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1. Purpose 

 
This report presents an analysis and summary of responses to the 2025 International 
Consumer Protection and Enforcement Network (ICPEN) Annual Intelligence Survey 
(survey) for the use of ICPEN Consumer Protection Agencies (‘agencies’).  
 
In addition to the responses to the survey, this report includes intelligence from four 
Regional Intelligence Webinars, held between 26 November and 2 December 2024. 
 
This report also includes comparisons with data from the Consumer Sentinel / 
econsumer.gov1 for the period January to December 2024.  
 
The intent of this report is to inform all ICPEN agencies of current and emerging 
consumer protection issues in ICPEN agency nations, along with the current 
enforcement priorities of ICPEN agencies. 
  

 
1econsumer.gov was established by ICPEN to capture complaints from consumers from all ICPEN agency 
countries. 
Consumer Sentinel provides consumer protection agencies across the world access to reports and information 
drawn from consumer complaints from econsumer.gov and other sources. 

https://econsumer.gov/#crnt
https://www.ftc.gov/enforcement/consumer-sentinel-network
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2. Approach  

In this year’s survey agencies were asked to provide answers to three questions 
regarding the most complained about issues in the past year, emerging issues in 
their jurisdiction and their enforcement priorities over the 2025/26 period. The exact 
questions given to agencies, and the approach taken within this paper to analysing 
their response are set out below.  
 
For each question, agencies were asked to provide details of any activity planned by 
their agency (or agencies within their jurisdiction) to understand or tackle the issues.  
 

Question 1: In terms of complaints from members of the public (whether 
received by your own agency or other organisations in your country), what 
were the three most complained about categories/industries and/or issues 
affecting consumers? 

 
In their responses to this question, agencies were asked to include high level terms 
in their response when appropriate234. These terms were then used to categorise the 
issues raised in the responses to question 1. Information gathered in regional 
webinars were included in the analysis of question 1 when appropriate. Answers are 
reported via the number of agencies that identified a category in their response.  
 
Where responses to question 1 of the survey included multiple terms in their answer 
(e.g. highlighting more than one issue, or where issues are multifaceted), all terms 
given are counted in the analysis within this paper. This is because it wasn’t always 
clear what the top complaint types were. This approach also ensures that the 
analysis within this report does not exclude any intelligence regarding complaints.  

Question 2: What consumer protection issues are presently emerging in your 
jurisdiction? 

 
Issues raised in responses were coded and placed into both an issue and sector 
category when appropriate.  
 
For question 2, responses that listed multiple issues were only placed in one 
category. This was to ensure that graphical representations are not misleading. 
Where an agency mentioned additional issues within their response, they have been 
included in the tables in Annex 4 to facilitate joint working.    
 

Question 3: What are the three most important enforcement priorities for your 
agency in the consumer protection area in the coming 2025-2026 ICPEN year? 

 

 
2 Issues: Unfair Contract Terms, Misrepresentation of Price, Misrepresentation of Goods, Misrepresentation of 
Services, Issues Following Purchase (including product safety recalls, warranties, and guarantees, and consumer 
redress for faulty products or services). Note that Scams was added as an issue category during analysis. 
3 Communication/Sales Method: Online, In-Store, Telephone, Social Media, Door-to-door, Print. 
4 Industry: Education, Electricity and Gas, Health, Grocery Products, Accommodation, Construction, Finance, 
Electrical (including home appliances), Telecommunication Service Providers, Transport, Retail (other than the 
industries listed above). 
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Responses to this question fell into two categories of Improving Enforcement 
Activity/Implementation of new consumer legislation and focus on Issues/Sectors. 
Reponses were then coded and categorised when appropriate. 
 
For question 3, responses that listed multiple issues were only placed in one 
category. The response rate to question 3 was lower and including any extra 
comments may have created a misleading impression of agency priorities.  
 
