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Abstract. Article 41 of the EU Charter of Fundamental Rights establishes the implementation of individuals funda-
mental right to good administration, according to which the good governance practice of public administration insti-
tutions is formed. The concept of good governance is based on legal requirements for public administration entities to 
provide public (administrative) services, taking into account to the interests of users of such services, and at the same 
time, exercising the authorities that they have without violating the rights of individuals. This article critically exam-
ines the implementation of principles of good governance in the context of defending violated consumer rights, with a 
particular focus on Lithuanian legal practices and the role of the European Consumer Centre.
Emphasizing transparency, accountability, efficiency, and participatory in decision-making, the good governance prin-
ciples are pivotal in enhancing the effectiveness of public administration mechanisms in the protection of violated 
consumer rights. By integrating qualitative analysis of legal frameworks, case studies, and empirical data, the research 
study sheds light on how Lithuania and the European Consumer Centre apply the good governance principles to en-
sure a robust consumer rights protection. The study highlights the central role of national regulatory bodies and the 
European Consumer Centre in mediating disputes, enforcing fair trade practices, and ensuring product safety, thereby 
facilitating efficient redressal for aggrieved consumers. The research findings advocate for the improvement of legal 
regulation in order to strengthen the application of good governance principles in the public administration practice 
for the protection of consumer rights. The article concludes with recommendations aimed at improving the efficiency 
of consumer rights protection mechanism through the adoption of good governance practices, with a special emphasis 
on the Lithuanian context and the broader European framework.
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1. Introduction

Research studies on the interface between the concept of 
good governance, the practice of public administration, 
and European Union [EU] citizens’ rights are of para-
mount relevance in modern consumer societies (Rod-
ríguez-Arana, 2013; Grigorescu, 2003). Understanding 
how effective good governance practices impact public 
administration can contribute to the development of 
more responsive, transparent, and accountable public 
administration systems (Bovens, 2007; Peters, 2018). 
Investigating the relationship between good governance 

principles and consumers’ rights sheds light on the EU 
regulatory framework through which public administra-
tion policies are implemented and how they influence in-
dividuals’ rights in the socio-business environment. This 
research is essential for revealing the fundamental value 
of the EU – public administrations exist to serve the public 
interest – (Osborne, 2009; Pollitt & Bouckaert, 2017) by 
which is justified the essential role of EU public admin-
istration bodies in executing public powers, delivering 
public services, and upholding the rule of law.

Drawing upon the comprehensive examination of 
the principles of good governance under the EU law and 
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their practical application in the context of consumer 
rights protection, this article delves into the intricate re-
lationship between public administration and the protec-
tion of consumer rights. With the Treaty on European 
Union [TEU] granting legal binding status to the Char-
ter of Fundamental Rights of the European Union [EU 
CoFR], a new horizon in the integration of fundamental 
rights within the EU framework was established, particu-
larly emphasizing the right to good administration as a 
cornerstone for fostering transparent, accountable, and 
efficient public administration (Hofmann et  al., 2011; 
Craig, 2012).

This article pioneers in detailing how the enforcement 
of good governance principles under EU law, particularly 
through the EU CoFR, directly impacts the protection of 
consumer rights, establishing new benchmarks for trans-
parency and efficiency in public administration. Through 
a novel analytical approach that integrates regulatory 
frameworks, administrative practices, and case studies, 
this research offers evidence-based insights into how en-
hanced legal and procedural safeguards can strengthen 
the alignment between public administration actions and 
the fundamental rights of consumers in the EU.

The authors explore the main research problem re-
lated with, in the one hand, ensuring the efficiency and 
transparency of public administration institutions on 
providing public services for consumers, and, in the 
other hand, ensuring a quick response when the con-
sumer applies for the protection of violated rights. The 
posed scientific problem enables the justification of the 
hypothesis by addressing the essential research ques-
tion – how could it be, and is it possible to harmonize 
the implementation of procedural and substantive con-
sumer rights, such as the right to be heard, the right to 
access one’s file, and the obligation to provide reasonable 
decisions, as stipulated in the Article 41 of the EU CoFR?

This article seeks answers to this question by combin-
ing cognitive and qualitative research methods. Critically 
and constructively analysing that the following principles 
of good governance – transparency, accountability, fair-
ness, and efficiency – are not merely abstract concepts 
but are essential in enhancing the effectiveness of pub-
lic administration mechanism in protecting consumer 
rights. The study is mainly based on an in-depth analy-
sis of the Article 41 of the EU CoFR and specific cases 
on consumers’ rights violations within the EU, and on 
examination the legal frameworks, administrative re-
sponses, and outcomes to evaluate the effectiveness of 
existing legal measures in aligning with good governance 
principles.

