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DISCLAIMER:

The information and views set out in this publication are those of the author(s) and do not necessarily reflect the official
opinion of the Commission. The Commission does not guarantee the accuracy of the data included in this publication.
Neither the Commission nor any person acting on the Commission’s behalf may be held responsible for the use which
may be made of the information contained therein.

This document is not legally binding, and it is not a formal interpretation of EU or national law, nor can it provide
comprehensive or complete legal advice. It does not intend to replace professional legal advice on particular issues.

Readers should also remember that EU and national legislation is being continuously updated: any paper version of the

modules should be checked against possible updates on the website www.consumerlawready.eu.

July 2025
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“Alternative Dispute Resolution allows
me to solve disputes with a consumer in
a quick and simple way”

“Being able to rely on an impartial body
is a relief when a dispute with a trader

happens”
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Introduction

Dear entrepreneur,

This Handbook is part of the Consumer Law Ready project addressed specifically to micro, small and medium-sized
companies that interact with consumers.

The Consumer Law Ready project is a European-wide project managed by EUROCHAMBRES (the association of
European Chambers of Commerce and Industry), in a consortium with BEUC (the European Consumer Organisation)
and SMEunited (the Voice of SMEs in Europe). It is funded by the European Union with the support of the European
Commission.

The objective of the project is to assist you in complying with the requirements of EU consumer law.

EU consumer law consists of different pieces of legislation adopted by the European Union over the last 25 years and
transposed by each EU Member State in their respective national law. In 2017, the European Commission concluded an
evaluation to check whether the rules are still fit for purpose. The result was overall positive!. The main finding was that
the existing rules need to be better enforced by authorities and better known by businesses and consumers. In 2024, the
Commission concluded the Digital Fairness Fitness Check (launched in 2022)? that aimed at evaluating whether the

current_consumer protection rules are fit for purpose to ensure a high level of consumer protection in the digital

environment. The Fitness Check showed that these rules remain both relevant and necessary to ensure a high level of

consumer protection and effective functioning of the Digital Single Market. At the same time, it identified several harmful,

evolving practices that consumers face online and points to areas for improvement which should be addressed in the

future. The Consumer Law Ready project aims to enhance the knowledge of traders, in particular of SMEs, regarding
consumer rights and their corresponding legal duties.

The Handbook consists of seven modules. Each one deals with one particular topic of EU consumer law:
e Module 1 deals with the rules on pre-contractual information requirements,
e Module 2 presents the rules on the consumer’s right to withdraw from distance and off-premises contracts
e Module 3 concentrates on the remedies which traders must provide when do not conform with the contract
e Module 4 focuses on unfair commercial practices and unfair contract terms

e Module 5 introduces alternative dispute resolution and the EU Online Dispute Resolution (ODR) platform, an
official website managed by the European Commission and dedicated to helping consumers and traders resolve
their disputes out-of-court.

e Module 6 introduces rights and obligations in digital markets

e Module 7 introduces product safety (2026)

This Handbook is just one of the learning materials created within the Consumer Law Ready project. The website
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consumerlawready.eu contains other learning tools, such as videos, quizzes and an 'e-test' through which you can

obtain a certificate. You can also connect with experts and other SMEs through a forum.

The Module 5 of the Handbook aims to make you familiar with ADR (Alternative Dispute Resolution) and ODR (Online
Dispute Resolution). It presents what ADR is, what an ADR body is, what your legal obligations related to ADR are and
how to use ADR. It also explains what ODR (Online Dispute Resolution) is, what your legal obligations related to EU
ODR Platform are and how to use this platform. It gives you tips to make it easier for you to comply with the law.

The Module presents the ADR/ODR laid down in Directive 2013/11/EU of the European Parliament and of the Council
of 2013 on alternative dispute resolution for consumer disputes and amending Regulation (EC) No 2006/2004 and
Directive 2009/22/EC as well as the Regulation No 524/2013 of the European Parliament and of the Council of 2013 on
online dispute resolution for consumer disputes and amending Regulation (EC) No 2006/2004 and Directive
2009/22/EC. In June 2025, the European Parliament and the Council reached an agreement on the revision of the
Consumer ADR Directive. The new rules are expected to be formally approved in the second part of 2025. In parallel,
the ODR platform will be discontinued and replaced by another digital tool.

