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1. To Aixtvo Evpwnaik®v Kévrpwv Karavedwr (ECC-Net)

Osouixkd mAaiolo kal amrooroAn

To Aixtvo Evpwnaikwv Kévrpwv Katavodwtr (European Consumer Centres Network)
Aertovpyel ot kpaTn-péAn, ocuvpmepiAapPavopévwv tov Hvwpévou Booideiov, g
NoppBnyiag kot tng loAavdiag, pe tnv vmootnpién tng Evpwnaikng Enttponrg oto mAaicto
touv Ilpoypapporog ya tnv Evidia Ayopd (Kavoviopdg EE 2021/690) kot pe T
ovyxpnuatoddtnon twv eBvikwv kuPepvioewv. Baowoi emduwkodpevol otdyol tng
AEITOUPYING KAl TWV UTNPESLOV Tou AIKTUOU, TTOU TTapExovTal SwWPedy 0TOUG TOAITEG,
ebvat:

e H 31aBeon mAnpodopiwv kot cUPBOVAWY o€ KATAVOAWTEG TTou TpopnBevovtal
mpoiovta kot vmnpecieq otnv Evpwmaikn Evwon, eite Siadiktvokd eite otov
ta&devovy, wote va Yvwpilouv To SIKAUWHATE TOUG KOl VO TTPAYHATOTOLOUV
oupdépovoeg kot oodoAels ouvaAdayég pe Pdon TNV eK&oToTE 1oVUOUC
vopoBecio mpootaciog KatoavaAwTh.

e H dwpecordfnon yix v  evaddoktikn (efwdikootikn) emidvon  twv
SlaoUVopLIK®Y  KATOVOAWTIKWV  Stadopwv, SnAadny Swadpopwv mou €xouvv
QVOKUPEL OO CUVOAAAYEG TWV KATAVOAWTWV [E TpopnBeutég mov edpevouv oe
kparn-péAn e Evpwmnaiknig Evwong, to Hvwpévo BasiAeto, tn NopPnyio kot tnv
[oAavdia, extdg TG YWPAG SOV G TOUG.

To Ipdypappa amoPAénel otnv eacdhdAion evdg vinAol emméSov mpootaciog Twv
KOATOVAAWTWV TTOV TPAYUKTOTOLOUV cuvoAdayég atnv Eowtepikn Ayopd pe tn dtadpuraén
NG vyeiag, TG aoPAAELNG KoL TWV OLKOVOIKWY CUHDEPOVTWY TOUG, OAAA Kat péoa amtd
Vv mpowdnorn tov SIKAUWUATOG TNV TANPodOpnon KoL TV armoteAecpatikn diekdiknon
TWV SIKAUWPATWY TOUG.

H xpnpoatoddtnon touv Awtiov Evpwmaikwv Kévipwv Koatovodwtwv e8ad xo
MEPLOTOTEPO ATO 15 YPOVIX OUTOTEAEL EUTPOKTN QVOYVWPLOT] TNG OUGLAOTIKIG TOU
oUHPOANG otV gvioyuon TG EUMIOTOOUVNG TWV KATOVOAWTWV, 0AAd kot TG ovadeléng
TOU o€ €V oo Tt A€oV MOAUTIHa Siktua mapoyng Porfetag otoug moAiteg tng Evwong.

Ot Betikég a&loAoyrioelg mov cuoTnpatiK& Aapfdver vroypappilovv tn omouvdoudtnra
IOV €)EL 1] GUVEXLOT] TNG AELTOUPYING TOV yIa TOV TPOGHETO AGYO OTL ATOTEAEL OTHOVTIKT)
Ty TANPODOPLWV CYETIKA HE TI§ TPOKANOEL Ko T TTPOPATHaTa TOU avTipeTwti{ouv
Ol KATOVOAWTEG 0TO oUYXPOVO OyOPUOTIKO TEPIBAAAOV, KATL TTOU €x€l ONHoTia yio T
x&pa&n moArtikwv ¢ Evwong otov topéa tng mpootasiag Twv cUPNGEPOVTWY KAl TWV
SIKUWPETWV TWV KATAVIAWTWV.
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Ioropixn avadpour kot mapovaica tov Aiktvou EKK ornv EAAdSa

lotopikd, to Aiktvo Evpwmnaikwv Kévipwv Koatavadwt mpogékupe to 2005 amd
ovyxwvevon tov Evpwmaikov Aiktiou yia tnv EEwdikaotixr Enidvon Awadopiv («Aiktuo
EJE»), ou dnpioupynnke votepo amtd Pridiopa touv ZupBouAiov g 2516 Maiou 2000,
Kot Tov Aiktiov twv EvpwBupidwv, mouv dnuiovpynnke otig apyég tng dekaetiag tou
1990 pe mpwtoPoviia tng Euvpwmaiknig Emitpomnig kou piag emiAeypévng opadog
MEPLOEPEINKWV KATAVOAWTIKWV OPYOVWOEWY, HE OKOTO TNV Topoy} cUHPOVADV Kot
urtootipéng og KaTtavodwtég wg mpog tig duvatotnteg ¢ Eowtepikng Ayopdg kot to
OXETIKA SIKOUWUATE TOUG.

