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Major steps taken in financial
services in favour of protecting
the consumer  

2010 was a difficult year for European consumers because of the
aftermath of the financial and economic crisis. 

The origin of this crisis is also – if not mainly – a consequence of the lack
of consumer protection measures in financial services and shows that a
strong consumer policy is needed not only for individuals, but for the
market, the economy and society as a whole.

During 2010, this hard lesson has finally begun to bear fruit.

It has led to proactive rethinking of the EU approach to consumer protection in financial
services. Commissioner Barnier and his services within DG Markt were much more open to
BEUC’s contributions on the need to better protect consumers. Major files in the financial
sector – such as deposit guarantee schemes and investor compensation schemes, the
Single Euro Payments Area (SEPA), home loans (e.g.: responsible lending, credit
intermediaries, financial advice), access to basic payment accounts and, to a lesser extent,
supervision of financial markets have been managed with due consideration of the
specificities of the consumer perspective. Other legislative proposals which should be
finalised in 2011 such as investment services also seem to be on the right track. 

More generally, the need to counterbalance the overwhelming influence of the
financial sector in EU decision making has been acknowledged, both by MEPs and
the Commissioner, who has initiated a reorganisation of stakeholder participation in
expert groups.

Also at global level, clear political will has been signalled to address the current
blatant lack of efficient consumer protection in the financial services area. BEUC
contributed to a campaign coordinated by Consumers International (CI)



towards the G-20 which led to a request of global leaders, as mentioned in the
conclusions of the November Summit in Seoul, to prepare recommendations for
enhanced consumer protection in financial markets.

The challenge is now for all these consumer-friendly initiatives to last the course once
the memories of the downturn have faded away! 

Besides the output in financial services, the consumer rights directive still remains a
highly complex and controversial issue of European consumer policy. BEUC is
playing a crucial role to avoid shortcomings and to guarantee effective
improvements in consumer protection.

Paolo Martinello
President 
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Towards a Single Market 
for consumers 

Major initiatives to relaunch the Single Market…
In 2010, many EU policy discussions were focused on the relaunch of
the Single Market, whose 20th anniversary will be commemorated in
2012.

Successful markets are driven by informed consumers making good
choices in a truly competitive environment. What’s good for consumers
helps good businesses to thrive. This is why the relaunch of the Single

Market should focus on measures aiming at making markets work properly and thereby
placing consumer welfare at the heart of EU policy. In particular, the Single Market should
not be narrowed down to a market of cross-border activities for businesses, but should also
provide for a genuine level-playing field for all market operators, acting both locally and
internationally. 

BEUC therefore welcomed the fact that President Barroso at the beginning of his second
mandate promised to put the consumer at the centre of the EU Single Market. 

President Barroso entrusted former Commissioner Mario Monti with the preparation of a
report on the policy initiatives indispensable to complete a Single Market fit to deliver to
its businesses and citizens. In parallel, the European Parliament prepared an opinion on
‘Delivering a Single Market to Consumers’, based on a report by Louis Grech, MEP. On
the basis of these reports, the Commission published in the autumn a draft Single
Market Act which contained 50 individual proposals. 

…in a consumer-friendly way? 
Several of the Commission’s initial proposals for a new Single Market will contribute
to an increase in consumer confidence. This is the case for example with the
proposals on access to basic banking services and passenger rights, but also to
increased market surveillance or improved access to justice. We welcome these
proposals and believe they should be given priority.
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However, other proposals do not deliver any benefits to consumers and even
constitute a threat to their rights. This is particularly true for the proposals listed in the
area of intellectual property rights, which demonstrate an unbalanced approach
towards the conciliation of the right to ownership of creativity and the right of access
to information and culture. 

Moreover, some initiatives which are key to the promotion of a consumer-friendly
market – such as the review of the data protection directive, investor protection,
review of the copyright directive, copyright levies – have not been addressed.

Therefore, BEUC relentlessly called on EU policy makers to define priorities
according to their potential to boost consumer confidence in a well-functioning
market.  

Monique Goyens
Director General
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Highlights
Over the last 12 months, BEUC achieved some notable successes in the following areas:

� In the area of financial services, BEUC has been recognised as a key stakeholder, for
instance in the context of SEPA (Single Euro Payments Area). BEUC President Paolo
Martinello has been appointed as a member of the SEPA Council, jointly set up by the
European Commission and the European Central Bank as a forum for SEPA
governance. The European Commission published a proposal on SEPA for regulation
of direct debit and credit transfers, including safety measures BEUC has long been
calling for. BEUC was involved in many workshops to feed into the preparation of
consumer-friendly financial services legislation. Commissioner Barnier also asked
BEUC to be involved in the project on bank fee transparency. Ahead of the G-20
Summit in Seoul, BEUC alongside Consumers International (CI) met the Cabinet of
European Council President Van Rompuy to stress consumer interests within the
work of financial supervision authorities.

� The new EU Pharmacovigilance rules strengthen the system and will increase
consumers’ safety, giving them the possibility to report side-effects of medicines
directly to competent authorities.

� BEUC Director General Monique Goyens gave a presentation to the informal Energy
Council in September and talked to ministers about the current implementation

shortcomings of the Single Energy Market for consumers, major areas of consumer
complaints in energy markets, energy efficiency and the specific needs of vulnerable

energy consumers.

� The European Commission’s communication on the review of the Data Protection
Framework Directive reflects the vast majority of BEUC concerns such as strengthening the

rights of data subjects as well as general principles of transparency and ‘privacy by design’.
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� On the proposal for a directive on consumer rights, we were able to convince policy
makers to abandon the Commission’s dogmatic approach of full harmonisation and to
work towards a more pragmatic approach which would combine elements of minimum
and maximum harmonisation. We were able to convince the European Parliament that
additional issues, not included in the Commission’s proposal, e.g. on unjustified fees for
the use of credit cards or rules on digital products, should be addressed in this directive. 

