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1 year 
Consumer Authority

2007 was the first year of the Consumer Authority and on 1 January 
of that year our powers came into force under the Consumer  

Protection Enforcement Act. 2007 also took the form of a pioneering 
year, in which we were able to put our powers and tools to the test for 
the very first time. And one year on, I am pleased to report that 2007 
proved to be a good year for the Consumer Authority. There is a great 

deal of work to be done and we have already achieved a great deal. 
The results of our efforts are there to be seen and I am very proud 

of our organisation, which has matured in just one year and 
has now established a clear position for itself within the 

complex arena of social organisations, industry  
organisations and enforcement authorities.

2007: jaar 
 van pionieren
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T he Agenda, which details all of the areas that form 

the primary focus of the Consumer Authority, ap-

pears to be working well. In 2007, we paid particu-

lar attention to general terms and conditions, e-commerce, the 

travel sector, prize draws and guarantees and conformity. 

The planned deployment of personnel and resources in ac-

cordance with an established scheme of enforcement appears 

to form a highly effective approach. As part of the programme 

of enforcement we discovered numerous shortcomings in the 

information provided by 500 popular internet shopping sites. 

We have since spoken to the companies involved and they 

have altered their websites, which means that a large number 

of consumers will immediately benefit from our involvement. 

The same also applies to general terms conditions, and we 

have the authority to tackle unreasonable conditions if the 

consumer finds, as is often the case, that he is fighting a 

difficult battle by himself. During the course of 2007, the 

Consumer Authority took action against hundreds of shops in 

the white and brown goods sectors and in 2008 the furniture 

and kitchen sectors are on the Agenda. 

These examples merely serve to demonstrate how necessary 

and how important the work of the Consumer Authority is: all 

of our large-scale investigations concluded that compliance 

with consumer rights can be, and indeed must be improved. 

Thankfully, we have the tools to allow us to act, whether 

that is through communication, a meeting or more severe 

methods such as a fine or penalty. We fully set our tools into 

action in 2007 and were able to issue the very first fine.  

ConsuWijzer, the joint information desk of the Consumer Au-

thority, NMa and OPTA, appears to be a particularly valuable 

service. It provides the Dutch consumer with information 

and useful advice, whilst at the same time the information 

provided by consumers provides us with a good indication 

of the problems and possible violations that consumers are 

experiencing in the market-place. Take the special information 

hotlines for example, such as those for free ringtones, which 

quickly received hundreds of responses. ConsuWijzer is the-

refore fulfilling a need, not only for the consumer but also for 

ourselves as an enforcement authority. In addition, ConsuW-

ijzer helps the consumer by providing practical information 

regarding their rights and obligations. 

Companies that require information concerning legislation 

and regulations can visit the website of the Consumer Autho-

rity itself. 

By the time you read this annual report, we will already be well 

underway with our priority areas for 2008 – items that will be 

on the Agenda again include general terms and conditions and 

1 year Consumer Authority

guarantees and conformity, with the latter being top of the 

league in terms of the number of complaints received from 

consumers. As a continuation of our activities in 2007, we will 

also continue to take enforcing action against travel operators 

who provide consumers with insufficient financial protection 

in the event of the travel organiser becoming insolvent. Other 

new items on the Agenda include SMS services and unfair com-

mercial practices. This last point is related to the Unfair Com-

mercial Practices Act [Wet oneerlijke handelspraktijken], which 

is yet to be approved by the Upper House [Eerste Kamer] of 

the Dutch Parliament and is expected to enter into force during 

the course of 2008. This Act will much more easily allow the 

Consumer Authority to tackle unfair commercial practices as 

the Act explicitly states those practices that are banned. The 

Act also offers protection to vulnerable groups, such as child-

ren and the elderly. This will strengthen our authority and will 

enable us to issue substantially larger fines. 

Finally the Consumer Authority was established in response 

to the European Regulation 2006/2004, which requires that 

each EU Member State should have its own national consumer 

enforcement authority and that the enforcement authorities 

should cooperate closely in order to protect consumers 

against cross-border violations of consumer rights. Over the 

past year, we have devoted a great deal of effort towards 

maintaining a good relationship with the European network 

of enforcement authorities and the International Consumer 

Protection and Enforcement Network (ICPEN). We are receiving 

increasing numbers of information and enforcement requests 

from abroad and are able to deal with these satisfactorily 

and rapidly. What is more, consumers are also being offered 

increasingly better protection abroad.

This annual report will show you the areas in which the 

Consumer Authority has been successful in improving the po-

sition of the consumer during 2007. The Consumer Authority 

will continue in this vain in 2008 with even greater dedication 

and enthusiasm.

Marije Hulshof, The Consumer Authority
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Enforcing and informing

Enforcing and informing

Strengthening the position of the 
consumer

From 1 January 2007, companies that fail to comply 

with legislation put in place for consumer protection 

will come into contact with the Consumer Authority.

The Consumer Authority will take action whenever 

the collective interests of consumers are harmed, on 

both a national and European level. Its mission is

fair trading between companies and consumers, 

with the economic interests of consumers forming 

the basis. The tasks and powers that the Consumer 

Authority holds in the areas of supervision and en-

forcement arise from the Act on Enforcement of Con-

sumer Protection Law [Wet handhaving consumen-

tenbescherming, Whc]. Alongside tackling collective 

infringements of consumer rights, the Consumer 

Authority also has the task of informing consumers 

and companies about their rights and obligations. 

The Consumer Authority forms part of the Ministry of 

Economic Affairs. 

The establishment of the Consumer Authority was a 

direct result of the Strategic Action Programme ‘Een 

versterkte consumentaliteit’ which the Ministry of 

Economic Affairs embarked upon in 2004, and also 

of European Regulation 2006/2004. This Regulation 

stipulates that, from 1 January 2007 onwards, all 

European Member States must have put in place a 

consumer enforcement authority that can intervene 

in the case of cross-border wrongdoing and dubious 

commercial practices. In order to stimulate a stron-

ger European Market in which consumers can safely 

purchase goods across borders, the Regulation also 

stipulates that national enforcement authorities must 

work together to tackle collective cross-border infrin-

gements.  

ConsuWijzer
ConsuWijzer forms a vital tool that helps the Consu-

mer Authority exercise its remit.  ConsuWijzer is the 

joint information desk of the Consumer Authority, 

the Netherlands Competition Authority [Nederland-

se Mededingingsautoriteit, NMa] and the Inde-

pendent Post and Telecommunications  

Authority [Onafhankelijke Post en  

Telecommunicatie Autoriteit, (OPTA)] 

and is accommodated within the 

Consumer Authority itself.  

The aim of ConsuWijzer is to 

strengthen the position of the 

consumer in economic trans-

actions, to make him aware of 

his rights and obligations, to 

offer practical advice and to 

point out organisations and 

bodies that can help him seek 

legal redress. 