The different approaches taken to analysing the responses to the three questions 
seeks to ensure that the report provides an accurate summary of the responses 
provided, including as much intelligence as possible, whilst ensuring that graphical 
representations are not misleading.  
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3. Executive Summary 

Key Findings 

Participation 

This year’s survey saw an increase in the number of responses. A total of 51 
agencies participated in the survey. 43 agencies responded to the questionnaire and 
8 participated in webinars only5. This is a significant improvement in comparison to 
previous years and represents a 50% increase in comparison to last year, when 34 
agencies provided a response to the survey and/or participated in a webinar. This 
total represents 61% of all (85) ICPEN members and partners. 
 
A lower level of returns from specific regions has created a bias within the analysis 
within this report towards issues in certain regions. For example, European members 
made up 51% of total participants, and thus readers should note this potential bias 
when considering the findings in this report. 
 

  
Figure 1: Participants by region 

 
One additional feature that we have incorporated into this year’s survey report is a 
regional breakdown, to help ICPEN agencies in those regions see what the common 
regional issues are. Regional analysis of some question responses is now included 
in Annex 1.  
 
Agencies should be encouraged to participate in future annual surveys, to 
ensure that the quality of intelligence provided to the network can continue to be 

 
5 17 of the 43 questionnaire respondent agencies also participated in a webinar. These are: Armenia, Australia, 
Botswana, Chile, COMESA, Denmark, France, Hungary, Japan, Latvia, Mexico, New Zealand, Norway, Peru, 
Poland, Portugal, Sweden 
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improved. In particular it would be good to see a higher level of responses from 
Members in regions outside of Europe. 
 

Top consumer concerns 

The responses to questions 1 and 2 provide an overview of the type of complaints 
raised by consumers, and the main issues emerging in each jurisdiction.  
Across the two questions, the following are the top issues: 
 

- Unfair contract terms, subscription traps and cancellation 
- accuracy of pricing and misleading claims about discounts. Agencies 

report that consumers complain that they are charged more than what they 
expected via traders pricing  

- scams and fraud and issues associated with the cost of living 
- issues with contacting traders after a purchase was made, with 

consumers complaining they are unable to access remedies when facing 
this issue. 

- poor product quality and defective goods, particularly from e-commerce 
platforms. 

- issues with the delivery of goods, primarily the non-delivery or late 
delivery of goods. 

 
Cutting across these themes, there are concerns about the digital economy and e-
commerce. This includes the use of dark patterns and AI. Concerns also include the 
use of AI in scams, particularly in how continued improvements in AI tools have 
empowered fraudsters to harm and mislead consumers 
 
Top sectors of concern include finance, transport (both passenger air travel and 
cars), telecommunications, energy and groceries/retail. Gaming continues to be an 
area of concern, particularly with dark patterns within games that are targeted 
towards children, but also wider concerns with in-app purchases. 

 

Agencies across the network continue to focus on improving their 
enforcement work and focus on key sectors.  

This year’s response to question 3 saw an encouraging variety and quality of work 
across the network. Unsurprisingly, the lead focus amongst agencies concerned 
addressing issues in the Digital Economy, especially with AI and Dark Patterns. 
 
Other top priorities included addressing issues with online retail and e-commerce 
platforms, including include precontractual information, basic consumer law 
compliance, false urgency claims, fake reviews and misleading pricing. 
 
Other popular issues included social media marketing and misleading sustainability 
claims. 
 
Operational improvements were also a key focus for agencies, particularly 
improving enforcement mechanisms. Other agencies highlighted efforts to 
collaborate with both domestic and international bodies and he implementation and 
drafting of new consumer rights legislation. 
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Inclusion of econsumer.gov data for the first-time highlight’s issues with e-
commerce and scams. 

 
2023 econsumer.gov data shows that the most complained about category of 
complaint was ‘Online Shopping’. This reflects the findings of this year’s survey, with 
online retail/e-commerce brands making up one of the top three categories in all 
three questions. 
 
