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Minister Cséfalvay,  

Honourable Harbour,  

Honourable Members of Parliament,  

Ladies and Gentlemen, 

I am very pleased to open this Summit on Alternative 

Dispute Resolution (ADR), which we have organised jointly 

with the European Parliament. 

Every day, consumers face difficulties in their commercial 

transactions – particularly with cross border transactions – 

be it with a product, a service, a retailer or a provider. 

Two typical examples: 
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 A group of Bulgarian consumers book tickets from Sofia 

to Barcelona from a Spanish on-line reservation centre. 

A few days later the Sofia-Barcelona-Sofia route is no 

longer available. 

 A Greek consumer ordered some clothing from a 

football club in the UK. Free shipping was offered. The 

consumer’s credit card was charged for the shipping 

costs and two of the ordered items were not delivered. 

The losses incurred by European consumers due to 

problems with purchased goods or services are estimated at 

0.4% of Europe’s GDP. Currently, 46% of consumers take 

no action after something goes wrong and a first 

unsuccessful contact with the trader.   

As European Commissioner with responsibility for Consumer 

Affairs, I want to make sure that consumers can resolve their 

disputes with a trader out-of-court in a low-cost way. 
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This would boost the confidence of consumers when 

shopping across borders.  Such active participation of 

consumers will stimulate demand for goods and services, 

both off and on-line, leading to more healthy and competitive 

markets. Companies will also be more inclined to offer 

services of higher quality so that consumers have no or less 

grounds for claims and, if so, that these claims are handled 

more efficiently. 

The Commission has emphasised these objectives in its 

Communication: "Towards a Single Market Act". 

Citizens should be at the very heart of the Single Market. If 

we can provide the right framework, citizens will be a 

fundamental engine for growth. 

Where do we currently stand? 

The Commission has already been active in promoting ADR. 

Two Recommendations have established a number of 

minimum guarantees that ADR schemes should respect, 

including independence and effectiveness. 

In some specific sectors, including telecoms and energy, 

European legislation requires the establishment of adequate 

and effective ADR schemes. 
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As a result, over the last decade, ADR mechanisms have 

certainly progressed in Europe. Today, there are more than 

700 ADR schemes across the EU.  

Why is there a need for further action? 

Yet despite these encouraging developments, there is clear 

evidence that ADR has not yet reached its full potential. 

The public consultation launched on 18 January identified 

three main shortcomings that hinder the effectiveness of 

ADR in the EU. 

 First, important gaps, both sector-specific and 

geographical, persist in most Member States. 

ADR schemes do not exist in all business sectors. For 

example, although there are ADR schemes in the 

financial services field, some parts of this sector remain 

uncovered.   

Moreover, not all traders are signed up to an existing 

ADR scheme.  For example, in the Netherlands, not all 

airline companies have signed up to the ADR scheme 

in the transport sector. 
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Some regions of the EU lack out-of-court dispute 

resolution mechanisms.  In Portugal for example, the 

current regional arbitration centres dealing with 

consumer disputes do not cover the whole of the 

country. 

Plus, only 62% of consumer ADR schemes deal with 

claims from consumers residing in another Member 

State.  

Very few ADR schemes deal exclusively with Internet 

transactions.  And the availability of ADR in solving 

consumer disputes related to e-commerce transactions 

is scattered and incomplete. 

 Second, awareness of ADR remains low both among 

consumers and businesses.  

A recent Eurobarometer survey showed that 40% of 

retailers were unaware of ADR.  In addition, consumers 

do not have easy access to detailed information on 

ADR procedures. 

 Third, traders are often less than willing to engage in 

ADR schemes.  At present, 64% of ADR schemes are 
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voluntary and only 6% of European traders are 

members of such a scheme. 

I trust that this afternoon's discussion will address these 

issues in more detail. 

The views generated by today's event will supplement the 

outcome of the public consultation.   I therefore count on 

your active participation and your contributions, which are, of 

course, of great value to us.  

As the public consultation closed only yesterday, it is too 

early for me to give you a detailed overview of the results.  

I can, however, tell you that we have received many replies 

and that the next step is to prepare a summary that will be 

published in the coming weeks.  

The way forward 

The Commission has included in its work-programme for this 

year a legislative proposal on Alternative Dispute Resolution.  

I am pleased to note that both the Parliament and the 

Council support the Commission's work in this regard: 
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 The Council underlined the importance of ADR in its 

Conclusions of last December on the Single Market 

Act; and 

 Only this morning, the Parliament's IMCO Committee 

voted on three reports on the Single Market Act.   

ADR should therefore be one of the key priorities for which 

co-legislators should aim for rapid adoption in 2012. 

So much for the timing – what about the content of any such 

proposal? 

We need to make sure that any consumers wherever he 

lives, who buys goods or services from any trader situated 

somewhere in the Single Market can refer any dispute to an 

ADR scheme. 

In addition, we want to ensure that these schemes offer a 

service of good quality to consumers and traders. This 

means, for example, that they are impartial and work 

efficiently. 
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E-commerce is a sector with great potential, not yet fully 

exploited. Currently, only 8% of EU consumers buy goods 

and services on-line from a trader located in another 

Member State.  The Commission's Digital Agenda 

recognises this problem. 

In this respect, we have to make sure that ADR can work 

efficiently in relation to disputes linked to e-commerce 

transactions.  This could be done by handling the entire 

process on-line. 

This would reinforce the work already done on cross-border 

mediation via the Mediation Directive. 

********************************************************************* 

Honourable Members,  

Ladies and Gentlemen,  

These are my preliminary views on the way forward. 

I look forward to a rich and informative debate today, which 

will support our efforts.  
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We, the institutions, together with Civil Society and 

representatives of Member States have a great opportunity 

to devise a well-targeted and effective measure, to bolster 

the position of consumers and oil the wheels of the Internal 

Market. 

Let's grasp it. 
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