The consumer can submit  

questions and complaints or  

simply request information on  

www.consuwijzer.nl, by telephone or in 

writing. ConsuWijzer therefore keeps the 

Consumer Authority fully informed of what is 

happening in the market meaning that it plays a 

vital signalling role. 

Supervision and enforcement

Supervising compliance with legislation and  

regulations for consumer protection begins by  

assessing signals received from society. The  

Consumer Authority determines whether there is 

any form of negative conduct or violation that falls 

within its remit as an enforcement authority, and if 

there is, it then determines the severity of this and 

whether or not the matter falls within the  

Authority’s criteria of priority. It is on this basis that 

it can decide whether to begin an investigation. 

The Consumer Authority

enforces a number of rules 

relating to: misleading advertise-

ments, package holidays, general 

terms and conditions, timeshares, 

guarantees and conformity, distance 

purchasing, e-commerce, doorstep 

selling and price indications. In 

2008, the scope of these enforce-

ment activities was extended as a 

result of the Unfair Commercial 

Practices Act, which is expected 

to come into force during 

2008 upon approval by 

the Upper House of 

the Dutch Parlia-

ment.
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Investigation
The objective of the enforcement investigations 

carried out by the Consumer Authority, is to gather 

information that can be used to ascertain whether or 

not the rules have been violated.

The Consumer Authority possesses a range of inves-

tigative powers, such as entering business premises 

(with the assistance of the police if necessary), exa-

mining and copying company data. If the investi-

gation concludes that a law has been violated, the 

Consumer Authority has numerous possibilities at its 

disposal to enforce compliance with the rules and to 

punish violations. In the case of less severe violati-

ons, the Consumer Authority may issue a warning 

and if the company then modifies its conduct on the 

basis of this, the investigation will cease. This is a 

quick and efficient means of supervision, but is not 

applicable in all cases. For more severe violations or 

in the event that a warning is ignored, the results of 

the investigation will be compiled in a report, which 

will then be used for enforcement via administrative 

or civil law. Violations that fall within the realms of 

criminal law will be passed on to the Public Prosecu-

tion Service. 

Enforcement
During administrative law proceedings, both sides of 

the argument will be considered before deciding on 

the sanction, such as the issuing of a fine and or/ an 

administrative penalty. In civil law proceedings, the 

Consumer Authority will begin proceedings com-

menced by a petition at the Court of Appeal in the 

Hague, where it will ask for an injunction before the 

court. 

Investigation and sanctioning, or supervision and 

enforcement each form separate independent tasks 

in terms of organisation. The Supervisory depart-

ment conducts investigations, compiles reports in 

the case of (severe) violations and passes this to 

Legal Department who will then begin proceedings 

on administrative or civil law grounds. This ensures 

that sanctioning is independent.

Settlement of class action
In the case of a company that has committed a 

violation that has failed consumers in some way, the 

Consumer Authority may begin proceedings for the 

settlement of class action. Parties can then request 

the court to declare this judgment legally binding. 

Consumers who are able to demonstrate that they 

have suffered some form of loss as a result, may 

then claim compensation from the company. As 

stipulated in the Act on Enforcement of Consumer 

Protection Law, the Consumer Authority shall use 

these powers restrictively in carrying out its work, 

and in 2007, the Consumer Authority had no reason 

to make use of these particular powers. 

Consumer Authority website
In addition to ConsuWijzer for consumers, the 

Consumer Authority also offers a website containing 

information for companies: www.consumentenauto-

riteit.nl. Companies can consult the site for informa-

tion concerning the laws and rules that the Consu-

mer Authority supervises. The website is also used 

for publishing decisions and press releases.

Informatie voor
ondernemers

Onafhankelijke
besluiten
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Samenwerken
en versterken

Enforcing and informing

Collaboration with other parties 

The Consumer Authority operates within an arena 

in which other private and public parties, such as 

consumer organisations, other enforcement autho-

rities, self-regulating bodies and dispute-resolution 

organisations are active in the field of consumer 

protection. Effective coordination with these organi-

sations is a precondition for the operational effi-

ciency and effectiveness of the Consumer Authority 

and ConsuWijzer. This manifests itself in intensive 

cooperation with social organisations, self-regulating 

bodies and other enforcement authorities.  

Examples of this cooperation can be found in the 

arrangements between ConsuWijzer and the Legal 

Desk [het Juridisch Loket], the ECC (European Con-

sumer Centre) and the Disputes Resolution Board 

[Stichting Geschillencommissies] regarding mutual 

referral of consumers, so that they can then receive 

assistance from the appropriate body. The Consumer 

Authority has also worked with the Legal Desk to 

distribute a brochure concerning ‘Guarantees’. 

Agreements are in place with the Consumers’ Associ-

ation [Consumentenbond] regarding the exchange of 

information relating to trends, which is determined 

through periodic consultation and has led to visible 

results (see the paragraph ‘other matters’), In ac-

cordance with the law, consumer organisations are 

stakeholders in the decisions made by the Consumer 

Authority. 

In 2008, the Consumer Authority will be working 

with the business organisations VNO-NCW and MKB 

Nederland on training the business community in 

‘guarantees and non-conformity’ and in the new 

rules relating to unfair commercial practices. 

In the first instance, the Consumer Authority passes 

on matters relating to misleading advertisements 

to the Advertising Code Committee [Reclame Code 

Commissie, RCC] and in the overall majority of cases 

this leads to the misleading advertisement being 

altered or terminated. In the event that the adverti-

ser refuses to comply with the decision of the 

RCC or once again makes use of adverti-

sing that is misleading, the Consumer 

Authority can also act. In taking 

such action, the Consumer Autho-

rity is reinforcing the activities 

of the Dutch Advertising Code 

Authority [Stichting Reclame 

Code, SRC], supplementing 

them wherever necessary. 

The same also applies in the 

reverse direction.

The Consumer Authority and 

ConsuWijzer have entered into 

agreements with numerous 

parties. These agreements have 

been laid down in the form of 

cooperation protocols that can be 

viewed on the Consumer Authority’s 

website. 

The cooperation with other organisations mani-

fests itself more specifically in the form of the Social 

Forum, which is held by the Consumer Authority on 

a periodic basis in conjunction with other organisa-

tions representing consumers and businesses. The 

aim of this is twofold: on the one hand the Consu-

mer Authority receives information concerning the 

effects of the statutory duties that it is implemen-

ting, whilst at the same time, this forum provides 

the opportunity to get a feeling for ‘the market’ 

and to exchange information regarding trends and 

developments that are of mutual importance. This 

information is distributed to the State Secretary. The 

Consumer Authority’s annual Agenda and (draft) an-

nual report are also discussed.

