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[.LE-Commerce and Consumer protection

Treaty on the functioning of the European Union (relevant

provisions)

Principles
Article 1

1. This Treaty organises the functioning of the Union and
determines the areas of, delimitation of, and arrangements for
exercising its competences.

2. This Treaty and the Treaty on European Union constitute the
Treaties on which the Union is founded. These two Treaties,
which have the same legal value, shall be referred to as "the
Treaties".

TITLE I
CATEGORIES AND AREAS OF UNION COMPETENCE

Article 2

1. When the Treaties confer on the Union exclusive competence
in a specific area, only the Union may legislate and adopt legally
binding acts, the Member States being able to do so themselves
only if so empowered by the Union or for the implementation
of Union acts.

2. When the Treaties confer on the Union a competence shared
with the Member States in a specific area, the Union and the
Member States may legislate and adopt legally binding acts in
that area. The Member States shall exercise their competence
to the extent that the Union has not exercised its competence.
The Member States shall again exercise their competence to the
extent that the Union has decided to cease exercising its
competence.

3. The Member States shall coordinate their economic and
employment policies within arrangements as determined by
this Treaty, which the Union shall have competence to provide.
4. The Union shall have competence, in accordance with the
provisions of the Treaty on European Union, to define and
implement a common foreign and security policy, including the
progressive framing of a common defence policy.

5. In certain areas and under the conditions laid down in the
Treaties, the Union shall have competence to carry out actions
to support, coordinate or supplement the actions of the
Member States, without thereby superseding their competence
in these areas.

Legally binding acts of the Union adopted on the basis of the
provisions of the Treaties relating to these areas shall not entail
harmonisation of Member States' laws or Regulations.

6. The scope of and arrangements for exercising the Union's
competences shall be determined by the provisions of the
Treaties relating to each area.

Article 3

1. The Union shall have exclusive competence in the following
areas:
(a) customs union;

(b) the establishing of the competition rules necessary for the
functioning of the internal market;

(c) monetary policy for the Member States whose currency is
the euro;

(d) the conservation of marine biological resources under the
common fisheries policy;
(e) common commercial policy.

2. The Union shall also have exclusive competence for the
conclusion of an international agreement when its conclusion
is provided for in a legislative act of the Union or is necessary
to enable the Union to exercise its internal competence, or in so
far as its conclusion may affect common rules or alter their
scope.

Article 4

1. The Union shall share competence with the Member States
where the Treaties confer on it a competence which does not
relate to the areas referred to in Articles 3 and 6.

2. Shared competence between the Union and the Member
States applies in the following principal areas:

(a) internal market;

(b) social policy, for the aspects defined in this Treaty;

(c) economic, social and territorial cohesion;

(d) agriculture and fisheries, excluding the conservation of
marine biological resources;

(e) environment;

(f) consumer protection;

(g) transport;

(h) trans-European networks;

(i) energy;

(j) area of freedom, security and justice;

(k) common safety concerns in public health matters, for the
aspects defined in this Treaty.

3. In the areas of research, technological development and
space, the Union shall have competence to carry out activities,
in particular to define and implement programmes; however,
the exercise of that competence shall not result in Member
States being prevented from exercising theirs.

4. In the areas of development cooperation and humanitarian
aid, the Union shall have competence to carry out activities and
conduct a common policy; however, the exercise of that
competence shall not result in Member States being prevented
from exercising theirs.

Article 5

1. The Member States shall coordinate their economic policies
within the Union. To this end, the Council shall adopt measures,
in particular broad guidelines for these policies.

Specific provisions shall apply to those Member States whose
currency is the euro.

2. The Union shall take measures to ensure coordination of the
employment policies of the Member States, in particular by

defining guidelines for these policies.

3. The Union may take initiatives to ensure coordination of
Member States' social policies.

Article 6
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The Union shall have competence to carry out actions to
support, coordinate or supplement the actions of the Member
States. The areas of such action shall, at European level, be:

(a) protection and improvement of human health;
(b) industry;

(c) culture;

(d) tourism;

(e) education, vocational training, youth and sport;
(f) civil protection;

(g) administrative cooperation.

TITLE I
PROVISIONS HAVING GENERAL APPLICATION

Article 7
The Union shall ensure consistency between its policies and
activities, taking all of its objectives into account and in
accordance with the principle of conferral of powers.

Article 8
In all its activities, the Union shall aim to eliminate inequalities,
and to promote equality, between men and women.

Article 9
In defining and implementing its policies and activities, the
Union shall take into account requirements linked to the
promotion of a high level of employment, the guarantee of
adequate social protection, the fight against social exclusion,
and a high level of education, training and protection of human
health.

Article 10
In defining and implementing its policies and activities, the
Union shall aim to combat discrimination based on sex, racial
or ethnic origin, religion or belief, disability, age or sexual
orientation.

Article 11
Environmental protection requirements must be integrated
into the definition and implementation of the Union's policies
and activities, in particular with a view to promoting
sustainable development.

Article 12
Consumer protection requirements shall be taken into account
in defining and implementing other Union policies and
activities.

Article 13

In formulating and implementing the Union's agriculture,
fisheries, transport, internal market, research and
technological development and space policies, the Union and
the Member States shall, since animals are sentient beings, pay
full regard to the welfare requirements of animals, while
respecting the legislative or administrative provisions and
customs of the Member States relating in particular to religious
rites, cultural traditions and regional heritage.

Article 14
Without prejudice to Article 4 of the Treaty on European Union
or to Articles 93, 106 and 107 of this Treaty, and given the place
occupied by services of general economic interest in the shared
values of the Union as well as their role in promoting social and
territorial cohesion, the Union and the Member States, each
within their respective powers and within the scope of
application of the Treaties, shall take care that such services
operate on the basis of principles and conditions, particularly
economic and financial conditions, which enable them to fulfil
their missions. The European Parliament and the Council,
acting by means of Regulations in accordance with the ordinary
legislative procedure, shall establish these principles and set
these conditions without prejudice to the competence of

Member States, in compliance with the Treaties, to provide, to
commission and to fund such services.

Article 15
1. In order to promote good governance and ensure the
participation of civil society, the Union's institutions, bodies,
offices and agencies shall conduct their work as openly as
possible.
2. The European Parliament shall meet in public, as shall the
Council when considering and voting on a draft legislative act.
3. Any citizen of the Union, and any natural or legal person
residing or having its registered office in a Member State, shall
have a right of access to documents of the Union's institutions,
bodies, offices and agencies, whatever their medium, subject to
the principles and the conditions to be defined in accordance
with this paragraph.
General principles and limits on grounds of public or private
interest governing this right of access to documents shall be
determined by the European Parliament and the Council, by
means of Regulations, acting in accordance with the ordinary
legislative procedure.
Each institution, body, office or agency shall ensure that its
proceedings are transparent and shall elaborate in its own
Rules of Procedure specific provisions regarding access to its
documents, in accordance with the Regulations referred to in
the second subparagraph.
The Court of Justice of the European Union, the European
Central Bank and the European Investment Bank shall be
subject to this paragraph only when exercising their
administrative tasks.
The European Parliament and the Council shall ensure
publication of the documents relating to the legislative
procedures under the terms laid down by the Regulations
referred to in the second subparagraph.

Article 16
1. Everyone has the right to the protection of personal data
concerning them.
2. The European Parliament and the Council, acting in
accordance with the ordinary legislative procedure, shall lay
down the rules relating to the protection of individuals with
regard to the processing of personal data by Union institutions,
bodies, offices and agencies, and by the Member States when
carrying out activities which fall within the scope of Union law,
and the rules relating to the free movement of such data.
Compliance with these rules shall be subject to the control of
independent authorities.
The rules adopted on the basis of this Article shall be without
prejudice to the specific rules laid down in Article 39 of the
Treaty on European Union.

Article 17
1. The Union respects and does not prejudice the status under
national law of churches and religious associations or
communities in the Member States.
2. The Union equally respects the status under national law of
philosophical and non-confessional organisations.
3. Recognising their identity and their specific contribution, the
Union shall maintain an open, transparent and regular dialogue
with these churches and organisations.

Free Movement of Goods

Article 28
1. The Union shall comprise a customs union which shall cover
all trade in goods and which shall involve the prohibition
between Member States of customs duties on imports and
exports and of all charges having equivalent effect, and the
adoption of a common customs tariff in their relations with
third countries. in Member States and to products coming from
third countries which are in free circulation in Member States.

Article 29
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Products coming from a third country shall be considered to be
in free circulation in a Member State if the import formalities
have been complied with and any customs duties or charges
having equivalent effect which are payable have been levied in
that Member State, and if they have not benefited from a total
or partial drawback of such duties or charges.

CHAPTER 1
THE CUSTOMS UNION

Article 30
Customs duties on imports and exports and charges having
equivalent effect shall be prohibited between Member States.
This prohibition shall also apply to customs duties of a fiscal
nature.

Article 31
Common Customs Tariff duties shall be fixed by the Council on
a proposal from the Commission.

Article 32
In carrying out the tasks entrusted to it under this Chapter the
Commission shall be guided by:
(a) the need to promote trade between Member States and
third countries;
(b) developments in conditions of competition within the Union
in so far as they lead to an improvement in the competitive
capacity of undertakings;
(c) the requirements of the Union as regards the supply of raw
materials and semi-finished goods; in this connection the
Commission shall take care to avoid distorting conditions of
competition between Member States in respect of finished
goods;
(d) the need to avoid serious disturbances in the economies of
Member States and to ensure rational development of
production and an expansion of consumption within the Union.

CHAPTER 2
CUSTOMS COOPERATION

Article 33
Within the scope of application of the Treaties, the European
Parliament and the Council, acting in accordance with the
ordinary legislative procedure, shall take measures in order to
strengthen customs cooperation between Member States and
between the latter and the Commission.

CHAPTER 3
PROHIBITION OF QUANTITATIVE RESTRICTIONS
BETWEEN MEMBER STATES

Article 34

Quantitative restrictions on imports and all measures having
equivalent effect shall be prohibited between Member States.
Article 35

Quantitative restrictions on exports, and all measures having
equivalent effect, shall be prohibited between Member States.

Article 36

The provisions of Articles 34 and 35 shall not preclude
prohibitions or restrictions on imports, exports or goods in
transit justified on grounds of public morality, public policy or
public security; the protection of health and life of humans,
animals or plants; the protection of national treasures
possessing artistic, historic or archaeological value; or the
protection of industrial and commercial property. Such
prohibitions or restrictions shall not, however, constitute a
means of arbitrary discrimination or a disguised restriction on
trade between Member States.

Article 37
1. Member States shall adjust any State monopolies of a
commercial character so as to ensure that no discrimination
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regarding the conditions under which goods are procured and
marketed exists between nationals of Member States.

fact, either directly or indirectly supervises, determines or
appreciably influences imports or exports between Member
States. These provisions shall likewise apply to monopolies
delegated by the State to others.

2. Member States shall refrain from introducing any new
measure which is contrary to the principles laid down in
paragraph 1 or which restricts the scope of the articles dealing
with the prohibition of customs duties and quantitative
restrictions between Member States.

3. If a State monopoly of a commercial character has rules
which are designed to make it easier to dispose of agricultural
products or obtain for them the best return, steps should be
taken in applying the rules contained in this Article to ensure
equivalent safeguards for the employment and standard of
living of the producers concerned.

Free Movement of Persons, Services and Capital

CHAPTER 2
RIGHT OF ESTABLISHMENT

Article 49

Within the framework of the provisions set out below,
restrictions on the freedom of establishment of nationals of a
Member State in the territory of another Member State shall be
prohibited. Such prohibition shall also apply to restrictions on
the setting-up of agencies, branches or subsidiaries by
nationals of any Member State established in the territory of
any Member State.

Freedom of establishment shall include the right to take up and
pursue activities as self-employed persons and to set up and
manage undertakings, in particular companies or firms within
the meaning of the second paragraph of Article 54, under the
conditions laid down for its own nationals by the law of the
country where such establishment is effected, subject to the
provisions of the Chapter relating to capital.

Article 50
1. In order to attain freedom of establishment as regards a
particular activity, the European Parliament and the Council,
acting in accordance with the ordinary legislative procedure
and after consulting the Economic and Social Committee, shall
act by means of Directive.
2. The European Parliament, the Council and the Commission
shall carry out the duties devolving upon them under the
preceding provisions, in particular:
(a) by according, as a general rule, priority treatment to
activities where freedom of establishmentmakes a particularly
valuable contribution to the development of production and
trade;
(b) by ensuring close cooperation between the competent
authorities in the Member States in order to ascertain the
particular situation within the Union of the various activities
concerned;
(c) by abolishing those administrative procedures and
practices, whether resulting from national legislation or from
agreements previously concluded between Member States, the
maintenance of which would form an obstacle to freedom of
establishment;
(d) by ensuring that workers of one Member State employed in
the territory of another Member State may remain in that
territory for the purpose of taking up activities therein as self-
employed persons, where they satisfy the conditions which
they would be required to satisfy if they were entering that
State at the time when they intended to take up such activities;
(e) by enabling a national of one Member State to acquire and
use land and buildings situated in the territory of another
Member State, in so far as this does not conflict with the
principles laid down in Article 39(2);
(f) by effecting the progressive abolition of restrictions on
freedom of establishment in every branch of activity under
consideration, both as regards the conditions for setting up
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agencies, branches or subsidiaries in the territory of a Member
State and as regards the subsidiaries in the territory of a
Member State and as regards the conditions governing the
entry of personnel belonging to the main establishment into
managerial or supervisory posts in such agencies, branches or
subsidiaries;

(g) by coordinating to the necessary extent the safeguards
which, for the protection of the interests of members and
others, are required by Member States of companies or firms
within the meaning of the second paragraph of Article 54 with
a view to making such safeguards equivalent throughout the
Union;

(h) by satisfying themselves that the conditions of
establishment are not distorted by aids granted byMember
States.

Article 51

The provisions of this Chapter shall not apply, so far as any
given Member State is concerned, to activities which in that
State are connected, even occasionally, with the exercise of
official authority. The European Parliament and the Council,
acting in accordance with the ordinary legislative procedure,
may rule that the provisions of this Chapter shall not apply to
certain activities.

Article 52

1. The provisions of this Chapter and measures taken in
pursuance thereof shall not prejudice the applicability of
provisions laid down by law, Regulation or administrative
action providing for special treatment for foreign nationals on
grounds of public policy, public security or public health.

2. The European Parliament and the Council shall, acting in
accordance with the ordinary legislative procedure, issue
Directives for the coordination of the abovementioned
provisions.

Article 53
1. In order to make it easier for persons to take up and pursue
activities as self-employed persons, the European Parliament
and the Council shall, acting in accordance with the ordinary
legislative procedure, issue Directives for the mutual
recognition of diplomas, certificates and other evidence of
formal qualifications and for the coordination of the provisions
laid down by law, Regulation or administrative action in
Member States concerning the taking-up and pursuit of
activities as self- employed persons.
2. In the case of the medical and allied and pharmaceutical
professions, the progressive abolition of restrictions shall be
dependent upon coordination of the conditions for their
exercise in the various Member States.

Article 54

Companies or firms formed in accordance with the law of a
Member State and having their registered office, central
administration or principal place of business within the Union
shall, for the purposes of this Chapter, be treated in the same
way as natural persons who are nationals of Member States.
‘Companies or firms’ means companies or firms constituted
under civil or commercial law, including cooperative societies,
and other legal persons governed by public or private law, save
for those which are non-profit-making.

Article 55
Member States shall accord nationals of the other Member
States the same treatment as their own nationals as regards
participation in the capital of companies or firms within the
meaning of Article 54, without prejudice to the application of
the other provisions of the Treaties.

CHAPTER 3 SERVICES
Article 56

Within the framework of the provisions set out below,
restrictions on freedom to provide services within the Union

shall be prohibited in respect of nationals of Member States
who are established in a Member State other than that of the
person for whom the services are intended.

The European Parliament and the Council, acting in accordance
with the ordinary legislative procedure, may extend the
provisions of the Chapter to nationals of a third country who
provide services and who are established within the Union.

Article 57
Services shall be considered to be ‘services’ within the meaning
of the Treaties where they are normally provided for
remuneration, in so far as they are not governed by the
provisions relating to freedom of movement for goods, capital
and persons.
‘Services’ shall in particular include:
(a) activities of an industrial character;
(b) activities of a commercial character;
(c) activities of craftsmen;
(d) activities of the professions.
Without prejudice to the provisions of the Chapter relating to
the right of establishment, the person providing a service may,
in order to do so, temporarily pursue his activity in the Member
State where the service is provided, under the same conditions
as are imposed by that State on its own nationals.

Article 58
1. Freedom to provide services in the field of transport shall be
governed by the provisions of the Title relating to transport.
2. The liberalisation of banking and insurance services
connected with movements of capital shall be effected in step
with the liberalisation of movement of capital.

Article 59

1. In order to achieve the liberalisation of a specific service, the
European Parliament and the Council, acting in accordance
with the ordinary legislative procedure and after consulting the
Economic and Social Committee, shall issue Directives.

2. As regards the Directives referred to in paragraph 1, priority
shall as a general rule be given to those services which directly
affect production costs or the liberalisation of which helps to
promote trade in goods.

Article 60

The Member States shall endeavour to undertake the
liberalisation of services beyond the extent required by the
Directives issued pursuant to Article 59(1), if their general
economic situation and thesituation of the economic sector
concerned so permit.

To this end, the Commission shall make recommendations to
the Member States concerned.

Article 61
As long as restrictions on freedom to provide services have not
been abolished, each Member State shall apply such restrictions
without distinction on grounds of nationality or residence to all
persons providing services within the meaning of the first
paragraph of Article 56.

Article 62
The provisions of Articles 51 to 54 shall apply to the matters
covered by this Chapter.

Consumer Protection
Article 169

1.In order to promote the interests of consumers and to ensure
a high level of consumer protection, the Union shall contribute
to protecting the health, safety and economic interests of
consumers, as well as to promoting their right to information,
education and to organise themselves in order to safeguard
their interests.
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2. The Union shall contribute to the attainment of the objectives
referred to in paragraph 1 through:

(a) measures adopted pursuant to Article 114 in the context of
the completion of the internal market;

(b) measures which support, supplement and monitor the
policy pursued by the Member States.

3. The European Parliament and the Council, acting in
accordance with the ordinary legislative procedure and after
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consulting the Economic and Social Committee, shall adopt the
measures referred to in paragraph 2(b).

4. Measures adopted pursuant to paragraph 3 shall not prevent
any Member State from maintaining or introducing more
stringent protective measures. Such measures must be
compatible with the Treaties. The Commission shall be notified
of them.

Relevant Case-Law on free movement of goods and services
(on-line or via telecommunication)

C-322/01, Deutscher Apothekerverband eV and 0800
DocMorris NV,

Ruling:

1 (a) A national prohibition on the sale by mail order of
medicinal products the sale of which is restricted to pharmacies
in the Member State concerned, such as the prohibition laid
down in Paragraph 43(1) of the Arzneimittelgesetz (Law on
medicinal products) in the version of 7 September 1998, is a
measure having an effect equivalent to a quantitative
restriction for the purposes of Article 28 EC.

(b) Article 30 EC may be relied on to justify a national
prohibition on the sale by mail order of medicinal products
which may be sold only in pharmacies in the Member State
concerned in so far as the prohibition covers medicinal
products subject to prescription. However, Article 30 EC cannot
be relied on to justify an absolute prohibition on the sale by
mail order of medicinal products which are not subject to
prescription in the Member State concerned.

(c) Questions 1(a) and 1(b) do not need to be assessed
differently where medicinal products are imported into a
Member State in which they are authorised, having been
previously obtained by a pharmacy in another Member State
from a wholesaler in the importing Member State.

2. Article 88(1) of Directive 2001/83/EC of the European
Parliament and of the Council of 6 November 2001 on the
Community code relating to medicinal products for human use
precludes a national prohibition on advertising the sale by mail
order of medicinal products which may be supplied only in
pharmacies in the Member State concerned, such as the
prohibition laid down in Paragraph 8(1) of the
Heilmittelwerbegesetz (Law on the advertising of medicinal
products), in so far as the prohibition covers medicinal
products which are not subject to prescription.

C-243/01 Criminal proceedingsagainst Piergiorgio
Gambelli and Others

Ruling

National legislation which prohibits on pain of criminal
penalties the pursuit of the activities of collecting, taking,
booking and forwarding offers of bets, in particular bets on
sporting events, without a licence or authorisation from the
Member State concerned constitutes a restriction on the
freedom of establishment and the freedom to provide services
provided for in Articles 43 and 49 EC respectively. It is for the
national court to determine whether such legislation, taking
account of the detailed rules for its application, actually serves
the aims which might justify it, and whether the restrictions it
imposes are disproportionate in the light of those objectives.

C-42/07 Liga Portuguesa de Futebol Profissional and Bwin
International Ltd, formerly Baw International Ltd
vDepartamento de Jogos da Santa Casa da Misericordia de
Lisboa

Summary of the Judgment

1. Freedom to provide services - Provisions of the Treaty -
Scope

(Arts 49 EC and 56 EC)

2. Freedom to provide services - Restrictions

(Art. 49 EC)

1. Any restrictive effects which the legislation of a Member
State, which prohibits operators established in other Member
States in which they lawfully provide similar services from
offering games of chance via the internet within the territory of
that Member State, might have on the free movement of capital
and payments would be no more than the inevitable
consequence of any restrictions on the freedom to provide
services. Where a national measure relates to several
fundamental freedoms at the same time, the Court will in
principle examine the measure in relation to only one of those
freedoms if it appears, in the circumstances of the case, that the
other freedoms are entirely secondary in relation to the first
and may be considered together with it.

(see para. 47)

2. Article 49 EC does not preclude legislation of a Member State
which prohibits private operators established in other Member
States, in which they lawfully provide similar services, from
offering games of chance via the internet within the territory of
that Member State.

Admittedly, such legislation gives rise to a restriction of the
freedom to provide services enshrined in Article 49 EC, by also
imposing a restriction on the freedom of the residents of the
Member State concerned to enjoy, via the internet, services
which are offered in other Member States.

However, in the light of the specific features associated with the
provision of games of chance via the internet, the restriction at
issue may be regarded as justified by the objective of combating
fraud and crime. The grant of exclusive rights to operate games
of chance via the internet to a single operator which is subject
to strict control by the public authorities may confine the
operation of gambling within controlled channels and be
regarded as appropriate for the purpose of protecting
consumers against fraud on the part of operators.

As to whether the system in dispute is necessary, the sector
involving games of chance offered via the internet has not been
the subject of Community harmonisation. A Member State is
therefore entitled to take the view that the mere fact that a
private operator lawfully offers services in that sector via the
internet in another Member State, in which it is established and
where it is in principle already subject to statutory conditions
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and controls on the part of the competent authorities in that
State, cannot be regarded as amounting to a sufficient
assurance that national consumers will be protected against the
risks of fraud and crime, in the light of the difficulties liable to
be encountered in such a context by the authorities of the
Member State of establishment in assessing the professional
qualities and integrity of operators. In addition, because of the
lack of direct contact between consumer and operator, games
of chance accessible via the internet involve different and more
substantial risks of fraud by operators against consumers
compared with the traditional markets for such games.
Moreover, the possibility cannot be ruled out that an operator
which sponsors some of the sporting competitions on which it
accepts bets and some of the teams taking part in those
competitions may be in a position to influence their outcome
directly or indirectly, and thus increase its profits.

(see paras 53-54, 67-73, operative part).

CR156/13, Digibet Ltd, Gert Albers v Westdeutsche Lotterie
GmbH & Co. OHG,

1. This request for a preliminary ruling concerns the
interpretation of Article 56 EC.

18. In those circumstances, the Bundesgerichtshof decided to
stay the proceedings and to refer the following questions to the
Court for a preliminary ruling:

‘1. Does it represent an inconsistent restriction on gaming and
betting activities where, on the one hand, in a Member State
organised as a federal State, the organisation and facilitation of
public games of chance on the internet is, in principle,
prohibited by the law in force in the overwhelming majority of
the Lander and — without an established right — can be
allowed, exceptionally, only for lotteries and sporting bets in
order to provide a suitable alternative to the illegal supply of
games of chance as well as to combat the development and
spread thereof, but — on the other hand, under the law in force
in one of that Member State’s Lander, subject to certain
specified objective conditions, an authorisation for the
marketing of sporting bets on the internet must be issued to any
EU citizen or equivalent legal person, thereby undermining the
effectiveness of the restriction on the marketing of games of
chance on the internet in force in the rest of the Federal
Republic in achieving the legitimate public interest objectives
which it pursues?