We hope that you find the information in the Handbook useful.
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Example 1, national version

A customer who bought one laptop in your store returns it after a few days claiming that it does not work and seeking
a refund. Although the laptop does not work properly now. you do not believe that the product was defective at the
time of purchase.

Example 1, online version

A customer from a neighbouring country buys a laptop from your website. A few days after delivery, he writes you an
e-mail claiming that it does not work and requesting a full refund. You do not believe that the product was defectve
when it was delivered.

Example 2

Your shop sells furniture, art pieces and other high guality interior decorations. One customer is not happy about the
quality of a product you sold her and asks for a discount. You disagree.

Example 3

Your newly launched restaurant has been advertised in the media promising a complimentary bottle of champagne
with dinner during the opening week. However, before the week finishes, the champagne has run out, and the new
order has not been yet delivered. One of your customers has not received the complimentary bottle and complains as
he feels cheated.

Examples

In each of the above scenarios, you have a dispute with a customer that may not be possible to settle with your customer
directly. Perhaps the customer will feel unfairly treated and won't buy from your shop or website again. Perhaps your
customer will post a negative review online which will impact negatively on your business. Perhaps the customer will
bring you to court which will be time consuming, expensive and damaging to your reputation.

So, what can be done?
Clearly, the best thing is to avoid disputes in the first place.
The next best thing, if disputes arise, is to resolve them directly with your customer.

If no direct solution can be found, court proceedings may be an option but these, as noted above, could be costly and
time-consuming. Furthermore, if your customer is based in a different EU country, European law may allow your customer
to sue you in his/her own country3, which can increase the inconvenience and expense involved for you as a trader.

Thankfully, a better solution exists: Alternative dispute resolution.

In this module, we will discuss:

consumerlawready.eu 8
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Alternative Dispute Resolution (ADR) & Online Dispute Resolution (ODR)

Alternative Dispute Resolution (ADR) is an out-of-court process for solving disputes between you and your customers,
with the assistance of an ADR body*.

This module will answer these 10 questions:
1. What is Alternative Dispute Resolution (ADR)? (1)
2. What are the advantages of ADR? (1)
3. Whatis an ADR body? (Il)
4. What baseline standards do all ADR bodies have to comply with? (Ill)
5. What different techniques do ADR bodies use to resolve disputes? (V)
6. How does ADR work in your country and in your sector? (V)
7. How can you find an ADR body for your business sector? (V)
8. What are your legal obligations related to ADR? (VI)

9. Addispute arises that you can't resolve — how to use ADR? (VII)

consumerlawready.eu 9



I. What is Alternative Dispute
Resolution (ADR)?

Alternative Dispute Resolution (ADR) also sometimes
called ‘out-of-court dispute resolution’ is a procedure
for solving disputes between consumers and traders
without going to court. It involves the use of an ADR
body which is an impartial body that uses dispute
resolution techniques that may include mediation,
arbitration or mixed methods.

Under European law, ADR can be used for any dispute
arising from a contract between a trader and consumer,
whether the product was bought online or offline or
whether you and your customer live in the same or in
different EU countries.

Good to know: With the intent to reduce courts’
workload and to facilitate access to redress, some EU
Member States are nowadays making out-of-court
dispute resolution (e.g. mediation) a compulsory step
before going to court. This is the case for instance in
France and Italy under certain conditions and for certain
disputes.

What are the advantages of ADR?

ADR is easy to use

It is designed to be easy to use and is less formal than
court procedures.

ADR is impartial

It observes certain baseline standards of impartiality so
that you and your customers know the processes are
fair.

ADR is less expensive than going to court ADR is
either free of charge for consumers or only requires
them to pay a nominal fee. For traders, the fee depends
on the ADR entity to which the trader has signed up.

