2.2. Results of previous studies 

Previous studies also show the importance of online routes for accessing single points  

of contact. 

In terms of how users approached Your Europe Advice in 2010, approximately 58% of all of 

the enquiries made to Your Europe Advice arrived through the online enquiry form. The 

other 42% of enquiries were made through the Europe Direct service. The Europe Direct 

service includes a central information service which is accessible through telephone and  

the internet31. 

The views of users of SOLVIT were taken in a user survey for an “Evaluation of SOLVIT” 

undertaken by the Centre for Strategy & Evaluation Services (CSES)32.The results of the 

user survey indicate that SOLVIT cases were “…routed via internet searches or by 

signposting by other organizations or networks”. Only a small number of cases were 

attracted as a result of media and press campaigns, as can be seen in Figure 28. Therefore, 

it was suggested that future approaches should concentrate on attracting more cases 

through the internet and cooperation with stakeholders, rather than incurring the large 

costs of public awareness activities which are not very effective in attracting cases33. 

 

Figure 28: Source of SOLVIT queries 
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Note: A business or personal adviser (eg. lawyer, accountant, tax adviser, etc...); Through another  

assistance service/network (eg. Enterprise Europe Network, European Consumer Centres, Your Europe,  

national Ombudsman ....). 

Source: CSES (2011) Evaluation of SOLVIT. 

 

                                           

31  European Commission, 2011. ‘2010 Annual Report on the Functioning and Development of the Your Europe 

Advice Service’, DG Internal Market and Services. 
32  Centre for Strategy and Evaluation Services, 2011. ‘Evaluation of SOLVIT: Final Report’. 
33  Centre for Strategy and Evaluation Services, 2011. ‘Evaluation of SOLVIT: Final Report’. 
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Figure 29 shows the methods through which consumers first became aware of the ECCs, 

from the 2011 evaluation of SOLVIT. The most common way that consumers became aware 

of the ECCs was through the internet, 34%. Referral from a consumer organisation was the 

second most common method of learning about the ECCs, 27%34. 

 

Figure 29: Channels through which consumers first heard of the ECCs 

 

Source: Evaluation of ECC-NET, p.53. 

3.3. Consumer understanding of European level single points  

of contact 

 

If a respondent either named an SPC in the spontaneous question or answered yes in the 

prompted question they were then asked questions to assess their understanding in relation 

to the following features: 

1. target audience; 

2. geographic scope; and, 

3. functions. 

 

                                           

34  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network,  

Final Report’. DG Health and Consumers. 
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3.3.1. Consumer understanding of target audience 

There are three target audience groupings: citizens/consumers35; business; and, business 

and consumers. The mapping in Chapter 2 presents the European level SPCs  

by target audience. 

Consumer understanding of the target audience of each of the main single points of contact 

is generally low amongst consumers who were aware of the single point of contact. For 

each of the single points of contact, over 40% of consumers indicated that they 

did not know the target audience of the single point of contact. 

The survey found that the levels of understanding of the target audience of SOLVIT, Europe 

Direct, Your Europe and Your Europe Advice are generally poor. Each of these single points 

of contact deal with both consumer and business issues, however this was only known by 

30% or less of consumers. Over 50% of consumers who were aware of these single points 

of contact did not know who their target audience was. Many consumers also wrongly 

believed that these single points of contact dealt either with just consumer or  

business issues.  

18% of consumers that were aware of EURES knew that it dealt with both consumer and 

business issues. However, a total of 20% believed that it dealt with either just business or 

consumer issues and a further 37% did not know who their target audience was. 

The level of understanding of the target audiences of ECC-NET and FIN-NET were also fairly 

low, with just 34% and 21% respectively knowing that these single points of contact dealt 

only with consumer issues.  

Several survey respondents did not fully understand the question and gave more general 

responses about the types of issues which the single points of contact deal with. For 

example, 19% of consumers that were aware of EURES indicated that it dealt with issues 

concerning employment, rather than stating the target audience of EURES.  

Other types of responses which fell into the other category across the single points of 

contact include youth issues, financial issues, educational issues and legal matters. 

 

Table 5: Consumer understanding of target audience 

 Both 

business and 

consumer 

issues 

Business 

issues only 

Consumer 

issues only 

Other Don’t 

know 

PLOTEUS 15% 0% 10% 15% 59% 

European Public 

Sector 

Information 

Platform 6% 19% 13% 6% 56% 

MISSOC 14% 0% 21% 14% 52% 

Study in Europe 12% 0% 12% 21% 55% 

European E-
27% 5% 11% 16% 41% 

                                           

35  We include citizens as well as consumers as some online services have a wider remit than consumers e.g.  

Your Europe.  
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 Both 

business and 

consumer 

issues 

Business 

issues only 

Consumer 

issues only 

Other Don’t 

know 

Justice Portal 

FIN-NET 4% 13% 21% 4% 58% 

Europa.EU 25% 2% 11% 8% 55% 

European 

Consumer 

Centre Network 13% 1% 34% 5% 47% 

Your Europe 29% 9% 9% 3% 51% 

Your Europe 

Advice 30% 0% 17% 3% 50% 

Europe Direct 13% 15% 11% 5% 56% 

The European 

Youth Portal 17% 3% 16% 20% 43% 

EURES 18% 8% 12% 25% 37% 

EURODESK 9% 4% 15% 9% 63% 

SOLVIT 21% 5% 5% 11% 58% 

 

Source: LE Consumer survey, Q4. 

3.3.2. Consumer understanding of geographic scope 

There are four geographic scopes: National issues; Cross-border issues in the European 

Union (EU) and European Economic Area (EEA); National issues and issues cross-border in 

the EU and EEA; and EU, EEA and International issues. 

Across each of the main single points of contact between 17% and 42% of consumers, that 

were aware of the single point of contact, indicated that they did not know the geographic 

scope of the single point of contact. 

For SOLVIT, EURES, ECC-NET and FIN-NET around 20% of consumers were aware that the 

single point of contact dealt with cross-border issues in the EU and EEA. Over 40% of 

consumers that were aware of each of these single points of contact indicated that the 

single point of contact dealt with national issues only, national issues and cross-border 

issues in EU and EEA, or EU, EEA and international issues.   

26%, 30% and 35% of consumers knew that Your Europe, Your Europe Advice and Europe 

Direct respectively dealt with both national issues and cross-border issues in the EU and 

EEA. For each of these single points of contact, over 40% of consumers indicated that the 

single point of contact dealt with national issues only, cross-border issues in the EU and EEA 

only, or EU, EEA and international issues. Approximately a further 20% of consumers 

indicated that they did not know the geographic scope of these single points of contact. 
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Table 6: Consumer understanding of geographic scope 

 

National 

issues 

only 

Cross-

border 

issues in 

EU & EEA 

National 

issues 

and 

cross-

border 

issues in 

EU & EEA 

EU, EEA and 

international 

issues 

Don’t 

know 

PLOTEUS 0% 28% 23% 23% 26% 

European Public Sector Information 

Platform 0% 25% 31% 19% 25% 

MISSOC 12% 21% 17% 24% 26% 

Study in Europe 6% 18% 24% 24% 27% 

European E-Justice Portal 4% 16% 32% 30% 18% 

FIN-NET 4% 17% 17% 21% 42% 

Europa.EU 3% 17% 23% 26% 31% 

European Consumer Centre 

Network 4% 19% 25% 19% 33% 

Your Europe 0% 23% 26% 34% 17% 

Your Europe Advice 3% 20% 30% 23% 23% 

Europe Direct 3% 21% 35% 16% 24% 

The European Youth Portal 2% 22% 30% 21% 24% 

EURES 2% 18% 41% 20% 19% 

EURODESK 0% 19% 26% 24% 31% 

SOLVIT 16% 21% 21% 16% 26% 

Source: LE Consumer survey, Q6. 

 

3.3.3. Consumer understanding of function 

There are seven function groupings: Information signposting; Direct information provision; 

Providing expert advice; Deal with violations of EU Law; Completing administrative 

procedures; Alternative dispute resolution (ADR); and Intermediation (Chapter 2 provides 

definitions for the functions).  

A large proportion of consumers who were aware of each of the main single points of 

contact did not know their functions, ranging from 42% to 75%.  

For both SOLVIT and FIN-NET, over 70% of consumers that were aware of the 

single point of contact did not know what functions it performed. Only 5% of 

consumers recognised that SOLVIT offered information signposting and none knew that it 

dealt with violations of EU law. This finding is in line with the findings from the Annual 
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Governance Check-up 2011, that 59% of the cases referred SOLVIT in 2011 did not fall 

under its remit36.  

Four percent of consumers that were aware of FIN-NET knew that it was involved in 

information signposting and similarly 4% knew of its involvement in direct information 

provision. Although no consumers indicated that they knew about FIN-NETs role in ADR. 

For each of Europe Direct, Your Europe Advice and Your Europe, over 60% of the consumers 

that were aware of these single points of contact did not know the functions that they 

performed. Just 2%, 13% and 14% respectively knew that one of their functions was 

information signposting. Only 8% and 11% knew that Europe Direct and Your Europe were 

involved in direct information provision and no consumers identified that Your Europe Advice 

was involved in dealing with violations of EU Law. 

Understanding of the functions of ECC-NET was also quite poor. Only 6% of consumers that 

were aware of ECC-NET knew that it was involved in direct information provision, 8% knew 

it provided expert advice, and 4% were aware of its role in intermediation.  

Fifteen percent of consumers that knew of EURES understood that one of its functions was 

direct information provision. 8% knew that it provided expert advice and 7% knew of its 

role in intermediation.  

                                           

36  European Commission, 2012. ‘Making the Single Market Deliver: Annual Governance Check-up 2011’. DG 

Internal Market and Services. 
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Table 7: Consumer understanding of functions 

 Information 

signposting 

Direct 

information 

provision 

Providing 

expert 

advice 

Deal with 

violations of 

EU Law 

Completing 

administrative 

procedures 

ADR Intermediation Other Don’t 

know 

PLOTEUS 13% 10% 5% 0% 5% 0% 3% 10% 62% 

European Public Sector Information Platform 6% 16% 9% 0% 0% 0% 6% 3% 69% 

MISSOC 7% 10% 3% 5% 3% 3% 5% 7% 64% 

Study in Europe 15% 12% 9% 0% 6% 0% 9% 21% 42% 

European E-Justice Portal 2% 5% 11% 23% 4% 13% 4% 7% 50% 

FIN-NET 4% 4% 0% 0% 0% 0% 13% 4% 75% 

Europa.EU 6% 11% 8% 6% 5% 3% 0% 6% 69% 

ECC-NET 11% 6% 8% 10% 4% 3% 4% 11% 57% 

Your Europe 14% 11% 11% 6% 11% 0% 6% 3% 63% 

Your Europe Advice 13% 20% 20% 0% 0% 0% 3% 3% 60% 

Europe Direct 2% 8% 10% 3% 3% 2% 13% 8% 66% 

The European Youth Portal 14% 19% 14% 0% 5% 0% 8% 6% 56% 

EURES 18% 15% 8% 5% 2% 0% 7% 11% 45% 

EURODESK 13% 9% 3% 1% 1% 0% 6% 3% 69% 

SOLVIT 5% 11% 5% 0% 0% 0% 0% 11% 74% 

Source: LE Consumer survey, Q5, multiple answers possible. 
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3.4. Business awareness of European level single points of contact 

 

Business awareness of the main online single points of contact was also elicited using two 

approaches in the questionnaire.  

3.4.1. Spontaneous 

The first was the spontaneous question in which business representatives were asked to 

imagine that they were seeking to conduct business in another EU or EEA country. 

Individuals were asked to name which European level online services they might turn to for 

advice or assistance in such circumstances, without being prompted by a list of  

potential options. 

Before being prompted, the only single points of contact which were identified by businesses 

as online services at the European level that they might turn to for advice or assistance 

were Europa EU (2%), Europe Direct (0.4%) and the European Public Sector Information 

Platform (0.4%). This suggests a poor level of awareness of the main single points of 

contact. 91.6% of business (230 out of 250) stated they did not know where they 

would turn to.  

The most common response given to this question suggested that businesses would turn to 

a national institution (4.8%), even though the question asked businesses about European 

level online services. 

Other responses which were given included turning to The Office of Harmonization for the 

Internal Market (OHIM) and simply using a web search.  

Figure 30: SPONTANEOUS: Which online services at the European level can you 

think of which you might turn to for advice or assistance? Please 

name as many as you can think of.  

0

2

4

6

8

10

12

14

0.0%

1.0%

2.0%

3.0%

4.0%

5.0%

6.0%

N
at

io
n

al
 i

n
st

it
u

ti
o

n

Eu
ro

p
a 

EU

O
th

e
r

Eu
ro

p
e

 D
ir

e
ct

Eu
ro

p
e

an
 P

u
b

lic
 S

e
ct

o
r 

In
fo

rm
at

io
n

 P
la

tf
o

rm

SO
LV

IT

Yo
u

r 
Eu

ro
p

e
 P

o
rt

al

En
te

rp
ri

se
 E

u
ro

p
e

 
N

e
tw

o
rk

EU
G

O
 N

e
tw

o
rk

Eu
ro

p
e

an
 s

m
al

l 
b

u
si

n
e

ss
 

p
o

rt
al

E-
B

u
si

n
e

ss
 s

u
p

p
o

rt
 

n
e

tw
o

rk

B
2

B
 L

o
co

Yo
u

r 
Eu

ro
p

e
 A

d
vi

ce

C
O

R
D

IS

EU
R

A
X

ES
S

P
EP

P
O

L

Te
n

d
e

rs
 E

le
ct

ro
n

ic
 D

ai
ly

 
(T

ED
/S

IM
A

P
)

 

Note: 251 survey respondents. 

Source: LE SME survey, Q6b. 
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3.4.2. Prompted 

The second awareness elicitation approach was to specifically ask respondents to indicate 

which online service they had heard of previously from a list.  

Online services that business representatives were most aware of are the 

Enterprise Europe Network (19%) and the European Small Business Portal (16%). 

Just over 8% of respondents had heard of Your Europe previously, with a similar percentage 

having heard of Europe Direct and EUGO/Points of Single Contact. Awareness for SOLVIT 

was low in the sample of respondents with 4% indicating they had heard  

of SOLVIT.   

 



A European Single Point of Contact 

 

PE 507.453 97 

Figure 31: PROMPTED: Business awareness of European level single points  

of contact (% of respondents that were aware of the single point  

of contact) 
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Note: 251 survey respondents. 

Source: LE SME survey, Q7. 

 

Similar low awareness levels have been found in other studies for SOLVIT and EUGO/Points 

of Single Contact.   

In 2011 the European Business Test Panel conducted a survey of 359 businesses37, to 

identify the obstacles faced when trying to make use of their Internal Market rights.  50% of 

businesses surveyed did not know about SOLVIT, however of those that did virtually all of 

them said that they would use it if they encountered a problem. The Annual Governance 

Check check-up 2011 conducted by the European Commission, found that the number of 

business cases submitted to SOLVIT had increased in the last year due to national SOLVIT 

centers actively promoting SOLVIT among businesses. However, the number of business 

cases remains very small in comparison to the number of consumer cases. In 2010, out of a 

total number of 1363 cases only 167 were business cases.  

A Deloitte study for EC DG MARKT38 from 2012 used focus groups to test the usability of 

each of the national Points of Single Contact (PSC). Awareness of the PSC was low amongst 

both businesses and the general public. 30% of participants were aware of the PSC before 

the focus group with little variation in awareness across countries39. One of the main 

recommendations of the Deloitte study was for the PSCs to undertake publicity and 

awareness raising campaigns40.  

 

                                           

37  Mostly from Germany, Poland, the Netherlands and Hungary. 
38  Deloitte Consulting, 2012. ‘The functioning and usability of the Points of Single Contact under the Services 

Directive – State of Play and Way Forward: Final report’. DG Internal Market and Services. 
39  Deloitte Consulting, 2012. ‘The functioning and usability of the Points of Single Contact under the Services 

Directive – State of Play and Way Forward: Final report’. DG Internal Market and Services. 
40  Deloitte Consulting, 2012. ‘The functioning and usability of the Points of Single Contact under the Services 

Directive – State of Play and Way Forward: Final report’. DG Internal Market and Services. 
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3.5.  Route via which business found the online services 

 

An important element for raising awareness amongst business is to understand how 

respondents initially found out about the service.  

3.5.1. Results of the survey 

The most common route is web searches with 40% or more respondents indicating this 

route for all services41. Another common route through which businesses become aware of 

single points of contact is through media and advertising and this is the second most 

common method for several of the single points of contact. 

Business associations were the second most common method for the E-business support 

network (25% of business). For EUGO/SPC, 5% of respondents indicated this route with a 

similar percentage for Enterprise Europe (6%). For SOLVIT, no business reported they had 

found SOLVIT through a business advisory organisation. 45% reported they had found out 

about SOLVIT by web search and 27% through media and advertising.  

                                           

41  The one exception is CORDIS where web search is the most common route with just over 30% of business 

indicating this option.  
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Figure 32: How businesses found out about online services 
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 Source: LE SME survey, Q8. 
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3.5.2. Results of previous studies 

The fact that our survey found that 45% of respondents who had heard of SOLVIT became 

aware of it through web searches is supported by the CSES evaluation of SOLVIT users, as 

was the case with the consumer survey 42. 

27% of respondents who were aware of SOLVIT were informed of its existence through the 

media. This result differs from the previous evaluation of SOLVIT which found that only a 

small number of cases were attracted as a result of media and press campaigns.   

In 2010, the Centre for Strategy & Evaluation Services (CSES) undertook a survey of 2,532 

Enterprise Europe Network clients43. The majority of respondents reported a regional or 

local business support organization (54.7%). The internet (25.5%) and a referral through 

another client of the Network, another company or friend (17.5%) were the next two most 

common responses. A number of Network partners identified that awareness of the Network 

was not very good, noting that there was a “visibility problem” in relation to awareness of 

the Network44. 

3.6. Business understanding of European level single points of 

contact 

The survey assessed business understanding of the online services using three criteria, 

target audience, geographic scope and functions.  

3.6.1. Business understanding of target audience 

There are three target audience groupings: citizens/consumers45; business; and, business 

and consumers. In Table 8, we can see that there is reasonable level of uncertainty 

amongst businesses who had reported they were aware of the service.  

Of those that reported they were aware of SOLVIT, 55% stated they did not know 

which group SOLVIT targeted, fewer than 10% correctly indicated both business 

and citizen/consumer issues, while 27% believed SOLVIT focused on 

consumer/citizen issues only. This understanding is in line with only 12% of cases 

submitted to SOLVIT being business cases in 201146. 

In the case of Your Europe, 36% correctly understood that this portal was for both 

consumers/citizens and business. In the case of Your Europe Advice and Europe Direct 25% 

of aware respondents correctly reported it targeted both consumers/citizens and business.  

32% and 44% were aware that the target audience of Enterprise Europe Network and 

European small business portal were businesses.  

 

                                           

42  Centre for Strategy and Evaluation Services, 2011. ‘Evaluation of SOLVIT: Final Report’. 
43  Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
44  Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
45  We include citizens as well as consumers as some online services have a wider remit than consumers e.g.  

Your Europe.  
46  European Commission, 2012. ‘Making the Single Market Deliver: Annual Governance Check-up 2011’.  

DG Internal Market and Services. 
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There seems to be some confusion over the focus of the EUGO/PSC with approximately the 

same percentage (32%) reporting consumer and business as those that correctly reported 

business only. However, no respondent reported consumers only.  

 

Table 8: Business understanding of target audience  

 Both business 

and consumer 

issues 

Business 

issues only 

Consumer 

issues only 

Other 

issues 

Don't 

know 

TED/SIMAP 22% 33% 17% 11% 17% 

PEPPOL 25% 25% 0% 0% 50% 

EURAXESS 15% 8% 8% 0% 69% 

European Public 

Sector Information 

Platform  

33% 47% 0% 0% 20% 

Europa EU 28% 10% 7% 3% 52% 

CORDIS  7% 33% 0% 7% 53% 

Your Europe Advice 25% 8% 25% 8% 33% 

Europe Direct  25% 25% 5% 0% 45% 

B2B Loco  0% 17% 0% 0% 83% 

E-Business support 

network 

13% 44% 0% 0% 44% 

European small 

business portal 

10% 44% 0% 5% 41% 

EUGO Network 32% 32% 0% 0% 36% 

Enterprise Europe 

Network 

9% 32% 0% 4% 55% 

Your Europe Portal 36% 9% 0% 5% 50% 

SOLVIT 9% 9% 27% 0% 55% 

Source: LE SME survey, Q9. 

 



Policy Department A: Economic and Scientific Policy 

 

102 PE 507.453 

3.6.2. Business understanding of geographic scope 

Eighteen percent of respondents correctly recognised EUGO/PSC deals with cross-border 

issues, while just fewer than 14% believed EUGO/PSC focused on national issues only, with 

just under 14% also reporting EUGO/PSC dealt with international issues.  

In the case of SOLVIT, 18% of respondents identified that SOLVIT was focused on cross-

border issues only, with just over 27% believing SOLVIT dealt with international issues and 

a further 27% believed that SOLVIT dealt with both national and cross-border issues.    

Around 30% of respondents that were aware of Enterprise Europe Network, European Small 

Business Portal and Europe Direct understood that these single points of contact dealt with 

both national and cross-border issues. Less than 20% of those aware of Your Europe Portal 

and Your Europe Advice knew that they dealt with both national and cross-border issues. 

 

Table 9: Business understanding of geographic scope  

 National 

issues 

only 

Cross-

border 

issues 

in EU & 

EEA 

National 

issues and 

cross-

border 

issues in 

EU & EEA 

EU, EEA and 

international 

issues 

Don’t 

know 

TED/SIMAP 6% 22% 22% 22% 28% 

PEPPOL 0% 0% 25% 38% 38% 

EURAXESS 8% 8% 15% 15% 54% 

European Public Sector Information 

Platform  

7% 20% 27% 27% 20% 

Europa EU 7% 24% 28% 21% 21% 

CORDIS  0% 13% 33% 13% 40% 

Your Europe Advice 8% 17% 17% 33% 25% 

Europe Direct  0% 30% 30% 20% 20% 

B2B Loco  0% 0% 17% 0% 83% 

E-Business support network 6% 25% 13% 13% 44% 

European small business portal 5% 24% 29% 15% 27% 

EUGO Network 14% 18% 18% 14% 36% 

Enterprise Europe Network 0% 19% 28% 28% 26% 

Your Europe Portal 0% 32% 18% 27% 23% 

SOLVIT 0% 18% 27% 27% 27% 

Source: LE SME survey, Q11. 
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3.6.3. Business understanding of functions 

The final area of understanding assessed in the survey was the functions each of the SPCs 

carries out. The findings from the survey of business are presented in Table 10.  

From the survey there is a degree of uncertainty about the key functions of the online 

services. For the majority of services over 50% of respondents who indicated they 

were aware of the service said they did not know what function the service 

provided.  

In the case of SOLVIT, 18% knew that one of its functions was information signposting with 

9% being aware of its role in solving problems, and 18% indicated that it was involved in 

dealing with EU Law violations. 9% suggested it had a role in intermediation. 55% stated 

that they did not know the functions of SOLVIT. 

Understanding of the function of Your Europe Advice was better than most of the single 

points of contact, with 33% of respondents aware that one of its functions was information 

signposting. 8% of respondents indicated that Your Europe Advice was involved in direct 

information provision, providing expert advice and completing administrative procedures. 

50% stated that they did not know the functions of Your Europe Advice.  

50% of those businesses that were aware of EUGO/PSC did not know what functions it 

performed. However, only another 9% incorrectly believed it performed a function which it 

did not, with 18%, 9% and 14% identifying that EUGO/PSC deals with information 

signposting, direct information provision and completing administrative procedures, 

respectively.  

Only 5% and 18% of respondents that were aware of Your Europe Portal identified that its 

functions included information signposting and direct information provision respectively. 9% 

identified that Enterprise Europe Network was involved in the provision of expert advice and 

9% also knew of its function in intermediation.  

Of those aware of the European small business portal, 15% knew of its function in direct 

information provision, 12% understood it was involved in providing expert advice and 7% 

knew it was involved in intermediation. 70% of businesses who were aware of Europe Direct 

did not know what functions it provided. 20% were aware that it provided information 

signposting and 5% knew it was involved in direct information provision.    
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Table 10:  Business understandings of what each single point of contact does? (% of correspondents)  

 Information 

signposting 

Direct information 

provision 

Providing expert 

advice 

Deal with violations of 

EU Law 

Completing adminis-

trative procedures 

ADR Intermediation Other Don’t 

know 

TED/SIMAP 17% 22% 0% 0% 22% 6% 6% 22% 28% 

PEPPOL 13% 0% 0% 0% 0% 0% 0% 13% 75% 

EURAXESS 15% 8% 0% 0% 8% 0% 0% 0% 77% 

European Public 

Sector Information 

Platform  

27% 27% 7% 0% 0% 0% 0% 0% 47% 

Europa EU 24% 14% 3% 14% 0% 0% 3% 3% 52% 

CORDIS  13% 13% 7% 0% 0% 0% 0% 13% 60% 

Your Europe Advice 33% 8% 8% 17% 8% 0% 25% 0% 50% 

Europe Direct  20% 5% 10% 0% 0% 0% 0% 0% 70% 

B2B Loco  0% 0% 0% 0% 0% 0% 17% 0% 83% 

E-Business support 

network 

25% 19% 6% 0% 0% 0% 0% 0% 56% 

European small 

business portal 

10% 15% 12% 0% 10% 0% 7% 2% 56% 

EUGO Network 18% 9% 0% 5% 14% 0% 0% 5% 50% 

Enterprise Europe 

Network 

11% 11% 9% 2% 0% 0% 9% 4% 60% 

Your Europe Portal 5% 18% 9% 9% 0% 0% 14% 9% 59% 

SOLVIT 18% 0% 0% 18% 0% 9% 9% 0% 55% 

Source: LE SME survey, Q10.  
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3.7. Conclusions from the assessment of knowledge of consumers 

and business 

The survey of consumers and business confirms previous studies that awareness of 

European level online services remains low. When asked to indicate the European level 

online service most likely to turn to for information, advice or assistance, 91.6% of 

citizens/consumers and business reported they did not know of an online service they could 

turn to for advice or assistance. When asked where they would think of turning to for advice 

or assistance, the most common response by both consumers and business was a national 

organisation (4.8% of businesses and 2.8% of citizens/consumers). This highlights the 

need for the promotion of awareness and cooperation at national level with both 

public and private organisations which are most likely to be the first point of call 

for users.  

The Europa portal was the most well known of the EU level services by both consumers and 

business. Awareness of Europa was higher than Your Europe, Your Europe Advice and Your 

Europe Direct. This confirms the need for effective cross-linking between existing 

sites to assist users to find and access the most appropriate services for their 

requirements.  

The use of online search engines was the key route for finding out about online 

services for both business and consumers. This route was more prevalent in almost all 

cases than through media and advertising. However, media and advertising was the most 

common route via which consumers became aware of the ECC-NET.  

Comparing the route via which consumers, that knew of a given online service, became 

aware of that service, to the first point of call where a consumer would go when seeking 

information, there is a mismatch. Namely, the most likely source of advice was reported to 

be national institutions, yet consumers rarely became aware of any of the online services 

through consumer organisations. In the case of businesses, industry and business 

organisations, and government departments seem to play a greater role in informing 

businesses about relevant online services but these routes remain significantly below web-

searches. This again confirms the need to ensure awareness at the national institution 

level.  

Consumer and business understanding of target audience, functions and geographic scope 

is limited. 40% of consumers that were aware of at least one online contact point did not 

know what the service target audience was. No consumers in this study knew that SOLVIT 

dealt with misapplication of EU law. In the case of FIN-NET no respondents knew it had an 

ADR function. Businesses were more likely to know that SOLVIT dealt with violations of EU 

law (18%), however 50% of business that were aware of the Points of Single Contact did 

not know what functions it performed.  The low level of understanding contributes to 

users difficulties in identifying and accessing the most appropriate service even in 

instances where they may be aware of the service.   
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4. EVALUATION OF SINGLE POINTS OF CONTACT 

KEY FINDINGS 

 Awareness with EU level online services is consistently low across all user groups, 

meaning potential users do not think of turning to the European level online 

services when seeking information, advice or solutions in the EU.  

 Satisfaction with online services is medium to high; however, this does vary across 

individual services. Low levels of satisfaction can arise due to slow case handling 

procedures, limited staff skills and variability in the quality and accuracy of 

information. User recommendation is a common route by which users become 

aware of the different online services (after internet search). Low levels of 

satisfaction can lead to low levels of return and poor recommendations.  

 Internal monitoring procedures where they exist show that efficiency targets in 

terms of case handling and response rates meet targets. In the case of the EUGO 

network ease of completing procedures varies across the network, and for SOLVIT 

the inability to ‘force’ change is seen as barrier to effectiveness.  

 The online services framework is comprehensive covering a wide range of topics. 

However, language coverage is variable and this creates barriers to access in some 

cases. There are overlaps between similar services and there is limited interlinking 

to guide users between complementary services. This leads to user confusion in the 

remit of different services. 

 The overall complexity of the online service framework is high. This arises due to 

the large number of online services, and is magnified by the extensive number of 

national online services. Finding and identifying the most appropriate online service 

can be difficult.  Further, with such a large number of services, awareness of 

individual services is low and the cost of promoting multiple services is considered 

high.  

 While the overall framework covers a wide range of issues it presents a myriad of 

different entry points for users. This means users may need to visit multiple sites 

for a given issue, and can lead to the need to update and maintain similar 

information across multiple sites at both national and European level.  

This chapter presents the evaluation of the European level online single points of contact. 

The SPCs are evaluated using the following criteria: 

 Effectiveness from a users' view point:   

o Satisfaction levels 

o Reasons why users were satisfied or unsatisfied  

o Other identified strengths and weaknesses of the SPC.  

 Accessibility: including access to relevant information. 

 Efficiency:  

o The number or proportion of requests effectively dealt with 

o problems resolved/not resolved 

o Timeframe to deal with requests 

o Internal procedures to monitor SPC performance.  

 Comprehensiveness: Gaps in coverage 
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Not all European level SPCs identified in the mapping have been evaluated. This is because 

for some (e.g. CORDIS and PEPPOL) there is no published evaluation information, and in 

order to focus the consumer and SME questionnaires within time feasible for a telephone 

interview it was necessary to limit the questionnaire to the main SPCs. It should be noted, 

however, that while the Consumer and SME surveys included questions on effectiveness and 

efficiency, none of the 250 SMEs had used any of the European online services. In the case 

of the consumer survey six had used EURES previously and one had used Your Europe out 

of 501 respondents. As a result the SME questionnaires cannot provide insights to the 

evaluation measures, and the consumer survey can provide only very limited insights for 

Your Europe and EURES. Previous evaluations and reports available on the different 

European level online services have been used in this chapter.  

4.1. EU level single points of contact for business, citizens and 

consumers 

4.1.1. Europa.eu 

An evaluation of the EUROPA website was carried out in 2007 and 2008 and included in this 

was a survey of users. Users were both business and consumers. This is the most recent 

evaluation. Given the time period since it was completed (5 years), conclusions that can 

drawn from this evaluation are limited. 

Effectiveness 

79% of users were satisfied with the EUROPA website (13% Very satisfied; 66% satisfied). 

However, the level of satisfaction amongst users varied depending on the profile of the 

user. For instance, 51% of under 18s deemed the website to be good whereas this figure 

was 43% across all respondents47.  

Figure 33: “Overall, how satisfied are you with EUROPA?” (% of respondents) 
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20%
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Very satisfied Satisfied No opinion Not so satisfied Not satisfied at 
all

 

Source: Online survey – Evaluation of the EUROPA website. 

                                           

47  European Commission, 2008. ‘Evaluation of Europa Website’. DG Communication. 
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85% of users indicated that they were either always or frequently satisfied with the 

information provided on EUROPA48.  

 

Figure 34: Quality of information, question 4 “Does the information you find 

adequately meet your specific needs?” (% of respondents) 

Always, 7%

Frequently, 
78%

No opinion, 4%

Rarely, 10%

Never, 1%

 

Source: Online survey – Evaluation of the EUROPA website. 

 

EUROPA website users indicated in the online survey that 57% were either always or 

frequently satisfied with the interactive services provided. Only 2% of respondents indicated 

that they were never satisfied with the content on the EUROPA website49.  

                                           

48  European Commission, 2008. ‘Evaluation of Europa Website’. DG Communication. 
49  European Commission, 2008. ‘Evaluation of Europa Website’. DG Communication. 
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Figure 35: Interactivity, question 6 “Do the interactive services provided on 

EUROPA meet your needs?” (% of respondents) 

Always, 5%

Frequently, 
52%

No opinion, 
28%

Rarely, 13%

Never, 2%

 

Source: Online survey – Evaluation of the EUROPA website. 

 

35% of users indicated that they did not perceive there to be an adequate opportunity for 

them to express themselves on the EUROPA website, with just 26% of users feeling that 

they had adequate opportunities50. 

Accessibility 

Users were asked about their accessibility to the transactional services offered by the 

EUROPA website. These services included downloading of documents and forms, accessing 

statistical data, accessing notes and reports, accessing services provided by Europe Direct, 

and Other services. 73% of users were satisfied with the accessibility of these services51. 

Efficiency 

The online survey identified that 81% of users found the information they required on 

EUROPA either always or frequently.  

 

                                           

50  European Commission, 2008. ‘Evaluation of Europa Website’. DG Communication. 
51  European Commission, 2008. ‘Evaluation of Europa Website’. DG Communication. 
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Figure 36: Quality of information, question 1 “Do you find the information you 

are looking for on EUROPA?” (% of respondents) 

Always, 10%

Frequently, 
71%

No opinion, 4%

Rarely, 14%

Never, 1%

 

Source: Online survey – Evaluation of the EUROPA website. 

 

When users managed to find the information that they were looking for, 24% found the 

information in less than 5 minutes and a further 48% of users found the information within 

15 minutes52.  

 

Figure 37: Quality of information, question 3 “On average how long does it take 

to find the information you want on EUROPA?” (% of respondents) 

More than 30 
mins, 7%

16-30 mins, 
21%

6-15 mins, 48%

1-5 mins, 24%

 

Source: Online survey – Evaluation of the EUROPA website. 

 

                                           

52  European Commission, 2008. ‘Evaluation of Europa Website’. DG Communication. 
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Users were asked to give the reason for their search for information taking a long time and 

the most common response was due to “difficulties finding information” (67%)53. 

 

Figure 38: Quality of information, question 3.1 “Is this due to:?”  

(% of respondents) 
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Source: Online survey – Evaluation of the EUROPA website. 

 

The main reasons which were given for the search taking over 30 minutes were language 

difficulties, the complexity of the information, technical problems, structuring of the 

information and search function problems54.  

4.1.2. Your Europe and Europe Direct 

In 2012 EC DG Internal Markets published The Single Market Governance country reports55. 

Your Europe national contact points were assessed according to key 

implementation/performance measures for inclusion of national information in Your Europe. 

These performance measures are information included on taxes, residence and vehicles for 

citizens, and having a business section. Table 11 summarises this information for the ten 

Member States included in this study. 

 

                                           

53  European Commission, 2008. ‘Evaluation of Europa Website’. DG Communication. 
54  European Commission, 2008. ‘Evaluation of Europa Website’. DG Communication. 
55  European Commission DG Internal Market and Services (2012). ‘Single Market Governance 2012’ series. 
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Table 11:  Country-level assessments of Your Europe: national portals 

Country  
Score from DG 

MARKT 
Comments / suggestions for improvement from DG MARKT 

Bulgaria 100% 
Attend and cooperate with editorial board (EB); promote and raise awareness of Your Europe (YE) within 

national administration 

France 87.5% Continue content syndication (i.e. synchronisation of national and European-level); attend EB; promote YE 

Germany 100% Attend and cooperate with EB; promote and raise awareness of YE within national administration 

Hungary 75% 
Attend and cooperate with EB; promote and raise awareness of YE within national administration 

No vehicle information included in 2012 

Italy 100% Attend and cooperate with EB; promote and raise awareness of YE within national administration 

The Netherlands 62.5% 

Ensure stable attendance of both citizen and business aspects of EB; promote and raise awareness of YE 

within national administration. In 2012 no residence information included and business information partially 

included. 

Portugal 100% Attend and cooperate with EB; promote and raise awareness of YE within national administration 

Slovenia 12.5% 
Attend and cooperate with EB; promote and raise awareness of YE within national administration 

In 2012 no citizen information included and the business section information partially included. 

Sweden 100% Attend and cooperate with EB; promote and raise awareness of YE within national administration 

UK 100% Attend and cooperate with EB; promote and raise awareness of YE within national administration 

Note: DG MARKT’s score reflects completeness of inclusion of the following aspects on YE: taxes, residence and vehicles under “citizen” section; business sections. This is 

converted to a percentage. 

Source: DG MARKT: EC Single Market Governance http://ec.europa.eu/internal_market/top_layer/monitoring/governance_en.htm. 

http://ec.europa.eu/internal_market/top_layer/monitoring/governance_en.htm.
http://ec.europa.eu/internal_market/top_layer/monitoring/governance_en.htm.
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4.1.3. Your Europe Advice 

Effectiveness 

In 2011, there were more than 15,000 enquires to Your Europe Advice56. This figure had 

risen from the previous high of 2010, when there were 13,149, of which 12,029 were 

eligible57. 

Efficiency 

The most recent annual report for Your Europe Advice states that in both 2009 and 2010, 

92% of enquiries were responded to by Your Europe Advice. The remaining 8% of enquiries 

fell outside of the scope of eligibility, were incomplete, or duplicated previous questions58.  

The quality and speed of replies are very important to Your Europe Advice. The quality of 

replies is constantly monitored with between 170 and 200 replies randomly-selected for 

monitoring each month. In 2010, 88% of replies were found to be good quality.  

The internal goal of Your Europe Advice is to respond to enquiries within three working 

days, however individuals are guaranteed a response within a week. 91% of replies in 2010 

occurred within the three day target, with 97% of replies occurring within four days.  

These results are slightly lower than in 2009, however it was noted that the average 

enquiry became more complex in 2010, with users appearing to be better informed of their 

rights before contacting Your Europe Advice59.   

4.1.4. SOLVIT 

In 2011 an evaluation of SOLVIT was conducted for the European Commission by the Centre 

for Strategy and Evaluation Services. This evaluation included a series of surveys and 

interviews with SOLVIT Centres, and citizens and businesses that had used SOLVIT Centres. 

The evaluation estimated that in 2010 the costs associated with SOLVIT were approximately 

EUR 5.3 million whilst the quantifiable benefits for users were around EUR 29.2 million60. A 

report by the European Commission in 2011, Reinforcing effective problem-solving in the 

Single Market set out a series of actions to reinforce the SOLVIT network in SOLVIT’s tenth 

anniversary year, and an assessment of national SOLVIT contact points was completed as 

part of The Single Market Governance report, 2012. 

 

                                           

56  http://ec.europa.eu/internal_market/news/docs/homepage/2012/2012-02-06-youreurope_en.pdf. 
57  European Commission, 2011. ‘2010 Annual Report on the Functioning and Development of the Your Europe 

Advice Service’, DG Internal Market and Services. 
58  European Commission, 2011. ‘2010 Annual Report on the Functioning and Development of the Your Europe 

Advice Service’, DG Internal Market and Services. 
59  European Commission, 2011. ‘2010 Annual Report on the Functioning and Development of the Your Europe 

Advice Service’, DG Internal Market and Services. 
60  Centre for Strategy and Evaluation Services, 2011. ‘Evaluation of SOLVIT: Final Report’. 

http://ec.europa.eu/internal_market/news/docs/homepage/2012/2012-02-06-youreurope_en.pdf
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Effectiveness 

One of the key performance measures included in the SOLVIT user survey by the CSES was 

the level of satisfaction with case outcomes. 44.3% of users were either “Very satisfied” or 

“Quite satisfied”, 9.9% of users surveyed were “Neutral” with a further 43.3% of users 

indicating that they did not view the outcome of their case positively, responding either “Not 

very satisfied” or “Not satisfied at all”. The remaining 2.5% of users did not give a response 

to this question.  

When asked how satisfied they were with the service offered by SOLVIT, 34% indicated that 

they were “Very satisfied” with the overall service and a further 18.8% of users indicated 

that they were “Quite satisfied”. Only 28.2% of users were either “Not very satisfied” or 

“Not at all satisfied” with the overall service provided by SOLVIT. In terms of how effectively 

users felt the SOLVIT Centre had handled their case, 51.4% felt that the SOLVIT Centre had 

been “Very effective” or “Quite effective”. 29.5% felt that the SOLVIT Centre’s handling was 

either “Not very effective” or “Not effective at all”. 

Analysis of the responses to the questions regarding the outcome of the case and the 

perception of the effectiveness of the SOLVIT Centre in handling the case found that there 

was a strong correlation between the results. 86.9% of the users whose cases were solved 

thought that their case was handled either “Very effectively” or “Quite effectively”. The 

majority of those users whose cases had reached the 10 week SOLVIT case deadline and 

the case remained unresolved indicated that they felt the case handling had been either 

“Not very effective” or “Not effective at all”. 

There was also strong correlation across the responses to the questions regarding the 

perceived effectiveness of case handling and the overall level of satisfaction. 84.7% of users 

who felt that the handling of their case was not effective were also not satisfied with the 

service provided by SOLVIT. 55.6% of those that were neutral in regards to the 

effectiveness of SOLVIT in handling their case indicated their overall satisfaction level was 

also neither positive nor negative. The vast majority of users, 93.4%, that deemed the case 

handling to be effective were also satisfied overall with the service. 

The user survey enabled users to give their opinions on what they believed were the 

reasons behind SOLVIT’s success or failure in handling the case. This open-ended question 

lead to numerous responses which can be grouped in five main positive factors and three 

main negative factors. 

 

The positive factors consisted of: 

 SOLVIT is adept in dealing with national administrations; 

 Specialist expertise in EU law which is over and above national authorities; 

 Promptness and quality of service; 

 The fact that a service like SOLVIT is available; 

 Effective cooperation within the SOLVIT network. 
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The three main factors which users deemed hindered SOLVIT were: 

 SOLVIT has limited authority and national authorities can easily ignore SOLVIT and 

EU law; 

 Poor quality of service relating to a lack of responsiveness and urgency, a lack of 

willingness to deal with difficult cases, poor communication and an absence of 

following up cases; 

 Insufficient legal expertise within each SOLVIT Centre to address each case, 

particularly regarding poor legal research and inconsistent advice. 

Efficiency 

In 2011, SOLVIT dealt with 1306 cases which fell within its remit. SOLVIT had an 89% 

resolution rate for cases that fell within its remit in 2011, which was very similar to 2010, 

90%61. 67% of cases dealt with by SOLVIT in 2011 were handled within the 10 week limit. 

The average time taken for a case was 70 days, which is four days longer than in 201062. 

The Centre for Strategy and Evaluation Services, in its evaluation of SOLVIT, judged the 

combination of timeframe and resolution rates to show that the network is running 

“effectively and efficiently”63. 

The Annual Governance Report for 2011 identified that staff levels in SOLVIT Centres are 

still low and that resources are stretched. The report identifies that the main causes for 

bottlenecks at SOLVIT Centres are the number of out-of-scope cases that they receive and 

the lack of cooperation from national authorities64. 

Comprehensiveness 

A small number of the SOLVIT Centres indicated that they felt that the scope of SOLVIT 

should be extended. It was suggested that SOLVIT should perhaps cover “supporting 

importers or nationals from third countries or to non cross border cases or disputes between 

private parties”65. 

A minority of respondents to the user survey of the CSES study also mentioned that the 

scope of SOLVIT should be extended. They cited cases where EU law had been misapplied 

but there was a party other than two national governmental organisations involved66. 

 

 

                                           

61  European Commission, 2012. ‘Making the Single Market Deliver: Annual Governance Check-up 2011’. DG 

Internal Market and Services. 
62  European Commission, 2012. ‘Making the Single Market Deliver: Annual Governance Check-up 2011’. DG 

Internal Market and Services. 
63  Centre for Strategy and Evaluation Services, 2011. ‘Evaluation of SOLVIT: Final Report’. 
64  European Commission, 2012. ‘Making the Single Market Deliver: Annual Governance Check-up 2011’. DG 

Internal Market and Services. 
65  Centre for Strategy and Evaluation Services, 2011. ‘Evaluation of SOLVIT: Final Report’. 
66  Centre for Strategy and Evaluation Services, 2011. ‘Evaluation of SOLVIT: Final Report’. 
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Table 12: SOLVIT scope extension 

Examples of comments requesting an extension in the scope of SOLVIT 

An EU telecoms company is the only national option for telephones lines and service, yet they are a 

private company. The complainant wasn’t happy that SOLVIT was unable to challenge any complaints in 

the area of telecommunications. 

A complainant mentioned that an association was in breach of EU Law.  Yet as it was not a 

governmental body, the issue was out of scope for SOLVIT.  

A Swiss General Practitioner wanted to be recognised under an EU Directive in a Member State but was 

denied by an authority.  SOLVIT commented that supporting third country nationals was outside of their 

scope.  

Source: CSES (2011) Evaluation of SOLVIT. 

 

The majority of SOLVIT Centres felt that SOLVIT already covers a large number of different 

Internal Market competencies. Therefore, they deemed that SOLVIT should strengthen 

these current systems and resources rather than attempting to increase the scope of their 

activities67. 

The suggested strengthening should include: 

 Improved systems and coordination between the Commission and SOLVIT; 

 Improvement in the provision of informal legal advice; 

 Improved streamlining with EU websites and tools, such as Product Contact Point; 

 Strengthening of SOLVIT Centre staff; 

 A clear definition of competencies between SOLVIT Centres when handling cases; 

and 

 Annual meetings with the Member States to jointly discuss how to improve the 

management of SOLVIT cases with national authorities.  

It was concluded that an “appropriately functioning and resourced” SOLVIT could, in the 

future, begin to look at areas that are currently outside of its remit68. 

Table 13 presents an assessment of national level SOLVIT Centres published in The Single 

Market Governance report 2012 for the ten Member States included in this study.  

 

 

                                           

67  Centre for Strategy and Evaluation Services, 2011. ‘Evaluation of SOLVIT: Final Report’. 
68  Centre for Strategy and Evaluation Services, 2011. ‘Evaluation of SOLVIT: Final Report’. 
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Table 13: Country-level assessment of national SOLVIT Centres 

Source: DG MARKT: EC Single Market Governance : http://ec.europa.eu/internal_market/top_layer/monitoring/governance_en.htm.

Country Cases 

submitted/ 

received 

(home/lead) 

Days to 

respond/ 

prepare 

(home) 

Days to 

close 

(lead) 

Staff 

(full-/ 

part-

time) 

Resolution 

rate (%) 

Promotional activities Comments / suggestions 

Bulgaria 60/19 10/20 89 0/6 79 Presentation at Europe Day (9 May), 

informational campaign on EU 

networks 

Improve case handling and speed as lead 

centre 

France 104/192 18/11 89 2/2 98 None. It is starting to plan 

promotion. 

Handling time for received (lead) cases 

should be reduced 

Germany 153/100 19/36 65 1/3 94 10% of time. Presentations at 

chambers of commerce and 

conferences, articles, stands 

Reduce staff turnover. Fewer junior 

staff/interns. Co-operation with experts 

on social security cases welcomed.  

Hungary 30/10 12/25 85 0/2 60 None  Start promoting. Improve resolution rate 

and case handling time as lead 

Italy 75/104 11/5 103 3/0 87 Conference presentations, radio/TV 

interviews, specialist press interviews 

Continue 

The 

Netherlands 

57/57 14/10 56 1/1 91 None during the past year, but active 

before that 

Ensure better staff continuity. Resume 

promotional activity. 

Portugal 49/49 2/11 50 3/0 94 Presentations, distribution of 

promotional material, press articles 

Performance good. Develop promotional 

activities. 

Slovenia 25/8 10/6 53 0/2 63 20% of time. Conference 

presentations, specialist press 

interviews 

Performance good. Should try to resolve 

more cases. 

Sweden 21/34 13/28 43 4/0 50 Conference presentations Performance good. Low resolution rate 

reflects structural problems, above 

SOLVIT’s level. 

UK 112/77 7/24 75 1/1 93 10% of time. Awareness-raising at 

business orgs and trade associations 

Too few staff. Should keep trying to 

attract business cases. 

http://ec.europa.eu/internal_market/top_layer/monitoring/governance_en.htm.
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4.1.5. European Employment Service (EURES) 

In 2010, an ex-post evaluation of the EURES programme was carried out for EC DG 

Employment, Social Affairs and Equal Opportunities which covered the years 2006 to 2008. 

This is the most recent evaluation of the portal to have been carried out. 

Effectiveness 

This evaluation found that 24% of employers who used EURES deemed the information 

provided on the labour market on EURES was very good with 3% deeming the information 

to be good. 11% of users of EURES that were employers felt that the information provided 

on the labour market on EURES to be poor or very poor69. 

44% of the consumers using EURES (jobseekers and job changers) felt the quality of the 

information provided on EURES concerning the labour market was good. A further 13% of 

these users deemed the information provided to be very good. 19% of jobseekers and job 

changers deemed the information provided on the labour market on EURES to be poor or 

very poor70.  

As part of this evaluation of EURES, over the years 2006 to 2008, consumers that used the 

service were asked for their opinions on the information provided concerning both living and 

working conditions and social security and insurance.  

12% of jobseekers and job changers deemed the information provided on EURES on living 

and working conditions to be very good, with 24% deeming the information regarding these 

conditions to be poor or very poor.  

The results concerning the information provided on social security and insurance were 

similar to those regarding living and working conditions. 10% of jobseekers and job 

changers deemed the information provided on EURES on living and working conditions to be 

very good, with 28% deeming the information regarding these conditions to be poor or very 

poor. 

The online survey of jobseekers and job changers undertaken for this evaluation of the 

EURES programme also asked users for their views on the usability of the online portal.  

When asked about whether they had found the information needed easily, 27% of users 

indicated that they fully agreed with this statement, with a further 57% indicating that they 

partially agreed with the statement71.  

Jobseekers and job changers were also asked whether they knew where to find more 

detailed information, if needed. 28% of these users fully agreed with the statement and 

53% partially agreed. They were also asked whether all of the information needed on the 

website was up-to-date and 34% fully agreed that it was and 49% partially agreed.  

