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The European Consumer Centre GIE Luxembourg (ECC Luxembourg) 
is glad to present you a summary of the essential data of 2022,  

the experiences of consumers, as well as its activities.
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FOREWORD

During the year 2022, the European Consumer Centre GIE Luxembourg was 

once again at the consumers‘ service and is proud to have been able to 

answer more than 4,000 inquiries on many cross-border consumer issues. 

Over the past year, the ECC Luxembourg team, in collaboration with the ECC-Network, 

has done its best to be as close as possible to consumers, and to provide them with 

the necessary knowledge to exercise their rights and make more informed purchasing 

decisions. 

In this annual report, available only in a digital format, you will find the essential elements 

of our 2022 commitments, a summary of consumer experiences, as well as detailed 

information on our past activities and events.

For the coming year, the EEC Luxembourg will gladly keep on protecting your rights 

as a consumer!

Karin
Basenach
Director
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Our Mission

The European Consumer 
Center Luxembourg aims 

to inform, advise and assist 
Luxembourg and European 

residents in their cross-border 
disputes.

5
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EUROPEAN 
CONSUMER CENTRE GIE
LUXEMBOURG

ABOUT USCONTACT

ECC Luxembourg
271, route d’Arlon
L-1150 Luxembourg

info@cecluxembourg.lu 
www.cecluxembourg.lu

Karin Basenach
Director

“Motivation, commitment, strong team spirit, excellent expertise 
based on the long experience of the lawyers, are the strengths of 
ECC Luxembourg. Being part of it and being part of the ECC-Net 
can only considered to be an enrichment.„

1 Director

1 Assistant Director

9 Case handlers

1 Communication Officer

1 Assistant

ECC Luxembourg is an independent 
organisation in the form of an GIE- 
Groupement d’Intérêt Economique.
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TEAM

The Grand Duchy of Luxembourg is characterised by a great 
diversity of cultures and languages. It is the seat of many  
european institutions, international companies and the host 

of many consumers who shop across-borders on a daily basis. 

All this flows into the work of the ECC Luxembourg and its inter-
national team of lawyers. Living Europe, day after day.
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1991
Creation of the « Euroguichet-Consumer »

in Luxembourg.

HISTORICAL BACKGROUND

2020
The ECC Luxembourg is moving 

to 271, Route d’Arlon 

1150 Luxembourg. 

2005
Creation of the ECC-Network (fusion 

of the « Euroguichet » network with the 

European Judicial Network, EEJ-Net).

2003
The ECC Luxembourg becomes 

an GIE - Groupement d’Intérêt 

Economique.

2021
The ECC Luxembourg celebrates 

its 30th anniversary. 

7

2022
New record, with  

4110 cases handled.

With the exception of the coronavirus year in 2020. 
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       The European Consumer Centre Luxembourg -  Groupement d‘Intérêt 

Économique (GIE) is administrated by a management board with 6 members:  

(composition on 31.12.2022) 

• Marie-Josée RIES, 271 Route d’Arlon, L- 1150 Luxembourg

• Sandra DA CRUZ, 271 Route d’Arlon, L- 1150 Luxembourg

• Dominique GUROV, 19-21, boulevard Royal, L- 2914 Luxembourg

• Nico HOFFMANN, 55, rue des Bruyères, L- 1274 Howald

• Guy GOEDERT, 55, rue des Bruyères, L- 1274 Howald

• Marcel LASCHETTE, 55, rue des Bruyères, L- 1274 Howald

This mandate given to the GIE to operate as ECC Luxembourg is regularly renewed by 

the Ministry for Consumer Protection and is competent for the period from 2021 to 2027. 

This designation meets the eligibility standards required by the European Commission and 

guarantees the required transparency.

GOVERNANCE

8
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OUR CO-FUNDERS

The ECC Luxembourg is financially supported by the European Commission, Luxembourg’s 

Government (Ministry for Consumer Protection) and the Union Luxembourgeoise des 

Consommateurs (ULC).

9
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The ECC Luxembourg is part of a network of 29 European Consumer Centres in 

the European Union, as well as in Iceland and Norway (European Consumer 

Centres Network - ECC-Net). The ECC-Net also cooperates with the International 

Consumer Centre in the UK. 