2. Does the answer to the first question depend on whether the
different legal position in one Land removes altogether or
significantly undermines the effectiveness of the restrictions on
the marketing of games of chance on the internet in force in the
other Linder in achieving the legitimate public interest
objectives which they pursue?

If the answer to the first question is in the affirmative:

3. Is the inconsistency avoided by the Land with the divergent
legislation adopting the restrictions on games of chance in force
in the rest of the Linder, even where, in relation to the
administrative licensing contracts already concluded there, the
previous more generous rules on internet games of chance in
that Land remain in force for a transitional period of several
years because those authorisations cannot be revoked, or
cannot be revoked without incurring compensation payments
which the Land would find difficult to bear?

4. Does the answer to the third question depend on whether,
during the transition period of several years, the effectiveness
of the restrictions on games of chance in force in the other
Lander is affected or significantly undermined?’

Ruling: Article 56 TFEU must be interpreted as meaning that it
does not preclude legislation common to the majority of the
federal entities of a Member State having a federal structure
which prohibits, in principle, the organisation and facilitation
of games of chance via the internet, where, for a limited period,
a single federal entity has maintained in force more liberal
legislation coexisting with the restrictive legislation of the other
federal entities, provided that such legislation is able to satisfy
the conditions of proportionality laid down by the case-law of
the Court, which is for the national court to ascertain.

C-475/12 - UPC DTH

Questions to the Court of Justice for a preliminary ruling:

1. May Article 2(c) of the Framework Directive ... be
interpreted as meaning that a service by which a service
provider supplies, for consideration, conditional access to a
package of programmes which contains radio and television
broadcast services and is retransmitted by satellite is to be
classified as an electronic communications service?

2. May the [FEU Treaty] be interpreted as meaning that the
principle of the free movement of services is applicable to the
service described in the first question, in the case of a service
supplied from Luxembourg to Hungary?

3. May the [FEU Treaty] be interpreted as meaning that, in
the case of the service described in the first question, the
country of destination, to which the service is sent, is entitled to
limit the supply of that type of services by requiring that the
[supplier of the] service has to be registered in that Member
State and has to be established as a branch or separate legal
entity, and allowing this type of services to be supplied only
through the establishment of a branch or separate legal entity?

4. May the [FEU Treaty] be interpreted as meaning that
administrative proceedings relating to the services described in
the first question, regardless of the Member State in which the
undertaking supplying that service operates or is registered,
will be subject to the administrative authority of the Member
State which has jurisdiction on the basis of the place in which
the service is supplied?

5. May Article 2(c) of the [Framework Directive] be
interpreted as meaning that the service described in the first
question must be classified as an electronic communications
service, or must such a service be classified as a conditional
access service supplied using the conditional access system
defined in Article 2(f) of the Framework Directive?

6. On the basis of all the foregoing, may the relevant
provisions be interpreted as meaning that the service provider
described in the first question must be classified as a provider
of electronic communications services pursuant to [EU] law?’

Ruling:

1. Article 2(c) of Directive 2002/21/EC of the European
Parliament and of the Council of 7 March 2002 on a common
regulatory framework for electronic communications networks
and services (Framework Directive), as amended by Directive
2009/140/EC of the European Parliament and of the Council of
25 November 2009, must be interpreted as meaning that a
service consisting in the supply, for consideration, of
conditional access to a package of programmes which contains
radio and television broadcast services and is retransmitted by
satellite falls within the definition of ‘electronic
communications service’ within the meaning of that provision.

The fact that that service includes a conditional access system
within the meaning of Article 2(ea) and (f) of Directive
2002/21, as amended by Directive 2009/140, is irrelevant in
that regard.
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An operator supplying a service such as that at issue in the main
proceedings must be regarded as a provider of electronic
communications services under Directive 2002/21, as
amended by Directive 2009/140.

2. In circumstances such as those at issue in the main
proceedings, a service consisting in the supply, for
consideration, of conditional access to a package of
programmes which contains radio and audio-visual broadcast
services and is retransmitted by satellite constitutes a
provision of services for the purposes of Article 56 TFEU.

3. Surveillance proceedings relating to electronic
communications services, such as that at issue in the main
proceedings, will be subject to the authorities of the Member
State in which the recipients of those services are resident.

4. Article 56 TFEU must be interpreted as meaning that:
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- Member States are not precluded from requiring
undertakings which supply electronic communications
services, such as that at issue in the main proceedings, in their
territory to register those services, provided that Member
States act in compliance with the requirements set out in Article
3 of Directive 2002/20/EC of the European Parliament and of
the Council of 7 March 2002 on the authorisation of electronic
communications networks and services (Authorisation
Directive), as amended by Directive 2009/140; and

- on the other hand, undertakings wishing to supply
electronic communications services, such as that at issue in the
main proceedings, in a Member State other than that in which
they are established cannot be required to establish in that
State a branch or a legal entity separate from that located in the
Member State of transmission.

Directive 2011/83/EU of the European parliament and of the
Council of 25 October 2011 on consumer rights

Full name: Directive 2011/83/EU of the European parliament
and of the Council of 25 October 2011 on consumer rights,
amending Council Directive 93/13/EEC and Directive
1999/44/EC of the European Parliament and of the Council
and repealing Council Directive 85/577/EEC and Directive
97/7/EC of the European Parliament and of the Council

(Text with EEA relevance)

THE EUROPEAN PARLIAMENT AND THE COUNCIL OF THE
EUROPEAN UNION,

Having regard to the Treaty on the Functioning of the
European Union, and in particular Article 114 thereof,
Having regard to the proposal from the European
Commission,

Having regard to the opinion of the European Economic and
Social Committee (1),

Having regard to the opinion of the Committee of the Regions
(2),

Acting in accordance with the ordinary legislative procedure
(3),

Whereas:

(1) Council Directive 85/577/EEC of 20 December 1985 to
protect the consumer in respect of contracts negotiated away
from business premises (4) and Directive 97/7/EC of the
European Parliament and of the Council of 20 May 1997 on
the protection of consumers in respect of distance contracts
(5) lay down a number of contractual rights for consumers.
(2) Those Directives have been reviewed in the light of
experience with a view to simplifying and updating the
applicable rules, removing inconsistencies and closing
unwanted gaps in the rules. That review has shown that it is
appropriate to replace those two Directives by a single
Directive. This Directive should therefore lay down standard
rules for the common aspects of distance and off-premises
contracts, moving away from the minimum harmonisation
approach in the former Directives whilst allowing Member
States to maintain or adopt national rules in relation to certain
aspects.

(3) Article 169(1) and point (a) of Article 169(2) of the Treaty
on the Functioning of the European Union (TFEU) provide
that the Union is to contribute to the attainment of a high level
of consumer protection through the measures adopted
pursuant to Article 114 thereof.

(4) In accordance with Article 26(2) TFEU, the internal
market is to comprise an area without internal frontiers in
which the free movement of goods and services and freedom
of establishment are ensured. The harmonisation of certain
aspects of consumer distance and off-premises contracts is
necessary for the promotion of a real consumer internal
market striking the right balance between a high level of
consumer protection and the competitiveness of enterprises,
while ensuring respect for the principle of subsidiarity.

(5) The cross-border potential of distance selling, which
should be one of the main tangible results of the internal
market, is not fully exploited. Compared with the significant
growth of domestic distance sales over the last few years, the
growth in cross-border distance sales has been limited. This
discrepancy is particularly significant for Internet sales for
which the potential for further growth is high. The cross-
border potential of contracts negotiated away from business
premises (direct selling) is constrained by a number of factors
including the different national consumer protection rules
imposed upon the industry. Compared with the growth of
domestic direct selling over the last few years, in particular in
the services sector, for instance utilities, the number of
consumers using this channel for cross-border purchases has
remained flat. Responding to increased business
opportunities in many Member States, small and medium-
sized enterprises (including individual traders) or agents of
direct selling companies should be more inclined to seek
business opportunities in other Member States, in particular
in border regions. Therefore the full harmonisation of
consumer information and the right of withdrawal in distance
and off-premises contracts will contribute to a high level of
consumer protection and a better functioning of the business-
to-consumer internal market.

(6) Certain disparities create significant internal market
barriers affecting traders and consumers. Those disparities
increase compliance costs to traders wishing to engage in the
cross-border sale of goods or provision of services.
Disproportionate fragmentation also undermines consumer
confidence in the internal market.

(7) Full harmonisation of some key regulatory aspects should
considerably increase legal certainty for both consumers and
traders. Both consumers and traders should be able to rely on
a single regulatory framework based on clearly defined legal
concepts regulating certain aspects of business-to-consumer
contracts across the Union. The effect of such harmonisation
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should be to eliminate the barriers stemming from the
fragmentation of the rules and to complete the internal
market in this area. Those barriers can only be eliminated by
establishing uniform rules at Union level. Furthermore
consumers should enjoy a high common level of protection
across the Union.

(8) The regulatory aspects to be harmonised should only
concern contracts concluded between traders and consumers.
Therefore, this Directive should not affect national law in the
area of contracts relating to employment, contracts relating to
succession rights, contracts relating to family law and
contracts relating to the incorporation and organisation of
companies or partnership agreements.

(9) This Directive establishes rules on information to be
provided for distance contracts, off-premises contracts and
contracts other than distance and off-premises contracts. This
Directive also regulates the right of withdrawal for distance
and off-premises contracts and harmonises certain provisions
dealing with the performance and some other aspects of
business-to-consumer contracts.

(10) This Directive should be without prejudice to Regulation
(EC) No 593/2008 of the European Parliament and of the
Council of 17 June 2008 on the law applicable to contractual
obligations (Rome I) (6).

(11) This Directive should be without prejudice to Union
provisions relating to specific sectors, such as medicinal
products for human use, medical devices, privacy and
electronic communications, patients’ rights in cross-border
healthcare, food labelling and the internal market for
electricity and natural gas.

(12) The information requirements provided for in this
Directive should complete the information requirements of
Directive 2006/123/EC of the European Parliament and of the
Council of 12 December 2006 on services in the internal
market (7) and Directive 2000/31/EC of the European
Parliament and of the Council of 8 June 2000 on certain legal
aspects of information society services, in particular
electronic commerce, in the Internal Market (‘Directive on
electronic commerce’) (8). Member States should retain the
possibility to impose additional information requirements
applicable to service providers established in their territory.
(13) Member States should remain competent, in accordance
with Union law, to apply the provisions of this Directive to
areas not falling within its scope. Member States may
therefore maintain or introduce national legislation
corresponding to the provisions of this Directive, or certain of
its provisions, in relation to contracts that fall outside the
scope of this Directive. For instance, Member States may
decide to extend the application of the rules of this Directive
to legal persons or to natural persons who are not consumers
within the meaning of this Directive, such as non-
governmental organisations, start-ups or small and medium-
sized enterprises. Similarly, Member States may apply the
provisions of this Directive to contracts that are not distance
contracts within the meaning of this Directive, for example
because they are not concluded under an organised distance
sales or service-provision scheme. Moreover, Member States
may also maintain or introduce national provisions on issues
not specifically addressed in this Directive, such as additional
rules concerning sales contracts, including in relation to the
delivery of goods, or requirements for the provision of
information during the existence of a contract.

(14) This Directive should not affect national law in the area
of contract law for contract law aspects that are not regulated
by this Directive. Therefore, this Directive should be without
prejudice to national law regulating for instance the
conclusion or the validity of a contract (for instance in the case
of lack of consent). Similarly, this Directive should not affect
national law in relation to the general contractual legal
remedies, the rules on public economic order, for instance
rules on excessive or extortionate prices, and the rules on
unethical legal transactions.

(15) This Directive should not harmonise language
requirements applicable to consumer contracts. Therefore,

Member States may maintain or introduce in their national
law  language requirements regarding contractual
information and contractual terms.

(16) This Directive should not affect national laws on legal
representation such as the rules relating to the person who is
acting in the name of the trader or on his behalf (such as an
agent or a trustee). Member States should remain competent
in this area. This Directive should apply to all traders, whether
public or private.

(17) The definition of consumer should cover natural persons
who are acting outside their trade, business, craft or
profession. However, in the case of dual purpose contracts,
where the contract is concluded for purposes partly within
and partly outside the person’s trade and the trade purpose is
so limited as not to be predominant in the overall context of
the contract, that person should also be considered as a
consumer.

(18) This Directive does not affect the freedom of Member
States to define, in conformity with Union law, what they
consider to be services of general economic interest, how
those services should be organised and financed, in
compliance with State aid rules, and which specific
obligations they should be subject to.

(19) Digital content means data which are produced and
supplied in digital form, such as computer programs,
applications, games, music, videos or texts, irrespective of
whether they are accessed through downloading or
streaming, from a tangible medium or through any other
means. Contracts for the supply of digital content should fall
within the scope of this Directive. If digital content is supplied
on a tangible medium, such as a CD or a DVD, it should be
considered as goods within the meaning of this Directive.
Similarly to contracts for the supply of water, gas or
electricity, where they are not put up for sale in a limited
volume or set quantity, or of district heating, contracts for
digital content which is not supplied on a tangible medium
should be classified, for the purpose of this Directive, neither
as sales contracts nor as service contracts. For such contracts,
the consumer should have a right of withdrawal unless he has
consented to the beginning of the performance of the contract
during the withdrawal period and has acknowledged that he
will consequently lose the right to withdraw from the
contract. In addition to the general information requirements,
the trader should inform the consumer about the functionality
and the relevant interoperability of digital content. The notion
of functionality should refer to the ways in which digital
content can be used, for instance for the tracking of consumer
behaviour; it should also refer to the absence or presence of
any technical restrictions such as protection via Digital Rights
Management or region coding. The notion of relevant
interoperability is meant to describe the information
regarding the standard hardware and software environment
with which the digital content is compatible, for instance the
operating system, the necessary version and certain hardware
features. The Commission should examine the need for
further harmonisation of provisions in respect of digital
content and submit, if necessary, a legislative proposal for
addressing this matter.

(20) The definition of distance contract should cover all cases
where a contract is concluded between the trader and the
consumer under an organised distance sales or service-
provision scheme, with the exclusive use of one or more
means of distance communication (such as mail order,
Internet, telephone or fax) up to and including the time at
which the contract is concluded. That definition should also
cover situations where the consumer visits the business
premises merely for the purpose of gathering information
about the goods or services and subsequently negotiates and
concludes the contract at a distance. By contrast, a contract
which is negotiated at the business premises of the trader and
finally concluded by means of distance communication should
not be considered a distance contract. Neither should a
contract initiated by means of distance communication, but
finally concluded at the business premises of the trader be
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considered a distance contract. Similarly, the concept of
distance contract should not include reservations made by a
consumer through a means of distance communications to
request the provision of a service from a professional, such as
in the case of a consumer phoning to request an appointment
with a hairdresser. The notion of an organised distance sales
or service-provision scheme should include those schemes
offered by a third party other than the trader but used by the
trader, such as an online platform. It should not, however,
cover cases where websites merely offer information on the
trader, his goods and/or services and his contact details.

(21) An off-premises contract should be defined as a contract
concluded with the simultaneous physical presence of the
trader and the consumer, in a place which is not the business
premises of the trader, for example at the consumer’s home or
workplace. In an off-premises context, the consumer may be
under potential psychological pressure or may be confronted
with an element of surprise, irrespective of whether or not the
consumer has solicited the trader’s visit. The definition of an
off-premises contract should also include situations where
the consumer is personally and individually addressed in an
off-premises context but the contract is concluded
immediately afterwards on the business premises of the
trader or through a means of distance communication. The
definition of an off-premises contract should not cover
situations in which the trader first comes to the consumer’s
home strictly with a view to taking measurements or giving an
estimate without any commitment of the consumer and
where the contract is then concluded only at a later point in
time on the business premises of the trader or via means of
distance communication on the basis of the trader’s estimate.
In those cases, the contract is not to be considered as having
been concluded immediately after the trader has addressed
the consumer if the consumer has had time to reflect upon the
estimate of the trader before concluding the contract.
Purchases made during an excursion organised by the trader
during which the products acquired are promoted and offered
for sale should be considered as off-premises contracts.

(22) Business premises should include premises in whatever
form (such as shops, stalls or lorries) which serve as a
permanent or usual place of business for the trader. Market
stalls and fair stands should be treated as business premises
if they fulfil this condition. Retail premises where the trader
carries out his activity on a seasonal basis, for instance during
the tourist season at a ski or beach resort, should be
considered as business premises as the trader carries out his
activity in those premises on a usual basis. Spaces accessible
to the public, such as streets, shopping malls, beaches, sports
facilities and public transport, which the trader uses on an
exceptional basis for his business activities as well as private
homes or workplaces should not be regarded as business
premises. The business premises of a person acting in the
name or on behalf of the trader as defined in this Directive
should be considered as business premises within the
meaning of this Directive.

(23) Durable media should enable the consumer to store the
information for as long as it is necessary for him to protect his
interests stemming from his relationship with the trader. Such
media should include in particular paper, USB sticks, CD-
ROMs, DVDs, memory cards or the hard disks of computers as
well as e-mails.

(24) A public auction implies that traders and consumers
attend or are given the possibility to attend the auction in
person. The goods or services are offered by the trader to the
consumer through a bidding procedure authorised by law in
some Member States, to offer goods or services at public sale.
The successful bidder is bound to purchase the goods or
services. The use of online platforms for auction purposes
which are at the disposal of consumers and traders should not
be considered as a public auction within the meaning of this
Directive.

(25) Contracts related to district heating should be covered by
this Directive, similarly to the contracts for the supply of
water, gas or electricity. District heating refers to the supply
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of heat, inter alia, in the form of steam or hot water, from a
central source of production through a transmission and
distribution system to multiple buildings, for the purpose of
heating.

(26) Contracts related to the transfer of immovable property
or of rights in immovable property or to the creation or
acquisition of such immovable property or rights, contracts
for the construction of new buildings or the substantial
conversion of existing buildings as well as contracts for the
rental of accommodation for residential purposes are already
subject to a number of specific requirements in national
legislation. Those contracts include for instance sales of
immovable property still to be developed and hire-purchase.
The provisions of this Directive are not appropriate to those
contracts, which should be therefore excluded from its scope.
A substantial conversion is a conversion comparable to the
construction of a new building, for example where only the
facade of an old building is retained. Service contracts in
particular those related to the construction of annexes to
buildings (for example a garage or a veranda) and those
related to repair and renovation of buildings other than
substantial conversion, should be included in the scope of this
Directive, as well as contracts related to the services of a real
estate agent and those related to the rental of accommodation
for non-residential purposes.

(27) Transport services cover passenger transport and
transport of goods. Passenger transport should be excluded
from the scope of this Directive as it is already subject to other
Union legislation or, in the case of public transport and taxis,
to Regulation at national level. However, the provisions of this
Directive protecting consumers against excessive fees for the
use of means of payment or against hidden costs should apply
also to passenger transport contracts. In relation to transport
of goods and car rental which are services, consumers should
benefit from the protection afforded by this Directive, with the
exception of the right of withdrawal.

(28) In order to avoid administrative burden being placed on
traders, Member States may decide not to apply this Directive
where goods or services of a minor value are sold off-
premises. The monetary threshold should be established at a
sufficiently low level as to exclude only purchases of small
significance. Member States should be allowed to define this
value in their national legislation provided that it does not
exceed EUR 50. Where two or more contracts with related
subjects are concluded at the same time by the consumer, the
total cost thereof should be taken into account for the purpose
of applying this threshold.

(29) Social services have fundamentally distinct features that
are reflected in sector-specific legislation, partially at Union
level and partially at national level. Social services include, on
the one hand, services for particularly disadvantaged or low
income persons as well as services for persons and families in
need of assistance in carrying out routine, everyday tasks and,
on the other hand, services for all people who have a special
need for assistance, support, protection or encouragement in
a specific life phase. Social services cover, inter alia, services
for children and youth, assistance services for families, single
parents and older persons, and services for migrants. Social
services cover both short-term and long-term care services,
for instance services provided by home care services or
provided in assisted living facilities and residential homes or
housing (‘nursing homes’). Social services include not only
those provided by the State at a national, regional or local
level by providers mandated by the State or by charities
recognised by the State but also those provided by private
operators. The provisions of this Directive are not appropriate
to social services which should be therefore excluded from its
scope.

(30) Healthcare requires special Regulations because of its
technical complexity, its importance as a service of general
interest as well as its extensive public funding. Healthcare is
defined in Directive 2011/24/EU of the European Parliament
and of the Council of 9 March 2011 on the application of
patients’ rights in cross-border healthcare (9) as ‘health
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services provided by health professionals to patients to
assess, maintain or restore their state of health, including the
prescription, dispensation and provision of medicinal
products and medical devices’. Health professional is defined
in that Directive as a doctor of medicine, a nurse responsible
for general care, a dental practitioner, a midwife or a
pharmacist within the meaning of Directive 2005/36/EC of
the European Parliament and of the Council of 7 September
2005 on the recognition of professional qualifications (10) or
another professional exercising activities in the healthcare
sector which are restricted to a regulated profession as
defined in point (a) of Article 3(1) of Directive 2005/36/EC,
or a person considered to be a health professional according
to the legislation of the Member State of treatment. The
provisions of this Directive are not appropriate to healthcare
which should be therefore excluded from its scope.

(31) Gambling should be excluded from the scope of this
Directive. Gambling activities are those which involve
wagering at stake with pecuniary value in games of chance,
including lotteries, gambling in casinos and betting
transactions. Member States should be able to adopt other,
including more stringent, consumer protection measures in
relation to such activities.

(32) The existing Union legislation, inter alia, relating to
consumer financial services, package travel and timeshare
contains numerous rules on consumer protection. For this
reason, this Directive should not apply to contracts in those
areas. With regard to financial services, Member States should
be encouraged to draw inspiration from existing Union
legislation in that area when legislating in areas not regulated
at Union level, in such a way that a level playing field for all
consumers and all contracts relating to financial services is
ensured.

(33) The trader should be obliged to inform the consumer in
advance of any arrangement resulting in the consumer paying
a deposit to the trader, including an arrangement whereby an
amount is blocked on the consumer’s credit or debit card.
(34) The trader should give the consumer clear and
comprehensible information before the consumer is bound by
a distance or off-premises contract, a contract other than a
distance or an off-premises contract, or any corresponding
offer. In providing that information, the trader should take
into account the specific needs of consumers who are
particularly vulnerable because of their mental, physical or
psychological infirmity, age or credulity in a way which the
trader could reasonably be expected to foresee. However,
taking into account such specific needs should not lead to
different levels of consumer protection.

(35) The information to be provided by the trader to the
consumer should be mandatory and should not be altered.
Nevertheless, the contracting parties should be able to
expressly agree to change the content of the contract
subsequently concluded, for instance the arrangements for
delivery.

(36) In the case of distance contracts, the information
requirements should be adapted to take into account the
technical constraints of certain media, such as the restrictions
on the number of characters on certain mobile telephone
screens or the time constraint on television sales spots. In
such cases the trader should comply with a minimum set of
information requirements and refer the consumer to another
source of information, for instance by providing a toll free
telephone number or a hypertext link to a webpage of the
trader where the relevant information is directly available
and easily accessible. As to the requirement to inform the
consumer of the cost of returning goods which by their nature
cannot normally be returned by post, it will be considered to
have been met, for example, if the trader specifies one carrier
(for instance the one he assigned for the delivery of the good)
and one price concerning the cost of returning the goods.
Where the cost of returning the goods cannot reasonably be
calculated in advance by the trader, for example because the
trader does not offer to arrange for the return of the goods
himself, the trader should provide a statement that such a cost

will be payable, and that this cost may be high, along with a
reasonable estimation of the maximum cost, which could be
based on the cost of delivery to the consumer.