Through a qualitative and comparative analysis that 
integrates regulatory approaches, enforcement mecha-
nisms and empirical data, this study illuminates the op-
erational dynamics of the Lithuanian State Consumer 
Rights Protection Authority [LSCRPA] and the European 
Consumer Centre [ECC] in applying good governance 
principles to ensure robust consumer rights protection. 
It unveils the critical role played by national regulatory 

bodies and the ECC in mediating disputes, enforcing 
fair trade practices, and ensuring product safety, thereby 
facilitating efficient redressal mechanisms for aggrieved 
consumers. 

The main purpose of the study is to contribute to the 
discourse on the legal and institutional framework and 
implementation practice in place within the EU for pro-
tecting consumers in the context of realization citizens’ 
public interest to have good administration. It critically 
examines the effectiveness of these frameworks in ad-
dressing the unique complexities introduced by the ECC 
and the LSCRPA. Although the research focuses mainly 
to the situational analysis in Lithuania and in their con-
nection with the activities of the ECC, many aspects can 
be applied to other EU countries as well. Moreover, by 
juxtaposing the statistical data on consumers complaints 
and applications to the LSCRPA with the broader man-
dates of good governance, this article highlights to un-
ravel the complexities and challenges inherent in man-
aging consumer grievances. It underscores the growing 
trend of consumer activism, the rising workload of the 
LSCRPA, and the pressing need for enhanced coopera-
tion and coordination among regulatory bodies to ad-
dress consumer complaints effectively, including con-
sumers awareness and education.

2. The Application of good governance 
principles in the defence of violated consumer 
rights

Discussing good governance in the context of consum-
er rights protection is crucial because it integrates the 
principles of transparency, accountability, efficiency, and 
fairness into public administration, and directly affects 
consumers’ well-being. 

Council of Europe’s practices, reflecting the princi-
ples derived from EU law, require public institutions to 
adhere to these governance standards, ensuring their ac-
tions benefit consumers and uphold their rights (Council 
of Europe, 2024). This approach aligns with Article 41 of 
the EU CoFR, demanding that public authorities operate 
within a framework of established values to protect indi-
viduals’ rights, including consumer rights. By emphasiz-
ing good governance, consumer protection mechanisms 
become more robust and responsive, enabling consumers 
to seek and obtain redress for infringements of public 
interest in consumer contracts. This alignment not only 
improves the efficiency and transparency of consumer 
rights defence but also reinforces the importance of pub-
lic administration’s role in maintaining a fair and equi-
table marketplace.

2.1. Right to good administration in focus: scope 
and context of principles determined in the Article 
41’s of the EU CoFR

The EU CoFR, initially a compilation of general prin-
ciples derived from EU law and the judicial precedents 
of the Court of Justice of the European Union [CJEU], 
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gained legal binding status with the TEU enactment in 
December 2009 (Treaty on European Union, 2016). This 
transformation marked the latest advancement in the 
integration of fundamental rights within the EU frame-
work. The preamble of the EU CoFR acknowledges the 
significant role of the CJEU, the influence of Member 
States’ constitutional traditions, and the case law of Eu-
ropean Court of Human Rights in shaping the rights and 
principles it enshrines. The TEU not only elevated the 
EU CoFR to a legally binding status, equating its legal 
force to that of the EU Treaties but also implicitly inte-
grated it into the EU legal system, thereby affirming its 
relevance in discussions on good administration and the 
implementation of EU law by Member States. 

Good administration is unequivocally recognized for 
its dual character: both as a right and as a principle within 
the EU CoFR. This recognition stems from the CJEU pre-
viously acknowledging it as a foundational principle of the 
EU through its jurisprudence (Fuentetaja Pastor, 2008). This 
perspective blurs the distinction between the principle and 
the right to good administration, as the right enshrined in 
the EU CoFR encompasses a series of rules and protections. 

The concept of good administration, as outlined in 
Article 41 of the EU CoFR, extends beyond the explicit 
rights enumerated within the article. It is perceived as 
a compilation of diverse rights developed by the CJEU, 
alongside a general right to good administration. The Ar-
ticle 41 does not explicitly address key principles of sub-
stantive administrative law, such as proportionality and 
legal certainty, as highlighted by Kanska (Kanska, 2004). 
This observation brings us to an important aspect: the 
Article 41 encompasses both procedural and substantive 
requirements, providing individuals with tools to use in 
their interactions with public authorities and EU insti-
tutions (Kristjánsdóttir, 2013). This comprehensive ap-
proach ensures that individuals are protected in various 
aspects of administrative dealings.

The last point shifts focus from the essence of good 
administration to its purpose. The goal of both EU and 
national administrative laws is to increase the efficiency 
of public administration and safeguard citizens from 
the actions of public authority. This emphasis has faced 
critique for presenting a narrow perspective on the role 
of administrative law, deemed inappropriate in the con-
text of the EU (Kanska, 2004). The EU CoFR aims to 
strengthen the protection of fundamental rights of indi-
viduals, aligning with the administrative regulations’ goal 
to shield citizens from the actions of public authority. 
The emphasis is not on the function of administrative 
law per se but on establishing good administration as a 
fundamental right within the context of human rights 
protection. In that context, the individual’s right to good 
administration, the content of which is detailed in Article 
41 of the EU CoFR, includes the following key aspects:

1.	 Impartial and fair handling Article 41(1). Indi-
viduals are guaranteed the right to have their af-
fairs managed without bias, ensuring fairness and 
efficiency in administrative proceedings.