ECC-NETWORK

Scan for more information  

about our network! 

10
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ECC Luxembourg is also the contact point for 
various services listed below. 

ECC: CONTACT POINTS

Services Directive 

Since 2010, ECC Luxembourg has been designated as contact point for providing general 

information to consumers who want to use the services of a provider established in another 

EU member state. This information may relate to the requirements in other member states 

regarding access to and exercise of service activities, in particular those relating to consumer 

protection, but also to the means of redress available in the event of disputes between a 

service provider and a recipient (article 21 of the Directive).

11

The EU Regulation in respect of online disputes
 

The ODR Regulation creates an Europe-wide online platform for disputes that occur in online 

transactions. The ODR platform proposes to link all national alternative dispute resolution 

entities and operates in all official languages of the European Union. Since the launch on 

15 February 2016 and ODR platform is now an additional tool available to consumers and 

traders wishing to initiate an online amicable resolution of their domestic or cross-border 

dispute.
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European Small Claims Procedure

Since 2017, The European Small Claims Procedure aims to improve access to justice 

by simplifying procedures for settling cross-border disputes in civil and commercial 

matters, up to a value of 5000 €. If you have a dispute with a professional established 

in another member state, except Denmark, you can fill out a standard form and send 

it to the competent court.

European payment order
 

Since 2017, ECC Luxembourg is the contact point for consumers and professionals in 

relation of the European payment order. This procedure makes it possible to recover 

a sum of money owed by a debtor established abroad. This payment order simplifies, 

accelerates and reduces the costs of cross-border disputes in civil and commercial 

matters if the claim is not contested. It is applicable in all Member States of the European 

Union except Denmark.

12



Geoblocking
 

Since 2019, Luxembourgish consumers can contact the ECC Luxembourg, among 

others, in cases:

• when consumers are redirected to the website of their country of residence when 

shopping online, without having given their prior consent,

• when consumers cannot shop on foreign websites under the same conditions as 

domestic consumers,

• when Luxembourgish credit cards are refused at the time of payment.

External warning body
 

Since 2020, the ECC Luxembourg has been designated as the external alert body and 

is thus empowered to issue alerts to the competent authorities in order to take effective 

action against traders who do not respect EU consumer rights, in accordance with EU 

Regulation 2017/2394 on cooperation between national authorities responsible for 

the enforcement of consumer protection laws.

13
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HUMAN RESOURCES

13 collaborators

 

46% 

of collaborators are 

men.

 

54% 

of collaborators are 

women.

Spoken languages
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8 years
is the average time of 

work experience

Average time of 

work experience
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Team

Karin Basenach 
Director

Jean-Loup Stradella 
Jurist

Pauline Champenois 
Communication Officer

Gaëtane Frey
Assistant Director

Julie Jasson 
Jurist

Kelly Mulombe 
Jurist

Nathalie Oliveira 
Assistant

Christoph Neisius 
Jurist

Kevin Wiseler 
Jurist
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Cédric Arnasalon 
Jurist

Laura Haas 
Jurist

Antonin Georgery-
Terrazzani 

Jurist

Bradley Lawson
Jurist
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In 2022, the European Consumer Centre Luxembourg realised a satisfaction survey among 

1293 consumers, to which 510 consumers responded. This survey was conducted in English, 

French and German through a European Union survey system.

General conclusions of the survey

Of the 510 respondents, 59% are men and 41% are women. The majority of respondents 

are in the 50+ age group, followed by the 35-49 age group.

The overall satisfaction rate is 96.10% (66.67% extremely satisfied, 23.42% very satisfied, 

6.01% slightly satisfied), which is in line with our commitment to offer the best possible 

services to consumers.

NEWS & CONSUMER FEEDBACK

18

96% 
is the overall satisfaction rate 

given by consumers
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OVERVIEW 2022

In 2022, the European Consumer Centre Luxembourg was once again at the service of

consumers, with 4110 cases handled, marking a new record with the exception of the

coronavirus year in 2020.

Indeed, throughout the year, the ECC team continued to inform, advise and assist consumers in

their cross-border disputes and thereby enabled consumers to recover the sum of  568.100€. 