H ouyywvevon twv d0o avtwv Aiktiwv kot n Snpovpyia tou véou Aiktvov EKK vmripée
AOYIKT} QTOppold TNG ECAYWYNG TOU €UPW Kot TNG StapouvOopevng ovamtuéng tov
nAektpovikovu (Siacuvoplakov) epmopiov otnv Evpwnaikny Evwon pe tn Porbeix tng
teyvoAoyiag ko TNV TAATIA SidyuoT) Tou SLdIKTUOU GTA VOIKOKUPLAL.

Ytnv EAA&Sa, péxpt to 2010 to Evpwnaikd Kévrpo Kartavodwtn Aettovpyovoe vrd thv
emomttei g Tevikig [popparteiog Koatavodwt tou Ymoupysiov Avdmruéng.
AxoAovOnoe pia mepiodog avaoToANG TG Aettoupyiag tov, N omoin éAafe téAog TNV
1/1/2012, 6ty to Kévtpo te€bnke €k VEOU O€ EMIYXELPTOLOKT) ETOLLOTNTA PE TNV AVAANYN
NG emomteiag tov amod tnv Aveéaptnn Apyn «Zuvijyopog tou Katovodwti».

Me to d&pBpo 113 map. 1 TOU V. 4314/2014, N Aertovpyioe tov Evpwmnaikov Kévtpou
KatavaAwt EAA&Sag oupmepieAndOn kau emionpa otig Oeopobetnpéveg appodiotnteg
Tou Zuvnydpou touv Katavodwtr, o omoiog pe tov Tpdmo outd avadeiyBnke emi TOAA&
XPOvix og dpopéa pe Slevpupeveg duvatotnteg 6oV adopd Ty mapoyr vPmAov emimédou
dlapecorafnTikV umnpecwv o€ OAa T €idn TwV KATOVOAWTIKWV  Stadopwv
(ev8oouvoplok)Y Kot SlloUVOPLOK®V) Kol o€ OAOUG oveEoUpETWE TOUG ERTOPIKOVG
KAGSOUG SUVOAAXY V.

H enomteia g Aewrovpyiag tov Evpwmaikot Kévrtpou Katavorwtr EAA&Sag
ovykotaAgyetan, mAfov, ot SlpecoAafnTiky  appodiotnta ¢ Ymodioiknong
Yuvnyopou tou Katavodwtn g véag Avegdptntng Apxng «EAéyxouv tng Ayopdg kot
[Mpootaciag tou KatavoAwtr», n omoia ovotnBnke pe tov v. 5255/2025 (A’ 219) ko
gexivnoe va Aetrtoupyel artd T 24/12/2025, Suvdpel tng aptd. 102633/23-12-2025 (B’ 7022)
amodaong tov Yroupyou Avamtuéng.

Ipdafstec apuodidTnTEC Kot Asitoupyiec

Extog g Baoikng amootoAng tou wg pédog tou Aiktvov EKK, to EKK EAA&Sag evepyei
ad hoc xou wg onpeio emadnig 1/xon wg appddiog dopeag yio ta €€ig Oépoe

o Tnv mapoyn yevikwv mAnpodopwv yiox dAa ta Stabéoipa évdika péoa emiAvong
Stapopwyv petadl mtopdywv kau arodektwv vrtnpeoiwy (dpdpo 21 [2] tng Odnyiag
2006/123/EK).

e Tnv mapoyn Pondelag oe KATAVAAWTEG, WOTe v €xouv mpocPaocn oe popeig
EVOAAOKTIKNG emiAuong yia Siadopé¢ mou TPOoKUTTOUV amd SLGUVOPLAKES
oupBdoeig TwAnong ayadwv (apbpo 14 tng Odnyiag 2013/1/EE).

e Tnv vrootipién katavodwtwv oe katoyyedieg mou odpopolv adiKaoAGynTeg
yewypodikég (pe Bdon tn xwpa karowkiog) Siokpioelg og Bdpog Toug Kard tnv
npopnBeta ayodwv (&pOpo 8 tou Kavoviopot [EE] 2018/302).

e Tnv €xdoon e€wtepikwv eldomoioewv mpog kabe appodioe Apyn yia Umonteg
napaBdoeig tng vopobeoiog mpootaciog katavodwth (&pbpo 27 tov Kavoviopou
(EE) 2017/2394).



o Tnv avtoAdayy mAnpodopiwv oto Zvotnua ITAnpodopiwv yx tnv Ecwtepikn
Ayopd (IMI) pe opdAoyoug popeic oe AAAEG XWDPEG CYETIKA HE TX SIKOUMUATH TWV
ATOpWV KoL TV EMLYEPT)oewV 0TO TAxiolo TG Eviadiag Ayopdg va kukAodopotv
eAevBepa otov Evpwmnaikd Owkovopiko Xwpo ylo epyasia, omoudeg, eRmoOpLo K.AT.

o Tnv evnpépwon TwV KATHVOAWTWV OYETIKA pe TN Sduvatdtnta mpooduyrg otnv
Evpwmnaikn Atedikaoio Mixpodiapopwv (ESCP) yia a€icdroeig €éwg 5.000 gupw, €dv
ot Slouvoplokég Kotavodwtikeg Sioudopég Sev pmopolv va emiAvfoiv PrAkd
peéow touv Awktvov EKK 1} dAAovu Siabéaipou pnyoviopol evoAAaKTIKNG emiAvong.