Partners 
in the Social 

Forum
Consumers’ Association 

[Consumentenbond]  

European Consumer Centre-

net (ECC-net)  

The Legal Desk  

[Het Juridische Loket]  

MKB Nederland 

Dutch Retail Sector Council [Raad 

Nederlandse Detailhandel] 

Consumer Ombudsman Foundation 

[Stichting De Ombudsman]

Dispute Resolution Board Founda-

tion [Stichting Geschillencommis-

sies] Dutch Advertising Code 

Authority [Stichting Reclame 

Code] 

VNO-NCW
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Other enforcement authorities
Some other enforcement authorities also retain the 

power to act in cases in which consumers’ rights are 

infringed, including, for example, the Authority for 

the Financial Markets [Autoriteit Financiële Markten, 

AFM], the OPTA, the NMa and the Netherlands Heath 

Care Authority [Nederlandse Zorgautoriteit, NZa]. In 

cases where both the Consumer Authority and other 

enforcement authorities are empowered to act, the 

Consumer Authority will not, in the first instance, 

become involved. Cooperation protocols exist for 

this purpose. With the OPTA in particular, the previ-

ous year saw significant and intensive cooperation. 

Not only did the OPTA participate in the ConsuWijzer 

together with the NMa and the Consumer Authority, 

but many consumer problems arose in the electro-

nic communications sector that required action in 

terms of supervision and enforcement. This colla-

boration resulted in the collective establishment of 

the Ringtones information hotline on ConsuWijzer, 

which allowed complaints to be registered regarding 

misleading ringtone offers.

International collaboration
The Consumer Authority collaborates with interna-

tional partners in various ways, and its foremost 

task is to work with colleagues from other Member 

States to tackle cross-border European violations. 

For this, the Consumer Authority forms part of the 

European network of consumer enforcement bodies, 

which allows members to request mutual assistance 

in tackling cross-border infringements of consumer 

rights. The coordination of such requests in the Net-

herlands rests with the Consumer Authority who has 

been designated as a ‘liaison office’. This European 

network began its work on 1 January 2007. 

The Consumer Authority also maintains close con-

tact with partners outside of the EU, an important 

one of which is ICPEN (the International Consumer 

Protection and Enforcement Network), the worldwide 

network of consumer authorities. ICPEN’s aim is to 

promote collaboration between consumer enforce-

ment authorities in terms of supervision and enfor-

cement on the one hand, and the provision of advice 

to consumers on the other. ICPEN also provides a fo-

rum in which relevant developments can be discus-

sed, in addition to an exchange of experiences and 

‘best practices’. Each year, in February/March, ICPEN 

members around the world pay special attention to 

misleading commercial practices (Fraud Prevention 

Month), and an annual ‘internet sweep’ is organised 

(a simultaneous supervisory action on the internet).

Finally, collaboration is being arranged a little closer 

to home: together with its partners in the Benelux-

countries, the Consumer Authority is looking at 

whether there are consumer problems that the Bene-

lux partners could tackle together. The first concrete 

steps in that direction will be taken in 2008.

Aanpak Europese
inbreuken

Samen met
NMa en OPTA

in ConsuWijzer
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Wereldwijde
kennisuitwisseling
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ConsuWijzer wijst
je op je recht



ConsuWijzer

In 2007, ConsuWijzer, the information desk of the 
Consumer Authority, NMa and OPTA, helped half 
a million consumers find the right advice. This 
includes 52,840 telephone calls, 19,920 e-mail 
enquiries and 1,540 letters. In addition, the website 
was visited 446,000 times.   

L ooking back, we can certainly say that 

promoting ConsuWijzer and making it more 

accessible really delivered success and Con-

suWijzer is now improved and easier to access for 

consumers. For the three enforcement authorities, 

ConsuWijzer is a valuable source of information 

when it comes to problems relating to compliance 

with consumer rights.  

The top 5 reports received by ConsuWijzer in 2007 
1.  Non-conformity in consumer purchases

 Misunderstandings relating to the rights of con-

sumers, particularly regarding faults that occur 

after the guarantee periods in the electronics 

and white goods areas and the retail trade in the 

housing goods sector, the car trade and garage 

companies. 

2.  Establishing agreements with telecoms compa-

nies for distance buying/slamming

 ‘Slamming’ refers to the unsolicited transfer of te-

lecoms services to another provider. This usually 

happens following a telephone sales conversa-

tion and without the consumer having explicitly 

agreed to the transfer. 

3.  Complaints about internet service providers

 Mainly relating to ADSL transfers and supply, 

internet speeds and interruptions and the ability 

to contact internet service providers (especially 

the waiting times for call centres). 

Results
This part of the annual report details the work that the Consumer Authority undertook in 2007, and what 
it achieved in terms of strengthening the position of the consumer.

R
esu

lts

4.  Customer recruitment by energy suppliers

 When being sold energy contracts by energy sup-

pliers over the telephone and on the doorstep, 

consumers are often unaware which supplier 

they are dealing with and/or whether they will be 

unwillingly transferred to another supplier. 

5.  Energy bills

 With particular reference to queries and reports 

relating to unclear bills. 

Three information hotlines at ConsuWijzer
In 2007, ConsuWijzer set up three information 

hotlines in order to gain an effective insight into the 

specific problems faced by consumers: telemarke-

ting, ringtones and misleading lotteries and prize 

draws. The information hotlines were linked to spe-

cific (media) actions to inform consumers effectively, 

including press reports and news reports and a free 

publicity campaign. In addition to the information 

hotlines, the media was also used to request that 

consumers report their experiences to ConsuWijzer. 

The information hotlines provided the three enforce-

ment authorities with a wealth of information about 

these particular subjects. 

Consumentenautoriteit Jaarverslag 2007 13

The 10 most visited webpages at 
ConsuWijzer were:

 1.  Guarantees

 2.  Comparison of energy suppliers

 3.  Rights when buying (the right to a reliable product)

 4.  Energy bills

 5.  Customer recruitment by energy suppliers

 6.  Internet / ADSL

 7.  Distance buying

 8.  Ringtones and SMS services

 9.  Telemarketing

 10.  Fixed telephony / slamming
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The top 3 reports received by the Consumer  
Authority in its supervisory field
In 2007, the majority of reports received by Con-

suWijzer that related to the supervisory remit of the 

Consumer Authority related to one of the following 

categories: Consumer sales, distance buying and 

agreements relating to the provision of services. 

1.  Consumer purchases: Guarantees and non-
conformity

Most reports relating to consumer purchases con-

cern guarantees and non-conformity. Many consu-

mers have questions about their legal position when 

a product becomes faulty after purchase. There is a 

considerable lack of clarity about the life expectancy 

that a consumer can expect of a product. 

Reports pertaining to non-conformity show that 

vendors frequently refer consumers to the manufac-

turer when it comes to settling guarantees, however, 

the law states that it is not the manufacturer who is 

responsible for the adequacy of a product, but the 

vendor. Additionally, consumers are not aware of 

their rights if repairs to a product cannot be carried 

out within a reasonable time. 