ADR is efficient

A dispute referred to ADR will be resolved, except for
exceptional cases, within 90 days.

ADR promotes goodwill

Using ADR will be seen by your customers as a sign of
good-will and a commitment to fairness and good
customer care. ADR is therefore important to maintain
good relationships with your customers in the future.

ADR is private

Unlike courts, ADR is not generally conducted in public
thus minimizing the risk of reputational damage that
could arise from a dispute.

ADR is flexible

Using ADR can result in pragmatic solutions which you
and your customer may consider more convenient than
what might be prescribed by law or imposed by a court.

Remember this example from the introduction?

A customer from a neighbouring country buys a laptop
from your website. A couple of days after delivery, he
writes you an e-mail claiming that it does not work and
requesting a full refund. You do not believe that the
product was defective when it was delivered.
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Simple solution — Our advice

This dispute can be referred to ADR. The ADR body
chosen will hear from both sides and propose a solution.
You will not have to use a lawyer. The ADR body may
find for you or the consumer or may propose a
compromise solution that is considered fair by both
sides: for example, you may agree to the return of the
laptop or to repair of any defects found.

Il. What is an ADR body?

An ADR body is an impartial organization or individual
that helps consumers and traders resolve disputes
without going to court. ADR bodies have existed in many
European countries for some time. Dispute Boards,
Arbitration services, Conciliators, Mediators and even
Ombudsmen: all of these can be considered ADR
bodies.

However, a problem with ADR in the past was that,
depending on the country, ADR was available for
disputes only in particular sectors, such as travel or
electricity. Furthermore, in the past, ADR bodies were
not all equally independent .

The European Union was aware of the advantages of
ADR for consumers and for traders. It knew that ADR
could contribute to increasing confidence in the Single
Market and promoting growth. The European Consumer
Centres Network® promotes the use of ADR to
consumers in cross-border disputes. To address the
problems that existed with ADR, therefore, the EU
adopted legislation in this area.

The ADR Directive® came into force on 9 July 2015 and
applies to:

1. All consumer sectors (except for healthcare and
public higher education services).

2. All EU countries

3. Online and offline purchases,

consumerlawready.eu

Under the legislation, an ADR body can apply to the
competent authority in the member state where it is
based to become a notified ADR body. If an ADR body
is notified under the legislation, it is a guarantee that it
complies with all the quality standards relating to
fairness, efficiency and accessibility as outlined under
Chapter Il of the ADR directive. Throughout the whole
module when the ADR body is mentioned, we mean the
ADR body that complies with the requirements of the EU
Directive and notified to the European Commission.

Good to know: the national ADR landscape remain
diverse despite the EU rules. This is because the 2013
Directive left the possibility for Member States to
accommodate ADR to their domestic specificities.
Member States may decide that, traders’ participation in
ADR is compulsory (or voluntary), that the outcomes are
binding on the trader (or not), t; and there may be only
one ADR entity covering an economic sector in its
entirety (e.g. an energy ombudsman) or several ADR
entites may coexist (see below for additional
information).

Good to know: In October 2023, the European
proposed to amend the EU rules on consumer ADR to
make them fit for the digital age. The co-legislators
finalised their deliberations in 2025, and the Directive is
expected to be adopted and transposed into the national
legislation in the near future. The amendment introduces
a “duty to reply”: the trader will be obliged to respond to
an ADR inquiry, In other words, it is for the Member
States to decide whether traders are obliged to
participate, but, according to this new proposal, the
trader would be obliged to react to an ADR enquiry even
if to say that they cannot participate. There will be some
exceptions for countries where participation is
mandatory, where the outcome can be reached even if
the trader does not participate, and where the trader has
already committed to using ADR. In Malta ADR
participation is generally voluntary, but it is
mandatory/regulated in specific sectors such as
financial services and online gaming.
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This reform also clarifies that, if the consumer and trader
have a contract, ADR can also handle disputes related
to the pre-contractual stage. The notion of the contract
will also cover provision of digital content or services
where the consumer allows the trader to use her
personal data, instead of paying a fee. Every Member
State will establish an ADR contact point to help
consumers and traders understand ADR in the cross-
border context.

third-country traders will, under conditions, be able to
participate in the EU ADR framework. T. The purpose is
also to ensure that the process remains cost-effective by
boosting the use of digital tools and bundling similar
disputes against the same trader. The proposal priorities
customised assistance to consumers in cross-border
disputes. The reform was accompanied by a
Recommendation promoting high quality criteria of the
dispute resolution procedures offered by online
marketplaces and Union trade associations.