Méxpt tig 20 lovAiov 2025, To Evpwmnaikd Kévrpo Katavorwtr EAA&Sag Agitoupyovoe
Kol w¢ onpeio emadng yio v nAektpovikn enidvon Swadopwv tou Kavoviopov (EE)
524/2013, pe tov omoio eixe Oeomiotel 81k mMAardoppa (MAarddppa H.E.A.) oe
EVWOLOKO EMIMESO, TPOKEILEVOU KATAVUAWTEG Kol TPOUNBEVTEG VX HITOPOUV Vo eTIAVOUV
T Spopés TOoug omd ayopég, TOOO EYXWPlEG OGO Kol OLXCUVOPLOKESG, TTOU
nmpoaypatomomfnkayv péow Stadiktvou.

Me 1t Ponbeix g mAatdoppog, ot Sxdopég mpowbolvtav oce  Bvikolg
VoY VWP LOPEVOUGS HOopEiG EVOHAAaKTIKTG emiAvong Siadopwyv, oL omoiot iTay cuvedepévol
pe tnv mAathoppa, eixyov emiAeyel oamd toe KpATN-pEAN oUPPWVA HE OCUYKEKPIHEVX
KPLTHPLAL TTOLOTNTAG, KATA To TpoPAemopeva oto apBpo 20 map. 2 tng Odnyiag 2013/11/EE,
Ko eiyov kovoron0ei katoAAAwg otnv Evpwmnaikn Emitporn).

MpoPAfpara pe Tic NAEKTpoOVIKEC ayopéc oac

Aokipdote v nAextpovikh enfAvon biapopwwv

EMTponn

Q01600, d€10AOYWVTAG OTOLYEIN AUTTO TNV AUTOTEAEGUATIKOTNTA TG TAXTHOPHAG OF OAX T
Kpdrn-péAn, n Evpwnraixn Emitpon Siamiotwaoe OtL 1) Xprjon TG otd KATOVAAWTEG Kot
EUTOPOUG NTAV EEXUPETIKA TTEPLOPLOHEVT) KL OTL SEV IKAVOTIOINTE TIG OPYIKEG TPOTOOKIEG,
AopPavovtag, €tol, arddoon Yo TV OpLoTIKT| SIAKOTT) TNG.



2. To EKK EAAddag T0 2025 pe piot potid

To €pyo tov Evpwmnaikot Kévrpou Katavodwtry EAAGSog yla to 2025 emikevrpwOnke
pebodikd otnv vAomoinon g dpdong mov cuvdéetou pe TOUG €18IKOUG oTOYOUG TOU
[Mpoypduparog yx v Eviaia Ayopd (Kavoviopdg [EE] 2021/690 touv Euvpwmaikov
KowoBouvdiov kot tou ZupfouvAiov), ot omoiot avadépovron edikdtepa otar dpOpa

3(2)(d)(i) xou 9(5).

Me tnv vlomoinon tou épyouv kat TNV emitevdn OAwv TWV TPOKKOOPIoHEVWY KoL
ovpdwvnuévwy otoxwv tou, to EKK EAA&Sag koatddepe va mpoodepel onpavTiKeg
UTINPEGIEG OTOUG KATAVAAWTEG, EVOUVUHMVOVTHS Kot Bon0wVTag TOUG Vo TPOOTATEVGOUV
QUTOTEAECHATIKA T SIKAUWHATE TOUG, kabw¢ emiong StaopaAilovtag otL eiyov otabepn,
mANpN Kol €UKOAN MPOOPACT) OTOV XTOTEAEOUATIKO UNYOVIOHO TNG EVOAAAAKTIKNG
(e€wdkaotikng) emiAuong Twv Slouvoploak®Y Toug Sloubopdv pe TPOpNOeUTES.

KUpiot Ssiktec kat emitevyuota

To 2025 onpewoape cv€non kard 42,71% ot epWTARATH TOU AXPAE ATTO KATAVAAWTEG,
Kot 7,71% otig avadopeg, kabwg kot PeAtiwon xotd 7,8% oto mocootd GLAknig
emiAvong diadpopwv oe oxéon pe TO 2024.

IMivoxkag 1. EE€An apBpov avadopwv

2022 2023 2024 2025

515 704 869 936

IMivoxag 2. EE€A&n aplOpot epwtnpdrwy

2022 2023 2024 2025

1105 719 974 1390

To otoiyeio, 18iwg, TG PeAtiwong Tou mocootov emiAvong eivot WBlaitepo oNUAVTIKO,
dedopévou Ot ot dadikaoieq evOAAXKTIKNG emidvong emnpealovtat amd Sidpopoug
TIPAYOVTEG, OTMWE TOV TPOALPETIKO TOUG YUPUKTIPA OOV apopd TN CUHHUETOXT TwV
mpopnBevtwy, TV arovoio Suvatdtntag emPBOANG TWV TPOTEVOUEVWY AVCEWY, OL OTIO(ES
dev TP AyouV SECHEVTIKA QTOTEAECHAT IO TA EUTAEKOUEV HEPT], KaBWwG Kou Th) duon
oplopévwy Stadpopav, dmou yia Sidpopoug Adyoug (T.x. 1oxupég -yl ta dedopéva Tng
e wdikaotikng emilvong- amodeIkTIKEG SUOKOAIEG, APVNTIKI] OTAOT TWV EUTAEKOUEVWV
HEPWV amévavtt oto evlexOpevo ocupBifacpol péoo amd apotPaieg utoxwpnoeLg, K.AT.)
1 SLHECOAEPNON VTIKEIHEVIKA JEV TTPOTDEPETUL WG ATOTEAEGUATIKO KoL eVEESELYUEVO
HECO €TIAVOTG KO Ol KATOVOAWTES XPELAleTU Vo aTPadoUV 0AAOV yia TNV IKovoTToinon
TwV outnpdtwyv toug (.. evpwnaikn Siodikasia eniAvong pikpodiadopwv).



