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This document is a working document of the services of the European Commission for 
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1. IntroductIon

The single market allows citizens and businesses to get the best out of the European Union. 
It is the fundamental platform for new growth and sustainable job creation. But in order to 
be able to seize opportunities in the single market, citizens and businesses must be aware 
of their rights and capable of understanding them and exercising them effectively. And if 
something goes wrong, there must be fast and effective ways of correcting the situation. 

SOLVIT is a network set up by national governments in the EU in order to provide fast 
and effective help to individuals and businesses who have been deprived of their EU rights 
in	the	single	market.	SOLVIT	was	launched	in	July	2002	and	has	developed	significantly	
ever	 since.	Today,	SOLVIT	handles	 around	1300	complaints	 a	year	 and	manages	 to	find	
solutions for over 90% of its clients, with an average turnaround time of 9 weeks. SOLVIT 
has led to overall better compliance with EU law within Member States. In fact, evaluation 
results show that SOLVIT centres contribute to a ‘culture change’ in their own national civil 
service.1

In 2012 SOLVIT is celebrating its 10th anniversary. Whilst the network has been very 
successful, it faces a number of challenges. In the 10 years of its existence, SOLVIT’s 
caseload has increased tenfold and the performance indicators for 2011 suggest that the 
system is reaching its limits: case handling times are getting longer while case numbers are 
no	longer	on	the	increase.	Whilst	those	who	do	use	SOLVIT	are	generally	satisfied	with	it,	
recent surveys also indicate that awareness about SOLVIT among citizens and businesses 
remains very low. In addition, the legal framework governing SOLVIT - a Commission 
Recommendation from 20012 - no longer adequately captures the functioning of SOLVIT. It 
is therefore time to take stock and consider the next steps for the future.

The European Parliament has repeatedly asked for a further reinforcement of SOLVIT. It 
has also stressed the need to develop an integrated approach to informal problem-solving 
by	building	stronger	synergies	between	‘different	problem-solving	tools	to	ensure	efficiency	
and user friendliness and avoid unnecessary overlaps.’3 In addition, it has become evident 
that for the single market to contribute to more growth and jobs, a renewed focus is needed 
on the way single market rules are implemented, applied and work in practice for individuals 
and businesses.4 

Therefore, and as announced in the Single Market Act5, this paper sets out a series of possible 
concrete actions to reinforce the SOLVIT network and its unique contribution to a better-
functioning single market.

1 Based on interviews with national administrations during the evaluation process, about one SOLVIT case out 
of	 two	would	 bring	 about	 a	 significant	 change	 in	 either	 administrative	 behaviour	 or	 in	 applicable	 rules	 and	
guidelines. 

2 Commission Recommendation of 7 December 2001 on principles for using “SOLVIT” – the Internal Market 
Problem Solving Network.

3 2009/2138(INI) Report on SOLVIT, Committee on the Internal Market and Consumer Protection, by Cristian 
Buşoi;	2010/2011(INI)	Report	on	delivering	a	single	market	to	consumers	and	citizens,	Committee	on	the	Internal	
Market	and	Consumer	Protection,	by	Louis	Grech;	2010/2289(INI)	Report	on	Governance	and	Partnership	in	the	
Single Market, Committee on the Internal Market and Consumer Protection, by Sandra Kalniete. 

4 See also the Commission Staff Working Paper ‘Making the Single Market deliver – annual governance check-up 
2011’.

5	 COM(2010)	 608	 final/2,	 COM	 (2011)	 206	 final.	The	 need	 to	 further	 strengthen	 information	 and	 help	 tools,	
amongst other things by building stronger synergies, was also stressed in the EU Citizenship Report 2010: 
dismantling	obstacles	to	EU	citizens’	rights,	COM(2010)	603	final.
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2. EvaluatIng SolvIt: procESS and maIn fIndIngS