(37) Since in the case of distance sales, the consumer is not
able to see the goods before concluding the contract, he
should have a right of withdrawal. For the same reason, the
consumer should be allowed to test and inspect the goods he
has bought to the extent necessary to establish the nature,
characteristics and the functioning of the goods. Concerning
off-premises contracts, the consumer should have the right of
withdrawal because of the potential surprise element and/or
psychological pressure. Withdrawal from the contract should
terminate the obligation of the contracting parties to perform
the contract.

(38) Trading websites should indicate clearly and legibly at
the latest at the beginning of the ordering process whether
any delivery restrictions apply and which means of payment
are accepted.

(39) Itis important to ensure for distance contracts concluded
through websites that the consumer is able to fully read and
understand the main elements of the contract before placing
his order. To that end, provision should be made in this
Directive for those elements to be displayed in the close
vicinity of the confirmation requested for placing the order. It
is also important to ensure that, in such situations, the
consumer is able to determine the moment at which he
assumes the obligation to pay the trader. Therefore, the
consumer’s attention should specifically be drawn, through an
unambiguous formulation, to the fact that placing the order
entails the obligation to pay the trader.

(40) The current varying lengths of the withdrawal periods
both between the Member States and for distance and off-
premises contracts cause legal uncertainty and compliance
costs. The same withdrawal period should apply to all
distance and off-premises contracts. In the case of service
contracts, the withdrawal period should expire after 14 days
from the conclusion of the contract. In the case of sales
contracts, the withdrawal period should expire after 14 days
from the day on which the consumer or a third party other
than the carrier and indicated by the consumer, acquires
physical possession of the goods. In addition the consumer
should be able to exercise the right to withdraw before
acquiring physical possession of the goods. Where multiple
goods are ordered by the consumer in one order but are
delivered separately, the withdrawal period should expire
after 14 days from the day on which the consumer acquires
physical possession of the last good. Where goods are
delivered in multiple lots or pieces, the withdrawal period
should expire after 14 days from the day on which the
consumer acquires the physical possession of the last lot or
piece.

(41) In order to ensure legal certainty, it is appropriate that
Council Regulation (EEC, Euratom) No 1182/71 of 3 June
1971 determining the rules applicable to periods, dates and
time limits (11) should apply to the calculation of the periods
contained in this Directive. Therefore, all periods contained in
this Directive should be understood to be expressed in
calendar days. Where a period expressed in days is to be
calculated from the moment at which an event occurs or an
action takes place, the day during which that event occurs or
that action takes place should not be considered as falling
within the period in question.

(42) The provisions relating to the right of withdrawal should
be without prejudice to the Member States’ laws and
Regulations governing the termination or unenforceability of
a contract or the possibility for the consumer to fulfil his
contractual obligations before the time determined in the
contract.

(43) If the trader has not adequately informed the consumer
prior to the conclusion of a distance or off-premises contract,
the withdrawal period should be extended. However, in order
to ensure legal certainty as regards the length of the
withdrawal period, a 12-month limitation period should be
introduced.
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(44) Differences in the ways in which the right of withdrawal
is exercised in the Member States have caused costs for
traders selling cross-border. The introduction of a
harmonised model withdrawal form that the consumer may
use should simplify the withdrawal process and bring legal
certainty. For these reasons, Member States should refrain
from adding any presentational requirements to the Union-
wide model form relating for example to the font size.
However, the consumer should remain free to withdraw in his
own words, provided that his statement setting out his
decision to withdraw from the contract to the trader is
unequivocal. A letter, a telephone call or returning the goods
with a clear statement could meet this requirement, but the
burden of proof of having withdrawn within the time limits
fixed in the Directive should be on the consumer. For this
reason, it is in the interest of the consumer to make use of a
durable medium when communicating his withdrawal to the
trader.

(45) As experience shows that many consumers and traders
prefer to communicate via the trader’s website, there should
be a possibility for the trader to give the consumer the option
of filling in a web-based withdrawal form. In this case the
trader should provide an acknowledgement of receipt for
instance by e-mail without delay.

(46) In the event that the consumer withdraws from the
contract, the trader should reimburse all payments received
from the consumer, including those covering the expenses
borne by the trader to deliver goods to the consumer. The
reimbursement should not be made by voucher unless the
consumer has used vouchers for the initial transaction or has
expressly accepted them. If the consumer expressly chooses a
certain type of delivery (for instance 24-hour express
delivery), although the trader had offered a common and
generally acceptable type of delivery which would have
incurred lower delivery costs, the consumer should bear the
difference in costs between these two types of delivery.

(47) Some consumers exercise their right of withdrawal after
having used the goods to an extent more than necessary to
establish the nature, characteristics and the functioning of the
goods. In this case the consumer should not lose the right to
withdraw but should be liable for any diminished value of the
goods. In order to establish the nature, characteristics and
functioning of the goods, the consumer should only handle
and inspect them in the same manner as he would be allowed
to do in a shop. For example, the consumer should only try on
a garment and should not be allowed to wear it. Consequently,
the consumer should handle and inspect the goods with due
care during the withdrawal period. The obligations of the
consumer in the event of withdrawal should not discourage
the consumer from exercising his right of withdrawal.

(48) The consumer should be required to send back the goods
not later than 14 days after having informed the trader about
his decision to withdraw from the contract. In situations
where the trader or the consumer does not fulfil the
obligations relating to the exercise of the right of withdrawal,
penalties provided for by national legislation in accordance
with this Directive should apply as well as contract law
provisions.

(49) Certain exceptions from the right of withdrawal should
exist, both for distance and off-premises contracts. A right of
withdrawal could be inappropriate for example given the
nature of particular goods or services. That is the case for
example with wine supplied a long time after the conclusion
of a contract of a speculative nature where the value is
dependent on fluctuations in the market (‘vin en primeur’).
The right of withdrawal should neither apply to goods made
to the consumer’s specifications or which are clearly
personalised such as tailor-made curtains, nor to the supply
of fuel, for example, which is a good, by nature inseparably
mixed with other items after delivery. The granting of a right
of withdrawal to the consumer could also be inappropriate in
the case of certain services where the conclusion of the
contract implies the setting aside of capacity which, if a right
of withdrawal were exercised, the trader may find difficult to
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fill. This would for example be the case where reservations are
made at hotels or concerning holiday cottages or cultural or
sporting events.

(50) On the one hand, the consumer should benefit from his
right of withdrawal even in case he has asked for the provision
of services before the end of the withdrawal period. On the
other hand, if the consumer exercises his right of withdrawal,
the trader should be assured to be adequately paid for the
service he has provided. The calculation of the proportionate
amount should be based on the price agreed in the contract
unless the consumer demonstrates that that total price is itself
disproportionate, in which case the amount to be paid shall be
calculated on the basis of the market value of the service
provided. The market value should be defined by comparing
the price of an equivalent service performed by other traders
at the time of the conclusion of the contract. Therefore the
consumer should request the performance of services before
the end of the withdrawal period by making this request
expressly and, in the case of off-premises contracts, on a
durable medium. Similarly, the trader should inform the
consumer on a durable medium of any obligation to pay the
proportionate costs for the services already provided. For
contracts having as their object both goods and services, the
rules provided for in this Directive on the return of goods
should apply to the goods aspects and the compensation
regime for services should apply to the services aspects.

(51) The main difficulties encountered by consumers and one
of the main sources of disputes with traders concern delivery
of goods, including goods getting lost or damaged during
transport and late or partial delivery. Therefore it is
appropriate to clarify and harmonise the national rules as to
when delivery should occur. The place and modalities of
delivery and the rules concerning the determination of the
conditions for the transfer of the ownership of the goods and
the moment at which such transfer takes place, should remain
subject to national law and therefore should not be affected
by this Directive. The rules on delivery laid down in this
Directive should include the possibility for the consumer to
allow a third party to acquire on his behalf the physical
possession or control of the goods. The consumer should be
considered to have control of the goods where he or a third
party indicated by the consumer has access to the goods to use
them as an owner, or the ability to resell the goods (for
example, when he has received the keys or possession of the
ownership documents).

(52) In the context of sales contracts, the delivery of goods can
take place in various ways, either immediately or at a later
date. If the parties have not agreed on a specific delivery date,
the trader should deliver the goods as soon as possible, but in
any event not later than 30 days from the day of the
conclusion of the contract. The rules regarding late delivery
should also take into account goods to be manufactured or
acquired specially for the consumer which cannot be reused
by the trader without considerable loss. Therefore, a rule
which grants an additional reasonable period of time to the
trader in certain circumstances should be provided for in this
Directive. When the trader has failed to deliver the goods
within the period of time agreed with the consumer, before
the consumer can terminate the contract, the consumer
should call upon the trader to make the delivery within a
reasonable additional period of time and be entitled to
terminate the contract if the trader fails to deliver the goods
even within that additional period of time. However, this rule
should not apply when the trader has refused to deliver the
goods in an unequivocal statement. Neither should it apply in
certain circumstances where the delivery period is essential
such as, for example, in the case of a wedding dress which
should be delivered before the wedding. Nor should it apply
in circumstances where the consumer informs the trader that
delivery on a specified date is essential. For this purpose, the
consumer may use the trader’s contact details given in
accordance with this Directive. In these specific cases, if the
trader fails to deliver the goods on time, the consumer should
be entitled to terminate the contract immediately after the
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expiry of the delivery period initially agreed. This Directive
should be without prejudice to national provisions on the way
the consumer should notify the trader of his will to terminate
the contract.

(53) In addition to the consumer’s right to terminate the
contract where the trader has failed to fulfil his obligations to
deliver the goods in accordance with this Directive, the
consumer may, in accordance with the applicable national
law, have recourse to other remedies, such as granting the
trader an additional period of time for delivery, enforcing the
performance of the contract, withholding payment, and
seeking damages.

(54) In accordance with Article 52(3) of Directive
2007/64/EC of the European Parliament and of the Council of
13 November 2007 on payment services in the internal
market (12), Member States should be able to prohibit or limit
traders’ right to request charges from consumers taking into
account the need to encourage competition and promote the
use of efficient payment instruments. In any event, traders
should be prohibited from charging consumers fees that
exceed the cost borne by the trader for the use of a certain
means of payment.

(55) Where the goods are dispatched by the trader to the
consumer, disputes may arise, in the event of loss or damage,
as to the moment at which the transfer of risk takes place.
Therefore this Directive should provide that the consumer be
protected against any risk of loss of or damage to the goods
occurring before he has acquired the physical possession of
the goods. The consumer should be protected during a
transport arranged or carried out by the trader, even where
the consumer has chosen a particular delivery method from a
range of options offered by the trader. However, that
provision should not apply to contracts where it is up to the
consumer to take delivery of the goods himself or to ask a
carrier to take delivery. Regarding the moment of the transfer
of the risk, a consumer should be considered to have acquired
the physical possession of the goods when he has received
them.

(56) Persons or organisations regarded under national law as
having a legitimate interest in protecting consumer
contractual rights should be afforded the right to initiate
proceedings, either before a court or before an administrative
authority which is competent to decide upon complaints or to
initiate appropriate legal proceedings.

(57) Itis necessary that Member States lay down penalties for
infringements of this Directive and ensure that they are
enforced. The penalties should be effective, proportionate and
dissuasive.

(58) The consumer should not be deprived of the protection
granted by this Directive. Where the law applicable to the
contract is that of a third country, Regulation (EC) No
593/2008 should apply, in order to determine whether the
consumer retains the protection granted by this Directive.
(59) The Commission, following consultation with the
Member States and stakeholders, should look into the most
appropriate way to ensure that all consumers are made aware
of their rights at the point of sale.

(60) Since inertia selling, which consists of unsolicited supply
of goods or provision of services to consumers, is prohibited
by Directive 2005/29/EC of the European Parliament and of
the Council of 11 May 2005 concerning unfair business-to-
consumer commercial practices in the internal market
(‘Unfair Commercial Practices Directive’) (13) but no
contractual remedy is provided therein, it is necessary to
introduce in this Directive the contractual remedy of
exempting the consumer from the obligation to provide any
consideration for such unsolicited supply or provision.

(61) Directive 2002 /58/EC of the European Parliament and of
the Council of 12 July 2002 concerning the processing of
personal data and the protection of privacy in the electronic
communications sector (Directive on privacy and electronic
communications) (14) already regulates unsolicited
communications and provides for a high level of consumer

protection. The corresponding provisions on the same issue
contained in Directive 97/7 /EC are therefore not needed.
(62) It is appropriate for the Commission to review this
Directive if some barriers to the internal market are
identified. In its review, the Commission should pay particular
attention to the possibilities granted to Member States to
maintain or introduce specific national provisions including in
certain areas of Council Directive 93/13/EEC of 5 April 1993
on unfair terms in consumer contracts (15) and Directive
1999/44/EC of the European Parliament and of the Council of
25 May 1999 on certain aspects of the sale of consumer goods
and associated guarantees (16). That review could lead to a
Commission proposal to amend this Directive; that proposal
may include amendments to other consumer protection
legislation reflecting the Commission’s Consumer Policy
Strategy commitment to review the Union acquis in order to
achieve a high, common level of consumer protection.

(63) Directives 93/13/EEC and 1999/44/EC should be
amended to require Member States to inform the Commission
about the adoption of specific national provisions in certain
areas.

(64) Directives 85/577 /EEC and 97/7 /EC should be repealed.
(65) Since the objective of this Directive, namely, through the
achievement of a high level of consumer protection, to
contribute to the proper functioning of the internal market,
cannot be sufficiently achieved by the Member States and can
therefore be better achieved at Union level, the Union may
adopt measures, in accordance with the principle of
subsidiarity as set out in Article 5 of the Treaty on European
Union. In accordance with the principle of proportionality, as
set out in that Article, this Directive does not go beyond what
is necessary in order to achieve that objective.

(66) This Directive respects the fundamental rights and
observes the principles recognised in particular by the
Charter of Fundamental Rights of the European Union.

(67) In accordance with point 34 of the Interinstitutional
agreement on better law-making (17), Member States are
encouraged to draw up, for themselves and in the interests of
the Union, their own tables, which will, as far as possible,
illustrate the correlation between this Directive and the
transposition measures, and to make them public,

HAVE ADOPTED THIS DIRECTIVE:
CHAPTER
SUBJECT MATTER, DEFINITIONS AND SCOPE

Article 1

Subject matter

The purpose of this Directive is, through the achievement of a
high level of consumer protection, to contribute to the proper
functioning of the internal market by approximating certain
aspects of the laws, Regulations and administrative
provisions of the Member States concerning contracts
concluded between consumers and traders.

Article 2

Definitions

For the purpose of this Directive, the following definitions
shall apply:

(1) ‘consumer’ means any natural person who, in contracts
covered by this Directive, is acting for purposes which are
outside his trade, business, craft or profession;

(2) ‘trader’ means any natural person or any legal person,
irrespective of whether privately or publicly owned, who is
acting, including through any other person acting in his name
or on his behalf, for purposes relating to his trade, business,
craft or profession in relation to contracts covered by this
Directive;

(3) ‘goods’ means any tangible movable items, with the
exception of items sold by way of execution or otherwise by
authority of law; water, gas and electricity shall be considered
as goods within the meaning of this Directive where they are
put up for sale in a limited volume or a set quantity;
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(4) ‘goods made to the consumer’s specifications’ means non-
prefabricated goods made on the basis of an individual choice
of or decision by the consumer;
(5) ‘sales contract’ means any contract under which the trader
transfers or undertakes to transfer the ownership of goods to
the consumer and the consumer pays or undertakes to pay the
price thereof, including any contract having as its object both
goods and services;
(6) ‘service contract’ means any contract other than a sales
contract under which the trader supplies or undertakes to
supply a service to the consumer and the consumer pays or
undertakes to pay the price thereof;
(7) ‘distance contract’ means any contract concluded between
the trader and the consumer under an organised distance
sales or service-provision scheme without the simultaneous
physical presence of the trader and the consumer, with the
exclusive use of one or more means of distance
communication up to and including the time at which the
contract is concluded;
(8) ‘off-premises contract’ means any contract between the
trader and the consumer:
(a) concluded in the simultaneous physical presence of
the trader and the consumer, in a place which is not the
business premises of the trader;
(b) for which an offer was made by the consumer in the
same circumstances as referred to in point (a);
(c) concluded on the business premises of the trader or
through any means of distance communication
immediately after the consumer was personally and
individually addressed in a place which is not the
business premises of the trader in the simultaneous
physical presence of the trader and the consumer; or
(d) concluded during an excursion organised by the trader
with the aim or effect of promoting and selling goods or
services to the consumer;
(9) ‘business premises’ means:
(a) any immovable retail premises where the trader carries
out his activity on a permanent basis; or
(b) any movable retail premises where the trader carries out
his activity on a usual basis;
(10) ‘durable medium’ means any instrument which enables
the consumer or the trader to store information addressed
personally to him in a way accessible for future reference for
a period of time adequate for the purposes of the information
and which allows the unchanged reproduction of the
information stored;
(11) ‘digital content’ means data which are produced and
supplied in digital form;
(12) ‘financial service’ means any service of a banking, credit,
insurance, personal pension, investment or payment nature;
(13) ‘public auction’ means a method of sale where goods or
services are offered by the trader to consumers, who attend
or are given the possibility to attend the auction in person,
through a transparent, competitive bidding procedure run by
an auctioneer and where the successful bidder is bound to
purchase the goods or services;
(14) ‘commercial guarantee’ means any undertaking by the
trader or a producer (the guarantor) to the consumer, in
addition to his legal obligation relating to the guarantee of
conformity, to reimburse the price paid or to replace, repair
or service goods in any way if they do not meet the
specifications or any other requirements not related to
conformity set out in the guarantee statement or in the
relevant advertising available at the time of, or before the
conclusion of the contract;
(15) ‘ancillary contract’ means a contract by which the
consumer acquires goods or services related to a distance
contract or an off-premises contract and where those goods
are supplied or those services are provided by the trader or
by a third party on the basis of an arrangement between that
third party and the trader.

Article 3
Scope
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1. This Directive shall apply, under the conditions and to the
extent set out in its provisions, to any contract concluded
between a trader and a consumer. It shall also apply to
contracts for the supply of water, gas, electricity or district
heating, including by public providers, to the extent that these
commodities are provided on a contractual basis.

2. If any provision of this Directive conflicts with a provision
of another Union act governing specific sectors, the provision
of that other Union act shall prevail and shall apply to those
specific sectors.

3. This Directive shall not apply to contracts:

(a) for social services, including social housing, childcare
and support of families and persons permanently or
temporarily in need, including long-term care;

(b) for healthcare as defined in point (a) of Article 3 of
Directive 2011/24/EU, whether or not they are
provided via healthcare facilities;

(c) for gambling, which involves wagering a stake with
pecuniary value in games of chance, including
lotteries, casino games and betting transactions;

(d) for financial services;

(e) for the creation, acquisition or transfer of immovable
property or of rights in immovable property;

(f) for the construction of new buildings, the substantial
conversion of existing buildings and for rental of
accommodation for residential purposes;

(g) which fall within the scope of Council Directive
90/314/EEC of 13 June 1990 on package travel,
package holidays and package tours (18);

(h) which fall within the scope of Directive 2008/122/EC
of the European Parliament and of the Council of 14
January 2009 on the protection of consumers in
respect of certain aspects of timeshare, long-term
holiday product, resale and exchange contracts (19);

(i) which, in accordance with the laws of Member States,
are established by a public office-holder who has a
statutory obligation to be independent and impartial
and who must ensure, by providing comprehensive
legal information, that the consumer only concludes
the contract on the basis of careful legal consideration
and with knowledge of its legal scope;

(j) for the supply of foodstuffs, beverages or other goods
intended for current consumption in the household,
and which are physically supplied by a trader on
frequent and regular rounds to the consumer’s home,
residence or workplace;

(k) for passenger transport services, with the exception of
Article 8(2) and Articles 19 and 22;

(1) concluded by means of automatic vending machines or
automated commercial premises;

(m) concluded with telecommunications operators
through public payphones for their use or concluded
for the use of one single connection by telephone,
Internet or fax established by a consumer.

4. Member States may decide not to apply this Directive or
not to maintain or introduce corresponding national
provisions to off-premises contracts for which the payment to
be made by the consumer does not exceed EUR 50. Member
States may define a lower value in their national legislation.
5. This Directive shall not affect national general contract law
such as the rules on the validity, formation or effect of a
contract, in so far as general contract law aspects are not
regulated in this Directive.

6. This Directive shall not prevent traders from offering
consumers contractual arrangements which go beyond the
protection provided for in this Directive.

Article 4

Level of harmonisation

Member States shall not maintain or introduce, in their
national law, provisions diverging from those laid down in
this Directive, including more or less stringent provisions to
ensure a different level of consumer protection, unless
otherwise provided for in this Directive.
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CHAPTERII
CONSUMER INFORMATION FOR CONTRACTS OTHER THAN
DISTANCE OR OFF-PREMISES CONTRACTS

Article 5
Information requirements for contracts other than distance
or off-premises contracts
1. Before the consumer is bound by a contract other than a
distance or an off-premises contract, or any corresponding
offer, the trader shall provide the consumer with the following
information in a clear and comprehensible manner, if that
information is not already apparent from the context:
(a) the main characteristics of the goods or services, to the
extent appropriate to the medium and to the goods or
services;
(b) the identity of the trader, such as his trading name, the
geographical address at which he is established and his
telephone number;
(c) the total price of the goods or services inclusive of
taxes, or where the nature of the goods or services is such
that the price cannot reasonably be calculated in advance,
the manner in which the price is to be calculated, as well
as, where applicable, all additional freight, delivery or
postal charges or, where those charges cannot reasonably
be calculated in advance, the fact that such additional
charges may be payable;
(d) where applicable, the arrangements for payment,
delivery, performance, the time by which the trader
undertakes to deliver the goods or to perform the service,
and the trader’s complaint handling policy;
(e) in addition to a reminder of the existence of a legal
guarantee of conformity for goods, the existence and the
conditions of after-sales services and commercial
guarantees, where applicable;
(f) the duration of the contract, where applicable, or, if the
contract is of indeterminate duration or is to be extended
automatically, the conditions for terminating the
contract;
(g) where applicable, the functionality, including
applicable technical protection measures, of digital
content;
(h) where applicable, any relevant interoperability of
digital content with hardware and software that the
trader is aware of or can reasonably be expected to have
been aware of.
2. Paragraph 1 shall also apply to contracts for the supply of
water, gas or electricity, where they are not put up for sale in
alimited volume or set quantity, of district heating or of digital
content which is not supplied on a tangible medium.
3. Member States shall not be required to apply paragraph 1
to contracts which involve day-to-day transactions and which
are performed immediately at the time of their conclusion.
4. Member States may adopt or maintain additional pre-
contractual information requirements for contracts to which
this Article applies.