2.	 Right to be heard Article 41(2a). Before any ad-
verse individual measure is taken, persons have 
the right to present their case, ensuring that deci-
sions are made with due consideration of all in-
volved parties’ viewpoints.

3.	 Access to files 41(2b). There is a provision for 
individuals to access their files, balancing this 
transparency with the need to respect confidenti-
ality and the secrecy of professional and business 
information.

4.	 Obligation to state reasons for decisions 41(2c). 
Administrative bodies are mandated to provide 
explanations for their decisions, promoting trans-
parency and accountability.

5.	 Compensation for damages 41(3). That provision 
stipulates the right to compensation for any harm 
caused by the Union’s institutions or its servants 
in the course of their duties, aligning with the 
general principles shared by the EU laws.

6.	 Communication rights. Individuals are entitled 
to correspond with Union’s institutions in any of 
the Treaty languages and receive a response in 
the same language, facilitating clear and inclusive 
communication.

These provisions collectively establish a framework 
for good administration, emphasizing the importance 
of transparency, accountability, and fairness in the func-
tioning of the EU institutions. The concept of good ad-
ministration serves as a key guiding principle, even in 
situations where Article 41 of the EU CoFR cannot be 
applied directly in its exact terms. The principle of good 
administration, being derived from the shared constitu-
tional traditions of the Member States, can be extended 
under the general principle of EU law on good adminis-
tration, as outlined in Article 52 of the EU CoFR, when 
their actions fall within the ambit of EU law.

The individuals’ rights listed in Article 41 of the EU 
CoFR might encompass other administrative principles, 
which are not directly stated within its text. While the 
first paragraph of Article 41 of the EU CoFR highlights 
the individuals’ right to have affairs handled impartially, 
fairly, and within a reasonable time, it does not explicitly 
mention principles like the principle of care (Groussot, 
2003); or due diligence, which involves obligations like 
responding to inquiries promptly, acting within appro-
priate timeframes, gathering adequate information, and 
thoroughly reviewing a request.

Article 52 of the EU CoFR provides guidance on the 
scope and interpretation of the individuals’ rights and 
principles, including the general principle of good ad-
ministration, to Member States when they are acting 
within the scope of EU law. This means that when Mem-
ber States are implementing EU directives, regulations, 
or are otherwise engaged in activities governed by EU 
law, they are expected to uphold the general principles 
of EU law, including the EU value as a good adminis-
tration. The principle of good administration is not just 
an EU invention but is also rooted in the constitutional 
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traditions common to the Member States. This shared 
foundation further supports the application of this prin-
ciple at the national level, especially in the context of 
EU-related activities, reinforcing the idea that public ad-
ministration practices are a fundamental element of good 
governance across the EU.

In summary, while Article 41 of the EU CoFR specifi-
cally targets EU public administration institutions, the 
underlying principle of good administration is a broader 
legal principle that, through the general principles of 
EU law and the common constitutional traditions of the 
Member States, can also be applied to national institu-
tions when they are acting within the framework of EU 
law. This ensures a uniform standard of administrative 
fairness, impartiality, and efficiency across both EU and 
national levels when dealing with matters related to EU 
law (Iamiceli et al., 2022).

2.2. Strengthening consumer rights through 
the EU’s regulatory mechanism to ensure good 
governance in public sector

In the evolving landscape of consumer protection within 
the EU, a comprehensive regulatory framework has been 
established to safeguard consumer rights. This frame-
work is built on the foundational principles set forth in 
the Treaty on the Functioning of the European Union 
[TFEU] and the EU CoFR, which ensure the promotion 
of high-level consumer protection across all policy areas 
(EU CoFR, 2012). The EU’s commitment to consumer 
rights is further manifested through specific directives 
and regulations designed to address various aspects of 
the protection of consumer rights. One of the corner-
stone pieces of legislation is the Directive on Consumer 
Rights (2011/83/EU), which consolidates consumer 
rights regarding contracts made with traders, empha-
sizing the importance of clear information, the right to 
withdraw, and fairness in consumer transactions (Direc-
tive 2011/83/EU, 2011; European Commission, 2020).

Directive on Consumer Rights (2011/83/EU) is ap-
plied concurrently with other EU legislation relevant to 
consumer rights protection, i.e., safeguarding consum-
ers from unfair commercial practices (Directive 2005/29/
EC, 2005), unfair terms in contracts (Directive 93/13/
EEC, 1993), unsafety products (Directive 2001/95/EC, 
2001), or setting unified rules for resolving consumers 
disputes in the area of digital transactions (Directive EU 
2019/2161, 2019; Regulation EU No 524/2013, 2013). 
These regulatory instruments collectively represent the 
EU’s robust approach to consumer protection, emphasiz-
ing the importance of safety, fairness, and transparency 
in the internal market. They serve not only to protect 
consumers but also to foster trust and confidence in the 
EU market, thereby supporting the smooth functioning 
of the internal market and contributing to the overall 
well-being of EU citizens.