In order to prepare the ground for SOLVIT’s future, the Commission services ordered an 
external evaluation of SOLVIT’s current set-up and performance.6 The evaluation was based 
on an analysis of documents and SOLVIT data, as well as a series of surveys and interviews 
with SOLVIT centres, citizens and businesses that have used SOLVIT, representative 
organisations, staff of various departments belonging to the national administration, EU Pilot 
contact points, national ombudsmen, Commission staff dealing with infringement cases and 
assistance services such as Your Europe Advice, European Consumer Centres or Enterprise 
Europe	Network.	The	findings	of	this	evaluation	are	complemented	and	enriched	by	other	
sources of information, such as SOLVIT’s annual reports7 and the results of various recent 
studies by Eurobarometer.8

The main findings of the evaluation are the following:

•	 SOLVIT offers fast and effective 
solutions to citizens and businesses, 
both from a qualitative perspective 
(user satisfaction is high and SOLVIT 
centres have a solid reputation within 
their own administrations) and a 
quantitative	 perspective	 (the	 benefits	
offered by SOLVIT are at least 6 times 
higher than the costs of running the 
network). SOLVIT centres also act as 
‘agents for change’ and lead to overall 
better compliance with single market 
rules by national authorities, which 
further increases the positive effects 
of	SOLVIT;

•	 SOLVIT’s main strengths 
are its user-centred, pragmatic and 
informal approach to problem-
solving, facilitated through an on-line 
tool and the ‘network spirit’ that binds 
administrations from the Member 
States. SOLVIT has shown itself 
capable of handling a wide variety of 
cases	in	a	pro-active	manner;	

6 The evaluation report can be found on the SOLVIT website (www.solvit.eu). 
7 See, for the results of 2011, the Commission’s Staff Working Paper ‘Making the Single Market Work: Annual 

Governance Check Up 2011’ [reference to be added upon adoption of the SWP] 
8 Special Eurobarometer survey number 363: “The Awareness, Perception and Impacts of the Internal Market”, 

run in February 2011 in the form of individual interviews with 26 836 citizens from all over the EU- http://
ec.europa.eu/public_opinion/archives/ebs/ebs_363_en.pdf;	Eurobarometer	Qualitative	Study,	Local	Government	
and the governance of the Single Market, September 2011 - http://ec.europa.eu/public_opinion/archives/quali/
ql_local_authorities_en.pdf;	

SOLVIT helps reunite Turkish husband with 
pregnant Danish wife in Germany
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•	 SOLVIT’s main weaknesses are scarce resources and limited legal expertise, in 
particular in light of the increasing variety of cases SOLVIT is called upon to 
address. In addition, some centres lack the independence and authority necessary to 
secure	good	results;

•	 In order to enhance SOLVIT’s capacity and output, stronger synergies between 
SOLVIT and other information and help tools should be explored. In addition, the 
relationship	between	SOLVIT	and	EU	Pilot	should	be	clarified;

•	 There is a need to further modernise the day to day running of the SOLVIT network, 
amongst	others	by	improving	the	functionalities	of	the	SOLVIT	database;	

•	 SOLVIT	still	only	works	for	the	‘happy	few.’	Too	few	potential	users	are	finding	
their way to SOLVIT, meaning many single market problems remain undetected 
and	unresolved;	

•	 SOLVIT offers a rich source of information on how the single market works in 
practice and where shortcomings remain. In general, however, that data remains 
under-explored and there is no systematic follow-up procedure for problems 
identified	via	SOLVIT.	

Development of SOLVIT’s case load  
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3. poSSIblE way forward

3.1. Clarifying SOLVIT’s mandate and enhancing its capacity, by reinforcing 
synergies between SOLVIT and other information, advice and problem-solving 
tools 

SOLVIT is part of a wider set of tools and networks designed to help people make the most 
of their single market rights. Other information and help networks include, for instance, Your 
Europe Advice, the European Consumer Centres, EURES, the Enterprise Europe Network, 
Europe	Direct	and	the	various	‘national	contact	points’	set	up	in	specific	sectors	(e.g.,	the	
national	contact	points	for	professional	qualifications).	People	facing	problems	in	the	single	
market can also count on the help of ombudsmen, lodge formal legal proceedings with 
national courts, or lodge a complaint with the Commission. 