CHAPTER III
CONSUMER INFORMATION AND RIGHT OF WITHDRAWAL
FOR DISTANCE AND OFF-PREMISES CONTRACTS

Article 6
Information requirements for distance and off-premises
contracts
1. Before the consumer is bound by a distance or off-premises
contract, or any corresponding offer, the trader shall provide
the consumer with the following information in a clear and
comprehensible manner:
(a) the main characteristics of the goods or services, to the
extent appropriate to the medium and to the goods or
services;
(b) the identity of the trader, such as his trading name;
(c) the geographical address at which the trader is
established and the trader’s telephone number, fax

number and e-mail address, where available, to enable
the consumer to contact the trader quickly and
communicate with him efficiently and, where applicable,
the geographical address and identity of the trader on
whose behalf he is acting;

(d) if different from the address provided in accordance
with point (c), the geographical address of the place of
business of the trader, and, where applicable, that of the
trader on whose behalf he is acting, where the consumer
can address any complaints;

(e) the total price of the goods or services inclusive of
taxes, or where the nature of the goods or services is such
that the price cannot reasonably be calculated in advance,
the manner in which the price is to be calculated, as well
as, where applicable, all additional freight, delivery or
postal charges and any other costs or, where those
charges cannot reasonably be calculated in advance, the
fact that such additional charges may be payable. In the
case of a contract of indeterminate duration or a contract
containing a subscription, the total price shall include the
total costs per billing period. Where such contracts are
charged at a fixed rate, the total price shall also mean the
total monthly costs. Where the total costs cannot be
reasonably calculated in advance, the manner in which
the price is to be calculated shall be provided;

(f) the cost of using the means of distance communication
for the conclusion of the contract where that cost is
calculated other than at the basic rate;

(g) the arrangements for payment, delivery, performance,
the time by which the trader undertakes to deliver the
goods or to perform the services and, where applicable,
the trader’s complaint handling policy;

(h) where a right of withdrawal exists, the conditions,
time limit and procedures for exercising that right in
accordance with Article 11(1), as well as the model
withdrawal form set out in Annex I(B);

(i) where applicable, that the consumer will have to bear
the cost of returning the goods in case of withdrawal and,
for distance contracts, if the goods, by their nature, cannot
normally be returned by post, the cost of returning the
goods;

(j) that, if the consumer exercises the right of withdrawal
after having made a request in accordance with Article
7(3) or Article 8(8), the consumer shall be liable to pay
the trader reasonable costs in accordance with Article
14(3);

(k) where a right of withdrawal is not provided for in
accordance with Article 16, the information that the
consumer will not benefit from a right of withdrawal or,
where applicable, the circumstances under which the
consumer loses his right of withdrawal;

() a reminder of the existence of a legal guarantee of
conformity for goods;

(m) where applicable, the existence and the conditions of
after sale customer assistance, after-sales services and
commercial guarantees;

(n) the existence of relevant codes of conduct, as defined
in point (f) of Article 2 of Directive 2005/29/EC, and how
copies of them can be obtained, where applicable;

(o) the duration of the contract, where applicable, or, if
the contract is of indeterminate duration or is to be
extended automatically, the conditions for terminating
the contract;

(p) where applicable, the minimum duration of the
consumer’s obligations under the contract;

(q) where applicable, the existence and the conditions of
deposits or other financial guarantees to be paid or
provided by the consumer at the request of the trader;
(r) where applicable, the functionality, including
applicable technical protection measures, of digital
content;

(s) where applicable, any relevant interoperability of
digital content with hardware and software that the



European ICT LAW, 10t edition

trader is aware of or can reasonably be expected to have
been aware of;
(t) where applicable, the possibility of having recourse to
an out-of-court complaint and redress mechanism, to
which the trader is subject, and the methods for having
access to it.
2. Paragraph 1 shall also apply to contracts for the supply of
water, gas or electricity, where they are not put up for sale in
alimited volume or set quantity, of district heating or of digital
content which is not supplied on a tangible medium.
3. In the case of a public auction, the information referred to
in points (b), (c) and (d) of paragraph 1 may be replaced by
the equivalent details for the auctioneer.
4. The information referred to in points (h), (i) and (j) of
paragraph 1 may be provided by means of the model
instructions on withdrawal set out in Annex I(A). The trader
shall have fulfilled the information requirements laid down in
points (h), (i) and (j) of paragraph 1 if he has supplied these
instructions to the consumer, correctly filled in.
5. The information referred to in paragraph 1 shall form an
integral part of the distance or off-premises contract and shall
not be altered unless the contracting parties expressly agree
otherwise.
6. If the trader has not complied with the information
requirements on additional charges or other costs as referred
to in point (e) of paragraph 1, or on the costs of returning the
goods as referred to in point (i) of paragraph 1, the consumer
shall not bear those charges or costs.
7. Member States may maintain or introduce in their national
law language requirements regarding the contractual
information, so as to ensure that such information is easily
understood by the consumer.
8. The information requirements laid down in this Directive
are in addition to information requirements contained in
Directive 2006/123/EC and Directive 2000/31/EC and do not
prevent Member States from imposing additional information
requirements in accordance with those Directives.
Without prejudice to the first subparagraph, if a provision of
Directive 2006/123/EC or Directive 2000/31/EC on the
content and the manner in which the information is to be
provided conflicts with a provision of this Directive, the
provision of this Directive shall prevail.
9. As regards compliance with the information requirements
laid down in this Chapter, the burden of proof shall be on the
trader.

Article 7
Formal requirements for off-premises contracts
1. With respect to off-premises contracts, the trader shall give
the information provided for in Article 6(1) to the consumer
on paper or, if the consumer agrees, on another durable
medium. That information shall be legible and in plain,
intelligible language.
2. The trader shall provide the consumer with a copy of the
signed contract or the confirmation of the contract on paper
or, if the consumer agrees, on another durable medium,
including, where applicable, the confirmation of the
consumer’s prior express consent and acknowledgement in
accordance with point (m) of Article 16.
3. Where a consumer wants the performance of services or
the supply of water, gas or electricity, where they are not put
up for sale in a limited volume or set quantity, or of district
heating to begin during the withdrawal period provided for in
Article 9(2), the trader shall require that the consumer makes
such an express request on a durable medium.
4. With respect to off-premises contracts where the consumer
has explicitly requested the services of the trader for the
purpose of carrying out repairs or maintenance for which the
trader and the consumer immediately perform their
contractual obligations and where the payment to be made by
the consumer does not exceed EUR 200:
(a) the trader shall provide the consumer with the
information referred to in points (b) and (c) of Article
6(1) and information about the price or the manner in
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which the price is to be calculated together with an
estimate of the total price, on paper or, if the consumer
agrees, on another durable medium. The trader shall
provide the information referred to in points (a), (h)
and (k) of Article 6(1), but may choose not to provide it
on paper or another durable medium if the consumer
expressly agrees;
(b) the confirmation of the contract provided in
accordance with paragraph 2 of this Article shall
contain the information provided for in Article 6(1).
Member States may decide not to apply this paragraph.
5. Member States shall not impose any further formal pre-
contractual information requirements for the fulfilment of the
information obligations laid down in this Directive.

Article 8

Formal requirements for distance contracts

1. With respect to distance contracts, the trader shall give the
information provided for in Article 6(1) or make that
information available to the consumer in a way appropriate to
the means of distance communication used in plain and
intelligible language. In so far as that information is provided
on a durable medium, it shall be legible.

2. If a distance contract to be concluded by electronic means
places the consumer under an obligation to pay, the trader
shall make the consumer aware in a clear and prominent
manner, and directly before the consumer places his order, of
the information provided for in points (a), (e), (o) and (p) of
Article 6(1).

The trader shall ensure that the consumer, when placing his
order, explicitly acknowledges that the order implies an
obligation to pay. If placing an order entails activating a
button or a similar function, the button or similar function
shall be labelled in an easily legible manner only with the
words ‘order with obligation to pay’ or a corresponding
unambiguous formulation indicating that placing the order
entails an obligation to pay the trader. If the trader has not
complied with this subparagraph, the consumer shall not be
bound by the contract or order.

3. Trading websites shall indicate clearly and legibly at the
latest at the beginning of the ordering process whether any
delivery restrictions apply and which means of payment are
accepted.

4. If the contract is concluded through a means of distance
communication which allows limited space or time to display
the information, the trader shall provide, on that particular
means prior to the conclusion of such a contract, at least the
pre-contractual  information  regarding the main
characteristics of the goods or services, the identity of the
trader, the total price, the right of withdrawal, the duration of
the contract and, if the contract is of indeterminate duration,
the conditions for terminating the contract, as referred to in
points (a), (b), (e), (h) and (o) of Article 6(1). The other
information referred to in Article 6(1) shall be provided by the
trader to the consumer in an appropriate way in accordance
with paragraph 1 of this Article.

5. Without prejudice to paragraph 4, if the trader makes a
telephone call to the consumer with a view to concluding a
distance contract, he shall, at the beginning of the
conversation with the consumer, disclose his identity and,
where applicable, the identity of the person on whose behalf
he makes that call, and the commercial purpose of the call.

6. Where a distance contract is to be concluded by telephone,
Member States may provide that the trader has to confirm the
offer to the consumer who is bound only once he has signed
the offer or has sent his written consent. Member States may
also provide that such confirmations have to be made on a
durable medium.

7. The trader shall provide the consumer with the
confirmation of the contract concluded, on a durable medium
within a reasonable time after the conclusion of the distance
contract, and at the latest at the time of the delivery of the
goods or before the performance of the service begins. That
confirmation shall include:
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(a) all the information referred to in Article 6(1) unless
the trader has already provided that information to the
consumer on a durable medium prior to the conclusion
of the distance contract; and

(b) where applicable, the confirmation of the

consumer’s prior express consent and
acknowledgment in accordance with point (m) of
Article 16.

8. Where a consumer wants the performance of services, or
the supply of water, gas or electricity, where they are not put
up for sale in a limited volume or set quantity, or of district
heating, to begin during the withdrawal period provided for
in Article 9(2), the trader shall require that the consumer
make an express request.

9. This Article shall be without prejudice to the provisions on
the conclusion of e-contracts and the placing of e-orders set
out in Articles 9 and 11 of Directive 2000/31/EC.

10. Member States shall not impose any further formal pre-
contractual information requirements for the fulfilment of the
information obligations laid down in this Directive.

Article 9
Right of withdrawal
1. Save where the exceptions provided for in Article 16 apply,
the consumer shall have a period of 14 days to withdraw from
a distance or off-premises contract, without giving any reason,
and without incurring any costs other than those provided for
in Article 13(2) and Article 14.
2. Without prejudice to Article 10, the withdrawal period
referred to in paragraph 1 of this Article shall expire after 14
days from:
(a) in the case of service contracts, the day of the
conclusion of the contract;
(b) in the case of sales contracts, the day on which the
consumer or a third party other than the carrier and
indicated by the consumer acquires physical possession
of the goods or:
(i) in the case of multiple goods ordered by the
consumer in one order and delivered separately, the
day on which the consumer or a third party other
than the carrier and indicated by the consumer
acquires physical possession of the last good;
(ii) in the case of delivery of a good consisting of
multiple lots or pieces, the day on which the
consumer or a third party other than the carrier and
indicated by the consumer acquires physical
possession of the last lot or piece;
(iii) in the case of contracts for regular delivery of
goods during defined period of time, the day on which
the consumer or a third party other than the carrier
and indicated by the consumer acquires physical
possession of the first good;
(c) in the case of contracts for the supply of water, gas or
electricity, where they are not put up for sale in a limited
volume or set quantity, of district heating or of digital content
which is not supplied on a tangible medium, the day of the
conclusion of the contract.
3. The Member States shall not prohibit the contracting
parties from performing their contractual obligations during
the withdrawal period. Nevertheless, in the case of off-
premises contracts, Member States may maintain existing
national legislation prohibiting the trader from collecting the
payment from the consumer during the given period after the
conclusion of the contract.

Article 10

Omission of information on the right of withdrawal

1. If the trader has not provided the consumer with the
information on the right of withdrawal as required by point
(h) of Article 6(1), the withdrawal period shall expire 12
months from the end of the initial withdrawal period, as
determined in accordance with Article 9(2).

2. If the trader has provided the consumer with the
information provided for in paragraph 1 of this Article within

12 months from the day referred to in Article 9(2), the
withdrawal period shall expire 14 days after the day upon
which the consumer receives that information.

Article 11
Exercise of the right of withdrawal
1. Before the expiry of the withdrawal period, the consumer
shall inform the trader of his decision to withdraw from the
contract. For this purpose, the consumer may either:
(a) use the model withdrawal form as set out in Annex
I(B); or
(b) make any other unequivocal statement setting out
his decision to withdraw from the contract.
Member States shall not provide for any formal requirements
applicable to the model withdrawal form other than those set
out in Annex I(B).
2. The consumer shall have exercised his right of withdrawal
within the withdrawal period referred to in Article 9(2) and
Article 10 if the communication concerning the exercise of the
right of withdrawal is sent by the consumer before that period
has expired.
3. The trader may, in addition to the possibilities referred to
in paragraph 1, give the option to the consumer to
electronically fill in and submit either the model withdrawal
form set out in Annex I(B) or any other unequivocal statement
on the trader’s website. In those cases the trader shall
communicate to the consumer an acknowledgement of
receipt of such a withdrawal on a durable medium without
delay.
4. The burden of proof of exercising the right of withdrawal
in accordance with this Article shall be on the consumer.

Article 12

Effects of withdrawal

The exercise of the right of withdrawal shall terminate the
obligations of the parties:

(a) to perform the distance or off-premises contract; or

(b) to conclude the distance or off-premises contract, in cases
where an offer was made by the consumer.

Article 13

Obligations of the trader in the event of withdrawal

1. The trader shall reimburse all payments received from the
consumer, including, if applicable, the costs of delivery
without undue delay and in any event not later than 14 days
from the day on which he is informed of the consumer’s
decision to withdraw from the contract in accordance with
Article 11.

The trader shall carry out the reimbursement referred to in
the first subparagraph using the same means of payment as
the consumer used for the initial transaction, unless the
consumer has expressly agreed otherwise and provided that
the consumer does not incur any fees as a result of such
reimbursement.

2. Notwithstanding paragraph 1, the trader shall not be
required to reimburse the supplementary costs, if the
consumer has expressly opted for a type of delivery other than
the least expensive type of standard delivery offered by the
trader.

3. Unless the trader has offered to collect the goods himself,
with regard to sales contracts, the trader may withhold the
reimbursement until he has received the goods back, or until
the consumer has supplied evidence of having sent back the
goods, whichever is the earliest.

Article 14

Obligations of the consumer in the event of withdrawal

1. Unless the trader has offered to collect the goods himself,
the consumer shall send back the goods or hand them over to
the trader or to a person authorised by the trader to receive
the goods, without undue delay and in any event not later than
14 days from the day on which he has communicated his
decision to withdraw from the contract to the trader in
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accordance with Article 11. The deadline shall be met if the
consumer sends back the goods before the period of 14 days
has expired.
The consumer shall only bear the direct cost of returning the
goods unless the trader has agreed to bear them or the trader
failed to inform the consumer that the consumer has to bear
them.
In the case of off-premises contracts where the goods have
been delivered to the consumer’s home at the time of the
conclusion of the contract, the trader shall at his own expense
collect the goods if, by their nature, those goods cannot
normally be returned by post.
2. The consumer shall only be liable for any diminished value
of the goods resulting from the handling of the goods other
than what is necessary to establish the nature, characteristics
and functioning of the goods. The consumer shall in any event
not be liable for diminished value of the goods where the
trader has failed to provide notice of the right of withdrawal
in accordance with point (h) of Article 6(1).
3. Where a consumer exercises the right of withdrawal after
having made a request in accordance with Article 7(3) or
Article 8(8), the consumer shall pay to the trader an amount
which is in proportion to what has been provided until the
time the consumer has informed the trader of the exercise of
the right of withdrawal, in comparison with the full coverage
of the contract. The proportionate amount to be paid by the
consumer to the trader shall be calculated on the basis of the
total price agreed in the contract. If the total price is excessive,
the proportionate amount shall be calculated on the basis of
the market value of what has been provided.
4. The consumer shall bear no cost for:
(a) the performance of services or the supply of water, gas
or electricity, where they are not put up for sale in a
limited volume or set quantity, or of district heating, in
full or in part, during the withdrawal period, where:
(i) the trader has failed to provide information in
accordance with points (h) or (j) of Article 6(1); or
(ii) the consumer has not expressly requested
performance to begin during the withdrawal
period in accordance with Article 7(3) and Article
8(8); or
(b) the supply, in full or in part, of digital content which is
not supplied on a tangible medium where:
(i) the consumer has not given his prior express
consent to the beginning of the performance before
the end of the 14-day period referred to in Article
9;
(ii) the consumer has not acknowledged that he
loses his right of withdrawal when giving his
consent; or
(iii) the trader has failed to provide confirmation in
accordance with Article 7(2) or Article 8(7).
5. Except as provided for in Article 13(2) and in this Article,
the consumer shall not incur any liability as a consequence of
the exercise of the right of withdrawal.

Article 15

Effects of the exercise of the right of withdrawal on ancillary
contracts

1. Without prejudice to Article 15 of Directive 2008/48/EC of
the European Parliament and of the Council of 23 April 2008
on credit agreements for consumers (20), if the consumer
exercises his right of withdrawal from a distance or an off-
premises contract in accordance with Articles 9 to 14 of this
Directive, any ancillary contracts shall be automatically
terminated, without any costs for the consumer, except as
provided for in Article 13(2) and in Article 14 of this Directive.
2. The Member States shall lay down detailed rules on the
termination of such contracts.

Article 16
Exceptions from the right of withdrawal

2016

Member States shall not provide for the right of withdrawal
set out in Articles 9 to 15 in respect of distance and off-
premises contracts as regards the following:

(a) service contracts after the service has been fully
performed if the performance has begun with the consumer’s
prior express consent, and with the acknowledgement that he
will lose his right of withdrawal once the contract has been
fully performed by the trader;

(b) the supply of goods or services for which the price is
dependent on fluctuations in the financial market which
cannot be controlled by the trader and which may occur
within the withdrawal period;

(c) the supply of goods made to the consumer’s specifications
or clearly personalised;

(d) the supply of goods which are liable to deteriorate or
expire rapidly;

(e) the supply of sealed goods which are not suitable for
return due to health protection or hygiene reasons and were
unsealed after delivery;

(f) the supply of goods which are, after delivery, according to
their nature, inseparably mixed with other items;

(g) the supply of alcoholic beverages, the price of which has
been agreed upon at the time of the conclusion of the sales
contract, the delivery of which can only take place after 30
days and the actual value of which is dependent on
fluctuations in the market which cannot be controlled by the
trader;

(h) contracts where the consumer has specifically requested
a visit from the trader for the purpose of carrying out urgent
repairs or maintenance. If, on the occasion of such visit, the
trader provides services in addition to those specifically
requested by the consumer or goods other than replacement
parts necessarily used in carrying out the maintenance or in
making the repairs, the right of withdrawal shall apply to
those additional services or goods;

(i) the supply of sealed audio or sealed video recordings or
sealed computer software which were unsealed after
delivery;

(j) the supply of a newspaper, periodical or magazine with the
exception of subscription contracts for the supply of such
publications;

(k) contracts concluded at a public auction;

(1) the provision of accommodation other than for residential
purpose, transport of goods, car rental services, catering or
services related to leisure activities if the contract provides
for a specific date or period of performance;

(m) the supply of digital content which is not supplied on a
tangible medium if the performance has begun with the
consumer’s prior express consent and his acknowledgment
that he thereby loses his right of withdrawal.

CHAPTER IV
OTHER CONSUMER RIGHTS

Article 17

Scope

1. Articles 18 and 20 shall apply to sales contracts. Those
Articles shall not apply to contracts for the supply of water,
gas or electricity, where they are not put up for sale in a
limited volume or set quantity, of district heating or the
supply of digital content which is not supplied on a tangible
medium.

2. Articles 19, 21 and 22 shall apply to sales and service
contracts and to contracts for the supply of water, gas,
electricity, district heating or digital content.

Article 18

Delivery

1. Unless the parties have agreed otherwise on the time of
delivery, the trader shall deliver the goods by transferring the
physical possession or control of the goods to the consumer
without undue delay, but not later than 30 days from the
conclusion of the contract.
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2. Where the trader has failed to fulfil his obligation to deliver
the goods at the time agreed upon with the consumer or
within the time limit set out in paragraph 1, the consumer
shall call upon him to make the delivery within an additional
period of time appropriate to the circumstances. If the trader
fails to deliver the goods within that additional period of time,
the consumer shall be entitled to terminate the contract.

The first subparagraph shall not be applicable to sales
contracts where the trader has refused to deliver the goods or
where delivery within the agreed delivery period is essential
taking into account all the circumstances attending the
conclusion of the contract or where the consumer informs the
trader, prior to the conclusion of the contract, that delivery by
or on a specified date is essential. In those cases, if the trader
fails to deliver the goods at the time agreed upon with the
consumer or within the time limit set out in paragraph 1, the
consumer shall be entitled to terminate the contract
immediately.

3. Upon termination of the contract, the trader shall, without
undue delay, reimburse all sums paid under the contract.

4. In addition to the termination of the contract in accordance
with paragraph 2, the consumer may have recourse to other
remedies provided for by national law.

Article 19

Fees for the use of means of payment

Member States shall prohibit traders from charging
consumers, in respect of the use of a given means of payment,
fees that exceed the cost borne by the trader for the use of
such means.

Article 20
Passing of risk

In contracts where the trader dispatches the goods to the
consumer, the risk of loss of or damage to the goods shall pass
to the consumer when he or a third party indicated by the
consumer and other than the carrier has acquired the physical
possession of the goods. However, the risk shall pass to the
consumer upon delivery to the carrier if the carrier was
commissioned by the consumer to carry the goods and that
choice was not offered by the trader, without prejudice to the
rights of the consumer against the carrier.

Article 21

Communication by telephone

Member States shall ensure that where the trader operates a
telephone line for the purpose of contacting him by telephone
in relation to the contract concluded, the consumer, when
contacting the trader is not bound to pay more than the basic
rate.

The first subparagraph shall be without prejudice to the right
of telecommunication services providers to charge for such
calls.

Article 22

Additional payments

Before the consumer is bound by the contract or offer, the
trader shall seek the express consent of the consumer to any
extra payment in addition to the remuneration agreed upon
for the trader’s main contractual obligation. If the trader has
not obtained the consumer’s express consent but has inferred
it by using default options which the consumer is required to
reject in order to avoid the additional payment, the consumer
shall be entitled to reimbursement of this payment.

CHAPTERV
GENERAL PROVISIONS

Article 23

Enforcement

1. Member States shall ensure that adequate and effective
means exist to ensure compliance with this Directive.

2. The means referred to in paragraph 1 shall include
provisions whereby one or more of the following bodies, as
determined by national law, may take action under national
law before the courts or before the competent administrative
bodies to ensure that the national provisions transposing this
Directive are applied:

(a) public bodies or their representatives;

(b) consumer organisations having a legitimate interest in

protecting consumers;

(c) professional organisations having a legitimate interest

in acting.
Article 24
Penalties
1. Member States shall lay down the rules on penalties
applicable to infringements of the national provisions
adopted pursuant to this Directive and shall take all measures
necessary to ensure that they are implemented. The penalties
provided for must be effective, proportionate and dissuasive.
2. Member States shall notify those provisions to the
Commission by 13 December 2013 and shall notify it without
delay of any subsequent amendment affecting them.

Article 25

Imperative nature of the Directive

If the law applicable to the contract is the law of a Member
State, consumers may not waive the rights conferred on them
by the national measures transposing this Directive.

Any contractual terms which directly or indirectly waive or
restrict the rights resulting from this Directive shall not be
binding on the consumer.

Article 26

Information

Member States shall take appropriate measures to inform
consumers and traders of the national provisions transposing
this Directive and shall, where appropriate, encourage traders
and code owners as defined in point (g) of Article 2 of
Directive 2005/29/EC, to inform consumers of their codes of
conduct.

Article 27

Inertia selling

The consumer shall be exempted from the obligation to
provide any consideration in cases of unsolicited supply of
goods, water, gas, electricity, district heating or digital content
or unsolicited provision of services, prohibited by Article 5(5)
and point 29 of Annex I to Directive 2005/29/EC. In such
cases, the absence of a response from the consumer following
such an unsolicited supply or provision shall not constitute
consent.

Article 28

Transposition

1. Member States shall adopt and publish, by 13 December
2013, the laws, Regulations and administrative provisions
necessary to comply with this Directive. They shall forthwith
communicate to the Commission the text of these measures in
the form of documents. The Commission shall make use of
these documents for the purposes of the report referred to in
Article 30.

They shall apply those measures from 13 June 2014.

When Member States adopt those measures, they shall
contain a reference to this Directive or be accompanied by
such a reference on the occasion of their official publication.
Member States shall determine how such reference is to be
made.

2. The provisions of this Directive shall apply to contracts
concluded after 13 June 2014.

Article 29

Reporting requirements

1. Where a Member State makes use of any of the regulatory
choices referred to in Article 3(4), Article 6(7), Article 6(8),
Article 7(4), Article 8(6) and Article 9(3), it shall inform the
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Commission thereof by 13 December 2013, as well as of any
subsequent changes.

2. The Commission shall ensure that the information referred
to in paragraph 1 is easily accessible to consumers and
traders, inter alia, on a dedicated website.