Three of the top five categories in econsumer.gov data related to scams or fraud, 
with the most common law violation identified by complaints concerned deception or 
misrepresentation (46%). Scams was also a key issue identified by question 1 of the 
survey with 20% of agencies reporting Scams as the top issue in consumer 
complaints. 
 
Complaints to econsumer.gov reported wire transfer or credit card as the most 
commonly used payment method. However, the average losses per payment 
method was highest for cryptocurrency, with an average loss of $27,800. 
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4. Top issues and sectors in complaints over the past 
year 

For question 1 of the survey, agencies were asked: 
 
“In terms of complaints from members of the public (whether received by your own 
agency or other organisations in your country), what were the three most complained 
about categories/industries and/or issues affecting consumers?” 
 

4.1 Consumer complaints by type 
 

 
Figure 2 2: Number of agencies listing an issue at least once in their answers to question 1 
(Consumer complaints by category) 

Issues following purchase was the most common category, with 32 agencies 
mentioning complaints about delivery and warranties and guarantees. 
 
In comparison to the previous year:  

• The most complained about issue remains as issues following purchase 

• There has been an increase in scam complaints 

• Complaints regarding unfair contract terms have increased 
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4.2 Consumer complaints by issue 

 
Figure 3: Number of agencies listing a type of issue in their response to question 1 (Consumer 
complaints by issue type)  

Contract terms 

The most complained about issue reported to agencies is contract terms, mentioned 
by 29 agencies. Issues include cancellation of contracts, cooling off and right to 
withdraw, auto renewal and subscription traps.  
 
Action taken by agencies includes investigations, review of contract terms, warnings 
and consumer education. Some agencies mentioned use of Alternative Dispute 
Resolution (ADR) and one agency referred to legislative change. In Belgium, there 
are plans to introduce an opt-in regime to replace the current opt-out regime for 
telephone commercial solicitations. It is hoped that this will help to address the issue 
of telephone sales of subscriptions.  

Scams 

Scams, phishing and aggressive sales techniques is the second most complained 
about issue overall, with 25 agencies mentioning this in their returns. Common 
issues include fraudulent and fake web shops, online scams, imposter scams, cold 
calls, telemarketing and tele scams. Bait and switch was also mentioned along with a 
number of agencies highlighting the issue of non-delivery of clothing. Action taken by 
agencies includes investigations, court cases and sector monitoring. Agencies also 
referred to the use of ADR and work to educate consumers. The NCA (Norway) 
mentioned work to develop an accessible guide for consumers. Other agencies 
referred to strategic work such as the issue now being included in the Cyber Security 
Strategy of Finland.  
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Pricing 

21 Agencies listed complaints about pricing.  Common issues include grocery and in-
store pricing, with several agencies commenting that consumers complain about a 
mismatch between the price on the shelf and what they are charged at the till.  
Misleading and fake promotions are also a common cause for complaint. This 
includes supermarkets rotating items which are on offer and overstating the value of 
the discount. Undisclosed charges is also an issue.  
Some agencies commented on excessive pricing. This includes high food pricing, 
excessive school uniform pricing and high increases in construction pricing.  
 

Agency examples – Monitoring and regulating prices 

Agency issue: Pricing 

Action taken by agencies:  

Hungary: GVH operates an online Price Monitoring System (Árfigyelő). This 

facilitates daily price competition and allows consumers to save time and money on 

their daily shopping.  

Estwatini: School uniform suppliers have been investigated to determine if supplier 

agreements were leading to excessively high prices. 

The Dominican Republic: Pro Consumidor made decisions in order to guarantee 

consumers interests in construction, making real estate companies apply a set 

percentage increase and also setting out how this should be applied.  

Fiji: The FCCC has a significant amount of price control and complaints about price 

control violations are common, especially during festive seasons (eg Diwali). The 

agency is looking at how to improve their approach to handling these complaints, 

building capacity with other regulatory agencies and implementing a new case 

management system   

Some agencies mention collaboration with other agencies. The Nordic consumer 
authorities6 have established a Nordic Case Handler Group on consumer issues 
relating to misrepresentation of prices. This group allows case handlers from each of 
the Nordic countries to share insights and experiences with on-going cases and 
assessments and is a forum to coordinate market enforcements against Nordic 
traders. Other agencies mention CPC co-ordination against fraudulent websites.  
 