� The issue of collective consumer redress remains high on the EU agenda, with three
Commissioners being appointed in 2010 to coordinate the Commission’s approach to the
issue and a public consultation launched in early 2011. Both the reports of Prof. Monti and
the European Parliament report on delivering a Single Market to consumers and citizens
stress the importance of putting in place a collective redress scheme for consumers.

BEUC - Annual Report 2010
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Institutions and other 
stakeholders: building sound
relationships
Presidency and the Council 
BEUC published two Memorandums, for the Belgian and Hungarian Presidencies, to
put forward its priorities for each. During the year, BEUC met with high representa-
tives of both the Belgian and Hungarian Presidencies in order to discuss consumer
priorities. 

BEUC was also invited for the first time to give a submission on energy issues to a
Council meeting.

On a variety of dossiers – ranging from the consumer rights directive to food infor-
mation – we were in close contact with Member States’ Permanent Representations
to the European Union to brief Member States as to our position on on-going leg-
islative proposals. We coordinated actions with our members to voice our concerns
on legislation pending at national level.

European Parliament
As in previous years, we worked in positive and close co-operation with many key

MEPs in the new Parliament working with them on a broad range of dossiers. Our
activities included liaising individually with MEPs, in particular rapporteurs, shadow rap-

porteurs, coordinators and their assistants.

We were also invited as speakers to several public hearings and expert meetings, for
instance on the Single Market Forum (9.11.2010), the Privacy Platform meeting on

‘Awareness and Empowerment: the Role of Users in Privacy Protection’ (27.01.2010) or the
proposed consumer rights directive (15.04.2010).
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Malcolm Harbour, Chair of the Internal Market and Consumer Affairs committee
exchanged views with us at the BEUC General Assembly in Brussels.

Following the launch in June by 22 MEPs of Finance Watch, an advocacy group on
banking and financial services, BEUC participated in its establishment.

European Commission
After the confirmation of the new Commission, the BEUC Director General and relevant
team leaders met several Commissioners who are key decision-makers in the context of
consumer policy: John Dalli, Commissioner for Health and Consumer Affairs participat-
ed in BEUC’s General Assembly in May and visited BEUC offices earlier that month to
share his views with our staff during an informal lunch. We met Viviane Reding, Vice-
President and Commissioner for Justice on 10 May, Joaquin Almunia, Vice-President and
Commissioner for Competition on 22 June, Michel Barnier, Commissioner for the Internal
Market on 2 July. On 8 December, we met Commissioner De Gucht in the context of the
preparation of the Washington Transatlantic Economic Council (TEC) meeting held on 17
December as part of the Transatlantic Consumer Dialogue (TACD) delegation.

Common campaigns with our members
BEUC participated with TACD in the organisation of the all-day Financial Forum which
took place in Ljubljana on 20 May and was initiated by its Slovenian member ZPS on its
20th anniversary. Its aim was to connect the key stakeholders in the field of financial serv-
ices from across both sides of the Atlantic. With the Ljubljana Declaration, consumer
organisations called for the realisation of independent and more effective supervision of
financial markets.

On 15 November in Brussels, we co-organised a conference with our Belgian member
Test-Achats/Test-Aankoop themed ‘Group Action: A Necessity for Consumers’. 

Dialogue with other stakeholders
We continued our dialogue with other stakeholders, be they NGOs such as ANEC,
EEB or the EPHA on files from energy labels, nanotechnologies, eco-design in
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products, food information and nutrient profiles, or be they business representatives such
as BUSINESSEUROPE, Eurocommerce and UEAPME on the proposal for a directive on con-
sumer rights and on SEPA. 

We held several meetings with AIM, the Association of Manufacturers of branded prod-
ucts, to discuss common principles on consumer information and to reflect on a pilot
project implementing these principles. 

We have worked closely in conjunction with Consumers International (CI) in the area
of financial services in order to make G-20 decision-makers aware of our concerns
and to encourage financial supervision which takes account of the needs and expec-
tations of consumers. 

At the end of 2010, we joined the EFIN network (European Financial Inclusion
Network), in order to coordinate our actions on financial inclusion. 

Transatlantic Consumer Dialogue (TACD)
From 25 to 28 April, the 11th TACD conference took place in Washington.
Representing the EU, Commissioner Dalli and the then newly appointed Director
General of DG SANCO Paola Testori, participated in discussions hosted by the US
Department of State. This year’s topic for the public conference was ‘Climate
Change: Can Consumers Save the Planet’. Several BEUC members and staff attend-
ed the conference. The BEUC Director General was appointed EU co-chair for a peri-
od of one year, alongside her US counterpart, Ed Mierzwinski from PIRG, the federa-

tion of Public Interest Research Groups.

EU working groups
BEUC has a seat in more than 80 working groups. Between them, BEUC staff as well as

many members, actively participated in the Commission’s European Consumers’
Consultative Group (ECCG) and its sub-groups. BEUC Director General Monique Goyens

was invited as a member of the Single Market Informal Dialogue Group, established in 2010
as a cross-section of DG MARKT’s horizontal stakeholder organisations. 
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Policy areas
Consumer Contracts

Consumer Rights Directive
The draft directive on consumer rights prompted, as during 2009, numerous activities
in 2010 by BEUC and our members. We very much welcomed the more pragmatic
approach adopted by Vice-President Reding in her Consumer Day speech in Madrid and
before the European Parliament in mid-March, where she expressed the Commission’s
willingness to accept a mixed harmonisation approach, combining full and minimum har-
monisation in the proposed directive. We had several meetings with the European
Parliament’s rapporteur, the main shadow rapporteurs and numerous national Permanent
Representatives to identify the approach that will best tackle consumer needs in the Single
Market. 