3. The Commission shall forward the information referred to
in paragraph 1 to the other Member States and the European
Parliament. The Commission shall consult stakeholders on
that information.

Article 30

Reporting by the Commission and review

By 13 December 2016, the Commission shall submit a report
on the application of this Directive to the European
Parliament and the Council. That report shall include in
particular an evaluation of the provisions of this Directive
regarding digital content including the right of withdrawal.
The report shall be accompanied, where necessary, by
legislative proposals to adapt this Directive to developments
in the field of consumer rights.

CHAPTER VI

FINAL PROVISIONS

Article 31

Repeals

Directive 85/577 /EEC and Directive 97 /7 /EC, as amended by
Directive 2002/65/EC of the European Parliament and of the
Council of 23 September 2002 concerning the distance
marketing of consumer financial services (21) and by
Directives 2005/29/EC and 2007 /64/EC, are repealed as of
13 June 2014.

References to the repealed Directives shall be construed as
references to this Directive and shall be read in accordance
with the correlation table set out in Annex II.

Article 32
Amendment to Directive 93/13/EEC
In Directive 93/13/EEC, the following Article is inserted:

‘Article 8a

1. Where a Member State adopts provisions in accordance
with Article 8, it shall inform the Commission thereof, as well
as of any subsequent changes, in particular where those
provisions:

extend the unfairness assessment to individually negotiated
contractual terms or to the adequacy of the price or
remuneration; or,

contain lists of contractual terms which shall be considered as
unfair,

2. The Commission shall ensure that the information referred
to in paragraph 1 is easily accessible to consumers and
traders, inter alia, on a dedicated website.

3. The Commission shall forward the information referred to
in paragraph 1 to the other Member States and the European
Parliament. The Commission shall consult stakeholders on
that information.’

Article 33

Amendment to Directive 1999/44 /EC

In Directive 1999/44/EC, the following Article is inserted:
‘Article 8a

Reporting requirements

1. Where, in accordance with Article 8(2), a Member State
adopts more stringent consumer protection provisions than
those provided for in Article 5(1) to (3) and in Article 7(1), it
shall inform the Commission thereof, as well as of any
subsequent changes.

2. The Commission shall ensure that the information referred
to in paragraph 1 is easily accessible to consumers and
traders, inter alia, on a dedicated website.

3. The Commission shall forward the information referred to
in paragraph 1 to the other Member States and the European
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Parliament. The Commission shall consult stakeholders on
that information.’

Article 34

Entry into force

This Directive shall enter into force on the 20th day following
its publication in the Official Journal of the European Union.

Article 35

Addressees

This Directive is addressed to the Member States.
Done at Strasbourg, 25 October 2011.

For the European Parliament

The President

J. BUZEK

For the Council

The President

M. DOWGIELEWICZ
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ANNEX I
Information concerning the exercise of the right of
withdrawal

A. Model instructions on withdrawal

Right of withdrawal

You have the right to withdraw from this contract within 14
days without giving any reason.

The withdrawal period will expire after 14 days from the day

To exercise the right of withdrawal, you must inform us () of
your decision to withdraw from this contract by an
unequivocal statement (e.g. a letter sent by post, fax or e-
mail). You may use the attached model withdrawal form, but
it is not obligatory.

To meet the withdrawal deadline, it is sufficient for you to
send your communication concerning your exercise of the
right of withdrawal before the withdrawal period has expired.

Effects of withdrawal

If you withdraw from this contract, we shall reimburse to you
all payments received from you, including the costs of delivery
(with the exception of the supplementary costs resulting from
your choice of a type of delivery other than the least expensive
type of standard delivery offered by us), without undue delay
and in any event not later than 14 days from the day on which
we are informed about your decision to withdraw from this
contract. We will carry out such reimbursement using the
same means of payment as you used for the initial transaction,
unless you have expressly agreed otherwise; in any event, you
will not incur any fees as a result of such reimbursement.
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Instructions for completion:

Insert one of the following texts between inverted commas:
(@

in the case of a service contract or a contract for the supply of
water, gas or electricity, where they are not put up for sale in
alimited volume or set quantity, of district heating or of digital
content which is not supplied on a tangible medium: ‘of the
conclusion of the contract.’;

(b)

in the case of a sales contract: ‘on which you acquire, or a third
party other than the carrier and indicated by you acquires,
physical possession of the goods.’;

@)

in the case of a contract relating to multiple goods ordered by
the consumer in one order and delivered separately: ‘on
which you acquire, or a third party other than the carrier and
indicated by you acquires, physical possession of the last
good.’;

(d)

in the case of a contract relating to delivery of a good
consisting of multiple lots or pieces: ‘on which you acquire, or
a third party other than the carrier and indicated by you
acquires, physical possession of the last lot or piece.’;

(e)

in the case of a contract for regular delivery of goods during a
defined period of time: ‘on which you acquire, or a third party
other than the carrier and indicated by you acquires, physical
possession of the first good.’.

Insert your name, geographical address and, where available,
your telephone number, fax number and e-mail address.

If you give the option to the consumer to electronically fill in
and submit information about his withdrawal from the
contract on your website, insert the following: ‘You can also
electronically fill in and submit the model withdrawal form or
any other unequivocal statement on our website [insert
Internet address]. If you use this option, we will communicate
to you an acknowledgement of receipt of such a withdrawal
on a durable medium (e.g. by e-mail) without delay.’.

In the case of sales contracts in which you have not offered to
collect the goods in the event of withdrawal insert the
following: ‘We may withhold reimbursement until we have
received the goods back or you have supplied evidence of
having sent back the goods, whichever is the earliest.”.

If the consumer has received goods in connection with the
contract:

(a)

insert:

‘We will collect the goods.’; or,

‘You shall send back the goods or hand them over to us or ...
[insert the name and geographical address, where applicable,
of the person authorised by you to receive the goods], without
undue delay and in any event not later than 14 days from the
day on which you communicate your withdrawal from this
contract to us. The deadline is met if you send back the goods
before the period of 14 days has expired.’

(b)
insert:

‘We will bear the cost of returning the goods.’,

‘You will have to bear the direct cost of returning the goods.’,

If, in a distance contract, you do not offer to bear the cost of
returning the goods and the goods, by their nature, cannot
normally be returned by post: ‘You will have to bear the direct
cost of returning the goods, ... EUR [insert the amount].’; or if
the cost of returning the goods cannot reasonably be
calculated in advance: ‘You will have to bear the direct cost of
returning the goods. The cost is estimated at a maximum of
approximately ... EUR [insert the amount].’; or

If, in an off-premises contract, the goods, by their nature,
cannot normally be returned by post and have been delivered
to the consumer’s home at the time of the conclusion of the
contract: ‘We will collect the goods at our own expense.’; and,
Q)

insert ‘You are only liable for any diminished value of the
goods resulting from the handling other than what is
necessary to establish the nature, characteristics and
functioning of the goods.’

In the case of a contract for the provision of services or the
supply of water, gas or electricity, where they are not put up
for sale in a limited volume or set quantity, or of district
heating, insert the following: ‘If you requested to begin the
performance of  services or the supply  of
water/gas/electricity/district  heating [delete = where
inapplicable] during the withdrawal period, you shall pay us
an amount which is in proportion to what has been provided
until you have communicated us your withdrawal from this
contract, in comparison with the full coverage of the contract.’.

B. Model withdrawal form

To [here the trader’s name, geographical address and, where
available, his fax number and e-mail address are to be inserted
by the trader]:

I/We (1) hereby give notice that [/We (1) withdraw from
my/our (1) contract of sale of the following goods (1)/for the
provision of the following service (1),

Ordered on (1)/received on (1),

Name of consumer(s),

Address of consumer(s),

Signature of consumer(s) (only if this form is notified on
paper),

Date
(1) Delete as appropriate.

ANNEX I1
ANNEXII
Correlation table
Directive Directive This Directive
85/577 /EEC 97/7/EC
Article 1 Article 3 read in conjunction with Article 2, points 8 and 9, and Article 16, point (h)
Article 1 Article 1 read in conjunction with Article 2, point 7
Article 2 Article 2, points 1 and 2
Article 2, point 1 | Article 2, point 7
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Article 2, point 2

Article 2, point 1

Article 2, point 3

Article 2, point 2

Article 2, point 4,
first sentence

Article 2, point 7

Article 2, point 4,
second sentence

Article 2, point 5

Article 3(1) Article 3(4)
Article 3(2), Article 3(3), points (e) and (f)
point (a)
Article 3(2), Article 3(3), point (j)
point (b)
Article 3(2), —
point (c)
Article 3(2), Article 3(3), point (d)
point (d)
Article 3(2), Article 3(3), point (d)
point (e)
Article 3(3) —
Article 3(1), first| Article 3(3), point (d)
indent
Article 3(1),| Article 3(3), point (1)
second indent
Article 3(1),| Article 3(3), point (m)
third indent
Article 3(1),| Article 3(3), points (e) and (f)
fourth indent
Article 3(1), fifth| Article 6(3) and Article 16, point (k) read in conjunction with Article 2, point 13
indent
Article 3(2), first| Article 3(3), point (j)
indent
Article 3(2),| Article 3(3), point (f) (for rental of accommodation for residential purposes), point (g) (for
second indent package travel), point (h) (for timeshare), point (k) (for passenger transport with some
exceptions) and Article 16, point (1) (exemption from the right of withdrawal)
Article 4, first Article 6(1), points (b), (¢) and (h), and Article 7(1) and (2)
sentence

Article 4, second

Article 6(1), point a and Article 7(1)

sentence
Article 4, third Article 6(1)
sentence
Article 4, fourth Article 10
sentence
Article 4(1),| Article 6(1), points (b) and (c)
point (a)
Article 4(1),| Article 6(1), point (a)
point (b)
Article 4(1),| Article 6(1), point (e)
point (c)
Article 4(1),| Article 6(1), point (e)
point (d)
Article 4(1),| Article 6(1), point (g)
point (e)
Article 4(1),| Article 6(1), point (h)
point (f)
Article 4(1),| Article 6(1), point (f)
point (g)
Article 4(1),| —
point (h)
Article 4(1),| Article 6(1), points (o) and (p)
point (i)
Article 4(2) Article 6(1) read in conjunction with Article 8(1), (2) and (4)
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fourth indent

Article 4(3) Article 8(5)

Article 5(1) Article 8(7)

Article 5(2) Article 3(3), point m

Article 6(1) Article 9(1) and (2), Article 10, Article 13(2), Article 14
Article 6(2) Article 13 and Article 14(1), second and third subparagraphs
Article 6(3), first| Article 16, point (a)

indent

Article 6(3),| Article 16, point (b)

second indent

Article 6(3),| Article 16, point (c) and (d)

third indent

Article 6(3),| Article 16, point (i)

Article 6(3), fifth

Article 16, point (j)

indent

Article 6(3),| Article 3(3), point (c)

sixth indent

Article 6(4) Article 15

Article 7(1) Article 18(1) (for sales contracts)
Article 7(2) Article 18(2), (3) and (4)

Article 7(3) —

Article 8 —

Article 9 Article 27

Article 10 —

(but see Article 13 of Directive 2002/58/EC)

Article 11(1)

Article 23(1)

Article 11(2)

Article 23(2)

Article 11(3),| Article 6(9) for the burden of proof concerning pre-contractual information; for the rest: -

point (a)

Article 11(3),| Article 24(1)

point (b)

Article 11(4) —

Article 12(1) Article 25

Article 12(2) —

Article 13 Article 3(2)

Article 14 Article 4

Article 15(1) Article 28(1)

Article 15(2) Article 28(1)

Article 15(3) Article 28(1)

Article 15(4) Article 30

Article 16 Article 26

Article 17 —

Article 18 Article 34

Article 19 Article 35
Article 5(1) Articles 9 and 11
Article 5(2) Article 12
Article 6 Article 25
Article 7 Articles 13, 14 and 15
Article 8 Article 4

Annex to Regulation (EC) No 2006/2004 of the European Parliament and of the Council of 27 October 2004 on
cooperation between national authorities responsible for the enforcement of consumer protection laws (the
Regulation on consumer protection cooperation) (*)

To be construed as
areference to

Paragraphs 2 and 11

This Directive
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Directive 2013/11/EU of the European parliament and of the
Council 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)

THE EUROPEAN PARLIAMENT AND THE COUNCIL OF THE
EUROPEAN UNION,

Having regard to the Treaty on the Functioning of the European
Union, and in particular Article 114 thereof,

Having regard to the proposal from the European Commission,
After transmission of the draft legislative act to the national
Parliaments,

Having regard to the opinion of the European Economic and
Social Committee (1),

Acting in accordance with the ordinary legislative procedure
(2),

Whereas:

(1) Article 169(1) and point (a) of Article 169(2) of the Treaty
on the Functioning of the European Union (TFEU) provide that
the Union is to contribute to the attainment of a high level of
consumer protection through measures adopted pursuant to
Article 114 TFEU. Article 38 of the Charter of Fundamental
Rights of the European Union provides that Union policies are
to ensure a high level of consumer protection.

(2) In accordance with Article 26(2) TFEU, the internal market
is to comprise an area without internal frontiers in which the
free movement of goods and services is ensured. The internal
market should provide consumers with added value in the form
of better quality, greater variety, reasonable prices and high
safety standards for goods and services, which should promote
a high level of consumer protection.

(3) Fragmentation of the internal market is detrimental to
competitiveness, growth and job creation within the Union.
Eliminating direct and indirect obstacles to the proper
functioning of the internal market and improving citizens’ trust
is essential for the completion of the internal market.

(4) Ensuring access to simple, efficient, fast and low-cost ways
of resolving domestic and cross-border disputes which arise
from sales or service contracts should benefit consumers and
therefore boost their confidence in the market. That access
should apply to online as well as to offline transactions, and is
particularly important when consumers shop across borders.
(5) Alternative dispute resolution (ADR) offers a simple, fast
and low-cost out-of-court solution to disputes between
consumers and traders. However, ADR is not yet sufficiently
and consistently developed across the Union. It is regrettable
that, despite Commission Recommendations 98/257/EC of 30
March 1998 on the principles applicable to the bodies
responsible for out-of-court settlement of consumer disputes
(3) and 2001/310/EC of 4 April 2001 on the principles for out-
of-court bodies involved in the consensual resolution of
consumer disputes (4), ADR has not been correctly established
and is not running satisfactorily in all geographical areas or
business sectors in the Union. Consumers and traders are still
not aware of the existing out-of-court redress mechanisms,
with only a small percentage of citizens knowing how to file a
complaint with an ADR entity. Where ADR procedures are
available, their quality levels vary considerably in the Member
States and cross-border disputes are often not handled
effectively by ADR entities.

(6) The disparities in ADR coverage, quality and awareness in
Member States constitute a barrier to the internal market and
are among the reasons why many consumers abstain from
shopping across borders and why they lack confidence that
potential disputes with traders can be resolved in an easy, fast
and inexpensive way. For the same reasons, traders might
abstain from selling to consumers in other Member States

where there is no sufficient access to high-quality ADR
procedures. Furthermore, traders established in a Member
State where high-quality ADR procedures are not sufficiently
available are put at a competitive disadvantage with regard to
traders that have access to such procedures and can thus
resolve consumer disputes faster and more cheaply.

(7) In order for consumers to exploit fully the potential of the
internal market, ADR should be available for all types of
domestic and cross-border disputes covered by this Directive,
ADR procedures should comply with consistent quality
requirements that apply throughout the Union, and consumers
and traders should be aware of the existence of such
procedures. Due to increased cross-border trade and
movement of persons, it is also important that ADR entities
handle cross-border disputes effectively.

(8) As advocated by the European Parliament in its resolutions
of 25 October 2011 on alternative dispute resolution in civil,
commercial and family matters and of 20 May 2010 on
delivering a single market to consumers and citizens, any
holistic approach to the single market which delivers results for
its citizens should as a priority develop simple, affordable,
expedient and accessible system of redress.

(9) In its Communication of 13 April 2011 entitled ‘Single
Market Act — Twelve levers to boost growth and strengthen
confidence — “Working together to create new growth” ’, the
Commission identified legislation on ADR which includes an
electronic commerce (e-commerce) dimension, as one of the
twelve levers to boost growth, strengthen confidence and make
progress towards completing the Single Market.

(10) Inits conclusions of 24-25 March and 23 October 2011, the
European Council invited the European Parliament and the
Council to adopt, by the end of 2012, a first set of priority
measures to bring a new impetus to the Single Market.
Moreover, in its Conclusions of 30 May 2011 on the Priorities
for relaunching the Single Market, the Council of the European
Union highlighted the importance of e-commerce and agreed
that consumer ADR schemes can offer low-cost, simple and
quick redress for both consumers and traders. The successful
implementation of those schemes requires sustained political
commitment and support from all actors, without
compromising the affordability, transparency, flexibility, speed
and quality of decision-making by the ADR entities falling
within the scope of this Directive.

(11) Given the increasing importance of online commerce and
in particular cross-border trade as a pillar of Union economic
activity, a properly functioning ADR infrastructure for
consumer disputes and a properly integrated online dispute
resolution (ODR) framework for consumer disputes arising
from online transactions are necessary in order to achieve the
Single Market Act’s aim of boosting citizens’ confidence in the
internal market.

(12) This Directive and Regulation (EU) No 524/2013 of the
European Parliament and of the Council of 21 May 2013 on
online dispute resolution for consumer disputes (5) are two
interlinked and complementary legislative instruments.
Regulation (EU) No 524/2013 provides for the establishment
of an ODR platform which offers consumers and traders a single
point of entry for the out-of-court resolution of online disputes,
through ADR entities which are linked to the platform and offer
ADR through quality ADR procedures. The availability of
quality ADR entities across the Union is thus a precondition for
the proper functioning of the ODR platform.
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(13) This Directive should not apply to non-economic services
of general interest. Non-economic services are services which
are not performed for economic consideration. As a result, non-
economic services of general interest performed by the State or
on behalf of the State, without remuneration, should not be
covered by this Directive irrespective of the legal form through
which those services are provided.

(14) This Directive should not apply to health care services as
defined in point (a) of Article 3 of Directive 2011/24 /EU of the
European Parliament and of the Council of 9 March 2011 on the
application of patients’ rights in cross-border healthcare (6).
(15) The development within the Union of properly functioning
ADR is necessary to strengthen consumers’ confidence in the
internal market, including in the area of online commerce, and
to fulfil the potential for and opportunities of cross-border and
online trade. Such development should build on existing ADR
procedures in the Member States and respect their legal
traditions. Both existing and newly established properly
functioning dispute resolution entities that comply with the
quality requirements set out in this Directive should be
considered as ‘ADR entities’ within the meaning of this
Directive. The dissemination of ADR can also prove to be
important in those Member States in which there is a
substantial backlog of cases pending before the courts,
preventing Union citizens from exercising their right to a fair
trial within a reasonable time.

(16) This Directive should apply to disputes between
consumers and traders concerning contractual obligations
stemming from sales or services contracts, both online and
offline, in all economic sectors, other than the exempted
sectors. This should include disputes arising from the sale or
provision of digital content for remuneration. This Directive
should apply to complaints submitted by consumers against
traders. It should not apply to complaints submitted by traders
against consumers or to disputes between traders. However, it
should not prevent Member States from adopting or
maintaining in force provisions on procedures for the out-of-
court resolution of such disputes.

(17) Member States should be permitted to maintain or
introduce national provisions with regard to procedures not
covered by this Directive, such as internal complaint handling
procedures operated by the trader. Such internal complaint
handling procedures can constitute an effective means for
resolving consumer disputes at an early stage.

(18) The definition of ‘consumer’ should cover natural persons
who are acting outside their trade, business, craft or profession.
However, if the contract is concluded for purposes partly within
and partly outside the person’s trade (dual purpose contracts)
and the trade purpose is so limited as not to be predominant in
the overall context of the supply, that person should also be
considered as a consumer.

(19) Some existing Union legal acts already contain provisions
concerning ADR. In order to ensure legal certainty, it should be
provided that, in the event of conflict, this Directive is to prevail,
except where it explicitly provides otherwise. In particular, this
Directive should be without prejudice to Directive 2008/52/EC
of the European Parliament and of the Council of 21 May 2008
on certain aspects of mediation in civil and commercial matters
(7), which already sets out a framework for systems of
mediation at Union level for cross-border disputes, without
preventing the application of that Directive to internal
mediation systems. This Directive is intended to apply
horizontally to all types of ADR procedures, including to ADR
procedures covered by Directive 2008/52/EC.

(20) ADR entities are highly diverse across the Union but also
within the Member States. This Directive should cover any
entity that is established on a durable basis, offers the
resolution of a dispute between a consumer and a trader
through an ADR procedure and is listed in accordance with this
Directive. This Directive may also cover, if Member States so
decide, dispute resolution entities which impose solutions
which are binding on the parties. However, an out-of-court
procedure which is created on an ad hoc basis for a single

dispute between a consumer and a trader should not be
considered as an ADR procedure.

(21) Also ADR procedures are highly diverse across the Union
and within Member States. They can take the form of
procedures where the ADR entity brings the parties together
with the aim of facilitating an amicable solution, or procedures
where the ADR entity proposes a solution or procedures where
the ADR entity imposes a solution. They can also take the form
of a combination of two or more such procedures. This
Directive should be without prejudice to the form which ADR
procedures take in the Member States.

(22) Procedures before dispute resolution entities where the
natural persons in charge of dispute resolution are employed
or receive any form of remuneration exclusively from the
trader are likely to be exposed to a conflict of interest.
Therefore, those procedures should, in principle, be excluded
from the scope of this Directive, unless a Member State decides
that such procedures can be recognised as ADR procedures
under this Directive and provided that those entities are in
complete conformity with the specific requirements on
independence and impartiality laid down in this Directive. ADR
entities offering dispute resolution through such procedures
should be subject to regular evaluation of their compliance with
the quality requirements set out in this Directive, including the
specific additional requirements ensuring their independence.
(23) This Directive should not apply to procedures before
consumer-complaint handling systems operated by the trader,
nor to direct negotiations between the parties. Furthermore, it
should not apply to attempts made by a judge to settle a dispute
in the course of a judicial proceeding concerning that dispute.
(24) Member States should ensure that disputes covered by this
Directive can be submitted to an ADR entity which complies
with the requirements set out in this Directive and is listed in
accordance with it. Member States should have the possibility
of fulfilling this obligation by building on existing properly
functioning ADR entities and adjusting their scope of
application, if needed, or by providing for the creation of new
ADR entities. This Directive should not preclude the functioning
of existing dispute resolution entities operating within the
framework of national consumer protection authorities of
Member States where State officials are in charge of dispute
resolution. State officials should be regarded as representatives
of both consumers’ and traders’ interests. This Directive should
not oblige Member States to create a specific ADR entity in each
retail sector. When necessary, in order to ensure full sectoral
and geographical coverage by and access to ADR, Member
States should have the possibility to provide for the creation of
aresidual ADR entity that deals with disputes for the resolution
of which no specific ADR entity is competent. Residual ADR
entities are intended to be a safeguard for consumers and
traders by ensuring that there are no gaps in access to an ADR
entity.

(25) This Directive should not prevent Member States from
maintaining or introducing legislation on procedures for out-
of-court resolution of consumer contractual disputes which is
in compliance with the requirements set out in this Directive.
Furthermore, in order to ensure that ADR entities can operate
effectively, those entities should have the possibility of
maintaining or introducing, in accordance with the laws of the
Member State in which they are established, procedural rules
that allow them to refuse to deal with disputes in specific
circumstances, for example where a dispute is too complex and
would therefore be better resolved in court. However,
procedural rules allowing ADR entities to refuse to deal with a
dispute should not impair significantly consumers’ access to
ADR procedures, including in the case of cross-border disputes.
Thus, when providing for a monetary threshold, Member States
should always take into account that the real value of a dispute
may vary among Member States and, consequently, setting a
disproportionately high threshold in one Member State could
impair access to ADR procedures for consumers from other
Member States. Member States should not be required to
ensure that the consumer can submit his complaint to another
ADR entity, where an ADR entity to which the complaint was
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first submitted has refused to deal with it because of its
procedural rules. In such cases Member States should be
deemed to have fulfilled their obligation to ensure full coverage
of ADR entities.