 

                                           

69   European Policy and Evaluation Consortium, 2010. ‘Ex-post evaluation of the EURES programme covering  

the period 2006-2008.’ DG Employment, Social Affairs and Equal Opportunities. 
70   European Policy and Evaluation Consortium, 2010. ‘Ex-post evaluation of the EURES programme covering  

the period 2006-2008.’ DG Employment, Social Affairs and Equal Opportunities. 
71   European Policy and Evaluation Consortium, 2010. ‘Ex-post evaluation of the EURES programme covering the 

period 2006-2008.’ DG Employment, Social Affairs and Equal Opportunities. 
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Efficiency 

The fact that there are skills shortages and bottleneck vacancies in high growth areas at the 

same time as persistent high unemployment indicates that EURES is not fully in line with 

the wider employment aims and objectives of the Europe 2020 strategy72.  

EURES is not fulfiling its full potential with only around 25,000 employers registered and it 

is estimated that 150,000 placements or recruitments are made each year  

through EURES73. 

Comprehensiveness 

It was suggested in a European Commission Staff Working Document from 2011 that EURES 

broaden its coverage of vacancy markets, so that it includes, for example, Service Legal 

Agreements between Public Employment Services, Private Employment Services and 

employers’ organizations
74

.  

4.2. EU level contact points for business 

4.2.1. EUGO Network / Points of Single Contact 

In 2012, a study by the European Commission on the economic impact of the Services 

Directive, estimated the economic effects of PSC establishment for service provider set-up 

across the EU75. A Deloitte Study, 2012, focused on user assessments on the impact of 

setting up PSC76. Eurochambres published a survey of national Chambers in 2011, assessing 

whether the main operational features of the PSC had been delivered77.  

This survey included 26 Member States (responses for Spain were missing from the 

survey). There was also an earlier study in 2010 for the European Parliament, IMCO, on 

Implementation of the Services Directive78. 

Effectiveness 

The European Commission study on the economic impact of the Services Directive, 2012, 

estimated that the monetary benefits of procedural simplification efforts in setting up a 

service provider achieved by establishment of the PSC ranged from EUR 5000 to EUR 2000 

across the EU, however there remained significant differences between Member States 

ranging from EUR 250 per start up in Bulgaria to EUR 5500 in Austria79.  

These differences in the monetary benefits for service providers across Member States may 

be driven by heterogeneity in the provision of services in relation to online administrative 

                                           

72  Commission Staff Working Document (2012) Reforming EURES to meet the goals of Europe 2020.  

SWD(2012) 100 final. 
73  Commission Staff Working Document (2012) Reforming EURES to meet the goals of Europe 2020.  

SWD(2012) 100 final. 
74  Commission Staff Working Document (2012) Reforming EURES to meet the goals of Europe 2020.  

SWD(2012) 100 final. 
75  European Commission, 2012. ‘The economic impact of the Services Directive: A first assessment following 

implementation’, Economic papers 456, June 2012. DG Economic and Financial Affairs. 
76   Deloitte Consulting, 2012. ‘The functioning and usability of the Points of Single Contact under the Services 

Directive – State of Play and Way Forward: Final report’. DG Internal Market and Services. 
77   Eurochambres, 2011. ‘Policy Survey 7th Edition: The Chambers’ Perspective on the Points of Single Contact.’ 
78   European Parliament, 2010. ‘Implementation of the Services Directive’. DG Internal Policies, Policy Department 

A: Economic and Scientific Policy. 
79  European Commission, 2012. ‘The economic impact of the Services Directive: A first assessment following 

implementation’, Economic papers 456, June 2012. DG Economic and Financial Affairs.456. 
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procedures compared to only provision of information online. A Deloitte study from 201280, 

found that the majority of national PSC contain the information needed in order to 

understand how to fulfil specific procedures. The information needed for 81% of the 

procedures tested by the Deloitte study were available either on the PSC website or other 

linked website.  

Figure shows the proportion of different types of administrative procedures for which all of 

the relevant information needed in order to understand how to fulfil the procedure are 

provided by the PSC Network. Company registration and tax formalities information are the 

procedural types with the highest proportion of information available.  

 

Figure 39: Is the relevant information provided for this type of administrative 

procedure? (% of Yes responses) 
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Provision of required information does not necessarily correlate with the provision of 

adequate online services for completing the required procedures. This was highlighted by a 

Eurochambres Policy Survey, 2011 where a survey of national Chambers found a significant 

difference between PSCs providing required information and PSCs supplying all relevant 

procedures online. Over half of the national Chambers reported that the PSCs did not 

provide for full completion of procedures, compared to 76% of PSCs that offered all required 

information.  

For procedures that can be fully completed, the Deloitte study rated the ease with which 

users were able to complete these procedures. 32% of users completed the tasks either 

easily or very easily whilst 37% of participants found the tasks difficult or very difficult to 

complete. The remaining 31% of participants found completing the tasks to be “OK”. This 

varied according to the administrative requirement. Tasks relating to a general business 

license were found to have the highest proportion of users deeming the process to be easy 

                                           

80   Deloitte Consulting, 2012. ‘The functioning and usability of the Points of Single Contact under the Services 

Directive – State of Play and Way Forward: Final report’. DG Internal Market and Services. 



A European Single Point of Contact 

 

PE 507.453 121 

or very easy. The results for the ease of completing tasks using the PSC also had notable 

differences across countries. The five countries with the greatest ease for completing 

procedures were the Czech Republic, Denmark, Lithuania, Slovakia and Luxembourg.  

User satisfaction with the PSC was also assessed in the Deloitte study using the AWARE 

(Analysis of Web Application Requirements) methodology. This method examined eight user 

satisfaction characteristics: access; content; interaction; navigation; presentation; 

structure; system operation; and, user operation. The Member States found to have the 

highest levels of consumer satisfaction with the PSC were Spain, Slovakia and the Czech 

Republic, whilst Austria, Slovenia and Poland were ranked the lowest for user satisfaction. 

Accessibility 

The Deloitte study found that e-accessibility standards differed dramatically across Member 

States. eAccessibilty was defined as ‘html markup errors’ and ‘adherence to cascading 

standards’ such that information is displayed correctly.  

The Member States which were found to be most e-accessible included Bulgaria, the Czech 

Republic, Estonia, France, Ireland and the Netherlands. Portugal, Spain and Italy were 

found to be the Member States with the least accessible PSC.  

The survey by Eurochambres found that accessibility may be hindered as approximately half 

of Member States provide information on the PSC site but redirect users to other sites for 

completing procedures potentially limiting accessibility.   

Efficiency 

A measure of the efficiency and effectiveness of the PSCs was undertaken for the Deloitte 

study using the System Usability Scale (SUS)81. This entailed asking participants to rate 

statements concerning certain aspects of using the PSC between strongly agree and 

strongly disagree. These statements included frequency of use, website complexity, function 

integration, consistency, ease of use and learning, and user confidence. Member States in 

which the PSCs were ranked highest in terms of efficiency were Spain, Slovakia and the 

Czech Republic. The lowest ranked portals were found in Austria, Slovenia and Greece. 

There does not appear to be correlation between the SUS ranking and how and when the 

PSC was developed82.  

The majority of PSCs allow for user monitoring of applications, 13 out of 2683. The process 

for monitoring varies across Member State, for example in Portugal users can monitor 

applications via an electronic certificate or citizens' e-id card, in the United Kingdom users 

can send requests to the competent authority via the PSC, in the Netherlands users have a 

Message Box that provides automatically for incoming and sent mail with the competent 

authority, and an alert for the user each time a message has been received in his  

Message Box.  

                                           

81   Deloitte Consulting, 2012. ‘The functioning and usability of the Points of Single Contact under the Services 

Directive – State of Play and Way Forward: Final report’. DG Internal Market and Services. 
82   Deloitte Consulting, 2012. ‘The functioning and usability of the Points of Single Contact under the Services 

Directive – State of Play and Way Forward: Final report’. DG Internal Market and Services. 
83   Eurochambres, 2011. ‘Policy Survey 7th Edition: The Chambers’ Perspective on the Points of Single Contact.’ 
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Comprehensiveness  

As previously stated a number of Member States do not provide for the full completion of 

procedures online. Of the ten Member States included in this study, France, Italy, Hungary, 

United Kingdom, Germany and the Netherlands do or are close to full completion of 

procedures and some PSCs go beyond those required under the Services Directive, for 

example VAT registration and social security registration in Italy. Portugal, Sweden, 

Bulgaria, do not fully allow for all procedures to be completed online with some procedures 

yet to be added or users are re-directed to municipalities/local authorities84. In addition the 

Eurochambres survey called for Member States to allow for the completion of procedures in 

one or more foreign languages. At the time of the survey seven out of the 26 Member 

States included in the study allowed for procedures to be completed in another language 

other than the national language.  

The Deloitte study identified several policy recommendations for effective PSCs which 

included new user-oriented models of service and a life event approach85. 

A new user-oriented model of service would entail the PSC developing the concepts of user-

oriented design, collaborative service development and delivery, social networking and 

crowd sourcing. These suggestions are recommended future developments to improve  

the PSCs.  

Life events are important events or stages in the life of a business, such as the registration 

of a company. An online service that provides everything which is needed for such events 

could be a positive development for the PSCs.  

 

                                           

84  Eurochambres, 2011. ‘Policy Survey 7th Edition: The Chambers’ Perspective on the Points of Single Contact.’ 
85  Deloitte, 2012., pg 59. 
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Table 14: Country level assessment of EUGO/Points of Single Contact: national portals  

Country Web address Content Online 

functionality 

e-Signatures Interface / 

assistance 

Suggestions General 

comments 

Bulgaria www.egov.bg Limited, insufficient 

level of information 

Limited. Needs 

improvement 

Only Bulgarian Some help 

facilities, but 

hard to find on 

the site 

Needs more 

procedures, 

information. Plus 

better clarity and 

accessibility 

Average 

France www.guichet-

entreprises.fr 

Well classified and 

easily understood 

Limited number 

of online 

procedures 

 Sorting and 

search could be 

improved 

User-friendliness 

and online 

procedures need 

improvement 

Comprehensive 

and wide-ranging 

Germany www.dienstleiste

n-leicht-

gemacht.de 

Very good and well-

structured 

Only ensured for 

a limited number 

of processes 

Accepts other MS 

but problems 

with verification 

arise. 

Assistance has 

been praised 

Better distinction 

between 

establishment 

and CB cases. 

Overall usability 

above average. 

Hungary www.magyarorsz

ag.hu 

Comprehensive and 

thorough 

Other competent 

authorities’ 

under-

development 

holds this back. 

Only Hungarian User support only 

available in 

Hungarian and 

requires knowing 

legal background 

English 

translation. 

Linguistic barriers 

are high. 

Overall, a long 

way to go. E-

government 

generally 

underdeveloped 

in Hungary. 

Italy www.impresainun

giorno.gov.it 

Good, comprehensive 

information with good 

support 

Several functions 

handled by one 

communication. 

Required. Can be 

an obstacle for 

CB providers. 

Support provided 

including in 

English 

Needs 

information on 

CB and English 

online forms. 

Online 

completion of 

procedures is 

easy. 

The 

Netherlands 

www.antwoordvo

orbedrijven.nl 

Very good, clear 

guidance, assistance via 

chat 

Relatively high 

number of 

procedures 

 Highly praised Could improve 

user support by 

offering English 

Above average 
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Country Web address Content 
Online 

functionality 
e-Signatures 

Interface / 

assistance 
Suggestions 

General 

comments 

Portugal www.portaldaem

presa.pt 

Undergoing 

restructuring at time of 

survey 

Available for a 

number of 

procedures 

 Layout recently 

modified and now 

clearer 

Cooperate with 

competent 

authorities 

Full evaluation 

not possible at 

present. 

Slovenia www.eugo.gov.s

i 

Information basic but 

well-designed & 

organised 

Full completion of 

some basic / 

common tasks 

Only Slovenian  Improvements 

already planned 

Will be fully SD-

compliant by 

2013 

Sweden www.verksamt.s

e/eugo 

Content goes beyond 

minimum. Simple, clear 

and well structured.  

An important 

number of 

procedures can 

be completed 

online. 

Usually only 

allows Swedish 

English 

translations help. 

Distinguish 

between 

establishment 

and CB cases. 

Overall above 

average, but 

scope for 

improvement. 

UK https://www.gov

.uk/ukwelcomes 

Content very 

comprehensive. Simple, 

clear language.  

Relatively high, 

but lower for CB 

cases than 

establishment 

Accepts other 

MS, but not for 

verification 

Interactive 

search tree 

praised by users 

Better distinction 

between 

establishment 

and CB cases. 

Well established 

and above 

average 

Notes: Germany has 16 portals; one for each of its Länder. In Italy, city halls set up Points of Single Contact in each region. This is therefore the general performance across 

them. SD: Services Directive. CB: cross-border. Slovenian PSC is under migration to a new site, so little evaluation is available and improvements are foreseen in any case. 

Portuguese SPC undergoing a similar restructuring process at present. 

Source: EC DG Internal Market and Services. 
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4.2.2. Enterprise Europe Network 

In 2011 the Centre for Evaluation Studies completed an evaluation of the Entrepreneurship 

and Innovation programme including the Enterprise Europe Network.  

Effectiveness 

In a survey of Network clients, 68.3% indicated that they were either satisfied or very 

satisfied with the service they received from the Enterprise Europe Network. 11.6% of 

clients rated the service they received as unsatisfactory, with the remaining 20% of clients 

indicating that their feelings were neutral.  

 

Figure 40: To what extent were you satisfied by the service?  
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Source: CSES (2011). 

 

One of the concerns raised by users was the level of knowledge of Network members. 46% 

of clients reported they were satisfied with the level of knowledge of Network members 

concerning regulatory issues and 49% were satisfied with their knowledge on financing and 

funding issues86. 

42.3% of Network clients believed that the services provided by Enterprise Europe Network 

significantly improved their businesses. 26.9% of clients felt that the services provided to 

them by Network had little or no impact, with the remaining 30.8% of clients indicating that 

the services had some significance on their business87. 

 

                                           

86  Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
87  Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
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Figure 41: Do you think that these services have improved your business? 
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Source: CSES (2011). 

 

Network clients were asked in which ways the service provided by the Network had helped 

their business. The most common response concerned the provision of better business 

intelligence with 58.5% of clients mentioning this. The next two most common responses 

were that the service had provided access to new customers (35.2%) and that it had helped 

with R&D efforts (30.2%). 

 

Figure 42: How did the service help your business? 
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A survey of SMEs found that out of 1,345 firms, 55% reported that the services provided by 

Enterprise Europe Network lead to an increase in turnover and 26% of SMEs reported that 

jobs were either created or safeguarded as a result of the service88. The evaluation of 

Enterprise Europe Network in 2011 concluded that the Network was “perceived by partners, 

host organisations and clients to work efficiently and to provide adequate services  

to SMEs”
89

. 

Accessibility 

The level of accessibility to the service was regarded as satisfactory by 67% of  

Network clients90.  

Efficiency 

Over a 12 month period between 2011 and 2012, there were 225,000 SMEs involved in 

promotion and information local events, 24,000 SMEs involved in brokerage events, and 2 

million SMEs were contacted via newsletters through Enterprise Europe Network. 125,000 

SMEs were helped with queries on EU matters and 62,000 received special advisory 

services. 2,600 SMEs were consulted via SME panels and feedback databases.91 

There were also 13,000 SMEs for whom partnership proposals were produced and 

disseminated and 1,900 signed a partnership agreement. For internal monitoring purposes, 

the network chooses the number of signed partnership agreements as its most significant 

indicator. This figure has increased rapidly over the first years of the Network’s existence92.   

All of these activities were carried out by a full time equivalent total workforce of 1,473, 

which included approximately 3,000 staff. There were three services which were most 

appreciated by clients: 

 The possibility to make contact and/or meet with foreign companies; 

 The wide range of services offered such as those relating to feasibility, finance, 

technical and partner research; 

 The partnership opportunities promoted by the Network Partners through  

different channels93. 

The amount of money spent on Enterprise Europe Network over the years 2007-2010 were 

EUR 86.9 million, EUR 82.8 million, EUR 19.0 million and EUR 68.2 million respectively with 

the variation across years largely resulting from the timing of the dispersion of grants to the 

Network Members.  

The evaluation of the Network by the CSES concludes that the benefits of the Network 

“clearly outweigh” the disadvantages94. 

                                           

88  European Commission, 2013. ‘EIPC Implementation Report 2012.’ Entrepreneurship & Innovation   

Programme Committee. 
89  Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
90  Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
91  Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
92  Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
93  Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
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Comprehensiveness 

Network clients were asked in 2010 which other services they would like to receive from 

Enterprise Europe Network and 34% of clients made at least one suggestion. A common 

suggestion was for the Network to provide guides on different aspects of EU legislation and 

also to provide more information on potential partners, such as lists of certified companies 

by sector and by types of services offered95.  

Enterprise Europe Network has developed a business database containing thousands of 

company profiles which you can meet at matchmaking events96.  

Additional general services which were suggested involved giving advice on national 

legislation and regulations. Facilitation services were also desired by some clients, such as 

the provision of information concerning exchange rate and translation services97.  

Advice on EU law and standards is provided by Enterprise Europe Network and they can also 

provide specialist market information for companies which are exporting or preparing to 

import98. 

4.3. EU level contact points for citizens and consumers 

 

This sub-section presents the evaluation of online services for citizens and consumers. The 

services included are the European Consumer Centre Network and FIN-NET. There is a very 

limited amount of information on the European Youth Portal and Eurodesk, and a 

consultation is currently being completed for PLOTEUS. We have found no information for 

the other online services.  

4.3.1. ECC-NET 

In 2011 an evaluation of the European Consumer Centre Network was completed for DG 

Health and Consumers99. The ECC-NET annual report 2011 provides information on the 

number of contacts and problems solved by the ECCs.  

                                                                                                                                       

94  Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
95  Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
96  http://een.ec.europa.eu/services/going-international 
97  Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
98  http://een.ec.europa.eu/services/advice-eu-law-and-standards 
99  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers.  

http://een.ec.europa.eu/services/going-international
http://een.ec.europa.eu/services/advice-eu-law-and-standards
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Effectiveness  

In 2011, the total number of “contacts” – information requests plus assistance with 

complaints – was just over 70,000 compared to 43,000 in 2005 the year of the  

Network’s creation100.  

The evaluation of the ECC-NET by the Consumer Policy Evaluation Consortium found that 

87% of consumers contacting the ECCs agreed that the ECCs provide a useful service to 

European Consumers (74% agreed, 13% partially agreed). 10% of consumers disagreed 

that ECCs provide a useful service to European Consumers (7% fully disagreed; 3% partially 

disagreed)101. Views on the usefulness of the service were generally consistent across 

member States. However, UK and Spanish users were more pessimistic. In the UK, 46% of 

users fully disagreed that the ECC was useful and this figure was 40% in Spain102.  

When users of the ECC were unsatisfied with the service, the main reasons for such feelings 

were long delays in case handling; failure to respond to consumers and/or lack of 

communication; inability to obtain a remedy and/or an unfavourable outcome  

to the case103. 

Users were asked about their satisfaction with different elements of the services. They were 

generally happy with the service of the ECC advisors, with more than 85% expressing this 

opinion. 81% of consumers felt that the information provided was tailored to their needs 

and 78% of consumers indicated that the information provided to them was useful104. 

Accessibility 

There are many different methods used by consumers to contact ECCs and the preferred 

methods vary across countries. 

Figure 41 shows the combined results of all 29 countries. Overall the most common method 

of contact was email (27%). However, the evaluation found there were difference by 

country. In the UK most consumers contacted the ECC by phone (49%), whereas in Estonia 

(74%) and France (59%) the most popular method of contacting the ECC was by email. 

Web enquiries were the most commonly used method in Finland (53%).  

 

                                           

100  European Commission, 2012. ‘Annual Report of the European Consumer Centres Network 2011’, DG Health 

and Consumers. 
101  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
102  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
103  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
104  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
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Figure 43: Medium of contact by users, 2009 

 

Source: Evaluation of ECC-NET, p. 62. 

 

The results of a user survey suggest that the ECCs are easily accessible and the current 

methods for contacting the ECCs are sufficient.  42% of users found it very easy to find the 

ECC, with a further third of users finding it somewhat easily. 7% of users found it difficult or 

very difficult to find the ECC and 17% of users were indifferent, stating that it was neither 

easy nor difficult.  The evaluation concluded that the ECCs were easily accessible for 

consumers and the ways to contact the ECCs were adequate. 

Efficiency 

Approximately 70% of the complaints received by ECCs in 2008 and 2009 were of a simple 

nature. A simple complaint is one that can typically be dealt with by an ECC in a one-step 

operation without any follow-up. 

Around 30% of the complaints handled by the ECCs in 2008 and 2009 were complaints 

between a consumer and a trader, where the trader was not willing to help the consumer. 

These are referred to as “normal” complaints and ECCs received and handled around 8,000 

of these complaints in 2008 and 2009. The majority of “normal” complaints dealt with by 

ECCs were closed, in 2008 74.9% of cases were closed, and 76.2% in 2009.  

Of the cases that were closed in 2009, there were varying resolutions found ranging from 

“Amicable solutions obtained with the trader” (48.2%) to “No solution found” (38.6%) and 

“Closed as unresolved by common agreement of the ECCs” (0.1%). Alternatively, 

complaints can be transferred to another organisation to be dealt with, but once this occurs 

it is not possible to keep track of the resolution of the case (13.1%)105.  

 

                                           

105   Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
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A large number of cases are closed unsuccessfully each year as a result of the trader’s 

refusal to agree on an amicable solution, 26% in 2009. Other reasons for cases being closed 

without a solution include that the consumer does not agree with the solution or the claim is 

found to be unfounded106. 

There are various organisations to which the ECCs transfer cases. These organisations 

include ADR bodies (7%), enforcement bodies (2%), courts (2%), the police (1%), lawyers 

(0.3%) and other EU networks (0.2%)107. 

 

Table 15: Overview of closed “Normal” Complaints handled by the ECCs, 

2008 and 2009 

Solution 2008 2009 

Number of cases % of closed 

cases 

Number of cases % of closed 

cases 

Amicable 

settlement 

obtained with the 

trader 

3574 61.8% 2933 48.2% 

No solution found 1567 27.1% 2347 38.6% 

Transfer to another 

organisation 

629 10.9% 799 13.1% 

Closed as 

unresolved by 

common 

agreement of the 

ECCs 

9 0.2% 9 0.1% 

Source: Evaluation of ECC-NET, p. 23. 

 

Two of the major complaints about the ECC-NET are the fact that they have no authority to 

secure redress for consumers and the time taken for handling cases108.. 

Cases can take several weeks or even months to close, often without success. The average 

time taken to close a case is 86 days. This is deemed too long by consumers, especially 

given the low financial value of the claim often being made by consumers109. 

The ECC-NET managed to secure direct financial benefits to consumers of at least 1.77 

times its cost to tax payer in 2010. This is based on the fact that the cost to the European 

tax payer of the work carried out by the ECCs between January and November 2010 was 

approximately EUR 8 million and the benefit was around EUR 14 million.  

There were also considerable benefits gained through consumer detriment avoided and 

increased confidence in cross-border. The consumer detriment avoided can be attributed to 

the promotional activities of the ECCs, as these activities may prevent consumers from 

                                           

106  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
107  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
108  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
109  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
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being taken advantage of by scams. The increased participation in cross-border markets will 

bring economic benefits to both consumers and traders. However it is extremely difficult to 

quantify the value of each of these benefits110. 

Comprehensiveness 

The 2011 evaluation of the ECC-NET proposed that the ECCs could make a greater 

contribution to enforcement of consumer protection legislation by improving data sharing 

and coordination with enforcement bodies111. The ECCs should strengthen cooperation with 

enforcement bodies through the establishment of formal protocols and procedures112.  

These protocols should cover issues such as sharing of information and evidence about 

specific traders with enforcement bodies, the prioritisation of enforcement action taking 

account of complaints from non-domestic consumers and joint sector studies to identify 

causes of problems other than the unfair behaviour of national traders. It was also 

recommended that it should be mandatory for the Trader ECC to report an infringement to 

the relevant enforcement body, and there should also be established protocols for 

cooperation with ADRs, where possible113.  

Users generally suggested that the replies and assistance provided by ECCs were relevant, 

tailored and useful, however some suggested improvements were made. It was suggested 

that some ECCs could “provide more tailored responses to customer enquires”; “explain in a 

more explicit and detailed manner the competences of the ECCs and other actors involved”; 

and “maintain regular contact with consumers to keep them informed of the status of their 

complaint/dispute”114.  

It should be noted that evaluation evidence suggests that the limited resources are being 

spread too thinly and stakeholders emphasised the need for ECCs to focus on the resolution 

of cross-border issues115. 

4.3.2. FIN-NET 

In 2009 the Centre for Strategy and Evaluation Services completed an evaluation of FIN-

NET for DG Internal Market and Services. 

                                           

110  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
111  European Commission, 2012. ‘Annual Report of the European Consumer Centres Network 2011’, DG Health 

and Consumers. 
112   Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
113  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
114  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
115  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
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Effectiveness 

The support and guidance offered by the ADRs when receiving a consumer complaint was 

considered positive. FIN-NET members offered guidance and support to consumers and this 

was considered particularly valuable in the case of consumers that faced language barriers. 

However, more generally, the quality of services provided by FIN-NET in 2009 to cross-

border consumers was not considered satisfactory116. 

The effectiveness of FIN-NET was seen as compromised by low awareness amongst 

consumers, coverage gaps, and disparities between national centres in the network’s 

competence and activity levels. The provision of information in only three languages on the 

network’s website is a particular hindrance to FIN-NET effectively assisting consumers in 

exercising their rights and solving disputes cross-border.  

However, FIN-NET members considered that the Network successfully facilitated co-

operation between national ADRs, supported the effective exchange of information relating 

to consumer complaints and allowed complaints to be handled quickly. 

Efficiency 

In 2011, FIN-NET handled 1,854 cross-border cases. The majority of these involved the 

banking sector, 53.5%, with 27.9% relating to the insurance sector and 17.0% relating to 

the investment sector117.  

 

Figure 44: Cross border cases by sector 

 

Source: FIN-NET activity report 2011, p. 6. 

                                           

116  Centre for Strategy and Evaluation Services, 2009. ‘Evaluation of FIN-NET: Final Report’. 
117  European Commission, 2012. ‘FIN-NET activity report 2011’. DG Internal Market and Services. 
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It has been calculated that in 2008 there was an average cost of EUR 46 per case, down 

from EUR 59 per case in 2007. The evaluation found that these costs were much lower than 

the average case cost incurred by SOLVIT (EUR 200) and ECC-NET (EUR 166) in 2008, 

however it should be noted that the types of cases dealt with by each of these Networks can 

differ greatly118. 

In 2008, FIN-NET had quite an efficient procedure for directing consumer complaints to the 

appropriate ADR scheme and handling the cases. The majority of ADRs (52%) were 

satisfied with the cost-effectiveness of the current procedure. Of the remaining ADRs which 

did not express satisfaction, 32% expressed no opinion due to the limited number of cases 

they handled119. 

Comprehensiveness 

The main areas of suggested improvements were: 

 Reducing information gaps by encouraging more active participation by FIN-NET 

members in terms of provision of statistics and exchange of information inside the 

network; 

 Reducing coverage gaps in both financial services sectors and countries by 

increasing membership of FIN-NET amongst existing ADRs; 

 Improved language translation assistance by ADRs to enable consumers to use 

their own language in disputes with financial service providers.  

4.3.3. European Youth Portal and Eurodesk 

A report by Eurodesk in 2011, “Eurodesk a Snapshot”, reports that a survey amongst their 

key target group and Eurodesk local and regional partners found that Eurodesk’s “unique 

selling points” were quick access to up-to-date European information, and being a  

“working” network of information professionals, communicating in real time and enabling 

the formation and  growth of trusted partnerships120.  

4.3.4. PLOTEUS 

EC DG Education and Culture currently is currently undertaking a user consultation  

for PLOTEUS121. This consultation of users also includes a consultation of users for the 

European Qualifications Framework portals.  

                                           

118  Centre for Strategy and Evaluation Services, 2009. ‘Evaluation of FIN-NET: Final Report’. 
119  Centre for Strategy and Evaluation Services, 2009. ‘Evaluation of FIN-NET: Final Report’. 
120  http://www.ch-go.ch/repository/proxy/oi-files/10232/Flyers/eurodesk_2011.pdf. 
121  http://3s.co.at/en/node/1065. 

http://www.ch-go.ch/repository/proxy/oi-files/10232/Flyers/eurodesk_2011.pdf
http://3s.co.at/en/node/1065
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4.4. Most important feature of a Single Point of Contact for 

consumers and business 

 

Respondents to the questionnaire for this study were asked that “if there was a single online 

point that you could go to solve problems, find information or seek advice about living, 

working, travelling and buying goods and services in the EU, what would be the most 

important feature of this single online point?” Business representatives were asked a similar 

question, if there was a single online point that you could go to solve problems, find 

information or seek advice about living, working, travelling and buying goods and services 

in the EU, what would be the most important feature of this single online point? This was an 

open response spontaneous question.  

Figure 43 shows the consumer responses and Figure 44 shows the responses for 

businesses.  

Clear and accurate, up to date information was the most important feature for both 

consumers and businesses. 10% of consumers surveyed listed this as the most important 

feature, and just under 8% of businesses.  

Other important features across both groups was ease of access, easy to understand, 

easy to consult and navigate. 9% of consumers thought easy to access, consult and 

navigate were most important, while around 7% of businesses reported easy to use, consult 

and navigate.  

Other important features were topic specific. For consumers these included information 

about job possibilities (8%); and legal, economic and financial information (8%). 8% of 

businesses reported information on suppliers and companies. 
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Figure 45: Most important feature of a Single Point of Contact for consumers?  
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Figure 46: Most important feature of a Single Point of Contact for businesses?  
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4.5. Overall evaluation of the framework of online services 

 

Drawing upon the mapping (section 2), questionnaires (section 3 and 4) and previous 

evaluation material (section 4), a qualitative assessment of the overall operation of the 

online service framework for citizens, consumers and business is presented using the key 

evaluation criteria: 

 Awareness 

 Understanding 

 Accessibility 

 Satisfaction 

 Efficiency and effectiveness 

 Comprehensiveness  

 Overall complexity 

 

Table 16 presents the assessment of the overall framework. 
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Table 16: Evaluation of overall online services framework  

Criteria Awareness Understanding Accessibility Satisfaction Efficiency and 

effectiveness 

Comprehensiveness Overall complexity 

Assessment Low Low to medium Medium Medium to High Medium to High Medium to High High 

Observations Awareness of all EU 

level online services 

is consistently low 

across user groups. 

Understanding of 

target audience is 

low across user 

groups. 

Understanding of 

geographic scope 

is generally 

satisfactory with 

recognition that 

EU level services 

deal with cross-

border issues, and 

(in some cases) 

national issues. 

Understanding of 

key functions is 

generally low 

across user groups 

with limited 

understanding of 

key functions 

performed by FIN-

NET and SOLVIT in 

particular. 

For users that 

have accessed 

the services, 

accessibility in 

terms of 

downloading 

documents 

and finding 

information is 

reported as 

satisfactory. 

However, e-

accessibility 

including ‘html 

markup 

errors’ and 

missing or 

broken links 

are present on 

some sites.  

 Satisfaction by 

users of individual 

services is 

generally good. 

However, this can 

vary between 

different online 

services and 

across individual 

networks.  

Depending on the 

service, low levels 

of satisfaction can 

arise due to slow 

case handling 

processes, limited 

staff skill levels, 

variability in 

information 

availability and 

access to requisite 

procedures.  

Overall response 

rates and case 

handling meet 

targets.  

Ease of completing 

procedures varies 

across the EUGO 

Network. 

Where online 

services seek to 

solve problems 

with legal issues, 

inability to ‘force’ 

redress is seen as 

weaknesses by 

users.  

Finding 

information across 

related services 

can be confusing, 

requiring time and 

effort to access all 

relevant across 

multiple sites 

information for the 

one user.  

The framework of 44 

services covers a wide 

range of topics about 

living, working, 

studying, solving 

problems and all issues 

with the EU.  

Variability in language 

coverage creates 

barriers to access in 

some cases. 

Differences in 

information quality vary 

across individual 

services.  

There are overlaps 

between services that 

perform similar 

functions. These 

overlaps are not always 

duplications but limited 

interlinking leads to user 

confusion in remit of 

different yet related 

services.  

Complexity arises due to 

the number of different 

online services (44) at the 

EU level. This is magnified 

by the number of national 

level services (up to 64 in 

some countries), and in 

many countries a large 

number of sub-regional 

services.  

Interlinking between 

national and European 

level varies across 

countries. Further, e-

government service 

development is at 

different levels.  Some 

countries e.g. the UK all 

online services are being 

brought within one 

platform, and in Bulgaria 

all national ministries and 

regional administrations 

provide e-government 

services.  
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Criteria Awareness Understanding Accessibility Satisfaction Efficiency and 

effectiveness 

Comprehensiveness Overall complexity 

Assessment Low Low to medium Medium Medium to High Medium to High Medium to High High 

Implications 

for 

functioning of 

the 

framework 

Users do not think 

of online services 

when seeking 

information, advice 

or assistance 

Leads to 

difficulties for 

users who are 

aware of services 

to (then) identify 

which service or 

set of services is 

best to approach. 

Can lead to 

increased 

complexity and 

costs (particularly) 

time and 

frustration in 

identifying and 

accessing services.  

If users access a 

site and find 

accessibility and 

access to accurate 

and up-to-date 

information is 

limited, the 

probability of 

returning to the 

service in the 

future is reduced.  

Impacts upon 

repeated use of 

services. 

Word of mouth by 

family and friends 

is one of the key 

routes via which 

users become 

aware of services 

(after 

websearches). 

User 

recommendation 

is important.  

Efficiency and 

effectiveness 

varies between 

individual services, 

and across 

services within 

one network.  

Focus on 

improving existing 

services is 

important.  

There is a cost to 

ensuring information 

is up to date, 

particularly in cases 

where national level 

information needs to 

be updated on EU 

level portals and 

(sometimes) 

multiple level 

national portals 

simultaneously.  

Users want easy to 

find and reliable 

information which is 

in clear and 

understandable 

language.  

 

Low levels of awareness 

and high costs for 

promoting multiple 

services.  

Increases complexity for 

users to identify services 

given requirements. 

Leads to time and cost 

burden for users to 

navigate within and 

between different 

services. 

Leads to confusion about 

remit for users and 

uncertainty for service 

providers about where to 

transfer cases or queries 

that fall outside their 

remit.  
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4.6. Conclusions and recommendations from the evaluation of 

Single Points of Contact 

 

Seven EU level services are evaluated in this chapter. They are evaluated against three key 

criteria: effectiveness, efficiency and comprehensiveness. This section presents our 

overarching conclusions drawing from these previous studies.  

 

European level contact points targeting business consumers and citizens 

 Europa.eu: An evaluation conducted in 2007 and 2008 found 79% of users were 

satisfied with the Europa website122. Accessibility was high with 73% of users 

reporting satisfaction with the access to documents, data, notices and report and 

related services such as Europe Direct. 81% of users reported that they accessed 

the information they were looking for with relative ease, however navigation in 

terms of difficulty in finding information was reported as the main reason for 

searches on this portal taking a long time. Other difficulties reported were language 

problems, and complexity of information, technical problems, structuring of 

information and search problems.  

While this evaluation was completed 5 years ago, the author believes that it 

highlights the importance of simple structures, well maintained and up to 

date portals.  

 Your Europe and Europe Direct: An evaluation completed in 2012, found that the 

scope of information available on the website varied across countries123. Some 

countries did not include all relevant national level information across the four key 

areas (taxes, residence, vehicles and business information). Overall the evaluation 

recommended promotion and awareness raising activities within national 

administrations.  

The author recommends that information gaps should be minimised and ways 

of easily ensuring relevant national information can be updated on 

European level websites (and vice versa) should be found to minimise the 

burden on national organisations in publishing information across multiple portals.  

 Your Europe Advice: Enquiries submitted to Your Europe are increasing. Enquiry 

response rates in 2009 and 2010 were high at 92%. Internal monitoring processes 

found that 88% of replies were of good quality. 97% of responses met  

the 3 day target124.  

 SOLVIT: Satisfaction with case outcomes varies with 44.3% of users reporting they 

were satisfied or very satisfied and 43.3% reporting they were unsatisfied with their 

case outcome125. In terms of satisfaction with the service provided by SOLVIT the 

majority of users were satisfied. The reasons for dissatisfaction include the time it 

takes to resolve a case, limited authority and that SOLVIT cannot ‘force’ change. 

Other reasons include insufficient legal expertise in SOLVIT Centres, particularly 

regarding poor legal research and inconsistent advice.  

                                           

122  European Commission, 2008. ‘Evaluation of Europa Website’. DG Communication. 
123  European Commission, 2012. ‘Single Market Governance 2012’ series, DG Internal Market and Services. 
124   European Commission, 2011. ‘2010 Annual Report on the Functioning and Development of the Your Europe 

Advice Service’, DG Internal Market and Services. 
125  Centre for Strategy and Evaluation Services, 2011, ‘Evaluation of SOLVIT: Final Report’. 
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Improved routing of queries to SOLVIT and other related online services 

would minimise the burden on SOLVIT. Improved cooperation with national 

administrations could be a priority as this has been identified as one of the key 

factors leading to bottlenecks in case load along with the volume of cases submitted 

to SOLVIT that are outside its remit. Improved staffing levels, lower staff 

turnover and strengthening of staff skills is also an important element.  

 EURES: There is a difference in reported satisfaction with the quality of information 

provided on EURES between business and citizens126. Citizens have a higher level of 

satisfaction overall with information provided. Satisfaction across types of 

information varies; information on the labour market has the highest level of 

satisfaction while information on living and working conditions and social security 

issues was lower.  

High quality and easily accessible information is important. Recognising that 

labour markets and social security issues are different between countries not all 

technical information can be provided on websites. Websites need to provide up to 

date information that is easy for the user to understand and then provide 

clear guidance to organisations that can further assist the user.  

 

European level contact points targeting business  

 EUGO Network/Points of Single Contact: The majority of PSC (81%) provide 

information needed to understand how to fulfil procedures either directly on the 

website or other linked website127. This compares to over half of PSC not providing 

for full completion of procedures online. Idiosyncrasies can also act as barriers, for 

example, the requirement to provide a domestic postcode in the cross-border 

country for service providers who do not want to establish but to (only) supply 

services cross-border. Language remains a barrier to the effective use to the PSC, 

in 2011 only seven out of 26 Member States allowed for procedures to be 

completed in another language.  

Priority actions include ensuring all required procedures can be completed 

online, and all necessary information is available. Increased language 

coverage and the acceptance of e-signatures from other Member States 

could also be improved.    

 Enterprise Europe Network: Overall users of the service reported they were 

satisfied; however, users reported some concerns with the level of knowledge of 

network members surrounding regulatory issues and financing and funding issues. 

The majority of users reported that the network had significance on their business. 

55% of SMEs surveyed that the services provided by the Network had increased 

turnover. The network is active in its engagement and promotional events with 

SMEs at the national and local level128. 

 

                                           

126  European Policy and Evaluation Consortium, 2010. ‘Ex-post evaluation of the EURES programme covering the 

period 2006-2008.’ DG Employment, Social Affairs and Equal Opportunities. 
127   Deloitte Consulting, 2012. ‘The functioning and usability of the Points of Single Contact under the Services 

Directive – State of Play and Way Forward: Final report’. DG Internal Market and Services. 
128   Centre for Strategy and Evaluation Services, 2011. ‘Final Evaluation of the Entrepreneurship and Innovation 

Programme: Final Report’. 
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European level contact points targeting citizens and business 

 The ECC-NET: The number of enquires submitted to the ECC-NET is increasing. 

Overall there is a high level of user satisfaction (87%)129. The main reason for 

dissatisfaction is long time delays in case handling, poor communications, and 

inability to obtain a remedy or favourable outcome. A number of complaints each 

year are closed unsuccessfully as a result of the trader’s refusal to agree to an 

amicable solution.  

As case load is increasing, effective routing of cases between the ECC-NET and 

related services becomes more important. Related and complementary services 

include FIN-NET, Your Europe, Your Europe Advice and Europe Direct. To 

strengthen the ability of the ECC-NET to secure an outcome, improved cooperation 

with national enforcement bodies and the sharing of information and evidence 

about specific traders has been identified as a key action for the ECC-NET130.  

 FIN-NET: There are coverage gaps both in terms of financial services sectors and 

countries covered by members. Overall there is a low awareness of FIN-NET 

amongst consumers. Information provision in only three languages remains a 

significant barrier for users and the availability of language translation services 

varies across members131.  

Reducing information gaps by encouraging more active participation has been 

identified as priority. Improved language translation services by ADR members 

would assist consumers to use their own language in disputes with financial service 

providers. The FIN-NET website and accompanying information could be translated 

into additional European languages. This would improve consumer access  

to FIN-NET.  

 

 

                                           

129   Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
130  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
131  Centre for Strategy and Evaluation Services, 2009. ‘Evaluation of FIN-NET: Final Report’. 
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5. SOLUTIONS AVAILABLE FOR IMPROVEMENT OF ACCESS 

TO INFORMATION AND EXECUTION OF RIGHTS 

KEY FINDINGS 

 One option for improving the online services framework for citizens, consumers 

and business is the provision of a single entry point based on user themes that 

streams users to the relevant group of online services. More user orientated 

models, as opposed to supplier side models, have been identified by previous 

evaluation studies and stakeholders interviewed as part of this study. 

 More effective sign-posting between existing complementary online services, 

streamlining and grouping services that have complementary remits and improved 

links to national level online services could help users to identify the most 

appropriate European level online service and raise user awareness of services as 

national level services and institutions are often the first point of call for citizens, 

consumers and business.  

 The use of Frequently Asked Questions (FAQ) based around user key issues 

supported by intelligent search and the use on online enquiry forms will help guide 

users and reduce the information costs of identifying the most appropriate 

service. Simplified and easy to understand terminology is important for 

accessibility. 

 There is a need for improved cooperation between European level services and 

national associations and ministries which are often the most common place 

citizens, consumers and business think to turn to when seeking advice, 

information or solutions. Cooperation between complementary online services 

should also be improved as well as promotion of awareness at ground roots level. 

Hosting of European level online service logo and link on national level 

organisation websites, and the inclusion within national level organisation search 

engines is one possible option. 

 As internet searches are one of the most important routes by which users find 

online services, search engine optimisation could raise user awareness and use of 

European level online services.  

 The use of online tools such as electronic forms can help to direct questions to the 

most appropriate service. These forms should be available in all EU official 

languages. Such tools have been particularly helpful in directing queries between 

Your Europe Advice and SOLVIT. 

 More generalised internal monitoring processes by individual services should be 

considered. For many online services evaluated as part of this study no internal 

monitoring processes or information was found. This would provide improved 

information on performance of services against key service objectives. 

 Language gaps exist with 77% of European level online services not available in 

all official EU languages. While translation can be costly, better language coverage 

(for example FIN-NET) would reduce barriers to use. Options such as the use of 

automated translation tools such as Statistical Machine Translation technology 

should be considered.  

 Regarding the scope of a common online platform, it should provide information 

about national issues and access to relevant national organisations. Automatic 
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updates on the European level services when changes are made at the national 

level should be investigated.  

 To reduce complexity of the overall online service framework, a common platform 

at European level constitutes an efficient tool for the integration of online services 

at European and national level. Through a single online platform users can save 

information costs involved in determining which online service is most appropriate 

for their requirements, as well as the costs associated with learning how to use 

different platforms. 

 A common platform that operates as a single entry point to European and national 

services would raise the number of users of online services by improved 

awareness and access. A larger number of users will increase the incentive for 

existing online services to have a richer presence and potentially compete by 

offering better services through the common platform. 

 Existing individual online platforms that already exist should be strengthened 

along the lines recommended in previous evaluations for these services  

(SOLVIT, EUGO/PSC, ECC-NET and FIN-NET).  

 A common platform is one tool that can help users to gain the benefits of the 

Single Market and in turn a greater understanding and awareness of the benefits 

and value added of the EU. A common platform can also help to focus awareness 

raising efforts, as promoting a single entry point would be more cost-effective 

than promoting multiple individual services. 

The findings from the previous Chapters (mapping exercise, the consumer and business 

surveys, the published evaluations, and the stakeholder consultations) point out the 

shortcomings and deficiencies of the current online services regarding consumers' and 

businesses' access to information and execution of rights and indicate that there is room for 

improvement of the online services framework. 

As previously mentioned, the framework of online services is disjointed. Online 

services that operate in similar areas are not linked-up with limited sign-posting 

between complementary services (Chapter 2). Low levels of awareness have been 

identified in previous studies that have evaluated online services, and again in the present 

study awareness was found to be low (Chapter 3). Users seem to be more likely to seek 

advice and information ‘closer to home’ or ‘closer to the source of the issue’, than the main 

European level online services. User understanding of the functions, scope and target 

audience of the different European level online contact points, is limited and contributes to 

the difficulty for users to identify and access the most appropriate services 

(Chapter 3). 
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In May 2013, Parliament and Council adopted the Regulation (EU) No 524/2013 on online 

dispute resolution for consumer disputes (Regulation on consumer ODR)132. The consumer 

ODR will be an online interactive platform that operates as single entry point for consumers 

and traders seeking out-of-court dispute resolution arising from cross-border and domestic 

online sales of goods and services133. This single entry for cross-border and domestic 

disputes will provide advantages with regard to consumer protection, consumer trust and 

promotion of the Internal Market, and help to reduce the fragmentation of the alternative 

dispute resolution framework for consumers134. 

In regard to the development of a single entry point for ODR, the present Chapter aims at 

presenting technological solutions that would improve the overall online service framework 

for European citizens, consumers and businesses.  

5.1. Options for reducing complexity of the online services 

framework 

At European level this study has identified forty four different online contact points for 

citizens, consumer and business. The overall high complexity of the online service 

framework arises due to the large number of online services, and is magnified by the 

extensive number of national online services. Finding and identifying the most appropriate 

online service proves to be difficult.  Further, with such a large number of services, 

awareness of individual services is low (Chapter 3) and the cost of promoting multiple 

services is considered high by a number of stakeholders interviewed for this study. At 

national level, the number and organisation of online services varies. The difference in 

national organisation adds to complexity for users when seeking assistance or advice in 

countries other than their domestic country.  

Options for reducing complexity can be found in the national online services experience. The 

greatest number of online services was identified in Bulgaria (61) and Germany (55). In 

Bulgaria the 2008 e-Government Law has driven the provision of electronic administrative 

services across all ministries and regional administrations and this is now being extended to 

municipalities. In Germany, the EUGO/PSC are managed at the state level and there 

are well developed online ADR services which are sector specific. In the UK, all public 

agencies and competent authorities are being brought within the one common platform 

‘GOV.UK’. Through this portal users can access information and complete administrative 

procedures with multiple providers via this one site. The UK also has an extensive range of 

very localised points of contact often focused on social welfare issues and managed by local 

authorities. In Portugal the Agency for Public Sector Modernisation provides a core 

gateway to public services, and this portal is divided into a citizens and business portal. 

This ‘gateway’ provides a link to other online services including regional or municipality 

services.  Hungary also has a centralised ‘Government Window – integrated government 

services centre’ that operates a central entry point for many services.  

A common platform at European level constitutes an efficient tool for the 

integration of online services at European and national level.  Indeed, this is 

consistent with the findings of the European Parliament note “Optimal Integration of the 

                                           

132  Regulation (EU) No 524/2013 of the European Parliament and of the Council of 21 May 2013 on online dispute 

resolution for consumer disputes and amending Regulation (EC) No 2006/2004 and Directive 2009/22/EC 

(Regulation on consumer ODR). At the same time EP and Council adopted the Directive 2013/11/EU of 21 May 

2013 on alternative dispute resolution for consumer disputes and amending Regulation (EC) No 2006/2004 

and Directive 2009/22/EC (Directive on consumer ADR).  
133  European Parliament (2012) Assessing the optimal scope of European Dispute Resolution Platform.  
134  European Parliament (2012) Optimal Integration of the European Dispute Resolution Platform. 
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European Dispute Resolution Platform”, with the fragmentation of alternative dispute 

resolution (ADR) tools and low levels of awareness amongst consumers of appropriate ADR 

schemes, a single entry point can help the user to make an informed choice consistent with 

his or her interests135.  

Different key actions should be investigated at EU level to simplify the online services 

framework.  

5.1.1. A single entry point based on user themes 
 

The provision of a single entry point based on user themes that streams users to the 

relevant group of online services. This is the idea of a ‘common platform’ which will be 

further assessed in Chapter 6. As was found in the survey of citizens/consumers and 

businesses for this study, users are issue focused and want streamlined and clear 

paths to navigate information sources and find the advice or information they require. 

For consumers and businesses, the most important features of a single contact point for all 

issues associated with living, working, travelling and setting up a business in the EU is 

clarity, accuracy and ensuring information is up-to-date; easy to access, consult and 

navigate; and, easy to use and user friendly (Chapter 4). When considering problems users 

of European level online portals have encountered these include difficulties in finding 

information and searching through irrelevant information136, and incomplete or missing 

information or processes137. Stakeholders consulted as part of this study also raised the 

point that users often need to search multiple sites to find the required information, and 

that online services are often developed on a supplier organisational basis as opposed to a 

user orientated or demand basis. The evaluation of the Points of Single Contact by Deloitte 

in 2012 recommended a more user-orientated model that would entail user-orientated 

design, collaborative service development and delivery, social networking and crowd 

sourcing. Life cycle events are important events or stages in the life of a business and an 

online service that provides everything which is needed for these events could be a positive 

development for PSCs (Chapter 4). Movements are being made in some countries such as 

the UK, where all national government agencies and ministries are being brought within one 

common platform from which users can find information and in some cases complete online 

procedures across multiple agencies without leaving the one portal. The Your Europe portal 

is already structured on a user theme basis, and the online ‘still need more help’ form 

routes users to relevant other European level online services and provides an online form to 

stream further information requests to Your Europe Advice and SOLVIT. Your Europe 

however remains limited in its efficiency and effectiveness for users because it is not 

comprehensive in its coverage i.e. it does not provide links and guidance to all online 

services at European level; and, some services such as EUGO/PSC are incomplete in the 

services they offer with differences between the national service offerings. Further, some 

services are under construction and others have limited linguistic coverage. Users’ 

awareness of Your Europe is also low, as we saw in Chapter 3 less than 0.5% of citizens 

knew of Your Europe  in a spontaneous question. This was 7% when they were prompted 

and specifically asked about Your Europe. No businesses spontaneously reported they knew 

of Your Europe and this was 9% when they were specifically prompted.  