In sum, BEUC’s approach favouring a more pragmatic and consumer-friendly solution
which applies full harmonisation only where there is evident added value for companies
whilst not reducing consumer rights, was increasingly supported. 

In September 2010, BEUC published a ‘Decision Makers’ Guide’ on the consumer rights
directive mainly addressed to MEPs in the context of the relevant committee votes.
Aligning with the BEUC position, discussions in the Internal Market and Consumer Affairs
Committee as well the Legal Affairs and Economic Affairs Committee clearly showed the
Parliament favours an approach which would not jeopardise consumer rights at the
national level, but rather try to include added value for consumers. Furthermore,
BEUC’s package of proposals for amendments, which we continuously developed from
the outset of 2010 and distributed widely in December, was given due attention by
MEPs. Many of our proposals were submitted as amendments by MEPs from across
the political spectrum. The fact that around 2000 amendments were tabled, illus-
trated the broad parliamentary consensus that the Commission’s initial proposal
was not an adequate basis to work from. 
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European Contract law 
We were increasingly concerned with Vice-President Reding’s initiative on a Common
Frame of Reference for European contract law. In July 2010, the Commission launched a
consultation to identify the scope of a potential EU contract law instrument, its possible
format and its applications. In our response to the consultation, BEUC expressed major
concerns in relation to what has become known as the ‘optional instrument’ for con-
tract law, which is the strongest candidate for the policy option for a European con-
tract law initiative.

In September 2010, BEUC became a member of the Commission’s new stakeholder
group on European contract law which comments on the work of the Commission’s
Expert Group in this field. BEUC participates and provides regular comments to the
Commission and the Expert Group. However we, in conjunction with the main busi-
ness stakeholders in this process, asked the Commission not to rush to any decisions
on the adoption of a legislative proposal and to first consider the results of the pro-
posed consumer rights directive.

Air Passenger Rights
In February 2010, BEUC responded to a Commission consultation on the revision of
the Package Travel Directive and in November to a Commission questionnaire for the
impact assessment. BEUC also responded to the Commission’s public consultation on
the revision of the legislation on air passengers’ rights in March. This was succeeded
by our contribution to a consultation on passenger protection in case of airline insol-
vency, as we expect the adoption of a proposal by the end of 2011.

Digital Rights

Digital Agenda
In light of the publication of the EU Digital Agenda, BEUC published its own Digital Agenda

outlining a list of horizontal principles which would empower consumers in the digital and
online era with concrete recommendations for policy actions. 

14
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The EU Digital Agenda largely reflects BEUC’s requests and recommendations,
namely with respect to the need to enhance consumers’ privacy in the online envi-
ronment, the need to promote multi-territory licensing of content and provide
Europeans with access to broadband and fast internet access. 

Data Protection
The European Commission’s communication ‘A comprehensive approach to personal
data protection in the EU’ reflects key BEUC demands, namely the need to strengthen
the rights of data subjects’ privacy by design, the introduction of a general data breach
notification obligation and the need for stronger enforcement of existing legislation. 

Content online
BEUC has also succeeded in raising the importance of reforming the current licensing
mechanisms for copyright-protected content and the European Commission is expected to
adopt specific legislative proposals to promote multi-territory licensing of online content in
2011. 

Financial Services

Financial supervision authorities
In the context of the Financial Supervision Package – designed to review European finan-
cial regulation and aimed at averting a recurrence of the financial crisis – consumer rep-
resentatives have been given seats in the three newly established European Supervisory
Authorities (EBA, EIOPA and ESMA). Consumer protection has been identified as one
of the goals of these new supervision bodies.

Laying the foundation for consumer-friendly financial services
In 2010, BEUC offered its contribution to the forming of many consumer-related
legislative proposals in the financial services sector. Legislation on deposit guaran-
tee schemes and investor compensation schemes, mortgage credit and access to
basic payments accounts (foreseen in 2011) required many preparatory activities
including hearings, responses to consultations and high-level meetings. 
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BEUC appointed an expert in financial investment services (such as UCITS, PRIPS and MiFID)
to actively follow and influence the policy debates in this area. BEUC is represented in the
Financial Services User Group set up by the Commission, whose role it is to advise on
issues affecting users of financial services.

Towards a consumer-friendly Single Euro Payments Area (SEPA)
The European Commission proposal for regulation on SEPA – published in December
2010 – was an important milestone in improving the safety of SEPA direct debit.
Further evidence that BEUC’s concerns on the roll-out of SEPA have been acknowl-
edged by all EU institutions was reflected in the appointment of our President as a
member of the SEPA Council, jointly set up by the European Commission and the
European Central Bank to provide a forum for SEPA governance.

Food

Food information to consumers
In the context of the 2010 European Parliament 1st reading on the draft regulation
on food information to consumers, we have engaged in extensive lobbying, in coor-
dination with our members and in cooperation with other NGOs such as the
European Heart Network and the European Public Health Alliance. We were disap-
pointed that our fight for a traffic light system in nutrient labelling was unsuccessful. 

However, we were able to convince MEPs of other crucial consumer-friendly measures
such as information on the country of origin, the labelling of nano-materials etc. The

Council agreement on food information, reached in the second half of 2010, support-
ed BEUC’s call for legibility, however Ministers did not support mandatory front of pack

labelling of a limited number of nutrients.

Health and nutrient claims
Claims are statements used by food companies to entice consumers to buy their products.