(26) This Directive should allow traders established in a
Member State to be covered by an ADR entity which is
established in another Member State. In order to improve the
coverage of and consumer access to ADR across the Union,
Member States should have the possibility of deciding to rely on
ADR entities established in another Member State or regional,
transnational or pan-European ADR entities, where traders
from different Member States are covered by the same ADR
entity. Recourse to ADR entities established in another Member
State or to transnational or pan-European ADR entities should,
however, be without prejudice to Member States’ responsibility
to ensure full coverage by and access to ADR entities.

(27) This Directive should be without prejudice to Member
States maintaining or introducing ADR procedures dealing
jointly with identical or similar disputes between a trader and
several consumers. Comprehensive impact assessments should
be carried out on collective out-of-court settlements before
such settlements are proposed at Union level. The existence of
an effective system for collective claims and easy recourse to
ADR should be complementary and they should not be mutually
exclusive procedures.

(28) The processing of information relating to disputes covered
by this Directive should comply with the rules on the protection
of personal data laid down in the laws, Regulations and
administrative provisions of the Member States adopted
pursuant to Directive 95/46/EC of the European Parliament
and of the Council of 24 October 1995 on the protection of
individuals with regard to the processing of personal data and
on the free movement of such data (8).

(29) Confidentiality and privacy should be respected at all
times during the ADR procedure. Member States should be
encouraged to protect the confidentiality of ADR procedures in
any subsequent civil or commercial judicial proceedings or
arbitration.

(30) Member States should nevertheless ensure that ADR
entities make publicly available any systematic or significant
problems that occur frequently and lead to disputes between
consumers and traders. The information communicated in this
regard could be accompanied by recommendations as to how
such problems can be avoided or resolved in future, in order to
raise traders’ standards and to facilitate the exchange of
information and best practices.

(31) Member States should ensure that ADR entities resolve
disputes in a manner that is fair, practical and proportionate to
both the consumer and the trader, on the basis of an objective
assessment of the circumstances in which the complaint is
made and with due regard to the rights of the parties.

(32) The independence and integrity of ADR entities is crucial
in order to gain Union citizens’ trust that ADR mechanisms will
offer them a fair and independent outcome. The natural person
or collegial body in charge of ADR should be independent of all
those who might have an interest in the outcome and should
have no conflict of interest which could impede him or it from
reaching a decision in a fair, impartial and independent
manner.

(33) The natural persons in charge of ADR should only be
considered impartial if they cannot be subject to pressure that
potentially influences their attitude towards the dispute. In
order to ensure the independence of their actions, those
persons should also be appointed for a sufficient duration, and
should not be subject to any instructions from either party or
their representative.

(34) In order to ensure the absence of any conflict of interest,
natural persons in charge of ADR should disclose any
circumstances that might affect their independence and
impartiality or give rise to a conflict of interest with either party
to the dispute they are asked to resolve. This could be any
financial interest, direct or indirect, in the outcome of the ADR
procedure or any personal or business relationship with one or
more of the parties during the three years prior to assuming the
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post, including any capacity other than for the purposes of ADR
in which the person concerned has acted for one or more of the
parties, for a professional organisation or a business
association of which one of the parties is a member or for any
other member thereof.

(35) There is a particular need to ensure the absence of such
pressure where the natural persons in charge of ADR are
employed or receive any form of remuneration from the trader.
Therefore, specific requirements should be provided for in the
event that Member States decide to allow dispute resolution
procedures in such cases to qualify as ADR procedures under
this Directive. Where natural persons in charge of ADR are
employed or receive any form of remuneration exclusively
from a professional organisation or a business association of
which the trader is a member, they should have at their disposal
a separate and dedicated budget sufficient to fulfil their tasks.
(36) It is essential for the success of ADR, in particular in order
to ensure the necessary trust in ADR procedures, that the
natural persons in charge of ADR possess the necessary
expertise, including a general understanding of law. In
particular, those persons should have sufficient general
knowledge of legal matters in order to understand the legal
implications of the dispute, without being obliged to be a
qualified legal professional.

(37) The applicability of certain quality principles to ADR
procedures strengthens both consumers’ and traders’
confidence in such procedures. Such quality principles were
first developed at Union level in Recommendations 98/257/EC
and 2001/310/EC. By making some of the principles
established in those Commission Recommendations binding,
this Directive establishes a set of quality requirements which
apply to all ADR procedures carried out by an ADR entity which
has been notified to the Commission.

(38) This Directive should establish quality requirements of
ADR entities, which should ensure the same level of protection
and rights for consumers in both domestic and cross-border
disputes. This Directive should not prevent Member States
from adopting or maintaining rules that go beyond what is
provided for in this Directive.

(39) ADR entities should be accessible and transparent. In
order to ensure the transparency of ADR entities and of ADR
procedures it is necessary that the parties receive the clear and
accessible information they need in order to take an informed
decision before engaging in an ADR procedure. The provision
of such information to traders should not be required where
their participation in ADR procedures is mandatory under
national law.

(40) A properly functioning ADR entity should conclude online
and offline dispute resolution proceedings expeditiously within
a timeframe of 90 calendar days starting on the date on which
the ADR entity has received the complete complaint file
including all relevant documentation pertaining to that
complaint, and ending on the date on which the outcome of the
ADR procedure is made available. The ADR entity which has
received a complaint should notify the parties after receiving all
the documents necessary to carry out the ADR procedure. In
certain exceptional cases of a highly complex nature, including
where one of the parties is unable, on justified grounds, to take
part in the ADR procedure, ADR entities should be able to
extend the timeframe for the purpose of undertaking an
examination of the case in question. The parties should be
informed of any such extension, and of the expected
approximate length of time that will be needed for the
conclusion of the dispute.

(41) ADR procedures should preferably be free of charge for the
consumer. In the event that costs are applied, the ADR
procedure should be accessible, attractive and inexpensive for
consumers. To that end, costs should not exceed a nominal fee.
(42) ADR procedures should be fair so that the parties to a
dispute are fully informed about their rights and the
consequences of the choices they make in the context of an ADR
procedure. ADR entities should inform consumers of their
rights before they agree to or follow a proposed solution. Both
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parties should also be able to submit their information and
evidence without being physically present.

(43) An agreement between a consumer and a trader to submit
complaints to an ADR entity should not be binding on the
consumer if it was concluded before the dispute has
materialised and if it has the effect of depriving the consumer
of his right to bring an action before the courts for the
settlement of the dispute. Furthermore, in ADR procedures
which aim at resolving the dispute by imposing a solution, the
solution imposed should be binding on the parties only if they
were informed of its binding nature in advance and specifically
accepted this. Specific acceptance by the trader should not be
required if national rules provide that such solutions are
binding on traders.

(44) In ADR procedures which aim at resolving the dispute by
imposing a solution on the consumer, in a situation where there
is no conflict of laws, the solution imposed should not result in
the consumer being deprived of the protection afforded to him
by the provisions that cannot be derogated from by agreement
by virtue of the law of the Member State where the consumer
and the trader are habitually resident. In a situation involving a
conflict of laws, where the law applicable to the sales or service
contract is determined in accordance with Article 6(1) and (2)
of Regulation (EC) No 593/2008 of the European Parliament
and of the Council of 17 June 2008 on the law applicable to
contractual obligations (Rome I) (9), the solution imposed by
the ADR entity should not result in the consumer being
deprived of the protection afforded to him by the provisions
that cannot be derogated from by agreement by virtue of the
law of the Member State in which the consumer is habitually
resident. In a situation involving a conflict of laws, where the
law applicable to the sales or service contract is determined in
accordance with Article 5(1) to (3) of the Rome Convention of
19 June 1980 on the law applicable to contractual obligations
(10), the solution imposed by the ADR entity should not result
in the consumer being deprived of the protection afforded to
the consumer by the mandatory rules of the law of the Member
State in which the consumer is habitually resident.

(45) The right to an effective remedy and the right to a fair trial
are fundamental rights laid down in Article 47 of the Charter of
Fundamental Rights of the European Union. Therefore, ADR
procedures should not be designed to replace court procedures
and should not deprive consumers or traders of their rights to
seek redress before the courts. This Directive should not
prevent parties from exercising their right of access to the
judicial system. In cases where a dispute could not be resolved
through a given ADR procedure whose outcome is not binding,
the parties should subsequently not be prevented from
initiating judicial proceedings in relation to that dispute.
Member States should be free to choose the appropriate means
to achieve this objective. They should have the possibility to
provide, inter alia, that limitation or prescription periods do not
expire during an ADR procedure.

(46) In order to function efficiently, ADR entities should have
sufficient human, material and financial resources at their
disposal. Member States should decide on an appropriate form
of funding for ADR entities on their territories, without
restricting the funding of entities that are already operational.
This Directive should be without prejudice to the question of
whether ADR entities are publicly or privately funded or funded
through a combination of public and private funding. However,
ADR entities should be encouraged to specifically consider
private forms of funding and to utilise public funds only at
Member States’ discretion. This Directive should not affect the
possibility for businesses or for professional organisations or
business associations to fund ADR entities.

(47) When a dispute arises it is necessary that consumers are
able to identify quickly which ADR entities are competent to
deal with their complaint and to know whether or not the
trader concerned will participate in proceedings submitted to
an ADR entity. Traders who commit to use ADR entities to
resolve disputes with consumers should inform consumers of
the address and website of the ADR entity or entities by which
they are covered. That information should be provided in a

clear, comprehensible and easily accessible way on the trader’s
website, where one exists, and if applicable in the general terms
and conditions of sales or service contracts between the trader
and the consumer. Traders should have the possibility of
including on their websites, and in the terms and conditions of
the relevant contracts, any additional information on their
internal complaint handling procedures or on any other ways
of directly contacting them with a view to settling disputes with
consumers without referring them to an ADR entity. Where a
dispute cannot be settled directly, the trader should provide the
consumer, on paper or another durable medium, with the
information on relevant ADR entities and specify if he will make
use of them.

(48) The obligation on traders to inform consumers about the
ADR entities by which those traders are covered should be
without prejudice to provisions on consumer information on
out-of-court redress procedures contained in other Union legal
acts, which should apply in addition to the relevant information
obligation provided for in this Directive.

(49)

This Directive should not require the participation of traders in
ADR procedures to be mandatory or the outcome of such
procedures to be binding on traders, when a consumer has
lodged a complaint against them. However, in order to ensure
that consumers have access to redress and that they are not
obliged to forego their claims, traders should be encouraged as
far as possible to participate in ADR procedures. Therefore, this
Directive should be without prejudice to any national rules
making the participation of traders in such procedures
mandatory or subject to incentives or sanctions or making their
outcome binding on traders, provided that such legislation does
not prevent the parties from exercising their right of access to
the judicial system as provided for in Article 47 of the Charter
of Fundamental Rights of the European Union.

(50) In order to avoid an unnecessary burden being placed on
ADR entities, Member States should encourage consumers to
contact the trader in an effort to solve the problem bilaterally
before submitting a complaint to an ADR entity. In many cases,
doing so would allow consumers to settle their disputes swiftly
and at an early stage.

(51) Member States should involve the representatives of
professional organisations, business associations and
consumer organisations when developing ADR, in particular in
relation to the principles of impartiality and independence.
(52) Member States should ensure that ADR entities cooperate
on the resolution of cross-border disputes.

(53) Networks of ADR entities, such as the financial dispute
resolution network ‘FIN-NET’ in the area of financial services,
should be strengthened within the Union. Member States
should encourage ADR entities to become part of such
networks.

(54) Close cooperation between ADR entities and national
authorities should strengthen the effective application of Union
legal acts on consumer protection. The Commission and the
Member States should facilitate cooperation between the ADR
entities, in order to encourage the exchange of best practice and
technical expertise and to discuss any problems arising from
the operation of ADR procedures. Such cooperation should be
supported, inter alia, through the Union’s forthcoming
Consumer Programme.

(55) In order to ensure that ADR entities function properly and
effectively, they should be closely monitored. For that purpose,
each Member States should designate a competent authority or
competent authorities which should perform that function. The
Commission and competent authorities under this Directive
should publish and update a list of ADR entities that comply
with this Directive. Member States should ensure that ADR
entities, the European Consumer Centre Network, and, where
appropriate, the bodies designated in accordance with this
Directive publish that list on their website by providing a link
to the Commission’s website, and whenever possible on a
durable medium at their premises. Furthermore, Member
States should also encourage relevant consumer organisations
and business associations to publish the list. Member States
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should also ensure the appropriate dissemination of
information on what consumers should do if they have a
dispute with a trader. In addition, competent authorities should
publish regular reports on the development and functioning of
ADR entities in their Member States. ADR entities should notify
to competent authorities specific information on which those
reports should be based. Member States should encourage ADR
entities to provide such information using Commission
Recommendation 2010/304/EU of 12 May 2010 on the use of
a harmonised methodology for classifying and reporting
consumer complaints and enquiries (11).

(56) It is necessary for Member States to lay down rules on
penalties for infringements of the national provisions adopted
to comply with this Directive and to ensure that those rules are
implemented. The penalties should be effective, proportionate
and dissuasive.

(57) Regulation (EC) No 2006/2004 of the European
Parliament and of the Council of 27 October 2004 on
cooperation between national authorities responsible for the
enforcement of consumer protection laws (the Regulation on
consumer protection cooperation) (12) should be amended to
include a reference to this Directive in its Annex so as to
reinforce cross-border cooperation on enforcement of this
Directive.

(58) Directive 2009/22/EC of the European Parliament and of
the Council of 23 April 2009 on injunctions for the protection of
consumers’ interests (13) (Injunctions Directive) should be
amended to include a reference to this Directive in its Annex so
as to ensure that the consumers’ collective interests laid down
in this Directive are protected.

(59) In accordance with the Joint Political Declaration of 28
September 2011 of Member States and the Commission on
explanatory documents (14), Member States have undertaken
to accompany, in justified cases, the notification of their
transposition measures with one or more documents
explaining the relationship between the components of a
Directive and the corresponding parts of national transposition
instruments. With regard to this Directive, the legislator
considers the transmission of such documents to be justified.
(60) Since the objective of this Directive, namely to contribute,
through the achievement of a high level of consumer protection
and without restricting consumers’ access to the courts, to the
proper functioning of the internal market, cannot be
sufficiently achieved by the Member States and can therefore
be better achieved at Union level, the Union may adopt
measures, in accordance with the principle of subsidiarity as set
out in Article 5 of the Treaty on European Union. In accordance
with the principle of proportionality, as set out in that Article,
this Directive does not go beyond what is necessary in order to
achieve that objective.

(61) This Directive respects fundamental rights and observes
the principles recognised in particular by the Charter of
Fundamental Rights of the European Union and specifically
Articles 7, 8, 38 and 47 thereof.

(62) The European Data Protection Supervisor was consulted
in accordance with Article 28(2) of Regulation (EC) No
45/2001 of the European Parliament and of the Council of 18
December 2000 on the protection of individuals with regard to
the processing of personal data by the Community institutions
and bodies and on the free movement of such data (15) and
delivered an opinion on 12 January 2012 (16),

HAVE ADOPTED THIS DIRECTIVE:
CHAPTER 1
GENERAL PROVISIONS

Article 1

Subject matter

The purpose of this Directive is, through the achievement of a
high level of consumer protection, to contribute to the proper
functioning of the internal market by ensuring that consumers
can, on a voluntary basis, submit complaints against traders to
entities offering independent, impartial, transparent, effective,
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fast and fair alternative dispute resolution procedures. This
Directive is without prejudice to national legislation making
participation in such procedures mandatory, provided that
such legislation does not prevent the parties from exercising
their right of access to the judicial system.

Article 2

Scope

1. This Directive shall apply to procedures for the out-of-court
resolution of domestic and cross-border disputes concerning
contractual obligations stemming from sales contracts or
service contracts between a trader established in the Union and
a consumer resident in the Union through the intervention of
an ADR entity which proposes or imposes a solution or brings
the parties together with the aim of facilitating an amicable
solution.

2. This Directive shall not apply to:

(a) procedures before dispute resolution entities where the
natural persons in charge of dispute resolution are employed
or remunerated exclusively by the individual trader, unless
Member States decide to allow such procedures as ADR
procedures under this Directive and the requirements set out
in Chapter 1I, including the specific requirements of
independence and transparency set out in Article 6(3), are met;
(b) procedures before consumer complaint-handling systems
operated by the trader;

(c) non-economic services of general interest;

(d) disputes between traders;

(e) direct negotiation between the consumer and the trader;

(f) attempts made by a judge to settle a dispute in the course of
a judicial proceeding concerning that dispute;

(g) procedures initiated by a trader against a consumer;
(h)health services provided by health professionals to patients
to assess, maintain or restore their state of health, including the
prescription, dispensation and provision of medicinal products
and medical devices;

(i) public providers of further or higher education.

3. This Directive establishes harmonised quality requirements
for ADR entities and ADR procedures in order to ensure that,
after its implementation, consumers have access to high-
quality, transparent, effective and fair out-of-court redress
mechanisms no matter where they reside in the Union. Member
States may maintain or introduce rules that go beyond those
laid down by this Directive, in order to ensure a higher level of
consumer protection.

4. This Directive acknowledges the competence of Member
States to determine whether ADR entities established on their
territories are to have the power to impose a solution.

Article 3

Relationship with other Union legal acts

1. Save as otherwise set out in this Directive, if any provision of
this Directive conflicts with a provision laid down in another
Union legal act and relating to out-of-court redress procedures
initiated by a consumer against a trader, the provision of this
Directive shall prevail.

2. This Directive shall be without prejudice to Directive
2008/52/EC.

3. Article 13 of this Directive shall be without prejudice to
provisions on consumer information on out-of-court redress
procedures contained in other Union legal acts which shall
apply in addition to that Article.

Article 4

Definitions

1. For the purposes of this Directive:

(a) ‘consumer’ means any natural person who is acting for
purposes which are outside his trade, business, craft or
profession;

(b) ‘trader’ means any natural persons, or any legal person
irrespective of whether privately or publicly owned, who is
acting, including through any person acting in his name or on
his behalf, for purposes relating to his trade, business, craft or
profession;
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(c) ‘sales contract’ means any contract under which the trader
transfers or undertakes to transfer the ownership of goods to
the consumer and the consumer pays or undertakes to pay the
price thereof, including any contract having as its object both
goods and services;

(d) ‘service contract’ means any contract other than a sales
contract under which the trader supplies or undertakes to
supply a service to the consumer and the consumer pays or
undertakes to pay the price thereof;

(e) ‘domestic dispute’ means a contractual dispute arising from
a sales or service contract where, at the time the consumer
orders the goods or services, the consumer is resident in the
same Member State as that in which the trader is established;
(f) ‘cross-border dispute’ means a contractual dispute arising
from a sales or service contract where, at the time the consumer
orders the goods or services, the consumer is resident in a
Member State other than the Member State in which the trader
is established;

(g) ‘ADR procedure’ means a procedure, as referred to in Article
2, which complies with the requirements set out in this
Directive and is carried out by an ADR entity;

(h) ‘ADR entity’ means any entity, however named or referred
to, which is established on a durable basis and offers the
resolution of a dispute through an ADR procedure and that is
listed in accordance with Article 20(2);

(i) ‘competent authority’ means any public authority
designated by a Member State for the purposes of this Directive
and established at national, regional or local level.

2. Atrader is established:

— if the trader is a natural person, where he has his place of
business,

- if the trader is a company or other legal person or association
of natural or legal persons, where it has its statutory seat,
central administration or place of business, including a branch,
agency or any other establishment.

3. An ADR entity is established:

— if it is operated by a natural person, at the place where it
carries out ADR activities,

— if the entity is operated by a legal person or association of
natural or legal persons, at the place where that legal person or
association of natural or legal persons carries out ADR activities
or has its statutory seat,

— if it is operated by an authority or other public body, at the
place where that authority or other public body has its seat.

CHAPTERII
ACCESS TO AND REQUIREMENTS APPLICABLE TO ADR
ENTITIES AND ADR PROCEDURES

Article 5 Access to ADR entities and ADR procedures

1. Member States shall facilitate access by consumers to ADR
procedures and shall ensure that disputes covered by this
Directive and which involve a trader established on their
respective territories can be submitted to an ADR entity which
complies with the requirements set out in this Directive.

2. Member States shall ensure that ADR entities:

(a) maintain an up-to-date website which provides the parties
with easy access to information concerning the ADR procedure,
and which enables consumers to submit a complaint and the
requisite supporting documents online;

(b) provide the parties, at their request, with the information
referred to in point (a) on a durable medium;

(c) where applicable, enable the consumer to submit a
complaint offline;

(d) enable the exchange of information between the parties via
electronic means or, if applicable, by post;

(e) accept both domestic and cross-border disputes, including
disputes covered by Regulation (EU) No 524/2013; and

(f) when dealing with disputes covered by this Directive, take
the necessary measures to ensure that the processing of
personal data complies with the rules on the protection of
personal data laid down in the national legislation

implementing Directive 95/46/EC in the Member State in
which the ADR entity is established.

3. Member States may fulfil their obligation under paragraph 1
by ensuring the existence of a residual ADR entity which is
competent to deal with disputes as referred to in that
paragraph for the resolution of which no existing ADR entity is
competent. Member States may also fulfil that obligation by
relying on ADR entities established in another Member State or
regional, transnational or pan-European dispute resolution
entities, where traders from different Member States are
covered by the same ADR entity, without prejudice to their
responsibility to ensure full coverage and access to ADR
entities.

4. Member States may, at their discretion, permit ADR entities
to maintain and introduce procedural rules that allow them to
refuse to deal with a given dispute on the grounds that:

(a) the consumer did not attempt to contact the trader
concerned in order to discuss his complaint and seek, as a first
step, to resolve the matter directly with the trader;

(b) the dispute is frivolous or vexatious;

(c) the dispute is being or has previously been considered by
another ADR entity or by a court;

(d) the value of the claim falls below or above a pre-specified
monetary threshold;

(e) the consumer has not submitted the complaint to the ADR
entity within a pre-specified time limit, which shall not be set at
less than one year from the date upon which the consumer
submitted the complaint to the trader;

(f) dealing with such a type of dispute would otherwise
seriously impair the effective operation of the ADR entity.
Where, in accordance with its procedural rules, an ADR entity
is unable to consider a dispute that has been submitted to it,
that ADR entity shall provide both parties with a reasoned
explanation of the grounds for not considering the dispute
within three weeks of receiving the complaint file.

Such procedural rules shall not significantly impair consumers’
access to ADR procedures, including in the case of cross-border
disputes.

5. Member States shall ensure that, when ADR entities are
permitted to establish pre-specified monetary thresholds in
order to limit access to ADR procedures, those thresholds are
not set at a level at which they significantly impair the
consumers’ access to complaint handling by ADR entities.

6. Where, in accordance with the procedural rules referred to
in paragraph 4, an ADR entity is unable to consider a complaint
that has been submitted to it, a Member State shall not be
required to ensure that the consumer can submit his complaint
to another ADR entity.

7. Where an ADR entity dealing with disputes in a specific
economic sector is competent to consider disputes relating to a
trader operating in that sector but which is not a member of the
organisation or association forming or funding the ADR entity,
the Member State shall be deemed to have fulfilled its
obligation under paragraph 1 also with respect to disputes
concerning that trader.

Article 6

Expertise, independence and impartiality

1. Member States shall ensure that the natural persons in
charge of ADR possess the necessary expertise and are
independent and impartial. This shall be guaranteed by
ensuring that such persons:

(a) possess the necessary knowledge and skills in the field of
alternative or judicial resolution of consumer disputes, as well
as a general understanding of law;

(b) are appointed for a term of office of sufficient duration to
ensure the independence of their actions, and are not liable to
be relieved from their duties without just cause;

(c) are not subject to any instructions from either party or their
representatives;

(d) are remunerated in a way that is not linked to the outcome
of the procedure;
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(e) without undue delay disclose to the ADR entity any
circumstances that may, or may be seen to, affect their
independence and impartiality or give rise to a conflict of
interest with either party to the dispute they are asked to
resolve. The obligation to disclose such circumstances shall be
a continuing obligation throughout the ADR procedure. It shall
not apply where the ADR entity comprises only one natural
person.