@Lead Trainers can provide details of the relevant
national competent authority here.

lIl. What baseline standards do
consumer ADR bodies have to
comply with?

ADR bodies that are notified under the terms of the ADR
Directive must comply with the following standards:

They are impartial

Notified ADR bodies will usually be fully independent
from the consumer and the trader in a dispute. In some
cases, trader groups may be allowed to finance
approved ADR bodies but only under strict conditions
that guarantee the impartiality of the dispute resolution
process. Those in charge of ADR are appointed for a
term of office of sufficient duration, are not subject to any

consumerlawready.eu

instructions from either parties and their remuneration is
not linked to the outcome of the procedure.

They are competent

Notified bodies will be expert in ADR procedure so that
the services they provide can be both fair and effective.
They will also be expert in the substantive law in the area
or areas in which they work (for example: an ADR body
that deals with consumer disputes related to air
passenger rights will know the law in this area).

They are affordable

Depending on how the ADR is organised in your country,
you may need to either pay to register to the ADR body,
or a fee per case. In most situations, these expenses will
be lower than if you had to go to court and hire a lawyer.

They are efficient

Notified ADR bodies should complete a case within 90
days (except for disputes of exceptional complexity
which may take longer). It may not be necessary for you
or the consumer to physically attend the process.
Neither you nor your customer will need to use a
lawyer.

They are transparent

Notified ADR bodies have to publish details of business
sectors they deal with; the procedures they employ; the
costs (if any) involved; and the legal consequences of
their decisions. They are also required to publish annual
reports giving information on the number of disputes
handled; the number and nature of disputes which they
refused to deal with; and the average time taken to
resolve a dispute.

Some of the ADR bodies publish not only the statistics
and other information, but also various guides both to
consumers and to companies.

These are baseline standards all notified ADR bodies
must comply with. However, not all ADR bodies work in
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exactly the same way. In addition to the above-
mentioned standards, some ADR bodies might need to
comply with additional standards because of the
business sector they deal with or the member state in
which they are based. Also different ADR bodies will use
different techniques to resolve disputes.

Before using a particular ADR body, therefore, you may
wish to find out more about how it carries out its work.

IV. What are the different
models and roles of ADR?

ADR bodies may use different dispute resolution
techniques including the following:

Mediation

In mediation, the ADR body will clarify the facts of a
dispute; establish the views of you and your consumer;
and help you agree a resolution that is acceptable to you
both.

Case Study: The Belgian Consumer Mediation Service
gives several examples of cases where it was possible
to find a compromise, such as a discount for the next bill
in the restaurant or, in the case of a fitness club
subscription, a temporary interruption of the subscription
during renovation works.
(http://www.mediationconsommateur.be)

Arbitration

An arbitrator will listen to both sides of the dispute,
assess what the outcome of the dispute should be, and
impose a solution based on the assessment.

consumerlawready.eu

Mixed Methods

Some ADR bodies will combine different techniques
within their procedure. For example, they might begin
with mediation, and if agreement is impossible, then
propose a solution based on their own assessment of
the situation.

The resolutions provided by ADR may be binding or
non-binding:

e Some ADR bodies issue decisions or
recommendations that you and your customer
can choose to accept or not (non-binding).

e Some ADR bodies make recommendations or
decisions that you will be obliged to follow
(binding). Depending on the ADR body, these
decisions might only be binding on you or be
binding on you and your customer.