IMivoxag 3. EE€AEN moocootov priixng emidvong diadopwv

2022

55,6%

2023 2024 2025

53,5% 44,6% 52,4%

EmmAéov, auvifoape kxatd 12,9% T OUHUETOX] HOG O KOLVEG SpooTNpLOTNTES
(networking activities) touv AKTUOU, €V() OAO TO TPOOWTIKO €MESEIEE EVIUTWOLNKT
d1aBeon kou evepyn epumAokr) oe dadikaoieg empopdwong Kot amdktnong de§lotritwy,
CUHHETEXOVTOG EVTOG TOU £TOUG OUVOAIKA O€ €(KooL £va (21) EKTTOUSEVUTIKG TTPOYPAp T
(ogpwvapia, webinars, gpyaotipla K.ATL).

Epeuva IKavomoinong KartavaAwtwy

Ot €peuveg (KAVOTOINONG KATAVOAWTWY QATOTEAOUV QHECO KOl OVEMEEEPYNOTO HEGO
a€loAGYNONG TNG TOLOTNTHG KOl OUTOTEAECUATIKOTNTOG TwV UMNPeoiv pog. To 2025
onpewdnke oavé€non katd 15,9% O0TO TOCOCTO AVTHTTOKPLOTG TWV EPWTWHEVWYV GE OXECT
pe to 2024. H €€éAén aut odeidetau otig ovotnpatikég pag mpoomdOeleg ya tnv
evioxvon tng OUHUETOXNG, CUUTEPIAXUPAVOUEVIG TNG OUTOCTOANG TOU TAEKTPOVIKOU
ouvdéopou (link) tng eTriolog £peuvag o OAEG TIG EMKOIVWVIEG PG LE TOUG KATOVOAWTEG
oto mAaiolo dloyeiplong Twv vTobEoewV TouG.

Yta mo o§ldAoYa EUPTIHATH CUYKOTOAEYETAL OTL 1] TOXPOITOUTT] TWV KATUVOAWTWY GTO
Kévtpo pog péow ovotoaong mov eAafoav omtd GAAOUG IKXVOTIOHEVOUG KOTAVUAWTEG
onpeiwoe pikpr, cAA& evladépovoa avénon (6,67% to 2025 vavtt 5,94% T0 2024), EVH
Kpioo podAo otV evioyuon g avayvwplotpdtntag pog (brand awareness) poiveron va
¢rmouorv tae péoa evpépwong ko o Tumog (4,76% to 2025 évavtt 0,99% T0 2024).

IMivaxog 4. Source of consumer information about ECC-GR

Answers Ratio

Referral from another state body or agency g 12 11.43%
Referral from a consumer organization 3 2.86%
Internet I 65 61.9%

Promotional activity I 3 2.86%
Media / Press 1 5 4.76%
Consumer recommendation i 7 6.67%
Other source (not specified) I 5 4.76%
No Answer m 16 15.24%

YuvoAikd, 8o (2) otoug tpelg (3) karavoedwteg (66,67%) SAwoav moAD €wg Tdpa TOAD
tKovorotnpévot od tn Sioyeiplon twv vmobéoedv toug. Emiong, évag (1) otoug dvo (2)
KATOVOAWTEG SAWCE IKOVOTIOLNILEVOG oTd TNV TOLOTNTA TNG VORIKHG TANpodOpnong mou
édafe amd to mpoowmiko tou Kévtpou. To mocootd Oa pmopoloe va eivar vmAdtepo,
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OTWG TIPOTYOUHEVEG XPOVIEG, EXV OL ATTAVTNOELG PG SIVOVTOV TaYUTEPA, KATL TTOU TO 2025
duotuywe emnpedotnke amd to avénuevo backlog twv vtoBécewv mov kANONKape va
Slaxelplotolpe.

ITivoxag 5. General consumer satisfaction level from case-handling:

Answers | Ratio
Very much satisfied | gy 42 40%
Much satisfied . 28 26.67%
Little satisfied i 7 6.67%
Not at all satisfied |pg 12 11.43%
No Answer . 17 16.19%

IMivoxag 6. General consumer satisfaction level from legal help and support

Answers Ratio
Satisfied _ 51 48.57%
Unsatisfied . 19 18.1%
No opinion (case still in progress) | g 20 19.05%
No Answer = 18 17.14%

[Mapd tIg TPOKANOEL], TX TOLOTIK& ommoTeAéopaTa OV TeTUxape Sev eivor kaBdAov
QTOYONTEVTIKA Kot aprivouv meptfwpia feAtiwong, tnv omoia oiyoupa B emidiwéouvpe pe
OUVETELN Kol ATOPAGIOTIKOTNTA GTO AUEGO HEAAOV.

