
Alternative dispute resolution 
involving consumers of financial 
services in the European Union 



Acts of EU legislation governing the 
pre-trial settlement of consumer 
disputes in the EU are: 

• Directive 2013/11 / EU of the 
European Parliament and of the 
Council of 21 May 2013 on 
alternative dispute resolution 
involving consumers and 

• Regulation (EU) No 524/2013 of the 
European Parliament and of the 
Council of 21 May 2013 on the online 
settlement of disputes in the consumer 
sphere. 



Directive 2013/11 / EU and Regulation 524/2013 / EU are binding on 
Member States. 

According to Art. 1 Directives EU Member States must ensure that 
consumers have the opportunity to complain on a voluntary basis about 
acts or omissions of sellers to institutions / organizations that provide 
independent, impartial, transparent, efficient, prompt and fair alternative 
dispute resolution. 



     Alternative Dispute Resolution Institution 
is any institution, regardless of its name 
(arbitrator, dispute resolution commission, 
ombudsman, etc.), which operates on a 
permanent basis and offers dispute resolution 
through the alternative dispute resolution 
procedure. 

 According to Part 1 of Art. 2 of the Directive, 
the ADR institution /organization proposes or 
commits the parties to a specific solution or brings 
the parties together for mediation and thus 
facilitates the search for a compromise. 



In accordance with Part 2 of Art. 5 Directives Member States must ensure that 
ADR institutions: 

• Provided support and constant updating of the site, which provides the parties with 
easy access to information on the alternative dispute resolution procedure and 
which allows consumers to file a complaint and the necessary documents online; 

• Provide information to the parties upon request on the procedure for alternative 
dispute resolution on durable media; 

• If possible, give the consumer the opportunity to file a complaint offline; 

• Give the parties the opportunity to exchange information via electronic means or, 
if possible, by mail; 

• considered both domestic and cross-border disputes; 

• when considering disputes, took the necessary measures to process personal 
information in accordance with the requirements of European legislation. 



The Regulation aims to contribute to 
the proper functioning of the EU 
internal market by introducing a high 
level of consumer protection by 
introducing a European platform for 
online dispute resolution.(Online 
Dispute Resolution Platform). 





 

 



Thank for your attention! 