The following points can be noted about binding and
non-binding ADR:

e |f the decision of an ADR body is to be binding,
you and the consumer shall be informed of this
at the beginning of the process and specifically
accepted this.
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e If a binding decision is made but you disagree
with it and question its fairness, usually the
decision can still be challenged in court.

e A trader and a consumer can agree that, once
the dispute arises, it will be resolved by ADR (or
a specific ADR), However, a contract stipulating
that a consumer can only use ADR (and not
national courts) and concluded before the
dispute has materialised, will be null and void.
Although traders and consumers, once a
dispute between them arises, may agree to
submit to an ADR process, traders are not
permitted to include contract terms that oblige
customers to use ADR instead of the courts
should a dispute arise

Case Study: the decisions of the Travel Sector
Complaints Board in the Netherlands are binding on the
trader and have to be complied with within 2 months.

\y

Note to the Lead Trainers @

Please check the ADR bodies of your country that you
can find on
https://webgate.ec.europa.eu/odr/main/index.cfm?e

vent=main.adr.show

and include here at least 3 real life national examples of
what your country’s ADR bodies can do and ideally in
the 3 targeted sectors.

As stated above, all notified ADR bodies must publish
information on their procedure and on their work. This
information will be available on the website of the ADR
or will be given to you in a durable form on request.

Case Study: @Lead trainers could, at this point, use
different ADR bodies as examples and work through the
questions below.

consumerlawready.eu

Does this ADR body deal with my business sector? Is it
mediation-based or arbitration-based or does it use
mixed methods? Will its recommendations / decisions
be binding or not? If | disagree with a decision, how can
it be challenged? How long does a procedure last on
average? Which types of disputes does it deal with and
on what basis does it refuse to deal with disputes?

Beyond complaint-handling: information and
market monitoring.

The role of some ADR entities (in particular sectorial
ombudsmen) may go beyond dispute resolution. Some
ADR entities also provide information to consumers
about their rights. Furthermore, through the complaints
they receive, they may identify market patterns and
systemic issues and issue general recommendations to
improve the functioning of markets.

V. Do any country or sector
specific factors apply?

We have looked at the basic standards all notified ADR
bodies must comply with and looked at different
techniques ADR bodies use to resolve disputes. For
many traders, using ADR is not compulsory and they will
choose to use it for the advantages it offers. These
traders can make informed decisions on using ADR and
choosing an ADR body based on what we have covered
so far.

It is important to note, however, that there may be
additional requirements and rules for your business
relating to ADR depending on your country or your
business sector.

In this section, we will find out whether any of these
apply to you.
Note to the Lead Trainers @

Provide the country and sector specific information as
appropriate in the sections below. In each country there
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is one (or several) national competent authority/ies
whose task is to check whether ADR bodies comply with
EU law and to publish a list of such compliant "notified"
ADR bodies. Lists of ADR bodies may be obtained from
the national competent authority/ies or from the
Commission website which lists ADR bodies by country.
In addition to relevant legislation at national level,
information provided by notified ADR bodies should
indicate whether certain traders are legally obliged to
use their services and/or be bound by their decisions.

Usually a customer starts the ADR process but, in some
countries, traders can also make a complaint against a
customer.

Usually participation is optional for both consumers and
traders, but in some cases, depending on the
country/sector, traders MUST get involved if there is a
complaint from a customer.

In some countries, particular traders MUST accept the
decision of particular ADR bodies.

Some sectors in some countries may be obliged to use
particular ADR bodies. These ADR bodies, however, in
certain instances, may not be notified bodies under the
ADR legislation.

Also, some businesses may be "committed" to ADR but
the ADR body they use may be notified in a different
European member state.

Some traders may be members of a trade association
that involves referral of consumer complaints to a
particular ADR body.

Note to the Lead Trainers@

Find out the situation in your country and for the traders
you are training and include the information. Provide all
necessary information here so that intermediaries and
SMEs find the answers to the 2 questions below.

consumerlawready.eu

(a) How does the ADR process work in <country X>?