Evnuepwrixéc Spdoeic

H emxowwviokn poag otpoatnywkn aflomoinoe mowkiAo epyoAeio, pe oOTOXO TNV
QUTOTEAEGHATIKOTITH KA TO EAGYLOTO KOGTOG, Sivovtag éudact oTnV TopoyT| TPAKTIKNG
KoL KtavonTh g mTAnpoddpnong ylo emikalpa Bépota.

To 2025 dnpooievoape v etnowx €kbeon tou Kévrpou yix to mempaypéva tou
TpONYoUpEVOL €Toug (2024), To dpBpo pog pe titAog «Learn, check, travel! Air passenger
rights» ouvéyloe vo Snpooieveton oe OAa Ttae TeELN TOU €MIGNHOU TEPLOSIKOU TOU
aegpodpopiov ABnviyv READY2BOARD oto mAaicto thg moAUxpovng ouvepyaoioag pog,
evw, emiong, og ouvepyaoia pe tov host dnpocievoope SeAtio TUTOU Kot VOKOIVWDOELS Yot
v [Maykdopio Hpépa Katavodwtn, ta exmtwtikd yeyovota twv Black Friday kou Cyber
Monday, oplopéveg XapoKTnpLOTIKEG TEPITTWOELS emiAvong Siadopwv (success stories),




KOG Ko yioe opyovwtikd {ntrpacta (. tnv oatddaon g Evpwmnaiknig Emtpomnng yua
1 Siokomn} Aerrovpyiog tng ODR IMAatdhoppoag).

Ytov totétomo tou Keévrpou mpaypatomom)Onkov kdamoleg PeAtiwoelg otn ceAida
UTTOPOATG KaTayyeALWY, evw G&lo Adyou eival To yeyovog OTL onpelwdnke adénon kotd
8,1% otoug emiokenteg kou kKord 17,4% otig ovvedpieg (web sessions), amrodeikviovtag to
Stopkwg oavEorvopevo evailad€pov Tou KOLVOU YL TIG UTNPETIEC Hag.

Mivaxog 7. EE€AEn apOpov emokentwv 1I6toceAidog kat cuvedpiwv (web

sessions)
2023 2024 2025
Emoxénteg | Tuvedpieq | Emokeénteg | Xuvedpieg | Emokénteq | Tuvedpieg
13.808 18.827 18.720 135.854 20.235 159.496

TéAog, péow g croteAeoatiKhG a€LOTTOINOTG TWV KOIVWVIK®V PG SIKTUWV, HTOPETAYLE
VO YIVOUHE OKOHO TTO €VEPYOL Kol OPATOl UTOOTNPIKTEG TWV KATavaAwtwy. To 2025
UENOAYE TO TOGOOTO TWV AVAPTHOEWY HaG KoTd 250% kat TG cAANAenidpacng Kovou
(engagement) kotd 261,24% o€ oY£0T HE TO 2024. LNpEWTLOV, 38, OTL TO TPOdIA ToU
Kévtpou pag oto Facebook mpoteivetal mA¢ov amd to 96% twv akoAovBwv pog.

2UVEPYTIKES SpdTELg

Ye emimedo ouvepyatikwv dpacewv evtog tou Awktvou EKK, fuaoctav apketd evepyol St
TNG CUHHETOXTG oG o€ TéooepiS (4) emionpeg ouvavtnoelg, St tng cUpBoANG pag og dvo
(2) joint projects, kaBw¢ KO HE TNV EUTAOKT] HOG OF CUVOAIKA TTEVIVIX (50) YEVIKEG
Spaotnpiotnteg Siktiwong kou Snpociog cuppetoxng (SnAadt}, oAokAnpwpéveg epynoieg
péow twv dadiktvokwv portals tov Awktiov EKK -WIKI/CONFLUENCE-, épeuveg,
SiBovAevoelg kKou ekSNAWOELS).

Emniong, to EKK EAA&Sag amoteAei péAog tov «People Development Focus Group», piag
OHASOG TTOU AEITOUPYEL CUSTNHATIKA WG GUVEETHOG HeTadV TwV epyalopévwy oe OAa T
EKK tou Aiktiou, opyavwvovTag CUVAVTIOELG KO XVOAXBAVOVTAS TPwTOPoUAieg KOHANG
ouvepyaoiog Kal SLpKoUG EMIKOVWVING. AVHAUTIKOTEPX:

Study visits and staff exchanges

e Study-visit Portugal
¢ Communication workshop Strasbourg
e Director’s Meeting Belgium

e Cooperation Days Copenhagen

Group participation

e People Development Group / Meetings on: 16/1 (discussed the restart of
campfire meetings), 10/2 (campfire meeting with directors ECC Sweden, Italy,
Poland), 5/2 (campfire meeting with ECC directors Estonia, France,
Luxembourg, Latvia), 11/6 (onboarding of new ECC Latvia, Spain, Iceland,
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Events

Portugal, Malta directors), 27/8 (discussion about the organisation of the
internal ECC-Net anniversary event), 11/12 (internal meeting to discuss the SMG
evaluation proposals for 2026, as well as the ideas [a] to launch monthly virtual
meet-ups for cross-centre sharing in the form of virtual study-visits, [b] to focus
on career recognition and well-being, not only onboarding, [c] to employ a
stronger role in connecting ECC-Net employees with what is produced on
network level, [d] to decide whether we continue the onboarding as it is with the
Wiki table and the onboarding package).