 

                                           

135  European Parliament (2012) Optimal Integration of the European Dispute resolution Platform.  
136  European Commission, 2008. ‘Evaluation of Europa Website’. DG Communication. 
137  Eurochambres, 2011. ‘Policy Survey 7th Edition: The Chambers’ Perspective on the Points of Single Contact.’ 
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5.1.2. Effective online signposting 

We've seen that sign-posting is disjointed between some related online services. For 

example, EURES, Study in Europe, PLOTEUS as well as Eurydice provide information on 

studying and learning opportunities in other European countries but there is little138 or no 

clear sign-posting between them. Within the Your Europe family, Your Europe Advice sign-

posts to Your Europe, recommending that users seek information there before contacting 

Your Europe Advice, however Your Europe does not provide a clear sign-post to Your Europe 

Advice139. The group/family of online services that cover legal issues SOLVIT, Your Europe 

Advice, the European E-justice portal and e-CODEX do not interlink to aid the user to find 

the most appropriate service (Chapter 2). An evaluation of SOLVIT by CSES in 2011 found 

that most SOLVIT cases are routed via internet searches or by signposting by other 

networks or organisations, and that media/press campaigns have attracted only a small 

number of cases140. Improved streamlining and sign-posting with other European level 

websites is a possible strengthening of SOLVIT (Chapter 4). A report by the EC in 2011, 

unlocking SOLVIT’s potential141, stated that internet searches and streamlining with other 

websites have proven to be a very successful and cost efficient way to guide cases to 

SOLVIT. In order to get effective online sign-posting between SPCs that have 

complementary remits, streamlining and grouping the online services should be 

further developed. The use of a Frequently Asked Questions (FAQ) section that 

addresses the most frequent issues for business, citizens and consumers could be 

implemented along with a computer tool (AI) for directing users to possible solutions for 

their queries.  

Combining the implementation of services around common service platforms was a key 

recommendation of the European Commission SMART study as part of the  

Digital Agenda142. Combining complementary services around business lifecycle operations 

and judicial procedures was seen as a primary example. In addition portals for combining 

different services could simplify the access to information such as labour conditions, 

taxation, health and pensions. In turn, the study stated, these actions could help reap more 

benefits from increased service awareness.  

                                           

138  EURES does sign-post to PLOTEUS on its learning opportunities page.  
139  Your Europe Advice is one of the options provided through the ‘require more help’ pages.  
140  Centre for Strategy and Evaluation Services, 2011. ‘Evaluation of SOLVIT: Final Report’. 
141  European Commission, 2011. ‘Reinforcing effective problem-solving in the Single Market’. DG Internal Market 

and Services. 
142   European Commission (2011) Study on the analysis of the needs for cross-border services and assessment of 

the organisational, legal, technical and semantic barriers (SMART). 
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5.1.3. Improved links to national level services and organisations  

The findings of the surveys show that national level services and organisations are 

often the first source users turn to for advice (Chapter 3). Improved coordination and 

linkages with national level organisations has also been identified as a need in a number of 

previous evaluations. For example,  an evaluation of the ECC-NET in 2011 suggested that 

the ECCs should strengthen cooperation with enforcement bodies, and make greater use of 

data sharing and evidence about specific national traders in order to improve assistance to 

consumers shopping cross-border143. An evaluation of FIN-NET by CSES in 2011 

recommended an improved and more active participation by national FIN-NET members in 

terms of the exchange of information inside the network and a widening of participation to 

reduce coverage gaps in financial services sectors and countries by increasing national ADR 

membership of FIN-NET.  

5.2. Options for improving understanding and awareness  

Raising awareness that online services exist and are available for business and consumers is 

one of the key areas to focus on. Awareness remains very low for most European level SPCs 

and understanding of online services’ target and scope show mixed results but however 

remains low (Chapter 3).  

In order to improve awareness and understanding different actions could be taken.  

5.2.1. Promote awareness and cooperation at ground roots level 

Online services should promote awareness and cooperation at a ground roots level, 

at the point where the citizen or business may first go for information and advice. This was 

a key suggestion for improvement of the Your Europe national portals made by EC DG 

Internal Markets in the Single Market Governance report. The lack of cooperation from 

national authorities was identified as a key driver of case build-ups for SOLVIT144. Delays in 

case handling by ECCs are often caused by slow responses from the relevant National 

Enforcement Bodies145. The surveys conducted for this study found that the most common 

place consumers and SMEs would think of to turn to for advice about cross-border issues in 

Europe was national institutions. Further, in our stakeholder consultation we found that 

users of online services do not always know they are interacting with a particular service 

because the service is embedded in a business or consumer organisation, or in the relevant 

government agency that the user has turned to for advice or assistance. Examples include, 

hosting the European level online services ‘logo’/link on national level organisation 

websites146. Where there are internal search engines within the national organisation 

website, ensuring that the European online service can be found within the search 

options/findings. Other options, though not necessarily technological, include promotion and 

awareness raising for staff within national organisations to ensure users are directed to 

European level services when appropriate. Possible options here include the use of e-mail 

and electronic ‘newsletters’ directed at staff within national organisations. 

                                           

143   Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
144   European Commission, 2012. ‘Making the Single Market Deliver: Annual Governance Check-up 2011’. DG 

Internal Market and Services. 
145   Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
146  This does happen in some instances. For example on the Trading Standards Institute in the UK there is a link 

to the European Consumer Centre Network.  
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Furthermore, to ensure optimal integration of a common platform with national online 

services standardised procedures could be implemented to facilitate communication and 

cooperation between national and European services (as recommended in the case of the 

European Dispute Resolution Platform147).  

5.2.2. Undertake a Search Engine Optimisation process 

For citizens and SMEs that reported they were aware of European level online services, most 

found the service using an internet search engine. Further, a web search was the second 

most common response from consumers in the questionnaire when asked where they would 

turn to for advice or information on cross border issues (Chapter 3). This route has also 

been identified by previous evaluations, for example, 58% of all enquires made to Your 

Europe Advice arrived through the online enquiry form148, and 34% of ECC-NET users 

became aware of the network through the internet149.  

One option for increasing the number of business and citizens that find relevant online 

services is to undertake a Search Engine Optimisation process (SEO). SEO is the 

practice of optimising a website so that it shows up in search engine results, preferably on 

the first page, when individuals search for specific words and phrases. An important part of 

the SEO process involves defining appropriate ‘keywords’, a ‘title’ and a ‘description’ in a 

website’s source code. For example, SEO has been recommended as a policy option for 

improving the visibility of ECC-NET amongst consumers150.  

5.2.3. Use of electronic forms, simplified terminology and social networking 

Effective routing from one online service to related online services is important for 

improving citizen and business understanding and raising awareness. In order to improve 

understanding, one effective method for routing is the use of electronic forms that can be 

completed so that the entity or entities most competent to deal with the request can be 

identified, and the request sent directly to the respective entity without the user having to 

identify which entity to approach. This form should be available in all official languages of 

the EU. For example, the use of common online forms that directs questions to Your Europe 

Advice or SOLVIT has resulted in a decrease in the percentage of cases referred to SOLVIT 

that are outside its remit, and increased cases reaching Your Europe Advice151. This solution 

would remove the need for the user to identify which online service is most appropriate.  

Complex terminology and presentation of information and use of acronyms on some online 

services was identified as a barrier to understanding by a number of stakeholders and in the 

consumer and SME questionnaires (Chapter 3). Simplified and easy to understand 

terms that do not require a pre-existing knowledge of the issue or area of law. Clear, 

accurate and up-to-date information was identified as the most important feature of a single 

point of contact by consumers in this study. 

                                           

147   European Parliament (2012) Optimal Integration of the European Dispute resolution Platform.  
148   European Commission, 2011. ‘2010 Annual Report on the Functioning and Development of the Your Europe 

Advice Service’, DG Internal Market and Services. 
149   Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumer. 
150   European Commission, 2010. ‘EC Formative research for the ECC-NET promotion campaign’, a report by the 

Evaluation Partnership. DG Health and Consumers. 
151   European Commission, 2012. ‘Making the Single Market Deliver: Annual Governance Check-up 2011’. DG 

Internal Market and Services. 
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5.3. Methods for improving effectiveness and efficiency 

Drawing upon previous evaluations (Chapter 4), the effectiveness and efficiency of the 

overall framework of online services can be considered medium to high. Effectiveness has 

been assessed from a user perspective based on user satisfaction levels and reasons for 

satisfaction/dissatisfaction. Efficiency is assessed based on the proportion of requests 

effectively dealt with; resolution rates; timeframes to deal with requests; and, internal 

monitoring measures and procedures.   

Overall the level of satisfaction for users of online services at the European level 

can be considered medium to high. Satisfaction by users of individual services is 

generally very good, for example 87% of users of the ECC-NET report they find the service 

useful and 85% were happy with the service of ECC advisors152. Low levels of 

satisfaction can arise due to the timeframe it can take to deal with requests153, 

variance in advisor skill levels across networks154. Where internal monitoring systems exist 

response rates and case handling targets are generally met. Your Europe Advice response 

rates in 2009 and 2010 were at 92% and 97% of responses met the 3 day target.155 89% of 

SOLVIT cases were resolved in 2011 and 67% of cases were handled within the 10 week 

target.156  Barriers to effectiveness and efficiency include language coverage gaps and 

this has been identified as of particular importance for services that help consumers to 

exercise their rights such as FIN-NET157. Gaps in required information and procedures158, 

and the requirement to often seek relevant information from multiple related sites  

(Chapter 2) can also lead to user confusion and limits on effectiveness.  

While efficiency and effectiveness of existing online services is good, there are number of 

actions that could be considered to improve effectiveness and efficiency for users of  

online services. 

5.3.1. Improve language coverage 

Coverage of official EU languages varies considerably between online services. Language 

gaps exist on some online services, including on the landing page which is the first entry 

point for users. Some online services are available in all EU languages (23%), but the 

majority identified in the mapping for this study (77%) are not available in all official 

languages (Chapter 2). For example, FIN-NET is available in English, German and French 

only. In addition, on the page where consumers can find information about their national 

alternative dispute resolution FIN-NET member the information sheets are only available in 

English. ECC-NET main site is available in ten languages. The European Commission study 

                                           

152   Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
153   Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
154   Centre for Strategy and Evaluation Services, 2009. ‘Evaluation of FIN-NET: Final Report’; and, European 

Commission, 2012. ‘Making the Single Market Deliver: Annual Governance Check-up 2011’. DG Internal 

Market and Services. 
155   European Commission, 2011. ‘2010 Annual Report on the Functioning and Development of the Your Europe 

Advice Service’, DG Internal Market and Services. 
156  European Commission, 2012. ‘Making the Single Market Deliver: Annual Governance Check-up 2011’. DG 

Internal Market and Services. 
157  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
158  Eurochambres, 2011. ‘Policy Survey 7th Edition: The Chambers’ Perspective on the Points of Single Contact.’ 
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on SMART159 as part of the Digital Agenda found that one of the important organisational 

aspects of online services is language functionalities. Language functionalities drive usage, 

and two of the key areas for improvements were the provision of information in foreign 

languages and the ability to submit forms in languages other than the home country 

language. Options include the use of automated translation tools such as the Statistical 

Machine Translation technology being developed by Directorate-General Translation160.. 

Language coverage was raised by stakeholders as an area of improvement for existing 

online services. However, stakeholders have also recognised the cost associated with 

providing all services and functions in all languages. In the consumer survey, information in 

other languages was not identified as an important feature of an online service (Chapter 4). 

However, this may be because most respondents to the survey reported that if they were 

seeking information or advice about cross-border issues they would first go to their national 

organisation or institution.  

5.3.2. Improve accessibility for users 

Accessibility in terms of finding information, accessing the relevant forms and documents 

could be improved. This is particularly the case for businesses where required information 

may be spread across numerous different portals. When consumers were asked what the 

most important feature of single online contact point for all issues associated with the EU 

was, the second most important feature identified was easy to access, consult and navigate. 

Ensuring accurate and updated information is available on the common platform is of key 

importance and methods for ensuring an efficient process should be implemented161.  

5.3.3. Improve the timeframe to deal with requests, variance in advisor skill levels and 

generalise internal monitoring systems 

While satisfaction levels with online services at European level are generally good as 

reported by users of individual services. Satisfaction levels can vary across services and 

across networks. Low levels of satisfaction can arise due to slow case handling 

procedures, and variability in staff skills across networks. For example, while the 

majority of SOLVIT users report that their case was handled effectively, one of the main 

factors that users thought hindered the efficiency and effectiveness of SOLVIT was poor 

quality of service relating to a lack of responsiveness and urgency, a lack of willingness to 

deal with difficult cases, poor communication and an absence of following up cases. Another 

reported weakness was insufficient legal expertise within each SOLVIT Centre to address 

each case, particularly regarding poor legal research and inconsistent advice 162.  

In the case of the ECC-NET, over 80% of users contacting the ECCs agreed that they 

provided a useful service. However, when users reported they were unsatisfied with the 

service the main reasons for such feelings included long delays in case handling; failure 

to respond to consumers and/or lack of communication.163 In an evaluation of FIN-NET164, 

the guidance and support to consumers was considered valuable. However, more generally, 

the quality of services provided to cross-border consumers was not considered satisfactory. 

                                           

159  European Commission (2011) Study on the analysis of the needs for cross-border services and assessment of 

the organisational, legal, technical and semantic barriers (SMART). 
160  http://ec.europa.eu/isa/actions/02-interoperability-architecture/2-8action_en.htm. 
161  European Parliament (2012) Optimal Integration of the European Dispute Resolution Platform. 
162  Centre for Strategy and Evaluation Services, 2011. ‘Evaluation of SOLVIT: Final Report’. 
163  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
164  Centre for Strategy and Evaluation Services, 2009. ‘Evaluation of FIN-NET: Final Report’. 

http://ec.europa.eu/isa/actions/02-interoperability-architecture/2-8action_en.htm
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Reasons for this were coverage gaps and disparities between national centres in the 

network competence and activity levels.  

In light of these previous evaluations, efforts to reduce the timescale to deal to requests 

and cases and raising staff skill levels could improve the efficiency and effectiveness of 

individual online services.  

In cases where individual online services have internal monitoring procedures and 

processes, reported performance by the network/service is generally good. For example, for 

ECC complaints between a consumer and trader, over 70% were closed in 2009. Varying 

resolutions were found ranging from “Amicable solutions obtained with the trader” (48.2%) 

to “No solution found” (38.6%) and “Closed as unresolved by common agreement of the 

ECCs” (0.1%)165. SOLVIT’s resolution rate was 89% in 2011166, with 67% of cases handled 

within the 10 week limit.  

In the evaluation of online services completed as part of this study (Chapter 4), we did not 

find any internal monitoring information for a number of online services. This means there is 

no information for the services in order to assess internal performance against key 

objectives.  More generalised monitoring could be adopted by individual online services. 

This would provide improved information on performance of services against key 

service objectives.  

5.4. Options for improving comprehensiveness 

Comprehensiveness of the online services framework is medium to high (Chapter 4).  

The framework of 44 services covers a wide range of topics about living, working, studying 

and solving problems and all issues associated with the EU. Where gaps in 

comprehensiveness arise, these are driven by variance in language coverage  

(as discussed above in improving effectiveness and efficiency), and absence of some 

online processes, for example in the EUGO/PSC network 76% of PSCs provide all required 

information while 50% provide for the full completion of procedures167. Other gaps have 

been identified in terms of sector coverage by online services. EURES could broaden its 

coverage of markets to include additional sectors168, and FIN-NET could incorporate 

additional sectors and countries by increasing ADR membership169. Interlinking between 

national and European level varies across countries (Chapter 2). Further e-government 

service development varies across countries with some countries (e.g. the UK and Bulgaria) 

where e-government processes are mature and services are being brought within an 

umbrella service.   

Different actions can be undertaken to improve the comprehensiveness of the  

online framework. 

This study and past evaluations of individual online services have identified ‘building a 

business case’ for national and local authorities to bring administrative procedures online. 

For example, stakeholders consulted as part of this study for the EUGO/PSC, reported that 

national authorities promote online procedures for high volume markets that may not fall 

                                           

165  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
166  European Commission, 2012. ‘Making the Single Market Deliver: Annual Governance Check-up 2011’. DG 

Internal Market and Services. 
167  Eurochambres, 2011. ‘Policy Survey 7th Edition: The Chambers’ Perspective on the Points of Single Contact.’ 
168  European Commission, 2012. ‘Commission Staff Working Document: Reforming EURES to meet the goals of 

Europe 2020’. SWD(2012) 100 final’. 
169  Consumer Policy Evaluation Consortium, 2011. ‘Evaluation of the European Consumer Centres Network, Final 

Report’. DG Health and Consumers. 
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within the Directive (such as private hire vehicles and taxi licences). Incorporating high 

volume markets can establish the justification for investment in developing  

online procedures.  

Improve online service providers’ understanding of which online services can most 

effectively address different issues. For example, the evaluation of SOLVIT in 2011 

identified that gaps in understanding at EU level where SOLVIT can be most effective was 

inhibiting the number of cases allocated to SOLVIT. The evaluation of FIN-NET 

recommended that ECC-NET centres should be updated on the coverage and competencies 

of the FIN-NET members so that consumers could be efficiently directed to the  

relevant member.  

 

Strengthened cooperation between complementary online services such as ECC-

NET, FIN-NET and SOLVIT should also be promoted. One of the key recommendations in the 

2011 evaluation of ECC-NET and the 2009 evaluation of FIN-NET was the establishment of 

formal cooperation between ECCs and FIN-NET members. The Annual governance check-up 

of the Single Market 2011 also identified that additional synergies between existing online 

services would lead to improved governance tools and avoid any duplication between 

related services170.  

5.5. Characteristics and functions a common online platform  

would have 

The common platform should make information easier to find, and navigation should be 

simple. The platform should not require the user to identify which service they require but 

should be based on user needs implementing technological solutions such as electronic 

query forms (Chapter 5). A common platform should therefore not duplicate the functions 

performed by the individual online services, but instead should act as single point of 

entry based on user needs that guide and stream users to the most appropriate 

European level online service. This requires effective streamlining of different 

services. Streamlining will not only have benefits for users of the online service but can 

also generate benefits for online service providers. Streamlining and grouping the set of 

online services can reduce the number of requests submitted that fall outside the scope of 

any one service as has been observed with the interlinking of the problem solving tools 

SOLVIT and Your Europe Advice, and can raise staff awareness of other complementary 

services that requests could be directed to.  

European online services should be grouped according to ‘families’ and be better interlinked. 

For example, the ‘family’ of online services that seek to provide information, advice and 

help when ‘things go wrong’ which includes the problem-solving services SOLVIT and FIN-

NET, Your Europe Advice and the ECC-NET, plus the European e-justice portal and e-CODEX 

provide distinct but yet complementary services. Streaming and interlinking these 

services through a common platform would help users to find the correct service and allow 

more efficient routing of requests. Another example is the extensive array of online services 

providing information and advice on living, working, studying and travelling within the EU. 

The fourteen different portals managed by the European Commission that provide services 

to citizens on education, employment and culture could be grouped into a family and 

interlinks could be identified between complementary services.  

                                           

170  Making the Single Market Deliver – Annual Governance Check-up, (2012) European Commission. 
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The use of routing is a key element in a common platform. The common platform 

needs to reduce the search burden for users. It should also remove the need for the user to 

understand the remit of individual services and to then match their requirement to the one 

or more services. A good example of such routing is the online question form ‘still need 

more help’ on the Your Europe website. Depending on the specific webpage the user is on, 

by clicking on this ‘help’ box the user is then asked 2 or 3 simple questions about their 

requirement. Depending on their answer they may be routed to an online submission form 

that automatically directs their query to SOLVIT or Your Europe Advice. Alternatively, the 

user may be directly routed to online services such as EURES and the ECC-NET. This active 

streaming approach could be further expanded allowing users to effectively find and access 

different services based on their needs.   

5.6. Scope of a common platform 

Each European level service should provide information about national level issues 

within its remit. Information and access to the relevant organisations at national 

level should also be provided at the European level individual service. The disjointed nature 

of European level online services and the differences in organization of online services at 

national level creates a situation in which a common platform allowing simple and easy 

access to the appropriate individual services will benefit citizens, consumers and business. 

Regarding extension to national level organisations, users could not be aware that their 

issue is cross-border, in other words the user is not necessarily aware whether he or she is 

entering into a cross-border or domestic transaction and is uncertain of what level to turn to 

for assistance (EU, national or local).  

A comprehensive, easily accessible and clear route for information, advice and assistance 

with all issues related to living, working and studying in the EU is not sufficiently addressed 

at the national level. Different Member States have different approaches and levels of 

complexity. This needs to receive an effective solution at European level.  

Through a single online platform users can save information costs involved in 

determining which online service is most appropriate for their requirements, as well as the 

costs associated with learning how to use different platforms. A common platform with 

clear, accurate and up-to date information can also foster user confidence and trust in 

the online services.  

A common platform that operates as a single entry point to European and national services 

would raise the number of users of online services by improved awareness and access. A 

larger number of users will increase the incentive for existing online services to have a 

richer presence and potentially compete by offering better services through the 

common platform.  

Considering the costs of establishing a common platform, setting up the common platform 

based on existing infrastructure, for example, the Your Europe Portal means the fixed 

costs would most likely be minimal, and the additional costs would arise though the 

integration and the streamlining of existing services.   

In this regard we are of the opinion that principles of subsidiarity and proportionality are 

most likely met by the establishment of a common online service at EU level. However, no 

full cost-benefit assessment has been completed as part of this study.  

However, the provision of national level information on European level services increase 

administrative burdens for national organisations, administrations and ministries as the 

same information would need to be updated on multiple sites simultaneously. Technical 

solutions to ease this burden could be considered such as automatic updates on the 
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European level services when changes are made at the national level. The feasibility 

of such solutions should be investigated.  

Online platforms that already exist should be strengthened along the lines recommended in 

previous individual evaluations completed for SOLVIT, EUGO/PSCs, ECC-NET and FIN-NET, 

and discussed in Chapter 4 of this study. A common platform can streamline and group 

individual services into ‘families’ and more effectively route and match users needs to 

specific services, but the overall online service framework can only effectively assist 

businesses, citizens and consumers to gain benefits from the single market if the individual 

services are effective and efficient. 

It is also important that national online services continue to be organised in a way that 

meets national needs and common forms of organisation and communication. For example, 

the networks of services (ECC-NET, FIN-NET, SOLVIT) are managed by different types of 

organisations at national level. SOLVIT Centres are generally managed by the national 

ministries however there are also situations where they are managed by national business 

associations. Requiring re-organisation of national level online services such that they 

undertake the same functions and services as the European level services would most likely 

be an expensive process, and involve duplication.  

5.7. Raising awareness of the benefits of the EU 

A common platform that operates as single entry point to European and national level 

services, contains accurate and up-to-date information, provides clear sign-posting to 

individual services based on user needs, and provides information in a clear and transparent 

way can help users to solve problems they face in cross-border transactions, and also at 

national level. In this regard, a common platform is one tool that can help users to gain 

the benefits of the Single Market and in turn a greater understanding and 

awareness of the benefits and value added of the EU. A common platform can also 

help to focus awareness raising efforts, as promoting a single entry point would be more 

cost-effective than promoting multiple individual services.  

It is important however, that the organisation of a single entry point should ensure that 

users are not burdened with long and complicated processes to find the relevant 

information, assistance and advice they are seeking. In other words a ‘call centre’ 

approach should be avoided where users must click through multiple ‘buttons’ before 

getting to their destination. The use of ‘smart tools’ such as online enquiry forms, and 

Frequently Asked Questions combined with a computer tool (AI) for directing users to 

possible solutions for their queries are potential technical methods for minimising search 

time and effort within the common platform.   
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6. VALUE ADDED OF A COMMON PLATFORM 

KEY FINDINGS 

 The objective of a common platform, and benefits it potentially provides European 

citizens, is improved access to required information, advice and assistance 

in the exercise of their rights and benefits of the single market. The common 

platform should make information easier to find, and navigation should be 

simple. The platform should not require the user to identify which service they 

require but be based on user needs implementing technological solutions 

such as electronic query forms. 

 Latent demand for online cross-border e-government services is estimated 

to be over 1.5 million citizens and more than 300,000 businesses per year. 

Barriers to increased and effective use of online service are overall complexity, lack 

of availability and low levels of awareness. A single entry point to European and 

national level services can help overcome these barriers. 

 A common platform that operates as a single entry point and streams users to 

the relevant individual services could raise consumer awareness of the 

different existing online services. 

 Any common platform would need to be prominent and easily found using an 

internet search. Raising awareness of a single entry point would be easier 

and less costly than multiple awareness campaigns. 

 A common platform should not duplicate the functions performed by existing 

platforms but instead operate as an single point of entry service. Existing 

services should be grouped into families of complementary services, and users 

routed to these families through the use of online tools. This approach would 

reduce the search burden for users. 

 A common platform that provides improved access to advice and problem solving 

can help to improve consumer confidence and address fragmentation in 

consumer protection rules. 

 A common platform can help to reduce the compliance costs businesses incur 

when they enter foreign markets by improving accessibility and transparency of 

information. 

 Easily accessible and understandable information through a common platform can 

strengthen consumers’, and in particular vulnerable consumers’, capacity to take 

optimum decisions. 

 63% of European citizens would welcome an online service that would easily 

allow them to understand what level of administration to turn to if their rights are 

not respected. 

 74% of people with a negative perception of the EU report they are not 

well informed about EU affairs. Providing citizens with information about 

European issues from a European point of view and a range of national perspectives 

from Member States could increase the European public space and contribute to 

more informed debate. Improvement in access to information about 

European rights facilitated by a common online platform can contribute to 

citizens’ understanding and perception of the European Union.   
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 Benefits to users from improved web-accessibility is estimated by previous impact 

assessments to be in the range of EUR 300 million a year in savings by being 

able to compare services in the internal market. Access to more competitive 

offers and in turn lower prices has been estimated to provide citizens with benefits 

above EUR 500 million.    

 Overall, a common platform that provides a single point of entry to European and 

national level online services; and, which improves users’ awareness, 

understanding  and access to  online services, would raise the number of users of 

these services. Greater use of services will help users to exercise their rights and, 

in turn, this can help to improve citizens’ and businesses' perceptions and 

understanding of the value of the internal market rules and EU actions. 

 However, there is significant scope for the strengthening of existing online services 

along the lines identified in previous evaluations for the key services SOLVIT, 

EUGO/PSCs, ECC-NET and FIN-NET. The success of a common platform is 

dependent on the quality of existing online services. Poor experiences with 

existing platforms will generate negative perceptions of any new platform leading to 

reduced return rates. 

The Single Market has generated benefits for European citizens and businesses. It has 

reduced barriers, simplified rules and enabled citizens and businesses to benefit from more 

harmonised legal and justice systems, freer movement and a wider choice of goods and 

services. However, there remain obstacles to the full realisation of benefits from the Single 

Market. These obstacles may arise in the form of information gaps (individuals and 

businesses do not have adequate information about their rights) and by implementation or 

application gaps (national rules do not align with EU law or are misapplied)171. 

The European Commission Communication on Better Governance of the Single Market 

identified four key aims to improve the effectiveness of the Single Market for 

businesses and citizens172. These included the following: 

 Application of smart regulation principles when making and implementing Single 

Market rules; 

 Smarter use of IT-tools to inform businesses and citizens, and enable them to 

better exercise their rights and benefit from opportunities in the Single Market;  

 Access to fast and effective redress and problem solving mechanisms; 

 Improved monitoring, coordination and control.  

In order to improve business and citizens understanding of their rights and to minimise 

difficulties encountered when trying to exercise them, the Commission highlighted the 

role and further development of online portals for citizens and businesses. In 

particular, to build upon the existing tools and systems that already exist, and to improve 

connectivity between initiatives and the national and EU level for consumers and 

businesses, the Commission will undertake further work to ensure information and advice is 

easily available via a common platform, potentially based on the Your Europe Portal. The 

Points of Single Contact, and the supporting EUGO Network, will be further expanded to 

allow a wider range of administrative procedures to be completed online. The SOLVIT 

                                           

171  European Commission, 2012. ‘Making the Single Market Deliver: Annual Governance Check-up 2011’. DG 

Internal Market and Services. 
172  European Commission, 2012. ‘Better Governance of the Single Market’, COM(2012)259 Final. 
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network will continue to provide problem solving and redress in instances of misapplication 

of EU law by public authorities. As part of the commitment to guaranteeing fast and 

effective judicial redress by Member States, the Commission will further develop the e-

justice portal to improve access to justice for citizens and business across the EU. As part of 

the Draft Directive on alternative dispute resolution for consumer disputes, an EU wide 

online platform for consumers and traders to resolve contractual disputes through the 

intervention of alternative dispute resolution schemes will be developed173. By 2015 EU 

providers of telecoms, broadcasting and electronic services to final consumers will be able to 

declare and pay all VAT owed across the EU using an online ‘mini one-stop-shop’, this will 

later be extended to other providers in the economy174. In the health area, Directive 

2011/24/EU on the application of patients’ rights in cross-border health care requires each 

Member State to set-up one or more national contact points to inform citizens about their 

rights to cross-border health treatment and reimbursement175.  

The European Parliament has repeatedly called for the strengthening of online services for 

citizens and businesses such as SOLVIT and the European Consumer Centres, and stressed 

the need to develop a more linked-up approach to problem-solving including the 

establishment of synergies between different online tools to improve efficiency, user 

friendliness and minimisation of overlaps176. The European Parliament Committee on 

Internal Market and Consumer Protection (IMCO) called on in 2010 the Commission to come 

up with a roadmap regarding the development and interlinking of different problem solving 

tools to achieve these aims.  

The IMCO Committee recommends the further development and promotion of the Your 

Europe portal so that it offers a single gateway to all information, and the further 

development of the Points of Single Contact to improve user-friendliness and access to 

information and all administrative procedures online. In addition, the Parliament has called 

on Member States to increase public awareness of the EURES service to enable EU 

citizens to benefit more fully from employment opportunities across the EU177. In 2013 the 

Commission will review and reform the EURES network to enhance job matching services 

and will launch a pilot initiative with some Member States to improve the EURES information 

exchange about traineeships and apprenticeships to further facilitate the transition of young 

people into the workforce178. 

While the online services available to citizens and consumers play an important role in 

enabling access to the benefits of the Single Market, problems persist in these services fully 

achieving these aims. Awareness of online services amongst both citizens and 

business remains low. Since 2002 SOLVIT’s case load has increased dramatically, 

however recent evaluations have found that case handling times are getting longer 

while case numbers are no longer on the increase. The Points of Single Contact vary across 

                                           

173  Draft Directive on alternative dispute resolution for consumer disputes and amending Regulation (EC) No 

2006/2004 and Directive 2009/22/EC. 
174  European Commissions Council Regulation amending Implementing Regulation (EU) No 282/2011 as regards 

the special schemes for non-established taxable persons supplying telecommunications services, broadcasting 

services or electronic services to non-taxable persons 
175  The Directive is under transposition until 25 October 2013.  
176  European Parliament, 2009. ‘2009/2289 (INI) Report on Governance and Partnership in the Single Market’. 

Committee on the Internal Market and Consumer Protection; European Parliament, 2010. ‘2010/2011 (INI) 

Report on delivering a single market to consumers and citizens’, Committee for Internal Market and Consumer 

Protection; European Parliament, 2009. ‘2009/2138 (INI) Report on SOLVIT’, Committee on the Internal 

Market and Consumer Protection. 
177  European Parliament, 2009. ‘2009/2289 (INI) Report on Governance and Partnership in the Single Market’. 

Committee on the Internal Market and Consumer Protection.  
178  European Commission (2013) EU Citizenship report. 
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Member States in terms of the scope of information available and the number of 

procedures that can be fully completed online. FIN-NET remains available in only a 

limited number of languages, and the ECC-NET is considered by consumers who use the 

service to take too long to close cases.  

Overall there is a large number of different online services available for citizens, consumers 

and businesses at the EU level, almost all of these services are managed or co-funded by 

the European Commission. Difficulties can arise in terms of being aware a given service 

exists, accessing the most appropriate service, understanding its functions and finding the 

information, advice or assistance being sought by the user. At Member State level online 

services vary in their number, organisation and focus. How EU citizens access national 

services can also vary and linkages to EU level services that focus on cross-border issues 

can also take different forms between Member States. The general framework of online 

services is complex, thereby potentially minimising the benefits derived from these services 

by European citizens and businesses. 

In light of the findings from this study, the final section of this report assesses the benefits 

of a common platform for citizens, business and consumers. 

6.1. Reducing complexity of the online services framework 

As we have previously seen (Chapter 2) there is an extensive number of national level 

online contact points. The number varies between 61 in Bulgaria and 22 in the Netherlands. 

National services vary in their organisation. In the UK, Hungary and Bulgaria, for example, 

government e-services are well developed with a central government portal providing entry 

to many single points of contact and facilitating electronic administrative procedures. Other 

countries such as Italy, France and Germany have a more disaggregated organisation with 

online services provided at the regional level. National business or industry associations and 

consumer associations often operate online services targeted at specific industry guilds and 

consumer rights. 

The large number of European level online services and the extensive range and differing 

organisational arrangements of national level online services generates complexity in 

identification and access to relevant services.   

Latent demand for online cross-border e-government services has been estimated to be 

over 1.5 million citizens and more than 300,000 businesses per annum179. While 37% of 

European citizens report they are interested in using e-government services but are not 

currently using them. Barriers to increased and effective use of online services by European 

citizens and business are the overall complexity of the system, the lack of availability 

and the low levels of awareness. Long and complicated procedures and incomplete 

digitalisation limit the use of online e-government services usually amongst disadvantaged 

groups (the elderly and those with a lower level of education). SMEs are also disadvantaged 

from imperfect digitalisation of public services and significant economic gains could be made 

from further exploitation of online services180. 

                                           

179  European Commission (2011) Study on the analysis of the needs for cross-border services and assessment of 

the organisational, legal, technical and semantic barriers (SMART). 
180  European Commission (2012) Digital Agenda Scoreboard.  
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The objective of a common platform, and the benefits it potentially provides European 

citizens, is to improve access to the required information, advice and assistance in the 

exercise of their rights on the single market. The common platform should act as a single 

entry for users that streams or guides users to the relevant services given  

their requirements.  

6.2. Improved awareness and understanding 

Awareness of European level online services is low amongst citizens, consumers and 

business. 91.6% of consumers/citizens and business surveyed as part of this study reported 

that they did not know of any online services at the European level they would turn to if 

they had problems undertaking any activity or action in another European country (Chapter 

3). Awareness that these online services exist remains the greatest barrier for effective use 

by business, citizens and consumers. 

Further, understanding of the functions and competencies of online services at European 

level while mixed is low (Chapter 3). 42% to 75% of consumers reported that they did not 

know the key functions performed by the online services. This figure was 28% to 83%  

for businesses.  

By raising awareness and understanding of the existing online services, European citizens, 

consumers and business could benefit significantly. For example, there is evidence from 

previous consultations that European businesses believe doing business in another EU 

country is more complex and more uncertain than doing business at home181. Businesses 

can also incur significant compliance costs when they enter foreign markets with estimates 

from previous studies of 8% of turnover in Member States they export to182.  

Consumers lack confidence in engaging in cross-border activities due to uncertainty about 

legal redress if things go wrong183. Increased consumer confidence in cross-border 

electronic commerce can generate additional economic benefits, estimated at approximately 

0.02% of the European Union's GDP (i.e. EUR 2.5 billion184). 

Improved awareness and understanding of online services could assist businesses and EU 

citizens in accessing information, assistance and advice to overcome such barriers and 

reduce uncertainties.  

To improve awareness, a common platform would need to be prominent and easily 

found, particularly via web search as this is the most common route through which 

users find existing online services. A well functioning common platform could also help 

users to better understand the respective functions and scope of individual services. 

Improved awareness, easier access to relevant information, and effective processes to seek 

advice by a well operating single point of entry can help to improve European citizens’ 

perception, understanding and knowledge of the Single Market.   

While EU citizens are feeling more informed of their rights as citizens of the European Union 

compared to 2007, only 36% say they feel well informed. While 24% of Europeans feel 

                                           

181  European Business Test Panel (2009) Consultation on SOLVIT. 
182  Copenhagen Economics (2007). ‘The Internal Market for Goods: the Unrealised Potential’. 
183  European Commission (SEC(2011)467) Twelve levers to boost growth and strengthen confidence. 
184  Working Document "Strengthening the powers of consumers in the European Union", adopted on 7 April 2011 

(SEC(2011)469) and based on Eurobarometer 342; and Commission services' estimate based on data 

published by the study "Mystery Shopping Evaluation of Cross-Border E-Commerce in the EU" by 

YouGovPsychonomics. 
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fairly or very well informed about what they can do if their EU rights are not respected185. 

63% of citizens would welcome an online service that would easily allow them to 

understand what level of administration (EU, national or local) to turn to if their rights are 

not respected186.  

The proportion of EU citizens that feel sufficiently informed about European affairs is low. 

68% state that they do not feel sufficiently informed. 74% of people with a negative 

perception of the EU report they are not well informed187. Providing citizens with information 

about European issues from a European point of view and a range of national perspectives 

from Member States could increase the European public space and contribute to more 

informed debate188. As the internet is an important ‘first’ source of information about 

European Affairs189, the improvement in access to information about European rights 

facilitated by a common online platform can contribute to citizens’ understanding and 

perception of the European Union.  

However, the success of a common platform in supporting these outcomes is only as good 

as the individual services that it guides the user to. Poor experiences with existing online 

platforms will generate negative perceptions of any new platform and will most likely result 

in users not returning.  

6.3. Improved effectiveness and efficiency 

Being aware of online services and improved understanding of their functions and 

competencies is not enough in itself. Users need to be able to access the relevant 

information, advice and assistance available through these services.  

While the online services framework is comprehensive covering a wide range of topics and 

issues. Language coverage is variable and this creates barriers to access in some 

cases. There are overlaps between similar services and there is limited interlinking 

to guide users between complementary services. This can lead to user confusion in the 

remit of different services (Chapter 4). 

While the overall framework covers a wide range of issues it presents a myriad of 

different entry points for users. This means users may need to visit multiple sites for a 

given issue. 

A benefit to citizens/consumers and businesses would be automatic guiding from the 

single entry point to the respective service(s). These automatic guiding tools such as 

online enquiry forms have been effective in directing user enquiries between SOLVIT and 

Your Europe Advice. Such tools minimise the need for users of understanding the specific 

functions of different services and as this study has found understanding of functions is 

mixed across the different services and can be particularly low for some key services 

(Chapter 3). Raising awareness of a single online service would be easier and less 

costly than multiple awareness campaigns for each individual online service, as 

stakeholders interviewed for this study have identified.  

There is a wealth of information contained within the existing online services. The existing 

individual online services are disjointed and services that are complementary in their 

functions are often not grouped or interlinked, for example there is limited interlinking 

                                           

185  European Commission (2012) European Union Citizenship, Flash Eurobarometer 365. 
186  European Commission (2012) Public consultation on EU Citizenship.  
187  European Commission (2011) Special Eurobarometer: Internal Market: Awareness perceptions and impact.  
188  European Commission (2013) EU Citizenship report.  
189  European Commission (2012) Standard Eurobarometer: Media use in the European Union.  
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between the group of services that focus on legal issues and the large number of services 

focused on education, employment and culture. Interlinking of different problem-solving 

tools can help with efficiency and user-friendliness and avoid unnecessary overlaps as was 

identified by European Parliament in the report on Governance and Partnership in the Single 

Market190. Easy to use and user-friendly online services are key features of online platforms 

important for users (Chapter 4). Finding the relevant information can be difficult. 

Businesses, citizens and consumers may need to visit multiple sites to gain all required 

information.   

Consumer lack of knowledge about their contractual rights with traders, and uncertainty 

about the best course of action for settling disputes if an amicable solution cannot be 

reached with the trader leads to consumer weakness in the contractual relationship191. 

The study on e-commerce in goods192 found that the unrealised benefits from e-

commerce are significant. If e-commerce were to grow to 15% (currently 3.5%) of the total 

research sector and barriers for cross-border transactions were eliminated, total welfare 

gains are estimated at 1.7% of the EU’s GDP (EUR 204.5 billion). This is four times 

higher compared to a situation where, with a smaller share of internet retailing, the 

fragmented consumer markets of individual Member States could continute to exist. 

Recomendations included continued action at EU level to address fragmentation of 

consumer protection rules and other regulatory barriers; and, the raising of consumer 

awareness and understanding of online consumer rights.  

A common platform that provides improved access to advice and problem solving is one 

method to improve confidence in cross-border transactions, and to address fragmentation 

of consumer protection rules.  

A common entry point can reduce the time and cost associated with accessing 

information, advice, assistance and completion of procedures. Simple structures, 

well maintained and up to date portals are important for user satisfaction, effectiveness 

and efficiency and ensuring return visits to online services. A common platform has the 

potential to increase the use rate of individual online services by increasing 

awareness of services to help business and consumers, and providing a single clear 

entry point based on user themes that reduces complexity.  

A common platform that raises awareness amongst businesses, citizens and consumers 

could reduce some of the costs incurred by national centres in raising awareness. Further, 

increased awareness of a single entry point that then effectively routes users to the best 

individual service could raise the volume of requests and cases flowing to each service 

thereby leading to economies of scale and generating a business case for including more 

procedures online.  

A common platform that facilitates access to reliable, clear and accurate information and 

advice can operate as tool for improving, amongst others, consumer trust in traders both 

nationally and cross-border. Consumer trust was the lowest market performance indicator in 

the 8th Consumer Market Scoreboard193. Less than half of European consumers (47%) 

expressed a high level of trust while 13% of respondents were not confident in business 

compliance with consumer protection rules. Consumer trust is highly correlated with overall 

                                           

190  European Parliament, 2009. ‘2009/2289 (INI) Report on Governance and Partnership in the Single Market’. 

Committee on the Internal Market and Consumer Protection.   
191  European Parliament (2012), Optimal integration of the European Dispute Resolution Platform.  
192  European Commission (2011) Consumer market study on the functioning of e-commerce and internet selling 

techniques in retail goods.  
193  European Commission (2012) Consumer Market Scoreboard. 
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market performance, indicating that if consumer trust is high overall market performance is 

likely to be positive as well.  

Easily accessible and understandable information through a common platform can 

strengthen consumers', and in particular vulnerable consumers', capacity to take optimum 

decisions. Vulnerability can arise due to difficulties in accessing and/or assessing 

information. Efforts to provide information in simplified and easy to understand terminology 

can contribute to the objectives of ensuring that vulnerable consumers have access to the 

same goods and services and are not mislead. This is in line with the European Parliaments 

recommendation to the Commission and Member States to further promote and develop 

existing online initiatives, such as the ECC-NET to improve consumer information  

and education194. 

Failure to facilitate improved access may exacerbate the disadvantaged situation of 

vulnerable consumers who face difficulties in accessing information and in finding the 

appropriate products and services in the market.195 Those who are more disadvantaged are 

more vulnerable, improving consumer empowerment by increasing confidence and 

knowledge would also bring significant social benefit196. Protecting and strengthening the 

rights of the vulnerable is a key actions of the 2013 EU Citizenship report197.  

6.4. Quantification of the value added of improved web-

accessibility   

A common platform that operates as a single entry point to European level and national 

level online services is one tool that can help to realise the potential benefits of improved 

web-accessibility within Europe.  

A common platform that reduces complexity of online services, improves awareness and 

understanding and the effectiveness and efficiency of services for citizens, consumer and 

businesses can help to reduce the estimated time lost by EU citizens if they cannot 

access public services online. This cost has been estimated to range between  

EUR 150 million and EUR 600 million198. This is particularly the case when those with 

functional limitations are excluded from accessing services.  

Failure to increase the uptake of web-accessibility in public services and to reduce the 

fragmentation in web-accessibility approaches could lead to a considerable number of 

Europeans being at risk of social exclusion. The social cost (in terms of reduced quality of 

life and personal fulfilment) could be considerable, given 84 million people with functional 

limitations, which would be at risk of being excluded from participating in many aspects of 

the economy and society 199.  

                                           

194  European Parliament resolution 20120 on a strategy for strengthening the rights of vulnerable consumer 

(2011/2272 INI) 
195  European Commission (2012) A consumer Agenda for Europe – Boosting confidence and growth 

(SWD(2012)132 final). 
196  European Commission (2011) Consumer empowerment in the EU (SEC(2011)469 final) 
197  European Commission (2013) EU Citizenship report. 
198  European Commission Impact Assessment accompanying the document Proposal for a Directive of the 

European Parliament and of the Council on accessibility of public bodies websites COM(2012)721 final, SWD 

(2012) 402 final. Based on an assumption of 5% - 20% of people with disabilities having access to online 

public services.  Based on the assumption of EUR 30 million in savings for every 1% increase in take-up of  

online access.  
199 European Commission Impact Assessment accompanying the document Proposal for a Directive of the 

European Parliament and of the Council on accessibility of public bodies websites COM(2012)721 final, SWD 

(2012) 402 final. Based on an assumption of 5% - 20% of people with disabilities having access to online 

public services.   
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The Impact Assessment on the accessibility of public sector bodies' websites reports that 

the economic impact for citizens from improved web-accessibility is in the range of 

EUR 300 million a year in savings by being able to compare services in the internal 

market. Access to more competitive offers and in turn lower prices has been 

estimated to provide citizens with benefits above EUR 500 million200.   

In addition, effective and efficient access to online services can assist in achieving the 

Digital Agenda targets of 20% of citizens shopping online cross-border by 2015 and 33% 

of SMEs selling online. These targets are currently likely to be missed201. Estimated 

benefits from improved cross-border digital public services in the areas of moving 

and residence, health, employment and business start-up are EUR 180 million per year in 

potential administrative burden reduction for end users202.  

Overall, a common platform that provides a single point of entry to European and national 

level online services; and, which improves users’ awareness, understanding and access to 

online services, would raise the number of users of these services. Greater use of services 

will help users to exercise their rights and, in turn, this can help to improve citizens’ and 

businesses' perceptions and understanding of the value of the internal market 

rules and EU actions.  

 

 

 

 

                                           

200 European Commission Impact Assessment accompanying the document Proposal for a Directive of the 

European Parliament and of the Council on accessibility of public bodies websites COM(2012)721 final, SWD 

(2012) 402 final. Based on preferred option 3: Legally binding measure based on article 114 of the Treaty on 

the Functioning of the European Union to establish a framework in support of a harmonisation of  national 

rules and existing practices of the Member States on web-accessibility. The estimates assume that web-

accessibility would lead to increased employment participation of people with disabilities and older persons, 

more income from increased labour productivity, and less time lost by citizens when using public services. If 

private sector websites also become more accessible, access to more competitive offers and consequently 

lower prices will result for consumers. 
201  European Commission (2013) Digital Agenda Scoreboard. 
202  European Commission (2011) Study on the analysis of the needs for cross-border services and assessment of 

the organisational, legal, technical and semantic barriers (SMART).  
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ANNEX I: NATIONAL LEVEL ONLINE SERVICES 

Member State: United Kingdom  

Table 17: United Kingdom national level SPCs for both businesses and citizens/consumers 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

GOV.UK  

www.gov.uk 

UK 

Government 

(Government 

Digital 

Services) 

improving 

efficiency/reac

h of 

government 

services 

Citizen and 

business with 

government 

Public National Information 

signposting; 

Direct information 

provision; 

Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

Transport, 

Travel, Work, 

Benefits, 

Health, Social 

care, 

Education, 

Law, Rights, 

Business, 

Money, Tax, 

Disability, 

Citizenship, 

Pensions, 

Housing, 

Parenting 

Migration from 

old site(s) 

 

EN, Welsh 

UK Single 

Market Centre 

www.gov.uk/go

vernment/news/

uk-single-

market-centre 

Department 

for Business, 

Innovation 

and Skills 

rationalising 

existing 

Internal 

Market tools 

into a single 

body 

Citizen and 

business with 

government 

Public National Information 

signposting; 

Direct information 

provision; 

Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

Law, Rights, 

Business, 

Services, 

Internal 

Market, 

Trade, 

Licensing 

Under 

construction 

EN 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.gov.uk
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.gov.uk/government/news/uk-single-market-centre
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.gov.uk/government/news/uk-single-market-centre
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.gov.uk/government/news/uk-single-market-centre
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.gov.uk/government/news/uk-single-market-centre
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

UK NARIC 

(National 

Recognition 

Information 

Centre)  

www.ecctis.co.u

k/NARIC/ 

ECCTIS Ltd 

(though 

NARIC is a 

public service) 

facilitating 

international 

recognition of 

qualifications 

Citizen and 

business with 

government 

Public National Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Completing 

procedures 

Qualifications, 

Migration 

Fully developed EN 

British 

Services  

http://www.briti

shservices.co.uk

/ 

Infoactive 

Media Ltd 

serve as a 

resource 

listing public 

and private 

services for 

consumers 

and 

businesses 

Citizen with 

government 

and consumer 

with business 

Private National Information 

signposting; 

 

Consumer, 

Debt, Money 

Fully developed EN 

SOLVIT UK  

www.GOV.UK/u

k-single-

market-centre 

Department 

for Business, 

Innovation 

and Skills 

ensuring 

Internal 

Market rules 

are applied 

correctly 

Citizen and 

business with 

government 

Public National Information 

signposting; 

Problem-solving; 

Intermediation 

 

Law, Internal 

Market 

Fully developed EN 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ecctis.co.uk/NARIC/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ecctis.co.uk/NARIC/
http://www.britishservices.co.uk/
http://www.britishservices.co.uk/
http://www.britishservices.co.uk/
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Table 18: United Kingdom National level SPCs for businesses  

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

UK Trade and 

Investment  

http://www.ukti

.GOV.UK/home.

html 

UK 

Government 

promoting 

investment 

into and 

exports from 

the UK 

Business with 

government 

Public International Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Intermediation 

Business, 

Trade, 

Investment, 

Innovation 

Fully developed EN 

Invest 

Northern 

Ireland  

http://www.inve

stni.com/# 

Department 

for Enterprise, 

Trade and 

Investment 

promoting 

investment 

into and 

exports from 

Northern 

Ireland 

Business with 

government 

Public International Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Business, 

Trade, 

Investment, 

Innovation 

Fully developed EN 

Enterprise 

Europe 

Network UK 

http://enterpris

e-europe.net/ 

Resp.: EC DG 

Enterprise and 

Industry. 