Too often claims are exaggerated or unsubstantiated, misleading consumers about the quali-
ties of food. We have welcomed and supported the work carried out by EFSA in assessing the
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dossiers submitted to them. To date, over 80% of the submitted claims received
negative opinions. 
However, we continue to be concerned about the lack of progress by the
Commission in setting up the positive list of allowed claims and putting forward a
proposal for nutrient profiles. We have maintained pressure on the Commission to
come forward with its proposal for profiles as a matter of urgency and have worked
with health NGOs and MEPs on this issue. 

Novel Food
BEUC reacted to the Commission’s report on cloning published in October wherein they
proposed to come forward with specific legislation establishing a temporary ban of the
cloning technique and food from cloned animals. We asked for the extension of the ban
to also cover the offspring of clones, as it is food from the offspring which would be con-
sumed. We also called for a full compulsory traceability system of clones and their offspring
as well as an appropriate risk assessment, authorisation procedure and labelling rules for
derived food, should the moratorium be removed in the future. BEUC presented this posi-
tion to MEPs in the conciliation committee and to Permanent Representations.

Consumer Redress

BEUC has been successful in keeping the issue of collective redress high on the agenda
of the new European Commission. October’s ‘Information Note’ issued by
Commissioners Reding, Dalli and Almunia outlined the need for a coherent approach
towards European collective redress and a set of principles applicable to any such initia-
tive. A consultation on the common principles was expected in autumn 2010, but only
launched at the beginning of 2011. Strong opposition by businesses coupled with the
sensitivity of the issue, which touches upon national procedural law, has delayed the
preparation of this initiative.

The need for a European judicial collective redress mechanism has also been
stressed in both the report of Mario Monti ‘A New Strategy for the Single Market’
and included in one of the initiatives in the Commission communication
‘Towards a Single Market Act’. 
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BEUC successfully organised a conference on Group Actions in cooperation with Test-
Achats/Test-Aankoop, our Belgian member. Bearing the label of the Belgian Presidency, the
conference took place on 15 November and a number of high-level speakers participated,
including Commissioner Dalli and the Belgian Minister in charge of Consumer Protection,
Paul Magnette. 

Health

Information to patients 
The Commission proposal as adopted in December 2008 did not provide a clear dis-
tinction between information and advertising. This proposal was heavily criticised by
BEUC. Our concerns have been well reflected in the report adopted by the European
Parliament in 1st reading. The Parliament re-wrote the proposal, changing the per-
spective from the industry right to disseminate information, to the consumers’ right
to access information on treatments. The text introduced strict restrictions on the
information that pharmaceutical companies can provide, on the channels of com-
munication and on the monitoring system. In addition, following calls from BEUC
ahead of the vote in plenary, a highly controversial amendment on industry materi-
al distributed via healthcare professionals was withdrawn.

Pharmacovigilance 
The directive and the regulation on pharmacovigilance fully take into account the
BEUC position, particularly in relation to information requirements and the possibility
for consumers to directly report side-effects of medicines to the competent authori-

ties. The new legislation strengthens the EU pharmacovigilance system and increases
consumers’ safety. This is the result of regular contact with the Parliament’s members

and participation in several events.

Counterfeit Medicines 
Our lobbying efforts clearly paid off, as the agreement reached by the Institutions takes into

account all BEUC demands, especially with regard to the scope of the Directive, the informa-
tion measures to increase consumer awareness on the risks of buying medicines online from

illegal sources, privacy and safety concerns and the distinction between counterfeit and intellec-
tual property rights infringements.

18
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Sustainability and Energy

Smart metering & smart grids
In the context of an ever faster roll-out of smart meters in various Member States,
BEUC stepped up its work at European level to ensure smart meters become a con-
sumer-friendly tool. In the Commission Taskforce Smart Grids & Smart Meters, BEUC
highlighted the need to safeguard adequate consumer protection and the importance
of informed consent provided by consumers. BEUC called for consumer control over
their personal data and to make mandatory the principles of ‘privacy by design’, of data
minimisation and data deletion.  

European Energy Strategy: A place for consumers?
In November, the European Commission published its Energy Strategy 2020. One of the
five chapters of this Strategy is devoted entirely to consumers. BEUC welcomed this, but
highlighted the fact that what consumers really needed was a swift implementation of
existing consumer related rules in the energy sector. During the European Parliament’s dis-
cussion on this Strategy, BEUC also called upon MEPs to invite the Commission and
Member States to implement national strategies for the realisation of consumer benefits
of smart energy systems.

Ecodesign
BEUC, together with ANEC and Öko-Institut as project partners, have been awarded a
new three year service contract to ensure consumer representation in the EU Ecodesign
process. As the scope of the Ecodesign directive has been enlarged to energy-related
products, we are planning to cover new product groups in the coming three years.  

Sustainable consumption and production: 
contribution to the EU Retail Forum 
In 2010, BEUC contributed to the EU Retail Forum which aims to make the supply
chain more sustainable. The Forum was created by the European Commission in
2008 as part of its Action Plan on Sustainable Consumption and Production. We
are happy to see that some of our recommendations on the consumer perspec-
tive have been taken into account in the Issue Papers. 
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EU Ecolabel: Criteria development for the EU Flower 
BEUC, together with the European Environmental Bureau, contributed to the revision and
development of Ecolabel criteria for products. We lobbied to exclude nanomaterials in
products such as dishwashing detergents and all-purpose cleaners based on the precau-
tionary principle. BEUC also proposed possible improvements to the Ecolabel scheme at
the Belgian EU Presidency Meeting on the Ecolabel in December 2010. 

Safety

Nanomaterials
We updated, in cooperation with ANEC, the inventory of consumer products which
claim to contain nanoparticles or materials. We found 475 products and published
a corresponding leaflet. The inventory was presented to Commissioner John Dalli
during a stakeholder workshop and was frequently referred to in the press. BEUC
has long been calling for a definition of nanomaterials for regulatory purposes. 