\y

(b) How does ADR work in your sector? @

In <country X>, to find out the ADR bodies for the
products or services you sell, here is the list of ADR

bodies <link> 7 ©

VI. What are your Ilegal
obligations related to ADR? €

If you are obliged to use ADR owing to your business
sector and/or the country in which you are based [see
"V" above], or if you have committed to using ADR you
have may have legal obligations to inform your
customers about ADR. Please see the detailed
obligations below and in the checklist.

1. Before any dispute arises

If you are obliged to use ADR or have committed
to using ADR, you have to inform your
customers about the ADR body or bodies that
you deal with on your website (if you have one)
and, if applicable, in the general Terms and
Conditions of your customer contracts. In
providing this information, you need to give the
website of the ADR body or bodies.

2. If you have a dispute with a customer:
If you are obliged or committed to using ADR
[see above] and a dispute arises which you do
not succeed in resolving directly, you have to
inform the customer about your ADR obligations
and commitments, the ADR body or bodies that
are relevant in this regard, and specify whether
you will make use of the relevant ADR body or
bodies for the dispute in question. This
information has to be provided to the customer
on paper or in another ‘durable’ format that the



Consumer [aw
> READY

customer can store electronically (e.g., an
email, a USB drive etc.).

VII. A dispute arises that you

can't resolve - How to use ADR
'

Once the consumer makes a complaint about your
business, you will receive notification of this from the
ADR body.

On receipt of this notification, you will be furnished with
certain information about the procedure, and it will be
possible to find out more information about the ADR
body from the ADR body's website or by request.

Depending on your obligations as a trader, you may
choose at this point not to submit to the ADR process, to
avoid that the customer may then take further steps to
pursue the issue elsewhere. Please note that in the
future you may be obliged to respond to the ADR entity
even if you are not obliged to actually participate in the
procedure.

It may also be possible at this stage to settle the dispute
immediately (and thus terminate the procedure); for
example, by providing redress to the consumer or by
finding some kind of a compromise solution.

You may choose to continue with the ADR process and
put forward your side of the story. In the course of an
ADR process, there might be a number of rounds of
explanations, both from you and your customer.

As the process progresses, the ADR body will explain all
the steps that need to be or can be taken and the
consequences of those steps.

Once an outcome has been reached, it will be binding or
non-binding, depending on the ADR body involved.

In resolving your dispute, the ADR body will also explain
the practical aspects of the suggested solution. (For
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example, if it suggests you to give a financial
compensation to the consumer for a defective laptop, it
should also tell you by when you would have to pay,
whether you or and the consumer could appeal such
proposed solution in court, etc.).

Good to know: in its proposal of October 2023 revising
the existing rules, the European Commission proposed
to introduce a duty to reply for traders. Traders will be
requested to respond to an ADR entity’s request as to
whether they agree to participate in the ADR
procedure.

Note to the Lead Trainers @

Give some real-life examples
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For ALL traders

When a customer dispute arises

Before any customer dispute arises

Checklist—- ADR information cbligations

« Have you informed your customer about the possibility to use ADR?

« Have you informed your customer about it either by e-mail or provided
on paper or other ‘durable’ means?

« Have you informed your customer (by e-mail, on paper or by other
‘durable’ means) whether you will make use of any ADR body to solve
this dispute?

Checklist — ADR information obligations

Before any customer dispute arises
Checklist— ADR information obligations
Please note that you also have fo comply with the checldist above.

1. Do you comply with the checklist “for all traders™?

NB:- Online traders must comply with the checldist above called “for all traders”™

2. Dovyou provide your e-mail address on your website and app (if you have one)in a way
that people
can easily find it?

NB: An online contact form that does not show the email address is not sufficient to
meet this requirement.

consumerlawready.eu 35
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For ONLINE traders

When a customer dispute arises

Checklist- ADR information obligations

If you suggest to a customer to use an ADR body, do you also inform the
consumer about the EU ODR Platform and include the relevant link in your
e-mail?