2.  Distance buying: establishment of the agree-
ment

In second place are queries and complaints relating 

to purchasing products or arranging services at 

distance. The reports tend to relate to the manner 

in which the agreement was concluded and the ven-

dor’s statutory obligations for providing information 

in cases involving distance buying. Consumers do 

not appear to be fully aware of what is known as the 

‘right of withdrawal’ in such cases. This is the right 

that a consumer retains to return the product within 

seven days of receipt without the need to provide a 

reason. It also appears that companies are not infor-

ming consumers sufficiently about this. 

Finally, many reports relate to the unsolicited supply 

of goods.  In practice, consumers frequently receive 

telephone calls offering them the opportunity to re-

ceive a product on approval, or consumers order this 

product over the internet and then receive subse-

quent unrequested deliveries with requests for pay-

ment. The law does state, however, that it is illegal 

to send products to consumers requesting payment 

without the consumer’s express permission.

3.  Agreements relating to provision of services: 
inadequate provision of services 

This category can be compared to non-conformity 

in consumer purchases and the underlying problem 

is the same: was or is the service being provided 

properly, and if not, what are my rights? Discus-

sion can then arise between the consumer and the 

service provider about what was agreed and what 

can be expected of the quality of the service. If the 

service provider and the consumer cannot come to 

an agreement on this, discussions often follow with 

regard to the dissolution of the agreement, whether 

this be justified or unjustified.  

Supervision and  

enforcement

I n the first year of its existence, the Consumer 

Authority commenced supervisory investiga-

tions in 107 cases. In 41 of these cases, the 

infringement ceased, meaning that investigations 

could cease. Infringements ceased, either as a result 

of warnings from the Consumer Authority or without 

warnings. The Consumer Authority also prepared 

reports in 3 cases in 2007, one of which was conclu-

ded with a sanctions decree. 56 investigations will 

continue into 2008 and will be concluded, for the 

most part, during the first three months of the year.

There follows below a report on the activities and 

results of the Authority’s priority areas that formed 

part of the 2007 Agenda. The Agenda allows the 

Consumer Authority to effect a programmatic enfor-

cement aimed at directing personnel and resources 

into areas where the consumer most needs them, 

and where the Consumer Authority can have the gre-

atest effects. Cross-border matters, which the Con-

sumer Authority tackled in conjunction with other 

European consumer enforcement authorities are also 

included. The Consumer Authority is obliged to act 

in such matters. Finally, there are ‘miscellaneous’ 

matters, which mainly involve ‘incidents’ in which 

the Consumer Authority’s immediate intervention 

was desired.

R
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2007:
Hier kunt u ons
op afrekenen



Agenda 2007

General terms and conditions

What is the problem?
General terms and conditions form the core of consu-

mer rights and provide a framework to the legal relati-

onship between consumer and company. Unreasonable 

terms and conditions undermine the rights of the con-

sumer. In general, consumers cannot determine which 

terms are unreasonable and, as their implementation is 

by definition a collective one, this has paved the way 

for the Consumer Authority to play a role.

How did the Consumer Authority 
tackle this?

The Consumer Authority aims to 

address unilateral general terms 

and conditions, in particular in the 

white and brown goods sectors. 

In the case of bilateral general 

terms and conditions that are 

arrived at through consultation 

between the company’s repre-

sentatives and consumers in 

the Social and Economic Council 

[Sociaal Economische Raad, SER], 

the interests of consumers have 

already been taken into considerati-

on. The Consumer Authority amassed 

a series of general terms and conditions 

from the white and brown goods sectors, 

and checked these for the presence of unre-

asonable clauses. The reason for choosing to as-

sess this sector is based on the fact that ConsuWijzer 

receives a high number of complaints relating to this 

sector, and that complaints relating to general terms 

and conditions often relate to more expensive goods.

What was the result?
The Consumer Authority discovered many instances 

of general terms and conditions that unjustly restric-

ted the rights of consumers with regard to guaran-

tees, liability, delivery times, complaint periods and 

advance payments. Subsequently, the Consumer 

Authority called upon the companies involved to 

amend their general terms and conditions. This led 

to five retail chains making the necessary amend-

ments, whilst a further seven have almost completed 

their amendments. What this now means for consu-

mers is that they will no longer be confronted with 

clauses that restrict their rights when dealing with 

those companies that have made the amendments.

Due to the fact that fair general terms and conditi-

ons are of great importance to consumers, and the 

fact that investigations revealed numerous short-

comings in this area, this priority area will receive 

a follow-up in 2008, when the Consumer Authority 

will target the kitchen and furniture sectors, both of 

which are frequently the subject of reports received 

by ConsuWijzer. 

2007 figures:
Investigations into general terms and conditions at 

13 retail chains in the white and brown goods  

sectors, together comprising around 490 stores.

12 companies were found to apply several unreaso-

nable general terms and conditions

The results: 

- 5 companies have adapted their general terms 

and conditions

- 7 companies are still working on adaptations

An example of unreasonable rules
One-sided, unreasonable terms and conditions, how does that 

work in practice? For instance:

Imagine that you buy a refrigerator and, at some point in the 

various stages of the purchasing process you come across the 

general terms and conditions. It begins at the checkout: the 

general terms and conditions state that you must pay 75% of 

the total purchase cost in advance. It soon becomes apparent 

that the delivery time you agreed is not going to be fulfilled, 

The ‘small print’ 
determines which terms apply 

when the consumer enters into 

a purchase and, not unimpor-

tantly, how he can back out if he 

wishes. Many sectors apply honest 

and reasonable terms and conditi-

ons, but there are companies that 

do not, and these companies are di-

rectly undermining the legal rights 

of consumers. The Consumer 

Authority can act in such cases. 

but according to the company’s general terms and conditions 

you derive no rights from the agreement. When you then re-

ceive your refrigerator from the delivery company, something 

goes wrong in the positioning of the item: your kitchen door 

panel gets damaged. The company has exempted itself from 

any liability for damage in its general terms and conditions. 

Then five months later, the handle falls off your refrigerator 

and the company refers you to the manufacturer….. 
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E-commerce

What is the problem?
More and more people are purchasing goods over 

the internet, thanks to the ease and speed with 

which it can be done. But there are also disadvan-

tages. Consumers can’t enter internet retailers, 

for example, to examine the product properly and 

assess the customer-friendliness and service of the 

shop. Nevertheless, it is of great importance to the 

consumer that he can shop over the internet with 

confidence, and special rules apply to internet re-

tailers with regard to providing information for this 

very purpose. In practice, these rules are not always 

properly observed, which means that consumers 

don’t always fully understand what they are buying, 

from whom and subject to what conditions. 

 

How did the Consumer Authority tackle this?
The Consumer Authority investigated 500 of the 

most frequently visited internet shops to as-

sess whether or not they adhered to the 

legal requirement of fully informing 

consumers before they purchase 

goods, in particular, of their 

company address, delivery times 

and cooling-off period of seven 

working days. As a result, the 

Consumer Authority advised 

those internet retailers that 

were not adhering to the 

information requirements of 

those points that did not con-

form to the legal requirements 

and ordered them to amend 

their websites. Major retailers 

with many errors were addressed 

first.