The evaluation shows that SOLVIT has a unique role to play in this wider enforcement 
landscape. It also shows however that many problems that could be tackled most effectively 
by SOLVIT end up being dealt with by other networks and that, conversely, SOLVIT centres 
too often end up dealing with requests that could be dealt with better elsewhere. 

In order to serve citizens and businesses better and to secure the best use of scarce resources, the 
Commission services believe that much can be gained from increasing synergies between SOLVIT 
and other help tools. This would enable SOLVIT to focus and expand on its core business, whilst 
ensuring that cases for which SOLVIT is not best placed are dealt with effectively elsewhere.  

In order to reinforce SOLVIT and multiply the benefits it brings, the Commis-
sion services will work, together with the Member States, to:

•	 Clarify SOLVIT’s mandate;
•	 Strengthen synergies between SOLVIT and assistance services that offer 

information and advice;
•	 Better integrate SOLVIT in complaint-handling by the Commission;
•	 Enhance SOLVIT’s capacity to deal with social security cases, by strengthen-

ing synergies between SOLVIT and the Administrative Commission for the 
co-ordination of Social Security Systems; 

•	 Establish minimum staffing benchmarks;
•	 Ensure proper legal expertise and assistance;
•	 Provide SOLVIT with a new IT tool;
•	 Introduce new methods of quality control;
•	 Enhance the visibility of and access to SOLVIT, so that more people find 

their way to SOLVIT;
•	 Make more effective use of SOLVIT’s case results to improve the functioning 

of the single market.
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3.1.1. Clarifying SOLVIT’s mandate

As	defined	by	the	2001	Recommendation,	SOLVIT’s	mandate9 is to deal with ‘cross-border’ 
problems ‘confronting an individual or business in a Member State involving the application 
of Internal Market rules by a public authority’, to the extent such problems ‘are not the 
subject of legal proceedings at national or Community level.’ 

In practice, SOLVIT’s mandate has given rise to differences in interpretation and has 
evolved over time and in practice. This, in turn, has led to different approaches between 
Member States when it comes to deciding whether a case should be taken up by SOLVIT or 
not. There is therefore a need to clarify SOLVIT’s mandate, as it has evolved in practice, 
so as to ensure a coherent approach throughout the European Union. 

First, the notion of ‘internal market rules’ has been interpreted widely and SOLVIT centres 
deal successfully with a wide range of problems encountered by individuals or businesses10 
related to the application of EU law arising in a cross-border context.

Problem areas dealt with by SOLVIT centres over the period 2002 - 2011

9 Cf. supra, footnote 2.
10 SOLVIT does not only help EU citizens, but can also help third country nationals, if and to the extent they are 

confronted with a breach of EU law in a cross-border context (e.g., third country nationals which are family 
members of EU citizens and encounter problems when trying to take up a residence in another Member State).
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Second, SOLVIT centres only handle cases where breaches of EU law are caused by a 
public authority, not by a private party. Based on current practice, the Commission services 
consider that the concept of public authority should cover all levels of public administration 
(national, regional and local authorities), competent authorities (e.g., professional 
organisations	in	charge	of	recognising	professional	qualifications)	and	bodies	controlled	by	
the state (e.g., universities). 

Third, SOLVIT only deals with cross-border problems. This covers all situations in which 
more than one Member State is involved, including the situation of people having problems 
with	their	own	national	administration	(e.g.,	people	claiming	social	security	benefits	at	home	
after having lived abroad). 

SOLVIT seeks to help people facing problems as a result of breaches of EU law, regardless 
of the nature of the problem. In most cases, SOLVIT centres deal with unlawful decisions 
of administrative authorities, but they are also capable of detecting more general problems 
arising from a failure of national rules to conform to EU law. In many such cases, SOLVIT 
centres have contributed to changing national rules or patterns of administrative practice that 
run counter to EU law. 

For example, following the intervention of SOLVIT Portugal a 
local authority now no longer requires a medical assistance card 
for British citizens residing in Portugal to be renewed on an annual 
basis, an administrative practice which was not in line with EU law.