Other agencies mention investigations and consumer education.  

Delivery  

Complaints about delivery or shipping were the fourth highest category, with 19 
agencies mentioning consumer complaints regarding either non or late delivery of 

 
6 Finland, Iceland, Norway, Sweden and Denmark 
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goods. A number of agencies mention ‘drop shipping’, where the consumer believes 
that the trader has the goods in stock, while in reality, the goods are ordered and 
delivered from abroad.  
 
Action taken or planned by agencies includes a combination of enforcement action, 
warning letters, use of alternative dispute resolution (ADR) and business and 
consumer awareness campaigns. Agencies also mention working with local 
consumer protection organisations and wider engagement such as EU cooperation. 
The ACM is working on a sector-wide strategy to tackle this issue. Note that some 
agencies are tackling the issue of non-delivery under the category of work to combat 
scams.  

Guarantees and warranties 

14 agencies mentioned complaints about problems with faulty goods, challenges in 
exercising warranties, disputes with traders and difficulties making contact with 
traders following purchase.  
 
Costa Rica have undertaken inspections at outlet stores who were failing to offer 
warranties, contrary to consumer protection regulations. They have also introduced a 
training programme to raise awareness and ensure compliance with consumer 
protection regulations.  
 
Other agencies mentioned enforcement activity, issuing fines and advice to 
businesses and consumers. The Finnish Competition and Consumer Authority has 
made suggestions to the EU that consumers who have complained to a trader 
should be able to contact a human to discuss the issue upon request.  
 

Agency example - El Salvador Defensoría del Consumidor 

Agency issue: Suppliers refusing to fulfil guarantees due to a lack of a legal 

document or certificate 

Action taken: The law was amended to prohibit suppliers from refusing to comply 

with a warranty due to loss of the warranty certificate. The law also obliges suppliers 

to keep an electronic or physical record of warranties, and provide consumers with a 

copy when they require it.   

Product safety and quality 

15 agencies mentioned complaints about product safety or quality. Complaints 
include faulty and unsafe goods, non-compliance with standards and product safety 
issues (toys, shoes, detergent and products from outside the region).  
 
Measures commonly taken by agencies include inspections, enforcement and 
product recalls. A number of agencies mentioned efforts to raise consumer and 
business awareness, including advocacy and awareness raising events.  
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Agency example - COMESA Competition Commission 

Agency issue: The supply of unsafe products in the COMESA region which are 

sometimes recalled outside the region but not recalled from COMESA. In other 

instances these products are recalled from one Member State of COMESA but not 

recalled from other Member States 

Action taken: The CCC is planning to develop an online Rapid Alert System for use 

by competent consumer protection authorities in COMESA, to report and alert their 

counterparts in COMESA and members of the public of unsafe products within their 

jurisdiction in real time. The system will also be used as a database for statistics on 

cases of unsafe products in the Region. 

Influencers, social media sales and online reviews 

Four agencies listed complaints about influencers or social media sales in their top 
three. Two agencies referred to complaints about social media advertising. These 
include: 

- Hidden advertisements 
- Adverts directed at children  
- False claims, scams and counterfeit goods 

One agency commented on issues regarding online reviews.  
 
Action taken by agencies includes court cases and influencer guidance.  

Greenwashing and other misleading labelling 

Three agencies mentioned greenwashing complaints. For one agency, this type of 
complaint also included misleading product origin claims.  
 
Action taken includes information to businesses, guidance, warnings, proceedings 
and sanctions.  
 