General Product Safety Directive
In the area of consumer safety, we were active in the context of the preparation of
the revision of the General Product Safety Directive, where we settled on a common
position with ANEC. We lobbied MEPs on the own initiative General Product Safety
Directive and Market Surveillance report while managing to have most of our
requests adopted: our call for a European framework for market surveillance which
improves traceability of products, allows for quick intervention and reliable long-term

solutions for withdrawing unsafe products, an improved injury database and an acci-
dent statistics system – one which ensures the safety of vulnerable consumers, includ-

ing people with disabilities.

Cosmetic products
The Commission is developing guidelines on common criteria for claims on cosmetic prod-

ucts. BEUC participated in sub-working group meetings and published a position paper on
common criteria for cosmetic product claim substantiation. In this paper we call for better reg-

ulation of claims, similar to nutrition and health claims on food products.

20
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BEUC communication 
and campaigning
In 2010, several campaigning tools were developed to support our lobby activities. At
the time of the European Parliament 1st reading on the draft regulation on food infor-
mation to consumers, we designed a mock breakfast cereal carton in order to illustrate
our support for colour coding of nutritional information. In September, to prepare our
contributions to the discussion in the Parliament on the consumer rights directive, we pre-
pared ‘A Decision Makers’ Guide: The Consumer Rights Directive – How To Get It Right’.
The BEUC website was translated into German, broadening our organisation’s reach. Via
its recently created Twitter account, BEUC gained an additional communication tool to be
heard by external audiences.

Over the year, BEUC was quoted almost 500 times and took part in over 90 broadcast inter-
views. The highest number of quotes and interview requests were related to food policy
(in the context of the food information to consumers vote). 
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Training

TRACE programme
In 2010, the TRACE training programme – which is designed to help build the capac-
ity of European consumer organisations – consisted of nine courses. Themes covered
included: Management, Consumer Law, Media & Presentation Skills, Consumer
Redress and PR & Lobbying. Three new training courses were developed and organ-
ised: How to Write Project Proposals, Competition Policy and Retail Financial
Services. The latter two courses were explicitly requested by the Directorate General
for Competition (DG COMP) and the Directorate General for Health and Consumers
(DG SANCO) and developed in collaboration with the Commission.

The main aim of the course on Competition Policy was to put Commission officials
in contact with national consumer organisations and provide a platform for
exchange and networking. The three-day workshop was closed by Director General
of DG Competition, Mr. Alexander Italianer.

Equally important was the introduction of Retail Financial Services to the TRACE
training programme aimed at providing participants with an overview and under-
standing of the current debates in the financial services sector and the instruments
used at European level to ensure the protection of consumer rights. Jackie Minor,
Director of Consumer Affairs at DG SANCO, spent a morning actively participating in

a TRACE course in order to gain a personal insight in the training programme and the
management of the project.

22

BEUC - Annual Report 2010



T
ra

in
in

g

BEUC - Annual Report 2010

Training for Consumer Organisations 
in the Western Balkans and Turkey
After the success of the People-2-People seminars for consumer organisations in
Belgrade and Ankara under the TAIEX programme in 2009, a third workshop entitled
‘Putting Theory into Practice: The Dynamics of Consumer Organisations’ was organised
in Skopje on 21 and 22 June 2010, to conclude the cycle of seminars enhancing the
capacity of civil society organisations engaged in consumer protection in the candidate
and potential candidate countries. BEUC welcomed the invitation to co-organise the work-
shop together with DG Enlargement and DG SANCO again. This follow-up workshop gave
the relevant staff of the most representative independent consumer organisations from the
Western Balkans and Turkey the opportunity to exchange experience in implementing their
business plans and to receive professional advice on how to overcome obstacles.
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BEUC internal matters

General Assembly
The two General Assemblies of 2010 were organised in Ljubljana (May) and in Brussels
(November). The spring General Assembly took place in combination with the
Financial Forum, organised by our Slovenian member ZPS, and allowed us to welcome
Commissioner John Dalli, (Health and Consumer Affairs). The second General
Assembly coincided with the BEUC/Test-Achats Conference on collective consumer
redress. Commissioner Barnier in charge of Internal Market and Services shared with
us his views on the Single Market Act and European Parliament member and IMCO
chair Malcolm Harbour engaged in a discussion on future consumer policy in the
EU.

New members welcomed
At the Brussels General Assembly in November, we welcomed our 44th member,
Consumatori Italiani per l’Europa, with the status of temporary affiliate. CIE is a
consortium of three consumer organisations: Casa del Consumatore, Associazione
Consumatori Utenti and Centro per i Diritti del Cittadino.

The consumer movement in the new Member States
Following the 2009 evaluation on the difficulties faced by consumer organisations in
Central, Eastern and South Eastern Europe (CESEE), e.g. lack of resources, expertise,

limited involvement in policy making, we identified follow-up actions based on several
bilateral meetings with members from CESEE and with experts who have been working

with consumer organisations in CESEE for many years. BEUC appointed two consultants
to carry out field visits in selected countries (Bulgaria, Hungary, Czech Republic, Poland,

Lithuania and Romania) to acquire a detailed insight into the state of consumer policy in
these countries and fine-tune the actions which need to be undertaken to enhance the

influence of the consumer movement on policy making. 
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The secretariat
At the end of 2010, the BEUC secretariat consisted of 32 staff members working in 5
different departments and 8 teams. With the engagement of a legal officer from
Lithuania and a junior economic officer from Czech Republic, BEUC more accurately
reflects the cultural multitude of the European consumer landscape.
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MANAGEMENT DEPARTMENT