SOLVIT centres in principle only act upon the initiative of a citizen or businesses confronted 
with a problem, but they can also take the initiative of identifying and contacting them 
directly to solve their problem through SOLVIT. This practice should be encouraged further 
(including by enabling SOLVIT centres to mark their ‘own initiative’ cases as such in the 
SOLVIT database).

Evaluation results indicate that SOLVIT’s current mandate, as it evolved over time and in 
practice, responds adequately to the needs of citizens and businesses moving around the 
EU. Whilst there is a clear need to clarify SOLVIT’s mandate as it evolved over time, there 
is at present no clear case for further extending the scope of cases that can be handled by 
SOLVIT11. The focus should rather be on ensuring that all cases falling within SOLVIT’s 
already wide remit reach SOLVIT effectively. 

3.1.2. Reducing the current burden on SOLVIT centres, by improving synergies between 
SOLVIT and information and advice networks 

Whilst SOLVIT’s mandate is already wide, about 70 % of cases landing on SOLVIT’s desk 
still fall outside its mandate. The overwhelming majority of such cases concern requests for 
information and advice. When confronted with such cases, SOLVIT usually signposts clients 
to more relevant sources of help, like Your Europe Advice, EURES, the European Enterprise 
Network and the European Consumer Centres. While signposting is helpful, it would be 

11 There are good reasons, for example, for the public authority criterion: given that SOLVIT centres are part of the 
national	public	administration,	they	are	able	to	influence	other	parts	of	the	administration	effectively.	The	cross-
border criterion, for its part, ensures that each SOLVIT case is handled by at least two SOLVIT centres, which 
guarantees transparency and quality of outcomes.
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better for SOLVIT and those that contact it if such information and advice requests were 
immediately sent to the relevant service. 

With this in mind and as a result of the Single Market Assistance Services’ action plan12, the 
Commission has completely revamped the Your Europe portal. The new Your Europe offers 
user-friendly	 information	 about	EU	 rights	 and	 helps	 people	 find	 further	 advice	 and	 help	
where needed. Via intelligent on-line forms (so-called common intake forms), Your Europe 
immediately sends people asking for more advice or help to the right service. For instance, 
people having a question about EU law without facing a problem with a public administration 
will be sent to Your Europe Advice, a network of local lawyers offering advice in all EU 
languages within one week. Whilst these developments are new, the number of visits to Your 
Europe is growing exponentially. In addition, it appears that SOLVIT centres are receiving 
fewer requests for information and advice, whereas the number of people reaching other 
tools	such	as	Your	Europe	Advice	is	increasing.	This	indicates	that	the	new	‘filter’	system,	
built into Your Europe, is starting to bear fruit. 

Conversely,	 the	filter	system	should	also	 lead	to	an	 increase	 in	cases	where	SOLVIT	can 
provide	real	help,	but	where	citizens	and	businesses	currently	have	difficulties	finding	their	
way to SOLVIT (and may end up ‘knocking on the wrong door’). 

To further reduce the number of information and advice request landing on SOLVIT’s 
desk, the Commission services are therefore committed to further developing and 
promoting the Your Europe portal and the on-line intake form it operates, so as to further 
improve access to information and to targeted help where needed. Europe Direct, an all-
round information service reachable by a free phone line, on-line or via a network of local 
information	centres,	is	also	further	developing	its	capacity	to	filter	requests	so	that	they	reach	
the right service, and to facilitate an easy transfer between systems, even where requests do 
not arrive on-line. 

3.1.3. Improving synergies between SOLVIT and other problem-solving tools

Making better use of SOLVIT in the context of complaint-handling by the Commission. 
Evaluation results indicate that SOLVIT plays a useful role in the management of complaints 
addressed directly to the Commission. The Commission services can refer complainants 
that have contacted them to SOLVIT, subject to the complainant’s consent, if they consider 
that SOLVIT can provide fast and effective help.13 In some areas, Commission services use 
SOLVIT	 very	 regularly	 and	with	 good	 results	 (e.g.	 professional	 qualifications,	 residence	
issues). In other areas, the potential for using SOLVIT remains untapped. Out of the 4035 
cases entered into CHAP (the Commission’s complaint handling system) in 2010, 22 cases 
were sent on to SOLVIT and 686 complaints were sent for further attention to EU Pilot, 
an on-line pre-infringement system in which the Commission and the Member States 
exchange factual and legal information to provide quicker solutions to problems regarding 
the interpretation, application and implementation of EU law. 