Permanent committee for the protection of under-age consumers, mandated by
the General Secretariat for Commerce of the Ministry of Development (regular
meetings on: 24/2 and 1/3).

Yvppetoxn oto 140 [laveAAnvio Xuvedplo AcBevwv, mou dopydvwoe 1 ‘Evwon
AcBeviv EAAGSag otig 21-22 Oktwfpiov 2025 oto Eevodoyeio Divani Caravel. To
EKK exmpoowmnnoe n k. ABavaciov, divovtag opdioe pe B¢pa "O acBeviic wg
KOATOVAAWTIG AODAAICTIKWV UTNPESIWV KAl UTTNPESLOV Vyelag" oto mAaicto tng
evotnrag "O pdAog ¢ WBwtikng aodaAiong oto cloTnpa vyeiag'.

Feedbacks / contributions to ECC-Net

Cooperation between ECC Net and ICC UK (in the context of a series of
periodic meetings to review the case handling cooperation arrangement between
ECC Net and ICC UK - i.e. how the cooperation arrangement is currently
working and how it might be continued in future) Online meeting, 28/1.

Cooperation between ECC Net and ICC UK (second meeting 11/3).

WIKI. Rights of passengers with reduced mobility, focus on rail passenger
rights (ECC-GER, 24-1-2025).

EISMEA “Info-Session for ECC-Net Directors”, 20-2-2025, online

Compliance to data protection changes (endorsement of privacy statement
indicating the retention time for personal data for a period of 3 years after the
closure of a case), Confluence, Barry FITZGERALD, 5-2-2025.

Participation to online survey for drafting the agenda of the Communication
Workshop (8-9 October, Strasbourg, 6/2).

Response to “Enhancing ECC-Trader relationship”, a WIKI initiative of ECC-
IT in the form of a questionnaire aimed at enhancing ECC relationships with
traders across various countries (10-2-2025).

Contribution of data (ECC-GR 2024 activity report and consumer satisfaction
survey) for the anniversary communication (response to ECC-FR, 18/2).

About complaints against Bolt Operations OU (response ECC Lithuania, 18/2).

About conditions for terminating fixed-term telecommunications contracts
(response to ECC-Bulgaria, 24/2).

Input for right to repair (response to ECC-France, 11/3).
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Special response to UK International Consumer Centre (UKICC) on case
number ECCUK-71314 (21/3).

Target audiences for the ECC-Net website (response to project members of the
ECC-NL EUDA, 28/3).

Participation to survey “Future of the EUDA Communication” (response to
ECC-Germany, answered by Communication Officer, 31/3).

About consumer direct claims (response to ECC Norway, 2/4).

Participation in the “ECC Network Web Form Survey” (a survey to gather ECC
thoughts on developing a uniform web form for the entire network — online
15/4).

Workshops in EU - mandatory quotes or repair estimation? (response to ECC-
FR, 17/4).

Suggestions to the deliverables developed by the stakeholders cooperation
group to promote the 20th ECC-Net Anniversary and strengthen stakeholder
collaboration (25/4).

20th Anniversary Celebration (an online event full of good vibes, surprises, and
shared smiles organised by PDG to celebrate 20 years of ECC-Net, 15/10).

Contribution to the ECCNet website section of featuring ECC national
highlights (production of a short article with most important highlights over the
past 20 years).

Provision of feedback and suggestions to the “Common satisfaction survey”
draft worked by the EUDA on efficiency together, together with Barry and the
SMG group, which will allow all ECC’s of the Network to receive and analyse
the experience of consumers in the same way (WIKI, online, 21/7).

Provision of data regarding ECC-GR service quality indicators (SLA’s) of 2024
and 2025 for the purpose of analysing the impact of EISMEA cuts of ECC
budgets for the new GA 2026-2027 (response to request of the Data/KPI ECC-
Net focus group, 1/9).

Participation to a case-handlers insights survey regarding the development of a
new uniform web complaint form for use by all ECC’s (online, 4/9).

Participation to a survey on ECC interests and need, so that the speaker for the
session on GEO of the Communication Workshop (Strasbourg, 8 October) can
properly adapt his relevant presentation (online, 15/9).

Follow-up provision of data regarding ECC-GR FTE case handling and number
of requests answered, but not recorded in IT-Tool (data for 2024 and 2025) for
the purpose of analysing the impact of EISMEA cuts of ECC budgets for the
new GA 2026-2027 (response to request of the Data/KPI ECC-Net focus group,
18/9).

Participation to the “2025 SMG Evaluation Survey and 2026 Action Planning”
(online, 16/10).

Response to ECC-CY regarding the operation and mandate of a Financial
Ombudsman (24/10).

10



Participation to a survey regarding cooperation with the CPC in the context of
the ECC-CPC workshop of 25 November in Copenhagen Cooperation Days
(online, 31/10).

Question about registering phone calls in the IT tool (response to ECC-NL,
31/10).

Updated the “Case Handler Knowledge Base” pages with more detailed
information about financial services ADR bodies operating in Greece (13/11).

