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1. Summary of petition

The petitioner expresses concern at what he regards as discrimination against online vendors, 
since they are unable to give any unfavourable or even neutral feedback regarding purchasers. 
While eBay offers purchasers the possibility of giving an online assessment of the service 
offered, promptness of delivery, etc., vendors are unable to give any assessment of 
compliance by purchasers with agreements, terms of payment, etc., making it impossible to 
identify bad payers. The petitioner takes the view that this constitutes discrimination on eBay.

2. Admissibility

Declared admissible on 11 January 2013. Information requested from Commission under Rule 
202(6).

3. Commission reply, received on 28 August 2013

Online review mechanisms are being increasingly used by consumers who shop online. 
Furthermore, consumers are increasingly aware of the availability and importance of feedback 
information on their actual online shopping experience. In this context, two situations can be 
identified: 

First, consumers are evaluating their own online shopping experience (e.g. quality of 
information given; state of the good(s) purchased; quality of delivery services performed), 
which is reflected in their evaluation of the individual seller.
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Second, consumers are increasingly consulting the evaluations and comments provided by 
other buyers before they actually decide to purchase. For example, a recent study in France 
shows that 70% of online buyers actually consult the reviews and comments of others, even 
though very often these are still used with reservations.1

The Commission is aware of the fact that in most cases the review and feedback mechanisms 
provided on different online selling platforms (e.g. eBay) or rating websites (e.g. 
www.reviewcentre.com) are constructed for consumers who are actually buying online and/or 
reviewing service related to that activity (e.g. payments; delivery).

At the same time, the Commission observes that steps are being taken by online platforms to 
ensure that sellers are also given the opportunity to protect their reputation and provide 
feedback on buyers. 

For example, the summary of eBay’s commercial policy, to which this petition refers, 
identifies some of the measures that were introduced by eBay such as:

 sellers can add buyer requirements to their listings to prevent unwanted bidders (e.g. 
blocking of buyers with too many policy violations, unpaid items);

 sellers can require buyers to pay directly upon purchase;

 sellers have an easy way to report problems with buyers;

 sellers can use the seller reporting hub to report an unpaid item, feedback “extortion”, 
or any other problem with a buyer (e.g. eBay investigates all reports and removes any 
negative or neutral feedback that violates eBay’s policy).2

Conclusion

Online review mechanisms are voluntary commercial solutions put in place by different 
stakeholders (e.g. online selling platforms; social media; dedicated websites), which normally 
seek to facilitate access to adequate and truthful information about a given shopping 
experience and a given e-retailer.

There are no specific requirements under EU law, which would require specific elements in 
the presentation and running of any type of online review mechanism as referred to in the 
petition. The Commission therefore cannot require or take action against different review 
mechanisms. 

Having said that, the Commission would like to point out that it closely follows developments 
and experience concerning specific instruments in this area in view of the objectives laid 
down in its Communication on ”A coherent framework to build trust in the Digital single 

                                               
1 http://www.lemonde.fr/vous/article/2013/07/02/une-norme-pour-encadrer-les-avis-de-consommateurs-sur-

internet_3440630_3238.html. 
2 The complete list of measures can be found on the following website of eBay: 

http://pages.ebay.com/services/forum/sellerprotection.html. 
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market for e-commerce and online services”1. In particular, it notes the following 
developments:

 comparison web-sites (e.g. on prices; on quality of service; on environmental impact) 
which should satisfy criteria of reliability, independence and transparency; and

 the use of trust-marks, which can facilitate consumers’ online shopping experiences. 

                                               
1 COM(2011) 942 final, 11.1.2012.
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