This amount was obtained in cases wherein the ECC either aided consumers in being

reimbursed by a professional, or to obtain reparation, or wherein the latter helped consumers 

in defending themselves against an unjustified claim by a professional.

4110 
is the number of cases handled 
by the ECC Luxembourg in 2022

19
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IN WHICH SITUATIONS HAVE 

CONSUMERS USED THE 

SERVICES OF ECC LUXEMBOURG?  

In May 2022, Louise* booked a package travel in Turkey for her family. 

On the day of the trip, the whole family arrived at the airport in the middle of the night, 

for their flight at 4:30 am. 

However, they had a bad surprise when they didn’t see their flight on the welcome screen.

Louise desperately tried to contact her travel agency, but without success. They were thus 

forced to say goodbye to their dream week. 

But a few days later, the agency sent an invoice for this trip.

The ECC Luxembourg and its network worked together to defend this family. 

At the end, they obtained a full refund.

*To comply with the General Data Protection Regulation, all names used are pseudonyms.

20
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For their wedding, Martin and Simon* accept a quote of more than €17 000 with a Belgian 

caterer and pay a deposit of 2 500€. Unfortunately, as the wedding was scheduled for 

March 2020, the covid-19 situation forced them to postpone this happy event.

After discussions, the caterer agreed to postpone his prestation. However, for their new date, 

the same estimate increased by almost €10 000. In these conditions, the couple decided to 

change their supplier. However, the caterer didn‘t want to refund their initial deposit.

They contacted the ECC Luxembourg to obtain our free support. After sharing this case within 

our network, and more specifically with the ECC Belgium, the caterer in question finally 

agreed to refund the deposit to the couple.

Valentina* buys a second-hand motorcycle in a garage in Nancy up to a value of €5 000. 

The seller must provide her with the original registration certificate, so that she can register 

her new motorcycle in Luxembourg. Unfortunately, the seller doesn‘t provide her with this 

document. Two years later, her requests are still not successful. 

Valentina contacted us to request help. After the intervention of ECC Luxembourg and 

ECC France, she finally obtained all the necessary documents and was able to register her 

motorcycle, in her name, in Luxembourg.

*To comply with the General Data Protection Regulation, all names used are pseudonyms.

21
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Tourism Air transport Used vehicles

TOP 3 MOST CONTENTIOUS SECTORS

1. Tourism including the following areas: package travel, accommodation, rail, bus and

boat travel – representing 28% of complaints handled,

2. Air transport representing 14% of complaints handled,

3. Purchasing and the repairing of used cars representing 4.5% of complaints handled.

We’ve also analysed, on the basis of the disputes submitted to the ECC Luxembourg that the

sellers most often involved in cross-border disputes are located in Germany, France, the

Netherlands and in 4th place Belgium.

22
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2022, is also marked by the launch of a new website, fully 

updated with simplified navigation that duly offers a better 

overview of the ECC Luxembourg ́s areas of expertise and 

highlights its contact information.

With this newly updated website, available in 

French, German and English, the ECC

Luxembourg wishes to illustrate its willingness to 

further accompany consumers and equally

remain a contact point in the field of 

European Consumer law.

www.cecluxembourg.lu

A NEW WEBSITE FOR THE EUROPEAN 
CONSUMER CENTRE LUXEMBOURG !

NEW WEBSITE

CHECK 

IT OUT

23
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PRESS COVERAGE

45 press clippings in the media 

in 2022

(print and digital press publications, radio and TV)

The ECC is an expert in the field of European consumer law in Luxembourg 

and is available for all press matters!

11 press releases sent

in 2022

(in French, English and German)

6 infosheets published on our website

in 2022

(in French, English and German)

24
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„MIDIS DU CONSOMMATEUR“

4 „Midis du Consommateur Européen“ were organized by 

ECC Luxembourg, in collaboration with the Representation of 

the European Commission in Luxembourg and the European 

Parliament Liaison Office in Luxembourg.

EVENTS

In 2022, the ECC Luxembourg had the opportunity to meet consumers from Luxembourg 

and to discuss with them about various issues related to European consumer law.