Reply to Biance in relation to a specific question raised for ECC Greece in the
context of the Leaseurope meeting of 20/11/2025 (Question was: The industry
is informed about companies operating without licenses/without being
registered to the ministry of tourism, yet the operate and rent via borker
platfroms (EU, Adia etc.). In some islands this represents up to 50% of the
rentals. Has ECC Greece been informed about such issues). 20/11. 2 REPLIES.

Question about recovering money from a trader gone bankrupt (response to
ECC-MT, 3/12/2025).

Directors’ Meet-Up on EUDA & GA 26-27 (4 April).

Al in ECC-Net - Join the bigger Al café¢ meeting (4 meetings on 23/5, 5/9,
31/10, 19/12 online. Follow-up meetings to the communication workshop on Al
in Sofia and in the framework of the EUDA on case handling. Meeting focus is
on directors with presentations of Al progress in the ECC’s).

ECC-GR guestions towards ECC’s

About the out-of-court settlement of collateral damage claims.

Cooperation with stakeholders

Amavtnon oe ['TK/Ym. Av. og aitnpo diepevvnong duvatdtntag cuvdpoung oe
undBeon aododiopevov — oe vmoBeon pe Poupdvikn aohaAiotikn etaipeio oe

ntwyevon (15/9).

AwoBipaon avadopwv oe I'TK yia emiBoAr) mpootipov.

EmiotoAn evioyvong ADR xou cuvepyooiog pe t Sky Express.
EISEMA “Info-Session for ECC-Net Directors”, 20-2-2025, online.

Participation to a satisfaction survey, following the EISEMA “Info-Session for
ECC-Net Directors” of 20/2.

Contribution to the European Agency for Fundamental Rights (FRA) call for the
provision of data about national structures and mechanisms protecting and
promoting fundamental rights in Greece, in the context of an EU-wide project
called “Mapping National Human Rights Actors”. We provided data on the
protection of consumer rights via ECC-GR and HCO (ECC host). 15/4

Yvvdvtnon pe T'AK pe Ofpa: «Emiokomnon Samavov kot €0ddwv kot
npoimoAoylopog emidooewv Y. Avdrrtuéng» (online, 4/8).

Yvppetoxn otn dnpdoix nAektpovikn SwafovAevon yix to oxéSlo VOPOU TOu
Ymouvpyeiou Avdartuéng pe titdo: «Xvotaon kot Asitovpyio AveEaptntng Apxng
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Emomntteiog g Ayopdg kou [pootaciog tov KoatavaAwtr, pubuicelg yix tnv
Emtporr) AvtaywviopoU ko Aoutég Statd€eig» (11/2025).

Yuppetoyn otn dnpdoia SiBovAgvot) tou vopooyediov cUoTaong TG veag Apnis
EAéyxou Ayopdg kot [Tpootaciog Katavoiwty.

Yuvdvtnon pe ektpoowmoug tng Shanghai Municipal Administration for Market
Regulation, pe okomd tn culrjtnon mévw o€ BEPATA TOAITIKWOV Ko HIYOVIOHWDV
TPOOTACIAG TWV SIKAUWUATWY TWV KATAVOAWT®YV (24/4, ECC premises).

YvumAnpwon questionnaire and factsheet about the Consumers Ombudsman
(response to OECD, 2/5). Follow up to the meeting in 2024 in the context of the
Greek government’s project through the EU Technical Support Instrument to
improve the institutional arrangements of independent oversight authorities in
Greece.

Yvppetoxn otnv emionun otoatiotikn €pevva EKT yix to 2024 «Epeuvnuikég ko
avamtuglakég SpactnpLOTTEG OTOV KPATIKO Topeo (online, 27/5).

Director has been designated as official representative to cooperate with the
Ministry of Interior for the implementation of the Incentive and Reward System
for public service employees.

Yuppetoyn oe gpwtnpoaroAdylo afloAdynong tng vmnpeoioag e:Presence (23/9,
online).
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A PART-TIME ECC BRINGING FULL
RESULTS!

About European Consumer Centre of Greece

We are a small, but passionate ECC at the south-east
Mediterranean corner of EU. We are driven by the
challenges and ideals of the EU Single Market in the global
competitive economy. We love helping consumers resolve
their disputes with traders amicably and we are really proud
to do so as part of the most influential network, the ECC-
Net, promoting cross-border ADR and effective consumer
protection in Europe for more than two decades now!

2

ECC GREECE Opening hours Our host
144 Alexandras Av. Mon-Fri: 09:00 — 15:00

114 71 Athens
LYNHIOPOL
TOY KATANAAQTH

info@eccgreece.gr
www.eccgreece.gr

‘***
Help and advice "\ -
for consumers \\\\\

in Europe ECC-Net

European Consumer Centres Network

“Our international outlook fuels our belief in
the importance of cross-border ADR for the
effective protection of consumers and for
the robust development of the Single
Market. ECC Greece is and will remain
committed to supporting this vision with all
its expertise, experience and energy”

- Aristotelis Stamoulas, Director of
ECC-Greece

Success story:

A Lithuanian consumer spent 730 euros on
shoes from a Greek online store, but
wasn’t satisfied with the quality. After
trying the shoes, she also spotted a defect,
but was refused her withdrawal right. The
case was referred to ECC-GR for handling
and thanks to our mediation, the trader
came to acknowledge the consumer's right
of withdrawal and finally satisfied the
claim.
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We had a fabulous 15,9% increase in the response oy
rate of our 2025 consumer satisfaction survey! =

European Consumer Centres Networl k
European Consumer Centre of Greece

e Media & Press, as well as consumer recommendation increased their
influence as sources of information about our ECC. We were happy to see
that consumers tend increasingly to advertise their satisfaction from ECC-GR
services to friends and relatives. Also, consumers who found out about the
ECC by means of media and Press channels during 2025 outnumbered
considerably those who did so in 2024 [4,76% vs. 0,99%]).