The individual’s right to good administration is in-
trinsically linked to consumer protection regulations and 
directives within the EU, as these legal instruments are 

the essential mechanism by which the principles of good 
governance are operationalized in the context of protect-
ing consumers’ interests. The connection between the in-
dividual’s right to good administration and the EU’s con-
sumer protection framework can be seen in several ways:

1.	 Transparency and access to information. The Di-
rective on Consumer Rights (2011/83/EU) and 
the General Product Safety Directive (2001/95/
EC) ensure that consumers are provided with 
clear, accurate, and timely information about 
products and services. This aligns with the prin-
ciple of transparency and individuals right to be 
fully informed in their interactions with the EU 
internal market.

2.	 Fairness and equity. The Unfair Commercial 
Practices Directive (2005/29/EC) and the Unfair 
Contract Terms Directive (93/13/EEC) protect 
consumers from unfair practices and terms, en-
suring that they are treated fairly and equitably. 
This reflects the principles of fairness and equity 
in administrative actions of public adonisation 
institutions affecting consumers.

3.	 Right to redress and timely handling of affairs. 
The Regulation on Online Dispute Resolution 
[ODR] (EU No 524/2013) provides a platform 
for consumers to resolve disputes efficiently and 
within a reasonable time. The principle of effec-
tiveness directly contributes to the timely and fair 
resolution of disputes between consumers and 
other parties.

4.	 Enforcement and modernization. The Directive 
(EU 2019/2161) on the better enforcement and 
modernization of Union consumer protection 
rules highlights the EU’s commitment to effec-
tively enforcing consumer rights and adapting its 
regulatory framework to current challenges, in-
cluding those posed by digital markets.

The individual’s right to good administration un-
derpins the EU’s approach to consumer protection by 
ensuring that the regulatory framework is applied in a 
manner that is transparent, fair, and responsive to the 
needs of consumers. Through the specified directives 
and regulations, the EU operationalizes the principles 
of good administration, ensuring that consumers not 
only have rights on paper but also have effective mecha-
nisms for the protection and enforcement of these rights 
in practice (International Federation of Accountants & 
Chartered Institute of Public Finance and Accountancy, 
2014). Thus, the interplay between the right to good ad-
ministration and the EU’s consumer protection laws is a 
testament to the Union’s holistic approach to governance, 
where administrative principles are seamlessly integrated 
into consumer protection efforts, ensuring that the rights 
and well-being of consumers are at the forefront of mar-
ket regulations and practices.

To effectively protect consumer rights and ensure 
high standards of public administration, it is essential 
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to continually evaluate and improve existing legal and 
institutional frameworks. The regulatory systems of the 
EU, which strengthen consumer rights and ensure the 
application of good governance principles, represent a 
significant step towards achieving this goal. However, 
for these systems to function as efficiently as possible, it 
is crucial to analyse their implementation at the national 
level and reveal the practical problems and challenges 
faced by consumers and the institutions that defend their 
rights. In view of that approach, it is important to un-
derstand how the institutional system is designed and 
how it works to protect consumer rights and ensure the 
effectiveness of consumer dispute resolution.

3. The Effectiveness of the EU institutional 
framework in implementing legal guarantees of 
consumer rights protection

The EU’s institutional framework, built upon the founda-
tional principles set forth in the TFEU and the EU CoFR, 
plays a crucial role in implementing legal guarantees for 
consumer rights protection, and ensures the promotion 
of high-level consumer protection across all policy areas 
of EU internal market. The significance of EU institu-
tional framework lies in its comprehensive regulatory ap-
proach, embodied in directives and regulations by which 
consumer rights are realized, i.e., emphasizing clear in-
formation, fairness in transactions, fostering trust and 
confidence in the market.

Furthermore, the individual’s right to good admin-
istration, as enshrined in Article 41 of the EU CoFR, 
is intrinsically linked to consumer protection, opera-
tionalizing the principles of good governance in this 
context. The directives and regulations serve not only 
as protective measures but also as mechanisms that en-
hance transparency, fairness, and the efficient handling 
of affairs, directly supporting the implementation of 
individuals right to good administration. This compre-
hensive protection mechanism is beneficial not only in 
defending consumer rights, but also in ensuring that the 
administrative practices of Member States, uphold the 
fundamental principles of good governance

Additionally, addressing the aspect of bureaucracy 
in the area of consumer rights protection, the European 
Ombudsman plays an important role in investigating 
complaints about maladministration in the EU public 
administration institutions. This includes issues related 
to consumer protection frameworks, ensuring that bu-
reaucracy does not hinder the enforcement of consumer 
rights. The European Ombudsman’s work emphasizes 
the importance of a transparent, accountable, and fair 
administration, reflecting the principles of good govern-
ance in the consumer protection domain. This ensures 
that consumers are not only protected by law but also 
have their rights effectively upheld in practice, mitigat-
ing the risk of maladministration or bureaucratic inertia 
within the institutional system of consumer rights pro-
tection.