What was the result?
In 90 percent of the internet retailers in-

vestigated, the Consumer Authority identified 

one or more shortcomings in the information that 

must be provided to consumers. This included well-

known internet retailers with thousands of custo-

mers. In response to a notification from the Con-

sumer Authority, the majority of internet retailers 

altered their information immediately. Some shops 

will make the adaptations during 2008. 

Business conducted over the internet is a young 

market that is constantly evolving, but thanks to 

the efforts of the Consumer Authority with regard to 

providing information to consumers, internet retai-

lers are now more aware of and are more knowled-

geable of their legal obligations. As the information 

now satisfies the legal requirements, the consumer 

is offered better protection.

Consumer Authority issues fine

ConsuWijzer, the Consumers’ Association and the Legal 

Desk received numerous complaints relating to the actions 

of Sana Direct B.V., which sells nutritional supplements 

over the internet under the name Naturpost. Many consu-

mers complained that, after the first delivery of products, 

they received subsequent unsolicited deliveries, which they 

were forced to pay for. 

The Consumer Authority ruled that Sana Direct B.V. was 

guilty of sending unsolicited products, that the company 

was not fulfilling its legal information requirements and 

that it was not clear in which way a purchase was made. 

This resulted in the Consumer Authority issuing the com-

pany with fines amounting to 88,000 euros. In addition, 

the Consumer Authority ordered the company to change 

the information provided on its website by imposing penal-

ties on a daily basis. With the threat of further penalties 

on a daily basis, the company also had to cease deliveries 

of unrequested products and subsequent deliveries of 

products. In the meantime, Sana Direct B.V. has registered 

its objection to this decision.

 
Internethandel

Ruim 50 procent informeert  

de consument niet of onjuist 

over het bestaan van de 

wettelijke bedenktijd van zeven 

werkdagen. Dit is de termijn 

waarbinnen de consument 

zonder opgaaf van redenen van 

een internetaankoop af kan. 

Results

Webwinkels
aangesproken



Too good to be true!

“A wealthy foreign beneficiary is requesting my bank ac-

count number so he can share his inheritance with me.” 

“I have the chance of winning a car if I take part in a 

coach journey.”

“I have received an e-mail saying that I have won a large 

money prize, but I need to pay administration costs to be 

able to get hold of the prize.”

“I have received a letter from an unknown person reques-

ting my identification details and credit card number.”

These practices all have one thing in common: in reality, 

there is no prize and the sole purpose is to con consumers 

out of their money. The advice given by the Consumer 

Authority on ConsuWijzer: ignore such e-mails, letters and 

faxes. Do not respond and do not send any personal infor-

mation. Never pay for a prize and always check whether 

or not a lottery is authorised by visiting www.toezichtkans-

spelen.nl. 

Prize Draws

What is the problem?
“You have won a prize. Call this number to activate 

your prize!” Misleading prize draws are promotional 

campaigns that wrongly give consumers the impres-

sion that they have won a prize. But, in order to get 

their hands on the prize, consumers first have to 

make one or more orders or call an expensive telep-

hone number. Lottery scams send out misleading 

invitations persuading consumers to transfer money 

with the assumption that in doing so they will then 

receive a prize. The infamous 419-fraud carried out 

by Nigerian gangs is considered to be a form of 

fraud and therefore falls within the boundaries of 

criminal law. Once consumers have transferred the 

money, they hear nothing more from the organisa-

tion in question. The perpetrators of these scams 

are difficult to trace and they often use the funds 

that they amass to fund criminal activities. Many 

of these activities are carried out from within the 

Netherlands, or using a P.O. Box address in the Net-

herlands, although they are also aimed at consumers 

outside of the country. 
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How did the Consumer Authority tackle this?
As part of the annual Fraud Prevention Month, the 

Consumer Authority began a public campaign in 

March, entitled ‘If it’s too good to be true, then it 

probably is’. Fraud Prevention Month is an initiative 

of the worldwide network of consumer enforcement 

authorities (ICPEN). This year, the campaign in the 

Netherlands focused on these types of misleading 

practices and to this end, an information hotline was 

set up on ConsuWijzer for questions and complaints 

relating to this. In addition, ConsuWijzer issued, and 

continues to issue, practical information to allow 

consumers to recognise misleading prize draws such 

as these. Reports received by ConsuWijzer led to the 

Consumer Authority beginning a number of investi-

gations into prize draws.

The Consumer Authority also informed authorised 

lotteries of the services offered by the Consumer 

Authority and of the way in which they themselves 

could act if they encounter problems with fraudulent 

lotteries.  

What was the result?  
The campaign featured heavily in the media and 

free publicity managed to reach around 1.5 million 

people. Printed media, radio and television also gave 

a great deal of attention to the information hotline 

on ConsuWijzer. Expectations are that this will ena-

ble more consumers to understand what they should 

do to avoid becoming a victim. 

The information hotline received 350 complaints 

from consumers who had been tricked by mislea-

ding lotteries and prize draws and the Consumer 

Authority used this as a basis to begin investigati-

ons into a number of these cases. The Consumer 

Authority began two national investigations and five 

international investigations into fraudulent lotteries 

and passed five of these reports on to the Public Pro-

secution Service. Indications of illegal activity were 

also exchanged with the Games of Chance Project 

Office. The two national investigations related to 

misleading prize draws and reports were compiled 

against the companies involved in both cases. The 

Consumer Authority will complete its investigations 

at the beginning of 2008. 
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Resultaten

Offers. For the consumer, this means transparent prices 

that include supplements and taxes and reasonable avai-

lability of offers, which means that consumers are now 

able to make a balanced decision on the basis of honest 

information. 

Guarantees within the Travel Sector

What is the problem?
Consumers booking package holidays are not always 

adequately protected by travel companies against 

potential financial problems encountered by the travel 

operator. A package holiday takes the form of a combi-

nation of travel services arranged in advance, such as 

transport and accommodation. Travel companies are 

legally obliged to organise appropriate guarantees.  

What did the Consumer Authority focus on specifi-
cally, and what was the result?
In 2007, the Consumer Authority closely examined at 

the state of affairs with regard to guarantee obligations. 

The majority of companies appear to have organised 

this properly by means of the Travel Bookings Compen-

sation Fund [Stichting Garantiefonds Reisgelden, SGR], 

but a small number are not members of the SGR and are 

not fully aware of their legal obligations. Nevertheless, 

this group accounts for around 180,000 holidays per 

year, with a turnover of 370 million euro. The insolvency 

of the travel operator in this case would mean that finan-

cially, the consumer is the victim. In 2008, the Consumer 

Authority will take enforcing action against operators 

that are violating the law by transferring the financial 

risks associated with bankruptcy to the consumer.  