2. Member States shall ensure that ADR entities have in place
procedures to ensure that in the case of circumstances referred
to in point (e) of paragraph 1:

(a) the natural person concerned is replaced by another natural
person that shall be entrusted with conducting the ADR
procedure; or failing that

(b) the natural person concerned refrains from conducting the
ADR procedure and, where possible, the ADR entity proposes
to the parties to submit the dispute to another ADR entity which
is competent to deal with the dispute; or failing that

(c) the circumstances are disclosed to the parties and the
natural person concerned is allowed to continue to conduct the
ADR procedure only if the parties have not objected after they
have been informed of the circumstances and their right to
object.

This paragraph shall be without prejudice to point (a) of Article
9(2).

Where the ADR entity comprises only one natural person, only
points (b) and (c) of the first subparagraph of this paragraph
shall apply.

3. Where Member States decide to allow procedures referred
to in point (a) of Article 2(2) as ADR procedures under this
Directive, they shall ensure that, in addition to the general
requirements set out in paragraphs 1 and 5, those procedures
comply with the following specific requirements:

(a) the natural persons in charge of dispute resolution are
nominated by, or form part of, a collegial body composed of an
equal number of representatives of consumer organisations
and of representatives of the trader and are appointed as result
of a transparent procedure;

(b) the natural persons in charge of dispute resolution are
granted a period of office of a minimum of three years to ensure
the independence of their actions;

(c) the natural persons in charge of dispute resolution commit
not to work for the trader or a professional organisation or
business association of which the trader is a member for a
period of three years after their position in the dispute
resolution entity has ended;

(d) the dispute resolution entity does not have any hierarchical
or functional link with the trader and is clearly separated from
the trader’s operational entities and has a sufficient budget at
its disposal, which is separate from the trader’s general budget,
to fulfil its tasks.

4. Where the natural persons in charge of ADR are employed
or remunerated exclusively by a professional organisation or a
business association of which the trader is a member, Member
States shall ensure that, in addition to the general requirements
set out in paragraphs 1 and 5, they have a separate and
dedicated budget at their disposal which is sufficient to fulfil
their tasks.

This paragraph shall not apply where the natural persons
concerned form part of a collegial body composed of an equal
number of representatives of the professional organisation or
business association by which they are employed or
remunerated and of consumer organisations.

5. Member States shall ensure that ADR entities where the
natural persons in charge of dispute resolution form part of a
collegial body provide for an equal number of representatives
of consumers’ interests and of representatives of traders’
interests in that body.

6. For the purposes of point (a) of paragraph 1, Member States
shall encourage ADR entities to provide training for natural
persons in charge of ADR. If such training is provided,
competent authorities shall monitor the training schemes
established by ADR entities, on the basis of information
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communicated to them in accordance with point (g) of Article
19(3).

Article 7
Transparency

1. Member States shall ensure that ADR entities make publicly
available on their websites, on a durable medium upon request,
and by any other means they consider appropriate, clear and
easily understandable information on:

(a) their contact details, including postal address and e-mail
address;

(b) the fact that ADR entities are listed in accordance with
Article 20(2);

(c) the natural persons in charge of ADR, the method of their
appointment and the length of their mandate;

(d) the expertise, impartiality and independence of the natural
persons in charge of ADR, if they are employed or remunerated
exclusively by the trader;

(e) their membership in networks of ADR entities facilitating
cross-border dispute resolution, if applicable;

(f) the types of disputes they are competent to deal with,
including any threshold if applicable;

(g) the procedural rules governing the resolution of a dispute
and the grounds on which the ADR entity may refuse to deal
with a given dispute in accordance with Article 5(4);

(h) the languages in which complaints can be submitted to the
ADR entity and in which the ADR procedure is conducted;

(i) the types of rules the ADR entity may use as a basis for the
dispute  resolution (for example legal provisions,
considerations of equity, codes of conduct);

(j) any preliminary requirements the parties may have to meet
before an ADR procedure can be instituted, including the
requirement that an attempt be made by the consumer to
resolve the matter directly with the trader;

(k) whether or not the parties can withdraw from the
procedure;

(1) the costs, if any, to be borne by the parties, including any
rules on awarding costs at the end of the procedure;

(m) the average length of the ADR procedure;

(n) the legal effect of the outcome of the ADR procedure,
including the penalties for non-compliance in the case of a
decision having binding effect on the parties, if applicable;

(o) the enforceability of the ADR decision, if relevant.

2. Member States shall ensure that ADR entities make publicly
available on their websites, on a durable medium upon request,
and by any other means they consider appropriate, annual
activity reports. Those reports shall include the following
information relating to both domestic and cross-border
disputes:

(a) the number of disputes received and the types of complaints
to which they related;

(b) any systematic or significant problems that occur
frequently and lead to disputes between consumers and
traders; such information may be accompanied by
recommendations as to how such problems can be avoided or
resolved in future, in order to raise traders’ standards and to
facilitate the exchange of information and best practices;

(c) the rate of disputes the ADR entity has refused to deal with
and the percentage share of the types of grounds for such
refusal as referred to in Article 5(4);

(d) in the case of procedures referred to in point (a) of Article
2(2), the percentage shares of solutions proposed or imposed
in favour of the consumer and in favour of the trader, and of
disputes resolved by an amicable solution;

(e) the percentage share of ADR procedures which were
discontinued and, if known, the reasons for their
discontinuation;

(f) the average time taken to resolve disputes;

(g) the rate of compliance, if known, with the outcomes of the
ADR procedures;

(h) cooperation of ADR entities within networks of ADR entities
which facilitate the resolution of cross-border disputes, if
applicable.
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Article 8

Effectiveness

Member States shall ensure that ADR procedures are effective
and fulfil the following requirements:

(a) the ADR procedure is available and easily accessible online
and offline to both parties irrespective of where they are;

(b) the parties have access to the procedure without being
obliged to retain a lawyer or a legal advisor, but the procedure
shall not deprive the parties of their right to independent
advice or to be represented or assisted by a third party at any
stage of the procedure;

(c) the ADR procedure is free of charge or available at a nominal
fee for consumers;

(d) the ADR entity which has received a complaint notifies the
parties to the dispute as soon as it has received all the
documents containing the relevant information relating to the
complaint;

(e) the outcome of the ADR procedure is made available within
a period of 90 calendar days from the date on which the ADR
entity has received the complete complaint file. In the case of
highly complex disputes, the ADR entity in charge may, at its
own discretion, extend the 90 calendar days’ time period. The
parties shall be informed of any extension of that period and of
the expected length of time that will be needed for the
conclusion of the dispute.

Article 9

Fairness

1. Member States shall ensure that in ADR procedures:

(a) the parties have the possibility, within a reasonable period
of time, of expressing their point of view, of being provided by
the ADR entity with the arguments, evidence, documents and
facts put forward by the other party, any statements made and
opinions given by experts, and of being able to comment on
them;

(b) the parties are informed that they are not obliged to retain
a lawyer or a legal advisor, but they may seek independent
advice or be represented or assisted by a third party at any
stage of the procedure;

(c) the parties are notified of the outcome of the ADR procedure
in writing or on a durable medium, and are given a statement of
the grounds on which the outcome is based.

2. In ADR procedures which aim at resolving the dispute by
proposing a solution, Member States shall ensure that:

(a) The parties have the possibility of withdrawing from the
procedure at any stage if they are dissatisfied with the
performance or the operation of the procedure. They shall be
informed of that right before the procedure commences. Where
national rules provide for mandatory participation by the
trader in ADR procedures, this point shall apply only to the
consumer.

(b) The parties, before agreeing or following a proposed
solution, are informed that:

(i) they have the choice as to whether or not to agree to or
follow the proposed solution;

(ii) participation in the procedure does not preclude the
possibility of seeking redress through court proceedings;

(iii) the proposed solution may be different from an outcome
determined by a court applying legal rules.

(c) The parties, before agreeing to or following a proposed
solution, are informed of the legal effect of agreeing to or
following such a proposed solution.

(d) The parties, before expressing their consent to a proposed
solution or amicable agreement, are allowed a reasonable
period of time to reflect.

3. Where, in accordance with national law, ADR procedures
provide that their outcome becomes binding on the trader once
the consumer has accepted the proposed solution, Article 9(2)
shall be read as applicable only to the consumer.

Article 10

Liberty

1. Member States shall ensure that an agreement between a
consumer and a trader to submit complaints to an ADR entity is
not binding on the consumer if it was concluded before the
dispute has materialised and if it has the effect of depriving the
consumer of his right to bring an action before the courts for
the settlement of the dispute.

2. Member States shall ensure that in ADR procedures which
aim at resolving the dispute by imposing a solution the solution
imposed may be binding on the parties only if they were
informed of its binding nature in advance and specifically
accepted this. Specific acceptance by the trader is not required
if national rules provide that solutions are binding on traders.

Article 11
Legality

1. Member States shall ensure that in ADR procedures which
aim at resolving the dispute by imposing a solution on the
consumer:

(a) in a situation where there is no conflict of laws, the solution
imposed shall not result in the consumer being deprived of the
protection afforded to him by the provisions that cannot be
derogated from by agreement by virtue of the law of the
Member State where the consumer and the trader are
habitually resident;

(b) in a situation involving a conflict of laws, where the law
applicable to the sales or service contract is determined in
accordance with Article 6(1) and (2) of Regulation (EC) No
593/2008, the solution imposed by the ADR entity shall not
result in the consumer being deprived of the protection
afforded to him by the provisions that cannot be derogated
from by agreement by virtue of the law of the Member State in
which he is habitually resident;

(c) in a situation involving a conflict of laws, where the law
applicable to the sales or service contract is determined in
accordance with Article 5(1) to (3) of the Rome Convention of
19 June 1980 on the law applicable to contractual obligations,
the solution imposed by the ADR entity shall not result in the
consumer being deprived of the protection afforded to him by
the mandatory rules of the law of the Member State in which he
is habitually resident.

2. For the purposes of this Article, ‘habitual residence’ shall be
determined in accordance with Regulation (EC) No 593/2008.

Article 12
Effect of ADR procedures on limitation and prescription
periods

1. Member States shall ensure that parties who, in an attempt
to settle a dispute, have recourse to ADR procedures the
outcome of which is not binding, are not subsequently
prevented from initiating judicial proceedings in relation to
that dispute as a result of the expiry of limitation or
prescription periods during the ADR procedure.

2. Paragraph 1 shall be without prejudice to provisions on
limitation or prescription contained in international
agreements to which Member States are party.

CHAPTER III
INFORMATION AND COOPERATION

Article 13
Consumer information by traders

1. Member States shall ensure that traders established on their
territories inform consumers about the ADR entity or ADR
entities by which those traders are covered, when those traders
commit to or are obliged to use those entities to resolve
disputes with consumers. That information shall include the
website address of the relevant ADR entity or ADR entities.

2. The information referred to in paragraph 1 shall be provided
in a clear, comprehensible and easily accessible way on the
traders’ website, where one exists, and, if applicable, in the
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general terms and conditions of sales or service contracts
between the trader and a consumer.

3. Member States shall ensure that, in cases where a dispute
between a consumer and a trader established in their territory
could not be settled further to a complaint submitted directly
by the consumer to the trader, the trader provides the
consumer with the information referred to in paragraph 1,
specifying whether he will make use of the relevant ADR
entities to settle the dispute. That information shall be provided
on paper or on another durable medium.

Article 14
Assistance for consumers

1. Member States shall ensure that, with regard to disputes
arising from cross-border sales or service contracts, consumers
can obtain assistance to access the ADR entity operating in
another Member State which is competent to deal with their
cross-border dispute.

2. Member States shall confer responsibility for the task
referred to in paragraph 1 on their centres of the European
Consumer Centre Network, on consumer organisations or on
any other body.

Article 15
General information

1. Member States shall ensure that ADR entities, the centres of
the European Consumer Centre Network and, where
appropriate, the bodies designated in accordance with Article
14(2) make publicly available on their websites, by providing a
link to the Commission’s website, and whenever possible on a
durable medium at their premises, the list of ADR entities
referred to in Article 20(4).

2. Member States shall encourage relevant consumer
organisations and business associations to make publicly
available on their websites, and by any other means they
consider appropriate, the list of ADR entities referred to in
Article 20(4).

3.  The Commission and Member States shall ensure
appropriate dissemination of information on how consumers
can access ADR procedures for resolving disputes covered by
this Directive.

4. The Commission and the Member States shall take
accompanying measures to encourage consumer organisations
and professional organisations, at Union and at national level,
to raise awareness of ADR entities and their procedures and to
promote ADR take-up by traders and consumers. Those bodies
shall also be encouraged to provide consumers with
information about competent ADR entities when they receive
complaints from consumers.

Article 16

Cooperation and exchanges of experience between ADR entities
1. Member States shall ensure that ADR entities cooperate in
the resolution of cross-border disputes and conduct regular
exchanges of best practices as regards the settlement of both
cross-border and domestic disputes.

2. The Commission shall support and facilitate the networking
of national ADR entities and the exchange and dissemination of
their best practices and experiences.

3. Where a network of ADR entities facilitating the resolution
of cross-border disputes exists in a sector-specific area within
the Union, Member States shall encourage ADR entities that
deal with disputes in that area to become a member of that
network.

4. The Commission shall publish a list containing the names
and contact details of the networks referred to in paragraph 3.
The Commission shall, when necessary, update this list.

Article 17
Cooperation between ADR entities and national authorities
enforcing Union legal acts on consumer protection
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1. Member States shall ensure cooperation between ADR
entities and national authorities entrusted with the
enforcement of Union legal acts on consumer protection.

2. This cooperation shall in particular include mutual exchange
of information on practices in specific business sectors about
which consumers have repeatedly lodged complaints. It shall
also include the provision of technical assessment and
information by such national authorities to ADR entities where
such assessment or information is necessary for the handling of
individual disputes and is already available.

3. Member States shall ensure that cooperation and mutual
information exchanges referred to in paragraphs 1 and 2
comply with the rules on the protection of personal data laid
down in Directive 95/46/EC.

4. This Article shall be without prejudice to provisions on
professional and commercial secrecy which apply to the
national authorities enforcing Union legal acts on consumer
protection. ADR entities shall be subject to rules of professional
secrecy or other equivalent duties of confidentiality laid down
in the legislation of the Member States where they are
established.

CHAPTER IV
THE ROLE OF COMPETENT AUTHORITIES AND THE
COMMISSION

Article 18
Designation of competent authorities

1. Each Member State shall designate a competent authority
which shall carry out the functions set out in Articles 19 and 20.
Each Member State may designate more than one competent
authority. If a Member State does so, it shall determine which
of the competent authorities designated is the single point of
contact for the Commission. Each Member State shall
communicate the competent authority or, where appropriate,
the competent authorities, including the single point of contact
it has designated, to the Commission.

2. The Commission shall establish a list of the competent
authorities including, where appropriate, the single point of
contact communicated to it in accordance with paragraph 1,
and publish that list in the Official Journal of the European
Union.

Article 19
Information to be notified to competent authorities by dispute
resolution entities

1. Member States shall ensure that dispute resolution entities
established on their territories, which intend to qualify as ADR
entities under this Directive and be listed in accordance with
Article 20(2), notify to the competent authority the following:
(a) their name, contact details and website address;

(b) information on their structure and funding, including
information on the natural persons in charge of dispute
resolution, their remuneration, term of office and by whom
they are employed;

(c) their procedural rules;

(d) their fees, if applicable;

(e) the average length of the dispute resolution procedures;

(f) the language or languages in which complaints can be
submitted and the dispute resolution procedure conducted;

(g) a statement on the types of disputes covered by the dispute
resolution procedure;

(h) the grounds on which the dispute resolution entity may
refuse to deal with a given dispute in accordance with Article
5(4);

(i) a reasoned statement on whether the entity qualifies as an
ADR entity falling within the scope of this Directive and
complies with the quality requirements set out in Chapter I

In the event of changes to the information referred to in points
(a) to (h), ADR entities shall without undue delay notify those
changes to the competent authority.
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2. Where Member States decide to allow procedures as
referred to in point (a) of Article 2(2), they shall ensure that
ADR entities applying such procedures notify to the competent
authority, in addition to the information and statements
referred to in paragraph 1, the information necessary to assess
their compliance with the specific additional requirements of
independence and transparency set out in Article 6(3).

3. Member States shall ensure that ADR entities communicate
to the competent authorities every two years information on:
(a) the number of disputes received and the types of complaints
to which they related;

(b) the percentage share of ADR procedures which were
discontinued before an outcome was reached;

(c) the average time taken to resolve the disputes received;

(d) the rate of compliance, if known, with the outcomes of the
ADR procedures;

(e) any systematic or significant problems that occur frequently
and lead to disputes between consumers and traders. The
information communicated in this regard may be accompanied
by recommendations as to how such problems can be avoided
or resolved in future;

(f) where applicable, an assessment of the effectiveness of their
cooperation within networks of ADR entities facilitating the
resolution of cross-border disputes;

(g) where applicable, the training provided to natural persons
in charge of ADR in accordance with Article 6(6);

(h) an assessment of the effectiveness of the ADR procedure
offered by the entity and of possible ways of improving its
performance.

Article 20
Role of the competent authorities and of the Commission

1. Each competent authority shall assess, in particular on the
basis of the information it has received in accordance with
Article 19(1), whether the dispute resolution entities notified
to it qualify as ADR entities falling within the scope of this
Directive and comply with the quality requirements set out in
Chapter Il and in national provisions implementing it, including
national provisions going beyond the requirements of this
Directive, in conformity with Union law.

2. Each competent authority shall, on the basis of the
assessment referred to in paragraph 1, list all the ADR entities
that have been notified to it and fulfil the conditions set out in
paragraph 1.

That list shall include the following:

(a) the name, the contact details and the website addresses of
the ADR entities referred to in the first subparagraph;

(b) their fees, if applicable;

(c) the language or languages in which complaints can be
submitted and the ADR procedure conducted;

(d) the types of disputes covered by the ADR procedure;

(e) the sectors and categories of disputes covered by each ADR
entity;

(f) the need for the physical presence of the parties or of their
representatives, if applicable, including a statement by the ADR
entity on whether the ADR procedure is or can be conducted as
an oral or a written procedure;

(g) the binding or non-binding nature of the outcome of the
procedure; and

(h) the grounds on which the ADR entity may refuse to deal
with a given dispute in accordance with Article 5(4).

Each competent authority shall notify the list referred to in the
first subparagraph of this paragraph to the Commission. If any
changes are notified to the competent authority in accordance
with the second subparagraph of Article 19(1), that list shall be
updated without undue delay and the relevant information
notified to the Commission.

If a dispute resolution entity listed as ADR entity under this
Directive no longer complies with the requirements referred to
in paragraph 1, the competent authority concerned shall
contact that dispute resolution entity, stating the requirements
the dispute resolution entity fails to comply with and
requesting it to ensure compliance immediately. If the dispute

resolution entity after a period of three months still does not
fulfil the requirements referred to in paragraph 1, the
competent authority shall remove the dispute resolution entity
from the list referred to in the first subparagraph of this
paragraph. That list shall be updated without undue delay and
the relevant information notified to the Commission.

3. If a Member State has designated more than one competent
authority, the list and its updates referred to in paragraph 2
shall be notified to the Commission by the single point of
contact referred to in Article 18(1). That list and those updates
shall relate to all ADR entities established in that Member State.
4. The Commission shall establish a list of the ADR entities
notified to it in accordance with paragraph 2 and update that
list whenever changes are notified to the Commission. The
Commission shall make publicly available that list and its
updates on its website and on a durable medium. The
Commission shall transmit that list and its updates to the
competent authorities. Where a Member State has designated a
single point of contact in accordance with Article 18(1), the
Commission shall transmit that list and its updates to the single
point of contact.

5. Each competent authority shall make publicly available the
consolidated list of ADR entities referred to in paragraph 4 on
its website by providing a link to the relevant Commission
website. In addition, each competent authority shall make
publicly available that consolidated list on a durable medium.
6. By 9 July 2018, and every four years thereafter, each
competent authority shall publish and send to the Commission
a report on the development and functioning of ADR entities.
That report shall in particular:

(a) identify best practices of ADR entities;

(b) point out the shortcomings, supported by statistics, that
hinder the functioning of ADR entities for both domestic and
cross-border disputes, where appropriate;

(c) make recommendations on how to improve the effective
and efficient functioning of ADR entities, where appropriate.

7. If a Member State has designated more than one competent
authority in accordance with Article 18(1), the report referred
to in paragraph 6 of this Article shall be published by the single
point of contact referred to in Article 18(1). That report shall
relate to all ADR entities established in that Member State.

CHAPTERV
FINAL PROVISIONS

Article 21
Penalties

Member States shall lay down the rules on penalties applicable
to infringements of the national provisions adopted in
particular pursuant to Article 13 and shall take all measures
necessary to ensure that they are implemented. The penalties
provided for shall be effective, proportionate and dissuasive.

Article 22

Amendment to Regulation (EC) No 2006/2004

In the Annex to Regulation (EC) No 2006/2004, the following
point is added:

20.

Directive 2013/11/EU of the European Parliament and of the
Council of 21 May 2013 on alternative dispute resolution for
consumer disputes (0] L 165, 18.6.2013, p. 63): Article 13.".

Article 23

Amendment to Directive 2009/22/EC

In Annex I to Directive 2009/22/EC the following point is
added:

14.

Directive 2013/11/EU of the European Parliament and of the
Council of 21 May 2013 on alternative dispute resolution for
consumer disputes (O] L 165, 18.6.2013, p. 63): Article 13.".
Article 24

Communication
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1. By 9 July 2015, Member States shall communicate to the
Commission:

(a) where appropriate, the names and contact details of the
bodies designated in accordance with Article 14(2); and

(b) the competent authorities including, where appropriate, the
single point of contact, designated in accordance with Article
18(1).

Member States shall inform the Commission of any subsequent
changes to this information.

2. By 9 January 2016, Member States shall communicate to the
Commission the first list referred to in Article 20(2).

3. The Commission shall transmit to the Member States the
information referred to in point (a) of paragraph 1.

Article 25

Transposition

1. Member States shall bring into force the laws, Regulations
and administrative provisions necessary to comply with this
Directive by 9 July 2015. They shall forthwith communicate to
the Commission the text of those provisions.

When Member States adopt those provisions, they shall contain
a reference to this Directive or be accompanied by such a
reference on the occasion of their official publication. Member
States shall determine how such reference is to be made.

2. Member States shall communicate to the Commission the
text of the main provisions of national law which they adopt in
the field covered by this Directive.

Article 26

Report

By 9July 2019, and every four years thereafter, the Commission
shall submit to the European Parliament, the Council and the
European Economic and Social Committee a report on the
application of this Directive. That report shall consider the
development and the use of ADR entities and the impact of this
Directive on consumers and traders, in particular on the
awareness of consumers and the level of adoption by traders.
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That report shall be accompanied, where appropriate, by
proposals for amendment of this Directive.
Article 27

Entry into force

This Directive shall enter into force on the twentieth day
following that of its publication in the Official Journal of the
European Union.

Article 28

Addressees

This Directive is addressed to the Member States.
Done at Strasbourg, 21 May 2013.

For the European Parliament

The President

M. SCHULZ

For the Council

The President

L. CREIGHTON

(1) 0] € 181, 21.6.2012, p. 93.

(2) Position of the European Parliament of 12 March 2013 (not
yet published in the Official Journal) and decision of the Council
of 22 April 2013.

(3) 0J L 115,17.4.1998, p. 31.

(4) OJ L 109, 19.4.2001, p. 56.

(5) See page 1 of this Official Journal.

(6) OJ L 88,4.4.2011, p. 45.

(7) OJ L 136, 24.5.2008, p. 3.

(8) OJ L 281, 23.11.1995, p. 31.

(9) O] L 177, 4.7.2008, p. 6.

(10) 0] L 266,9.10.1980, p. 1.

(11) 0] L 136, 2.6.2010, p. 1.

(12) O] L 364,9.12.2004, p. 1.

(13)0J L 110, 1.5.2009, p. 30.