Mgd: 

Executive 

Agency for 

Finance and 

Innovation 

helping small 

businesses by 

raising 

productivity 

and 

encouraging 

innovation 

Business with 

government 

Public European Direct information 

provision; 

Providing expert 

advice; 

Intermediation 

Business, 

Innovation, 

Networking, 

Finance, 

Technology, 

Law 

Fully developed EN 

http://www.ukti.gov.uk/home.html
http://www.ukti.gov.uk/home.html
http://www.ukti.gov.uk/home.html
http://www.investni.com/%23
http://www.investni.com/%23
http://enterprise-europe.net/
http://enterprise-europe.net/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

EUGO UK 

Point of Single 

Contact (UK 

Welcomes 

Business)  

https://www.GO

V.UK/uk-

welcomes-

business/overvi

ew 

UK 

Government 

(Government 

Digital 

Services) 

facilitating 

Internal 

Market's 

freedom of 

establishment 

for service 

providers 

Business with 

government 

Public European Information 

signposting; 

Direct information 

provision; 

Completing 

procedures; 

Gaining 

authorisations; 

Business, 

Services 

Fully developed EN 

open to export  

http://opentoex

port.com/ 

 

UKTI Providing 

advice from 

different 

people who 

wish to 

develop their 

international 

trade 

Business with 

government 

Public 

 

National 

 

Direct information 

provision; 

Providing expert 

advice 

Business, 

trade and 

export 

 

Under 

construction 

EN 

The Single 

Point of 

Enquiry  

http://www.scot

land.gov.uk/Top

ics/Government 

The Scottish 

Government 

improving 

government 

procurement 

Business with 

government 

Public Regional Information 

signposting; 

Direct information 

provision; 

Public 

procurement 

Fully developed EN 

https://www.gov.uk/uk-welcomes-business/overview
https://www.gov.uk/uk-welcomes-business/overview
https://www.gov.uk/uk-welcomes-business/overview
https://www.gov.uk/uk-welcomes-business/overview
https://www.gov.uk/uk-welcomes-business/overview
http://opentoexport.com/
http://opentoexport.com/
http://www.scotland.gov.uk/Topics/Government
http://www.scotland.gov.uk/Topics/Government
http://www.scotland.gov.uk/Topics/Government
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

NI 

Businessinfo.

co.uk  

http://www.nib

usinessinfo.co.

uk 

Invest 

Northern 

Ireland in 

partnership 

with indirect 

encourage 

business 

growth by 

cutting red 

tape 

Business with 

government 

Public Regional Information 

signposting; 

Direct information 

provision; 

Completing 

procedures; 

Finance, 

Grants, Tax, 

Employment, 

Health & 

Safety, 

Environment, 

Trade, 

Property, 

Innovation 

Fully developed EN 

Better 

Business for 

All  

http://www.lle

p.org.uk/better

businessforall 

Leicester and 

Leicestershire 

Enterprise 

Partnership 

(LLEP) 

encourage 

business 

growth by 

cutting red 

tape 

 

Business with 

government 

 

Public 

 

County 

 

Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

encourage 

business 

growth by 

cutting red 

tape 

 

Fully developed 

 

EN 

 

http://www.nibusinessinfo.co.uk/
http://www.nibusinessinfo.co.uk/
http://www.nibusinessinfo.co.uk/
http://www.llep.org.uk/betterbusinessforall
http://www.llep.org.uk/betterbusinessforall
http://www.llep.org.uk/betterbusinessforall
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Table 19: United Kingdom national level SPCs for citizens/consumers 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Advice guide 

(formerly 

Consumer 

Direct)  

https://www.ad

viceguide.org.uk

/england.htm 

Citizens 

Advice 

to help 

citizens 

exercise their 

rights and 

solve 

problems 

through 

advice 

Citizen with 

government 

Civil 

organi-

sation 

National Information 

signposting; 

Direct information 

provision; 

 

Business, 

Leisure, 

Hospitality, 

Transport, 

Housing, 

Government, 

Shopping, 

Local councils, 

Professional 

associations, 

Health, Media, 

Sport 

Fully developed EN, Welsh 

Which? 

which.co.uk 

Consumer's 

Association 

review 

products for 

consumers, 

campaign on 

consumer 

issues 

Consumer 

with business 

Civil 

organi-

sation 

National Direct information 

provision; 

Providing expert 

advice 

Healthcare Fully developed EN 

Single Point of 

Access 

services  

www.harmoni.c

o.uk/single-

point-of-access-

services 

Harmoni 

(owned by 

Care UK) 

providing out-

of-hours 

healthcare 

Citizen with 

government 

Private National Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Intermediation 

 

Finance, 

Insurance, 

Pensions 

Fully developed EN 

 

 

https://www.adviceguide.org.uk/england.htm
https://www.adviceguide.org.uk/england.htm
https://www.adviceguide.org.uk/england.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.harmoni.co.uk/single-point-of-access-services
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.harmoni.co.uk/single-point-of-access-services
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.harmoni.co.uk/single-point-of-access-services
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.harmoni.co.uk/single-point-of-access-services
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

FIN-NET: UK 

(UK Financial 

Ombudsman 

Service)  

www.financial-

ombudsman.org

.uk/finnet/index

.html 

UK Financial 

Ombudsman 

Service 

facilitating 

Internal 

Market in 

financial 

products 

through 

consumer 

protection 

Consumer 

with business 

Public National Alternative dispute 

resolution 

Finance, 

insurance, 

pensions 

Fully developed EN, Welsh 

ECC: UK (UK 

European 

Consumer 

Centre)  

www.ukecc.net/i

ndex.cfm 

Trading 

Standards 

Institute 

facilitating 

Internal 

Market in B2C 

trade through 

consumer 

protection 

Consumer 

with business 

Public National Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice;  

Intermediation 

Employment, 

Education, 

Migration, 

Youth, 

Volunteering, 

Travel 

Fully developed EN 

Eurodesk UK  

www.eurodesk.o

rg.uk/ 

National Youth 

Agency 

facilitating 

free 

movement of 

labour within 

Internal 

Market 

Citizen with 

government 

Public National Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Intermediation 

Qualifications, 

Migration 

Fully developed EN 
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

UK NCP 

(National 

Contact Point 

for 

Professional 

Qualifications)  

www.ecctis.co.u

k/default.aspx 

ECCTIS Ltd 

(though NCP 

is a public 

service) 

facilitating 

international 

recognition of 

qualifications 

Citizen with 

government 

Public National Information 

signposting; 

Direct information 

provision; 

Vocational 

education, 

Training, 

Migration 

Fully developed EN 

ECVET NCP: 

National 

Contact Point 

for Vocational 

Education and 

Training  

www.ecctis.co.u

k/ecvet/ 

ECCTIS Ltd 

(though NCP 

ECVET is a 

public service) 

facilitating 

international 

recognition of 

vocational 

education and 

training 

Citizen with 

government 

Public National Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Benefits, 

Work, Debt, 

Money, 

Consumer, 

Relationships, 

Housing, Law, 

Rights, 

Discrimination

, Tax, Health, 

Education 

Fully developed EN 

Citizens 

Advice  

www.advicegu

ide.org.uk/eng

land.htm 

Independent to help 

citizens 

exercise their 

rights and 

solve 

problems 

through 

advice 

Citizen with 

government 

and consumer 

with business 

Civil 

organisatio

n 

National Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Healthcare, 

Social care 

Fully developed EN, Welsh 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ecctis.co.uk/default.aspx
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ecctis.co.uk/default.aspx
www.adviceguide.org.uk/england.htm
www.adviceguide.org.uk/england.htm
www.adviceguide.org.uk/england.htm
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

NHS Choices  

http://www.nhs.

uk 

NHS improving 

efficiency of 

healthcare 

provision 

Citizen with 

government 

Public National Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

 

Travel, 

Transport, 

Environment, 

Money, 

Benefits, 

Business, 

Leisure, 

Education, 

Healthcare, 

Rights, 

Pensions, 

Employment, 

Tax, Law, 

Housing, 

Disabilities, 

Youth, 

Community 

Fully developed EN 

NIdirect  

http://www.nidi

rect.GOV.UK 

Northern 

Ireland 

government 

improving 

efficiency/ 

reach of 

government 

services 

Citizen with 

government 

Public Regional Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Completing 

procedures 

Business, 

Leisure, 

Hospitality, 

Transport, 

Housing, 

Government, 

Shopping, 

Local councils, 

Professional 

associations, 

Health, Media, 

Sport 

Fully developed EN 

 

 
 

http://www.nhs.uk/
http://www.nhs.uk/
http://www.nidirect.gov.uk/
http://www.nidirect.gov.uk/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Single Point of 

Access 

(Hounslow) 

http://www.hrc

h.nhs.uk/ 

Hounslow and 

Richmond 

Community 

Healthcare 

NHS Trust 

improving 

efficiency of 

healthcare 

provision 

Citizen with 

government 

Public County Completing 

procedures; 

Intermediation 

Healthcare, 

Social care 

Fully developed EN 

Single Point of 

Access 

(Richmond)  

www.hrch.nhs.u

k/our-

services/service

s-

directory/servic

es-in-

richmond/spa-

richmond/ 

Hounslow and 

Richmond 

Community 

Healthcare 

NHS Trust 

improving 

efficiency of 

healthcare 

provision 

Citizen with 

government 

Public County Completing 

procedures; 

Intermediation 

Healthcare, 

Social care 

Fully developed EN 

Single Point of 

Access team  

http://www.rich

mond.GOV.UK/c

hild_protection 

London 

Borough of 

Richmond 

upon Thames 

protecting 

children 

Citizen with 

government 

Public County Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Social care Fully developed EN 

 

 

 

 

 

 

http://www.hrch.nhs.uk/
http://www.hrch.nhs.uk/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hrch.nhs.uk/our-services/services
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hrch.nhs.uk/our-services/services
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hrch.nhs.uk/our-services/services
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hrch.nhs.uk/our-services/services
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hrch.nhs.uk/our-services/services
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hrch.nhs.uk/our-services/services
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hrch.nhs.uk/our-services/services
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hrch.nhs.uk/our-services/services
http://www.richmond.gov.uk/child_protection
http://www.richmond.gov.uk/child_protection
http://www.richmond.gov.uk/child_protection
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Single point of 

access for 

adult services 

in Birmingham  

www.bhamcom

munity.nhs.uk/a

bout-

us/services-and-

corporate-

departments/ad

ults-and-

communities/cit

ywide-

services/adult-

spa/#4 

Birmingham 

Community 

Healthcare 

NHS Trust 

improving 

efficiency of 

healthcare 

provision 

Citizen with 

government 

Public County Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Intermediation 

 

Healthcare, 

Social care 

Fully developed EN 

 

 

 

 

 

 

 

 

 

 

 
 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bhamcommunity.nhs.uk/about-us/services-and-corporate-departments/adults-and-communities/citywide-services/adult-spa/%234
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bhamcommunity.nhs.uk/about-us/services-and-corporate-departments/adults-and-communities/citywide-services/adult-spa/%234
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bhamcommunity.nhs.uk/about-us/services-and-corporate-departments/adults-and-communities/citywide-services/adult-spa/%234
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bhamcommunity.nhs.uk/about-us/services-and-corporate-departments/adults-and-communities/citywide-services/adult-spa/%234
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bhamcommunity.nhs.uk/about-us/services-and-corporate-departments/adults-and-communities/citywide-services/adult-spa/%234
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bhamcommunity.nhs.uk/about-us/services-and-corporate-departments/adults-and-communities/citywide-services/adult-spa/%234
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bhamcommunity.nhs.uk/about-us/services-and-corporate-departments/adults-and-communities/citywide-services/adult-spa/%234
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bhamcommunity.nhs.uk/about-us/services-and-corporate-departments/adults-and-communities/citywide-services/adult-spa/%234
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bhamcommunity.nhs.uk/about-us/services-and-corporate-departments/adults-and-communities/citywide-services/adult-spa/%234
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bhamcommunity.nhs.uk/about-us/services-and-corporate-departments/adults-and-communities/citywide-services/adult-spa/%234
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bhamcommunity.nhs.uk/about-us/services-and-corporate-departments/adults-and-communities/citywide-services/adult-spa/%234
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Single Point of 

Access for 

Community 

Health 

Services 

http://www.leics

part.nhs.uk/_Ou

rServices-

SinglePointofAcc

essforCommunit

yHealthService.

aspx 

Leicestershire 

Partnership 

NHS Trust 

improving 

efficiency of 

healthcare 

provision 

Citizen with 

government 

Public County Direct information 

provision; 

Providing expert 

advice; 

Intermediation 

Healthcare, 

Social care 

Fully developed EN 

Single Point of 

Contact  

http://www.ply

mouth.GOV.UK/

homepage/educ

ation/schools/ed

ucationsupport/

chids/chidsspoc.

htm 

Plymouth City 

Council 

helping 

children with 

disabilities 

Citizen with 

government 

Public County Providing expert 

advice; 

Intermediation 

Social care Fully developed EN 

 

 

 

 

 

 

 

 

http://www.leicspart.nhs.uk/_OurServices-SinglePointofAccessforCommunityHealthService.aspx
http://www.leicspart.nhs.uk/_OurServices-SinglePointofAccessforCommunityHealthService.aspx
http://www.leicspart.nhs.uk/_OurServices-SinglePointofAccessforCommunityHealthService.aspx
http://www.leicspart.nhs.uk/_OurServices-SinglePointofAccessforCommunityHealthService.aspx
http://www.leicspart.nhs.uk/_OurServices-SinglePointofAccessforCommunityHealthService.aspx
http://www.leicspart.nhs.uk/_OurServices-SinglePointofAccessforCommunityHealthService.aspx
http://www.leicspart.nhs.uk/_OurServices-SinglePointofAccessforCommunityHealthService.aspx
http://www.plymouth.gov.uk/homepage/education/schools/educationsupport/chids/chidsspoc.htm
http://www.plymouth.gov.uk/homepage/education/schools/educationsupport/chids/chidsspoc.htm
http://www.plymouth.gov.uk/homepage/education/schools/educationsupport/chids/chidsspoc.htm
http://www.plymouth.gov.uk/homepage/education/schools/educationsupport/chids/chidsspoc.htm
http://www.plymouth.gov.uk/homepage/education/schools/educationsupport/chids/chidsspoc.htm
http://www.plymouth.gov.uk/homepage/education/schools/educationsupport/chids/chidsspoc.htm
http://www.plymouth.gov.uk/homepage/education/schools/educationsupport/chids/chidsspoc.htm
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

1Call 

http://www.sept

.nhs.uk/Commu

nity-

Health/Bedfords

hire-

Community-

Health-

Services/Rapid-

Intervention-

Services.aspx 

NHS 

Bedfordshire 

improving 

efficiency of 

healthcare 

provision 

Citizen with 

government 

Public County Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Intermediation 

Healthcare, 

Social care 

Fully developed EN 

OneCall / 

OneTeam  

http://www.suss

excommunity.nh

s.uk/services/se

rvicedetails.htm

?directoryID=16

325 

Sussex 

Community 

NHS Trust 

improving 

efficiency of 

healthcare 

provision 

Citizen with 

government 

Public County Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Intermediation 

Healthcare, 

Social care 

Fully developed EN 

 

 

 

 

 

 

 

 

 

http://www.sept.nhs.uk/Community-Health/Bedfordshire-Community-Health-Services/Rapid-Intervention-Services.aspx
http://www.sept.nhs.uk/Community-Health/Bedfordshire-Community-Health-Services/Rapid-Intervention-Services.aspx
http://www.sept.nhs.uk/Community-Health/Bedfordshire-Community-Health-Services/Rapid-Intervention-Services.aspx
http://www.sept.nhs.uk/Community-Health/Bedfordshire-Community-Health-Services/Rapid-Intervention-Services.aspx
http://www.sept.nhs.uk/Community-Health/Bedfordshire-Community-Health-Services/Rapid-Intervention-Services.aspx
http://www.sept.nhs.uk/Community-Health/Bedfordshire-Community-Health-Services/Rapid-Intervention-Services.aspx
http://www.sept.nhs.uk/Community-Health/Bedfordshire-Community-Health-Services/Rapid-Intervention-Services.aspx
http://www.sept.nhs.uk/Community-Health/Bedfordshire-Community-Health-Services/Rapid-Intervention-Services.aspx
http://www.sept.nhs.uk/Community-Health/Bedfordshire-Community-Health-Services/Rapid-Intervention-Services.aspx
http://www.sept.nhs.uk/Community-Health/Bedfordshire-Community-Health-Services/Rapid-Intervention-Services.aspx
http://www.sussexcommunity.nhs.uk/services/servicedetails.htm?directoryID=16325
http://www.sussexcommunity.nhs.uk/services/servicedetails.htm?directoryID=16325
http://www.sussexcommunity.nhs.uk/services/servicedetails.htm?directoryID=16325
http://www.sussexcommunity.nhs.uk/services/servicedetails.htm?directoryID=16325
http://www.sussexcommunity.nhs.uk/services/servicedetails.htm?directoryID=16325
http://www.sussexcommunity.nhs.uk/services/servicedetails.htm?directoryID=16325
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Single Point of 

Access  

http://www.oxfo

rdhealth.nhs.uk/

?news=trust-

launches-new-

single-point-of-

access-service-

for-community-

services 

Oxford Health 

NHS 

Foundation 

Trust 

improving 

efficiency of 

healthcare 

provision 

Citizen with 

government 

Public County Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Healthcare, 

Social care 

Fully developed EN 

Single Point of 

Access  

http://www.sole

nt.nhs.uk/Servic

eCatInfo.asp?id

=166 

Solent NHS 

Trust 

improving 

efficiency of 

healthcare 

provision 

Citizen with 

government 

Public County Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Intermediation 

Healthcare, 

Social care 

Fully developed EN 

 

 

 

 

 

 

 

 

 

http://www.oxfordhealth.nhs.uk/?news=trust-launches-new-single-point-of-access-service-for-community-services
http://www.oxfordhealth.nhs.uk/?news=trust-launches-new-single-point-of-access-service-for-community-services
http://www.oxfordhealth.nhs.uk/?news=trust-launches-new-single-point-of-access-service-for-community-services
http://www.oxfordhealth.nhs.uk/?news=trust-launches-new-single-point-of-access-service-for-community-services
http://www.oxfordhealth.nhs.uk/?news=trust-launches-new-single-point-of-access-service-for-community-services
http://www.oxfordhealth.nhs.uk/?news=trust-launches-new-single-point-of-access-service-for-community-services
http://www.oxfordhealth.nhs.uk/?news=trust-launches-new-single-point-of-access-service-for-community-services
http://www.oxfordhealth.nhs.uk/?news=trust-launches-new-single-point-of-access-service-for-community-services
http://www.solent.nhs.uk/ServiceCatInfo.asp?id=166
http://www.solent.nhs.uk/ServiceCatInfo.asp?id=166
http://www.solent.nhs.uk/ServiceCatInfo.asp?id=166
http://www.solent.nhs.uk/ServiceCatInfo.asp?id=166
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Single Point of 

Contact  

http://www.nott

inghamshireheal

thcare.nhs.uk/E

asysiteWeb/getr

esource.axd?Ass

etID=6697&typ

e=full&servicety

pe=Attachment 

Nottinghamshi

re Healthcare 

NHS Trust 

Healthcare 

provision and 

public 

protection 

Citizen with 

government 

Public County Completing 

procedures; 

Intermediation 

Healthcare, 

Social care, 

Public 

protection 

Fully developed EN 

One Stop 

Shops (Wirral) 

Wirral Council improving 

efficiency of 

public services 

delivery 

Citizen with 

government 

Public County Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

Healthcare, 

Social care, 

Tourism, 

Waste, 

Environment, 

Benefits, 

Leisure, 

Licensing, 

Employment, 

Housing, 

Taxation, 

Citizenship, 

Vehicles 

Fully developed EN 

 

 

 

 

 

 

http://www.nottinghamshirehealthcare.nhs.uk/EasysiteWeb/getresource.axd?AssetID=6697&type=full&servicetype=Attachment
http://www.nottinghamshirehealthcare.nhs.uk/EasysiteWeb/getresource.axd?AssetID=6697&type=full&servicetype=Attachment
http://www.nottinghamshirehealthcare.nhs.uk/EasysiteWeb/getresource.axd?AssetID=6697&type=full&servicetype=Attachment
http://www.nottinghamshirehealthcare.nhs.uk/EasysiteWeb/getresource.axd?AssetID=6697&type=full&servicetype=Attachment
http://www.nottinghamshirehealthcare.nhs.uk/EasysiteWeb/getresource.axd?AssetID=6697&type=full&servicetype=Attachment
http://www.nottinghamshirehealthcare.nhs.uk/EasysiteWeb/getresource.axd?AssetID=6697&type=full&servicetype=Attachment
http://www.nottinghamshirehealthcare.nhs.uk/EasysiteWeb/getresource.axd?AssetID=6697&type=full&servicetype=Attachment
http://www.nottinghamshirehealthcare.nhs.uk/EasysiteWeb/getresource.axd?AssetID=6697&type=full&servicetype=Attachment
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Royal Devon 

and Exeter 

NHS 

Foundation 

Trust 

http://www.rd

ehospital.nhs.u

k/patients/whe

re/car_service.

html 

Community 

Transport 

Associations in 

partnership 

with NHS 

Trusts and 

Devon County 

Council 

helping 

patients travel 

to 

hospital/GPs 

Citizen with 

government 

Public County Information 

signposting; 

Direct information 

provision; 

 

Healthcare, 

Travel 

Fully developed EN 

Access Point 

team  

http://www.bri

ghton-

hove.GOV.UK/i

ndex.cfm?requ

est=c1185575 

Brighton and 

Hove City 

Council 

improving 

efficiency of 

provision of 

social care 

Citizen with 

government 

Public County Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice 

Social care Fully developed EN 

Single Point 

of Access  

http://www.wo

rcestershire.GO

V.UK/cms/cam

hs/single-

point-

access.aspx 

Worcestershir

e CAMHS 

improving 

efficiency of 

healthcare 

provision 

Citizen with 

government 

Public County  Healthcare Fully developed EN 

 

 

 

 

 

http://www.rdehospital.nhs.uk/patients/where/car_service.html
http://www.rdehospital.nhs.uk/patients/where/car_service.html
http://www.rdehospital.nhs.uk/patients/where/car_service.html
http://www.rdehospital.nhs.uk/patients/where/car_service.html
http://www.rdehospital.nhs.uk/patients/where/car_service.html
http://www.brighton-hove.gov.uk/index.cfm?request=c1185575
http://www.brighton-hove.gov.uk/index.cfm?request=c1185575
http://www.brighton-hove.gov.uk/index.cfm?request=c1185575
http://www.brighton-hove.gov.uk/index.cfm?request=c1185575
http://www.brighton-hove.gov.uk/index.cfm?request=c1185575
http://www.worcestershire.gov.uk/cms/camhs/single-point-access.aspx
http://www.worcestershire.gov.uk/cms/camhs/single-point-access.aspx
http://www.worcestershire.gov.uk/cms/camhs/single-point-access.aspx
http://www.worcestershire.gov.uk/cms/camhs/single-point-access.aspx
http://www.worcestershire.gov.uk/cms/camhs/single-point-access.aspx
http://www.worcestershire.gov.uk/cms/camhs/single-point-access.aspx
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Single Point of 

Access 

http://www.hu

mber.nhs.uk/ser

vices/single-

point-of-

access.htm 

Humber NHS 

Foundation 

Trust 

delivering 

mental 

healthcare 

Citizen with 

government 

Public Sub-county Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Intermediation 

Healthcare, 

Social care 

Fully developed EN 

Single Point of 

Access  

http://www.nott

inghamshireheal

thcare.nhs.uk/o

ur-

services/health-

partnerships/ba

ssetlaw-health-

partnership/sing

le-point-of-

access/ 

Nottinghamshi

re Healthcare 

NHS Trust 

improving 

efficiency of 

healthcare 

provision 

Citizen with 

government 

Public Sub-county Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

Healthcare, 

Social care 

Fully developed EN 

Single Point of 

Contact  

http://www.roth

erham.nhs.uk/s

pc 

NHS 

Rotherham 

improving 

efficiency of 

healthcare 

provision 

Citizen with 

government 

Public Sub-county Information 

signposting; 

Providing expert 

advice; 

Intermediation 

Healthcare Fully developed EN 

 

 

 

http://www.humber.nhs.uk/services/single-point-of-access.htm
http://www.humber.nhs.uk/services/single-point-of-access.htm
http://www.humber.nhs.uk/services/single-point-of-access.htm
http://www.humber.nhs.uk/services/single-point-of-access.htm
http://www.humber.nhs.uk/services/single-point-of-access.htm
http://www.nottinghamshirehealthcare.nhs.uk/our-services/health-partnerships/bassetlaw-health-partnership/single-point-of-access/
http://www.nottinghamshirehealthcare.nhs.uk/our-services/health-partnerships/bassetlaw-health-partnership/single-point-of-access/
http://www.nottinghamshirehealthcare.nhs.uk/our-services/health-partnerships/bassetlaw-health-partnership/single-point-of-access/
http://www.nottinghamshirehealthcare.nhs.uk/our-services/health-partnerships/bassetlaw-health-partnership/single-point-of-access/
http://www.nottinghamshirehealthcare.nhs.uk/our-services/health-partnerships/bassetlaw-health-partnership/single-point-of-access/
http://www.nottinghamshirehealthcare.nhs.uk/our-services/health-partnerships/bassetlaw-health-partnership/single-point-of-access/
http://www.nottinghamshirehealthcare.nhs.uk/our-services/health-partnerships/bassetlaw-health-partnership/single-point-of-access/
http://www.nottinghamshirehealthcare.nhs.uk/our-services/health-partnerships/bassetlaw-health-partnership/single-point-of-access/
http://www.nottinghamshirehealthcare.nhs.uk/our-services/health-partnerships/bassetlaw-health-partnership/single-point-of-access/
http://www.nottinghamshirehealthcare.nhs.uk/our-services/health-partnerships/bassetlaw-health-partnership/single-point-of-access/
http://www.rotherham.nhs.uk/spc
http://www.rotherham.nhs.uk/spc
http://www.rotherham.nhs.uk/spc
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Member State: Germany 

Table 20: Germany national level SPCs for both businesses and citizens/consumers 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

SOLVIT (DE) 

www.bmwi.de/ 

Bundesministe

rium fuer 

Wirtschaft und 

Technologie 

To ensure 

Internal 

Market rules 

are applied 

correctly 

Citizen and 

business with 

government 

Public European Information 

signposting; 

Problem-solving; 

Intermediation 

Law, Internal 

Market 

Fully developed DE, EN, FR 

 

Service BW 

www.service-

bw.de/ 

Service BW 

(runs all 

online services 

in Baden-

Wuerttemberg

) 

Acts as a one-

stop-shop for 

citizens and 

businesses, 

making forms 

accessible 

online. Also 

responsible for 

EUGO - 

Facilitating 

Internal 

Market's 

freedom of 

establishment 

for service 

providers 

Citizen and 

business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Completing 

procedures 

All areas of 

administration

: Education, 

Work, 

retirement, 

migration, 

Travel, 

Environment, 

Debt, 

Elections, 

Business 

establishment, 

operation and 

termination 

Fully developed DE, EN, FR 

 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bmwi.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.service-bw.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.service-bw.de/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

BMWi 

authorities 

and Form 

Guide  (BMWi 

Behoerden- 

und 

Formularweg

weiser)  

www.bmwi-

wegweiser.de/st

art/ 

Bundesministe

rium fuer 

Wirtschaft und 

Technologie 

Facilitating the 

establishment 

of new 

companies 

Citizen and 

business with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

Completing 

procedures;  

Intermediation 

Business 

establishment 

Fully developed German 

SPC for the 

European 

research 

Framework 

(Nationale 

Kontaktstelle) 

www.forschungs

rahmenprogram

m.de/nks.htm 

Bundesministe

rium fuer 

Bildung und 

Forschung 

To strengthen 

science, 

technology 

and thereby 

competitivene

ss of the EU 

Citizen and 

business with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice;  

Completing 

procedures; 

Intermediation 

Education, 

research, 

development, 

innovation 

Under 

construction 

German 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bmwi-wegweiser.de/start/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bmwi-wegweiser.de/start/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bmwi-wegweiser.de/start/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.forschungsrahmenprogramm.de/nks.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.forschungsrahmenprogramm.de/nks.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.forschungsrahmenprogramm.de/nks.htm
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Table 21: Germany national level SPCs for businesses  

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe (DE)  

www.een-

deutschland.de/ 

Enterprise 

Europe (DE) 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and innovation 

Business with 

government 

Public European Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

Innovation, 

technology, 

SMEs 

Fully developed DE 

Your Europe 

(Business)  

europa.eu/youre

urope/citizens/i

ndex_de.htm 

EC DC 

Enterprise and 

Industry 

informing EU 

businesses of 

Internal 

Market rules 

Business with 

government 

Public European Information 

signposting; Direct 

information 

provision 

Travel, 

Education, 

Youth, Work, 

Retirement, 

Family, 

Vehicles, 

Health, 

Housing, 

Residence, 

Shopping, 

Volunteering, 

Consumer, 

Benefits, 

Taxes, 

Qualifications 

Fully developed DE 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-deutschland.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-deutschland.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/citizens/index_de.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/citizens/index_de.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/citizens/index_de.htm
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Health NPC 

(NKS 

Forschungsför

derung in den 

Lebenswissens

chaften)  

www.nks-

lebenswissensch

aften.de/ 

Bundes-

ministerium 

fuer Bildung 

und Forschung 

Aims to 

improve 

German 

business and 

research 

centres’ 

chances at 

succeeding at 

EU-wide 

research grant 

competitions 

Business with 

government 

Public European Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; Completing 

procedures; 

Intermediation 

health, 

research, 

compe-

titiveness 

Fully developed DE 

Ixpos 

Enry point for 

EUGO/Points 

of Single 

Contact 

Germany 

Trade and 

Invest, 

Ministerium 

fuer 

Ernaehrung, 

Land-

wirtschaft und 

Verbraucher-

schutz 

Facilitating 

Internal 

Market's 

freedom of 

establishment 

for service 

providers 

Business with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; completing 

administrative 

procedures 

   

Germany 

Trade and 

Invest (GTAI) 

www.gtai.de/ 

Bundes-

ministerium 

fuer Wirtschaft 

und 

Technologie 

Facilitating 

trade and 

investment 

and promoting 

Germany as a 

destination for 

businesses/FD

I 

 

Business with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

business, 

investment, 

trade 

Fully developed DE, EN, 

Russian, 

Arabic, 

Chinese, 

Japanese 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.nks-lebenswissenschaften.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.nks-lebenswissenschaften.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.nks-lebenswissenschaften.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.gtai.de/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network 

Hamburg 

Schleswig 

Holstein 

hhsh.enterprise-

europe-

germany.de/ 

Freie 

Hansestadt 

Hamburg, 

Landes- 

regierung 

Schleswig-

Holstein, 

Investitions- 

bank 

Schleswig-

Holstein, 

Wirtschafts- 

förderung und 

Technologie 

transfer 

Schleswig-

Holstein 

GmbH, TuTech 

Innovation 

GmbH, 

Innovations 

stiftung 

Hamburg (for 

further 

partners see: 

hhsh.enterpris

e-europe-

germany.de/) 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and innovation 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

Innovation, 

technology, 

SMEs 

Fully developed DE 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/hhsh.enterprise-europe-germany.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/hhsh.enterprise-europe-germany.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/hhsh.enterprise-europe-germany.de/
hhsh.enterprise-europe-germany.de
hhsh.enterprise-europe-germany.de
hhsh.enterprise-europe-germany.de
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network 

Mecklemburg-

Vorpommern  

www.enterprise

europe-mv.de/ 

IHK zu 

Rostock, ATI 

Küste GmbH, 

Technologie-

zentrum 

Warnemünde 

e. V., 

Steinbeis-

Forschungs-

zentrum 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and innovation 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

Innovation, 

technology, 

SMEs 

Fully developed DE, EN 

Enterprise 

Europe 

Network 

Bremen  

hb.enterprise-

europe-

germany.de/ 

WFB 

Wirtschafts-

förderung 

Bremen 

GmbH, BIS 

Bremer-

havener 

Gesellschaft 

für 

Investitions-

förderung und 

Stadt-

entwicklung 

mbH, DD Die 

Denkfabrik 

Forschungs 

und 

Entwicklungs 

GmbH 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and innovation 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

Innovation, 

technology, 

SMEs 

Fully developed DE, EN 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.enterpriseeurope-mv.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.enterpriseeurope-mv.de/
hb.enterprise-europe-germany.de
hb.enterprise-europe-germany.de
hb.enterprise-europe-germany.de
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network Berlin 

Brandenburg  

www.eu-

service-bb.de/ 

Berlin Partner 

Gmbh, IHK 

Ost-

brandenburg, 

TSB 

Innovations-

agentur Berlin 

GmbH; 

Zukunfts-

Agentur 

Brandenburg 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and innovation 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

Innovation, 

technology, 

SMEs 

Fully developed DE, EN 

Enterprise 

Europe 

Network 

Nieder-

sachsen  

www.een-

niedersachsen.d

e/ 

NBank, Leibniz 

Universität 

Hannover und 

Stiftung 

Hochschule 

Osnabrück 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and innovation 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

Innovation, 

technology, 

SMEs 

Fully developed DE, EN 

Enterprise 

Europe 

Network 

Sachsen-

Anhalt  

www.een-

sachsen-

anhalt.de/start/i

ndex.html 

Industrie- und 

Handels-

kammer 

Magdeburg, tti 

Technologie-

transfer und 

Innovations-

förderung 

Magdeburg 

GmbH 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and innovation 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

Innovation, 

technology, 

SMEs 

Fully developed DE, EN 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eu-service-bb.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eu-service-bb.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-niedersachsen.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-niedersachsen.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-niedersachsen.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-sachsen-anhalt.de/start/index.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-sachsen-anhalt.de/start/index.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-sachsen-anhalt.de/start/index.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-sachsen-anhalt.de/start/index.html
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network NRW  

nrw.enterprise-

europe-

germany.de/ho

me.html 

ZENIT GmbH, 

NRW.BANK 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and innovation 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

Innovation, 

technology, 

SMEs 

Fully developed DE, EN 

Enterprise 

Europe 

Network 

Hessen  

www.een-

hessen.de/ 

Hessen Trade 

and Invest 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and innovation 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

Innovation, 

technology, 

SMEs 

Fully developed DE, EN 

Enterprise 

Europe 

Network 

Thueringen  

www.een-

thueringen.eu/w

ww/een/ 

Industrie- und 

Handels-

kammer Erfurt 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and innovation 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Innovation, 

technology, 

SMEs 

Fully developed DE, EN 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/nrw.enterprise-europe-germany.de/home.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/nrw.enterprise-europe-germany.de/home.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/nrw.enterprise-europe-germany.de/home.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/nrw.enterprise-europe-germany.de/home.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-hessen.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-hessen.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-thueringen.eu/www/een/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-thueringen.eu/www/een/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-thueringen.eu/www/een/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network/EU-

Netz 

Rheinland 

Pfalz Saar  

www.eu-netz-

rlp-saar.de/ 

EIC Trier, IMG 

Innovations-

management 

GmbH, 

Zentrale fuer 

Produktivitaet 

und 

Technologie 

Saar e.V. 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and innovation 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Innovation, 

technology, 

SMEs 

Fully developed DE, EN 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eu-netz-rlp-saar.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eu-netz-rlp-saar.de/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network 

Bavaria  

www.een-

bayern.de/een/i

nhalte/startseite

.html 

 

IHK München 

und 

Oberbayern, 

IHK für 

Oberfranken 

Bayreuth, IHK 

Schwaben, 

Handwerkska

mmer für 

München und 

Oberbayern, 

Bayern 

Handwerk 

International, 

EU-

Kooperationsb

üro der 

Bayern 

Innovativ 

GmbH, 

Auftragsberat

ungszentrum 

Bayern, 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and innovation 

Business with 

governmen 

Public Regional Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Innovation, 

technology, 

SMEs 

 

Fully developed DE, EN 

 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-bayern.de/een/inhalte/startseite.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-bayern.de/een/inhalte/startseite.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-bayern.de/een/inhalte/startseite.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.een-bayern.de/een/inhalte/startseite.html
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

 

 

 

 

 

 

 

 

Bayerische 

Forschungsalli

anz und LGA 

Training & 

Consulting. Es 

ist ein 

Zusammensch

luss der 

ehemaligen 

europaweiten 

Euro Info 

Centers (EIC) 

und der 

Innovation 

Relay Centres 

(IRC) 
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network 

Baden Wuert-

temberg 

bw.enterprise-

europe-

germany.de/ 

 

IHK Rehin 

Neckar, IHK 

Region 

Stuttgart, IHK 

Reutlingen, 

IHK Ulm, IHK 

Suedlicher 

Oberrhein, 

IHK 

Schwarzwald, 

Steinbeis 

Europa 

Zentrum, 

Ministerium 

fuer Finanzen 

und Wirtschaft 

Baden-Wuert-

temberg, 

Handwerk 

International 

Baden-Wuert-

temberg 

To help SMEs 

find cross-

border 

partners and 

opportunities, 

and promote 

technology 

and 

innovation 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; Providing 

expert advice; 

Innovation, 

technology, 

SMEs 

Fully developed DE, EN 

 

 

 

 

 

 

 

bw.enterprise-europe-germany.de/
bw.enterprise-europe-germany.de/
bw.enterprise-europe-germany.de/


Policy Department A: Economic and Scientific Policy 

 

198 PE 507.453 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

EUGO (Dienst-

leistungs-

portal Bayern)  

www.eap.bayern

.de/# 

 

Dienst-

leistungs-

portal Bayern 

acts as an 

umbrella 

organisation 

merely 

pointing 

businesses to 

the right local 

organisation 

responsible for 

the EUGO in 

their area. In 

Bavaria these 

are IHKs 

(chambers of 

commerce) 

and 

municipalities 

Facilitating 

Internal 

Market's 

freedom of 

establishment 

for service 

providers 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE, EN 

EUGO - Berlin 

https://www.ea.

berlin.de 

 

Senatsverwalt

ung für 

Wirtschaft, 

Technologie 

und Forschung 

Facilitating 

Internal 

Market's 

freedom of 

establish-

ment for 

service 

providers 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE, EN 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eap.bayern.de/%23
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eap.bayern.de/%23
https://www.ea.berlin.de/
https://www.ea.berlin.de/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

EUGO - 

Bremen  

www.wfb-

bremen.de/de/w

fb-einheitlicher-

ansprechpartner 

Wirtschafts-

foerderung 

Bremen GmbH 

Facilitating 

Internal 

Market's 

freedom of 

establishment 

for service 

providers 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE 

EUGO - 

Brandenburg 

https://eap.bran

denburg.de/web

/sbb 

Land 

Brandenburg 

Facilitating 

Internal 

Market's 

freedom of 

establishment 

for service 

providers 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE, EN PL 

 

 

 

 

 

 

 

 

 

 

 

https://eap.brandenburg.de/web/sbb
https://eap.brandenburg.de/web/sbb
https://eap.brandenburg.de/web/sbb
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

EUGO - 

Hamburg 

www.hamburg.

de/einheitliche

r-

ansprechpartn

er 

 

Network of six 

chambers of 

commerce/ 

industry: 

Handels-

kammer 

Hamburg, 

Handwerks-

kammer 

Hamburg, 

Ham-

burgische 

Architekten-

kammer, 

hanseatische 

Rechtsanwaltk

ammer, 

Steuerberater

kammer, 

Hambur-

gische 

Ingenieurkam

mer-Bau 

Facilitating 

Internal 

Market's 

freedom of 

establishment 

for service 

providers 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE, EN 

EUGO - 

Hessen 

www.eah.hess

en.de/irj/EAH_

Internet 

Land Hessen Facilitating 

Internal 

Market's 

freedom of 

establishment 

for service 

providers 

Business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hamburg.de/einheitlicher-ansprechpartner
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hamburg.de/einheitlicher-ansprechpartner
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hamburg.de/einheitlicher-ansprechpartner
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hamburg.de/einheitlicher-ansprechpartner
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.hamburg.de/einheitlicher-ansprechpartner
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eah.hessen.de/irj/EAH_Internet
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eah.hessen.de/irj/EAH_Internet
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eah.hessen.de/irj/EAH_Internet
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

EUGO - 

Nieder-

sachsen  

www.dienstleis

terportal.niede

rsachsen.de/ 

Dienstleister-

protal Nieder-

sachsen 

Facilitating 

Internal 

Market's 

freedom of 

establishme

nt for 

service 

providers 

Business with 

government 

Public Regional Information 

signposting; 

Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE 

EUGO - 

Sachsen  

www.ea.sachs

en.de/einheitlic

her-

ansprechpartn

er-

sachsen.html 

Landes-

direktion 

Sachsen 

Facilitating 

Internal 

Market's 

freedom of 

establishme

nt for 

service 

providers 

Business with 

government 

Public Regional Information 

signposting; 

Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE 

EUGO - 

Sachsen-

Anhalt  

www.sachsen-

anhalt.de/inde

x.php?id=3864

3 

Landes-

verwaltung 

Sachsen-

Anhalt 

Facilitating 

Internal 

Market's 

freedom of 

establishme

nt for 

service 

providers 

Business with 

government 

Public Regional Information 

signposting; 

Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.dienstleisterportal.niedersachsen.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.dienstleisterportal.niedersachsen.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.dienstleisterportal.niedersachsen.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ea.sachsen.de/einheitlicher-ansprechpartner-sachsen.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ea.sachsen.de/einheitlicher-ansprechpartner-sachsen.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ea.sachsen.de/einheitlicher-ansprechpartner-sachsen.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ea.sachsen.de/einheitlicher-ansprechpartner-sachsen.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ea.sachsen.de/einheitlicher-ansprechpartner-sachsen.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ea.sachsen.de/einheitlicher-ansprechpartner-sachsen.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.sachsen-anhalt.de/index.php%3fid=38643
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.sachsen-anhalt.de/index.php%3fid=38643
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.sachsen-anhalt.de/index.php%3fid=38643
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.sachsen-anhalt.de/index.php%3fid=38643
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

EUGO - 

Thueringen  

www.einheitlic

he-

stelle.thuering

en.de/ea/ 

Land 

Thueringen 

Facilitating 

Internal 

Market's 

freedom of 

establishme

nt for 

service 

providers 

Business with 

government 

Public Regional Information 

signposting; 

Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE 

EUGO - 

Rheinland 

Pfalz  

www.eap.rlp.d

e/rlpgateway/f

vp/fv/EUDLR/D

efault.aspx?sid

=5 

Land 

Rheinland-

Pfalz 

Facilitating 

Internal 

Market's 

freedom of 

establishme

nt for 

service 

providers 

Business with 

government 

Public Regional Information 

signposting; 

Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE, EN, FR 

EUGO - 

Saarland 

www.saarland.

de/einheitliche

r_ansprechpart

ner.htm 

Land Saarland Facilitating 

Internal 

Market's 

freedom of 

establishme

nt for 

service 

providers 

Business with 

government 

Public Regional Information 

signposting; 

Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE, EN, DK, 

PL 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.einheitliche-stelle.thueringen.de/ea/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.einheitliche-stelle.thueringen.de/ea/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.einheitliche-stelle.thueringen.de/ea/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.einheitliche-stelle.thueringen.de/ea/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eap.rlp.de/rlpgateway/fvp/fv/EUDLR/Default.aspx%3fsid=5
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eap.rlp.de/rlpgateway/fvp/fv/EUDLR/Default.aspx%3fsid=5
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eap.rlp.de/rlpgateway/fvp/fv/EUDLR/Default.aspx%3fsid=5
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eap.rlp.de/rlpgateway/fvp/fv/EUDLR/Default.aspx%3fsid=5
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eap.rlp.de/rlpgateway/fvp/fv/EUDLR/Default.aspx%3fsid=5
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.saarland.de/einheitlicher_ansprechpartner.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.saarland.de/einheitlicher_ansprechpartner.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.saarland.de/einheitlicher_ansprechpartner.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.saarland.de/einheitlicher_ansprechpartner.htm
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

EUGO - 

Schleswig-

Holstein 

www.ea-sh.de/ 

 

Landesportal 

Schleswig-

Holstein 

Facilitating 

Internal 

Market's 

freedom of 

establishme

nt for 

service 

providers 

Business with 

government 

Public Regional Information 

signposting; 

Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

Business 

establishment, 

operation and 

termination 

Fully developed DE 

 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ea-sh.de/
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Table 22: Germany national level SPCs for citizens/consumers 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

Your Europe 

(Citizen) 

europa.eu/yo

ureurope/busi

ness/index_d

e.htm 

EC DC Internal 

Market and 

Services 

informing EU 

citizens of 

Internal 

Market law 

and rights 

Citizen with 

government 

Public European Information 

signposting; 

Direct information 

provision; 

Business, 

Establish-ment, 

Taxes, 

Responsible 

Decision-

making, 

Employment, 

Research, 

Innovation, 

Environment, 

Finance, 

Bankruptcy, 

Trade, Mergers 

Fully developed DE 

EURAXESS 

(DE)  

www.euraxes

s.de/portal/h

ome_de.html 

National 

Coordination 

Point at the 

Alexander von 

Humboldt 

Foundation 

(supported by 

the Federal 

Ministry of 

Education and 

Research) 

Is an 

information 

and advice 

point for 

inter-

nationally 

mobile 

researchers 

wishing to 

come to 

Germany or 

go abroad to 

work in 

research. 

Citizen with 

government 

Public European Information 

signposting; 

Direct information 

provision; 

Intermediation 

researchers' 

mobility 

Fully developed DE, EN 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/business/index_de.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/business/index_de.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/business/index_de.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/business/index_de.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.euraxess.de/portal/home_de.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.euraxess.de/portal/home_de.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.euraxess.de/portal/home_de.html
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

National 

Coordinatio

n Point 

Mobility 

www.humbol

dt-

foundation.de

/web/3097.ht

ml 

Alexander von 

Humboldt 

Foundation 

offering 

information 

and advice to 

German 

institutions 

and 

researchers 

for the 

specific 

program 

People of the 

7th EU 

Research 

Framework 

Programme 

Citizen with 

government 

Public European Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice 

mobility 

(research) 

Fully developed DE, EN 

Eurodesk 

(DE) 

www.jugendh

ilfeportal.de/s

tartseite/uebe

r-uns/ 

Eurodesk 

Germany 

Promote to 

cross-border 

employment 

and 

education 

opportunities 

for young 

people 

Citizen with 

government 

and consumer 

with business 

Public European Information 

signposting; 

Direct information 

provision; 

Intermediation 

Employment, 

Education, 

Migration, 

Youth, 

Volunteering, 

Travel 

Fully developed DE 

Eurodesk 

“mobility 

portal”  

www.rausvon

zuhaus.de/ 

Eurodesk 

Germany 

 

Gives 

information 

about 

studying, 

working, 

voluntary 

work and 

travelling in 

Germany 

Citizen with 

government 

 

Public 

 

European 

 

Information 

signposting; 

Direct information 

provision; 

Employment, 

Education, 

Migration, 

Youth, 

Volunteering, 

Travel 

Fully developed 

 

DE, EN 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.humboldt-foundation.de/web/3097.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.humboldt-foundation.de/web/3097.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.humboldt-foundation.de/web/3097.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.humboldt-foundation.de/web/3097.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.humboldt-foundation.de/web/3097.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.jugendhilfeportal.de/startseite/ueber-uns/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.jugendhilfeportal.de/startseite/ueber-uns/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.jugendhilfeportal.de/startseite/ueber-uns/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.jugendhilfeportal.de/startseite/ueber-uns/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.rausvonzuhaus.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.rausvonzuhaus.de/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

ECC NET (DE) 

www.eu-

verbraucher.de/

de/startseite/ 

Europäisches 

Verbraucher-

zentrum 

Deutschland 

To put 

consumers in 

a position to 

buy, in the 

Internal 

Market, with 

serenity and 

confidence 

and full 

awareness of 

their rights 

and duties. 