Director General: Monique Goyens

Deputy Director General: Ursula Pachl 

Assistant to the Director General: Florence Punzano
Secretariat: Guida Oliveira 
Tel: +32 (0)2 743 15 91
Email: directorsoffice@beuc.eu

ADMINISTRATION DEPARTMENT
Head of Administration: Hugues Thibaut
Tel: +32 (0)2 743 15 91
Email: hugues.thibaut@beuc.eu
Head of Finances: Axel Jansen
Tel: +32 (0)2 743 15 96
Email: aja@beuc.eu
Book Keeper: Tung To Thanh
Tel: +32 (0)2 743 15 96
Email: tto@beuc.eu

ICT Tools Manager: Philippe Dellis
Information Manager: Christie Theys
Tel: +32 (0)2 743 15 90

Email: webmaster@beuc.eu

COMMUNICATIONS DEPARTMENT
Head of Communications: Johannes Kleis

Communications Officer: John Phelan
Communications Officer: Ophélie Spanneut

Secretariat: Sandrine Carpentier
Tel: +32 (0)2 789 24 01 

Email: communications@beuc.eu
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LEGAL & ECONOMIC DEPARTMENT
Head of the Legal & Economic Department: Anne Fily
Senior Legal Officer: Nuria Rodríguez Murillo
Senior Legal Officer: Kostas Rossoglou
Legal Officer: Augusta Maciuleviciute
Junior Economic Officer: Monika Stajnarova
Junior Financial Services Officer: Farid Aliyev
Legal Assistant: Agustín Reyna
Secretariat: Rosa Santa Barbara
Tel: +32 (0)2 743 15 95 - Email: legal-eco@beuc.eu

FOOD, HEALTH, ENVIRONMENT AND SAFETY DEPARTMENT  
Head of the Department: Ruth Veale
Food Policy Officer: Giuseppe Simone (until April 2011)
Food Assistant: Sophie Catherin
Email: food@beuc.eu 

Health Senior Policy Officer: Ilaria Passarani
Email: health@beuc.eu

Safety and Environment Senior Policy Officer: Sylvia Maurer
Ecolabel Project Coordinator: Lukasz Wozniacki
Eco Design Project Coordinator: Emilien Gasc
Email: environment@beuc.eu

Secretariat: Carmen Martin
Tel: +32 (0)2 743 15 93

TRAINING 
Head of Training: Heike Thomsen
Training Manager: Ana Figueiredo-Soares
Training Organiser: Saïda Saguir
Secretariat: Annesylvie Six
Tel: +32 (0)2 789 24 02 - Email: trace@beuc.eu
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President: Paolo Martinello, President of Altroconsumo (Italy)

Vice President: Breda Kutin, Zveza potrošnikov Slovenije (Slovenia) 

Treasurer: Cornelia Tausch, Verbraucherzentrale Bundesverband - vzbv (Germany)

Alain Bazot, UFC-Que Choisir (France)

Jan Bertoft, Sveriges Konsumenter (Sweden)

Gerjan Huis in’t Veld, Consumentenbond, (The Netherlands)

Mette Boye, Forbrugerrådet (Denmark)

David Ortega, Organización de Consumidores y Usuarios – OCU (Spain)

Helen McCallum, Which? (United Kingdom)

Gilles de Halleux, Test-Achats / Test-Aankoop (Belgium)
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AUSTRIA 
Verein für Konsumenteninformation - VKI
Linke Wienzeile 18
AT-1060 WIEN
Tel: 00431588770 - Fax: 004315887799223
Website: www.konsument.at
Contact Person: Franz Floss 

BELGIUM
Test-Achats / Test-Aankoop
13, rue de Hollande 
B-1060 BRUSSELS
Tel: 003225423555 - Fax: 003225423367
Website: www.test-achats.be / www.test-aankoop.be
Contact Person: Gilles de Halleux

CYPRUS
Cyprus Consumers' Association
p.o. box 24874 
CY-1304 NICOSIA
Tel: 00357 22516112 - Fax: 00357 22516118
Email: cca@katanalotis.org.cy
Website: www.cyprusconsumers.org.cy
Contact person: George Stylianou

CZECH REPUBLIC
SOS – Consumers Protection Association
Novakovych 8
CZ-180 00 PRAHA 8
Tel: 00420 224239940 - Fax: 00420 224239941
Website: www.spotrebitele.info

DENMARK
Forbrugerrådet - FR
Fiolstræde 17 
Postbox 2188
DK-1017 COPENHAGEN K
Tel: 004577417741 - Fax: 004577417742 
Email: bf@fbr.dk 
Website: www.fbr.dk 
Contact Person: Benedicte Federspiel

ESTONIA
Estonian Consumers Union / Eesti Tarbijakaitse Liit - ETL
Sakala 23 a
EE-10141 TALLINN 
Tel: 00372 6411697 - Fax: 00372 6411697
Website: www.tarbijakaitse.ee 
Contact Person: Linda Läänesaar 

FINLAND
Kuluttajat-Konsumenterna ry - KK
Kasöörinkatu 3 B
FIN - 00520 HELSINKI 
Tel: 00358 987750120
E-Mail: info@kuluttajat-konsumenterna.fi
Website: www.kuluttajat-konsumenterna.fi
Contact Person: Kaisa Pannimaa-Pätsi

Suomen Kuluttajaliitto - SK
Malminrinne 1 B
FI - 00180 HELSINKI 
Tel: 00358 94542210
Website: www.kuluttajaliitto.fi 
Contact Person: Jyrki Konola  

FRANCE
Consommation, Logement et Cadre de Vie - CLCV
59 boulevard Exelmans
F-75016 PARIS
Tel: 0033156543210 - Fax: 0033143207202
Website: www.clcv.org 
Contact Person: Reine-Claude Mader