Checklist (to-do list) for the lead trainers in adapting the module
When you are adapting the content of this module to your national circumstances:

1. Find your national list of the ADR bodies'2. There should be a competent body (a ministry or an
authority that is responsible for consumer affairs) that has published such a list. If you cannot find it,
a list of notified ADR bodies by country can be obtained on the ODR Platform on the EU portal, or if
you still have difficulties you could get in contact with your ODR contact point?3. Please include the
link to the relevant national bodies in the information given to SMEs.

2. Check all ADR bodies to see if any of them are mandatory for traders to participate (in the sense that
if consumer complains to that body, the trader in question is obliged to respond and to follow the
procedure). If it is the case, it is crucial that you include this example to your national version of this
handbook.

3. Also check the procedure for traders to ‘commit’ to the ADR bodies that are not mandatory — can
they have an agreement (a contract?) with that ADR body that they will use it on a regular basis,
every time they have a dispute? Do they have to pay any fees?

4. Check if any of the national ADR entities allow the trader to start a complaint against the consumer
(for instance, it could be helpful in case of a late payments). Note that traders can only complain
against consumers if they reside in Belgium, Germany, Luxembourg or Poland.

5. A lot of ADR bodies will publish examples of cases they can solve — whenever possible, include
those examples in this material.

To Do List for the Lead Trainers

Once the training has been tested and the document is finalised, it will have a working life of its own with
trainers making it their own. At that stage, it is vital that information is passed back centrally to ensure that
this wealth of information can enrich the training material.
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Examples databases

Examples are absolutely critical to ensure training and trainers' credibility. Examples have to reflect the
key dispute problems and come from as many sectors as possible. The first examples may well have to
be changed/updated over time.

Database of examples: (store, online)

An online bookstore, specialised in old valuable books receives an order from a customer from another
country. After a while, the customer complains that he did not receive the book, even if the bookstore
dispatched it.

A customer subscribes to a weekly box for fresh vegetables and fruit from a nearby farm, but after a
couple of weeks the delivery of boxes is interrupted and they do not arrive for the next 3 weeks, even if

paid in advance.
Understand how the ADR process works (lll - Specific national)

This knowledge is very useful at country level and can change over time. It is very important to keep track
of these changes.

Q&As database

In any training, the Q&As are essential and they may change over time.

Definitions for the glossary on Alternative Dispute Resolution (from the
legislation)

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

‘trader’ means any natural persons, or any legal person irrespective of whether privately or publicly
owned, who is acting, including through any person acting in his name or on his behalf, for purposes
relating to his trade, business, craft or profession;

‘domestic dispute’ means a contractual dispute arising from a sales or service contract where, at the
time the consumer orders the goods or services, the consumer is resident in the same Member State as
that in which the trader is established;

‘ADR procedures’ - procedures for the out-of- court resolution of domestic and cross-border disputes
concerning contractual obligations stemming from sales contracts or service contracts between a trader
established in the Union and a consumer resident in the Union through the intervention of an ADR body
which proposes or imposes a solution or brings the parties together with the aim of facilitating an amicable
solution.
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‘online sales or service contract’ means a sales or service contract where the trader, or the trader’s
intermediary, has offered goods or services on a website or by other electronic means and the consumer
has ordered such goods or services on that website or by other electronic means;

‘electronic means’ means electronic equipment for the processing (including digital compression) and
storage of data which is entirely transmitted, conveyed and received by wire, by radio, by optical means
or by other electromagnetic means (e.g. an e-mail or a video message).

Links to legislation

Directive 2013/11/EU of the European Parliament and of the Council of 21 May 2013 on alternative

dispute resolution for consumer disputes and amending Regulation (EC) No 2006/2004 and Directive
2009/22/EC (available in all EU languages)

Requlation No 524/2013 of the European Parliament and of the Council of 21 May 2013 on online dispute
resolution for consumer disputes and amending Regulation (EC) No 2006/2004 and Directive 2009/22/EC
(available in all EU languages)

Proposal for a revision of  Directive 2013/11/EU and Regulation 524/2013:
https://commission.europa.eu/live-work-travel-eu/consumer-rights-and-complaints/resolve-your-

consumer-complaint/alternative-dispute-resolution-consumers _en-
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