12 SEC(2008)1882 of 8/5/2008
13 2004 Staff Working Document setting out the approach for assessing the conformity of solutions 

proposed by the SOLVIT network with Community law.



11

More active use of SOLVIT as the first port of call for individual cross-border problems 
presenting a possible misapplication of EU law could be made, subject to the complainant’s 
approval. To facilitate this, better information exchange between the SOLVIT, CHAP and 
EU Pilot, will be established with a view to facilitating a transfer of cases and exchanges of 
information where appropriate.

Such greater systematic use of SOLVIT 
would go hand in hand with improved 
monitoring of the results of SOLVIT 
cases. In fact, where SOLVIT cases do not 
lead to the desired outcomes, a follow-
up via Commission proceedings could 
be considered. In the context of such 
proceedings, earlier exchanges within 
SOLVIT should be taken into account (cf. 
also infra, part 3.4).

Dealing more effectively with social 
security cases. Both SOLVIT and the 
Administrative Commission for the 
Coordination of Social Security Systems14 
can and do handle a great number of 
problems relating to the application 
of social security law. More effective results can be achieved with fewer resources by 
increasing synergies between SOLVIT and the Administrative Commission. SOLVIT and 
the Administrative Commission have distinct roles. Individuals and businesses can contact 
SOLVIT centres directly, including when encountering cross-border problems related to 
social security issues. In some cases, however, SOLVIT centres may lack the necessary 
expertise for dealing with such cases, in particular given the fact that, in the area of social 
security, EU law only co-ordinates (and does not harmonise) national rules. On the other 
hand, the Administrative Commission, which is composed of social security experts within 
national administrations, only treats complaints channelled to it via the Commission (within 
less strict time frames than those that apply to SOLVIT). In addition, individual members of 
the Administrative Commission often receive cross-border problems related to the application 
of social security rules, without having effective tools for dealing with such complaints. 

To ensure more effective handling of social security complaints, the Commission services 
envisage channelling individual complaints in the area of social security more systematically 
to SOLVIT and aim to encourage national authorities receiving such complaints to do the 
same. At the same time, the Commission services would take action to ensure that SOLVIT 
can,	 in	 difficult	 cases,	 rely	more	 systematically	 on	 legal	 advice	 from	 the	Administrative	
Commission or its members. 

14 Regulation (EC) No 883/2004

SOLVIT helps British patient receive 
healthcare in Bulgaria
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Finally, the Commission services will continue to encourage SOLVIT centres to maintain 
close contacts with national ombudsmen, so as to ensure that complaints are treated in the 
most	efficient	manner	(national	ombudsmen	can	offer	help,	for	instance,	in	cases	lacking	a	
cross-border dimension). 

3.2. Further enhancing SOLVIT’s quality and performance

SOLVIT works well overall. It manages to solve the overwhelming majority of cases on 
time. Yet in order to ensure optimal performance, renewed commitment is needed from 
Member	States	to	guarantee	that	SOLVIT	centres	are	equipped	with	sufficient	and	sufficiently	
qualified	staff.	In	addition,	the	way	SOLVIT	works	in	practice	must	be	modernised.

3.2.1. Ensuring adequate staffing

The	 capacity	 of	 the	 SOLVIT	 network	 to	 fulfil	 its	
role stands or falls with the resources granted to the 
centres to do their jobs. The results of the evaluation 
indicate, however, that many SOLVIT centres suffer 
from	a	lack	of	adequate	staffing	and	staff	continuity	
is also a point for greater attention.15 Evaluation 
results	indicate	that	staffing	needs	should	not	only	
be measured against elements such as SOLVIT 
centres’ current caseloads but should also take 
account of their potential caseload (for example, the 
size of a country in terms of population, the number 
of businesses importing and exporting, mobility 
trends). 