Organisation Générale des Consommateurs - OR.GE.CO
64, Avenue Pierre Grenier
F-92100 BOULOGNE BILLANCOURT
Tel: 0033146086060 - Fax: 0033146080044
Email: contact@orgeco.net
Website: www.orgeco.net
Contact Person: Bernard Chevalier

BEUC members in 2010
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UFC - Que Choisir
233, bd Voltaire 
F-75011 PARIS Cedex 11
Tel: 0033143485548 - Fax: 0033144931883
Website: www.quechoisir.org 
Contact Person: Alain Bazot 

GERMANY
Verbraucherzentrale Bundesverband - vzbv
Markgrafenstrasse 66
D-10969 BERLIN
Tel: 00493025800-0 - Fax: 00493025800118
Email: info@vzbv.de
Website: www.vzbv.de 
Contact Person: Cornelia Tausch

GREECE
Association for the Quality of Life - E.K.PI.ZO
17, Stournari Street, 
GR-10683 ATHENS
Tel: 00302103304444 - Fax: 00302103300591
Email: info@ekpizo.gr
Website: www.ekpizo.gr
Contact Person: Helen Alevritou

Consumers' Protection Center - KEPKA
32 Vas. Irakliou Str.
GR-546 24 THESSALONIKI
Tel: 00302310269449 or 00302310233333
Fax: 00302310242211
Email: consumers@kepka.org
Website: www.kepka.org
Contact Person: Nicolaos Tsemperlidis

General Consumers' Federation of Greece - INKA
7, Akadimias Avenue
GR-10671 ATHENS
Tel: 00302103632443 - Fax: 00302103633976
Website: www.inka.gr 
Contact Person: Maria Sarantiti

HUNGARY
National Association for Consumer Protection in Hungary -
NACPH / Országos Fogyasztóvédelmi Egyesület - OFE
Logodi utca 22-24 or 1138 Budapest, Dagály utca 11
HU-1012 BUDAPEST
Tel: 003613117030 - Fax: 003613317386
Email: ofebp@axelero.hu / oferiroda@t-online.hu
Website: www.ofe.hu 
Contact Person: Gyorgy Morvay

ICELAND
Neytendasamtökin - NS
Hverfisgötu 105
IS-101 REYKJAVIK
Tel: 003545451200 - Fax: 003545451212
Email: jg@ns.is
Website: www.ns.is
Contact Person: Jóhannes Gunnarsson

IRELAND
Consumers' Association of Ireland - CAI
44 Chelmsford Road - Ranelagh 
IE-DUBLIN 6 
Tel: 0035314978600  - Fax: 0035314978601
Website: www.consumerassociation.ie 
Contact Person: Dermott Jewell

ITALY
Altroconsumo
Via Valassina, 22
I-20159 MILANO
Tel: 00390266890209 - Fax: 00390266890288
Email: pr@altroconsumo.it
website: www.altroconsumo.it
Contact Persons: Paolo Martinello, Luisa Crisigiovanni

LATVIA
Latvian National Association for Consumer Protection -
LPIAA
Brivibas Str. 55-617
LV-1519 RÏGA
Tel: 00 371 67296884 - Fax: 0037167296884
Website: www.consumer-guide.lv
Contact Person: Tekla Zabova
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LUXEMBURG
Union Luxembourgeoise des Consommateurs - ULC
55, rue des Bruyères 
LU-1274 HOWALD
Tel: 003524960221 - Fax: 00352494957
Email: ja@ulc.lu - gg@ulc.lu
Website: www.ulc.lu 
Contact Persons: Josiane Adams, Guy Goedert

MALTA
Ghaqda tal-Konsumaturi - CA Malta
43/10 Zachary Street
MT-VALLETTA
Tel: 0035621239091 - Fax: 0035621221210 
Email: info@camalta.org
Website: www.camalta.org 
Contact Person: B Borg Bonello

NETHERLANDS
Consumentenbond - CB
Enthovenplein 1 Postbus 1000
NL-2500 BA DEN HAAG
Tel: 0031704454545 - Fax: 0031704454599
Email: mkarskens@consumentenbond.nl 
Website: www.consumentenbond.nl 
Contact Persons: Bart Combée, Michiel Karskens 

NORWAY
Forbrukerrådet - FR - NO
Postboks 4594 Nydalen
NO - Dep 0404 OSLO
Tel: 004723400500 - Fax: 004723400503
Email: audun.skeidsvoll@forbrukerradet.no
Website: forbrukerportalen.no
Contact Person: Audun Skeidsvoll

PORTUGAL
Associação Portuguesa. para a Defesa do Consumidor - DECO
Rua Artilharia Um, 79-4 
P-1269-160 LISBOA
Tel: 0035213710200
Website: www.deco.proteste.pt 
Contact Person: Jorge Morgado

POLAND
Polish Consumer Federation National Council / Federacja
Konsumentów
Aleja Stanów Zjednoczonych 53
IV pietro
PL-04-028 WARSZAWA
Tel: 0048228271173 - Fax: 0048228279059
Email: biuro@federacja-konsumentow.org.pl 
Website: www.federacja-konsumentow.org.pl 
Contact Person: Malgorzata Niepokulczycka

Assocation of Polish Consumers / Stowarzyszenie
Konsumentów Polskich - SKP
ul. Gizów 6
PL-01-249 WARSZAWA
Tel: 0048226340668 - Fax: 0048226340667
Website: www.skp.pl
Contact Person: Grazyna Rokicka