* Two out of three consumers taking the 2025 survey reported being from
much to very much satisfied by the case-handling services offered by ECC-
GR.

* Also, one out of two consumers have declared satisfaction from the quality
of legal help and support received by the ECC as regards all sorts of
information requests.
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Provision of effective ADR services .

to European consumers!

European Consumer Centre of Greece

* In 2025, we noted a massive
45,46% increase of consumer
questions and an 7,71% increase of
consumer complaints, coupled with
an 7,8% improvement of our
settlement record, compared to
2024.

* We exceeded our 2025 target for
referring consumers to other redress
and enforcement bodies.

A

Help and advice "™\ .
for consumers \\\\
ECC-Net

in Europe

European Consumer Centres Network

m acted as Trader ECC

m acted as Consumer ECC

in 56,80/0

of complaints we were

in 43,2%

of complaints we were
contact point for the contacted by another
consumer residing in ECC on behalf of
Greece. consumers residing in
an EU member-state,
Norway, UK or Iceland.
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Our most important query
areas — as Consumer ECC

European Consumer Centre of Greece

01

Transport

* Flight cancellations by air carriers.

» Delays in respect of original flight
schedules.

* Problems with car rental contracts.

02

Restaurants &
accommodation

Misleading actions or omissions.

Problems with exercising the
withdrawal right.

‘***
Help and advice ™\ *
for consumers \\\\\

in Europe ECC-Net

European Consumer Centres Network

03

Clothing & footwear

* Non delivery of goods.

* Non conformity to contract
(wrong or defective product).
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Our most important query
areas — as Trader ECC

European Consumer Centre of Greece

01

Transport

* Lost, damaged or delayed
luggage.

* Problems with reservation
changes.

Restaurants &
accommodation

Problems with withdrawal right
and/or termination of contracts.

02
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03

Recreation & culture

* Problems with booking
alterations and reservation
changes.
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We were actively involved in Network
activities!

European Consumer Centre of Greece

HAEKTPONIKH
EMIAYZH
KATANAAQTIKON
ATAGOPON

We took part in 4 staff
exchanges and,
generally, increased
by 12,9% our
feedbacks and
contributions related
to all network
activities.(WIKI,
Confluence, surveys,
consultations,
meetings and
events).

/
]
B TR
" NN
| i A -
m TYNHTOPOL
7 W OV KATANAAD

ECCHetGreece =50

All our staff exhibited
an impressive
inclination to training
during 2025, taking
part in totally 21
educational and
training programmes
(seminars, webinars,
workshops, etc.).

‘***
Help and advice ™\ *
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European Consumer Centres Network

Our cooperation with all
stakeholders
(consumer, trader, EC,
enforcement
authorities) in 2025 was
absolutely worth-noting
and that’s especially
thanks to our close and
systematic cooperation
with the host.



We had a generous 2025 publication s 2
programme! e )

European Consumer Centre of Greece

ECC-Net

European Consumer Centres Network

Our communication
strategy in 2025 combined

various tools/means,

pursuing effectiveness with
minimum or no cost at all

and placing particular

In 2025, we increased
our presence by 250%
and we, also, noted a
261,24% increase of all
sorts of interaction

We were happy to note
an 8% increase of
website V'/isitors and an
17,4% increase of

EUROPEAN CONSUMER CENTRES NETWORK

SLIDE 8

emphasis on the flow of website sessions.

practical, intelligible
information to consumers
regarding EU and domestic
trending topics.

(reactions, comments
and shares) across all
our social media
channels. Not to be
missed, that according
to our followers’
opinion, the ECC-GR
Facebook profile
receives a very high
(96%) recommendation
for other users.

The Director has been
quite active publishing
throughout the year
online a great number
(18) of articles on
“Athens Voice”, one of
Greece’s most influential
free press and digital
media platforms.

The volume of our Press
releases and public
announcements covered
successfully, among other
topics, the World
Consumer Day, the
discount events of Black
Friday and Cyber Monday,
the publication of our
annual report and success
stories.
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Co-funded by

: *ox K
the European Union

The content of this presentation represents the views of the author only and it is his/her sole
responsibility; it cannot be considered to reflect the views of the European Commission and/or the
European Innovation Council and SMEs Executive Agency (EISMEA) or any other body of the
European Union.

The European Commission and the Agency do not accept any responsibility for use that may be
made of the information it contains. The content of this presentation made available on the
europa.eu domain may contain “external links” to websites in domains other than europa.eu, which
are the author’s sole responsibility. Commission services have no control and assume no
responsibility over these “external links”.

When visitors to European Commission websites choose to follow such “external links” to websites
in domains other than europa.eu, they do so at their own responsibility and would leave the official
domain of the European Commission. In particular, these visitors would be subject to the cookie,
privacy and legal policies (including data protection and accessibility requirements) of the external
website.