There is a need for a renewed commitment from the 
Member	States	to	ensure	sufficient	availability	and	

continuity of staff in order to be able to carry out SOLVIT tasks in a satisfactory way. Based 
on the results of the evaluation, the Commission services propose to develop, together with 
the Member States, minimum staffing requirements. 

At the same time further strengthening of synergies between SOLVIT and other tools (cf. 
supra), should be encouraged to enable SOLVIT centres to maximise their output. 

In addition, it is essential for SOLVIT centres to be located in a part of the national 
administration where they can operate independently and where they have sufficient 
authority to deal with the wide variety of cases falling within the SOLVIT mandate. 

3.2.2. Ensuring adequate legal expertise

Member	States	need	to	ensure	that	SOLVIT	staff	have,	or	have	access	to,	sufficient	 legal	
expertise and training, so as to enable them to carry out an independent analysis of cases.

15 See for the situation in 2011 the Annual Governance Check Up report.

SOLVIT helps Irish engineer  
to work in Poland
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To support Member States’ efforts, the Commission services will continue to organise 
regular	 legal	 training	 sessions,	 including	 specific	 training	 for	 ‘SOLVIT	 newcomers’	 and	
regular	 meetings	 between	 SOLVIT	 staff	 and	 Commission	 policy	 officers.	 In	 addition,	
SOLVIT	centres	may	obtain	specific	legal	advice	from	Your	Europe	Advice,	a	network	of	
local lawyers managed by the Commission. SOLVIT centres should be encouraged to build 
their own networks within the national administration with a view to obtaining specialist 
legal advice.

As is current practice, the Commission services will continue to operate a ‘help desk’ 
(located in DG MARKT but with SOLVIT contact points in other DGs) providing case 
handling	 advice	 and,	where	 justified,	 informal	 legal	 advice.	 In	 order	 to	 respect	 SOLVIT	
deadlines (10 weeks), such advice should be provided within a target time of two weeks 
maximum. Having said this, where such informal help desk intervention does not lead to 
satisfactory results (because a national authority refuses to comply with EU law), or where 
the issue is too complex or sensitive to clarify by way of informal legal advice within the two 
week deadline, the Commission services may advise SOLVIT centres to close the case as 
unresolved and, where it deems it appropriate, it may decide to pursue the case in EU Pilot. 

3.2.3. Providing SOLVIT with a new IT tool

The current SOLVIT IT tool has reached its limits. Technical problems occur too often and 
actions such as searching the database and/or producing statistics have become too complex. 
That is why, with the support of ISA16 funding, the Commission decided to rebuild the 
SOLVIT IT system.

Without compromising its independent functioning and informality, the new SOLVIT IT tool 
is being built, as a stand-alone module, into the wider IMI IT tool provided by the European 
Commission	to	facilitate	cooperation	between	national	administrations.	The	first	version	of	
the new SOLVIT IT tool will be released in the second half of 2012 and will allow for an 
improved monitoring of and reporting on cases handled by SOLVIT centres. The second 
step will be the development of additional functions needed to facilitate the daily work of 
SOLVIT centres, to improve the statistical functions and quality control and to facilitate 
information exchanges with other networks (so as to facilitate a transfer of cases where 
appropriate).

16 Programme ‘Interoperability Solutions for European Public Administrations’, see http://ec.europa.eu/isa/

SOLVIT helps French student pilot  
register in Belgium
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Technical integration within the IMI tool will reduce the maintenance, hosting and 
infrastructure costs of the SOLVIT database. Further, it will allow for the possible re-use of 
features already developed within the IMI tool. In addition, by building the technical tool 
for SOLVIT into IMI, all IMI users (competent authorities, most often at the local level) will 
also acquire better awareness and understanding of SOLVIT. Moreover, with the integration 
of the SOLVIT IT application into IMI, the IMI Regulation proposed by the Commission 
in 201117 will also cover personal data aspects of case handling in SOLVIT. It will offer all 
necessary guarantees for the rights of data subjects with regard to the processing of their 
personal data in a binding legal instrument.