The travel sector

The Code of Practice for Travel Offers

What is the problem?
Until recently, consumers booking holidays or travel 

often found that the amount they would eventually 

have to pay was unclear, meaning that comparing travel 

offers was somewhat complicated. When booking, con-

sumers were often faced with significantly higher prices 

than advertised due to the fact that advertisements not 

including the additional costs. The Code of Practice for 

Travel Offers, in place since 1 April 2007, has put a stop 

to this practice, requiring that travel companies display 

clear prices in all communication, including all unavoida-

ble costs such as travel costs, tourist taxes and airport 

taxes, thereby allowing consumers to compare prices 

much more easily. The Code of Practice also stipulates 

that the marketing of cheap holidays that cannot or 

can hardly be booked, a phenomenon that is known as 

‘bait advertising’, is no longer acceptable. A significant 

number of operators in the travel sector have now com-

mitted themselves to the Code. 

The Code of Practice is the result of self-regulation and 

allows the sector to take the lead with the Dutch Adverti-

sing Code Authority supervising compliance and dealing 

with complaints from consumers. The Consumer Authority 

takes action in the event that a travel company does not 

follow the decisions of the Advertising Code Authority.  

What did the Consumer Authority focus on specifi-
cally, and what was the result?
In 2007, the Consumer Authority monitored compliance 

with the Code of Practice by monitoring whether of 

not decisions made by the SRC were adhered to and by 

maintaining close contact with the Dutch Travel Com-

panies’ Association [Algemeen Nederlands Verbond van 

Reisondernemingen, ANVR] and the Board of Airline Re-

presentatives in the Netherlands (Barin), joint-founders 

of the Code of Practice. 

The Consumer Authority passed two reports of violati-

ons of the Code of Practice to the ANVR, which ensu-

red that the travel company in question desisted from 

activities that were in breach of the Code. The Consumer 

Authority also informed one foreign travel company 

of its non-compliance with the Code of Practice, upon 

which the company changed its working methods. 

On the whole, companies generally appear to be com-

plying effectively with the Code of Practice for Travel 

ConsuWijzer on guarantees within the 
travel sector
Travel operators offering package holidays are legally 

obliged to take the necessary measures to ensure that tra-

vellers do not become the victims in the event of potential 

insolvency. In short, this means that the total amount paid 

for the holiday must be refunded if the holiday cannot 

take place or that the holiday must be transferred to 

another operator. Travellers who find that their operator 

has become insolvent whilst they are on holiday must be 

transported back to the Netherlands free of charge. 

Travel operators must state which guarantee measures 

they have in place in the event of insolvency. Many travel 

operators have placed this guarantee requirement with 

the Travel Bookings Compensation Fund (SGR), whose web-

site provides information of all travel operators holding 

membership. Members of the SGR are easily recognisable 

by the SGR logo.  Travel operators that are members of 

the Dutch Travel Companies’ Association (ANVR) automati-

cally become members of the SGR.
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Garantie:
de eerste zes

maanden sta je
extra sterk



Guarantees and conformity

What is the problem?
Consumers have the right to receive a reliable 

product, even in cases where no guarantee is pro-

vided, and after the guarantee period has expired. 

Complaints and disputes relating to guarantees and 

conformity (the right to a reliable product) are still 

an everyday occurrence at consumer organisations 

and dispute resolution boards, especially where 

expensive consumer goods are concerned. This area 

of concern has been in ConsuWijzer’s top three com-

plaints since the very beginning. For the most part, 

these problems arise because both the consumer 

and the company are not sufficiently aware of the 

legal rules relating to guarantees and conformity. 

What did the Consumer Authority focus on specifi-
cally, and what was the result?
Due to the complexity of the subject, problems rela-

ting to guarantees and conformity are not solved over-

night, but being aware of one’s rights and obligations 

can certainly avoid the misery. For this reason, the 

Consumer Authority places considerable emphasis on 

targeting information to consumers about their rights. 

The ‘ConsuWijzer on guarantees’ brochure was distri-

buted by organisations including ConsuWijzer and the 

Legal Desk and the Consumer Authority was able to 

reach around 3 million people in a free publicity cam-

paign. ConsuWijzer provided answers to around 6,000 

questions from consumers on this subject.

For companies, the Consumer Authority published a 

special article relating to this subject on the corporate 

section of its website, together with giving a presen-

tation at a conference of the Dutch Association of 

Suppliers of Household Appliances [Vereniging van le-

veranciers van huishuidelijke apparaten, Vlehan]. It 

also held regular consultations with sector or-

ganisations, the emphasis here lying on the 

white and brown goods sectors, due to 

the fact that these sectors are those 

that generate the highest number of 

complaints to ConsuWijzer. 

In 2008, the Consumer Authority 

will be intensifying its provision 

of information towards compa-

nies and switch to more of an 

enforcement approach, taking 

action against those compa-

nies which continue to cause 

problems. In addition, it will be 

looking at the added value of 

guarantee insurance policies in 

respect of the statutory rights that 

consumers already possess. 

Complaints pertaining to guarantees and 
conformity
The Consumer Authority has drawn up a list of the nature of 

most complaints received:

1  By far the largest number queries and complaints came 

from consumers querying their legal position after pur-

chasing goods, and if the goods then develop a fault. This 

mainly relates to a lack of clarity with regard to the life 

span of products. The law states that consumers have the 

right to a product with the qualities he would expect. In 

practice, there appears to be a drastic need, amongst both 

consumers and companies, for greater clarity in this area.

2  Frequently, the vendor refers the consumer to the ma-

nufacturer when it comes to dealing with queries about 

guarantees, while the law actually states that the vendor 

is responsible for the quality of the product. The consumer 

then finds himself running from one company to another.

3  In third place come the problems that arise when repairs 

are not carried out within a reasonable period of time and 

the consumer is not fully aware of his rights in this case. 

4  Questions relating to call-out charges are a source of an-

noyance: what charges can be considered reasonable?

These are the products and services that receive the most 

complaints: 

1. electronics, white goods and household appliances 

2. home furnishings 

3. car dealerships and service stations 

4. fashion stores 

5. mail-order companies

Fundamental rules 
of guarantees and 

conformity
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Results

1 The consumer has the 

right to a reliable product

2 The guarantee is an  

additional facility

3 The retailer is the point 

of contact

4 The consumer has  

additional rights during 

the first six months after 

purchase
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times use P.O. boxes in the Netherlands, from which the 

mail is forwarded to the company.  Before the arrival of 

the Consumer Authority, foreign companies were able 

to ‘hide’ behind P.O. boxes and retain their anonymity.

The Netherlands issued a request for information on 

three occasions. In investigations into the Netherlands 

Currency Office [Het Nederlands Muntkantoor], 

a request for information was issued to 

Germany. Two requests for informa-

tion were issued to other European 

enforcement authorities on behalf 

of OPTA, for investigations 

relating to spam.  