ROMANIA
Association for Consumers' Protection - APC
B-dul Nicolae Balcescu 32-34, etaj 4, ap. 16(4).
RO-010055, BUCARESTI
Tel: 0040213110243 - Fax: 0040213157149
Email: emil.bojin@apc-romania.ro / office@apc-romania.ro
Website: www.apc-romania.ro 
Contact Person: Emil Bojin

SLOVAKIA
ZSS - Association of Slovak Consumers
Palisády 22
SK - 81106 BRATISLAVA
Tel: 00421254411148 - Fax: 00421254411148
Email: zss@zss.sk 
Website: www.zss.sk
Contact Person: Miro Tulak

SLOVENIA
Zveza Potrošnikov Slovenije - ZPS
Frankopanska 5
SI-1000 LJUBLJANA
Tel: 0038614740600 - Fax: 0038614333371
Website: www.zps.si 
Contact Person: Breda Kutin

BEUC - Annual Report 2010
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SPAIN
Confederación de Consumidores y Usuarios - CECU
Mayor, 45 - 2º 
ES-28013 MADRID
Tel: 0034913641384 - Fax: 0034913669000
Website: www.cecu.es 
Contact Person: Fernando Móner, Conchy Martin Rey

Organización de Consumidores y Usuarios - OCU
C/ Albarracín, 21
ES-28037 MADRID
Tel: 0034913000045 - Fax: 0034913009002
Website: www.ocu.org 
Contact Person: David Ortega

SWEDEN
The Swedish Consumers' Association - Sveriges
Konsumenter
Hornsgatan 172
Box 38001
SE-100 64 STOCKHOLM
Tel: 004686744300 - Fax: 004686744329
Website: www.sverigeskonsumenter.se
Contact Person: Jens Henriksson

UNITED KINGDOM
Consumer Focus
Fleetbank House
Salisbury Square
UK- EC4Y 8JX LONDON
Tel: 00442077997900 - Fax: 00442077300191 
Email: contact@consumerfocus.org.uk
Website: www.consumerfocus.org.uk
Contact Person: Jill Johnstone 

Which?
2 Marylebone Road
UK-NW1 4DF LONDON
Tel: 00441992822800 - Fax: 00442077707666
Email: paula.pohja@which.co.uk 
Website: www.which.co.uk
Contact Person: Paula Pohja

AUSTRIA
Arbeitskammer - AK
Prinz-Eugen-Strasse 20-22
Postfach 534 
AT-1041 WIEN
Tel: 00431501652304
Fax: 00431501652693
Website: www.akwien.at 
Contact Person: Gabriele Zgubic

FINLAND
Kuluttajavirasto
Haapaniemenkatu 4 A, Box 5
FI-00531 HELSINKI
Tel: +358977267815
Fax: 00358977267557
Email: marita.wilska@kuluttajavirasto.fi 
Website: wwww.kuluttajavirasto.fi 
Contact Person: Marita Wilska

GERMANY
Stiftung Warentest
11/13 Lützowplatz
D-10785 BERLIN
Tel: 00493026312398
Fax: 00493026312457
Email: h.willnat@stiftung-warentest.de
Website: www.stiftung-warentest.de
Contact Person: Heinz Willnat

BEUC Correspondents
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BULGARIA
Bulgarian National Association Active
Consumers - BNAAC
26 "Vrabcha" Str.
BG-1504 SOFIA
Tel: 00359 2 9890106
Fax: 00359 2 9890107
Email: bnap@bnap.org
Website: www.aktivnipotrebiteli.bg 
Contact Person: Bogomil Nikolov

CZECH REPUBLIC
Czech Association of Consumers TEST
Moskevská 415/1
CZ-101 00 PRAHA 10
Tel: 00420-241404922
Fax: 00420-241406533 
Website: www.dtest.cz
Email: pavlik@dtest.cz 

ITALY
Consumatori Italiani per l'Europa (CIE)
Via Bobbio 6
I-20144 MILANO
Tel: 0039276316809
Fax: 0039276392450
Email: info@cie-europa.eu
Website: www.cie-europa.eu
Contact Person: Giovanni Ferrari

BEUC Temporary affiliates

CROATIA HRVATSKA
Croatian Union of the Consumer
Protection Associations / Hrvatski Savez
Udruga za Zaštitu Potrošac – "Potrošac"
Kneza Ljudevita Posavskog 48, 
HR-10000 ZAGREB
Tel/ Fax: 00385 1 48 35 888
Tel: 00385 1 48 35 889
Email: potrosac@zg.t-com.hr
Website: www.potrosac.hr 
Contact person: Ilija Rkman 

FORMER YUGOSLAV REPUBLIC OF
MACEDONIA
Consumers' Organisation 
of Macedonia - OPM
Ul. Vodnjanska bb
P . Fah 150 FYROM
MK-1000 - SKOPJE
Tel: 00389091212440
Fax: 0038923179592
Email: opm@opm.org.mk
Website: www.opm.org.mk
Contact Person: Marijana Loncar Velkova

SWITZERLAND
Fédération Romande des
Consommateurs - FRC
Rue de Genève, 17 Case Postale 6151 
CH-1002 LAUSANNE
Tel: 0041213310090
Fax: 0041213310091 
Website: www.frc.ch
Contact Person: Monika Dusong

BEUC Associates

International Union of Tenants (IUT)
Head of Liaison office to the EU
23, rue du Luxembourg
B-1000 BRUXELLES
Phone: 0032 2 513 07 84
Fax: 0032 2 513 09 55
Email: barbara.steenbergen@iut.nu
Website: www.iut.nu

Financial Services Consumer Panel
(FSCP)
25 The North Colonnade, Canary Wharf
UK – E14 5HS LONDON
Tel: 00442070669346
Fax: 00442070669728
Website: www.fs-cp.org.uk 

BEUC Partners
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