3.2.4. Introducing new methods of quality control: customer feedback and ‘self-checks’

Citizens and businesses are at the heart of the SOLVIT system. It is essential to ensure that, in 
spite	of	the	high	case-load	and	staffing	constraints,	SOLVIT	continues	to	provide	a	customer-
friendly service. The Commission services already provide SOLVIT staff newcomers with 
customer service training and will continue this practice. 

Currently, SOLVIT users are invited to give feedback on their experience with SOLVIT to 
the European Commission on the SOLVIT website. The collection of such feedback will be 
made more systematic: it will be one of the pieces of data collected on each case and retained 
in the database, with automatic reminders sent to SOLVIT centres to solicit feedback from 
service users.

In order to keep the level of service high, there is a need to introduce additional mechanisms 
for quality control, which requires a minimum amount of time being spent by SOLVIT 
centres. Drawing on best practice in some Member States, the Commission services intend 
to promote a new system of regular quality controls, which will be facilitated by the new IT 
tool. Under this new system, SOLVIT will regularly receive an overview of the number of 
cases handled by SOLVIT centres, along with case handling time and outcomes, which will 
enable them to better assess (and indeed ‘self-check’) where additional efforts are needed.

3.3. Enhancing the visibility of SOLVIT

10 years after its inception, SOLVIT is attracting a good number of cases, but it still only 
reaches the tip of the iceberg. Today, about 12.3 million Europeans live and work in another 
country18 and many more travel or study abroad. A recent Eurobarometer survey indicates 
that people are generally unaware of the existence of SOLVIT and do not know where to turn 
for help when encountering problems in cross-border situations.19 While national SOLVIT 
centres	are	expected	to	promote	SOLVIT,	with	support	from	the	Commission,	limited	staffing	
often means that SOLVIT centres cannot engage in promotional activities.

17 Proposal for a regulation of the European Parliament and of the Council on administrative cooperation through 
the Internal Market System (the IMI Regulation, COM(2011)522, 29.08.2011)

18 EUROSTAT 34/2011 — Statistics in focus
19	 2011	Quantitative	Eurobarometer	survey	on	the	internal	market.
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Evaluation results show that advertising SOLVIT to the general public only brings a minimal 
amount	of	cases	to	SOLVIT,	and	should	not	be	considered	an	efficient	and	cost	effective	means	
of increasing visibility. In addition, this sort of promotion also attracts a high proportion of 
out-of-scope questions, which can be dealt with better elsewhere.

On the other hand, internet searches and streamlining with other websites have proven to be 
a	very	successful	and	cost	efficient	way	to	guide	cases	to	SOLVIT.	

It is suggested to develop an overall plan to enhance the visibility of SOLVIT through the 
internet and conduct targeted, multi-lingual on-line promotion campaigns for SOLVIT. 
The campaigns could include a mix of web banners on selected websites (e.g. expats forums), 
adverts in targeted on-line media (e.g. business magazines) as well as keyword-induced 
adverts on search engines and on social networks. At national level, SOLVIT centres should 
ensure the presence of hyperlinks to the SOLVIT website and/or to the SOLVIT complaint 
form on the relevant pages of their administrations, and should also seek the placement of 
links to SOLVIT on relevant web pages of multipliers. Further, the Commission services 
will continue to expand SOLVIT’s presence on social networks in cooperation with SOLVIT 
centres. Last but not least, the Commission services will continue to increase the visibility of 
the Your Europe portal, which offers a single gateway to a range of information, advice and 
assistance services, including SOLVIT.

Likewise, awareness of SOLVIT should be increased among strategic intermediaries, 
such as professional organisations that tend to receive cross-border complaints, such as 
embassies, consulates, national ombudsmen, consumer and business organisations, as well 
as among other information and help networks.
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A ‘communication toolkit’ that lists promotion activities focusing on strategic multipliers 
(for example professional organisations) and proposes tools to assist SOLVIT centres in 
their communications efforts could be developed. It could consist of: a checklist of national 
multipliers and other EU networks that are to be contacted regularly in order to ensure 
continued	awareness	of	SOLVIT;	a	list	of	suggested	activities	to	reach	out	to	these	multipliers;	
generic	Power	Point	Presentations;	translated	success	stories;	promotional	documentation;	
and suggestions of best practice for going further.

