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Consumer Information 

An important instrument in consumer 
legislation and policy to: 
 

• Correct information asymmetries 
 

• Enable consumers to make the “best” 
choice 

 

• Often the automatic regulation/policy 
response particularly in the digital 
environment 

 



The paradigm of the informed 
consumer 

  

• The limits of the paradigm:  

if consumers read – do they understand? 
  

• Information fatigue / information tyranny 
“confusopoly” 

 



A modern consumer policy 

Information proliferation does not 
automatically lead to “better” or informed 
consumer decisions 
 

• Selecting essential information  
 

• Communicating essential information 
effectively 

 



Information needs of digital 
consumer 

Consumer Rights Directive:  
 

• The information needs of digital consumers 
are addressed in a satisfactory way 
(regarding the content of the mandatory 
list) as in Article 6 for distance sales  

 

Positive: Specific information  
 

Requirements for digital content: 

• Functionality Article 6(l) r  

• Interoperability Article 6(l) s 
 



Information needs of digital 
consumers - 2 

But problematic:  
 

• These are not classified as “key information 
items” according to Art. 8(2) and (4) CRD 

 

• The requirement on the “main 
characteristics” Art. 6(1)a does not apply to 
digital content 

 

• The requirements do not apply to contracts 
with no payment 

 



Example: Key information  

   



How will this information be 
provided? 

The CRD form requirements in Article 8:  
 

• Appropriate to the means of distance 
communication used   

 

• In plain and intelligible language 
 

• If limited space: a reduced list  
 

• Prohibition of any further form 
requirements for consumer information  

 



Form matters: Even more in 
the digital world 

• The form in which information is presented 
is essential 

 

• Consumer information needs to be 
designed from the perspective of the 
consumer 

 

• The CRD is an obstacle rather than a 
helpful instrument in this respect 

 

• Standardisation and visualisation of 
information is essential  

 



 Example: Interoperability  



X Example: Functionality  



 Example: Interoperability  



X Example: Functionality  



Future consumer information 
is smart 

• Invest in effective consumer information 

• Diversify the transparency chain  

• Provide incentives to traders   

• Comparability and standardisation are key 

• Information reduction - inevitable?  

• Framing: Digital technologies can help to make 
more personalised, targeted forms of informing 
consumers more feasible  

• Test effectiveness of information with users 
/consumers in advance  and involve consumer 
organisations  

 

 



     What next?  
 

 

• CRD does not stipulate civil law sanctions  for 
breach of information requirements  

• Better enforcement in the digital environment 
based on misleading information or omission of 
information 

• Consumer redress based on lack of conformity  
due to justified consumer expectations   

• Common standards and models for 
presentation of information are key for EU wide 
and national enforcement 

• More EU law harmonization is needed for 
digital products – e.g. sales law, unfair contract 
terms 

 



Read BEUC’s new study 

University of Amsterdam,  

Natali Helberger, 

“Form matters: informing consumers 
effectively” 

At www.beuc.eu 

  
 

http://www.beuc.eu/
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