Agency example - Armenia (geographic origin) 

Agency issue: Products with the label containing the word "Champagne" were 

found in the market, which were not produced in the geographic territory included in 

the geographical indication "Champagne" 

Action taken: In a basis the Comprehensive and Enhanced Partnership Agreement 

between the Republic of Armenia and the European Union and the European Atomic 

Energy Community and their member states, the Republic of Armenia undertook an 

obligation, among others, to protect the geographical indication "Champagne". 

In the result of the conducted analysis, 4 proceedings were initiated against 3 

economic entities that produce alcohol drink labelled as "Champagne" as the 

User1
Highlight
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behaviour might contain features of unfair competition by misleading the public. The 

proceedings are still ongoing. 

Complaints by issue – regional analysis 

Annex 3 - Regional analysis contains pie charts detailing the regional responses. 
Top complaint issues in each region are: 
 

Europe  Delivery (11), scams/phishing/aggressive sales (11), contract 
terms/cancellation/subscriptions (11), pricing (9), 
guarantees/warranties (6), product safety/quality (6) 

South America contract terms/cancellation/ subscriptions (4), 
guarantees/warranties (3), scams/phishing/aggressive sales (2) 

North America pricing (4), delivery (2), contract terms/cancellation/subscriptions 
(3), scams/phishing/aggressive sales (2) 

Australia pricing (4), delivery (2), guarantees/warranties (2) 

Asia contract terms/cancellation/subscriptions (4), 
scams/phishing/aggressive sales (2) 

Africa contract terms/cancellation (2) 

This table shows the top 6 complaint issues for Europe and issues more than one 
agency reported for other regions.  

4.3 Complaints by sector 

 

Figure 4 4: Complaints by sector  
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Finance:  

Finance is the most complained about, with 18 agencies mentioning this as either 
their first, second or third most complained about sector. The high cost of living has 
resulted in more consumers falling into debt, taking out personal loans and using 
credit cards. Common issues include improper or excessive charges, loans, fraud, 
harassment of debtors and other coercive commercial practices.  
 

Example: protecting consumers from financial fraud 

Agency: Colombian SIC  

Action taken: The Directorate of Investigations for Consumer Protection has been 

advancing an important and valuable educational initiative. This is the campaign “I 

informed myself and I take care of my money” (“Me inform y cuido mi dinero”), which 

seeks to empower Colombian consumers with the necessary knowledge to detect 

and avoid financial fraud. Through a comprehensive approach and inter-institutional 

collaboration between different authorities such as the Superintendence of Industry 

and Commerce, the Superintendence of Finance and the Superintendency of 

Companies, this initiative promotes financial education and inclusion, helping citizens 

to make safe and responsible decisions with their money. 

The campaign has been developed through face-to-face workshops, interviews in 

both television and radio, digital campaigns and workshops. It is designed to reach 

those who need it most: those who have the most difficulty accessing information, 

financial education, technological tools and public services, which makes them more 

vulnerable to fraud and scams in digital environments.  

In 2023, the campaign impacted 1,325 people, while in 2024 it reached 1,134 

people. By 2025, it is planned to expand territorial coverage and renew the 

messages to reach a larger population.  

Cars 

This was the second most complained about sector overall, flagged by 16 agencies. 
Complaints in this category mostly relate to used cars. The most common issue 
reported to agencies is second hand vehicles that are faulty or not as described. 
Many agencies report that consumers complain about issues with warranties or 
guarantees not being honoured. Misleading descriptions commonly include false 
mileage claims. Car sharing and false electric car range claims are other reported 
issues.  
 
Action being taken by agencies includes onsite inspections and enforcement. In 
Ireland, the CCPC has taken a number of successful cases, including prosecuting a 
trader for knowingly selling a dangerous vehicle without informing the consumer. In 
Singapore, the Consumers Association of Singapore (“CASE”) has formed a working 
committee to address issues relating to car-sharing. 
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Many agencies mention work to educate consumers about what to look out for when 
purchasing a second hand vehicle. This includes publicising the outcomes of cases 
and also use of social media.  

e-commerce 

Although e-commerce has been counted as a sector, this a cross-cutting category, 
with many of the other sectors using e-commerce sales methods. Of the agencies 
who specifically mentioned e-commerce, common issues include fraud, delivery, 
cooling off periods, price marketing and online reviews.  
 