Consumer with 

business 

Public National Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Completing 

procedures; 

Intermediation 

Consumer 

rights 

Fully developed DE, EN 

 

 

 

 

 

 

 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eu-verbraucher.de/de/startseite/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.eu-verbraucher.de/de/startseite/
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A European Single Point of Contact 

 

PE 507.453 207 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

FIN NET (DE)  

 

Deutscher 

Sparkassen- 

und 

Giroverband 

(DSGV), 

Various 

financial 

ombudsmen, 

Schlichtungsst

elle bei der 

Deutschen 

Bundesbank, 

Schlichtungsst

elle der 

National 

network 

includes: 

Landesbauspar

kassen (LBS), 

Schlichtungsst

elle nach dem 

Investmentges

etz, Verband 

der Privaten 

Bausparkassen 

e.V. – 

Kundenbeschw

erdestelle  

improving 

efficiency in 

financial 

services by 

reducing 

burden of 

litigation 

between 

clients and 

providers 

Consumer with 

business 

Public National Direct information 

provision ; 

Alternative 

dispute 

resolution; 

Intermediation 

banks, 

mortgage 

banks, 

mortgage 

intermediaries, 

credit unions, 

payment 

institutions, 

electronic 

money 

institutions, 

Poste Italiane 

Fully developed DE 
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

Central point 

of recognition  

(Zentrale 

Anlauf- 

stelle An-

erkennung)  

www.diakonie-

hamburg.de/we

b/visitenkarte/z

aa/ 

Diakonie 

Hamburg 

Facilitating 

the 

recognition of 

foreign 

degrees and 

certificates 

Citizen with 

government 

Civil 

organisa-

tion 

National Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Intermediation 

Education, 

migration, 

Work 

Fully developed DE, FR, PL, SP 

Recognition in 

Germany (An-

erkennung in 

Deutschland)  

www.anerkennu

ng-in-

deutschland.de/

html/de/ 

Bundesministe

rium fuer 

Bildung und 

Forschung 

Facilitating 

the 

recognition of 

foreign 

degrees and 

certificates 

Citizen with 

government 

Public National Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; Gaining 

authorisations 

Education, 

migration, 

Work 

Fully developed DE, EN 

DAAD Online 

Portal 

www.daad.de/e

n/index.html 

DAAD 

(German 

Academic 

Exchange 

Service) 

to help 

foreigners 

wishing to 

study in 

Germany and 

Germans 

wishing to 

study abroad 

by providing 

information 

and advice 

Citizen with 

government 

Public National Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Completing 

procedures 

Education, 

research 

Fully developed DE, EN, SP 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.diakonie-hamburg.de/web/visitenkarte/zaa/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.diakonie-hamburg.de/web/visitenkarte/zaa/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.diakonie-hamburg.de/web/visitenkarte/zaa/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.diakonie-hamburg.de/web/visitenkarte/zaa/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.anerkennung-in-deutschland.de/html/de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.anerkennung-in-deutschland.de/html/de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.anerkennung-in-deutschland.de/html/de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.anerkennung-in-deutschland.de/html/de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.daad.de/en/index.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.daad.de/en/index.html
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

ELSTER 

https://www.els

ter.de/index.ph

p 

Freistaat 

Bayern 

to simplify 

the 

submission of 

tax returns 

required of 

most groups 

of the 

population 

Citizen with 

government 

Public National Completing 

procedures; 

Intermediation 

taxes Fully developed DE 

Consummer 

(Verbraucherz

entrale) 

www.vzbv.de/in

dex.htm 

Verbraucher-

zentrale 

to help 

citizens 

exercise their 

rights vis-a-

vis 

businesses or 

state 

institutions 

Citizen with 

government 

and consumer 

with business 

Civil 

organisa-

tion 

National Information 

signposting; 

Direct information 

provision; 

Completing 

procedures; 

Consumer 

rights 

Fully developed DE, EN 

Consumer 

traffic 

controller 

(Verbraucher-

lotse) 

www.verbrauch

erlotse.de 

Bundes-

ministerium 

fuer 

Errnaehrung, 

Ladwirtschaft 

und 

Verbraucer-

schutz 

aims to act as 

an access 

point for all 

information 

concerning 

consumers/-

citizens 

Citizen with 

government 

and consumer 

with business 

Public National Information 

signposting; 

Direct information 

provision; 

Completing 

procedures 

Consumer 

rights 

Under 

construction 

DE 

 

 

 

 

https://www.elster.de/index.php
https://www.elster.de/index.php
https://www.elster.de/index.php
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.vzbv.de/index.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.vzbv.de/index.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.verbraucherlotse.de
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.verbraucherlotse.de
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

Arbitration 

board for 

medical 

liability issues 

(Schlichtungs

stelle für 

Arzthaftpflicht

fragen)  

www.norddeuts

che-

schlichtungsstel

le.de/ 

Nord-

deutschen 

Ärzte-

kammern 

function as 

the central 

arbitration 

body for the 

extra-judicial 

settlement of 

disputes 

between 

medical 

practi-

tioners/hospit

als and 

patients in 

Northern 

Germany 

Consumer with 

business 

Civil 

organisa-

tion 

National Information 

signposting; 

Alternative 

dispute 

resolution; 

Patient rights, 

medical 

disputes 

Fully developed DE, EN 

Arbitration 

board for 

medical 

liability issues 

(Schlichtungs

stelle für Arzt-

-haftpflicht-

fragen)  

www.bundesaer

ztekammer.de/

page.asp?his=2

.59.5301 

Bundesaerztek

ammer 

function as 

the central 

arbitration 

body for the 

extra-judicial 

settlement of 

disputes 

between 

medical 

practi-

tioners/hospit

als and 

patients in 

Germany 

Consumer with 

business 

Civil 

organisa-

tion 

National Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Alternative 

dispute resolution 

 

Patient rights, 

medical 

disputes 

Fully developed DE, EN, FR 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.norddeutsche-schlichtungsstelle.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.norddeutsche-schlichtungsstelle.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.norddeutsche-schlichtungsstelle.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.norddeutsche-schlichtungsstelle.de/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesaerztekammer.de/page.asp%3fhis=2.59.5301
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesaerztekammer.de/page.asp%3fhis=2.59.5301
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesaerztekammer.de/page.asp%3fhis=2.59.5301
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesaerztekammer.de/page.asp%3fhis=2.59.5301


A European Single Point of Contact 

 

PE 507.453 211 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

Consumer 

Services for 

Electricity / 

Gas Central 

Federal 

Network 

(Verbrauchers

ervice 

Elektrizität/Ga

s Bundes-

netzzentrale)  

www.bundesnet

zagentur.de/DE

/Verbraucher/V

erbraucherServi

ceEnergie/Verbr

aucherServiceE

nergie_node.ht

ml 

Bundes-

netzagentur 

tasked with 

providing 

households 

with 

information 

regarding 

utilities and 

pointing them  

to other 

bodies in the 

case of 

conflicts 

Consumer with 

business 

Public National Information 

signposting; 

Alternative 

dispute 

resolution; 

Intermediation 

Electricity, Gas, 

Utilities, 

consumer 

rights 

Fully developed DE 

Arbitration for 

public 

transport 

(Schlichtungs

stelle für den 

öffentlichen 

Personen-

verkehr)  

https://soep-

online.de/index.

html 

 function as 

the central 

arbitration 

body for the 

extra-judicial 

settlement of 

disputes 

between 

transport 

providers and 

travellers in 

Germany 

 Civil 

organisa-

tion 

National 

 

Information 

signposting; 

Alternative 

dispute 

resolution; 

Intermediation 

 

travel, 

transport, 

consumer 

rights 

 

Fully developed 

 

DE 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/DE/Verbraucher/VerbraucherServiceEnergie/VerbraucherServiceEnergie_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/DE/Verbraucher/VerbraucherServiceEnergie/VerbraucherServiceEnergie_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/DE/Verbraucher/VerbraucherServiceEnergie/VerbraucherServiceEnergie_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/DE/Verbraucher/VerbraucherServiceEnergie/VerbraucherServiceEnergie_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/DE/Verbraucher/VerbraucherServiceEnergie/VerbraucherServiceEnergie_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/DE/Verbraucher/VerbraucherServiceEnergie/VerbraucherServiceEnergie_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/DE/Verbraucher/VerbraucherServiceEnergie/VerbraucherServiceEnergie_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/DE/Verbraucher/VerbraucherServiceEnergie/VerbraucherServiceEnergie_node.html
https://soep-online.de/index.html
https://soep-online.de/index.html
https://soep-online.de/index.html
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SPC Nam Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

Consumer 

Services 

Telecommunic

ations Central 

Federal 

Network 

(Verbrauchers

ervice Tele-

kommukation 

Bundesnetz-

zentrale)  

www.bundesnet

zagentur.de/cln

_1932/DE/Verb

raucher/Verbra

ucherserviceTel

ekommunikatio

n/Verbrauchers

erviceTK_node.

html 

Bundesnetz-

agentur 

tasked with 

providing 

households 

with 

information 

regarding 

telecommunic

ations and 

pointing them  

to other 

bodies in the 

case of 

conflicts 

Consumer with 

business 

Public National Information 

signposting; 

Direct information 

provision; 

Alternative 

dispute 

resolution;  

Intermediation 

telecom-

munication, 

consumer 

rights 

Fully developed DE, 

EN 

Single point of 

access, citizen 

service portal 

- State 

(example: 

Nieder-

sachsen)  

buergerservice.

niedersachsen.d

e/portal/ 

Land Nieder-

sachsen 

Facilitate 

relations 

between 

citizens and 

public 

adminis-

tration 

Citizen with 

government 

Public Regional Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

employment, 

education, 

family, 

retirement, 

disability, social 

issues 

Fully developed DE 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/cln_1932/DE/Verbraucher/VerbraucherserviceTelekommunikation/VerbraucherserviceTK_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/cln_1932/DE/Verbraucher/VerbraucherserviceTelekommunikation/VerbraucherserviceTK_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/cln_1932/DE/Verbraucher/VerbraucherserviceTelekommunikation/VerbraucherserviceTK_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/cln_1932/DE/Verbraucher/VerbraucherserviceTelekommunikation/VerbraucherserviceTK_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/cln_1932/DE/Verbraucher/VerbraucherserviceTelekommunikation/VerbraucherserviceTK_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/cln_1932/DE/Verbraucher/VerbraucherserviceTelekommunikation/VerbraucherserviceTK_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/cln_1932/DE/Verbraucher/VerbraucherserviceTelekommunikation/VerbraucherserviceTK_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/cln_1932/DE/Verbraucher/VerbraucherserviceTelekommunikation/VerbraucherserviceTK_node.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.bundesnetzagentur.de/cln_1932/DE/Verbraucher/VerbraucherserviceTelekommunikation/VerbraucherserviceTK_node.html
buergerservice.niedersachsen.de/portal/
buergerservice.niedersachsen.de/portal/
buergerservice.niedersachsen.de/portal/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

Single point of 

access, 

Citizen service 

portal for the 

disabled - 

State 

(example: 

Nieder-

sachsen)  

www.lsonline.ni

edersachsen.de

/ls-

online/onlinefor

mulare 

Land Nieder-

sachsen 

aims to ease 

the 

administrativ

e burden on a 

specific group 

of citizens 

Citizen with 

government 

Public Regional Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Completing 

procedures; 

Gaining 

authorisations 

disability, 

administrative 

procedures 

Fully developed DE 

Arbitration 

body for 

energy 

(Schlichtungs

stelle Energie) 

www.schlichtun

gsstelle-

energie.de 

Bundes-

wirtschafts-

ministerium 

and Bundes-

ministerium 

für Ernährung, 

Land-

wirtschaft und 

Verbraucher-

schutz 

function as 

the central 

arbitration 

body for the 

extra-judicial 

settlement of 

disputes 

between 

energy 

companies 

and 

consumers 

Consumer with 

business 

Public Regional Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Alternative 

dispute resolution 

Electricity 

consumer 

rights, dispute 

resolution 

Fully developed DE 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.lsonline.niedersachsen.de/ls-online/onlineformulare
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.lsonline.niedersachsen.de/ls-online/onlineformulare
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.lsonline.niedersachsen.de/ls-online/onlineformulare
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.lsonline.niedersachsen.de/ls-online/onlineformulare
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.lsonline.niedersachsen.de/ls-online/onlineformulare
www.schlichtungsstelle-energie.de
www.schlichtungsstelle-energie.de
www.schlichtungsstelle-energie.de
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Member State: France 

Table 23: France national level SPCs for both businesses and citizens/consumers 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

SOLVIT  

ec.europa.eu/so

lvit/site/index_f

r.htm 

The Member 

States of the 

EU and the 

European 

Commission 

To ensure 

that Internal 

Market rules 

are applied 

correctly by 

Public 

Authorities 

Citizen and 

business with 

government 

Public European Information 

signposting; 

Problem-solving; 

Intermediation 

 

Law, Internal 

Market 

Fully developed FR 

Médiateur 

européen 

(The 

European 

Ombudsman) 

www.ombudsm

an.europa.eu/fr

/home.faces 

EU adminis-

tration 

Investigates 

complaints 

about 

maladministr

ation in EU 

institutions, 

bodies, 

offices, and 

agencies 

Citizen and 

business with 

government 

Public European Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Completing 

procedures; 

Alternative 

dispute resolution 

Institutions and 

bodies in the 

EU 

Fully developed FR, BG, CS, 

DA, DE, ET, 

EL, EN, ES, 

FR, GA, IT, 

LV, LT, HU, 

MT, NL, PL, 

PT, RO, SK, 

SL, FI, SV, IS, 

NO 

 

 

 

 

 

 

 

http://ec.europa.eu/solvit/site/index_fr.htm
http://ec.europa.eu/solvit/site/index_fr.htm
http://ec.europa.eu/solvit/site/index_fr.htm
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

Service Public 

(civil service)  

http://www.ser

vice-public.fr/ 

French 

Government 

To simplify 

administrativ

e procedures 

for citizens, 

professionals 

and 

associations, 

to give them 

easy access 

to legal texts 

and inform 

them of their 

obligations. 

Citizen and 

business with 

government 

Public National Information 

signposting; 

Direct information 

provision; 

 

Any aspect of 

citizenship: 

money 

management, 

work, housing… 

Fully developed FR 

Le Médiateur 

des ministères 

économiques 

et financiers 

(Ombudsman 

Ministry of 

Economy and 

Finance)  

www.economie.

gouv.fr/mediate

ur 

French 

Government 

To simplify 

the 

relationships 

with users, 

either 

physical or 

moral 

persons 

Citizen and 

business with 

government 

Public National Completing 

procedures; 

Alternative 

dispute 

resolution; 

Intermediation 

Persistent 

disputes on 

taxes or 

complaints 

related to 

customs or 

finance 

Fully developed FR 

 

 

 

 

 

http://www.service-public.fr/
http://www.service-public.fr/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

Eures-

Advisors in 

France  

http://ec.europ

a.eu/eures/mai

n.jsp?acro=eur

es&lang=fr&cat

Id=3&parentCat

egory=3 

EURES, 

European 

Commission 

To provide 

the 

information 

required by 

jobseekers 

and 

employers 

through 

personal 

contacts 

Citizen with 

government 

and consumer 

with business 

Public European Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Job mobility Fully developed FR, BG, CS, 

DA, DE, ET, 

EL, EN, ES, 

FR, GA, IT, 

LV, LT, HU, 

MT, NL, PL, 

PT, RO, SK, 

SL, FI, SV, IS, 

NO 

EURES-

Channel  

http://www.eur

eschannel.org/f

r/main.html 

EURES, 

European 

Commission 

To promote 

the cross-

border 

employment 

mobility in 

the French-

Belgian-

English 

border 

region. 

Citizen with 

government 

and consumer 

with business 

Public European Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Job mobility Fully developed FR, NL, EN 

 

 

 

 

 

 

http://ec.europa.eu/eures/main.jsp?acro=eures&lang=fr&catId=3&parentCategory=3
http://ec.europa.eu/eures/main.jsp?acro=eures&lang=fr&catId=3&parentCategory=3
http://ec.europa.eu/eures/main.jsp?acro=eures&lang=fr&catId=3&parentCategory=3
http://ec.europa.eu/eures/main.jsp?acro=eures&lang=fr&catId=3&parentCategory=3
http://ec.europa.eu/eures/main.jsp?acro=eures&lang=fr&catId=3&parentCategory=3
http://ec.europa.eu/eures/main.jsp?acro=eures&lang=fr&catId=3&parentCategory=3
http://www.eureschannel.org/fr/main.html
http://www.eureschannel.org/fr/main.html
http://www.eureschannel.org/fr/main.html
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

EURES-

Luxembourg,L

orraine, 

Wallonie, 

Rhénanie-

Palatinat, 

Sarre  

http://www.eur

eslux.org/ 

EURES, 

European 

Commission 

To provide 

information, 

advice and 

placement 

services to 

job-seekers, 

cross-border 

workers and 

employers 

interested in 

transfrontier 

activities or 

recruitment 

(Lexmbourg,L

orraine, 

Wallonie, 

Rhénanie-

Palatinat, 

Sarre) 

Citizen with 

government 

and consumer 

with business 

Public European Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Job mobility Fully developed FR 

EURES-

Tranfrontalier  

http://eures-

sllrp.eu/fr/ 

EURES, 

European 

Commission 

To inform the 

public about 

living and 

working 

conditions in 

the four 

partner 

regions, to 

exchange 

information 

on the labour 

market. 

Citizen with 

government 

and consumer 

with business 

Public European Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice; 

Job mobility Fully developed FR, DE 

 

 

http://www.eureslux.org/
http://www.eureslux.org/
http://eures-sllrp.eu/fr/
http://eures-sllrp.eu/fr/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

EURES-T 

Rhin 

Superieur 

http://www.eu

res-t-

rhinsuperieur.e

u/accueil.html 

EURES, 

European 

Commission 

The 

encourageme

nt of border 

workers 

mobility in 

the region, 

put in place 

information 

services for 

workers on 

living and 

working 

conditions on 

either side of 

the borders 

Citizen with 

government 

and consumer 

with business 

Public European Information 

signposting; 

Direct 

information 

provision; 

Providing expert 

advice; 

Job mobility Fully developed FR, DE 

Europe Direct  

http://europa.

eu/europedirec

t/index_fr.htm 

European 

Union 

To provide 

information 

about the EU 

Citizen with 

government 

and consumer 

with business 

Public European Information 

signposting; 

Direct 

information 

provision; 

Providing expert 

advice; 

Residence 

permits, civil 

rights, grants 

for businesses, 

etc 

Fully developed FR, BG, CS, 

DA, DE, ET, 

EL, EN, ES, 

FR, GA, IT, 

LV, LT, HU, 

MT, NL, PL, 

PT, RO, SK, 

SL, FI, SV, IS, 

NO 

 

 

 

 

 

 

http://www.eures-t-rhinsuperieur.eu/accueil.html
http://www.eures-t-rhinsuperieur.eu/accueil.html
http://www.eures-t-rhinsuperieur.eu/accueil.html
http://www.eures-t-rhinsuperieur.eu/accueil.html
http://europa.eu/europedirect/index_fr.htm
http://europa.eu/europedirect/index_fr.htm
http://europa.eu/europedirect/index_fr.htm


A European Single Point of Contact 

 

PE 507.453 219 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 
Stage of 

development 

Linguistic 

coverage 

Le médiateur 

de l'éducation 

nationale  

et de 

l'enseignemen

t supérieur 

(the 

Ombudsman 

of national 

education and 

higher 

education) 

www.education.

gouv.fr/pid282/l

e-mediateur-

de-l-education-

nationale-et-de-

l-

enseignement-

superieur.html 

French 

Government 

To help, in 

case of 

dispute, the 

users and 

staff of 

national 

education 

and higher 

education 

Citizen and 

business with 

government 

Public National Direct information 

provision; 

Providing expert 

advice; 

Completing 

procedures; 

Alternative 

dispute resolution 

Education Fully developed FR 
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Table 24: France national level SPCs for businesses  

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network, 

France  

portal.enterpris

e-europe-

network.ec.eur

opa.eu/index_fr

.htm 

Resp.: EC DG 

Enterprise and 

Industry. Mgd: 

Executive 

Agency for 

Finance and 

Innovation 

To help small 

enterprises  to 

make the 

most of the 

European 

Market 

Business with 

government 

Public European Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert 

advice; 

Interme-

diation 

Business, 

Innovation, 

Networking, 

Finance, 

Technology, 

Law 

Fully 

developed 

EN 

Your Europe-

Business 

europa.eu/your

europe/busines

s/countries/fran

ce/index_en.ht

m 

European Union To help 

businesses to 

do things in 

other 

European 

countries – 

avoiding 

unnecessary 

inconvenience 

and red tape. 

Business with 

government 

Public European Information 

signposting; 

 

Starting a 

new company, 

managing, 

expanding, 

research 

innovation, 

responsible 

business, 

finance and 

support, exit 

strategy 

Fully 

developed 

BG, CS, DA, 

DE, ET, EL, 

EN, ES, FR, 

GA, IT, LV, 

LT, HU, MT, 

NL, PL, PT, 

RO, SK, SL, 

FI, SV, IS, 

NO 

http://portal.enterprise-europe-network.ec.europa.eu/index_fr.htm
http://portal.enterprise-europe-network.ec.europa.eu/index_fr.htm
http://portal.enterprise-europe-network.ec.europa.eu/index_fr.htm
http://portal.enterprise-europe-network.ec.europa.eu/index_fr.htm
http://portal.enterprise-europe-network.ec.europa.eu/index_fr.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/business/countries/france/index_en.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/business/countries/france/index_en.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/business/countries/france/index_en.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/business/countries/france/index_en.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/business/countries/france/index_en.htm
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Point of 

Contact in 

France for 

Erasmus For 

Young 

Entrepre-

neurs  

www.erasmus-

entrepreneurs.e

u/ 

European 

Commission-

Enterprise and 

Industry 

To help users 

with their 

application, to 

help them 

establish a 

successful 

relationship 

with a suitable 

entrepreneur 

as well as 

providing them 

with all the 

answers to 

your questions 

Business with 

business 

Public European Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Interme-

diation 

Entrepreneurs

hip 

Fully 

developed 

FR, BG, CS, 

DA, DE, ET, 

EL, EN, ES, 

FR, GA, IT, 

LV, LT, HU, 

MT, NL, PL, 

PT, RO, SK, 

SL, FI, SV, 

IS, NO 

Guichet 

Entreprises 

(enterprise 

counter)  

www.guichet-

entreprises.fr 

GIP Guichet 

Entreprises 

(French 

Government) 

To provide to 

any 

entrepreneur 

with abundant 

information as 

well as with a 

unique desk 

which helps 

meeting with 

legal 

formalities 

Business with 

business 

Public National Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures 

Company 

creation 

Fully 

developed 

FR 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.guichet-entreprises.fr
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.guichet-entreprises.fr


Policy Department A: Economic and Scientific Policy 

 

222 PE 507.453 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Relais Culture 

Europe 

(European 

cultural relay) 

www.relais-

culture-

europe.org/ 

European 

Commission and 

the Ministry of 

Culture and 

Communications 

To facilitate 

the diffusion 

of information 

as well as the 

circulation of 

ideas amongst 

cultural actors 

as well as a 

large public 

Business with 

government 

Public National Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert 

advice; 

Completing 

procedures 

Culture Fully 

developed 

FR 

National 

Contact 

Points for the 

OECD 

Guidelines for 

Multinational 

Enterprises 

www.tresor.eco

nomie.gouv.fr/

3623_le-point-

de-contact-

national-pcn 

Ministry of 

Finance and 

Economy and 

Ministry of 

Foreign Trade 

To promote 

and diffuse the 

OECD 

guidelines for 

multinational 

enterprises 

and to 

respond to 

some issues 

related to the 

non-respect of 

the principles 

Business with 

government 

Public National Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice 

OECD 

guidelines 

Fully 

developed 

FR 

Le Médiateur 

du crédit aux 

entreprises 

(Ombudsman 

of credit for 

companies) 

http://www.me

diateurducredit.

fr/ 

French 

Government 

(minister of 

economy and 

finance and 

minister of the 

budgetary 

recovery) 

To help 

businesses or 

entrepreneurs 

to solve 

problems 

related to 

financing or 

treasury 

Business with 

government 

 

Public National Information 

signposting; 

Alternative 

dispute 

resolution 

Credit for 

companies 

Fully 

developed 

FR 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.relais-culture-europe.org/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.relais-culture-europe.org/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.relais-culture-europe.org/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.tresor.economie.gouv.fr/3623_le-point-de-contact-national-pcn
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.tresor.economie.gouv.fr/3623_le-point-de-contact-national-pcn
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.tresor.economie.gouv.fr/3623_le-point-de-contact-national-pcn
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.tresor.economie.gouv.fr/3623_le-point-de-contact-national-pcn
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.tresor.economie.gouv.fr/3623_le-point-de-contact-national-pcn
http://www.mediateurducredit.fr/
http://www.mediateurducredit.fr/
http://www.mediateurducredit.fr/
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Table 25: France national level SPCs for citizens/consumers 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Centre 

Européen de 

la Consom-

mation  

http://www.ce

c-

zev.eu/fr/accu

eil/ 

The French and 

German 

Governments 

and the 

European Union 

To guarantee 

and promote 

the rights of 

consumers in 

Europe 

Citizen with 

government 

and consumer 

with business 

Public European Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice 

Consumer, 

Healthcare, 

Social care 

Fully 

developed 

DE, FR 

CORDIS- 

Community 

Research and 

Development 

Information 

Service, NP7 

National 

Contact 

Points for 

France 

http://cordis.e

uropa.eu/fetch

?CALLER=MSS

_FR_FP7NCP_F

R 

European 

Commission 

To provide 

advice and 

individual 

assistance to 

research and 

development 

companies in 

Europe 

Citizen with 

government 

Public European Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures 

Research & 

Development 

Fully 

developed 

FR, EN, DE, 

ES, IT, PL 

http://www.cec-zev.eu/fr/accueil/
http://www.cec-zev.eu/fr/accueil/
http://www.cec-zev.eu/fr/accueil/
http://www.cec-zev.eu/fr/accueil/
http://cordis.europa.eu/fetch?CALLER=MSS_FR_FP7NCP_FR
http://cordis.europa.eu/fetch?CALLER=MSS_FR_FP7NCP_FR
http://cordis.europa.eu/fetch?CALLER=MSS_FR_FP7NCP_FR
http://cordis.europa.eu/fetch?CALLER=MSS_FR_FP7NCP_FR
http://cordis.europa.eu/fetch?CALLER=MSS_FR_FP7NCP_FR
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

EURAXESS 

http://ec.europ

a.eu/euraxess/

index.cfm/gen

eral/index 

Joint initiative of 

the European 

Commission and 

the countries 

participating in 

the European 

Union's 

Framework 

Programme for 

Research 

A one-stop 

shop for 

researchers 

seeking to 

advance their 

careers and 

personal 

development 

by moving to 

other 

countries: 

provides 

information on 

training and 

jobs and 

represents the 

entry point to 

a wealth of 

practical 

information on 

living, working 

and relaxing in 

the European 

countries 

involved. 

Citizen with 

government 

and 

consumer 

with business 

Public European Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures 

Mobility of 

researchers 

Fully 

developed 

EN 

http://ec.europa.eu/euraxess/index.cfm/general/index
http://ec.europa.eu/euraxess/index.cfm/general/index
http://ec.europa.eu/euraxess/index.cfm/general/index
http://ec.europa.eu/euraxess/index.cfm/general/index
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

ERAWATCH 

(European 

Research 

Area)  

http://erawat

ch.jrc.ec.euro

pa.eu/erawat

ch/opencms/i

nformation/c

ountry_pages

/fr/country 

European 

Commission 

To provide 

information on 

European, 

national and 

regional 

research 

systems, 

policies, and 

programmes in 

the EU and 

beyond. 

Citizen with 

government 

Public European Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Research Fully 

developed 

EN 

National 

Point of 

Contact on 

Combating 

Hate Crime 

- Tolerance 

and Non-

Discriminati

on 

Information 

System 

(TANDIS)  

http://tandis.

odihr.pl/?p=a

bout 

OSCE Office for 

Democratic 

Institutions and 

Human Rights 

(ODIHR) 

Tolerance and 

Non-Discrimi-

nation 

Department 

To share and 

promote 

practices and 

initiatives and 

to provide 

information on 

issues related 

to tolerance 

and non-

discrimination 

throughout the 

OSCE region 

Citizen with 

government 

and 

consumer 

with business 

Public European Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Tolerance and 

non-

discrimination 

Fully 

developed 

FR, PL 

http://erawatch.jrc.ec.europa.eu/erawatch/opencms/information/country_pages/fr/country
http://erawatch.jrc.ec.europa.eu/erawatch/opencms/information/country_pages/fr/country
http://erawatch.jrc.ec.europa.eu/erawatch/opencms/information/country_pages/fr/country
http://erawatch.jrc.ec.europa.eu/erawatch/opencms/information/country_pages/fr/country
http://erawatch.jrc.ec.europa.eu/erawatch/opencms/information/country_pages/fr/country
http://erawatch.jrc.ec.europa.eu/erawatch/opencms/information/country_pages/fr/country
http://erawatch.jrc.ec.europa.eu/erawatch/opencms/information/country_pages/fr/country
http://tandis.odihr.pl/?p=about
http://tandis.odihr.pl/?p=about
http://tandis.odihr.pl/?p=about
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

DOLCETA-

Online 

Consumer 

Education 

(France) 

http://www.do

lceta.eu/france

/index.php 

European 

Commission, 

ECC Europe 

To offer online 

modules which 

focus on 

different 

consumer 

topics 

Consumer 

with business 

Public European Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Consumers 

rights, 

services, 

product 

safety, 

sustainable 

consumption, 

financial 

services 

Fully 

developed 

FR, BG, CS, 

DA, DE, ET, 

EL, EN, ES, 

FR, GA, IT, 

LV, LT, HU, 

MT, NL, PL, 

PT, RO, SK, 

SL, FI, SV, 

IS, NO 

Your Europe-

Citizens 

http://europa.

eu/youreurope

/citizens/index

_en.htm 

European Union To help 

citizens to do 

things in other 

European 

countries – 

avoiding 

unnecessary 

inconve-nience 

and red tape. 

Citizen with 

government 

Public European Information 

signposting; 

Travel, work 

& retirement, 

vehicles, 

living abroad, 

education & 

youth, health, 

family, 

shopping 

Fully 

developed 

BG, CS, DA, 

DE, ET, EL, 

EN, ES, FR, 

GA, IT, LV, 

LT, HU, MT, 

NL, PL, PT, 

RO, SK, SL, 

FI, SV, IS, 

NO 

http://www.dolceta.eu/france/index.php
http://www.dolceta.eu/france/index.php
http://www.dolceta.eu/france/index.php
http://europa.eu/youreurope/citizens/index_en.htm
http://europa.eu/youreurope/citizens/index_en.htm
http://europa.eu/youreurope/citizens/index_en.htm
http://europa.eu/youreurope/citizens/index_en.htm
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

FIN-NET 

http://ec.euro

pa.eu/internal

_market/FIN-

NET/docs_en.h

tm#form 

European Union To give 

consumers the 

possibility to 

make their 

cross-border 

complaints at 

least in the 

language of 

their financial 

contract or in 

the language 

in which they 

have normally 

dealt with their 

financial 

services 

provider 

Consumer 

with business 

Public European Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Alternative 

dispute 

resolution 

Financial 

services 

Fully 

developed 

FR, EN, DE 

The AMF 

Ombudsma

n  

http://www.

amf-

france.org/af

fiche_page.a

sp?urldoc=m

ediateur.htm

&lang=fr&Id

_Tab=0 

AMF (Financial 

Markets 

Authority) 

To help people 

reach an out-

of-court 

settlement in a 

dispute with 

their brokers 

or another 

financial 

intermediary 

Consumer 

with business 

Public National Information 

signposting; 

Alternative 

dispute 

resolution 

Financial 

Markets 

Fully 

developed 

FR 

http://ec.europa.eu/internal_market/fin-net/docs_en.htm%23form
http://ec.europa.eu/internal_market/fin-net/docs_en.htm%23form
http://ec.europa.eu/internal_market/fin-net/docs_en.htm%23form
http://ec.europa.eu/internal_market/fin-net/docs_en.htm%23form
http://ec.europa.eu/internal_market/fin-net/docs_en.htm%23form
http://www.amf-france.org/affiche_page.asp?urldoc=mediateur.htm&lang=fr&Id_Tab=0
http://www.amf-france.org/affiche_page.asp?urldoc=mediateur.htm&lang=fr&Id_Tab=0
http://www.amf-france.org/affiche_page.asp?urldoc=mediateur.htm&lang=fr&Id_Tab=0
http://www.amf-france.org/affiche_page.asp?urldoc=mediateur.htm&lang=fr&Id_Tab=0
http://www.amf-france.org/affiche_page.asp?urldoc=mediateur.htm&lang=fr&Id_Tab=0
http://www.amf-france.org/affiche_page.asp?urldoc=mediateur.htm&lang=fr&Id_Tab=0
http://www.amf-france.org/affiche_page.asp?urldoc=mediateur.htm&lang=fr&Id_Tab=0
http://www.amf-france.org/affiche_page.asp?urldoc=mediateur.htm&lang=fr&Id_Tab=0
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

EDUSCOL- 

Portail 

national 

des profes-

sionels de 

l'education  

http://edusc

ol.education.

fr/ 

Ministry of 

National 

Education 

To provide 

information for 

professionals 

in the 

education field 

Citizen with 

government 

Public National Information 

signposting ; 

Direct 

information 

provision 

Education Fully 

developed 

FR 

La 

Médiation 

du 

Tourisme 

et du 

Voyage 

(Ombudsm

an of 

Tourism 

and 

Travel)  

http://www.

mtv.travel/i

ndex.php?pa

ge=le-

mediateur 

French 

Government-

Direction 

Générale de la 

Consom-mation, 

de la 

Concurrence et 

de la Répression 

des Fraudes 

(DGCCRF) 

To encourage 

an alternative 

method of 

dispute 

resolution 

between 

clients and 

suppliers of 

transport 

services (air, 

travel and 

tourism) 

Consumer 

with business 

Public National Information 

signposting ; 

Completing 

procedures ; 

Alternative 

dispute 

resolution 

Travel and 

tourism 

Fully 

developed 

FR 

http://eduscol.education.fr/
http://eduscol.education.fr/
http://eduscol.education.fr/
http://www.mtv.travel/index.php?page=le-mediateur
http://www.mtv.travel/index.php?page=le-mediateur
http://www.mtv.travel/index.php?page=le-mediateur
http://www.mtv.travel/index.php?page=le-mediateur
http://www.mtv.travel/index.php?page=le-mediateur
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Le 

Médiateur 

des 

communi-

cations 

élec-

troniques 

(Ombudsm

an of 

electronic 

communica

tions) 

http://www.

mediateur-

telecom.fr/h

ome 

French 

Government-

Direction 

Générale de la 

Consom-mation, 

de la 

Concurrence et 

de la Répression 

des Fraudes 

(DGCCRF) 

To incentive an 

alternative 

dispute 

resolution 

between 

internet, 

telephones and 

mobile phones 

companies and 

their 

customers 

Consumer 

with business 

Public National Information 

signposting ; 

Completing 

procedures ; 

Alternative 

dispute 

resolution 

Telephone, 

mobile 

phones and 

internet 

Fully 

developed 

FR 

Le 

Médiateur 

du Groupe 

de la Poste 

(Ombudsm

an of La 

Poste)  

http://www.l

aposte.fr/me

diateurdugro

upe/ 

French 

Government 

To intervene, 

as a last 

resort, in 

disputes that 

are unsolved 

between the 

group La Poste 

and its clients 

Consumer 

with business 

Public National Information 

signposting ; 

Completing 

procedures ; 

Alternative 

dispute 

resolution 

Group La 

Poste 

Fully 

developed 

FR 

http://www.mediateur-telecom.fr/home
http://www.mediateur-telecom.fr/home
http://www.mediateur-telecom.fr/home
http://www.mediateur-telecom.fr/home
http://www.laposte.fr/mediateurdugroupe
http://www.laposte.fr/mediateurdugroupe
http://www.laposte.fr/mediateurdugroupe
http://www.laposte.fr/mediateurdugroupe
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Le 

Médiateur 

national de 

Pôle Emploi 

(National 

Ombudsman 

of the Job 

Centre)  

http://www.p

ole-

emploi.fr/emp

loyeur/coordo

nnees-des-

mediateurs-

pole-emploi-

@/suarticle.js

pz?id=26943 

French 

Government 

To facilitate 

the 

relationships 

between the 

different 

members of 

the Centre: 

employers, 

job-seekers 

and partners 

Consumer 

with business 

Public National Information 

signposting ; 

Completing 

procedures ; 

Alternative 

dispute 

resolution 

Job Portal 

complaints 

Fully 

developed 

FR 

Le Médiateur 

du Groupe 

de la Caisse 

des Dépôts 

(Ombudsma

n of the 

Group Caisse 

des Dépôts)  

http://www.cl

ubdesmediate

urs.fr/les-

membres/ 

French 

Government 

To intervene in 

disputes 

between the 

Group Caisse 

des Dépôts 

and its clients 

Consumer 

with business 

Public National Information 

signposting ; 

Completing 

procedures ; 

Alternative 

dispute 

resolution 

Group Caisse 

des Dépôts 

Fully 

developed 

FR 

http://www.pole-emploi.fr/employeur/coordonnees-des-mediateurs-pole-emploi-@/suarticle.jspz?id=26943
http://www.pole-emploi.fr/employeur/coordonnees-des-mediateurs-pole-emploi-@/suarticle.jspz?id=26943
http://www.pole-emploi.fr/employeur/coordonnees-des-mediateurs-pole-emploi-@/suarticle.jspz?id=26943
http://www.pole-emploi.fr/employeur/coordonnees-des-mediateurs-pole-emploi-@/suarticle.jspz?id=26943
http://www.pole-emploi.fr/employeur/coordonnees-des-mediateurs-pole-emploi-@/suarticle.jspz?id=26943
http://www.pole-emploi.fr/employeur/coordonnees-des-mediateurs-pole-emploi-@/suarticle.jspz?id=26943
http://www.pole-emploi.fr/employeur/coordonnees-des-mediateurs-pole-emploi-@/suarticle.jspz?id=26943
http://www.pole-emploi.fr/employeur/coordonnees-des-mediateurs-pole-emploi-@/suarticle.jspz?id=26943
http://www.pole-emploi.fr/employeur/coordonnees-des-mediateurs-pole-emploi-@/suarticle.jspz?id=26943
http://www.clubdesmediateurs.fr/les-membres/
http://www.clubdesmediateurs.fr/les-membres/
http://www.clubdesmediateurs.fr/les-membres/
http://www.clubdesmediateurs.fr/les-membres/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Le Médiateur 

national de 

l'énergie 

(National 

Ombudsman 

of energy)  

http://www.en

ergie-

mediateur.fr/ 

French 

Government 

Responsible 

for examining 

consumer 

complaints, 

recommending 

solutions to 

disputes 

relating to the 

performance of 

contracts for 

the supply of 

electricity or 

natural gas, 

and taking 

part in 

campaigns to 

inform 

consumers 

about their 

rights. 

Consumer 

with business 

Public National Information 

signposting ; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures ; 

Alternative 

dispute 

resolution 

Energy-

related issues 

Fully 

developed 

FR 

Le Médiateur 

de GDF 

SUEZ 

(Ombudsma

n of the 

Group GDP 

Suez)  

http://www.gd

fsuez.com/me

diateur/ 

GDF To resolve 

persistent 

disputes with 

any person or 

organization 

concerned by 

the Group’s 

activities, 

irrespective of 

whether they 

are Group 

customers 

Consumer 

with business 

Private National Information 

signposting ; 

Completing 

procedures ; 

Alternative 

dispute 

resolution 

Group GDF 

Suez 

Fully 

developed 

FR 

http://www.energie-mediateur.fr/
http://www.energie-mediateur.fr/
http://www.energie-mediateur.fr/
http://www.gdfsuez.com/mediateur/
http://www.gdfsuez.com/mediateur/
http://www.gdfsuez.com/mediateur/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Le Médiateur 

du Groupe 

EDF 

(Ombuds-

man of the 

Group EDP)  

http://fr.edf.c

om/mediateur

-du-groupe-

edf/la-

mediation-a-

edf-

48650.html 

EDF To resolve 

disputes 

between the 

Group and its 

clients 

Consumer 

with business 

Private National Information 

signposting ; 

Completing 

procedures ; 

Alternative 

dispute 

resolution 

Group EDF Fully 

developed 

FR 

FR French 

Government 

To favour an 

amical 

settlement for 

the disputes 

between 

consumers and 

public services 

of water and 

sanitation 

Consumer 

with business 

Public National Information 

signposting ; 

Completing 

procedures ; 

Alternative 

dispute 

resolution 

Water and 

sanitation 

services in 

France 

Fully 

developed 

! 

Conso.net  

http://www.co

nso.net/ 

Institut National 

de la Consom-

mation 

To facilitate 

information 

and exchange 

amongst 

"professionals 

of 

consumption" 

Citizen with 

government 

Public National Information 

signposting ; 

Direct 

information 

provision 

Consumption Fully 

developed 

FR 

 

 

http://fr.edf.com/mediateur-du-groupe-edf/la-mediation-a-edf-48650.html
http://fr.edf.com/mediateur-du-groupe-edf/la-mediation-a-edf-48650.html
http://fr.edf.com/mediateur-du-groupe-edf/la-mediation-a-edf-48650.html
http://fr.edf.com/mediateur-du-groupe-edf/la-mediation-a-edf-48650.html
http://fr.edf.com/mediateur-du-groupe-edf/la-mediation-a-edf-48650.html
http://fr.edf.com/mediateur-du-groupe-edf/la-mediation-a-edf-48650.html
http://fr.edf.com/mediateur-du-groupe-edf/la-mediation-a-edf-48650.html
http://www.conso.net/
http://www.conso.net/
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Member State: Hungary 

Table 26: Hungary national level SPCs for both businesses and citizens/consumers 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Govern-ment 

Portal 

Ügyfélportál 

MO.HU  

https://magya

rorszag.hu 

Ministry of 

Interior 

Belügyminisztéri

um 

This site 

provides 

information on 

public services 

and 

entitlements. 

Citizen and 

business with 

government 

Public National Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

completing 

procedures, 

gaining 

authorisations 

Benefit, 

Business, 

Citizenship, 

Consumer, 

Data, 

Economy, 

Employment, 

Finance, 

Grants, 

Health, 

Housing, 

Justice, Law, 

Property, 

Research Tax 

Fully 

developed  

HU 

Govern-

ments 

Window - 

Integrated 

Government 

Customer 

Service 

Kormányablak 

– Integrált 

Kormányzati 

Ügyfélszolgálat 

kormanyablak.

gov.hu 

Hungarian 

Government 

Magyar 

Kormany 

This site 

provides 

information on 

public services 

and 

entitlements.  

Citizen and 

business with 

government 

Public National Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

completing 

procedures, 

gaining 

authorisations, 

alternative 

dispute 

resolution, 

intermediation 

Benefit, 

Business, 

Citizenship, 

Consumer, 

Data, 

Economy, 

Employment, 

Finance, 

Grants, 

Health, 

Housing, 

Justice, Law, 

Property, 

Research Tax 

Fully 

developed  

HU 

https://magyarorszag.hu/
https://magyarorszag.hu/
Kormányablak%20–%20Integrált%20Kormányzati%20Ügyfélszolgálat%20kormanyablak.gov.hu
Kormányablak%20–%20Integrált%20Kormányzati%20Ügyfélszolgálat%20kormanyablak.gov.hu
Kormányablak%20–%20Integrált%20Kormányzati%20Ügyfélszolgálat%20kormanyablak.gov.hu
Kormányablak%20–%20Integrált%20Kormányzati%20Ügyfélszolgálat%20kormanyablak.gov.hu
Kormányablak%20–%20Integrált%20Kormányzati%20Ügyfélszolgálat%20kormanyablak.gov.hu
Kormányablak%20–%20Integrált%20Kormányzati%20Ügyfélszolgálat%20kormanyablak.gov.hu
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

Your Europe 

(HU) 

Európa 

Önökért  

http://europa.

eu/youreurop

e/ 

European 

Commission 

Your Europe is 

an EU site 

designed to 

help you do 

things in other 

European 

countries – 

avoiding 

unnecessary 

inconvenience 

and red tape. 

Citizen and 

business with 

government 

Public European Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

intermediation 

Law, 

Employment, 

Citizenship, Tax 

Fully developed  HU 

Hungarian 

JOGPONT 

Network 

JOGPONT 

Hálózat 

Magyarorszá

g  

http://jogpont

.hu/ 

National 

Association of 

Hungarian Trade 

Unions 

A Magyar 

Szakszervezetek 

Országos 

Szövetsége 

(MSZOSZ) 

Provide legal 

assistance free 

of charge for 

employees, 

employers and 

entrepreneurs. 

Citizen and 

business with 

government 

Civil 

organisation 

National Expert advice 

provision 

Employment, 

Law 

Fully developed  HU 

 

 

 

 

 

 

 

 

http://europa.eu/youreurope/
http://europa.eu/youreurope/
http://europa.eu/youreurope/
http://jogpont.hu/
http://jogpont.hu/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Europe Direct 

Információs 

Szolgáltatás  

http://www.eur

opedirect.hu/ 

EUROPE 

DIRECT  

Európai 

Bizottság 

Provide 

information on 

people’s rights 

and 

entitlements, 

public 

administration

, citizens' 

concerns, 

tourism, 

culture and 

social care 

within the EU. 

Citizen and 

business with 

government 

Public European Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision 

Benefit, 

Business, 

Citizenship, 

Consumer, 

Data, 

Economy, 

Employment, 

Finance, 

Grants, 

Health, 

Housing, 

Justice, Law, 

Property, 

Research Tax 

Fully developed  HU 

EURES The 

European Job 

Mobility Portal 

Az Európai 

Foglalkoztatás

i Mobilitás 

Portálja 

EURES  

http://ec.europ

a.eu/eures/hom

e.jsp?lang=hu 

European 

Commission 

Main objective 

to provide 

information on 

jobs and 

learning 

opportunities 

throughout 

Europe. 

Consumer 

with business 

Public European Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision 

Employment, 

Education 

Fully developed  HU 

 

 

 

 

 

http://www.europedirect.hu/
http://www.europedirect.hu/
http://ec.europa.eu/eures/home.jsp?lang=hu
http://ec.europa.eu/eures/home.jsp?lang=hu
http://ec.europa.eu/eures/home.jsp?lang=hu
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Legal Advice 

Centre 

Ingyenjogasz 

http://www.ingy

enjogasz.hu/ 

Legal Advice 

Centre 

Ingyenjogasz 

The 

Ingyenjogasz 

Law Centre 

offers a 

variety of 

services that 

aim to help 

improve 

quality of life 

for the people 

and 

communities.  

Citizen with 

government 

and consumer 

with business 

Civil 

organisation 

National Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

alternative 

dispute 

resolution, 

intermediation 

Citizenship, 

Law, Justice 

Under 

construction 

HU 

Solvit / 

SOLVIT 

Központ/Hung

arian SOLVIT 

Centre 

Belső piac: A 

SOLVIT és az 

Állampolgárok 

Tanácsadó 

Szolgálata  

http://ec.europ

a.eu/solvit/site/

about/index_hu.

htm 

Ministry of 

Foreign Affairs 

A Magyar 

Köztársaság 

Külügyminiszt

ériuma 

Solve 

problems 

without legal 

proceedings 

caused by the 

misapplication 

of Internal 

Market law by 

public 

authorities.  

Consumer 

with business 

Public National Information 

signposting; 

Problem-

solving; 

Intermediation 

 

Law Fully developed  HU 

 

 

 

 

http://www.ingyenjogasz.hu/
http://www.ingyenjogasz.hu/
http://ec.europa.eu/solvit/site/about/index_hu.htm
http://ec.europa.eu/solvit/site/about/index_hu.htm
http://ec.europa.eu/solvit/site/about/index_hu.htm
http://ec.europa.eu/solvit/site/about/index_hu.htm
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Table 27: Hungary national level SPCs for businesses  

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Eugo / Points 

of Single 

Contact (HU) 

Egyablakos 

ügyintézési 

pontok - Belso 

piac - Európai 

Bizottság  

https://magyaro

rszag.hu/  

European 

Commission 

Departments 

(Directorates-

General) and 

services 

Európai 

Bizottság 

Biztonsági 

Igazgatósága 

Provide help 

and 

information to 

foreign 

business 

entities from 

the EU, EEA 

Countries and 

the Swiss 

Confederation 

who want to 

do business in 

Hungary. 

Business with 

government 

Public European Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

completing 

procedures, 

gaining 

authorisations

, intermedia-

tion 

Tax, Business Fully developed  HU 

Traders and 

Caterers The 

National 

Federation of 

KISOSZ  

Kiskereskedők 

Országos 

Szervezete, 

Kisosz  

http://www.kiso

sz.hu/ 

Traders and 

Caterers The 

National 

Federation of 

KISOSZ  

Kiskereskedők 

Országos 

Szervezete, 

Kisosz 

Helping 

medium and 

small size 

companies 

make the 

most of the 

business 

opportunities 

in Hungary. 

Business with 

business 

Civil 

organisation 

National Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

completing 

procedures, 

gaining 

authorisations

, intermedia-

tion 

Business Fully developed  HU 

 

 

 

https://magyarorszag.hu/
https://magyarorszag.hu/
http://www.kisosz.hu/
http://www.kisosz.hu/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network: HU 

http://www.hita

.hu 

Nemzeti 

Külgazdasági 

Hivatal (HITA)  

Hungarian 

Investment 

and Trade 

Agency (HITA) 

Support the 

foreign trading 

activities of 

Hungarian 

small and 

medium-sized 

enterprises 

and to 

encourage and 

help foreign 

enterprises 

invest in 

Hungary. 

Business with 

government 

Public European Information 

signposting, 

direct 

information 

provision, 

intermedia-

tion 

Finance Fully developed  HU, EN, FR, 

IT, ES, DE, RU 

MAG - 

Hungarian 

Economic 

Development 

Centre (MAG)  

Magyar 

Gazdaságfejle

sztési Központ  

http://magzrt.h

u/ 

Hungarian 

Development 

Bank Ltd 

Magyar 

Fejlesztési 

Bank 

MAG - 

Hungarian 

Economic 

Development 

Centre (MAG) 

is Hungary’s 

intermediate 

body for 

economic 

development 

programmes 

financed from 

European 

Union 

resources.  

Business with 

government 

and business 

with business 

Public National Direct 

information 

provision, 

expert advice 

provision 

Business 

Economy, SME 

focus 

Fully developed  HU, EN 

 

 

http://magzrt.hu/
http://magzrt.hu/


A European Single Point of Contact 

 

PE 507.453 239 

Table 28: Hungary national level SPCs for citizens/consumers 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

European 

Consumer 

Centres 

Network 

(ECC-NET) 

(HU) 

Az Európai 

Fogyasztói 

Központok 

Hálózata 

(EFK-hálózat 

vagy ECC-

NET) 

http://www.nfh

.hu/en/ 

Hungarian 

Authority for 

Consumer 

Protection 

Nemzeti 

Fogyasztoved

elmi Hatosag 

Cross-border 

consumer 

protection. 

Consumer 

with business 

Public National Information 

signposting, 

expert advice 

provision, 

completing 

procedures, 

gaining 

authorisations

, 

intermediation 

Law Fully 

developed  

HU 

FIN-NET 

Pénzügyi 

békéltetés | 

Európai 

Fogyasztói 

Központ | 

Magyarország  

http://www.ma

gyarefk.hu 

Hungarian 

Authority for 

Consumer 

Protection / 

Financial 

Arbitration 

Board 

Nemzeti 

Fogyasztoved

elmi Hatosag 

/ Pénzügyi 

békéltetés 

Settle the 

legal disputes 

between 

consumers 

and financial 

service 

providers 

(such as 

banks, 

insurance and 

investment 

companies) in 

a rapid and 

flexible way. 