„Midi du Consommateur Européen“ - 26 October 2022

25
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16.03.2022

The new European consumer agenda  

- World Consumer Day 

•

20.04.2022

Collectiv redress 

•

18.05.2022 

Sustainable consumption: the European eco-label  

celebrates its 30th anniversary 

•

26.10.2022

EU‘s response to the energy crisis

3 VISITOR GROUPS

The ECC Luxembourg welcomed 3 visitor groups in 2022, 

which could learn more about the ECC and its European 

network.

26

Visitor group - 21 

September 2022
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FAIRS & EXHIBITIONS

We were represented at Luxairport on the occasion of the „Air 

Passengers Rights Day“ (15.07.2022), as well as at the Europe 

Day (09.05.2022).

Europe Day - 9 May 2022

Air Passengers Rights Day - 15 July 2022
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6 & 7 October 2022

Meeting with the Communication Officers during an ECC-Net Communication 

workshop in Warsaw, where we discussed a range of digital communication 

issues with the support of the Communication Expert of the European 

Parliament, Ben Ray 

•

17 & 18 October 2022 

Meeting with ECC Cyprus, ECC Ireland, ECC Italy, ECC Netherlands, ECC 

Portugal and ECC Sweden during a study visit in Utrecht, to discuss the goals 

of www.eccnet.eu and how to reach their audience

•

25 October 2022 

An « online Campfire Conversation », where we shared best practices 

from each European Center

•

22 November 2022

Meeting with the ECC Portugal, during a study visit in Lisbon.

•

5 December 2022 

Meeting with the ECC France, during a study visit in Strasbourg

5 ECC-NET MEETINGS

The ECC Luxembourg could share its experience and its best 

practices within the ECC-Network.

28
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study visit in Utrecht - 18 October 2022
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Do you want to order a product online in order to benefit from a 

vast choice? Be careful, because more and more online sellers are 

practising “drop-shipping”. In the context of drop-shipping, the online 

shop has no storage space or stock itself. Your order is forwarded to a 

foreign marketplace, supplier or wholesaler. Drop-shipping websites 

are completely legal and are regularly promoted by influencers on 

social media networks. Unfortunately, this practice can lead to very 

bad surprises

During the year 2022, we created and updated different 

infosheets to inform and advise on different consumer topics, 

such as: 

OUR ADVICE TO CONSUMERS

Drop-shipping

There are two types of guarantees:

• the commercial guarantee, which is a optional guarantee, offered for free by a 

professional,

• the legal guarantee, which is made compulsory by law and is not dependent on 

the contract. It protects the buyer from defects in the goods purchased. It covers all 

consumer goods.

Guarantee

30
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In case of delay, loss or damage of luggage, International Conventions 

apply. They define the responsibility of the airline and set strict deadlines 

for claiming damages. Find all our practical advice on this subject on 

our website.

Your baggage is delayed, 

lost or damaged

Package travel, also known as organized travel, is a set of tourist 

arrangements offered by a travel organizer. It can be a „turnkey“ 

holiday or a holiday composed of a selection of personalized 

elements offered by a professional. Directive (EU) 2015/2302 of 

25 November 2015 strengthens the rights of consumers that book 

travel packages. More information online. 

Package Travel &  
related travel services

31
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In order to better protect passengers, the European Union adopted 

Regulation (EC) No. 261/2004 of February 11, 2004 guaranteeing 

a number of rights to air passengers. More information by scanning 

the QR Code.

Your rights in case of denied boarding,  
cancellation or delay of a flight

Since 2013, the European Union Regulation on the rights of passengers 

travelling by coach (Regulation (EU) No 181/2011) governs the 

rights of bus and coach passengers. More information by scanning 

the QR Code.

Travel by bus

Check out all our publications:

www.cecluxembourg.lu/en/publications
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GLAD WE COULD HELP

33
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www.cecluxembourg.lu/en

HAS YOUR FLIGHT BEEN CANCELLED OR DELAYED? 

DID YOUR ONLINE PURCHASE NOT GO AS PLANNED?  

ARE YOU VICTIM OF A SCAM? HAVE YOU AN ISSUE 

WITH A DELIVERY? HAVE YOUR CONSUMER RIGHTS 

GENERALLY NOT BEEN RESPECTED IN EUROPE? 

THE ECC LUXEMBOURG IS AVAILABLE FREE OF 

CHARGE TO HELP YOU!