Some agencies provided the scale of the level of complaints they received in 2024 
which related to e-commerce: 

- Hungary (NGM) - Approximately 8000 complaints have been received 
regarding e-commerce (about 30% of all complaints), usually with an amount 
of damage of HUF 20.000-80.000 (USD 52-208) per person. 

- Norway: In 2024, 923 (17% of the total) complaints received by the NCA 
concerned e-commerce and retail (online). This made up the largest group of 
complaints 

- Canada: non-pricing related online misleading advertising (20% of total 
complaints received). These are complaints about e-commerce where 
misleading non-pricing related promotions were carried out via online 
message 

 
Agencies are targeting e-commerce using a variety of actions. This includes 
enforcement action, sweeps, monitoring and inspections and other surveillance. 
 
A number of agencies referred to working with others to target e-commerce issues. 
For example, 

- EU co-ordinated action 
- In Singapore, to address the issue of electrical items commonly purchased 

from e-marketplaces, CASE has onboarded two of Singapore's largest e-
commerce platforms, Shopee and Lazada in their dispute management 
framework. This displays the platforms' commitment to fair trading and 
increases consumers' confidence, when shopping on their platform. 

- The Nordic Case Handler Group mentioned in the pricing category above. 
 
A number of agencies referred to education and outreach campaigns:  
 

Agency example - Education and outreach campaigns targeting e-commerce 

issues (Norway, Canada and Peru) 

Agency issue: e-commerce 

Action taken: 

The NCA aim to develop an easily accessible guide on the strict legal requirements 

that apply to e-commerce and subscription sales, providing concrete answers on 

what businesses need to do to comply with the law. In 2024, we have initiated the 
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work on such a guide, and we aim to have it completed and easily accessible on the 

Consumer Authority's website by the end of 2025. 

In Canada, the Bureau will continue to educate the public about online commerce 

risks by raising fraud awareness. For example, as part of the upcoming annual Fraud 

Prevention Month campaign that Canada will observe in March, the Bureau’s theme 

of the campaign will be educating the public on issues like deceptive telemarketing, 

fake reviews, AI-generated fraud, and fake websites. The Bureau will be releasing a 

new public alert on “Telemarketing Service Scams”, speaking to how advanced 

technology is being utilized to spoof caller identification and location to impersonate 

legitimate provider companies with so-called “special deals” or offers. 

Indecopi actively provides consumers with guidance on safe online shopping within 

the framework of electronic commerce. As part of these efforts, Indecopi has issued 

recommendations during major online shopping events such as CyberWow and 

Black Friday  

Home appliances 

15 agencies mentioned complaints regarding home appliances. These include 
concerns relating to warranties, misleading statements, failure to supply and faulty 
goods.  
 
To target these issues, agencies refer to investigations into various issues, industry 
and consumer engagement; industry reports into key sectors; and proactive 
detection through monitoring, sweeps, inspections and industry engagement. 

Telecoms 

Telecoms is also a common cause for complaint, with 15 agencies mentioning this 
sector. Common issues include telecoms subscriptions and telemarketing of 
contracts.  

Clothing and footwear 

Eight agencies highlighted complaints about clothing or footwear. The most common 
issue within this category is non delivery or failure to supply to agreed terms. Other 
agencies mention complaints about not being able to cancel, pricing and misleading 
marketing and faulty products.  

Holidays and travel 

Eight agencies highlighted complaints about holidays and travel. Common consumer 
concerns include contractual disputes, termination fees, cancellation, passenger 
rights and misleading advertisements.  

Airlines 

Seven agencies mentioned complaints regarding aviation. Particular consumer 
concerns include lost items, delays, cancellation and failure to provide 
compensation.  
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Construction/housebuilding 

Common complaints about construction and housebuilding include the standard of 
construction, pricing and unfair contract terms  

Mobile phones 

Six agencies referred to mobile phone complaints, with issues mainly relating to 
faulty goods and warranties.  