A particular focus should be given to businesses. The percentage of ‘business cases’ 
handled by SOLVIT remains low (about 15%).20 Evaluation results show, however, that 
SOLVIT offers effective solutions to businesses and that more businesses would come to 
SOLVIT	if	they	were	aware	of	what	it	can	do	for	them.	Therefore	a	specific	part	of	these	
campaigns	will	be	dedicated	to	ensuring	that	businesses	find	their	way	to	SOLVIT.	

Example of a business case: A Danish consulting firm could not use micro data 
from the central statistical agency in the Netherlands, but this information 
was essential to the firm’s consulting activities in the Netherlands. While 
all Dutch public and private bodies had access to these data, only foreign 
universities had such access. After SOLVIT’s intervention, the Dutch 
statistical agency granted access to foreign private bodies and thus solved the 
problem, not only for the Danish firm but for other foreign companies as well.

3.4.  Using  SOLVIT’s  case  results  to  improve  the  functioning  of  the  single  
market

3.4.1. Improving the follow-up of unresolved cases

The SOLVIT database is a valuable source of information on how the single market works 
on the ground, but this information is still under-used. 

There is a need to have a closer and more systematic look at SOLVIT cases, in particular 
those cases that SOLVIT does not manage to resolve. This should be done at both the 
national and EU level. Where problems remain, remedial action should be considered. There 
is already good practice in this context. 

For example, there were a large number of cases concerning VAT 
reimbursement in Luxembourg because of the introduction of an electronic 
reimbursement system, which was difficult to use by foreign companies. 
The unresolved cases were brought to the Ministers’ attention and were 
subsequently addressed. Likewise, there were unresolved cases concerning the 
recognition of the professional qualifications of Romanian nurses in Spain, as 
the Spanish authorities did not organise the required aptitude tests for them; 
the tests were subsequently introduced when the Commission addressed a 
letter to the Spanish authorities.

20 Although a slight increase in business cases can be marked, see the Commission Staff Working Paper ‘Making 
the Single Market deliver: annual governance check-up 2011’, supra. 
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At present, however, there is no systematic follow-up to cases that have not been resolved 
by SOLVIT. For those cases suggesting structural issues in the way EU rules are interpreted, 
implemented	or	applied	and	where	SOLVIT	could	not	find	an	appropriate	solution,	a	follow-
up via an EU Pilot procedure could be envisaged. Analysis of the case and information 
gathered by SOLVIT should be taken into account so as to speed up further investigation by 
the	Commission;	to	this	effect,	effective	exchanges	of	information	between	SOLVIT	centres,	
EU Pilot contact points in the Member States and the Commission should be ensured. Other 
cases may be dealt with better by being channelled to national courts or ombudsmen, or 
should be followed up by other types of remedial action at the national or EU level. 

In addition, there has, to date, been no systematic reporting on and analysis of ‘out-of-scope’ 
cases. The new IT tool should enable Member States to report better on out-of-scope cases 
and provide the Commission and Member States with better tools to analyse such cases. This 
should lead to a better understanding of where there are possible gaps in informal problem-
solving remain and what role SOLVIT can play in helping bridge such gaps.

3.4.2. Giving feedback to policy makers

Data from SOLVIT should also be used more systematically for policy purposes, in particular 
when SOLVIT points to structural shortcomings. In particular, information from SOLVIT 
cases should be used more systematically to evaluate existing policies and develop new ones, 
and should help the Commission to develop a more targeted enforcement policy. Likewise, 
data from SOLVIT should also be used more to inform national authorities about remaining 
shortcomings in the way the single market works on their territories. 21

Once	the	new	IT	tool	is	in	place,	the	Commission	services	could	monitor	data	flowing	from	
the data base in a more systematic manner and will report regularly on problems detected 
through SOLVIT to the Council and European Parliament.

21 See for examples the communication of the Commission ‘20 main concerns’ SEC (2011) 1003 










