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Speech of Commissioner Kuneva

at the discussion of the new Law on Consumer protection of Serbia with Minister for Trade and NGOs 
1 September 2009 

13.30-14.30

Dear Minister Milosavljevic,

Ladies and Gentlemen,
I am extremely happy to be here, in Belgrade, today where I feel at home. I am passionate for the positioning of Serbia for future membership in the European Union and I will not spare any efforts to help in this process.  
As a former Chief Negotiator and Minister for European Affairs of Bulgaria, I am fully aware that joining the EU is a complex process and will take time, several years. The EU integration process is neither easy and nor always smooth. 
But if the history of the European Union and its enlargement tells us anything, it is that the journey is worth travelling and that the destination of EU membership is the ultimate guarantee of lasting peace and social progress.

The European Commission cannot travel the road to the EU for Serbia. But we can, we want and we will help Serbia to succeed in its journey towards the EU membership.  
It is a pleasure to address you today. Your role as representatives of civil society is crucial for the European integration of Serbia. 

We share the same vision for your country: stable and prosperous Serbia as a part of the EU family. 
In this room we have all the stakeholders – political level, administration, NGOs. I am glad to be part of today's wide discussion on the draft law on Consumer protection. I would expect to have its adoption process under way as envisaged so that we have the Law enacted as early as possible in 2010.The ambition to have 15 directives implemented in your legislation is commendable. 

The adoption of the law will allow for better implementation of your National Strategy for consumer protection and for a better institutional setting for market surveillance and redress mechanisms.

Now please allow me to share with you the main challenges for the next few years on the consumer policy portfolio on European level. Because consumers are important part of the functioning market economy, contributing to 58% of the GDP in the European Union.

And consumers' welfare and empowerment are preconditions for economic growth, for enhanced competitiveness and stability of the society.
Our efforts for strengthening the market surveillance for not allowing unsafe products to be sold at the EU market is now complemented by the retail market monitoring tool – the Consumer market Scoreboard. We are studying the national retail markets with five indicators – prices, complaints, satisfaction, switching and safety. 

The report last January identified as most unsatisfactory for European consumers the provision of retail financial services, energy billing and public transport. On the basis of this we have launched further detailed studies on the banking fees, we are working for the development of a single format of the electricity bill for consumers. 

I also believe that with the entry into force of the Consumer Credit Directive in January next year, all European consumers will have clear and comparable information before taking decisions for personal loans. Such pre-contractual information, that will allow them easily to compare offers and take the one that is best suited to their needs and possibilities for repayment. 
Another area of attention is the consumers in the digital environment. Technological development puts new challenges ahead of us and the protection of personal data, targeting and profiling of internet users need special consideration.

We do not have equal protection in the EU Member States so the Directive on Consumer rights is under discussion in the European Parliament. This directive will give assurances for a set of rules for consumer protection that are the same in all countries and will enhance cross border retail shopping. 

The main changes to the existing legislation are:  Pre-contractual information. Before concluding a contract, the Directive obliges the trader to provide the consumer with a clear set of information requirements, for all consumer contracts, so that the consumer can make an informed decision on whether or not to buy.
- Rules on delivery and passing on risk to the consumer: The trader must deliver the good to the consumer within a maximum of 30 calendar days from signing the contract. Under the new rules, the trader bears the risk and the cost of any deterioration or destruction/loss of the good until the moment the consumer receives the good. 
- Cooling off periods (distance and pressure sales): A single EU-wide cooling off period of 14 calendar days is set down, along with rules on the beginning of the withdrawal period. The withdrawal period is extended to three months in all cases where the trader fails to provide information. An easy to use, standard withdrawal form, is also introduced. The trader must reimburse the consumer no later than 30 calendar days from the day that the consumer exercises the right of withdrawal. 

- Repairs, replacement, guarantees. A standard set of remedies available to a consumer who has bought a faulty product (i.e. repair or replacement in the first place and the reduction of the price or the reimbursement of money only in

specific circumstances) is set out. 
Collective redress is also a topic that we are elaborating upon. We are in the process of clarifying what means and tools in the EU may give best protection for consumers with small claims.
I am ready to listen to your observations about suggestions for the adoption of a law that will deliver best for consumers. 
Thank you for your attention!
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