3.1. Assessment of legal impact on consumer rights 
protection by the European Consumer Centre

The ECC Network, established by the European Com-
mission, plays an essential role in protecting consumer 
rights within the EU (Bukowski & Kaczor, 2019). The 
ECC Network’s primary mission is to empower consum-
ers by providing critical information, advice, and assis-
tance on cross-border transactions; the main aim is to 
educate consumers about their rights when purchasing 
goods and services across borders within the EU (Euro-
pean Consumer Centres Network, n.d.). This objective 
encompasses providing guidance on consumer rights un-
der EU law, including statutory rights, legal guarantees, 
and the individual right to redress (Fact Sheets on the 
European Union – European Parliament, 2024).

The ECC Network fosters collaboration and informa-
tion exchange among its national centres in EU countries 
to enhance the quality and effectiveness of the assistance 
provided to consumers. This collaborative approach en-
sures a cohesive strategy in consumer rights protection 
across the ECC Network. The ECC actively works to in-
crease consumer awareness about cross-border shopping 
rights, aiming to prevent disputes and enhance consumer 
confidence in the internal market (European Consumer 
Centres Network, 2023). The ECC offers mediation ser-
vices, aiming to find amicable solutions without resorting 
to formal legal proceedings (Sartor, 2020).

The operational statistics of the ECC reflect its sig-
nificant impact on boosting consumer confidence and 
resolving disputes in cross-border transactions:

1.	 The ECC Network handles tens of thousands of 
inquiries and complaints from consumers across 
the EU annually, underscoring the essential de-
mand for cross-border consumer protection ser-
vices (European Consumer Centres Network, 
2023).

2.	 The Network reports a high success rate in amica-
bly resolving disputes, with a significant percent-
age of mediated cases being settled without the 
need for formal legal action (European Consumer 
Centres Network, 2023).

3.	 Through campaigns, workshops, and publications, 
the ECC has notably increased consumer aware-
ness about their rights in cross-border transac-
tions (European Commission, 2024).

The ECC Network plays a critical role in assisting 
consumers with cross-border disputes within the EU. 
For example, in 2022 the ECC handled 118,142 inquir-
ies, successfully resolving 60% of cross-border consumer 
complaints amicably (European Consumer Centres Net-
work, 2023). However, the ECC Network’s capability is 
fundamentally limited by its reliance on voluntary coop-
eration from businesses, with resolutions that carry no 
legal binding. This limitation significantly impacts the 
ECC Network’s effectiveness in safeguarding consumer 
rights across EU borders, as its recommendations may 
not compel businesses to act, leaving consumers without 
enforceable solutions in some instances.
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The current model, wherein the ECC acts more as 
an advisor than an advocate with the power to enforce, 
highlights a gap in the consumer protection framework 
within the EU. While the ECC’s success in recovering 
€9,904,715 for consumers in 2022 and resolving a ma-
jority of cases amicably underscores its value, the lack 
of mandatory force behind its resolution’s points to a 
missed opportunity for more robust consumer protec-
tion (European Consumer Centres Network, 2023). 
The ECC Network’s competence, designed for negotia-
tion and mediation, is focused for fostering cooperation 
and understanding between consumers and businesses. 
However, the reliance on voluntary compliance from 
businesses can undermine consumer confidence in the 
ECC’s ability to represent their interests fully, especially 
in disputes where businesses are unwilling to cooperate.

To address these challenges and strengthen the ECC’s 
role in consumer rights protection, the following im-
provements should be considered:

1.	 Legal framework revision, i.e., advocate for 
amendments to the EU’s consumer protection 
regulations that would grant the ECC resolutions 
some form of legal weight or require mandatory 
participation in the mediation process by busi-
nesses.

2.	 Enhanced cross-border cooperation, i.e., strength-
en mechanisms for the ECC to collaborate with 
national consumer protection agencies, enabling 
the ECC to act as a full representative of consum-
ers in cross-border disputes, including the capac-
ity to escalate issues to national authorities for 
enforceable actions.

3.	 The ECC empowerment, i.e., explore the feasibil-
ity of granting the ECC specific powers to act as 
an advocate for consumers in cross-border dis-
putes, including the ability to represent consum-
ers in legal proceedings within the jurisdiction of 
another member state.

4.	 Awareness and education, i.e., increase efforts to 
raise awareness among consumers and businesses 

about the ECC’s role and the benefits of coopera-
tive resolution of disputes, aiming to improve vol-
untary compliance rates from businesses.