(14) 0] C369,17.12.2011, p. 14.
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Council Directive 93/13/EEC of 5 April 1993 on unfair terms

in consumer contracts

THE COUNCIL OF THE EUROPEAN COMMUNITIES,

Having regard to the Treaty establishing the European
Economic Community, and in particular Article 100 A thereof,
Having regard to the proposal from the Commission (1),

In cooperation with the European Parliament (2),

Having regard to the opinion of the Economic and Social
Committee (3),

Whereas it is necessary to adopt measures with the aim of
progressively establishing the internal market before 31
December 1992; whereas the internal market comprises an
area without internal frontiers in which goods, persons,
services and capital move freely;

Whereas the laws of Member States relating to the terms of
contract between the seller of goods or supplier of services, on
the one hand, and the consumer of them, on the other hand,
show many disparities, with the result that the national
markets for the sale of goods and services to consumers differ
from each other and that distortions of competition may arise
amongst the sellers and suppliers, notably when they sell and
supply in other Member States;

Whereas, in particular, the laws of Member States relating to
unfair terms in consumer contracts show marked divergences;

Whereas it is the responsibility of the Member States to ensure
that contracts concluded with consumers do not contain unfair
terms;

Whereas, generally speaking, consumers do not know the rules
of law which, in Member States other than their own, govern
contracts for the sale of goods or services; whereas this lack of
awareness may deter them from direct transactions for the
purchase of goods or services in another Member State;
Whereas, in order to facilitate the establishment of the internal
market and to safeguard the citizen in his role as consumer
when acquiring goods and services under contracts which are
governed by the laws of Member States other than his own, it is
essential to remove unfair terms from those contracts;
Whereas sellers of goods and suppliers of services will thereby
be helped in their task of selling goods and supplying services,
both at home and throughout the internal market; whereas
competition will thus be stimulated, so contributing to
increased choice for Community citizens as consumers;
Whereas the two Community programmes for a consumer
protection and information policy (4) underlined the
importance of safeguarding consumers in the matter of unfair
terms of contract; whereas this protection ought to be provided
by laws and Regulations which are either harmonized at
Community level or adopted directly at that level;
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Whereas in accordance with the principle laid down under the
heading 'Protection of the economic interests of the
consumers', as stated in those programmes: 'acquirers of goods
and services should be protected against the abuse of power by
the seller or supplier, in particular against one-sided standard
contracts and the unfair exclusion of essential rights in
contracts';

Whereas more effective protection of the consumer can be
achieved by adopting uniform rules of law in the matter of
unfair terms; whereas those rules should apply to all contracts
concluded between sellers or suppliers and consumers;
whereas as a result inter alia contracts relating to employment,
contracts relating to succession rights, contracts relating to
rights under family law and contracts relating to the
incorporation and organization of companies or partnership
agreements must be excluded from this Directive;

Whereas the consumer must receive equal protection under
contracts concluded by word of mouth and written contracts
regardless, in the latter case, of whether the terms of the
contract are contained in one or more documents;

Whereas, however, as they now stand, national laws allow only
partial harmonization to be envisaged; whereas, in particular,
only contractual terms which have not been individually
negotiated are covered by this Directive; whereas Member
States should have the option, with due regard for the Treaty,
to afford consumers a higher level of protection through
national provisions that are more stringent than those of this
Directive;

Whereas the statutory or regulatory provisions of the Member
States which directly or indirectly determine the terms of
consumer contracts are presumed not to contain unfair terms;
whereas, therefore, it does not appear to be necessary to
subject the terms which reflect mandatory statutory or
regulatory provisions and the principles or provisions of
international conventions to which the Member States or the
Community are party; whereas in that respect the wording
'mandatory statutory or regulatory provisions' in Article 1 (2)
also covers rules which, according to the law, shall apply
between the contracting parties provided that no other
arrangements have been established;

Whereas Member States must however ensure that unfair
terms are not included, particularly because this Directive also
applies to trades, business or professions of a public nature;
Whereas it is necessary to fix in a general way the criteria for
assessing the unfair character of contract terms;

Whereas the assessment, according to the general criteria
chosen, of the unfair character of terms, in particular in sale or
supply activities of a public nature providing collective services
which take account of solidarity among users, must be
supplemented by a means of making an overall evaluation of
the different interests involved; whereas this constitutes the
requirement of good faith; whereas, in making an assessment
of good faith, particular regard shall be had to the strength of
the bargaining positions of the parties, whether the consumer
had an inducement to agree to the term and whether the goods
or services were sold or supplied to the special order of the
consumer; whereas the requirement of good faith may be
satisfied by the seller or supplier where he deals fairly and
equitably with the other party whose legitimate interests he
has to take into account;

Whereas, for the purposes of this Directive, the annexed list of
terms can be of indicative value only and, because of the cause
of the minimal character of the Directive, the scope of these
terms may be the subject of amplification or more restrictive
editing by the Member States in their national laws;

Whereas the nature of goods or services should have an
influence on assessing the unfairness of contractual terms;
Whereas, for the purposes of this Directive, assessment of
unfair character shall not be made of terms which describe the
main subject matter of the contract nor the quality/price ratio
of the goods or services supplied; whereas the main subject
matter of the contract and the price/quality ratio may
nevertheless be taken into account in assessing the fairness of
other terms; whereas it follows, inter alia, that in insurance

contracts, the terms which clearly define or circumscribe the
insured risk and the insurer's liability shall not be subject to
such assessment since these restrictions are taken into account
in calculating the premium paid by the consumer;

Whereas contracts should be drafted in plain, intelligible
language, the consumer should actually be given an
opportunity to examine all the terms and, if in doubt, the
interpretation most favourable to the consumer should prevail;
Whereas Member States should ensure that unfair terms are
not used in contracts concluded with consumers by a seller or
supplier and that if, nevertheless, such terms are so used, they
will not bind the consumer, and the contract will continue to
bind the parties upon those terms if it is capable of continuing
in existence without the unfair provisions;

Whereas there is a risk that, in certain cases, the consumer may
be deprived of protection under this Directive by designating
the law of a non-Member country as the law applicable to the
contract; whereas provisions should therefore be included in
this Directive designed to avert this risk;

Whereas persons or organizations, if regarded under the law of
a Member State as having a legitimate interest in the matter,
must have facilities for initiating proceedings concerning terms
of contract drawn up for general use in contracts concluded
with consumers, and in particular unfair terms, either before a
court or before an administrative authority competent to
decide upon complaints or to initiate appropriate legal
proceedings; whereas this possibility does not, however, entail
prior verification of the general conditions obtaining in
individual economic sectors;

Whereas the courts or administrative authorities of the
Member States must have at their disposal adequate and
effective means of preventing the continued application of
unfair terms in consumer contracts,

HAS ADOPTED THIS DIRECTIVE:

Article 1

1. The purpose of this Directive is to approximate the laws,
Regulations and administrative provisions of the Member
States relating to unfair terms in contracts concluded between
a seller or supplier and a consumer.

2. The contractual terms which reflect mandatory statutory or
regulatory provisions and the provisions or principles of
international conventions to which the Member States or the
Community are party, particularly in the transport area, shall
not be subject to the provisions of this Directive.

Article 2

For the purposes of this Directive:

(a) 'unfair terms' means the contractual terms defined in Article
3;

(b) 'consumer' means any natural person who, in contracts
covered by this Directive, is acting for purposes which are
outside his trade, business or profession;

(c) 'seller or supplier' means any natural or legal person who,
in contracts covered by this Directive, is acting for purposes
relating to his trade, business or profession, whether publicly
owned or privately owned.

Article 3

1. A contractual term which has not been individually
negotiated shall be regarded as unfair if, contrary to the
requirement of good faith, it causes a significant imbalance in
the parties' rights and obligations arising under the contract, to
the detriment of the consumer.

2. A term shall always be regarded as not individually
negotiated where it has been drafted in advance and the
consumer has therefore not been able to influence the
substance of the term, particularly in the context of a pre-
formulated standard contract.

The fact that certain aspects of a term or one specific term have
been individually negotiated shall not exclude the application
of this Article to the rest of a contract if an overall assessment
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of the contract indicates that it is nevertheless a pre-formulated
standard contract.

Where any seller or supplier claims that a standard term has
been individually negotiated, the burden of proof in this respect
shall be incumbent on him.

3. The Annex shall contain an indicative and non-exhaustive list
of the terms which may be regarded as unfair.

Article 4

1. Without prejudice to Article 7, the unfairness of a contractual
term shall be assessed, taking into account the nature of the
goods or services for which the contract was concluded and by
referring, at the time of conclusion of the contract, to all the
circumstances attending the conclusion of the contract and to
all the other terms of the contract or of another contract on
which it is dependent.

2. Assessment of the unfair nature of the terms shall relate
neither to the definition of the main subject matter of the
contract nor to the adequacy of the price and remuneration, on
the one hand, as against the services or goods supplies in
exchange, on the other, in so far as these terms are in plain
intelligible language.

Article 5

In the case of contracts where all or certain terms offered to the
consumer are in writing, these terms must always be drafted in
plain, intelligible language. Where there is doubt about the
meaning of a term, the interpretation most favourable to the
consumer shall prevail. This rule on interpretation shall not
apply in the context of the procedures laid down in Article 7 (2).

Article 6

1. Member States shall lay down that unfair terms used in a
contract concluded with a consumer by a seller or supplier
shall, as provided for under their national law, not be binding
on the consumer and that the contract shall continue to bind the
parties upon those terms if it is capable of continuing in
existence without the unfair terms.

2. Member States shall take the necessary measures to ensure
that the consumer does not lose the protection granted by this
Directive by virtue of the choice of the law of a non-Member
country as the law applicable to the contract if the latter has a
close connection with the territory of the Member States.

Article 7

1. Member States shall ensure that, in the interests of
consumers and of competitors, adequate and effective means
exist to prevent the continued use of unfair terms in contracts
concluded with consumers by sellers or suppliers.

2. The means referred to in paragraph 1 shall include
provisions whereby persons or organizations, having a
legitimate interest under national law in protecting consumers,
may take action according to the national law concerned before
the courts or before competent administrative bodies for a
decision as to whether contractual terms drawn up for general
use are unfair, so that they can apply appropriate and effective
means to prevent the continued use of such terms.

3. With due regard for national laws, the legal remedies
referred to in paragraph 2 may be directed separately or jointly
against a number of sellers or suppliers from the same
economic sector or their associations which use or recommend
the use of the same general contractual terms or similar terms.

Article 8

Member States may adopt or retain the most stringent
provisions compatible with the Treaty in the area covered by
this Directive, to ensure a maximum degree of protection for
the consumer.

Article 8a

1. Where a Member State adopts provisions in accordance with
Article 8, it shall inform the Commission thereof, as well as of
any subsequent changes, in particular where those provisions:
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— extend the unfairness assessment to individually negotiated
contractual terms or to the adequacy of the price or
remuneration; or,

— contain lists of contractual terms which shall be considered
as unfair,

2. The Commission shall ensure that the information referred
to in paragraph 1 is easily accessible to consumers and traders,
inter alia, on a dedicated website.

3. The Commission shall forward the information referred to in
paragraph 1 to the other Member States and the European
Parliament. The Commission shall consult stakeholders on that
information.

Article 9

The Commission shall present a report to the European
Parliament and to the Council concerning the application of this
Directive five years at the latest after the date in Article 10 (1).

Article 10

1. Member States shall bring into force the laws, Regulations
and administrative provisions necessary to comply with this
Directive no later than 31 December 1994. They shall forthwith
inform the Commission thereof.

These provisions shall be applicable to all contracts concluded
after 31 December 1994.

2. When Member States adopt these measures, they shall
contain a reference to this Directive or shall be accompanied by
such reference on the occasion of their official publication. The
methods of making such a reference shall be laid down by the
Member States.

3. Member States shall communicate the main provisions of
national law which they adopt in the field covered by this
Directive to the Commission.

Article 11

This Directive is addressed to the Member States.

Done at Luxembourg, 5 April 1993.

For the Council

The President

N. HELVEG PETERSEN

(1) OJ No C 73, 24.3.1992, p. 7.

(2)0JNoC326,16.12.1991, p. 108 and O] No C 21, 25. 1. 1993.
(3) 0] No C 159, 17. 6. 1991, p. 34.

(4) O] No C92,25.4.1975,p.1and O] No C 133, 3.6.1981, p. 1.
ANNEX

TERMS REFERRED TO IN ARTICLE 3 (3) 1. Terms which have
the object or effect of:

(a) excluding or limiting the legal liability of a seller or supplier
in the event of the death of a consumer or personal injury to the
latter resulting from an act or omission of that seller or
supplier;

(b) inappropriately excluding or limiting the legal rights of the
consumer vis-a-vis the seller or supplier or another party in the
event of total or partial non-performance or inadequate
performance by the seller or supplier of any of the contractual
obligations, including the option of offsetting a debt owed to the
seller or supplier against any claim which the consumer may
have against him;

(c) making an agreement binding on the consumer whereas
provision of services by the seller or supplier is subject to a
condition whose realization depends on his own will alone;

(d) permitting the seller or supplier to retain sums paid by the
consumer where the latter decides not to conclude or perform
the contract, without providing for the consumer to receive
compensation of an equivalent amount from the seller or
supplier where the latter is the party cancelling the contract;
(e) requiring any consumer who fails to fulfil his obligation to
pay a disproportionately high sum in compensation;

(f) authorizing the seller or supplier to dissolve the contract on
a discretionary basis where the same facility is not granted to
the consumer, or permitting the seller or supplier to retain the
sums paid for services not yet supplied by him where it is the
seller or supplier himself who dissolves the contract;
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(g) enabling the seller or supplier to terminate a contract of
indeterminate duration without reasonable notice except
where there are serious grounds for doing so;

(h) automatically extending a contract of fixed duration where
the consumer does not indicate otherwise, when the deadline
fixed for the consumer to express this desire not to extend the
contract is unreasonably early;

(i) irrevocably binding the consumer to terms with which he
had no real opportunity of becoming acquainted before the
conclusion of the contract;

(j) enabling the seller or supplier to alter the terms of the
contract unilaterally without a valid reason which is specified
in the contract;

(k) enabling the seller or supplier to alter unilaterally without
a valid reason any characteristics of the product or service to
be provided;

(1) providing for the price of goods to be determined at the time
of delivery or allowing a seller of goods or supplier of services
to increase their price without in both cases giving the
consumer the corresponding right to cancel the contract if the
final price is too high in relation to the price agreed when the
contract was concluded;

(m) giving the seller or supplier the right to determine whether
the goods or services supplied are in conformity with the
contract, or giving him the exclusive right to interpret any term
of the contract;

(n) limiting the seller's or supplier's obligation to respect
commitments undertaken by his agents or making his
commitments subject to compliance with a particular
formality;

(o) obliging the consumer to fulfil all his obligations where the
seller or supplier does not perform his;

(p) giving the seller or supplier the possibility of transferring
his rights and obligations under the contract, where this may
serve to reduce the guarantees for the consumer, without the
latter's agreement;

(q) excluding or hindering the consumer's right to take legal
action or exercise any other legal remedy, particularly by
requiring the consumer to take disputes exclusively to

arbitration not covered by legal provisions, unduly restricting
the evidence available to him or imposing on him a burden of
proof which, according to the applicable law, should lie with
another party to the contract.

2. Scope of subparagraphs (g), (j) and (1)

(a) Subparagraph (g) is without hindrance to terms by which a
supplier of financial services reserves the right to terminate
unilaterally a contract of indeterminate duration without
notice where there is a valid reason, provided that the supplier
is required to inform the other contracting party or parties
thereof immediately.

(b) Subparagraph (j) is without hindrance to terms under
which a supplier of financial services reserves the right to alter
the rate of interest payable by the consumer or due to the latter,
or the amount of other charges for financial services without
notice where there is a valid reason, provided that the supplier
is required to inform the other contracting party or parties
thereof at the earliest opportunity and that the latter are free to
dissolve the contract immediately.

Subparagraph (j) is also without hindrance to terms under
which a seller or supplier reserves the right to alter unilaterally
the conditions of a contract of indeterminate duration,
provided that he is required to inform the consumer with
reasonable notice and that the consumer is free to dissolve the
contract.

(c) Subparagraphs (g), (j) and (1) do not apply to:

- transactions in transferable securities, financial instruments
and other products or services where the price is linked to
fluctuations in a stock exchange quotation or index or a
financial market rate that the seller or supplier does not
control;

- contracts for the purchase or sale of foreign currency,
traveller's cheques or international money orders
denominated in foreign currency;

(d) Subparagraph (1) is without hindrance to price-indexation
clauses, where lawful, provided that the method by which
prices vary is explicitly described.

Relevant case law on unfair terms in consumer contracts

C-243/08, Pannon GSM Zrt. v Erzsébet Sustikné Gyorfi,
Summary of the Judgment

1. Approximation of laws - Unfair terms in consumer contracts
- Directive 93/13
(Council Directive 93/13, Art. 6)

2. Approximation of laws - Unfair terms in consumer contracts
- Directive 93/13
(Council Directive 93/13)

3. Approximation of laws - Unfair terms in consumer contracts
- Directive 93/13
(Council Directive 93/13, Art. 3)

1. Article 6(1) of Council Directive 93/13 on unfair terms in
consumer contracts must be interpreted as meaning that an
unfair contract term is not binding on the consumer, and it is
not necessary, in that regard, for that consumer to have
successfully contested the validity of such a term beforehand.

The aim of Article 6 of that Directive, which is to strengthen
consumer protection, would not be achieved if the consumer
were himself obliged to raise the unfairness of contractual
terms. In addition, effective protection of the consumer may be

attained only if the national court acknowledges that it has
power to evaluate terms of this kind of its own motion.
(see paras 23, 28, operative part 1)

2. The national court is required to examine, of its own motion,
the unfairness of a contractual term where it has available to it
the legal and factual elements necessary for that task. Where it
considers such a term to be unfair, it must not apply it, except if
the consumer opposes that non-application. That duty is also
incumbent on the national court when it is ascertaining its own
territorial jurisdiction.

The court seised of the action is required to ensure the
effectiveness of the protection intended to be given by the
provisions of Directive 93/13 on unfair terms in consumer
contracts. Consequently, the role thus attributed to the national
court by Community law in this area is not limited to a mere
power to rule on the possible unfairness of a contractual term,
but also consists of the obligation to examine that issue of its
own motion, where it has available to it the legal and factual
elements necessary for that task, including when it is assessing
whether it has territorial jurisdiction. In carrying out that
obligation, the national court is not, however, required under
that Directive to exclude the possibility that the term in
question may be applicable, if the consumer, after having been
informed of it by that court, does not intend to assert its unfair
or non-binding status.
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(see paras 32-33, 35, operative part 2)

3. It is for the national court to determine whether a
contractual term, such as a term conferring jurisdiction,
satisfies the criteria to be categorised as unfair within the
meaning of Article 3(1) of Directive 93/13 on unfair terms in
consumer contracts. In so doing, the national court must take
account of the fact that a term, contained in a contract
concluded between a consumer and a seller or supplier, which
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has been included without being individually negotiated and
which confers exclusive jurisdiction on the court in the
territorial jurisdiction of which the seller or supplier has his
principal place of business, may be considered to be unfair.
(see para. 44, operative part 3)

Directive 2000/31/EC of the European Parliament and of the
Council of 8 June 2000 on certain legal aspects of
information society services, in particular electronic
commerce, in the Internal Market (Directive on electronic

commerce)

THE EUROPEAN PARLIAMENT AND THE COUNCIL OF THE
EUROPEAN UNION,

Having regard to the Treaty establishing the European
Community, and in particular Articles 47(2), 55 and 95 thereof,
Having regard to the proposal from the Commission(1),
Having regard to the opinion of the Economic and Social
Committee(2),

Acting in accordance with the procedure laid down in Article
251 of the Treaty(3),

Whereas:

(1) The European Union is seeking to forge ever closer links
between the States and peoples of Europe, to ensure economic
and social progress; in accordance with Article 14(2) of the
Treaty, the internal market comprises an area without internal
frontiers in which the free movements of goods, services and
the freedom of establishment are ensured; the development of
information society services within the area without internal
frontiers is vital to eliminating the barriers which divide the
European peoples.

(2) The development of electronic commerce within the
information  society  offers  significant = employment
opportunities in the Community, particularly in small and
medium-sized enterprises, and will stimulate economic growth
and investment in innovation by European companies, and can
also enhance the competitiveness of European industry,
provided that everyone has access to the Internet.

(3) Community law and the characteristics of the Community
legal order are a vital asset to enable European citizens and
operators to take full advantage, without consideration of
borders, of the opportunities afforded by electronic commerce;
this Directive therefore has the purpose of ensuring a high level
of Community legal integration in order to establish a real area
without internal borders for information society services.

(4) It is important to ensure that electronic commerce could
fully benefit from the internal market and therefore that, as
with Council Directive 89/552/EEC of 3 October 1989 on the
coordination of certain provisions laid down by law, Regulation
or administrative action in Member States concerning the
pursuit of television broadcasting activities(4), a high level of
Community integration is achieved.

(5) The development of information society services within the
Community is hampered by a number of legal obstacles to the
proper functioning of the internal market which make less
attractive the exercise of the freedom of establishment and the
freedom to provide services; these obstacles arise from

divergences in legislation and from the legal uncertainty as to
which national rules apply to such services; in the absence of
coordination and adjustment of legislation in the relevant
areas, obstacles might be justified in the light of the case-law of
the Court of Justice of the European Communities; legal
uncertainty exists with regard to the extent to which Member
States may control services originating from another Member
State.

(6) In the light of Community objectives, of Articles 43 and 49
of the Treaty and of secondary Community law, these obstacles
should be eliminated by coordinating certain national laws and
by clarifying certain legal concepts at Community level to the
extent necessary for the proper functioning of the internal
market; by dealing only with certain specific matters which give
rise to problems for the internal market, this Directive is fully
consistent with the need to respect the principle of subsidiarity
as set out in Article 5 of the Treaty.

(7) In order to ensure legal certainty and consumer confidence,
this Directive must lay down a clear and general framework to
cover certain legal aspects of electronic commerce in the
internal market.

(8) The objective of this Directive is to create a legal framework
to ensure the free movement of information society services
between Member States and not to harmonise the field of
criminal law as such.

(9) The free movement of information society services can in
many cases be a specific reflection in Community law of a more
general principle, namely freedom of expression as enshrined
in Article 10(1) of the Convention for the Protection of Human
Rights and Fundamental Freedoms, which has been ratified by
all the Member States; for this reason, Directives covering the
supply of information society services must ensure that this
activity may be engaged in freely in the light of that Article,
subject only to the restrictions laid down in paragraph 2 of that
Article and in Article 46(1) of the Treaty; this Directive is not
intended to affect national fundamental rules and principles
relating to freedom of expression.

(10) In accordance with the principle of proportionality, the
measures provided for in this Directive are strictly limited to
the minimum needed to achieve the objective of the proper
functioning of the internal market; where action at Community
level is necessary, and in order to guarantee an area which is
truly without internal frontiers as far as electronic commerce is
concerned, the Directive must ensure a high level of protection
of objectives of general interest, in particular the protection of
minors and human dignity, consumer protection and the
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protection of public health; according to Article 152 of the
Treaty, the protection of public health is an essential
component of other Community policies.

(11) This Directive is without prejudice to the level of
protection for, in particular, public health and consumer
interests, as established by Community acts; amongst others,
Council Directive 93/13/EEC of 5 April 1993 on unfair terms in
consumer contracts(5) and Directive 97/7 /EC of the European
Parliament and of the Council of 20 May 1997 on the protection
of consumers in respect of distance contracts(6) form a vital
element for protecting consumers in contractual matters; those
Directives also apply in their entirety to information society
services; that same Community acquis, which is fully applicable
to information society services, also embraces in particular
Council Directive 84/450/EEC of 10 September 1984
concerning misleading and comparative advertising(7),
Council Directive 87/102/EEC of 22 December 1986 for the
approximation of the laws, Regulations and administrative
provisions of the Member States concerning consumer
credit(8), Council Directive 93/22/EEC of 10 May 1993 on
investment services in the securities field(9), Council Directive
90/314/EEC of 13 June 1990 on pac