In its role as Liaison Office, 

the Consumer Authority 

forwarded one informa-

tion request and two 

enforcement requests 

from Europe to other 

enforcement authorities 

in the Netherlands. No 

requests were sent to other 

European authorities by 

competent authorities in the 

Netherlands. In 2007, interven-

tion by the Consumer Authority 

resulting from enforcement requests 

from other European Member States led to 

the termination of the infringements in question 

on three occasions. Additionally, one case was passed 

on to the Public Prosecution Service. On one occasion, 

an enforcement request was rejected as it did not 

concern an infringement of rules that fell within the 

scope of the Regulation. Finally, the Consumer Authority 

began investigations into a number of cases that will be 

continued into 2008.  

When responding to information requests, and by 

utilising its powers, the Consumer Authority has, on 

numerous occasions, been able to provide essential 

information to authorities in EU Member States which 

has allowed them to further their investigations. In 

2007, none of these activities resulted in sanctions.

Miscellaneous

International matters

The birth of the Consumer Authority on 1 Ja-

nuary 2007 coincided with the beginning of 

the European network of consumer enforce-

ment authorities under Regulation 2006/2004. The 

network was established to tackle European cross-

border infringements of consumer rights, something 

which consumers across Europe must be protected 

against in order to encourage cross-border trade. 

In 2007, the Netherlands was the front runner when 

it came to the total number of European requests re-

ceived for enforcement. It is too soon to be able to say 

with any certainty what the reasons for this were, but 

perhaps the fact that the Netherlands did not have an 

enforcement authority of its own until the arrival of the 

Consumer Authority may well have been an important 

factor. In addition, the Consumer Authority receives 

many requests for assistance from the competent enfor-

cement authority in Belgium, which receives the most 

requests for assistance of all EU Member States. 

Enforcement requests received in the Netherlands from 

within Europe were mostly related to misleading prac-

tices. A large number were related to price indications 

for travel offers on the internet. This interacts with the 

European internet sweep, a collective, simultaneous 

campaign on the internet by European consumer enfor-

cement authorities, for this reason.

The Netherlands submitted its own request for interna-

tional enforcement in its investigation into the German 

company Ufo Flug, which had not observed the rules 

that apply to internet selling in the Netherlands and 

other European Member States. 

The Netherlands was also the front runner when it 

comes to the total number of requests for information 

received from Europe.

The information requests that the Netherlands received 

from other European Member States were mostly related 

to information about companies. On a number of occa-

sions, information was also issued relating to P.O. boxes 

held in the Netherlands. Foreign companies responsible 

for sending misleading mailings to consumers some-

The top five recipients of 
international enforcement 

requests*:
The Netherlands 15 

United Kingdom 9

Spain  8

Ireland 8 

Germany  7
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National matters 

The Netherlands Currency Office puts a stop to 
misleading mailings 
In February and March 2007, the Netherlands Curren-

cy Office sent mailings to around four million Dutch 

households. The mailings did not make it sufficiently 

clear that taking part in a survey for money prizes 

would commit the households to receiving sub-

sequent consignments of coins. Numerous 

reports were received by ConsuWijzer 

and the Consumer Authority addres-

sed the matter. 

Efforts by the Consumer Aut-

hority and the Consumers’ 

Association were sufficient 

for the Netherlands Cur-

rency Office to cease 

dispatching unsolicited 

sets of coins to hou-

seholds in the Nether-

lands. Furthermore, the 

Netherlands Currency 

Office promised to write 

to consumers who filled 

in and returned the Euro 

survey in order to request 

the express permission of 

householders before sending 

out sets of coins. This meant that 

thousands of households would no 

longer be sent sets of coins that they 

had not in fact requested.

The Dutch Advertising Code Authority ruled that a 

large-scale mailing in the form of a Euro survey was 

misleading. The Consumer Authority will continue to 

closely monitor the working methods of the Nether-

lands Currency Office and is prepared to intervene if 

necessary. 

Ufo Flug website now off-line 
In January 2007, the Consumer Authority was made 

aware by the Consumers’ Association that the Dutch 

website of United Fly Organisation GmbH (www.

ufoflug.com) was not observing the legal requi-

rements for the sale of services over the internet. 

ConsuWijzer also received numerous reports about 

the site, which offered flights to Morocco. 

Following investigations, the Consumer Authority 

was of the opinion that the website was not fulfilling 

the obligation to provide information that applies to 

all internet retailers. This meant that it was possible 

for customers to book flights, without them having 

given their explicit consent. The website also failed 

to provide necessary company information that could 

be used in the event of queries or complaints.

The Consumer Authority therefore requested that its 

German counterpart – the Bundesamt für Verbrau-

cherschutz und Lebensmittelsicherheit – close down 

the Dutch website of United Fly Organisation GmbH, 

and it did. This is the first case to be addressed in 

cooperation with the European network under the 

Regulation. 

After the changes had been made, the website was 

re-opened. Later on in the year, the company behind 

the website went bankrupt meaning that sadly, tra-

vellers who had booked flights, became victims.

Misleading advertisements for free ringtones dealt 
with
In June 2007, many complaints were received by a 

ConsuWijzer information hotline in relation to what 

are known as ‘free ringtones’, offered on online-

gaming websites and therefore mainly targeted at 

children and minors. Generally, the ringtones do in 

fact have to be paid for, usually in the form of a sub-

scription. On account of vital information (concerning 

costs, subscription services and how to cancel these) 

not being provided, or being provided in a way that 

was difficult to read, children quickly found themsel-

ves signed-up to paid subscriptions. In autumn 2007, 

Results

The top five recipients of 
international requests for 
information*:
The Netherlands 26

United Kingdom 17

Germany  9

Spain 9

Slovakia 8

*   Bron: Statistical data European 
Commission, 7 december 2007. 
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the Consumer Authority submitted six complaints to 

the RCC about free ringtones which, by being adver-

tised as ‘free’, meant that many consumers, including 

children and minors, had been deceived.  

At the beginning of 2008, the RCC judged the adver-

tisements to be misleading. In addition, the Consu-

mer Authority carried out its own investigation into 

compliance of information requirements by ringtone 

providers. On account of the vast number of reports 

and problems received by the Consumer Authority, 

SMS services will be on the Agenda again in 2008.

The issue has featured extensively in the news and 

parliamentary questions have been raised on the matter. 

Providers of SMS services are now working on a new 

Code of Practice that will take effect in spring 2008.

Administrative burden

The Explanatory Memorandum on the Act on Enforce-

ment of Consumer Protection Law, stipulates that the 

Consumer Authority shall devote attention in its an-

nual report to the administrative burden incurred when 

carrying out its legal duties on the basis of the Act. 

In establishing the Act, the Ministry of Economic 

Affairs [Ministerie van Economische Zaken, EZ] made 

an estimate of the predicted administrative burden 

that could be associated with implementing the Act. 

This estimate was presented to the Advisory Board 

for reviewing Administrative burdens [Adviescollege 

toetsing Administratieve lasten, ACTAL]. The estima-

te distinguishes between the following categories of 

administrative burden, the estimated costs of which 

are given alongside: (zie tabel).