The ECC Network’s success in handling cross-border 
consumer disputes is undeniable, yet its potential is cur-
tailed by its lack of enforceable authority. By reimagining 
the ECC’s operational framework to include legal weight 
behind its resolutions and enhancing its capacity to act 
as a full-fledged advocate for consumers, the EU can sig-
nificantly strengthen its consumer protection landscape. 
Such reforms would not only enhance the effectiveness of 
the ECC, but also contribute to the deeper integration of 
the EU internal market, fostering a more trustworthy and 
consumer-friendly trading environment across the EU.

3.2. Key achievements and experience in consumer 
rights protection by the Lithuanian State 
Consumer Rights Protection Authority

The LSCRPA is an agency under the Ministry of Justice 
of the Republic of Lithuania, is established to implement 
public policy in the field of consumer rights protection. 
The LSCRPA carries out the enforcement actions in the 
following areas: unfair commercial practices, misleading 
advertising, e-commerce, product safety, market surveil-
lance of non-food products, tourism market surveillance, 
unfair contract terms and other violations of consumer 
protection requirements (Law on the Protection of Con-
sumer Rights of the Republic of Lithuania, 2007). In ad-
dition to its consumer protection enforcement functions, 
the LSCRPA is also the main public body of the alter-
native consumer dispute resolution. The LSCRPA also 
performs a variety of monitoring activities in different 
fields in order to avoid consumer protection infringe-
ments and provides traders with methodological support 
regarding efficient compliance with legal requirements. 
The mission of the LSCRPA is to ensure a high protec-
tion level of consumers in Lithuania through building of 
the consumer rights protection system aligned with EU 
law (State Consumer Rights Protection Authority, 2024).

Figure 1. Applications received by the LSCRPA from the period 2014–2022
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Nevertheless, the Public Audit Report “Does the Pro-
tection of Consumer Rights Ensured? of the National 
Audit Office of Lithuania of 16 July 2019 states that the 
coordination of the implementation of the consumer 
rights protection policy is insufficient and does not ad-
equately ensure that the institutions take effective meas-
ures to protect consumer rights (National Audit Office 
of Lithuania, 2019). 

Figure 1 shows the apparent increase in the number 
of applications of violated consumer rights is consistent 
every year. For example, in 2022 the LSCRPA was ap-
proached 46 575 times concerning possible violations of 
consumer rights, information on consumer rights pro-
tection, non-food product market surveillance, or super-
vision of tourism service providers; in 2021 were 42 212, 
2020 – 34 914, 2019 – 31 126, 2018 – 27 573 consumers 
applications, and etc. Frome the period of 2014 – 2022, 
consumers applied to the LSCRPA 259 176 times. Ap-
plications to the LSCRPA were requested to deal with 
a wide range of issues, including disputes between con-
sumers and businesses, as well as information or clari-
fication on consumer protection, non-food market sur-
veillance and supervision of tourism service providers.

Analysing the provided data (see Figure 1), including 
the number of examined consumers complaints to the 
LSCRPA, several insights can be made:

1.	 Steady increase in consumer concerns and ap-
plications. There is a clear and consistent upward 
trend in the number of times the LSCRPA was ap-
proached concerning possible violations of con-
sumer rights. This suggests a growing awareness 
among consumers of their rights and a willing-
ness to seek help or information, possibly driven 
by increased consumer activism, the impact of 
digital platforms in spreading awareness, or a real 
increase in issues encountered by consumers. 

2.	 Rising workload for the LSCRPA. This growing 
demand for the LSCRPA’s services underscores 
the need for adequate resources (personnel, fi-
nancial, infrastructure) to effectively handle and 
address consumer concerns and complaints.

3.	 Potential increase in market surveillance activi-
ties. The significant number of applications in 
2022 related to non-food product market surveil-
lance and supervision of tourism service provid-
ers suggests an expansion in the scope of the LS-
CRPA’s activities. It reflects the LSCRPA’s broader 
role in ensuring market fairness and consumer 
safety beyond traditional consumer rights viola-
tions.

4.	 Increased consumer engagement, awareness and 
education. As consumers become more informed 
about their rights and the available avenues for 
redress, they are more likely to approach the LS-
CRPA’s for assistance in defending their rights. 

5.	 Challenges in addressing consumer complaints. 
The empirical data on examined consumer com-
plaints, especially the categories of complaints 

that were suspended, refused, or referred to other 
institutions, may indicate challenges in effectively 
resolving consumer disputes. This could be due 
to various factors, including complex legal frame-
works, the need for specialized knowledge to ad-
dress certain types of complaints, or resource 
limitations.

6.	 Need for enhanced cooperation and coordination. 
The practice of referring complaints to institu-
tions with the authority to resolve specific issues 
suggests a need for enhanced cooperation and co-
ordination among different regulatory bodies and 
institutions. Effective collaboration could lead to 
more efficient resolution of consumer complaints 
and better protection of consumer rights.