Consumer 

with business 

Public European Information 

signposting, 

direct 

information 

provision, 

alternative 

dispute 

resolution, 

intermediation 

Consumer Fully 

developed  

HU, EN 

http://www.magyarefk.hu/
http://www.magyarefk.hu/
http://www.magyarefk.hu/
http://www.magyarefk.hu/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

Eurodesk 

EURODESK 

Ifjúsági Portál  

http://www.eur

odesk.hu/ 

Association 

Internatio-

nale 

(EURODESK 

AISBL) / 

Eurodesk 

European 

Office. 

Help local 

youngsters to 

find 

programmes, 

partners or 

organisations 

Citizen with 

government 

and consumer 

with business 

Public National Information 

signposting, 

intermediation 

Education Fully 

developed  

HU, EN 

Office The 

Commissione

r For 

Fundamental 

Rights 

Alapvető 

Jogok 

Biztosának 

Hivatala / 

Nemzetközi 

Ombudsmani 

Intézet  

http://www.ob

h.hu/ 

Office The 

Commis-

sioner For 

Fundamental 

Rights 

Alapvető 

Jogok 

Biztosának 

Hivatala 

Protect the 

rights 

enshrined in 

the 

Fundamental 

Law. 

Citizen with 

government 

Public National Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

completing 

procedures, 

gaining 

authorisations

, 

intermediation 

Law, Justice, 

Citizenship 

Fully 

developed  

HU, EN 

http://www.eurodesk.hu/
http://www.eurodesk.hu/
http://www.obh.hu/
http://www.obh.hu/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

National 

Consumer 

Protection  

Authority  

Nemzeti 

Fogyasztóvéd

elmi Hatóság  

http://www.nfh

.hu/ 

Ministry for 

National 

Economy 

Nemzetgazda

sági 

Minisztérium 

Protection of 

consumers’ 

lives, safety 

and health 

through the 

active market 

surveillance of 

the 

distribution of 

non-food 

products. 

Consumer 

with business 

Public National Information 

signposting, 

direct 

information 

provision, 

completing 

procedures, 

gaining 

authorisations

, 

intermediation 

Consumer Fully 

developed  

HU, EN 

Association of 

Hungarians in 

Transylvania 

Erdélyi 

Magyarok 

Egyesülete   

http://www.erd

elyime.org 

Association of 

Hungarians in 

Tran-sylvania 

Erdélyi 

Magyarok 

Egyesülete  

Help in 

relation to 

citizens’ 

concerns, 

related to 

tourism, 

culture, social 

care. 

Citizen with 

government 

Civil 

organisation 

Regional Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision 

Culture Fully 

developed  

HU 

http://www.nfh.hu/
http://www.nfh.hu/
http://www.erdelyime.org/
http://www.erdelyime.org/


Policy Department A: Economic and Scientific Policy 

 

242 PE 507.453 

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

Ombudsman 

 Hungary 

Ombudsman 

Magyarorszag  

https://ugyinte

zes.magyarorsz

ag.hu 

Hungarian 

Government  

Provide help 

against 

incidents of 

bad 

administration 

by bodies or 

institutions of 

the European 

Union.  

Citizen with 

government 

Public National Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

completing 

procedures, 

gaining 

authorisations

, alternative 

dispute 

resolution, 

intermediation 

Law, 

Citizenship, 

Data, 

Education, 

Employment, 

Justice 

Fully 

developed  

HU 

European 

Youth 

Information 

Bureau 

Európai 

Ifjúsági 

Tájékoztató 

Iroda 

(ERYICA)  

http://www.ery

ica.org/ 

European 

Youth 

Information 

Bureau 

Európai 

Ifjúsági 

Tájékoztató 

Iroda 

(ERYICA) 

Assist with 

young people 

quires cross-

border.  

Citizen with 

government 

Public European Information 

signposting, 

direct 

information 

provision, 

intermediation 

Law, Education, 

Employment, 

Culture 

Fully 

developed  

HU, EN 

https://ugyintezes.magyarorszag.hu/
https://ugyintezes.magyarorszag.hu/
https://ugyintezes.magyarorszag.hu/
http://www.eryica.org/
http://www.eryica.org/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

National 

Patient 

Rights, 

Bearing 

Rights, 

Children's 

Rights and 

Documentatio

n Centre 

Országos 

Betegjogi, 

Ellátottjogi, 

Gyermekjogi 

és 

Dokumentáci

ós Központ  

http://www.ob

dk.hu 

Ministry of 

Health of 

Hungary 

A Nemzeti 

Erőforrás 

Minisztérium 

Egészségügyé

rt Felelős 

Államtitkársá

ga 

The main 

objective 

supporting 

and providing 

health care 

information 

for citizens.  

Citizen with 

government 

Public National Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

intermediation 

Health  Fully 

developed  

HU 

Healthcare 

Information 

Portal 

Dr.Info - 

Lakossági 

egészségügyi 

információs 

portal  

http://drinfo.e

um.hu/ 

Ministry of 

Health of 

Hungary 

A Nemzeti 

Erőforrás 

Minisztérium 

Egészségügyé

rt Felelős 

Államtitkársá

ga 

Provide health 

care 

information 

for citizens. 

Consumer 

with business 

Public National Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

intermediation 

Health Fully 

developed  

HU, EN 

http://www.obdk.hu/
http://www.obdk.hu/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

EUROPASS 

Nemzeti 

Europass 

Központ  

www.europass.

hu 

Tempus 

Charities 

Tempus 

Közalapítvány  

Helping 

people make 

their 

qualifications 

and 

competences 

clearly and 

easily 

understood in 

EU Member 

States, 

EFTA/EEA 

countries and 

candidate 

countries. 

Citizen with 

government 

Public European Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

completing 

procedures 

Education Fully 

developed  

HU, EN 

National 

Employ-ment 

Service 

Nemzeti 

Pályainformác

iós Központ  

http://www.np

k.hu 

EUROGUIDAN

CE / National 

Employ-ment 

Service 

Supporting 

mobility within 

Europe and 

streng-

thening 

internatio-nal 

relations by 

orientation 

and collecting 

information. 

Citizen with 

government 

Public European Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

intermediation 

Education Fully 

developed  

HU, EN 

http://www.europass.hu/
http://www.europass.hu/
http://www.npk.hu/
http://www.npk.hu/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

National 

Public 

Health and 

Medical 

Officer 

Service 

(NPHMOS) 

ÁNTSZ 

Állami 

Népegészsé

gügyi és 

Tisztiorvosi 

Szolgálat  

http://www.a

ntsz.hu 

Ministry of 

Health of 

Hungary 

Egészségügyi 

Minisztérium 

Main 

objective 

providing 

health care 

information 

for citizens. 

Citizen with 

government 

and 

consumer 

with business 

Public National Information 

signposting, 

direct 

information 

provision, 

expert advice 

provision, 

completing 

procedures 

Health  Fully 

developed  

HU, EN 

 

 

 

 

http://www.antsz.hu/
http://www.antsz.hu/
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Member State: Italy 

Table 29: Italy national level SPCs for both businesses and citizens/consumers 

SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

SOLVIT 

(SOLVIT)   

ec.europa.eu/

solvit/site/ind

ex_it.htm 

Dipartimento 

Politiche 

Comunitarie 

To ensure 

Internal 

Market rules 

are applied 

correctly 

Citizen and 

business with 

government 

Public European Information 

signposting; 

Problem-

solving; 

Interme-

diation 

Law, Internal 

Market 

Fully 

developed  

IT 

SPC for the 

Veneto 

Region 

(Sportello 

Unico 

Regione del 

Veneto) 

sportellounico

.regione.vene

to.it/index.ph

p 

Regione 

Veneto 

create a 

network of 

communi-

cation and 

collaboration 

across 

adminis-

trative 

bodies, 

businesses 

and citizens 

Citizen and 

business with 

government 

Public Regional Information 

signposting; 

Direct 

information 

provision 

public adminis-

tration 

Fully 

developed  

IT 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/ec.europa.eu/solvit/site/index_it.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/ec.europa.eu/solvit/site/index_it.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/ec.europa.eu/solvit/site/index_it.htm
sportellounico.regione.veneto.it/index.php
sportellounico.regione.veneto.it/index.php
sportellounico.regione.veneto.it/index.php
sportellounico.regione.veneto.it/index.php
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

Services to 

the Citizen 

and the 

Companie 

(Servizi al 

Cittadino ed 

alle 

Imprese)  

www.comune.

gallipoli.le.it/s

ervizi-al-

cittadino.html 

Comune di 

Gallipoki 

A tool 

designed to 

simplify the 

relationship 

between 

businesses, 

professionals

, citizens and 

the public 

adminis-

tration. 

Citizen and 

business with 

government 

Public Sub-county Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

business 

establishment 

and 

development; 

social services 

Under 

construction 

IT 

Portal for 

business and 

citizen 

(Sportello di 

imprese e 

cittadini 

Trento)   

www.comune.t

rento.it/Comun

e/Organizzazio

ne-

comunale/Orga

nigramma/Serv

izi/SPORTELLO

-IMPRESE-E-

CITTADINI 

Comune di 

Trento 

Facilitating 

relations with 

public 

administra-

tion 

Citizen and 

business with 

government 

Public Sub-county Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

businesses 

activities and 

social services 

Fully 

developed  

IT 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.gallipoli.le.it/servizi-al-cittadino.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.gallipoli.le.it/servizi-al-cittadino.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.gallipoli.le.it/servizi-al-cittadino.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.gallipoli.le.it/servizi-al-cittadino.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.trento.it/Comune/Organizzazione-comunale/Organigramma/Servizi/SPORTELLO-IMPRESE-E-CITTADINI
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.trento.it/Comune/Organizzazione-comunale/Organigramma/Servizi/SPORTELLO-IMPRESE-E-CITTADINI
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.trento.it/Comune/Organizzazione-comunale/Organigramma/Servizi/SPORTELLO-IMPRESE-E-CITTADINI
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.trento.it/Comune/Organizzazione-comunale/Organigramma/Servizi/SPORTELLO-IMPRESE-E-CITTADINI
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.trento.it/Comune/Organizzazione-comunale/Organigramma/Servizi/SPORTELLO-IMPRESE-E-CITTADINI
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.trento.it/Comune/Organizzazione-comunale/Organigramma/Servizi/SPORTELLO-IMPRESE-E-CITTADINI
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.trento.it/Comune/Organizzazione-comunale/Organigramma/Servizi/SPORTELLO-IMPRESE-E-CITTADINI
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.trento.it/Comune/Organizzazione-comunale/Organigramma/Servizi/SPORTELLO-IMPRESE-E-CITTADINI
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.trento.it/Comune/Organizzazione-comunale/Organigramma/Servizi/SPORTELLO-IMPRESE-E-CITTADINI
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

SPC services 

for the 

Municipality 

of Mantova 

(Sportello 

unico servizi 

Comune di 

Mantova)   

sportellounic

o.comune.ma

ntova.it/ 

Comune di 

Mantova 

Facilitate 

access to 

services 

provided by 

the 

municipality 

Citizen and 

business with 

government 

Public Sub-county Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

Commerce and 

productive 

activities, 

construction, 

transport, 

environment 

and safety, 

consumer 

rights 

Fully 

developed  

IT 

SPC for 

construction 

and 

production 

for the 

municipality 

of Bergamo  

(Sportello 

unico edilizia 

e attivita' 

produttive 

Comune di 

Bergamo)  

territorio.com

une.bergamo

.it/Sportello 

Unico 

SIGI Comune 

di Bergamo 

 

A tool 

designed to 

simplify the 

relationship 

between 

businesses, 

professionals

, citizens and 

the public 

administra-

tion. 

 

Business and 

citizens with 

government 

 

Public 

 

Sub-county 

 

Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

Location, 

construction, 

renovation, 

extension, 

termination, 

activation and 

conversion of 

production 

facilities for 

goods and 

services. 

 

Fully 

developed  

 

IT 

 

 

 

sportellounico.comune.mantova.it
sportellounico.comune.mantova.it
sportellounico.comune.mantova.it
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Table 30: Italy national level SPCs for businesses  

SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe   

http://www.ent

erprise-europe-

network-

italia.eu 

ALPS; 

B.R.I.D.G.Eco

nomies; 

CINEMA; 

FRIEND 

EUROPE; 

SIMPLER 

To help 

SMEs find 

cross-

border 

partners 

and 

opportu-

nities, and 

promote 

technology 

and 

innovation 

Business with 

government 

 

Public 

 

European 

 

Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Intermediation 

Innovation, 

technology, 

SMEs 

 

Under 

construction 

 

IT 

Company in 

one day 

(Impresa in 

un giorno, 

EUGO IT)   

http://www.imp

resainungiorno.

gov.it/ 

Impresa in un 

giorno 

 

Facilitating 

Internal 

Market's 

freedom of 

establish-

ment for 

service 

providers 

 

Business with 

government 

 

Public 

 

European 

 

Information 

signposting; 

Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

Business 

establishment, 

operation and 

termination 

 

Fully 

developed  

 

IT 

 

http://www.enterprise-europe-network-italia.eu/
http://www.enterprise-europe-network-italia.eu/
http://www.enterprise-europe-network-italia.eu/
http://www.enterprise-europe-network-italia.eu/
http://www.impresainungiorno.gov.it/
http://www.impresainungiorno.gov.it/
http://www.impresainungiorno.gov.it/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

The Company 

register 

(Registro 

Imprese)  

http://www.reg

istroimprese.it/ 

InfoCamere 

SCpA 

 

Facilitate 

business 

establish-

ment 

 

Business with 

government 

 

Private 

 

National 

 

Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authori-

sations; 

Interme-

diation 

Business 

registration, 

access to 

databases of 

all chambers of 

commerce  

 

Fully 

developed  

 

IT 

 

Sardinia SPC 

for productive 

activities 

(SardegnaSua

p)  

http://www.sar

degnasuap.it/ 

Regione 

Autonoma 

della 

Sardegna 

 

Reduce 

adminis-

trative 

burden for 

business 

 

Business with 

government 

 

Public 

 

Regional 

 

Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authori-

sations; 

Interme-

diation 

Business 

establishment, 

operation and 

termination 

 

Fully 

developed  

 

IT 

 

http://www.registroimprese.it/
http://www.registroimprese.it/
http://www.sardegnasuap.it/
http://www.sardegnasuap.it/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

Union of 

municipalities 

of High 

Bardano SPC 

(SUAP Unione 

Comuni Alto 

Bardano)  

www.unioneco

munialtobradan

o.it/ 

Unione 

Comuni Alto 

Bardano 

 

Reduce 

administrativ

e burden for 

business 

 

Business with 

government 

 

Public 

 

Regional 

 

Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authori-

sations; 

Interme-

diation 

Business 

establishment, 

operation and 

termination 

 

Fully 

developed  

 

IT 

 

SPC of the 

Piedmont 

Region 

(Sportello 

Unico Regione 

Piemonte)  

http://www.sist

emapiemonte.it

/sportellounico/

index.shtml 

Sistema 

Piemonte 

 

Facilitating 

relations with 

public 

adminis-

tration 

 

Business with 

government 

 

Public 

 

Regional 

 

Information 

signposting; 

Direct 

information 

provision; 

Gaining 

authori-

sations; 

legal & 

administrative 

practices 

 

Fully 

developed  

 

IT 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.unionecomunialtobradano.it/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.unionecomunialtobradano.it/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.unionecomunialtobradano.it/
http://www.sistemapiemonte.it/sportellounico/index.shtml
http://www.sistemapiemonte.it/sportellounico/index.shtml
http://www.sistemapiemonte.it/sportellounico/index.shtml
http://www.sistemapiemonte.it/sportellounico/index.shtml
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

SPC Portal of 

the 

municipalities 

of South 

Salento 

(Portale SUAP 

dei Comuni 

del Sud 

Salento)  

https://suap.cst

.clio.it/uliss-

e/home.aspx 

Clio S.r.l. 

 

Reduce 

administrativ

e burden for 

business 

 

Business with 

government 

 

Private 

 

County 

 

Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authori-

sations; 

Interme-

diation 

Business 

establishment, 

operation and 

termination 

 

Fully 

developed  

 

IT 

 

SPC of Como 

(SUAP Como) 

http://www.co

mune.como.it/ 

Comune di 

Como 

 

reduce 

admin 

burdens for 

business 

 

Business with 

government 

Public 

 

Sub-county 

 

Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authori-

sations; 

Interme-

diation 

Business 

establishment, 

operation and 

termination 

 

Fully 

developed  

 

IT 

 

https://suap.cst.clio.it/uliss-e/home.aspx
https://suap.cst.clio.it/uliss-e/home.aspx
https://suap.cst.clio.it/uliss-e/home.aspx
http://www.comune.como.it/
http://www.comune.como.it/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

SPC of 

Agnadello 

(SUAP 

Agnadello)  

http://www.co

mune.agnadello

.cr.it/ 

Comune di 

Agnadello 

(CR) 

 

Reduce 

adminis-

trative 

burden for 

business 

 

Business with 

government 

Public 

 

Sub-county 

 

Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authori-

sations; 

Interme-

diation 

Business 

establishment, 

operation and 

termination 

 

Fully 

developed  

 

IT 

 

SPC of Siena 

(SUAPSI 

Siena)  

http://suapsi.c

omune.siena.it/

supera/jsp/hom

e.do?sportello=

supera_siena 

Comune di 

Siena 

 

Reduce 

adminis-

trative 

burden for 

business 

 

Business with 

government 

Public 

 

Sub-county 

 

 Business 

establishment, 

operation and 

termination 

 

Under 

construction 

 

IT 

 

http://www.comune.agnadello.cr.it/
http://www.comune.agnadello.cr.it/
http://www.comune.agnadello.cr.it/
http://suapsi.comune.siena.it/supera/jsp/home.do?sportello=supera_siena
http://suapsi.comune.siena.it/supera/jsp/home.do?sportello=supera_siena
http://suapsi.comune.siena.it/supera/jsp/home.do?sportello=supera_siena
http://suapsi.comune.siena.it/supera/jsp/home.do?sportello=supera_siena
http://suapsi.comune.siena.it/supera/jsp/home.do?sportello=supera_siena
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

SPC of Matera 

(SUAP 

Matera)  

http://www.sua

pmatera.it/ 

Comune di 

Matera 

 

Reduce 

adminis-

trative 

burden for 

business 

 

Business with 

government 

Public 

 

Sub-county 

 

Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

Business 

establishment, 

operation and 

termination 

 

Fully 

developed  

 

IT 

 

SPC of 

Frienze (SUAP 

Firenze)  

http://suap.co

mune.fi.it/ 

Comune di 

Firenze 

 

Reduce 

adminis-

trative 

burden for 

business 

Reduce 

adminis-

trative 

burden for 

business 

 

Business with 

government 

Public 

 

Sub-county 

 

Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

Business 

establishment, 

operation and 

termination 

 

Fully 

developed  

 

IT 

 

http://www.suapmatera.it/
http://www.suapmatera.it/
http://suap.comune.fi.it/
http://suap.comune.fi.it/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

SPC for the 

companies of 

Sassari 

(Sportello 

unico per le 

imprese 

Sassari)  

http://www.co

mune.sassari.it 

Comune di 

Sassari 

 

Reduce 

administrativ

e burden for 

business 

 

Business with 

government 

Public 

 

Sub-county 

 

Information 

signposting; 

Direct 

information 

provision; 

Providing 

expert advice; 

Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

Business 

establishment, 

operation and 

termination 

 

Fully 

developed  

 

IT 

 

 

 

 

http://www.comune.sassari.it/
http://www.comune.sassari.it/
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Table 31: Italy national level SPCs for citizens/consumers 

SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Your Europe - 

Citizens   

europa.eu/your

europe/citizens/

index_it.htm 

EC DC 

Internal 

Market and 

Services 

informing EU 

businesses of 

Internal 

Market rules 

Consumer 

with business 

Public European Information 

signposting; Direct 

information 

provision; 

Intermediation 

Travel, 

Education, 

Youth, Work, 

Family, 

Vehicles, 

Health, 

Housing, 

Residence, 

Shopping, 

Volunteering, 

Consumer, 

Benefits, 

Taxes, 

Qualifications 

Fully developed  IT 

 

Your Europe - 

Business   

europa.eu/your

europe/business

/index_it.htm 

EC DG 

Enterprise and 

Industry 

informing EU 

citizens of 

Internal 

Market law 

and rights 

Citizen with 

government 

Public European Information 

signposting; Direct 

information 

provision; 

Business, 

Establishment, 

Taxes, 

Employment, 

Research, 

Innovation, 

Environment, 

Finance, 

Bankruptcy, 

Trade, 

Mergers 

Fully developed  IT 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/citizens/index_it.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/citizens/index_it.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/citizens/index_it.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/business/index_it.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/business/index_it.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/europa.eu/youreurope/business/index_it.htm
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Study in Italy 

(Studiare in 

Italia)   

www.studiare-

in-italia.it/ 

Ministero 

dell'Istruzione, 

dell'Università 

e della Ricerca 

Promote 

Italian 

education 

domestically 

and abroad 

Citizen with 

government 

Public European Information 

signposting; Direct 

information 

provision; Providing 

expert advice; 

Completing 

procedures; Gaining 

authorisations; 

Intermediation 

Education Fully developed  IT 

 

ECC-NET  

www.ECC-

NET.it/ and 

www.euroconsu

matori.org/ 

Associazioni di 

consumatori 

(Adiconsum) 

and CTCU 

To put 

consumers in 

a position to 

buy, in the 

Internal 

Market, with 

serenity and 

confidence 

and full 

awareness of 

their rights 

and duties. 

Consumer 

with business 

Public National Information 

signposting; Direct 

information 

provision; Providing 

expert advice; 

Intermediation 

Consumer 

rights 

Fully developed  IT, German 

 

 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.studiare-in-italia.it/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.studiare-in-italia.it/
http://www.ecc-net.it/
http://www.ecc-net.it/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.euroconsumatori.org/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.euroconsumatori.org/
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SPC name  

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

FIN-NET   

www.arbitroban

cariofinanziario.

it/ 

Arbitro 

Bancario 

Finanziario 

improving 

efficiency in 

financial 

services by 

reducing 

burden of 

litigation 

between 

clients and 

providers 

Consumer 

with business 

Public National Direct information 

provision; 

Alternative dispute 

resolution; 

Intermediation 

banks, 

mortgage 

banks, 

mortgage 

intermedia-

ries, credit 

unions, 

payment 

institutions, 

electronic 

money 

institutions, 

Poste Italiane 

Fully developed  IT 

 

Eurodesk   

www.eurodesk.i

t/ 

Eurodesk Italy Promote to 

cross-border 

employment 

and education 

opportunities 

for young 

people 

Citizen with 

government 

and consumer 

with business 

Public National Information 

signposting; Direct 

information 

provision; Providing 

expert advice; 

Intermediation 

Employment, 

Education, 

Migration, 

Youth, 

Volunteering, 

Travel 

Fully developed  IT 

 

Portal for the 

energy 

consumer 

(Sportello per 

il 

Consumatore 

di Energia)   

www.autorita.e

nergia.it/it/callc

enter.htm 

Autorità per 

l'energia 

elettrica e il 

gas in 

coordination 

with 

Acquirente 

unico (an 

energy 

provider) 

to provide 

information, 

assistance and 

protection to 

end-users of 

electricity and 

gas and 

provide a 

direct channel 

of 

communica-

tion 

Consumer 

with business 

Public National Information 

signposting; Direct 

information 

provision; Providing 

expert advice; 

Completing 

procedures; Gaining 

authorisations; 

Intermediation 

Consumer 

rights in 

relation to 

energy 

provision, 

liberalised 

energy 

markets 

Fully developed  IT 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.arbitrobancariofinanziario.it/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.arbitrobancariofinanziario.it/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.arbitrobancariofinanziario.it/
www.eurodesk.it/
www.eurodesk.it/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.autorita.energia.it/it/callcenter.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.autorita.energia.it/it/callcenter.htm
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.autorita.energia.it/it/callcenter.htm
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SPC name  

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

The 

consumer’s 

portal 

(Sportello del 

consuma-

tore)  

www.sportellod

elconsumatore.

com/ 

Movimento 

Consumatori 

 

Improve 

quality of life 

of 

citizens/consu

mers by 

assisting, 

protecting and 

informing 

consumers 

Citizen with 

government 

and consumer 

with business 

 

Civil 

organis-

ation 

 

Regional 

 

Information 

signposting; Direct 

information 

provision; Providing 

expert advice; 

Completing 

procedures; Gaining 

authorisations; 

Intermediation 

Consumer 

rights (online 

shopping, 

internet and 

minors, banks, 

insurance, 

health, 

tourism,  

Fully developed  

 

IT 

 

Single point of 

contact 

(Punto Unico 

di Accesso)   

www.comune.or

bassano.to.it/in

clude/content/in

dex.php?pagina

=uffici_comunal

i/ufficio_sportell

o_unico_cittadin

o 

Comune di 

Orbassano 

Facilitate 

relations 

between 

citizens and 

public 

adminis-

tration 

Citizen with 

government 

Public Sub-county Information 

signposting; Direct 

information 

provision; Providing 

expert advice; 

Completing 

procedures; Gaining 

authorisations; 

Intermediation 

Consumer 

rights, 

adminis-

trative 

practices 

Under 

construction 

IT 

 

 

 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.sportellodelconsumatore.com/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.sportellodelconsumatore.com/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.sportellodelconsumatore.com/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.orbassano.to.it/include/content/index.php%3fpagina=uffici_comunali/ufficio_sportello_unico_cittadino
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.orbassano.to.it/include/content/index.php%3fpagina=uffici_comunali/ufficio_sportello_unico_cittadino
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.orbassano.to.it/include/content/index.php%3fpagina=uffici_comunali/ufficio_sportello_unico_cittadino
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.orbassano.to.it/include/content/index.php%3fpagina=uffici_comunali/ufficio_sportello_unico_cittadino
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.orbassano.to.it/include/content/index.php%3fpagina=uffici_comunali/ufficio_sportello_unico_cittadino
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.orbassano.to.it/include/content/index.php%3fpagina=uffici_comunali/ufficio_sportello_unico_cittadino
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.orbassano.to.it/include/content/index.php%3fpagina=uffici_comunali/ufficio_sportello_unico_cittadino
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.orbassano.to.it/include/content/index.php%3fpagina=uffici_comunali/ufficio_sportello_unico_cittadino
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SPC name  

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Citizen’s 

portal 

(Sportello del 

cittadino)   

www.comune.fo

ssano.cn.it/serv

izi/Menu/dinami

ca.aspx?idArea

=17109&idCat=

21864&ID=218

64&TipoElement

o=categoria 

Comune di 

Fossano 

Facilitate 

relations 

between 

citizens and 

public 

administra-

tion 

Citizen with 

government 

Public Sub-county Information 

signposting; Direct 

information 

provision; Providing 

expert advice; 

Completing 

procedures; Gaining 

authorisations; 

Consumer 

rights, 

adminis-

trative 

practices 

Under 

construction 

IT 

 

Citizen’s 

portal 

(Sportello del 

cittadino)   

www.comunesp

oleto.gov.it/spo

rtello-del-

cittadino 

Comune di 

Spoleto 

Facilitate 

relations 

between 

citizens and 

public 

administra-

tion 

Citizen with 

government 

Public Sub-county Information 

signposting; Direct 

information 

provision; Providing 

expert advice; 

Completing 

procedures; Gaining 

authorisations 

Consumer 

rights, 

adminis-

trative 

practices 

 IT 

 

 

 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.fossano.cn.it/servizi/Menu/dinamica.aspx%3fidArea=17109&idCat=21864&ID=21864&TipoElemento=categoria
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.fossano.cn.it/servizi/Menu/dinamica.aspx%3fidArea=17109&idCat=21864&ID=21864&TipoElemento=categoria
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.fossano.cn.it/servizi/Menu/dinamica.aspx%3fidArea=17109&idCat=21864&ID=21864&TipoElemento=categoria
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.fossano.cn.it/servizi/Menu/dinamica.aspx%3fidArea=17109&idCat=21864&ID=21864&TipoElemento=categoria
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.fossano.cn.it/servizi/Menu/dinamica.aspx%3fidArea=17109&idCat=21864&ID=21864&TipoElemento=categoria
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.fossano.cn.it/servizi/Menu/dinamica.aspx%3fidArea=17109&idCat=21864&ID=21864&TipoElemento=categoria
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.fossano.cn.it/servizi/Menu/dinamica.aspx%3fidArea=17109&idCat=21864&ID=21864&TipoElemento=categoria
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comune.fossano.cn.it/servizi/Menu/dinamica.aspx%3fidArea=17109&idCat=21864&ID=21864&TipoElemento=categoria
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comunespoleto.gov.it/sportello-del-cittadino
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comunespoleto.gov.it/sportello-del-cittadino
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comunespoleto.gov.it/sportello-del-cittadino
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.comunespoleto.gov.it/sportello-del-cittadino
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SPC name  

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Single point of 

contact for 

the services 

to the citizens 

(Sportello 

unico dei 

servizi al 

cittadino)   

www.obizzi.it/n

qcontent.cfm?a

_id=12828 

Comune di 

Albignasego 

Facilitate 

relations 

between 

citizens and 

public 

administra-

tion 

Citizen with 

government 

Public Sub-county Information 

signposting; Direct 

information 

provision; Providing 

expert advice; 

Completing 

procedures; Gaining 

authorisations; 

Consumer 

rights, 

adminis-

trative 

practices 

Fully developed  IT 

 

Single point of 

contact 

(Punto Unico 

di Accesso 

(PUA))   

www.puntounic

odiaccesso.com

/ 

Cooperative 

sociale Itaca 

Reduce 

inequality in 

access to 

social 

care/health 

care by 

focusing on 

more dis-

advantaged 

members of 

society 

Citizen with 

government 

and consumer 

with business 

Civil 

organi-

sation 

County Information 

signposting; Direct 

information 

provision; Providing 

expert advice; 

Completing 

procedures; Gaining 

authorisations; 

Intermediation 

health, 

retirement, 

disability, 

education, 

environment, 

social care 

Fully developed  IT 

 

 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/ww.obizzi.it/nqcontent.cfm%3fa_id=12828
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/ww.obizzi.it/nqcontent.cfm%3fa_id=12828
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/ww.obizzi.it/nqcontent.cfm%3fa_id=12828
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.puntounicodiaccesso.com/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.puntounicodiaccesso.com/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.puntounicodiaccesso.com/
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SPC name  

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Single point of 

contact 

(Punto Unico 

di Accesso 

(PUA))   

www.aslsassari.

it/servizicittadin

o/pua.html 

Asl Sassari Reduce 

inequality in 

access to 

social 

care/health 

care by 

focusing on 

more dis-

advantaged 

members of 

society 

Citizen with 

government 

and consumer 

with business 

Civil 

organi-

sation 

County Information 

signposting; Direct 

information 

provision; Providing 

expert advice; 

health, 

retirement, 

disability, 

education, 

environment, 

social care 

Fully developed  IT 

 

 

 

 

 

 

 

 

 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.aslsassari.it/servizicittadino/pua.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.aslsassari.it/servizicittadino/pua.html
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.aslsassari.it/servizicittadino/pua.html
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Member State: Bulgaria 

Table 32: Bulgaria national level SPCs for both businesses and citizens/consumers 

SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

SOLVIT: BG  

http://ec.europ

a.eu/solvit/site/

about/index_bg

.htm 

Government 

Adminis-

tration, 

Department 

for 

Coordination 

on Issues 

Related to the 

EU and 

International 

Financial 

Institutions  

Misapplication 

of Internal 

Market Law 

Citizen and 

business with 

government 

Public European Information 

signposting; 

Problem-solving; 

Intermediation 

 

Consumer 

protection, 

business 

protection,   

Fully developed  BG 

Cultural 

Contact Point 

Bulgaria  

http://ccp-

bg.com 

Ministry of 

Culture 

Framework for 

the 

development 

of projects 

within the 

Programme 

for Culture 

Citizen and 

business with 

government 

Public European Information 

signposting, direct 

information 

provision, gaining 

authorisations 

Culture Under 

construction 

BG 

Portal for 

electronic 

payments to 

the adminis-

tration  

https://pay.ego

v.bg/main/ 

Ministry of 

Finance 

e-services 

between 

different 

institutions at 

state and 

municipal 

level and 

banks and 

payment 

operators 

Citizen and 

business with 

government 

Public European Completing 

procedures 

Taxes, 

Banking 

Fully developed  BG, EN 

http://ccp-bg.com/
http://ccp-bg.com/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Cadastre and 

Property 

Register of 

Bulgaria  

http://www.icad

astre.bg 

Ministry of 

Justice 

Registration 

and change of 

ownership in 

property 

Citizen and 

business with 

government 

Public National Information 

signposting, 

completing 

procedures 

Property Fully developed  BG 

Regional 

Adminis-

tration 

Yambol  

http://www.ya

mbol.governme

nt.bg 

Regional 

Adminis-

tration Yambol 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations  

Regional 

Administration 

Fully developed  BG 

Regional 

Adminis-

tration 

Shumen  

http://www.obl

astshumen.gov

ernment.bg 

Regional 

Adminis-

tration 

Shumen 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations  

Regional 

Administration 

Fully developed  BG 

Regional 

Adminis-

tration 

Haskovo  

http://www.hs.

government.bg 

Regional 

Adminis-

tration 

Haskovo 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

http://www.hs.government.bg/
http://www.hs.government.bg/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Regional 

Adminis-

tration 

Targovishte  

http://www.tg.g

overnment.bg 

Regional 

Adminis-

tration 

Targovishte 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG, EN 

Regional 

Adminis-

tration Stara 

Zagora  

http://www.sz.g

overnment.bg 

Regional 

Adminis-

tration Stara 

Zagora 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

Regional 

Adminis-

tration Sofia  

http://www.sof

oblast.governm

ent.bg 

Regional 

Adminis-

tration Sofia 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

Regional 

Adminis-

tration 

Smolyan  

http://www.regi

on-smolyan.org 

Regional 

Adminis-

tration 

Smolyan 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 
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SPC name  

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Regional 

Adminis-

tration Sliven  

http://www.sliv

en.government.

bg 

Regional 

Adminis-

tration Sliven 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG, EN 

Regional 

Adminis-

tration Silistra  

http://www.ss.g

overnment.bg/ 

Regional 

Adminis-

tration Silistra 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

Regional 

Adminis-

tration Ruse  

http://www.rus

e.bg 

Regional 

Adminis-

tration Ruse 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG, EN 

Regional 

Adminis-

tration 

Razgrad 

http://www.rz.g

overnment.bg 

Regional 

Adminis-

tration 

Razgrad 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Under 

construction 

BG 

Regional 

Adminis-

tration Plovdiv  

http://www.pd.

government.bg 

Regional 

Adminis-

tration Plovdiv 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG, EN 
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Regional 

Adminis-

tration Pleven 

http://www.ple

ven-oblast.bg 

Regional 

Adminis-

tration Pleven 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG, EN 

Regional 

Adminis-

tration Pernik  

http://www.per

nik.e-gov.bg/ 

Regional 

Adminis-

tration Pernik 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

Regional 

Adminis-

tration 

Pazardzhik  

http://www.pz.

government.bg 

Regional 

Adminis-

tration 

Pazardzhik 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

Regional 

Adminis-

tration 

Montana 

ttp://oblastmon

tana.org/ 

Regional 

Adminis-

tration 

Montana 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG, EN 

Regional 

Adminis-

tration Lovech 

blastlovech.org 

Regional 

Adminis-

tration Lovech 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Regional 

Adminis-

tration 

Kyustendil  

http://www.kn.

government.bg 

Regional 

Adminis-

tration 

Kyustendil 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

Regional 

Adminis-

tration 

Kardzhali 

http://www.kj.g

overnment.bg/ 

Regional 

Adminis-

tration 

Kardzhali 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

Regional 

Adminis-

tration 

Dobrich 

http://dobrich.g

overnment.bg/ 

Regional 

Adminis-

tration 

Dobrich 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

Regional 

Adminis-

tration 

Gabrovo 

http://www.gb.

government.bg/ 

Regional 

Adminis-

tration 

Gabrovo 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

Regional 

Adminis-

tration Vratsa 

http://oblast.vr

atsa.bg/ 

Regional 

Adminis-

tration Vratsa 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

http://www.kn.government.bg/
http://www.kn.government.bg/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Regional 

Adminis-

tration Vidin  

http://www.vidi

n.government.b

g 

Regional 

Adminis-

tration Vidin 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG, EN 

Regional 

Adminis-

tration Veliko 

Tarnovo  

http://www.vt.g

overnment.bg/ 

Regional 

Adminis-

tration Veliko 

Tarnovo 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG, EN 

Regional 

Adminis-

tration Varna  

http://www.vn.

government.bg/ 

Regional 

Adminis-

tration Varna 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG, EN 

Regional 

Adminis-

tration 

Bourgas  

http://www.bsr

egion.org/ 

 

 

 

 

Regional 

Adminis-

tration 

Bourgas 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

http://www.bsregion.org/
http://www.bsregion.org/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Regional 

Adminis-

tration 

Blagoevgrad 

http://www.bl.g

overnment.bg/ 

Regional 

Adminis-

tration 

Blagoevgrad 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public Regional Direct information 

provision, 

completing 

procedures, gaining 

authorisations 

Regional 

Administration 

Fully developed  BG 

National 

Revenue 

Agency  

http://www.nap

.bg/ 

Ministry of 

Finance 

Adminis-

tration 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public National Information 

signposting, direct 

information 

provision 

Taxes, 

Revenue 

Declarations 

Fully developed  BG 

Europe.bg  

http://www.eur

ope.bg 

European 

Institute 

Regional 

administration 

services 

Citizen and 

business with 

government 

Public European Direct information 

provision 

EU policy-

making, EU 

Cohesion 

Funds 

Fully developed  BG, DE, EN, 

FR 

Bulgaria 

AngloInfo  

http://bulgaria.

angloinfo.com/ 

AngloInfo Ltd Information 

about buying 

property, 

living, working 

and investing 

in Bulgaria   

Citizen and 

business with 

government 

Private European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Investing, 

Working, 

Living in 

Bulgaria 

Fully developed  EN 

 

 

 

http://www.europe.bg/
http://www.europe.bg/
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Table 33: Bulgaria National level SPCs for businesses  

SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

EUGO / Points 

of Single 

Contact  -

Unified Portal 

for Access to 

E-Adminis-

trative 

services 

http://www.ego

v.bg 

Bulgarian 

Ministry of 

Transport, 

Information 

Technology 

and Messages 

Facilitate 

Internal 

Market's 

freedom of 

establishment 

for service 

providers 

Business with 

government 

Public European Information 

signposting, 

completing 

procedures, gaining 

authorisations, 

intermediation 

Architecture, 

Banking 

Services, 

Internal 

Affairs, 

Aviation, 

Environmental 

Protection, 

Energetics, 

Intellectual 

Property, 

Education, 

Culture, 

Tourism, 

Sport, 

Pensions, 

Labour 

regulations 

Fully developed  BG 

Public 

Procurement 

Portal  

http://aop.bg 

Public 

Procurement 

Agency 

Facilitating the 

access to all 

current public 

procurement 

procedures 

Business with 

government 

Public European Information 

signposting 

Public 

Procurement 

Fully developed  BG 

National 

Concession 

Register  

http://www.nkr.

government.bg/

app 

Council of 

Ministers 

Administration 

Facilitating the 

access to all 

current 

concession 

procedures in 

the country 

Business with 

government 

Public National Information 

signposting, direct 

information 

provision 

Public  

Concessions 

Fully developed  BG 

 

http://aop.bg/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

EU Structural 

Funds Single 

Information 

Web Portal 

http://www.euf

unds.bg 

Council of 

Ministers 

Administration 

Facilitating the 

access to all 

current 

projects within 

the EU 

Structural 

Funds 

Business with 

government 

Public European Information 

signposting, direct 

information 

provision 

EU Structural 

Funds 

Fully developed  BG, EN 

Operational 

Programme 

Adminis-

trative 

Capacity 

Bulgaria  

http://www.opa

c.government.b

g 

Ministry of 

Finance 

Facilitating the 

access to all 

current 

projects within 

the EU OPAC 

Programme 

Business with 

government 

Public European Information 

signposting, direct 

information 

provision 

EU 

Operational 

Programme 

Administrative 

Capacity 

Fully developed  BG, EN 

Network 

Facing the 

Challenge 

How to 

Effectively 

Support Public 

Adminis-

tration 

Reforms by 

ESF Funds  

http://www.pub

licadministratio

nreform.eu 

 Facilitating the 

process of 

learning and 

communi-

cation 

between the 

members of 

the network 

Business with 

government 

Public European Information 

signposting, direct 

information 

provision 

ESF Funds Fully developed  EN 

 

 

http://www.opac.government.bg/
http://www.opac.government.bg/
http://www.opac.government.bg/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Operational 

Programme 

Regional 

Development 

Bulgaria  

http://www.bgr

egio.eu 

Council of 

Ministers 

Administration 

Facilitating the 

access to all 

current 

projects within 

the EU OPRD 

Programme 

Business with 

government 

Public National Information 

signposting, direct 

information 

provision 

Regional 

Development 

Fully developed  BG, EN 

Operational 

Programme 

on Transport 

2007-2013 

Portal  

http://www.opt

ransport.bg 

Ministry of 

Transport 

Facilitating the 

access to all 

current 

projects within 

the OPT 

Business with 

government 

Public National Information 

signposting, direct 

information 

provision 

Transport Fully developed  BG, EN 

Public 

Consultation 

Portal  

http://www.stra

tegy.bg/ 

Council of 

Ministers 

Administration 

Facilitating the 

access to all 

the official 

decisions and 

strategies of 

public 

institutions 

Business with 

government 

Public National Direct information 

provision 

Public 

Administration 

Fully developed  BG 
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Bulgarian 

Agency for 

Investment 

http://investbg.

government.bg 

Ministry of 

Finance 

Administration 

Attracting 

investment to 

Bulgaria, 

assisting 

project set-up 

and ensuring 

successful 

project 

development 

in the field of 

direct foreign 

investments 

Business with 

government 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Foreign Direct 

Investments 

Fully developed  BG, DE, EN 

Bulgarian 

Agency for 

the Promotion 

of Small and 

Medium 

Enterprises 

http://www.sm

e.government.b

g 

Ministry of 

Economics, 

Energy and 

Tourism 

Optimising the 

access to 

information 

and support 

related to the 

creation and 

development 

of small and 

medium 

enterprises 

Business with 

government 

Public National Information 

signposting, direct 

information 

provision, 

intermediation 

Business, 

Entrepreneurs

hip 

Fully developed  BG, EN 

National 

Export Portal  

http://export.go

vernment.bg 

Ministry of 

Economics, 

Energy and 

Tourism 

Optimising the 

process of 

looking for 

and finding of 

partners for 

small and 

medium 

enterprises 

Business with 

business 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

completing 

procedures, gaining 

authorisations 

Business, 

Entrepreneurs

hip 

Fully developed  BG, EN 

 

http://investbg.government.bg/
http://investbg.government.bg/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

ICT Cluster 

http://ictcluster

.bg 

ICT Cluster Facilitating the 

process of 

moving and 

changing of 

workplace 

abroad for IT 

scientists and 

researchers 

Business with 

government 

Private National Information 

signposting, direct 

information 

provision, 

completing 

procedures, gaining 

authorisations 

Information 

Technology, 

Science and 

Research work 

places 

Fully developed  BG, EN 
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Table 34: Bulgaria national level SPCs for citizens/consumers 

SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

European 

Consumer 

Centre 

Bulgaria  

http://www.ecc.

bg/ 

Bulgarian 

Commission 

for Consumer 

Protection 

Consumer 

protection 

within country 

and cross-

border 

transactions 

Consumer 

with business 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Consumer 

protection 

Fully developed  BG, EN 

Eurodesk: BG  

http://www.eur

odesk.bg/ 

National 

Centre for 

Youth 

Programmes 

and Initiatives 

Providing 

information to 

the youth on 

their rights as 

citizens of the 

European 

Union 

Citizen with 

government 

Public European Information 

signposting, direct 

information 

provision 

Education, 

Youth 

Initiatives, 

Culture 

Fully developed  BG 

National 

Health 

Insurance 

Fund  

http://www.nhif

.bg 

Ministry of 

Health 

Provision of 

information 

for healthcare 

services and 

optimisation 

of healthcare 

in the country 

Citizen with 

government 

Public National Direct information 

provision, expert 

advice provision, 

gaining 

authorisations 

Healthcare Fully developed  BG 

Bulgarian 

Medical 

Association 

http://www.bls

bg.com/ 

Bulgarian 

Medical 

Association 

Provision of 

Information 

about 

healthcare 

services, 

related 

specialists, 

and rights of 

the patients 

Citizen with 

government 

and consumer 

with business 

Civil 

organi-

sation 

National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Healthcare Under 

construction 

BG 

 

http://www.ecc.bg/
http://www.ecc.bg/
http://www.eurodesk.bg/
http://www.eurodesk.bg/
http://www.nhif.bg/
http://www.nhif.bg/
http://www.blsbg.com/
http://www.blsbg.com/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Bulgarian 

Association 

for Patient 

Protection  

http://www.pati

ent.bg 

Bulgarian 

Association for 

Patient 

Protection 

Provision of 

mechanisms 

for the 

protection of 

patients in 

Bulgaria 

Citizen with 

government 

and consumer 

with business 

Civil 

organisati

on 

National Information 

signposting, direct 

information 

provision, 

alternative dispute 

resolution, 

intermediation 

Healthcare Fully developed  BG 

Zdrave.net 

http://zdrave.n

et 

International 

Healthcare 

and Health 

Insurance 

Institute 

Provision of 

information 

and help for 

patients 

Citizen with 

government 

and consumer 

with business 

Civil 

organisati

on 

National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

intermediation 

Healthcare Fully developed  BG 

Adminis-

trative 

Register  

http://www1.go

vernment.bg/ra

s/ 

Council of 

Ministers 

Adminis-

tration 

Provision of 

information 

about the 

public 

adminis-

tration system 

in the country 

and access to 

a complete 

database of all 

vacancies in 

the public 

adminis-

tration 

Citizen with 

government 

Public National Information 

signposting, direct 

information 

provision 

Public 

Adminis-

tration 

Fully developed  BG 

 

 

 

http://www.patient.bg/
http://www.patient.bg/
http://zdrave.net/
http://zdrave.net/
http://www1.government.bg/ras/
http://www1.government.bg/ras/
http://www1.government.bg/ras/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Agency for 

Social 

Benefits 

Provision  

http://www.asp

.government.bg 

Ministry of 

Labor and 

Social Policy 

Adminis-

tration 

Facilitating the 

process of 

applying for 

and receiving 

social benefits 

Citizen with 

government 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

completing 

procedures, gaining 

authorisations, 

alternative dispute 

resolution 

Social welfare Fully developed  BG 

Pravatami.bg  

http://pravatam

i.bg 

Department 

for Legal 

Culture 

Providing 

comprehen-

sive, 

accessible 

information 

about citizens 

rights and 

obligations 

under 

Bulgarian and 

EU law 

Citizen with 

government 

and consumer 

with business 

Public National Information 

signposting, direct 

information 

provision 

Civil Rights 

and 

Obligations 

Fully developed  BG, EN 

World 

Education  

http://world-

education.bg/ 

Bery Group Providing 

comprehen-

sive, 

accessible 

information 

about 

educational 

opportunities 

abroad 

Consumer 

with business 

Private National Information 

signposting, direct 

information 

provision 

Education Fully developed  BG 
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Where to 

study? Web 

Portal  

www.kadedauch

a.com 

Pogled Info Providing 

comprehend-

sive, 

accessible 

information 

about 

educational 

opportunities 

abroad 

Consumer 

with business 

Private National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Education Fully developed  BG 

Uchenik.com 

http://www.uch

enik.com 

Unknown Providing 

comprehen-

sive, 

accessible 

information 

about 

educational 

opportunities  

Consumer 

with business 

Civil 

organi-

sation 

National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Education Fully developed  BG 

Universities  

4 You  

http://www.uni

versities4you.co

m/ 

Edlanta Providing 

comprehen-

sive, 

accessible 

information 

about 

educational 

opportunities  

Consumer 

with business 

Private National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Education Fully developed  BG 

http://www.kadedaucha.com/
http://www.kadedaucha.com/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Youth Portal 

http://youth.mo

n.bg 

Ministry of 

Education, 

Youth and 

Science 

Providing 

comprehen-

sive, 

accessible 

information 

about 

educational 

opportunities  

Citizen with 

government 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Education Fully developed  BG 

Study in 

Bulgaria  

http://www.stu

dyinbulgaria.co

m 

Study In 

Bulgaria Ltd. 