In the section below, the Consumer Authority will exa-

mine the first two categories of expenses in light of its 

experiences in carrying out its duties over the last year.  

Sub 1. Expenses resulting from the Consumer Authority 
performing its supervisory and enforcement duties 

Underlying assumptions in estimates compiled by 
the Ministry of Economic Affairs
When calculating expenses associated with the 

performance by the Consumer Authority of its super-

visory and enforcement duties, the Ministry of Eco-

nomic Affairs assumed that the Consumer Authority 

would handle an annual total of 100 cases in which, 

to a greater or lesser extent, information would be 

requested by means of effecting its supervisory po-

wers. In the calculations, these 100 cases concerned 

both cross-border cases and those on a national 

level. The cases were then divided into levels of ‘se-

verity’ with increasing dedication of man hours.

- 75 ‘minor’ cases that required 5 man hours at  

€ 100

- 15 ‘moderately-severe’ cases that required 10 

man hours at € 100

- 5 ‘severe’ cases that required 50 man hours at  

€ 100

Category Expenses as estimated by EZ

Expenses resulting from the Consumer Authority performing its supervisory and enforce-

ment duties 
€  77,500

Expenses resulting from (justifiably) objecting to or appealing against a decision (or appeal) 

made by the Consumer Authority
€  9,522

Expenses resulting from an increase in the supervisory powers of other competent authori-

ties
€  31,000

Expenses for ‘other public bodies’ No additional expenses

Expenses for citizens, consumer organisations and central employer associations No additional expenses
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Performance in 2007
In 2007, the Consumer Authority began 99 inves-

tigations into (potential) national infringements in 

the Netherlands and carried out 8 investigations in 

the context of requests for assistance on (potential) 

cross-border infringements. The total was therefore 

107 investigations, slightly more than the basic 

assumption of 95 in the calculations made by the Mi-

nistry of Economic Affairs.  Of the 107 investigations 

in 2007, 17 did not give rise to any administrative 

burden as result of actions by the Consumer Autho-

rity, meaning that the relevant total for calculating 

costs came to 90, which can divided as follows:

- 77 minor

- 9 moderately-severe 

- 4 severe

The expenses associated with these investigations 

totalled € 67,500, based on the method of calculation 

that was applied. Compared with a prior estimate by 

the Ministry of Economic Affairs of € 77,500, it can 

be concluded that the administrative burden, as a 

result of the Consumer Authority effecting its super-

visory powers in 2007, was 87% in comparison with 

the estimations of the EZ.

Sub 2. Expenses resulting from (justifiably) making an 
objection or appeal to a decision (or appeal) made by 
the Consumer Authority

Underlying assumptions in estimates compiled by 
the Ministry of Economic Affairs
In calculating the administrative burden in this ca-

tegory, assumptions were made on the basis of two 

cases, one at the Court of Rotterdam (administrative 

enforcement) and one at the Court of Appeal in the 

Hague (enforcement under private law), in which 

companies against which the Consumer Authority had 

commenced enforcement, were subsequently deemed 

to be in the right. 1 

In 2007, this situation did not arise. In 2007, the Con-

sumer Authority took one (administrative) decision 

relating to enforcing sanctions, which remained open 

to objection, appeal and further appeal. An objection 

was submitted by the company involved in this case, 

although consideration of this objection will only take 

place in 2008 after which appeal and further appeal 

are possible subsequent actions. Therefore, it will only 

become apparent in 2008 whether or not the objec-

tion, appeal and further appeal were justified. For the 

time being, the Consumer Authority’s decision relating 

to implementing sanctions did not lead to administra-

tive burden in this category in 2007. 

Conclusion
Based on the above, it can be concluded that the 

actions of the Consumer Authority in 2007 did not 

give rise to a greater administrative burden than was 

estimated beforehand.

Results

1  Zaken waarin bezwaar wordt gemaakt, beroep of hoger beroep wordt ingesteld tegen een besluit van de Consumentenautoriteit en waarin 
de Consumentenautoriteit in het gelijk wordt gesteld, tellen bij de berekening van administratieve lasten niet mee.

107 
investigations in 

2007
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The Consumer Authority in numbers
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Number of investigations 99 13 8 64 2 6 6

Of which: 

Number of cases in which investigation was ended 

in 2007 due to compliance being achieved
41 5 1 34 1

Number of cases in which investigation resulted in 

a report in 2007
3

- which then resulted in sanctions in 2007 1

- which will result in         sanctions in 2008 2

Number of cases to continue into 2008 (the majo-

rity of which will be completed in the first quarter)
55 8 7 30 4 6

Supervision and enforcement of national infringements in 2007
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Number of investigations into cross-border infrin-

gements
8 1 1 2 4

Of which:

Number of cases where investigation was ended 

due to compliance
7 1 1 2 3

Number of cases where investigation resulted in a 

report
-

Number of cases to continue into 2008 1 1

Supervision and enforcement of cross-border infringements in 2007,  
as intended in Regulation 2006/2004
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The Consumer Authority in numbers

Number of warnings received relating to (potential) cross-border infringements 57

Number of requests for information from EU Member States pursuant to (EC) Regulation no. 2006/2004 28

Number of enforcement requests from EU Member States pursuant to (EC) Regulation no. 2006/2004 13*

Number of international requests outside of (EC) Regulation no. 2006/2004 4

Signals and requests from outside of the Netherlands

* 5 requests were received at the end of 2007 and the investigations commenced at the beginning of 2008

Number of warnings sent relating to (potential) cross-border infringements 0

Number of requests for information to EU Member States pursuant to (EC) Regulation no. 2006/2004 3

Number of enforcement requests to EU Member States pursuant to (EC) Regulation no. 2006/2004 1

Indications and requests from the CA to authorities in other countries

Number of requests for information from EU Member States referred to other competent authorities in the 

Netherlands
1

Number of enforcement requests from EU Member States referred to other competent authorities in the Net-

herlands
2

Number of requests for information from other competent authorities in the Netherlands referred to EU Mem-

ber States
0

Number of enforcement requests from other competent authorities in the Netherlands referred to EU Member 

States
0

Referrals, as a Liaison Office, on behalf of other competent authorities in the Netherlands

Number of Wob requests submitted 4

Requests under the Government Information Act (Public Access) [Wet openbaarheid van bestuur, Wob] in 2007

Number of FTEs
Director
Staff
Supervisory department
Legal Service department
Consumer information

1,0
6,5
8,5
6,0

11,5

33,5

Number of employees 37

Number of females 27

Number of males 10

Average age 35 years

Intake of employees in 2007 11

Outgoing employees in 2007 1

Consumer Authority Management, 2007

Telephone calls handled 52.840

E-mails handled 19.920

ALetters handled 1.540

Visitors to website 446.000

ConsuWijzer figures, 2007
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