7.	 Impact of digitalization on the business market. 
Online shopping, international tourism, and dig-
ital services pose new challenges for consumer 
protection authorities, necessitating adaptation 
to effectively address these evolving consumer is-
sues.

Overall, the empirical data reflects a positive trend 
in consumer activism and awareness, alongside high-
lighting the challenges faced by the LSCRPA in manag-
ing the increased volume and complexity of consumer 
complaints and applications. It underscores the impor-
tance of continued efforts to strengthen consumer rights 
protection mechanisms, enhance institutional capacities, 
and foster collaboration among various stakeholders to 
effectively address consumer concerns.

In order to assess the effectiveness of the LSCRPA’s 
activities, it is important to examine the results of the 
handling of complaints. Figure 2 focuses on the trends in 
total complaints received of the LSCRPA’s and the cases 
that were suspended or refused to consider, illustrating 
potential institutional challenges from 2014 to 2022. The 
blue line shows the total number of complaints received 
each year, indicating a steady increase over time. The red 
line represents the number of complaints where the pro-
cessing was suspended or refused, which also shows a 
significant increase, especially in the later years. 

This trend highlights growing challenges in managing 
consumer complaints efficiently, possibly due to resource 
constraints, procedural inefficiencies, or increasing com-
plexity in the complaints themselves. 

This overview demonstrates the LSCRPA’s commit-
ment to address consumer grievances and facilitate an 
effective dispute resolution outside the courtroom, re-
flecting an adaptive approach to the increasing volume 
of complaints and a focus on consumer rights protection.

Based on the provided empirical data, several nega-
tive conclusions can be drawn, indicating potential prob-
lems related to consumer complaints or the work of the 
LSCRPA:

1.	 Continuously increasing number of complaints. It 
indicates that the problems related to consumer 
disputes with goods suppliers and service provid-
ers are increasing. This could signal deteriorating 
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product quality, inadequate service provision, or 
improper market regulation.

2.	 Rising number of refusals to consider complaints. 
It could indicate that the LSCRPA faces challenges 
in efficiently managing the flow of complaints. 
This may reflect limited resources, insufficient 
staff competence, or overly complicated proce-
dures.

3.	 Unclear impact of referring complaints to institu-
tions. The process of referring complaints to the 
LSCRPA with the authority to resolve the issues 
raised is important, but the data does not make it 
clear whether this practice effectively contributes 
to dispute resolution. If the referral of complaints 
does not facilitate a quick and fair problem-
solving, this may indicate a lack of coordination 
between institutions or inadequate responsibility 
sharing. 

4.	 Inconsistency in changes. Different annual chang-
es, such as a sudden increase in the number of 
refusals to consider complaints or in the number 
of disputes resolved outside of court, may reveal 
the LSCRPA uneven ability to adapt to challenges 
associated with increasing burdens or changing 
consumer needs and behaviour trends.

5.	 Lack of information. Incomplete data about the 
process and outcomes of complaint handling, 
may indicate a lack of transparency and openness 
about the LSCRPA activities. This could reduce 
consumer trust and complicate the evaluation of 
the LSCRPA performance.

These observations indicate that, although the LS-
CRPA is handling an increasing number of complaints, 
there are questions about its efficiency, transparency, and 
ability to ensure quick and fair resolution of consumer 
problems. Such trends may indicate the need to review 
and improve existing processes, strengthen the institu-
tion’s resources, and promote better collaboration with 
other responsible agencies in the field of consumer rights 
protection.

4. Raising legal awareness and education in the 
field of consumer rights protection as a tool 
of enhancing the role and responsibility of the 
European Consumer Centres Network

The recent studies highlighted significant challenges in 
the protection of consumer rights within the EU, focus-
ing on the limitations of the ECC Network due to its 
reliance on negotiation and its non-binding resolutions 
(Senatore & Di Prisco, 2022). It was identified that while 
the ECC plays a crucial role in assisting consumers with 
cross-border disputes, its effectiveness is constrained by 
the voluntary nature of business cooperation and the 
lack of enforceable authority in its resolutions (European 
Consumer Centres Network, 2022). In response to this 
approach, it is necessary to discuss about the develop-
ment of a comprehensive strategy to address challenges 
related with the strengthening the institutional and legal 
framework on consumer rights protection.

To address the limitation of the ECC Network’s non-
binding resolutions, legislative reforms at the EU level are 
essential. These reforms should grant the ECC Network’s 
authority to issue binding decisions in cross-border con-
sumer disputes, or at minimum, establish a mandatory 
mediation process that requires the participation of busi-
nesses (Thorun & Diels, 2020). This approach would en-
sure that ECC Network’s resolutions have a tangible im-
pact on consumer protection, providing consumers with 
a more effective mechanism for redress in cross-border 
transactions.