Providing 

comprehen-

sive, 

accessible 

information 

about 

studying in 

Bulgaria   

Citizen with 

government 

Private European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Education  Fully developed  EN, FR 

 

 

 

 

 

 

  

http://www.studyinbulgaria.com/
http://www.studyinbulgaria.com/
http://www.studyinbulgaria.com/
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Table 35: Bulgaria National level SPCs for businesses  

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

EUGO / Points 

of Single 

Contact  -

Unified Portal 

for Access to 

E-Adminis-

trative 

services 

http://www.ego

v.bg 

Bulgarian 

Ministry of 

Transport, 

Information 

Technology 

and Messages 

Facilitate 

Internal 

Market's 

freedom of 

establishment 

for service 

providers 

Business with 

government 

Public European Information 

signposting, 

completing 

procedures, 

gaining 

authorisations, 

intermediation 

Architecture, 

Banking 

Services, 

Internal 

Affairs, 

Aviation, 

Environmental 

Protection, 

Energetics, 

Intellectual 

Property, 

Education, 

Culture, 

Torusim, 

Sport, 

Pensions, 

Labour 

regulations 

Fully developed  BG 

Public 

Procurement 

Portal  

http://aop.bg 

Public 

Procurement 

Agency 

Facilitating the 

access to all 

current public 

procurement 

procedures 

Business with 

government 

Public European Information 

signposting 

Public 

Procurement 

Fully developed  BG 

National 

Concession 

Register  

http://www.nkr.

government.bg/

app 

Council of 

Ministers 

Adminis-

tration 

Facilitating the 

access to all 

current 

concession 

procedures in 

the country 

Business with 

government 

Public National Information 

signposting, direct 

information 

provision 

Public  

Concessions 

Fully developed  BG 

http://aop.bg/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

EU Structural 

Funds Single 

Information 

Web Portal  

http://www.euf

unds.bg 

Council of 

Ministers 

Administration 

Facilitating the 

access to all 

current 

projects within 

the EU 

Structural 

Funds 

Business with 

government 

Public European Information 

signposting, direct 

information 

provision 

EU Structural 

Funds 

Fully developed  BG, EN 

Operational 

Programme 

Adminis-

trative 

Capacity 

Bulgaria  

http://www.opa

c.government.b

g 

Ministry of 

Finance 

Facilitating the 

access to all 

current 

projects within 

the EU OPAC 

Programme 

Business with 

government 

Public European Information 

signposting, direct 

information 

provision 

EU Operational 

Programme 

Administrative 

Capacity 

Fully developed  BG, EN 

Network 

Facing the 

Challenge How 

to Effectively 

Support Public 

Adminis-

tration 

Reforms by 

ESF Funds  

http://www.publ

icadministration

reform.eu 

 Facilitating the 

process of 

learning and 

communi-

cation 

between the 

members of 

the network 

Business with 

government 

Public European Information 

signposting, direct 

information 

provision 

ESF Funds Fully developed  EN 

http://www.opac.government.bg/
http://www.opac.government.bg/
http://www.opac.government.bg/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Operational 

Programme 

Regional 

Development 

Bulgaria  

http://www.bgr

egio.eu 

Council of 

Ministers 

Administration 

Facilitating the 

access to all 

current 

projects within 

the EU OPRD 

Programme 

Business with 

government 

Public National Information 

signposting, direct 

information 

provision 

Regional 

Development 

Fully developed  BG, EN 

Operational 

Programme on 

Transport 

2007-2013 

Portal  

http://www.optr

ansport.bg 

Ministry of 

Transport 

Facilitating the 

access to all 

current 

projects within 

the OPT 

Business with 

government 

Public National Information 

signposting, direct 

information 

provision 

Transport Fully developed  BG, EN 

Public 

Consultation 

Portal  

http://www.stra

tegy.bg/ 

Council of 

Ministers 

Administration 

Facilitating the 

access to all 

the official 

decisions and 

strategies of 

public 

institutions 

Business with 

government 

Public National Direct information 

provision 

Public 

Administration 

Fully developed  BG 
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Bulgarian 

Agency for 

Investment 

http://investbg.

government.bg 

Ministry of 

Finance 

Administration 

Attracting 

investment to 

Bulgaria, 

assisting 

project set-up 

and ensuring 

successful 

project 

development 

in the field of 

direct foreign 

investments 

Business with 

government 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Foreign Direct 

Investments 

Fully developed  BG, DE, EN 

Bulgarian 

Agency for 

the Promotion 

of Small and 

Medium 

Enterprises  

http://www.sm

e.government.b

g 

Ministry of 

Economics, 

Energy and 

Tourism 

Optimising the 

access to 

information 

and support 

related to the 

creation and 

development 

of small and 

medium 

enterprises 

Business with 

government 

Public National Information 

signposting, direct 

information 

provision, 

intermediation 

Business, 

Entrepre-

neurship 

Fully developed  BG, EN 

National 

Export Portal  

http://export.go

vernment.bg 

Ministry of 

Economics, 

Energy and 

Tourism 

Optimising the 

process of 

looking for 

and finding of 

partners for 

small and 

medium 

enterprises 

Business with 

business 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

completing 

procedures, 

gaining 

authorisations 

Business, 

Entrepre-

neurship 

Fully developed  BG, EN 

http://investbg.government.bg/
http://investbg.government.bg/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

ICT Cluster  

http://ictcluster.

bg 

ICT Cluster Facilitating the 

process of 

moving and 

changing of 

workplace 

abroad for IT 

scientists and 

researchers 

Business with 

government 

Private National Information 

signposting, direct 

information 

provision, 

completing 

procedures, 

gaining 

authorisations 

Information 

Technology, 

Science and 

Research work 

places 

Fully developed  BG, EN 
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Table 36: Bulgaria national level SPCs for citizens/consumers 

SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

European 

Consumer 

Centre 

Bulgaria   

http://www.ecc.

bg/ 

Bulgarian 

Commission 

for Consumer 

Protection 

Consumer 

protection 

within country 

and cross-

border 

transactions 

Consumer 

with business 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Consumer 

protection 

Fully developed  BG, EN 

Eurodesk: BG  

http://www.eur

odesk.bg/ 

National 

Centre for 

Youth 

Programmes 

and Initiatives 

Providing 

information to 

the youth on 

their rights as 

citizens of the 

European 

Union 

Citizen with 

government 

Public European Information 

signposting, direct 

information 

provision 

Education, 

Youth 

Initiatives, 

Culture 

Fully developed  BG 

Tuk Tam  

http://www.tuk

-tam.bg 

Tuk Tam Provision of 

help for 

people who 

have lived 

abroad and 

have returned 

to Bulgaria 

Citizen with 

government 

and consumer 

with business 

Civil 

organi-

sation 

National Information 

signposting, direct 

information 

provision 

Education, Job 

Opportunities, 

Welfare and 

Healthcare 

Fully developed  BG 

National 

Health 

Insurance 

Fund  

http://www.nhif

.bg 

Ministry of 

Health 

Provision of 

information 

for healthcare 

services and 

optimisation 

of healthcare 

in the country 

Citizen with 

government 

Public National Direct information 

provision, expert 

advice provision, 

gaining 

authorisations 

Healthcare Fully developed  BG 

 

 

http://www.ecc.bg/
http://www.ecc.bg/
http://www.eurodesk.bg/
http://www.eurodesk.bg/
http://www.tuk-tam.bg/
http://www.tuk-tam.bg/
http://www.nhif.bg/
http://www.nhif.bg/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Bulgarian 

Medical 

Association  

http://www.bls

bg.com/ 

Bulgarian 

Medical 

Association 

Provision of 

Information 

about 

healthcare 

services, 

related 

specialists, 

and rights of 

the patients 

Citizen with 

government 

and consumer 

with business 

Civil 

organi-

sation 

National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Healthcare Under 

construction 

BG 

Bulgarian 

Association 

for Patient 

Protection 

http://www.pati

ent.bg 

Bulgarian 

Association for 

Patient 

Protection 

Provision of 

mechanisms 

for the 

protection of 

patients in 

Bulgaria 

Citizen with 

government 

and consumer 

with business 

Civil 

organi-

sation 

National Information 

signposting, direct 

information 

provision, 

alternative dispute 

resolution, 

intermediation 

Healthcare Fully developed  BG 

Zdrave.net  

http://zdrave.n

et 

International 

Healthcare 

and Health 

Insurance 

Institute 

Provision of 

information 

and help for 

patients 

Citizen with 

government 

and consumer 

with business 

Civil 

organi-

sation 

National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

intermediation 

Healthcare Fully developed  BG 

 

 

 

 

 

http://www.blsbg.com/
http://www.blsbg.com/
http://www.patient.bg/
http://www.patient.bg/
http://zdrave.net/
http://zdrave.net/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Adminis-

trative 

Register 

http://www1.go

vernment.bg/ra

s/ 

Council of 

Ministers 

Adminis-

tration 

Provision of 

information 

about the 

public 

adminis-

tration system 

in the country 

and access to 

a complete 

database of all 

vacancies in 

the public 

administration 

Citizen with 

government 

Public National Information 

signposting, direct 

information 

provision 

Public 

Administration 

Fully developed  BG 

Agency for 

Social 

Benefits 

Provision  

http://www.asp

.government.bg 

Ministry of 

Labour and 

Social Policy 

Adminis-

tration 

Facilitating the 

process of 

applying for 

and receiving 

social benefits 

Citizen with 

government 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

completing 

procedures, 

gaining 

authorisations 

Social welfare Fully developed  BG 

Pravatami.bg  

http://pravata

mi.bg 

Department 

for Legal 

Culture 

Providing 

comprehensiv

e, accessible 

information 

about citizens 

rights and 

obligations 

under 

Bulgarian and 

EU law 

Citizen with 

government 

and consumer 

with business 

Public National Information 

signposting, direct 

information 

provision 

Civil Rights 

and 

Obligations 

Fully developed  BG, EN 

http://www1.government.bg/ras/
http://www1.government.bg/ras/
http://www1.government.bg/ras/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

World 

Education  

http://world-

education.bg/ 

Bery Group Providing 

comprehen-

sive, 

accessible 

information 

about 

educational 

opportunities 

abroad 

Consumer 

with business 

Private National Information 

signposting, direct 

information 

provision 

Education Fully developed  BG 

Where to 

study? Web 

Portal  

www.kadedauc

ha.com 

Pogled Info Providing 

comprehen-

sive, 

accessible 

information 

about 

educational 

opportunities 

abroad 

Consumer 

with business 

Private National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Education Fully developed  BG 

Uchenik.com 

http://www.uch

enik.com 

Unknown Providing 

comprehen-

sive, 

accessible 

information 

about 

educational 

opportunities  

Consumer 

with business 

Civil 

organi-

sation 

National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Education Fully developed  BG 

http://www.kadedaucha.com/
http://www.kadedaucha.com/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Universities 4 

You  

http://www.uni

versities4you.co

m/ 

Edlanta Providing 

comprehen-

sive, 

accessible 

information 

about 

educational 

opportunities  

Consumer 

with business 

Private National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Education Fully developed  BG 

Youth Portal  

http://youth.m

on.bg 

Ministry of 

Education, 

Youth and 

Science 

Providing 

comprehend-

sive, 

accessible 

information 

about 

educational 

opportunities  

Citizen with 

government 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Education Fully developed  BG 

Study in 

Bulgaria  

http://www.stu

dyinbulgaria.co

m 

Study In 

Bulgaria Ltd. 

Providing 

comprehen-

sive, 

accessible 

information 

about 

studying in 

Bulgaria   

Citizen with 

government 

Private European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Education  Fully developed  EN, FR 

 

http://www.studyinbulgaria.com/
http://www.studyinbulgaria.com/
http://www.studyinbulgaria.com/
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Member State: Sweden 

Table 37: Sweden national level SPCs for both businesses and citizens/consumers 

SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

The  

Bothnian Arc 

http://bothnian

arc.net/ 

Nordic Council 

of Ministers 

Bothnian Arc 

is one of the 

cross-border 

organizations 

in Nordic 

countries that 

is financed by 

Nordic Council 

of Ministers. 

Citizen and 

business with 

government 

Civil 

organi-

sation 

European Information 

signposting; Direct 

information 

provision; 

Intermediation  

 

Opens up new 

opportunities 

to build a 

strong and 

competitive 

region that 

sets high 

international 

standards in 

technology, 

enterprise, 

tourism, 

expertise and 

networking.  

Fully developed  SV, FI, EN 

 

 

 

 

 

 

 

 

 

http://bothnianarc.net/
http://bothnianarc.net/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Your Europe 

(Your  

Europé Sv) 

europa.eu/yo

ureurope/ 

Your Europé Provide 

European 

people and 

businesses in 

an EU 

member state  

with help and 

"practical" 

advice on a 

number of 

issues related 

to living, 

working, 

travelling and 

setting up and 

running a 

business 

Citizen and 

business with 

government 

Public European Information 

signposting; Direct 

information 

provision 

Advice to 

people on: 

travel, 

employ-ment 

and 

retirement, 

car and 

driving, living 

abroad, 

health, 

education, 

family and 

consumer 

protection.                          

Advice to 

businesses: 

getting 

started, 

running a 

business, 

grow your 

business, EU 

market, 

innovation, 

responsible 

businesses, 

financial 

support and 

help, close a 

business 

Fully developed  EN 
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Interreg 

Sweden-

Norway 

(Interreg-

Sverige-

Norge)  

http://www.inte

rreg-sverige-

norge.com/inde

x.asp 

Swedish 

Agency for 

Economic 

Authority 

(Tillväxt-

verket) and 

Nordoc 

Council of 

Ministers 

The cross-

border 

programme 

Interreg 

Sweden-

Norway 2007-

2013 is 

intended as a 

framework for 

cooperation at 

the 

cross+border, 

regional and 

interregional 

levels. 

Citizen and 

business with 

government 

Public European Information 

signposting; Direct 

information 

provision; 

Completing 

procedures; 

Intermediation 

The main goal 

of this 

initiative is to 

promote 

cooperation 

through 

providing 

funding for 

projects 

developed in 

the region. 

Fully developed  NO, SV 

The Border 

Service 

(grense 

tjansten)  

http://www.gre

nsetjansten.no/ 

Norden, 

Nordic Council 

of Ministers 

Facilitate 

cooperation 

between 

Sweden and 

Norway 

Citizen and 

business with 

government 

Public European Information 

signposting;  

Direct information 

provision; 

Providing expert 

advice 

Provides 

advice and 

help to 

Swedish and 

Norwegian 

citizens and 

companies 

that want to 

move or work 

across the 

border. 

Fully developed  SV, NO 

 

 

 

 

http://www.interreg-sverige-norge.com/index.asp
http://www.interreg-sverige-norge.com/index.asp
http://www.interreg-sverige-norge.com/index.asp
http://www.interreg-sverige-norge.com/index.asp
http://www.grensetjansten.no/
http://www.grensetjansten.no/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Interreg IVA  

http://www.inte

rreg-oks.eu/se 

European 

Union 

Support and 

encourage 

cooperation 

among 

Denmark, 

Sweden, and 

Norway 

Citizen and 

business with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

Intermediation  

 

The EU 

programme 

co-operation 

across borders 

in the EU and 

adjacent 

countries. The 

programme 

funds cross-

border co-

operation 

projects 

between 

partners from 

Norway, 

Denmark and 

Sweden to 

increase 

growth and 

sustainable 

development. 

Fully developed  SV, DA, NO, 

EN 

 

 

 

 

 

 

http://www.interreg-oks.eu/se
http://www.interreg-oks.eu/se
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Mid Nordic 

Committee  

http://www.mit

tnorden.net 

Nordic Council 

of Ministers 

The Mid 

Nordic 

Committee’s 

cooperation 

aims to 

promote 

sustainable 

development 

and growth in 

the region the 

cross border 

region. 

Citizen and 

business with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

Intermediation  

 

The Mid Nordic 

Committee 

prioritizes 

cooperation 

within the 

following 

topics: 

innovation, 

East-west 

communicatio

ns, culture, 

energy and 

renewable 

resources. 

Fully developed  SV, FI, EN 

Solvit  

http://www.ko

mmers.se/In-

English/solvit-

center/ 

Kommerskolle

gium (National 

Board of 

Trade) 

Fulfils the 

need for a 

more informal 

process in 

which 

companies 

and private 

individuals can 

obtain free 

help with 

rapid and 

practical 

solutions to 

problems they 

experience in 

the Internal 

Market. 

Citizen and 

business with 

government 

Public National Information 

signposting; 

Problem-solving; 

Intermediation 

 

General 

barriers to 

Single Market 

in the EU 

Fully developed  EN, SV 

http://www.mittnorden.net/
http://www.mittnorden.net/
http://www.kommers.se/In-English/solvit-center/
http://www.kommers.se/In-English/solvit-center/
http://www.kommers.se/In-English/solvit-center/
http://www.kommers.se/In-English/solvit-center/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Swedish 

Customs  

http://www.tull

verket.se/ 

Sweden's 

Government 

The Customs 

Guide is 

intended for 

people without 

extensive 

prior 

experience 

with customs. 

It consists of a 

series of 

questions for 

you to 

answer. At the 

end of the 

guide is 

information on 

how to 

proceed with 

your goods. 

Citizen and 

business with 

government 

Public National Information 

signposting; Direct 

information 

provision;  

Providing expert 

advice 

 

Rules, 

regulations, 

and advice on 

a range of 

topics related 

to  bringing 

goods into 

Sweden and 

exporting 

goods outside 

of Sweden 

 SV, EN 

 

 

 

 

 

 

 

 

http://www.tullverket.se/
http://www.tullverket.se/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Kvanken 

Council  

http://www.kva

rken.org/ 

Nordic Council 

of Ministers 

The Kvarken 

Council is a 

Nordic cross 

border 

cooperation 

association for 

the Quark 

region. It is a 

part of the 

Nordic cross 

border bodies, 

which are 

funded by the 

Nordic Council 

of Ministers.  

Citizen and 

business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Intermediation 

 

Provides 

support for 

cooperation 

projects and 

runs 

independent 

projects 

focused on the 

development 

of the region, 

on a diverse 

number of 

issues, such as 

economic 

development, 

communi-

cation, etc. 

Fully developed  SV, FI, EN 

North 

Calotte/Arctic 

Council  

http://www.nor

dkalottradet.nu/ 

Nordic Council 

of Ministers 

Promote 

cooperation  

by supporting 

development 

projects in the 

border regions 

in Sweden, 

Norway and 

Finland 

Citizen and 

business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Intermediation 

Cooperation 

on 

development 

projects in the 

following 

regions/counti

es: Nordland, 

Troms and 

Finnmark i 

Norge, region 

Lappland in 

Finland and 

Norrbottens 

County i 

Sverige. 

Fully developed  NO, SV, FI 

http://www.kvarken.org/
http://www.kvarken.org/
http://www.nordkalottradet.nu/
http://www.nordkalottradet.nu/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Border 

Committee  

Østfold-

Bohuslän/ 

Dalsland  

http://www.gra

nskommitten.co

m/ 

Nordic Council 

of Ministers 

Promote the 

development 

of the border 

regions 

located 

between 

Gothunburg in 

Sweden and 

Oslo in 

Norway 

Citizen and 

business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Intermediation  

The two 

regions 

experience 

high number 

of commuters 

and a lot of 

exchange of 

people and 

businesses 

due to their 

proximity. For 

the period 

2012-2014, 

priority areas 

for funding 

are: border 

control, 

economic life, 

infrastructure, 

health/environ

ment, 

capacity-

building. 

Fully developed  SV 

 

 

 

 

 

 

http://www.granskommitten.com/
http://www.granskommitten.com/
http://www.granskommitten.com/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Tornedaianl 

Council 

http://www.tor

nedalen.org/?pa

geid=16&ISO=

SWE 

Nordic Council 

of Ministers 

Collaborative 

development 

of the 

Tornedal 

region across 

Swedish and 

Finnish border 

Citizen and 

business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Intermediation  

 

Safeguard the 

interests of 

the counties 

and individuals 

living in the 

region; 

Increase 

Tornedal's 

attractiveness 

through 

branding and 

marketing; 

develop 

economic life 

and labour 

force; support 

education and 

capacity-

building; 

develop the 

infrastructure 

and communi-

cation while 

preserving 

Tornedal's 

culture. 

Fully developed  SV, FI 

 

 

 

 

http://www.tornedalen.org/?pageid=16&ISO=SWE
http://www.tornedalen.org/?pageid=16&ISO=SWE
http://www.tornedalen.org/?pageid=16&ISO=SWE
http://www.tornedalen.org/?pageid=16&ISO=SWE
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Mid Skandia  

http://80.88.99

.90/mittSkandia

_Default.aspx?i

d=723 

Nordic Council 

of Ministers 

Promote 

cooperation 

between the 

bordering 

regions 

loctaed in the 

centre of 

Sweden and 

Norway for 

development 

purposes 

Citizen and 

business with 

government 

Civil 

organisatio

n 

 

Regional Information 

signposting; Direct 

information 

provision; 

Intermediation  

 

Coordinated 

regional 

development; 

economic 

collaboration 

across the 

border; 

coordinated 

capacity 

building; raise 

quality of life 

and social 

services across 

the border 

Fully developed  SV 

About 

Housing 

(OmBoende)  

http://www.om

boende.se/ 

Swedish 

Housing 

Agency 

(Boverket) 

and Swedish 

Consumer 

Agency 

OmBoende 

offers prompt 

and accurate 

answers to 

questions 

about 

housing. 

Information is 

tailored to the 

customer and 

their living 

situation. 

Citizen and 

business with 

government 

Public Regional Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice;  

Intermediation 

 

Information 

about 

searching for 

housing, 

renting, 

buying, 

building, 

owning, 

selling, and 

moving out of 

an accommo-

dation 

Fully developed  SV 

 

 

 

 

http://80.88.99.90/mittSkandia_Default.aspx?id=723
http://80.88.99.90/mittSkandia_Default.aspx?id=723
http://80.88.99.90/mittSkandia_Default.aspx?id=723
http://80.88.99.90/mittSkandia_Default.aspx?id=723
http://www.omboende.se/
http://www.omboende.se/
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Øresund 

Direkt  

www.oresunddir

ekt.se 

Collaboration 

among Labour 

Agency, 

Insurance 

Agency, Local 

Councils and 

Swedish Tax 

Agency 

An information 

service that 

communi-

cates official 

information 

from officials-

government to 

citizens and 

the industry in 

the Öresund 

region. 

Citizen and 

business with 

government 

Civil 

organi-

sation 

Regional Information 

signposting; Direct 

information 

provision 

All aspects 

related to 

employment, 

everyday life, 

finances, 

housing, etc in 

the region, 

aimed at 

facilitating 

integration in 

the region and 

also citizen 

mobility 

between 

Denmark and 

Sweden. 

Fully developed  SV, DA 

ARKO 

Cooperation  

http://www.ark

o-

regionen.org/o

m_arko.asp 

 

 

Nordic Council 

of Ministers 

 

Support the 

development 

of local 

business in 

eleven 

counties 

across the 

Norwegian-

Swedish 

border, four 

on the 

Swedish side 

and four on 

the Norwegian 

side.  

Citizen and 

business with 

government 

 

Public 

 

County 

 

Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

Aims to assist 

citizens and 

companies 

living in the 

eleven 

counties, 

especially with 

regard to 

settling in the 

area, moving 

and working 

across the 

border, and 

setting up a 

business in the 

region. 

Fully developed  SV 

 

http://www.oresunddirekt.se/
http://www.oresunddirekt.se/
http://www.arko-regionen.org/om_arko.asp
http://www.arko-regionen.org/om_arko.asp
http://www.arko-regionen.org/om_arko.asp
http://www.arko-regionen.org/om_arko.asp
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Nordic 

Atlantic Co-

operation 

(NORA)  

http://www.nor

a.fo/en/index.p

hp 

 

Nordic Council 

of Ministers 

NORA (Nordic 

Atlantic 

Cooperation) 

is an 

intergovernme

ntal 

organization 

under the 

Nordic Council 

of Ministers 

including the 

Faroe Islands, 

Greenland, 

Iceland, and 

Coastal 

Norway. 

Citizen and 

business with 

government 

Civil 

organisatio

n 

County Information 

signposting; Direct 

information 

provision; 

Intermediation 

Three of the 

most 

significant 

challenges are 

ensuring 

sustainable 

development 

in the fisheries 

sector, 

enhancing 

economic 

diversification 

and 

innovation, 

and improving 

accessibility to 

the otherwise 

peripheral 

region. 

Fully developed  DA, IS, 

Faroese 

 

 

 

 

 

 

 

 

http://www.nora.fo/en/index.php
http://www.nora.fo/en/index.php
http://www.nora.fo/en/index.php
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

The Border 

Committee 

Värmland-

Østfold  

http://www.var

most.net/hjem.

177245.no.html 

 

Nordic Council 

of Ministers 

Promote the 

cooperative 

development 

of two border 

regions, 

Värmland in 

Sweden and 

Ostfold in 

Norway, 

encompassing 

a total of 15 

counties 

Citizen and 

business with 

government 

Civil 

organi-

sation 

County Information 

signposting; Direct 

information 

provision;  

No information 

about the 

general scope 

of the projects 

run and 

supported, but 

from the list of 

supported 

projects 

available 

online, the 

organization 

appears to 

support youth 

collaborations, 

conferences 

with social 

development 

goals, political 

development 

and citizen 

rights. 

Fully developed  NO 

 

 

 

 

 

 

http://www.varmost.net/hjem.177245.no.html
http://www.varmost.net/hjem.177245.no.html
http://www.varmost.net/hjem.177245.no.html
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SPC name 

and link 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Norden.se  

www.norden.or

g 

Nordic Council 

of Ministers 

The purpose 

of the 

norden.org 

website is to 

provide insight 

into official 

Nordic co-

operation  

 Public  Information 

signposting; Direct 

information 

provision; 

Provides 

insight into 

official Nordic 

co-operation 

by informing 

how the co-

operation is 

organised, by 

emphasising 

political 

priorities, and 

by drawing 

attention to 

the purpose 

and results of 

the co-

operation. 

Norden.org  

Fully developed  SV, DA, IS, 

NO, FI, EN 

 

 

 

 

 

 

 

 

 

 

http://www.norden.org/
http://www.norden.org/
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Table 38: Sweden national level SPCs for businesses  

SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Business 

Sweden  

www.business-

sweden.se/en/ 

The Swedish 

Trade and 

Invest Council 

Business 

Sweden’s aim 

is to promote 

Sweden 

internationally 

and enhance 

the image and 

awareness of 

Sweden as an 

attractive, 

innovative 

and 

competitive 

business 

partner.  

Business with 

business 

Public European Information 

signposting; 

Direct information 

provision; 

Providing expert 

advice 

 

Their mission 

is also to 

identify and 

showcase 

competency 

centres – 

clusters of 

companies, 

industries and 

skills on the 

Swedish 

market. 

Sweden’s 

innovation-

friendly 

climate offers 

excellent 

investment 

opportunities 

in 

manufacturing

, transport, 

science, 

technology, 

healthcare, 

music, design, 

tourism and 

other 

industries. 

Fully developed  EN, SV 

http://www.business-sweden.se/en/
http://www.business-sweden.se/en/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Open Trade 

Gate Sweden  

www.opentradeg

ate.se 

National Board 

of Trade 

(Sweden's 

Government) 

A one-stop 

information 

centre 

assisting 

exporters 

from 

developing 

countries with 

information 

on rules and 

requirements 

in Sweden 

and the 

European 

Union. They 

cover areas 

such as 

customs 

procedures 

and 

preferences, 

labelling, 

packaging, 

health and 

sanitary 

requirements. 

Business with 

government 

Public European Information 

signposting; 

Direct information 

provision; 

Intermediation 

 

In order to 

facilitate trade 

and increase 

exports from 

developing 

countries to 

Sweden, they 

provide 

information on 

the official 

rules, 

procedures 

and technical 

requirements 

that apply to 

exports to 

Sweden. They 

also help 

exporters who 

encounter 

problems 

when trying to 

export to 

Sweden.      

  

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.opentradegate.se
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.opentradegate.se
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Kompass  

http://se.kompa

ss.com/ 

Bisnode Kompass is a 

comprehen-

sive B2B 

database, 

with more 

than 4 million 

international 

and domestic 

companies 

listed, which 

link buyers 

and sellers 

worldwide. 

Business with 

business 

Private European Information 

signposting; 

Intermediation  

Any business 

listed in the 

database 

Fully developed  SV, EN 

Norden in 

Focus (Norden 

I Fokus)  

http://www.nor

den.org 

Nordic Council 

of Ministers 

and Nordic 

Centre for 

Welfare and 

Social Issues  

It is the 

Nordic Council 

of Ministers' 

information 

office in 

Sweden, 

aiming to give 

national 

debates a 

Nordic 

perspective 

through 

politics, 

environment, 

journalists 

and interest 

groups.  

Business with 

government 

Public National Information 

signposting;Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

 

The main 

target groups 

are 

bureaucrats, 

politicians, 

journalists and 

interest 

groups. 

 SV, NO, FI, 

DA 

http://se.kompass.com/
http://se.kompass.com/
http://www.norden.org/
http://www.norden.org/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network 

Sweden  

www.enterprise

europe.se/2.752

11b3f12c82646

be0800079794.

html 

(Tillväxt-

verket) The 

Swedish 

Agency for 

Economic and 

Regional 

Growth 

The Enterprise 

Europe 

Network is the 

largest 

network of 

contact points 

providing 

information 

and advice to 

EU companies 

on EU 

matters, in 

particular 

small and 

medium 

enterprises 

(SMEs). 

Business with 

business 

Public National Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation  

 

Information 

on EU 

legislation and 

EU funding; 

help finding 

business 

partners in 

other 

countries;  

Fully developed  SV 

http://www.enterpriseeurope.se/2.75211b3f12c82646be0800079794.html
http://www.enterpriseeurope.se/2.75211b3f12c82646be0800079794.html
http://www.enterpriseeurope.se/2.75211b3f12c82646be0800079794.html
http://www.enterpriseeurope.se/2.75211b3f12c82646be0800079794.html
http://www.enterpriseeurope.se/2.75211b3f12c82646be0800079794.html
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

EUGO: Point 

of Single 

Contact  

www.verksamt.

se/portal/web/g

uest/home 

verksamt.se Helps 

business 

providers 

complete 

necessary 

administrative 

paperwork/tas

ks online, 

answer 

general 

questions 

about the 

Services 

Directive, and 

also 

strengthen 

the rights of 

service 

recipients.  

Business with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

Advice at all 

stages of 

business: 

considering 

opening a 

business, 

starting it up, 

running it, 

developing it, 

or closing it 

down.  

Fully developed  SV, EN 

http://www.verksamt.se/portal/web/guest/home
http://www.verksamt.se/portal/web/guest/home
http://www.verksamt.se/portal/web/guest/home
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Key Relocation 

Center AB 

http://www.key

relocation.se 

Key Relocation 

Center AB 

KEY 

Relocation 

Centre AB 

offers fully 

integrated 

relocation 

solutions to 

international 

corporations 

and their 

employees. 

Our expert 

end-to-end 

management, 

all under one 

roof and 

within a single 

point of 

contact, saves 

your HR team 

adminis-

tration time 

and costs, 

while 

providing a 

consistent 

service level. 

Business with 

business 

Private National Direct information 

provision; 

Providing expert 

advice; Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

KEY Relocation 

Center AB has 

long traditions 

with assisting 

Expatriates to 

and from 

Sweden. We 

have over the 

last 16 years 

developed a 

solid expertise 

built on vast 

experience as 

our customers 

have come 

from many 

different 

cultures and 

have had a 

variety of 

requirements.  

Fully developed  EN 

http://www.keyrelocation.se/
http://www.keyrelocation.se/
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SPC Name Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Find a sales 

agent  

http://www.find

salesagent.se/ 

come-into-

conact.com 

findsales-

agent.se is a 

national 

platform for 

Commercial 

Agents in 

Sweden with 

more than 

600 agents 

and agencies 

across 

Sweden 

Business with 

business 

Private National Information 

signposting; Direct 

information 

provision; 

Intermediation 

findsales-

agent.se is 

part of the 

international 

platform 

come-into-

contact.com, 

which is 

supported by 

IUCAB and the 

Swedish 

Association of 

Agents. 

Operator of 

findsales-

agent.se is 

CDH eService 

GmbH, a 

subsidiary of 

the National 

Association of 

German 

Commercial 

Agencies and 

Distribution 

CDH e.V. 

Fully developed  EN, FR, DE 

 

 

 

http://www.findsalesagent.se/
http://www.findsalesagent.se/
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Table 39: Sweden national level SPCs for citizens/consumers 

SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Consumer 

Agency ECC- 

NET 

(Konsument 

Europa) 

www.konsumen

teuropa.se/en/ 

Konsumentver

ket 

A member of 

the ECC-NET 

offers advice 

and 

information 

when 

purchasing 

goods outside 

of Sweden, in 

the European 

Union  

(+ Norway 

and Iceland).  

Citizen with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; Completing 

procedures; 

Intermediation 

Travel, goods 

and services, 

travel, 

purchase of 

vehicles, 

fraud, E-

commerce, 

timeshare, 

buying event 

tickets, and 

bank and 

financial 

services. 

Fully developed  SV, EN, DE, 

FR, IT 

FIN-NET  

www.arn.se/Am

nen/ 

 

 

National Board 

for Comsumer 

Complaints 

(Allmaenna 

Reklamationsn

aemnden) 

A public 

authority that 

functions 

roughly like a 

court. The 

main task is 

to impartially 

try disputes 

between 

consumers 

from other EU 

countries and 

Swedish 

businesses. 

Consumer 

with business 

Public National Providing expert 

advice; Alternative 

dispute resolution 

banking, 

housing, boat, 

electronics, 

real estate, 

insurance, 

vehicle, 

furniture, 

travel, shoes, 

textiles, 

laundry 

Fully developed  SV 

http://www.konsumenteuropa.se/en/
http://www.konsumenteuropa.se/en/
http://www.arn.se/Amnen/
http://www.arn.se/Amnen/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Eurodesk 

www.ungdomss

tyrelsen.se/bidr

ag 

 

 

Swedish 

National Board 

for Youth 

Affairs 

(Ungdomsstyr

elsen) 

A government 

agency that 

works to 

ensure that 

young people 

have access 

to influence 

and welfare. 

They also 

support the 

government 

in issues 

relating to 

civil society 

policy and 

collaborate 

with regional 

and local 

governments 

on youth-

related 

issues. 

Citizen with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice;  

Youth related 

issues such: 

•producing and 

communicating 

knowledge 

about young 

people’s living 

conditions  

•following up 

the objectives 

set for national 

youth policy and 

supporting 

municipalities in 

their youth 

policy work  

•distributing 

funds to civil 

society 

organisations, 

projects and 

international 

cooperation  

•information 

about the civil 

society, its 

working 

conditions, 

composition and 

development  

•forming 

networks with 

relevant 

governmental 

agencies and 

organisations.  

Migration from 

old site(s) 

SV 

http://www.ungdomsstyrelsen.se/bidrag
http://www.ungdomsstyrelsen.se/bidrag
http://www.ungdomsstyrelsen.se/bidrag
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Sweden 

Abroad  

www.swedenabr

oad.com/ 

Sweden's 

Government, 

Swedish 

Ministry of 

Foreign Affairs 

Is an 

electronic 

database of 

Swedish 

consulates 

and 

embassies, 

providing 

information 

about them 

and linking 

directly to 

them. 

Citizen with 

government 

Public National Information 

signposting; 

Links directly 

to all Swedish 

consular 

services and 

embassies 

abroad, and 

offers limited 

news about 

Swedish 

foreign policy, 

travel 

information as 

well as a blog. 

Fully developed  SV, EN 

http://www.swedenabroad.com/
http://www.swedenabroad.com/


A European Single Point of Contact 
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Working in 

Sweden  

www.sweden.se

/eng/Home/Wo

rk/ 

www.sweden.

se (The 

Swedish 

Institute) 

The website 

provides a 

step-to-step 

guide to the 

Swedish 

migration 

process 

provides 

helpful hits 

and describes 

some of the 

advantages of 

working in 

Sweden. The 

main target 

audience is 

non-EU/EEA 

citizens 

considering a 

move to 

Sweden for 

work. 

Citizen with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; Completing 

procedures 

Labour and 

migration laws 

and 

regulations 

that apply to 

non-EU citizen 

considering 

moving to 

Sweden. It 

provides 

information 

about Sweden 

and the labour 

market there. 

Fully developed  SV, EN, DE, 

ES 

http://www.sweden.se/eng/Home/Work/
http://www.sweden.se/eng/Home/Work/
http://www.sweden.se/eng/Home/Work/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

EU 

Information 

(EU 

Upplyssninge

n)  

www.eu-

upplysningen.se

/ 

Swedish 

Parliament 

(Sveriges 

Riksdag) 

A succinct 

description of 

what the EU 

does, how the 

EU makes 

decisions, how 

Sweden is 

affected and 

how you can 

influence the 

EU 

Citizen with 

government 

Public National Direct information 

provision; 

General 

information 

about EU, 

libing in the 

EU, as well as 

Sweden's role 

in the EU and 

EU's role 

internation-

ally. 

Fully developed  SV, DE, EN, 

ES, PL, FI 

The Swedish 

Institute 

(Svenska 

Institutet)  

http://si.se/ 

Sweden's 

Government 

The Swedish 

Institute is a 

public agency 

commits to 

understand 

people in 

other 

countries and 

to promote 

Sweden and 

Swedish 

issues 

globally. 

Citizen with 

government 

Public National Information 

signposting; Direct 

information 

provision 

The Swedish 

Institute helps 

Sweden reach 

various 

international 

goals 

concerning 

foreign policy, 

education, 

international 

aid and 

development.  

Fully developed  SV, EN 

http://www.eu-upplysningen.se/
http://www.eu-upplysningen.se/
http://www.eu-upplysningen.se/
http://si.se/


A European Single Point of Contact 

 

PE 507.453 317 

SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

UniversityAdm

issions.se  

https://www.un

iversityadmissio

ns.se/intl/start 

Swedish 

Council for 

Higher 

Education 

Offers 

information to 

foreign 

university 

applicants 

about the 

admissions 

process at 

Swedish 

universities 

Citizen with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

All aspects 

related to the 

admissions 

process at 

Swedish 

universities, 

such as 

deadlines, 

application 

materials, 

fees and 

scholarship 

system. 

Fully developed  EN 

https://www.universityadmissions.se/intl/start
https://www.universityadmissions.se/intl/start
https://www.universityadmissions.se/intl/start
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Study in 

Sweden   

www.studyinsw

eden.se 

The Swedish 

Institute and 

Sweden's 

Government 

www.sweden.se 

Study in 

Sweden is a 

comprehen-

sive resource 

for 

information 

about higher 

education in 

Sweden. 

Citizen with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

The site 

incorporates a 

database of 

English-

language 

degree 

programs, 

information 

about 

Sweden’s 

universities as 

well as 

practical facts 

concerning 

application 

procedures, 

scholarships, 

visas, 

accommoda-

tion and 

information 

for learning 

Swedish as a 

foreign 

language. 

Fully developed  EN 

http://www.studyinsweden.se/
http://www.studyinsweden.se/
http://www.sweden.se/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

studera.nu 

(Financing 

Study Abroad)  

www.studera.nu

/ 

University and 

college 

Council 

Studera.nu is 

a website 

where 

Swedish 

citizens can 

learn more 

about higher 

education 

Citizen with 

government 

Public National Information 

signposting; Direct 

information 

provision; 

A new feature 

at studera.nu, 

“Sök och 

jämför 

utbildning" 

(“Search and 

compare 

education 

choices"), 

allows 

students to 

compare 

Swedish 

courses and 

programmes 

and higher 

education 

institutions. 

 SV, EN 

http://www.studera.nu/
http://www.studera.nu/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Scandinavian 

Patient Care  

scandinavianpat

ientcare.com/ 

Independent 

organization 

Their goal is 

to make 

Scandinavian 

medical and 

dental care 

easily 

accessible to 

international 

patients 

 

Citizen with 

government 

Civil 

organi-

sation 

National 

 

Information 

signposting; Direct 

information 

provision; 

Providing expert 

advice; 

Intermediation 

Medical advice 

on best 

treatment 

options, 

specialist and 

clinics tailored 

for each 

medical 

condition. 

Also, a trip 

planner offers 

travel and 

practical 

support to 

tourists in 

Scandinavian 

countries 

Fully developed SV, EN 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/scandinavianpatientcare.com/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/scandinavianpatientcare.com/


A European Single Point of Contact 
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Swedish 

Consumer 

Agency 

(Konsumentve

rket)  

www.konsumen

tverket.se/ 

Konsumentver

ket 

Help provide 

information 

and advice to 

customers 

about 

purchases and 

handle 

complaints 

about 

purchases and 

services. 

 

Consumer 

with business 

Public County Direct information 

provision; 

Providing expert 

advice; 

Intermediation 

Cars and 

vehicles, 

Housing and 

power, 

Sustainable 

Consumption, 

Private 

finance, 

Travel and 

tourism, 

support for 

organizations, 

safe goods 

and services, 

TV and 

Internet 

Fully developed  SV, DE, EN, 

ES, FR, PL, 

FI, Arabic, 

Persian, 

South 

Kurdish, 

Bosnian/Croa

tian/Serbian, 

Albanian 

Information 

about Sweden 

(Information 

om Sverige)  

www.informatio

nsverige.se/ 

County 

Adminis-

tration Boards 

of Sweden 

(Läns-

styrelsen) and 

co-financed by 

the European 

Refugee and 

Social Funds 

An internet 

portal to 

diverse 

information 

aimed at the 

successful 

integration of 

immigrants to 

Sweden. 

 

Citizen with 

government 

Public County Information 

signposting; Direct 

information 

provision; 

General 

information 

about 

Sweden, 

focusing on 

community, 

work& 

education, 

care&health, 

children& 

parents, 

society, and 

quick facts 

about life in 

Sweden 

Fully developed  EN, SV, ES, 

FR, 

Arabic, Dari, 

Persian, 

Russian, 

Somali, 

Tigrinya 

 

http://www.konsumentverket.se/
http://www.konsumentverket.se/
http://www.informationsverige.se/
http://www.informationsverige.se/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Changing 

Address 

(Svensk 

Adressändring 

)  

www.adressand

ring.se/ 

Swedish Post, 

Swedish Tax 

Agency 

Provide advice 

to people 

moving to 

Sweden from 

abroad and 

also within 

Sweden.  

Citizen with 

government 

Public Sub-county Information 

signposting; Direct 

information 

provision; 

Provide 

advice about 

the steps 

needed to 

change 

address and 

relocate 

within 

Sweden and 

also aboard 

Under 

construction 

SV 

Swedish 

Migration 

Board  

http://www.mi

grationsverket.

se 

Sweden's 

Government 

The Swedish 

Migration 

Board is the 

authority 

which 

receives 

applications 

from people 

wishing to 

visit or settle 

in Sweden. 

Citizen with 

government 

Public Sub-county Information 

signposting; Direct 

information 

provision; 

Completing 

procedures; 

Gaining 

authorisations; 

Intermediation 

All types of 

visas, 

residence 

permits, 

study or work 

permits, 

refugee 

status, 

integration 

issues.  

 

Fully developed  SV, EN, BG, 

FR, RO, ES, 

Albainian, 

Arabic, 

Bosnian, 

Croatioan, 

Dari, 

Kurmandj, 

Mongolian, 

Serbian, 

Somali, 

pashto, 

Persian 

http://www.adressandring.se/
http://www.adressandring.se/
http://www.migrationsverket.se/
http://www.migrationsverket.se/
http://www.migrationsverket.se/


A European Single Point of Contact 

 

PE 507.453 323 

SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Young ECC 

(Ungkonsume

nt)  

http://www.ung

konsument.se/A

mnen/ 

ECC Sweden 

and Swedish 

Competition 

Authority 

Offers young 

people advice 

and guidance 

about 

consumer 

rights as well 

as purchases 

of goods and 

services 

Consumer 

with business 

Public Regional Information 

signposting; Direct 

information 

provision; 

Completing 

procedures 

Cars, diving 

safety, ethics 

and 

environment, 

dangerous 

products, 

festivals, 

films, moving 

out, 

insurance, 

Christmas 

shopping, 

competition, 

mobile 

phones, E-

shopping, 

bargaining 

school, 

advertising, 

travel, 

horseback 

riding safety, 

counseling, 

students, test 

yourself, 

tinnitus  

Fully developed  SV 

 

http://www.ungkonsument.se/Amnen/
http://www.ungkonsument.se/Amnen/
http://www.ungkonsument.se/Amnen/
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Member State: Portugal 

Table 40: Portugal national level SPCs for both businesses and citizens/consumers 

SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

SOLVIT 

(Portugal)  

ec.europa.eu/sol

vit/site/index_pt

.htm 

Ministério dos 

Negócios 

Estrangeiros - 

The Ministry of 

Foreign Affairs 

Misapplication 

application of 

EU single 

market law  

Citizen and 

business with 

government 

Public European Information 

signposting; 

Problem-solving; 

Intermediation 

Citizen rights 

and advice, 

Labour rights, 

Finance 

Under 

construction 

PT 

European 

Employement 

Services - 

EURES (IEFP, 

Portugal)  

portal.iefp.pt/po

rtal/page?_page

id=257,139086

&_dad=gov_por

tal_iefp&_schem

a=GOV_PORTAL

_IEFP 

Instituto do 

Emprego e 

Formação 

Profisional - 

Institute for 

Employment 

and Training 

(IEFP)  

Offering 

services that 

help 

prospective 

employees get 

in touch with 

their potential 

employers 

abroad; 

providing 

information 

and advice in 

getting 

through the 

recruitment 

process 

Citizen with 

government 

Public European Information 

signposting;  

Direct information 

provision; 

Providing experts 

advice;  

Intermediation 

 

Citizen rights 

and advice, 

Labour rights, 

Careers 

Migration from 

old site(s) 

PT, EN 

 

 

 

 

http://ec.europa.eu/solvit/site/index_pt.htm
http://ec.europa.eu/solvit/site/index_pt.htm
http://ec.europa.eu/solvit/site/index_pt.htm
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Notary and 

Registries 

Institute 

(Instituto dos 

Registos e do 

Notariado)  

www.irn.mj.pt/  

Instituto dos 

Registos e do 

Notariado - 

Notary and 

Registries 

Institute (IRN) 

Public bodies 

charged  

with the 

responsibi-

lities of 

maintaining 

records and 

processing 

civil matters 

Citizen and 

business with 

government 

Public National Direct information 

provision; 

Citizen rights 

and advice, 

Business 

solutions 

Fully developed  PT 

Unique 

counter for 

the solicitor 

(Balcão  

Único do 

Solicitador)  

www.balcaounic

odosolicitador.pt

/ 

Câmara dos 

Solicitadores - 

The Baillifs 

and Judicial 

Officers' 

Chamber  

Provision of 

services legal 

services 

Citizen and 

business with 

government 

Civil 

organi-

sation 

National Information 

signposting;  

Direct information 

provision;  

Providing expert 

advice;  

Completing 

procedures;  

Gaining 

authorisations;  

Rights and 

advice 

Fully developed  PT, EN 

 

 

 

 

 

 

 

http://www.irn.mj.pt/
http://www.balcaounicodosolicitador.pt/
http://www.balcaounicodosolicitador.pt/
http://www.balcaounicodosolicitador.pt/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

The Regional 

Development 

and  

Coordinating 

Commission 

of the Algarve 

(CCDR) 

(Comissão de 

Coordena 

ção e 

desenvolvime

nto Regional 

do Algarve)  

www.ccdr-

alg.pt/   

Comissão de 

Coordena 

ção e 

Desenvolvime

nto Regional 

do Algarve - 

The Regional 

Development 

and 

Coordinating 

Commission of 

the Algarve 

(CCDR) 

Sustainable 

and strategic 

development 

of the Algarve 

region 

Citizen and 

business with 

government 

Public Regional Information 

signposting;  

Direct information 

provision;  

Providing expert 

advice;  

Completing 

procedures;  

Gaining 

authorisations;  

Intermediation 

 

Governance, 

Business 

solutions, 

Sustaina- 

bility 

Fully developed  PT, EN 

Evora digital 

district (Évora 

Distrito 

Digital)  

www.evoradistr

itodigital.pt/ 

Associação de 

Municípios do 

Distrito de 

Évora - 

Association of 

Muncipalities 

of the Évora 

District 

(AMDE) 

A platform 

shared by the 

Évora district 

municipalities, 

as a shared 

point of 

reference 

Citizen and 

business with 

government 

 County Information 

signposting; 

Business 

solutions, 

governance, 

rights and 

advice 

Fully developed  PT 

 

 

 

 

file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ccdr-alg.pt/
file:///C:/Documents%20and%20Settings/eglossop/Local%20Settings/Temporary%20Internet%20Files/Content.Outlook/QZZCRWAS/www.ccdr-alg.pt/
http://www.evoradistritodigital.pt/
http://www.evoradistritodigital.pt/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Virtual 

attendence 

counter, 

Municipality of 

Porto (Balcão 

de 

Atendimento 

Virtual (BAV), 

Câmara 

Municipal do 

Porto)  

balcaovirtual.cm-

porto.pt/ 

Câmara 

Municipal do 

Porto - Porto 

Muncipality 

Provision of 

regional 

services by 

the Porto 

Municipality 

Citizen and 

business with 

government 

Public Sub-county Information 

provision;  

Direct information 

provision;  

Providing expert 

advice;  

Completing 

procedures;  

Intermediation 

 

Governance, 

Rights and 

advice, 

Leisure, 

Education, 

Health, 

Transport, 

Sustaina-

bility 

Fully developed  PT 

http://balcaovirtual.cm-porto.pt/
http://balcaovirtual.cm-porto.pt/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Unique 

municipal 

counter / 

virtual 

attendance, 

Municipality of 

Lisbon (Balcão 

Único 

Municipal/Aten

dimento 

Virtual, 

Câmara 

Municipal de 

Lisboa)  

atendimentovirtu

al.cm-

lisboa.pt/Paginas

/bum_20120619

_backup2012111

9.aspx 

 

 

 

 

 

 

 

Câmara 

Municipal de 

Lisboa - Lisbon 

Muncipality 

The Lisbon 

municipality 

"single desk" 

is an 

integrated, 

multi-channel 

attendance 

service 

(physical, 

virtual, on 

call) for 

ciriznes and 

business  

Citizen and 

business with 

government 

Public Sub-county Information 

provision;  

Direct information 

provision;  

Providing expert 

advice;  

Completing 

procedures;  

Gaining 

authorisations;  

Intermediation 

 

Governance, 

Rights and 

advice, 

Leisure, 

Sustaina-

bility 

Fully developed  PT 

http://atendimentovirtual.cm-lisboa.pt/Paginas/bum_20120619_backup20121119.aspx
http://atendimentovirtual.cm-lisboa.pt/Paginas/bum_20120619_backup20121119.aspx
http://atendimentovirtual.cm-lisboa.pt/Paginas/bum_20120619_backup20121119.aspx
http://atendimentovirtual.cm-lisboa.pt/Paginas/bum_20120619_backup20121119.aspx
http://atendimentovirtual.cm-lisboa.pt/Paginas/bum_20120619_backup20121119.aspx
http://atendimentovirtual.cm-lisboa.pt/Paginas/bum_20120619_backup20121119.aspx
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Unique 

counter for 

the 

municipality 

of Vila 

Alandroal 

(Balcão 

Único, 

Município de 

Vila 

Alandroal)  

www.cm-

alandroal.pt/pt/

conteudos/gabi

nete+do+muni

cipe/requerime

ntos/ 

Município de 

Vila Alandroal 

- Vila 

Alandroal 

Municipality 

e-services 

provided by 

the local 

authority of 

Vila Alandroal 

Citizen and 

business with 

government 

Public Sub-county Information 

provision;  

Completing 

procedures;  

Gaining 

authorisations;  

 

Governance, 

Rights and 

Advice 

Fully developed  PT 

Unique 

counter for 

the 

municipality 

of Odemira 

(Balcão Único 

Virtual, 

Município de 

Odemira)  

www.bu.cm-

odemira.pt/ 

Câmara 

Municipal de 

Odemira - 

Odemira 

Municipality 

e-services 

provided by 

the local 

authority of 

Vila Alandroal 

Citizen and 

business with 

government 

Public Sub-county Information 

provision;  

Direct information 

provision;  

Completing 

procedures;  

Gaining 

authorisations;  

 

Governance, 

Rights and 

advice, 

Leisure, 

Education, 

Sustainability 

Fully developed  PT 

 

 

 

http://www.cm-alandroal.pt/pt/conteudos/gabinete+do+municipe/requerimentos/
http://www.cm-alandroal.pt/pt/conteudos/gabinete+do+municipe/requerimentos/
http://www.cm-alandroal.pt/pt/conteudos/gabinete+do+municipe/requerimentos/
http://www.cm-alandroal.pt/pt/conteudos/gabinete+do+municipe/requerimentos/
http://www.cm-alandroal.pt/pt/conteudos/gabinete+do+municipe/requerimentos/
http://www.cm-alandroal.pt/pt/conteudos/gabinete+do+municipe/requerimentos/
http://www.bu.cm-odemira.pt/
http://www.bu.cm-odemira.pt/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Unique counter 

for the 

municipality of 

Reguengos de 

Mosaraz 

(Balcão Único 

Municipal, 

Município de 

Reguengos de 

Mosaraz)  

www.cm-

reguengos-

monsaraz.pt/pt/

conteudos/balca

o/ 

Município de 

Reguengos de 

Mosaraz - 

Reguengos de 

Mosaraz 

Municipality 

e-services 

provided by 

the local 

authority of 

Vila Alandroal 

Citizen and 

business with 

government 

Public Sub-county Information 

provision;  

Completing 

procedures;  

Gaining 

authorisations;  

 

Governance, 

Rights and 

advice, 

Leisure, 

Education, 

Sustaina-

bility 

Fully developed  PT 

Unique counter 

for the 

municipality of 

Cantanhede 

(Balcão Único, 

Município de 

Cantanhede) 

www.cm-

cantanhede.pt/

mcsite/inicio/ 

Município de 

Cantanhede - 

Cantanhede 

Municipality 

e-services 

provided by 

the local 

authority of 

Vila Alandroal 

Citizen and 

business with 

government 

Public Sub-county Information 

signposting; Direct 

information 

provision 

Governance, 

Rights and 

advice, 

Leisure, 

Education, 

Health, 

Sustaina-

bility 

Fully developed  PT 

 

 

 

http://www.cm-reguengos-monsaraz.pt/pt/conteudos/balcao/
http://www.cm-reguengos-monsaraz.pt/pt/conteudos/balcao/
http://www.cm-reguengos-monsaraz.pt/pt/conteudos/balcao/
http://www.cm-reguengos-monsaraz.pt/pt/conteudos/balcao/
http://www.cm-reguengos-monsaraz.pt/pt/conteudos/balcao/
http://www.cm-cantanhede.pt/mcsite/inicio/
http://www.cm-cantanhede.pt/mcsite/inicio/
http://www.cm-cantanhede.pt/mcsite/inicio/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Senha001  

www.senha001.

gov.pt/ 

Agência 

para a 

Modernização 

Administrativa 

- Agency for 

Public Sector 

Modernisation 

(AMA) 

Access the 

services of 

Public entities 

using Cartão 

do Cidadão; 

authenticate 

online 

presence, 

sign 

documents, 

amend and 

access 

personal 

records  

Citizen with 

government 

and consumer 

with business 

Public National Information 

signposting; 

Direct information 

provision; 

Completing 

procedures; 

Gaining 

authorisations 

 

Citizen rights 

and advice, 

Business 

solutions, 

Finance, 

Health 

Fully developed  PT 

Online 

counter, 

municipality 

of Santo Tirso 

(Balcão On-

line, Camâra 

Municipal de 

Santo Tirso) 

www.cm-

stirso.pt/pages/

25 

Camâra 

Municipal de 

Santo Tirso - 

Santo Tirso 

Municipality 

e-services 

provided by 

the local 

authority of 

Vila Alandroal 

Citizen and 

business with 

government 

Public Sub-county Information 

signposting; Direct 

information 

provision; 

 

Governance, 

Rights and 

advice, 

Leisure, 

Sustaina-

bility 

Fully developed  PT 

 

 

 

 

http://www.senha001.gov.pt/
http://www.senha001.gov.pt/
http://www.cm-stirso.pt/pages/25
http://www.cm-stirso.pt/pages/25
http://www.cm-stirso.pt/pages/25
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Table 41: Portugal national level SPCs for businesses  

SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network 

(Portugal)  

www.enterprise

europenetwork.

pt/ 

Enterprise 

Europe 

Network 

(Portugal) 

Offer support 

and advice to 

businesses 

across Europe, 

promoting 

competitivene

ss and 

innovation  

Business with 

business 

Public European Information 

signposting;  

Direct information 

provision;  

Providing expert 

advice;  

Intermediation 

Business 

solutions 

(particularly 

SMEs), 

Research and 

Development 

Fully developed  PT, EN 

Your Europe 

(Business) (A 

sua Europa - 

Empresas)  

europa.eu/your

europe/busines

s/index_pt.htm 

DG Enterprise 

and Industry, 

The European 

Commission 

Provision of 

information on 

living, 

studying, 

doing business 

and travelling 

to another EU 

countries 

Business with 

government 

Public European Information 

signposting;  

 

Business 

solutions, 

Research and 

Development, 

Sustainability, 

Finance 

Fully developed  PT 

EUGO/Points 

of Single 

Contact 

(Portugal) 

ec.europa.eu/in

ternal_market/e

u-

go/index_pt.ht

m 

The European 

Commission 

Providing the 

necessary 

information in 

the context of 

expanding to 

another EU 

country 

electronically 

and through 

single points 

of contact  

Business with 

government 

Public European Information 

signposting;  

Intermediation 

 

Business 

solutions, 

Labour rights 

Fully developed  PT 

 

http://www.enterpriseeuropenetwork.pt/
http://www.enterpriseeuropenetwork.pt/
http://www.enterpriseeuropenetwork.pt/
http://europa.eu/youreurope/business/index_pt.htm
http://europa.eu/youreurope/business/index_pt.htm
http://europa.eu/youreurope/business/index_pt.htm
http://ec.europa.eu/internal_market/eu-go/index_pt.htm
http://ec.europa.eu/internal_market/eu-go/index_pt.htm
http://ec.europa.eu/internal_market/eu-go/index_pt.htm
http://ec.europa.eu/internal_market/eu-go/index_pt.htm
http://ec.europa.eu/internal_market/eu-go/index_pt.htm
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

The company 

portal (Portal 

da Empresa)  

www.portaldae

mpresa.pt/ 

Agência  

para a 

Modernização 

Adminis-trativa 

- Agency for 

Public Sector 

Modernisation 

(AMA) 

Communi-

cation 

between 

businesses 

and the 

public bodies 

throughout 

their life-

cycle  

(be it their 

establish-

ment, day-

to-day 

management, 

expansion or 

liquidation) 

Business with 

government 

Public National Information 

signposting;  

Direct information 

provision;  

Providing expert 

advice;  

Completing 

procedures;  

Gaining 

authorisations;  

Governance, 

Business 

solutions 

(Particularly 

Start-ups), 

Labour rights 

Fully developed  PT, EN, ES 

Innovations 

Agency (Adi) 

(Agência da 

Inovação)  

www.adi.pt/  

Agência da 

Inovação - 

Innovations 

Agency (Adi) 

 

 

 

 

 

 

  

Promote 

innovation, 

research and 

development; 

facilitating 

collabo-

rations 

between 

researchers 

and 

Portuguese 

businesses   

Business with 

government 

Public National Information 

signposting;  

Direct information 

provision;  

Providing expert 

advice;  

Completing 

procedures;  

Intermediation 

Business 

solutions, 

Research and 

Development

, Sustaina-

bility, Start-

ups 

Fully developed  PT, EN 

 

http://www.portaldaempresa.pt/
http://www.portaldaempresa.pt/
http://www.adi.pt/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

COMPETE  

www.pofc.qren.

pt/ 

Autoridade de 

Gestão do 

Programa 

Operacional 

Temático 

Factores de 

Competitividad

e "COMPETE" - 

Operational 

Competitivene

ss Programme 

Management 

Committee 

"COMPETE" 

Economic 

competiveness 

of the 

Portuguese 

economy in 

the global 

market; 

innovation, 

research and 

development, 

International 

expansion, 

and 

entrepreneur-

ship 

Business with 

business 

Public National Information 

signposting;  

Direct information 

provision;  

Providing expert 

advice;  

Completing 

procedures; 

Intermediation 

 

Business 

solutions 

(Particularly 

Start-ups), 

Finance, 

Research and 

Development

, Sustaina-

bility, Start-

ups 

Fully 

developed  

PT, EN 

The Institute 

for Small and 

Medium-sized 

Business 

Support and 

Innovation 

(IPAMEI) 

(Instituto de 

Apoio às 

Pequenas e 

Médias 

Empresas e à 

Inovação) 

www.iapmei.pt/  

Instituto de 

Apoio às 

Pequenas e 

Médias 

Empresas e à 

Inovação - The 

Insitute for 

Small and 

Medium-sized 

Business 

Support and 

Innovation 

(IPAMEI) 

Support local 

trades and 

enterpreneurs 

by providing 

expert 

knowledge in 

centres across 

the country 

and Spain - 

Mérida and 

Vigo 

Business with 

business 

Public National Information 

signposting;  

Direct information 

provision;  

Providing expert 

advice;  

Intermediation 

 

Business 

solutions 

(Particularly 

Start-ups), 

Finance, 

Research and 

Development

, Sustaina-

bility 

Fully 

developed  

PT 

 

 

http://www.pofc.qren.pt/
http://www.pofc.qren.pt/
http://www.iapmei.pt/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Unique 

counter for 

companies 

(Balcão Único 

Empresarial) 

www.bue.org.pt

/ 

Associação da 

Hotelaria, 

Restauração e 

Similares de 

Portugal - 

Hospitality, 

Restaurant and 

Related 

Industries 

Association of 

Portugal 

(AHRESP) 

A one-stop-

shop for 

business 

across all 

stages of 

stage of 

business 

development  

Business with 

business 

Civil organi-

sation 

National Information 

signposting;  

Direct information 

provision;  

Providing expert 

advice;  

Completing 

procedures;  

Gaining 

authorisations;  

Intermediation 

Business 

solutions 

Fully developed  PT 

AEP Options 

www.aepoption

s.com/ 

Associação 

Empresarial de 

Portugal - 

Business 

Association of 

Portugal (AEP) 

A programme 

devised by 

business for 

business, 

providing an 

exclusive 

access to 

certain 

specialist 

services, 

discounts and 

benefits  

Business 

with business 

Civil organi-

sation 

National Information 

signposting;  

Direct information 

provision;  

Providing expert 

advice;  

Completing 

procedures; 

Intermediation 

Business 

solutions, 

Health, 

Finance, 

Insurance, 

Transport, 

Leisure 

Fully developed  PT 

 

 

 

 

http://www.bue.org.pt/
http://www.bue.org.pt/
http://www.aepoptions.com/
http://www.aepoptions.com/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Portugal I am 

(Portugal Sou 

Eu)  

portugalsoueu.p

t/ 

Orgão 

Operacional do 

Programa e 

das Iniciativas 

do Portugal 

Sou Eu - 

Operational 

Organ of 

"Portugal Sou 

Eu" 

Programme 

National 

manufacturing 

registration 

system that 

acts as a 

symbol of 

production 

origin 

Business with 

business 

Public National Information 

signposting; 

Gaining 

authorisations; 

Intermediation 

 

Business 

solutions, 

Research and 

development, 

Agriculture, 

Manufactu-

ring 

Fully 

developed  

PT 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://portugalsoueu.pt/
http://portugalsoueu.pt/
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Table 42: Portugal national level SPCs for citizens/consumers 

SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

European 

Consumer 

Centres 

Network 

(ECC-NET, 

Portugal) 

(Centro 

Europeu do 

Consumidor)  

cec.consumid

or.pt/ 

European 

Consumer 

Centres 

Network (ECC-

NET) 

Inform 

citizens about 

their rights, 

help 

consumers 

address 

problems 

with cross-

border 

shopping 

Consumer 

with business 

Public European Information 

signposting;  

Direct information 

provision;  

Providing expert 

advice;  

Completing 

procedures;  

 

Consumer 

rights 

(Particularly 

Transport, 

Tourism, 

Telecommuni

cations, 

Retail, E-

Business, 

Finance, 

Insurance) 

Under 

construction 

PT, EN, FR 

Your Europe – 

Citizens 

(A sua Europa 

- Cidadãos)  

europa.eu/your

europe/citizens/

index_pt.htm  

DG Internal 

Market and 

Services, The 

European 

Commission 

Inform 

European 

citizens of 

their rights in 

any other EU 

country, 

giving 

practical 

advice to 

anyone who 

lives, works 

and travels 

across EU 

Citizen with 

government 

Public European Information 

signposting 

 

Governance, 

Citizen rights 

and advice, 

Labour 

rights, 

Consumer 

rights, 

Education, 

Health 

Fully developed  PT 

 

 

 

 

http://cec.consumidor.pt/
http://cec.consumidor.pt/
http://europa.eu/youreurope/citizens/index_pt.htm
http://europa.eu/youreurope/citizens/index_pt.htm
http://europa.eu/youreurope/citizens/index_pt.htm
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Eurodesk 

(Portal da 

Juventude) 

www.juventud

e.gov.pt/Educa

caoFormacao/A

girEuropa/Euro

desk/Paginas/

OqueeEurodes

k.aspx#IpjTitle

1 

The Institute 

for Sport and 

Youth - 

Instituto 

Português do 

Desporto e 

Juventude 

 

Provide a 

unique access 

to information 

on a Europe-

wide youth 

network in 

making 

 

Citizen and 

business with 

government 

 

Public 

 

European 

 

Information 

signposting 

Youth, 

Leisure, Sport 

Under 

construction 

PT 

Financial 

Dispute 

Resolution 

Network  

(FIN-NET, 

Portugal)  

ec.europa.eu/i

nternal_market

/FIN-

NET/how_en.ht

m 

Financial 

Dispute 

Resolution 

Network (FIN-

NET) 

Handling 

disputes 

between 

consumers 

and financial 

services 

providers in 

cross-border 

cases 

Business with 

business 

Public European Information 

signposting;  

Alternative dispute 

resolution;  

Intermediation 

 

Finance, 

Insurance 

Fully developed  EN 

European 

Personnel 

Selection 

Office (EPSO, 

Portugal) 

europa.eu/eps

o/index_pt.ht

m 

European 

Personnel 

Selection 

Office (EPSO) 

Personnel 

recruitment 

for EU 

institutions 

and bodies 

that complies 

with 21st 

century 

expectations 

Citizen with 

government 

Public European Information 

signposting; 

Intermediation 

Careers Under 

construction 

PT 

 

http://www.juventude.gov.pt/EducacaoFormacao/AgirEuropa/Eurodesk/Paginas/OqueeEurodesk.aspx#IpjTitle1
http://www.juventude.gov.pt/EducacaoFormacao/AgirEuropa/Eurodesk/Paginas/OqueeEurodesk.aspx#IpjTitle1
http://www.juventude.gov.pt/EducacaoFormacao/AgirEuropa/Eurodesk/Paginas/OqueeEurodesk.aspx#IpjTitle1
http://www.juventude.gov.pt/EducacaoFormacao/AgirEuropa/Eurodesk/Paginas/OqueeEurodesk.aspx#IpjTitle1
http://www.juventude.gov.pt/EducacaoFormacao/AgirEuropa/Eurodesk/Paginas/OqueeEurodesk.aspx#IpjTitle1
http://www.juventude.gov.pt/EducacaoFormacao/AgirEuropa/Eurodesk/Paginas/OqueeEurodesk.aspx#IpjTitle1
http://www.juventude.gov.pt/EducacaoFormacao/AgirEuropa/Eurodesk/Paginas/OqueeEurodesk.aspx#IpjTitle1
http://www.juventude.gov.pt/EducacaoFormacao/AgirEuropa/Eurodesk/Paginas/OqueeEurodesk.aspx#IpjTitle1
http://ec.europa.eu/internal_market/fin-net/how_en.htm
http://ec.europa.eu/internal_market/fin-net/how_en.htm
http://ec.europa.eu/internal_market/fin-net/how_en.htm
http://ec.europa.eu/internal_market/fin-net/how_en.htm
http://ec.europa.eu/internal_market/fin-net/how_en.htm
http://europa.eu/epso/index_pt.htm
http://europa.eu/epso/index_pt.htm
http://europa.eu/epso/index_pt.htm
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

European 

Youth Portal 

(Portal 

Europeu da 

Juventude)  

europa.eu/yo

uth/national_

pages/index_

pt_pt.html 

The European 

Commission 

To advertise 

learning, 

working and 

apprentice-

ship 

opportu-

nities open 

to young 

people in 

their home 

countries 

and across 

the EU 

Citizen with 

government 

Public European Information 

signposting 

Citizen 

rights and 

advice, 

Youth, 

Leisure, 

Education 

Under 

construction 

PT 

STORK  

https://www.

eid-stork.eu/ 

 

STORK Establish a 

European 

eID 

Interopera-

bility 

Platform 

that will 

allow 

citizens to 

establish 

new e-

relations 

across 

borders by 

presenting 

their 

national eID 

Citizen with 

government 

Public European Completing 

procedures;  

Gaining 

authorisations 

Governance

, Citizen 

rights and 

advice 

Under 

construction 

EN, PT 

 

http://europa.eu/youth/national_pages/index_pt_pt.html?CFID=143125865&CFTOKEN=ea99f22950d4d370-F8E72D4F-0B16-AF08-5A87E4C63FB47CB3&jsessionid=42071a750ff723431c14TR
http://europa.eu/youth/national_pages/index_pt_pt.html?CFID=143125865&CFTOKEN=ea99f22950d4d370-F8E72D4F-0B16-AF08-5A87E4C63FB47CB3&jsessionid=42071a750ff723431c14TR
http://europa.eu/youth/national_pages/index_pt_pt.html?CFID=143125865&CFTOKEN=ea99f22950d4d370-F8E72D4F-0B16-AF08-5A87E4C63FB47CB3&jsessionid=42071a750ff723431c14TR
http://europa.eu/youth/national_pages/index_pt_pt.html?CFID=143125865&CFTOKEN=ea99f22950d4d370-F8E72D4F-0B16-AF08-5A87E4C63FB47CB3&jsessionid=42071a750ff723431c14TR
https://www.eid-stork.eu/
https://www.eid-stork.eu/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

Government 

portal (Portal 

do Governo)  

www.portugal.

gov.pt/ 

 

Governo da 

República 

Portuguesa - 

The 

Government of 

the Portuguese 

Republic 

Central entry 

point for 

government 

services.   

Citizen with 

government 

Public National Information 

signposting;  

Direct information 

provision;  

Completing 

procedures 

Governance, 

Citizen rights 

and advice 

Fully 

developed  

PT, EN 

Citizens’ 

portal (Portal 

do Cidadão)  

https://www.p

ortaldocidadao.

pt/ 

Agência  

para a 

Modernização 

Administrativa 

- Agency for 

Public Sector 

Modernisation 

(AMA) 

Facilitate the 

interaction 

between the 

Portuguese 

state and its 

citizens, 

being a 

channel for 

public 

administratio

n  services  

Citizen with 

government 

Public National Information 

signposting;  

Direct information 

provision;  

Providing expert 

advice;  

Completing 

procedures;  

Gaining 

authorisations 

Citizen rights 

and advice 

Fully 

developed  

PT, EN 

Citizen’s card 

(Cartão do 

Cidadão) 

www.cartaodec

idadao.pt/ 

Agência 

para a 

Modernização 

Administrativa 

- Agency for 

Public Sector 

Modernisation 

(AMA) 

Cartão do 

Cidadão, 'the 

Citizen Card' 

an electronic 

form of 

identification 

that allows to 

access 

services 

online and 

authenticate 

e-documents 

Citizen with 

government 

Public National Information 

signposting; 

Completing 

procedures 

 

Citizen rights 

and advice 

Fully 

developed  

PT, EN 

http://www.portugal.gov.pt/
http://www.portugal.gov.pt/
https://www.portaldocidadao.pt/
https://www.portaldocidadao.pt/
https://www.portaldocidadao.pt/
http://www.cartaodecidadao.pt/
http://www.cartaodecidadao.pt/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Centre for 

Information, 

Mediation, 

Ombundsma

nship and 

Insurance 

Arbitrage  

(Centro de 

Informação, 

Mediação, 

Provedo 

ria e 

Arbitragem 

de Seguros) 

www.cimpas.p

t/ 

Centro de 

Informação, 

Mediação, 

Provedoria e 

Arbitragem de 

Seguros - 

Centre for 

Information, 

Mediation, 

Ombundsmanshi

p and Insurance 

Arbitrage 

(CIMPAS) 

An entity 

authorised 

by the 

Ministry of 

Justice 

charged 

with for 

alternative 

resolution 

of disputes 

through 

means that 

are 

indepen-

dent and 

autono-

mous 

Consumer 

with business 

Civil organi-

sation 

National Information 

signposting;  

Direct information 

provision;  

Providing expert 

advice;  

Completing 

procedures;  

Gaining 

authorisations;  

Alternative dispute 

resolution;  

Consumer 

rights 

Fully developed  PT 

Municipal 

portal 

(Portal 

Autárquico)  

https://appls.

portalautarqui

co.pt/ 

Direção-Geral 

das Autarquias 

Locais - 

Directorate 

General for 

Local 

Government 

Regional 

govern-

ment 

services  

Citizen with 

government 

Public National Information 

signposting;  

Intermediation 

 

Governance, 

Rights and 

Advice 

Fully developed  PT, EN 

 

 

 

 

 

http://www.cimpas.pt/
http://www.cimpas.pt/
https://appls.portalautarquico.pt/
https://appls.portalautarquico.pt/
https://appls.portalautarquico.pt/
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Member State: Slovenia 

Table 43: Slovenia national level SPCs for both businesses and citizens/consumers 

SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

SOLVIT: SI 

http://ec.euro

pa.eu/solvit/sit

e/index_sl.htm 

Ministry of 

Economic 

Development 

and 

Technology 

To solve 

without legal 

proceedings 

problems 

caused by 

the mis-

application of 

Internal 

Market law 

by public 

authorities. 

Citizen and 

business with 

government 

Public National Information 

signposting; 

Problem-solving; 

Intermediation 

 

Social 

security, 

Employment 

rights, Driving 

licences, Motor 

vehicle 

registration, 

Border 

controls, 

Market access, 

Residence 

permits, 

Voting rights, 

etc. 

Fully 

developed  

SL 

Single 

Contact Point 

-  Enotni 

Kontaktni 

Center 

drzavne 

uprave 

(EKC)  

http://www.ek

c.gov.si/ 

Slovenian 

Government 

Signpost to 

the relevant 

institution. 

Citizen and 

business with 

government 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Finance and 

taxes; Social 

security; 

Travels; 

Education; 

Work; etc. 

Fully 

developed  

SL 

 

 

http://ec.europa.eu/solvit/site/index_sl.htm
http://ec.europa.eu/solvit/site/index_sl.htm
http://ec.europa.eu/solvit/site/index_sl.htm
http://www.ekc.gov.si/
http://www.ekc.gov.si/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Eures: SI  

http://ec.eur

opa.eu/eures 

Employment 

Service of 

Slovenia  

Inform, guide 

and provide 

advice to 

potentially 

mobile 

workers on 

job 

opportunities 

as well as 

living and 

working 

conditions in 

the European 

Economic 

Area; to 

provide 

advice and 

guidance to 

workers and 

employers in 

cross-border 

regions. 

Consumer 

with business 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

intermediation 

Job mobility Fully developed  SL 

 

 

 

 

 

 

http://ec.europa.eu/eures
http://ec.europa.eu/eures
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

E-Justice: SI  

https://e-

justice.europa.

eu/home.do?pl

ang=sl&action

=home 

 

European 

Commission's 

Directorate-

General for 

Justice 

Electronic 

one-stop-

shop in the 

area of 

justice: make 

your life 

easier by 

providing 

information 

on justice 

systems and 

improving 

access to 

justice 

throughout 

the EU, in 22 

languages. 

Citizen with 

government 

and 

consumer 

with business 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision, 

intermediation 

Law; Case law; 

Judicial 

systems; Legal 

aid; Mediation 

Fully 

developed  

22 European 

languages 

 

 

 

 

 

 

 

 

 

 

https://e-justice.europa.eu/home.do?plang=sl&action=home
https://e-justice.europa.eu/home.do?plang=sl&action=home
https://e-justice.europa.eu/home.do?plang=sl&action=home
https://e-justice.europa.eu/home.do?plang=sl&action=home
https://e-justice.europa.eu/home.do?plang=sl&action=home
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

State Portal 

of the 

Republic of 

Slovenia 

(Drzavni 

portal 

Republike 

Slovenije) 

 http://e-

uprava.gov.si

/e-

uprava/portal

.euprava 

Slovenian 

Government 

Provide all 

information 

about 

Slovenia to 

citizens and 

foreigners 

and signpost 

to the 

relevant 

institution. 

Citizen and 

business with 

government 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Residence in 

Slovenia; Work 

and 

employment; 

Education; 

Personal 

Finance; 

Health and 

Social Affairs; 

Establishment 

of a company; 

Taxes; Capital 

and 

Investments; 

Law and Public 

administration; 

etc. 

Fully developed  SL, EN, IT, 

HU 

 

 

 

 

 

 

 

 

 

 

http://e-uprava.gov.si/e-uprava/portal.euprava
http://e-uprava.gov.si/e-uprava/portal.euprava
http://e-uprava.gov.si/e-uprava/portal.euprava
http://e-uprava.gov.si/e-uprava/portal.euprava
http://e-uprava.gov.si/e-uprava/portal.euprava
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Table 44: Slovenia National level SPCs for businesses  

SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network: SI  

http://www.e

en.si/ 

Chamber of 

Commerce and 

Industry of 

Slovenia 

To help small 

companies 

make the 

most of the 

business 

opportunities 

in the EU. 

Business with 

business 

Public National Direct information 

provision, expert 

advice provision, 

completing 

procedures, 

intermediation 

EU law; 

Intellectual 

property and 

patents; 

Technology 

transfer; 

Research 

funding 

Fully 

developed  

SL 

Your Europe 

(Business): 

SI  

http://europa.

eu/youreurop

e/business/in

dex_sl.htm 

European 

Commission (DG 

Enterprise and 

Industry) 

To provide 

help and 

information 

on doing 

business 

abroad. 

Business with 

business 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

completing 

procedures 

Starting up a 

business; EU 

market, 

Finance and 

support; 

Expanding the 

business inside 

and outside 

the EU; etc. 

Fully 

developed  

SL 

 

 

 

 

 

 

 

 

 

http://www.een.si/
http://www.een.si/
http://europa.eu/youreurope/business/index_sl.htm
http://europa.eu/youreurope/business/index_sl.htm
http://europa.eu/youreurope/business/index_sl.htm
http://europa.eu/youreurope/business/index_sl.htm
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

EUGO / 

Points of 

Single 

Contact: SI  

http://www.eu

go.gov.si/en/ 

Ministry of 

Justice and 

Public 

Administration 

(Administrative 

Processes 

Directorate) 

Provide help 

and 

information 

to foreign 

business 

entities from 

the EU, EEA 

Countries 

and the 

Swiss 

Confede-

ration who 

want to do 

business in 

Slovenia. 

Business with 

government 

Public European Direct information 

provision, expert 

advice provision, 

completing 

procedures, 

intermediation 

Permits and 

Regulations; 

Starting a 

business 

Under 

construction 

EN 

Export 

Window - 

Izvozno 

okno 

http://www.iz

voznookno.si/ 

Javne agencije 

Republike 

Slovenije za 

spodbujanje 

podjetništva, 

inovacij, 

razvoja, 

investicij in 

turizma  

Provide 

information 

and help to 

Slovenian 

companies to 

enter foreign 

markets. 

Business with 

business 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

intermediation 

Export; 

Foreign 

Markets 

Fully developed  SL 

 

 

 

 

 

http://www.eugo.gov.si/en/
http://www.eugo.gov.si/en/
http://www.izvoznookno.si/
http://www.izvoznookno.si/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

One Stop 

Shop Data 

d.o.o.  

http://www.d

ata.si/en/ 

Data d.o.o. Provide 

comprehensh

ive support 

and 

information 

for entrepre-

neurs. 

Business with 

government 

Private European Information 

signposting, 

direct information 

provision, expert 

advice provision, 

completing 

procedures 

Company 

registration in 

Slovenia; 

Obtaining work 

permits; 

Business 

Consulting on 

taxation, 

labour 

legislation, 

personnel and 

entrepreneurs

hip 

Fully 

developed  

SL, EN, IT, 

RU, HR, SER, 

AR, ZN 

http://www.data.si/en/
http://www.data.si/en/


A European Single Point of Contact 
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

e-VEM  

http://evem.g

ov.si/evem/za

cetna.evem 

Slovenian 

Government 

Through the 

e-VEM portal 

companies or 

entrepre-

neurs may 

carry out 

electronic 

services, 

which are 

linked to the 

formation of 

a company 

and some 

other 

procedures 

that are 

carried out 

by a business 

entity upon 

or after its 

formation.  

Business with 

government 

Public European Information 

signposting, 

direct information 

provision, expert 

advice provision, 

gaining 

authorisations, 

intermediation 

Company 

registration in 

Slovenia; 

Submission of 

an application 

for the issue of 

VAT 

identification 

number; 

Obtaining a 

permission for 

an artisan or 

small 

business; 

Registration of 

a member and 

a worker for 

statutory social 

security; etc. 

Fully 

developed  

SL, EN 

 

http://evem.gov.si/evem/zacetna.evem
http://evem.gov.si/evem/zacetna.evem
http://evem.gov.si/evem/zacetna.evem
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Table 45: Slovenia National level SPCs for citizens/consumers 

SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

European 

Consumer 

Centres 

Network 

(ECC-NET): 

SI  

http://www.e

cc.bg/ 

ECC-NET 

(Slovenia) 

To offer free 

consumer 

help and 

advice; helps 

settle 

complaints 

between 

consumers 

and traders 

based in 

different EU 

countries. 

Consumer 

with business 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

completing 

procedures, 

intermediation 

Consumer 

rights 

Fully developed  SL, EN 

Your Europe 

(Citizens): 

SI  

http://europa

.eu/youreuro

pe/citizens/in

dex_sl.htm 

European 

Commission 

(DG Internal 

Market and 

Services) 

To provide 

practical 

information 

on basic 

rights under 

EU law and 

how these 

rights are 

implemented 

in each 

individual 

country.  

Consumer 

with business 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

completing 

procedures 

Travel; Work 

in the EU; 

Health; 

Education; 

Consumers; 

Living abroad 

Fully developed  SL 

 

 

 

 

http://www.ecc.bg/
http://www.ecc.bg/
http://europa.eu/youreurope/citizens/index_sl.htm
http://europa.eu/youreurope/citizens/index_sl.htm
http://europa.eu/youreurope/citizens/index_sl.htm
http://europa.eu/youreurope/citizens/index_sl.htm
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

Eurodesk: 

SI  

http://www.e

urodesk.si/ 

Eurodesk 

Slovenia - 

Zavod Movit 

To provide 

information 

on European 

policies and 

opportunities 

for young 

people and 

those who 

work with 

them. 

Consumer 

with business 

Civil organi-

sation 

National Information 

signposting, direct 

information 

provision, expert 

advice provision 

European 

work, study, 

travel and 

volunteering 

opportunities 

(for young 

people) 

Fully 

developed  

SL 

Europe 

Direct: SI  

http://europa.

eu/europedire

ct/index_sl.ht

m 

European 

Documen-

tation Centre  

To provide 

information 

on life, work, 

health, 

shopping, 

travelling in 

the EU. 

Consumer 

with business 

Public National Information 

signposting, direct 

information provision 

Life, work and 

travelling in 

the EU 

Fully 

developed  

SL 

Slovene 

Consumers' 

Association 

(Zveza 

potrosnikov 

Slovenije - 

ZPS)  

http://www.z

ps.si/ 

Slovene 

Consumers' 

Association 

(Zveza 

potrosnikov 

Slovenije - 

ZPS) 

Consumer 

advice, 

consumer 

information 

and 

campaigning 

and lobbying 

on behalf of 

consumers 

Consumer 

with business 

Civil organi-

sation 

National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

intermediation 

Financial 

services, 

product safety, 

food and 

nutrition, etc. 

Fully 

developed  

SL, EN 

 

 

 

 

http://www.eurodesk.si/
http://www.eurodesk.si/
http://europa.eu/europedirect/index_sl.htm
http://europa.eu/europedirect/index_sl.htm
http://europa.eu/europedirect/index_sl.htm
http://europa.eu/europedirect/index_sl.htm
http://www.zps.si/
http://www.zps.si/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

si.Brand 

Consumer 

Association 

(Društvo 

potrošnikov 

si.Brand) 

http://www.si

brand.org/ 

si.Brand 

Consumer 

Association 

(Društvo 

potrošnikov 

si.Brand) 

Consumers' 

rights 

protection; 

Interests and 

status of 

consumers; 

Brand 

presence in 

the 

marketplace. 

Consumer 

with 

business 

Civil 

organisation 

National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

intermediation 

Consumers' 

rights 

protection; 

Interests and 

status of 

consumers; 

Brand 

presence in the 

marketplace. 

Under 

construction 

SL 

Association 

of 

Consumers 

from 

Zasavje 

(Zdruzenje 

potrosnikov 

Zasavja) 

http://www.za

gorje.si/zpz/ 

Association of 

Consumers 

from Zasavje 

(Zdruzenje 

potrosnikov 

Zasavja) 

To advise 

consumers on 

their rights. 

Consumer 

with 

business 

Civil  

organisation 

Regional Information 

signposting, direct 

information 

provision, expert 

advice provision, 

intermediation 

Consumers' 

rights 

protection. 

Fully developed  SL 

Information 

for 

Foreigners 

(Informacije 

za tujce) 

http://www.in

fotujci.si 

Ministry of the 

Interior 

Provide 

information 

and advice to 

foreigners 

wishing to live 

and work in 

Slovenia. 

Consumer 

with 

business 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Entry and 

residence; 

Education; 

Social security 

and 

healthcare; 

Life in Slovenia 

Fully developed  SL, FR, ES, 

EN, RU, BA, 

AL 

 

 

 

http://www.zagorje.si/zpz/
http://www.zagorje.si/zpz/
http://www.infotujci.si/
http://www.infotujci.si/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

InfoPoint for 

Foreigners 

(InfoTocka 

za Tujce)  

http://www.e

ss.gov.si/tujci 

Employment 

Service of 

Slovenia 

Provide 

information 

and advice to 

Non-EU 

citizens 

wishing to 

live and work 

in Slovenia. 

Consumer 

with 

business 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Entry and 

residence; 

Education; 

Social security 

and 

healthcare; 

Life in Slovenia 

Fully 

developed  

SL, EN, RU, 

BA, AL, MK 

Euro-

guidance 

Slovenia  

http://www.e

ss.gov.si/ncip

s/cips 

NVICC – 

National 

Vocational 

Information 

and 

Counselling 

Centre 

Provide 

information 

and advice 

jobs, 

professional 

career, 

education. 

Consumer 

with 

business 

Public National Information 

signposting, direct 

information provision, 

expert advice 

provision, completing 

procedures 

Professional 

career; 

Education. 

Fully 

developed  

SL 

Studij.si  

http://www.st

udij.si/ 

Studij.si Provide 

information 

on study 

programs in 

Slovenia 

Consumer 

with 

business 

Private National Information 

signposting, direct 

information provision 

Education in 

Slovenia. 

Fully 

developed  

SL 

 

 

 

 

 

 

 

 

http://www.ess.gov.si/tujci
http://www.ess.gov.si/tujci
http://www.ess.gov.si/ncips/cips
http://www.ess.gov.si/ncips/cips
http://www.ess.gov.si/ncips/cips
http://www.studij.si/
http://www.studij.si/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

PortalZnanja.

si  

http://www.po

rtalznanja.com 

Moje delo 

d.o.o. 

Provide 

information on 

study 

programs in 

Slovenia and 

Europe 

Consumer 

with business 

Private National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Education in 

Slovenia and 

Europe 

Fully developed  SL 

Seniorji.info  

http://www.se

niorji.info 

Seniorji.info Provide 

practical 

information 

and legal 

advice to older 

citizens 

Consumer 

with business 

Private National Information 

signposting, direct 

information 

provision 

Finance; Legal 

advice; 

Practical 

information 

Fully developed  SL 

 

 

 

 

 

 

 

 

 

 

 

 

 

http://www.portalznanja.com/
http://www.portalznanja.com/
http://www.seniorji.info/
http://www.seniorji.info/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

gulatedProfe

ssions.si 

(ReguliraniP

oklici.si)  

http://www.re

guliranipoklici.

si 

 

Ministsrty of 

Labour, Family 

and Social 

Affairs 

National 

contact point 

for 

recognition of 

professional 

qualifications 

in Slovenia 

Citizen with 

government 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision, 

completing 

procedures, 

intermediation 

Provide 

applicants with 

information 

relevant to the 

recognition 

procedure, 

including data 

on regulations 

governing 

social security 

and codes of 

professional 

ethics; assist, 

in cooperation 

with 

competent 

ministries, 

other 

competent 

authorities and 

contact points, 

the applicants 

in realising the 

rights 

conferred on 

them by the 

Act. 

Fully 

developed  

SL, EN 

 

 

 

http://www.reguliranipoklici.si/
http://www.reguliranipoklici.si/
http://www.reguliranipoklici.si/
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Member State: The Netherlands 

Table 46: The Netherlands national level SPCs for both businesses and citizens/consumers 

SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

SOLVIT: 

Netherlands  

http://ec.europ

a.eu/solvit/site

/index_nl.htm 

The Dutch 

administration  

Solve without 

legal 

proceedings 

problems 

caused by 

the 

misapplicatio

n of Internal 

Market law 

by public 

authorities. 

Citizen and 

business with 

government 

Public European Information 

signposting; 

Problem-solving; 

Intermediation 

 

Problem 

solving without 

legal 

proceedings of 

misapplication 

of Internal 

Market law by 

public 

authorities 

Fully developed  EN, NL 

Your Europe: 

Netherlands  

http://europa.e

u/youreurope/

business/index

_nl.htm 

European 

Commission's 

Directorate 

General for 

Enterprise and 

Industry and 

by the 

Executive 

Agency for 

Competitivenes

s and 

Innovation  

To help you 

avoid 

unnecessary 

inconvenienc

e and red 

tape in other 

European 

countries. 

Citizen and 

business with 

government 

Public European Information 

signposting, direct 

information 

provision 

EU Rights and 

how they are 

implemented 

in each 

member 

country  

Fully developed  EN, NL 

 

 

 

 

http://ec.europa.eu/solvit/site/index_nl.htm
http://ec.europa.eu/solvit/site/index_nl.htm
http://ec.europa.eu/solvit/site/index_nl.htm
http://europa.eu/youreurope/business/index_nl.htm
http://europa.eu/youreurope/business/index_nl.htm
http://europa.eu/youreurope/business/index_nl.htm
http://europa.eu/youreurope/business/index_nl.htm
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

E-Justice: 

Netherlands  

https://e-

justice.europa.

eu/home.do?pl

ang=nl&action

=home 

European 

Comission & 

Dutch 

Government 

One-stop 

(electronic) 

shop" for 

information 

on 

European 

justice and 

access to 

European 

judicial 

procedures 

Citizen and 

business with 

government 

Public European Information 

signposting, direct 

information provision 

European Law Fully 

developed  

NL, EN 

Het Jurdisch 

Loket/Dutch 

Legal Service 

Counter   

http://www.ju

ridischloket.nl 

Dutch Legal 

Service 

Counter 

Giving free 

and inde-

pendent 

legal 

advice. 

Citizen with 

government 

and 

consumer 

with business 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Dutch Law Fully 

developed  

NL 

Eures: 

Netherlands  

http://ec.euro

pa.eu/eures/h

ome.jsp?lang=

nl 

Eures Provide 

information 

and advice 

for those 

wishing to 

benefit from 

the 

principle of 

the free 

movement 

of persons. 

Consumer 

with business 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Recruitment, 

international 

job fixing 

Fully 

developed  

NL, EN 

 

 

https://e-justice.europa.eu/home.do?plang=nl&action=home
https://e-justice.europa.eu/home.do?plang=nl&action=home
https://e-justice.europa.eu/home.do?plang=nl&action=home
https://e-justice.europa.eu/home.do?plang=nl&action=home
https://e-justice.europa.eu/home.do?plang=nl&action=home
http://www.juridischloket.nl/
http://www.juridischloket.nl/
http://ec.europa.eu/eures/home.jsp?lang=nl
http://ec.europa.eu/eures/home.jsp?lang=nl
http://ec.europa.eu/eures/home.jsp?lang=nl
http://ec.europa.eu/eures/home.jsp?lang=nl
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

NMI/Nether-

lands 

Mediation 

Institute  

www.nmi.nl 

NMI To help 

individuals 

and 

businesses 

settle their 

business in a 

peaceful and 

out of court 

manner 

Citizen and 

business with 

government 

Private National Information 

signposting, direct 

information 

provision, gaining 

authorisations 

Conflict 

Settlement 

Fully developed  NL 

SICA 

Europees 

Cultureel 

Contactpunt/ 

Dutch Centre 

for 

International 

Contacts 

http://www.sic

a.nl 

SICA Strengthen 

and stimulate 

international 

activities in 

the areas of 

culture, media 

and heritage. 

Citizen and 

business with 

government 

Civil organ-

isation 

European Information 

signposting, direct 

information 

provision, expert 

advice provision 

EU Cultural 

Funding, Dutch 

Culture, 

Cultural 

Collaboration, 

Subsidies 

Fully developed  NL, EN 

European 

Migration 

Network: 

Netherlands  

www.emnnethe

rlands.nl 

European 

Comission 

Provide 

informa-tion 

on European 

migration and 

asylum 

Citizen and 

business with 

government 

Public European Information 

signposting, direct 

information 

provision 

Asylum, 

migration 

Fully developed  NL, EN 

 

 

 

 

http://www.nmi.nl/
http://www.sica.nl/
http://www.sica.nl/
http://www.emnnetherlands.nl/
http://www.emnnetherlands.nl/
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Table 47: The Netherlands national level SPCs for businesses  

SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Enterprise 

Europe 

Network: 

Netherlands  

http://www.en

terpriseeurope

network.nl/tot

rpublic/index 

Agentschap NL 

and Syntens 

Help small 

companies 

seize the 

unparal-

leled 

business 

opportuni-

ties in the 

EU Single 

Market 

Business with 

government 

Public European Information 

signposting, direct 

information 

provision, 

intermediation 

Market 

information/Re

search, 

European 

legislation, 

Business 

Consultancy 

Network,  

Fully 

developed  

NL 

EUGO / 

Points of 

Single 

Contact: 

Netherlands  

http://www.an

twoordvoorbed

rijven.nl/ 

The Ministry of 

Economic 

Affairs 

Help you 

start a 

business  or 

provide 

services in 

the Nether-

lands 

Business with 

government 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Government 

Regulation, 

How to start a 

business 

Fully 

developed  

EN, NL 

Netherlands 

National 

Contact Point  

http://www.oe

cdguidelines.nl

/ 

Dutch Ministry 

of Foreign 

Affairs 

Support 

businesses 

in putting 

the OECD 

guidelines 

of  

Corporate 

Social 

Responsi-

bility into 

practice 

Business with 

government 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

intermediation 

OECD 

Guidelines, 

Corporate 

Social 

Responsibility 

Fully 

developed  

NL, EN 

 

http://www.enterpriseeuropenetwork.nl/totrpublic/index
http://www.enterpriseeuropenetwork.nl/totrpublic/index
http://www.enterpriseeuropenetwork.nl/totrpublic/index
http://www.enterpriseeuropenetwork.nl/totrpublic/index
http://www.antwoordvoorbedrijven.nl/
http://www.antwoordvoorbedrijven.nl/
http://www.antwoordvoorbedrijven.nl/
http://www.oecdguidelines.nl/
http://www.oecdguidelines.nl/
http://www.oecdguidelines.nl/
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Table 48: The Netherlands national level SPCs for citizens/consumers 

SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

European 

Consumer 

Centres 

Network: 

Netherlands   

http://www.co

nsumenteninfo

rmatiepunt.nl/

page/nl 

Legal Service 

Counter/funde

d by the 

European 

Comission and 

the Ministry of 

Justice 

Promoting 

consumer 

confidence in 

the workings 

of the 

European 

internal 

market 

Consumer 

with business 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision 

Consumer 

Information/ 

Rights 

Fully developed  NL, EN 

FIN-NET/Kifid 

: Netherlands  

http://www.kifi

d.nl/ 

Kifid/the 

Dutch 

Consumer 

Protection 

agency 

Facilitate out-

of-court 

settlement of 

cross-border 

Financial 

Services 

disputes 

Consumer 

with business 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision, 

alternative dispute 

resolution, 

intermediation 

Financial 

Services 

Fully developed  EN, NL 

Eurodesk: 

Netherlands  

http://www.go

-europe.nl/ 

Netherlands 

Youth Institute 

Promote 

youth mobility 

and active 

participation 

in society. 

Consumer 

with business 

Public European Information 

signposting, direct 

information 

provision, expert 

advice provision, 

completing 

procedures, 

intermediation 

Youth 

Sector/Partici-

pation and 

Youth Mobility 

Fully developed  EN, NL 

 

 

 

 

http://www.consumenteninformatiepunt.nl/page/nl
http://www.consumenteninformatiepunt.nl/page/nl
http://www.consumenteninformatiepunt.nl/page/nl
http://www.consumenteninformatiepunt.nl/page/nl
http://www.kifid.nl/
http://www.kifid.nl/
http://www.go-europe.nl/
http://www.go-europe.nl/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific areas 

of expertise 

Stage of 

development 

Linguistic 

coverage 

De 

Geschillenco

misie/ the 

Dutch 

Foundation 

for 

Consumer 

Complaints 

Boards  

http://www.d

egeschillenco

mmissie.nl/ho

me 

De 

Geschillencom

missie 

To offer 

consumers 

and entre-

preneurs a 

cheap, 

quick and 

easy 

accessible 

method of 

solving 

disputes.  

Consumer 

with business 

Civil organi-

sation 

National Information 

signposting, 

alternative dispute 

resolution, 

intermediation 

Consumer 

dispute 

settlement 

Fully 

developed  

NL 

NIBUD/Natio

nal Institute 

for Family 

Finance 

Information 

http://www.ni

bud.nl 

NIBUD Promote a 

rational 

planning of 

family 

finances. 

Citizen with 

government 

and 

consumer 

with business 

Civil organi-

sation 

National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Budgetary 

planning for 

families 

Fully 

developed  

NL, EN 

Dienst 

Uitvoering 

Onderwijs/ 

Dutch 

Education 

Service 

Centre  

http://www.d

uo.nl 

Dutch Ministry 

of Education 

To execute 

educational 

legislation 

and 

planning, 

register 

students, 

and provide 

information 

Citizen with 

government 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

completing 

procedures, gaining 

authorisations 

Educational 

policy and 

legislation 

Fully 

developed  

EN, NL 

 

http://www.degeschillencommissie.nl/home
http://www.degeschillencommissie.nl/home
http://www.degeschillencommissie.nl/home
http://www.degeschillencommissie.nl/home
http://www.nibud.nl/
http://www.nibud.nl/
http://www.duo.nl/
http://www.duo.nl/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

Europass: 

Netherlands  

http://www.eu

ropass.nl/ 

Dutch Ministry 

of Education 

Increase 

transparency 

of qualification 

and mobility of 

citizens in 

Europe 

Citizen with 

government 

and 

consumer 

with business 

Public European Information 

signposting 

European CVs, 

language 

qualifications 

and diplomas 

Fully developed  NL, EN 

Jongeren 

Informatie 

Punt/Youth 

Information 

Centre  

www.jip.org 

the association 

of Youth 

Information 

Centres 

Provide 

information on 

issues related 

to youths, like 

drugs, sex, 

housing, 

school etc.  

Citizen with 

government 

Public National Information 

signposting, direct 

information 

provision, expert 

advice provision 

Youth, drugs, 

sexuality, 

housing 

Fully developed  NL 

Digitaal 

Loket 

Rechtsspraak

/Digital One 

Stop Shop 

Adminis-

tration of 

Justice  

http://loket.re

chtspraak.nl 

Dutch Ministry 

of Justice 

Provide 

citizens east 

accessible 

information 

and services 

on the 

Administration 

of Justice. 

Citizen with 

government 

Public National Information 

signposting, direct 

information 

provision, 

completing 

procedures 

Administration 

of Justice 

Fully developed  NL 

 

 

 

 

 

http://www.europass.nl/
http://www.europass.nl/
http://www.jip.org/
http://loket.rechtspraak.nl/
http://loket.rechtspraak.nl/
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SPC Name 

 

Managing 

organisation 

High level 

objective 

Target 

audience 

Funding 

source 

Geographic 

scope 

Functions Specific 

areas of 

expertise 

Stage of 

development 

Linguistic 

coverage 

VZVZ 

Zorgaanbied

ers voor 

Zorgcommun

icatie/ Health 

care 

providers for 

health 

communi-

cation  

http://www.vz

vz.nl/page/Ho

me/Informatie

punt 

VZVZ Streamline 

and 

improve the 

communi-

cation and 

sharing of 

your 

medical 

information 

Citizen with 

government 

Private National Information 

signposting, direct 

information 

provision, expert 

advice provision, 

completing 

procedures, gaining 

authorisations 

Medical 

administration 

and communi-

cation 

Fully 

developed  

NL 

 

 

 

 

 

 

 

 

 

 

 

 

http://www.vzvz.nl/page/Home/Informatiepunt
http://www.vzvz.nl/page/Home/Informatiepunt
http://www.vzvz.nl/page/Home/Informatiepunt
http://www.vzvz.nl/page/Home/Informatiepunt
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