The ECC should be empowered to act not only as an 
advisor but also as a legal representative for consumers 
in cross-border disputes. This would involve granting the 
ECC capability to represent consumers in legal actions in 
the trader’s country, thus providing full-scope represen-
tation in consumer protection cases. Such a move would 
require coordination with national legal systems and po-
tentially the establishment of an EU-wide legal frame-
work to facilitate cross-border consumer representation 
(Rösner, A. et al., 2020).

Figure 2. Total complaints received by the LSCRPA
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The effectiveness of the ECC can be significantly 
improved through enhanced cooperation and informa-
tion exchange between the ECC and national consumer 
protection agencies within Member States. This would 
involve the development of integrated databases and in-
formation-sharing platforms to track disputes, share best 
practices, and coordinate efforts in tackling cross-border 
consumer issues. Such collaboration would also facilitate 
a unified approach to addressing systemic issues affecting 
consumers across the EU. 

Leveraging technology and innovation can play a piv-
otal role in enhancing the efficiency and effectiveness of 
the ECC Network’s operations (Thorun & Diels, 2020). 
The development and implementation of advanced On-
line Dispute Resolution [ODR] platforms, AI-driven legal 
assistance tools, and digital consumer education resources 
can streamline dispute resolution processes, reduce re-
sponse times, and improve overall consumer satisfaction.

A comprehensive consumer education campaign is 
critical to empowering consumers in the digital single 
market. The ECC, in collaboration with national con-
sumer protection bodies, should expand its efforts in 
consumer education, focusing on digital literacy, rights 
in cross-border transactions, and the utilization of the 
ECC services. Such initiatives would not only inform 
consumers of their rights but also encourage proactive 
engagement in safeguarding those rights.

The challenges identified in the protection of consum-
er rights in the EU necessitate a multifaceted approach 
to reform and strengthen the ECC Network. By address-
ing the limitations in the ECC Network’s authority and 
operational framework through legislative reforms, en-
hanced legal representation, cooperation, technological 
innovation, and consumer education, the EU can signifi-
cantly improve the protection and enforcement of con-
sumer rights across Member States. Implementing these 
strategies will require concerted efforts from EU institu-
tions, Member States, consumer protection agencies, and 
stakeholders across the EU internal market. Ultimately, 
these reforms will contribute to a more robust, efficient, 
and consumer-friendly environment in the EU, aligning 
with the principles of good governance and ensuring the 
effective protection of consumer rights in the digital age.

5. Conclusions

1.	 The effective implementation of good governance 
principles, as outlined in the Article 41 of the EU 
CoFR, is crucial for enhancing consumer rights pro-
tection. The EU’s regulatory framework, particularly 
through directives and regulations dedicated to con-
sumer protection, embodies the principles of trans-
parency, accountability, fairness, and efficiency. This 
integration ensures that consumer rights are not only 
acknowledged but are actively safeguarded within 
the legislative and administrative practices of the EU, 
highlighting the essential role of good governance in 
the contemporary consumer protection landscape.

2.	 The EU’s institutional framework, including the ECC 
and the LSCRPA, plays a pivotal role in operationaliz-
ing legal guarantees for consumer rights, particularly 
in mediating disputes, enforcing fair trade practices, 
and ensuring product safety. Their activities, under-
pinned by the principles of good governance, dem-
onstrate the significance of institutional efficiency 
in addressing consumer complaints and facilitating 
redressal mechanisms. This underscores the neces-
sity for a robust and responsive institutional reform 
to uphold consumer rights effectively.

3.	 The cooperation between the ECC, national con-
sumer protection agencies, and the European Om-
budsman is a vital in combating bureaucratic obsta-
cles and ensuring the seamless implementation of 
consumer protection measures. Such a partnership 
not only helps in the effective handling of consumer 
complaints, but also strengthens the EU’s commit-
ment to transparency, accountability and fairness in 
consumer affairs. This inter-institutional synergy is 
essential for navigating the complexities of cross-bor-
der transactions and digital marketplaces, ensuring 
that consumer rights are protected across the EU.

4.	 The dynamic nature of the digital marketplace and 
the evolving landscape of consumer transactions ne-
cessitate continuous adaptation and innovation in 
consumer protection mechanisms. The application 
of technology, particularly in dispute resolution and 
complaint handling, alongside proactive consumer 
awareness and education, are critical for enhancing 
the efficiency of consumer rights protection. This ap-
proach aligns with the good governance principle of 
efficiency and underscores the need for the EU’s con-
sumer protection framework to evolve in response to 
new challenges.

5.	 To further enhance consumer protection, there is a 
need for ongoing legal and regulatory reforms that 
not only address current disparities in enforcement 
and redress mechanisms across Member States, but 
also anticipate future challenges in the digital market. 
Such reforms should aim to strengthen the enforce-
ment of good governance principles within consum-
er protection institutions and ensure that consumer 
rights are effectively upheld in all transactions, both 
domestic and cross-border. This entails a comprehen-
sive approach that integrates legal, institutional, and 
technological strategies to build a more resilient and 
consumer-friendly EU internal market.
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