Energy 

Telemarketing of contracts, power outages and billing were the main type of 
consumer complaints relating to the energy sector.  

Retail and department stores 

Four agencies mentioned complaints relating to retail, including misrepresentation of 
grocery products.  

Housing 

Three agencies reported complaints about housing. These include unfair rental fees 
and residential scams.  

Fitness centres or sport and leisure facilities 

Two agencies mentioned sport and leisure complaints with one of the agencies 
referring to unfair gym contract terms.  

Food products 

Complaints about food products were top for two agencies, with one referring to the 
technical specification of a specific food product.  

Parking 

Complaints about parking include incorrect marking, unfair fines, rejecting complaints 
and phishing. 

Miscellaneous 

The miscellaneous category includes three complaints which could not be assigned 
to a sector as no detail was provided. In addition, one agency referred to a specific 
issue with pre school descriptions and standards which did not fit in any of the other 
categories.  

Complaints by sector – regional analysis  

The pie charts included in Annex 1 provide a breakdown of the regional responses 
for complaints received by sector. Top categories by region: 
 

Europe:  
 

finance (7), used cars (7), e-commerce (7), clothing and 
footwear (6), telecoms (4), airlines (4), 
construction/housebuilding (4) 

South America: finance (5), telecoms (5), mobile phones (2), e-commerce (2), 
home appliances (2) 

North America: finance (3), telecoms (3), e-commerce (3), used cars (2), retail 
and department stores (2) 
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Australia: used cars (2) 

Asia: e-commerce (3), home appliances (2), holidays/travel (2) 

Africa: home appliances (3), mobile phones (2) 
Figure 5: Table shows top 7 complaint sectors for Europe and sectors more than one agency reported 
for other regions 

3.4 Sales methods: 
The most complained about sales methods are:  

• Online (37 agencies),  

• In-store (17 agencies),  

• telephone (9 agencies).  
 

In many cases, agencies either didn’t state the sales method or it wasn’t clear. 

3.5 e-consumer.gov statistics 

 

Top complaint categories: 
 

- Online Shopping  
- Business Imposters 
- Miscellaneous investments & Investment 

Advice 
- Vacation & Travel 
- Job Scams & Employment Agencies 

Top 10 law violations: 
 

- Deception/misrepresentation (57%) 
- Never received the merchandise (16%) 

 

Top contact methods: 
 

- Website or app (57.2%) 
- Social media (21.8%) 
- E-mail (9.1%) 

 

Top payment methods: 
 

- credit card (58%) 
- bank transfer (13%) 
- cryptocurrency (9%) 
- debit card (6%) 
- Wire transfer (4.9%) 
- Payment app/service (4.5%) 
- Gift card (1.9%) 
- cash (1.7%) 
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5. Top emerging issues and sectors 

 
For question 2 of the survey agencies were asked: 
 
What consumer protection issues are presently emerging in your jurisdiction? 
 

5.1 Emerging Consumer protection issues 
 
The graphs below show the number of agencies that listed an issue in their answers 
to question 2. 
 

 
Figure 6: Emerging consumer protection issues by category 

Misrepresentation of price was the highest identified emerging category. Issues 
relating to pricing was reported by 24 agencies. This is a significant increase since 
last year,  
  
Other comparisons to the previous year:  

• Scams and contractual issues continue to be top emerging issues. 

• This year has seen an increase of issues following purchase such as 
guarantees and warranties, delivery and product safety.  

• Cost of living has not featured as a top emerging issue within this year’s 
categorisation. 
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Figure 7: emerging consumer protection issues by type 

Pricing 

Issues relating to pricing was the top emerging issue, reported by 24 agencies.  
A significant proportion identified misleading conduct in relation to pricing 
promotions, discounts and fake reductions in the retail and groceries sectors. 
The Irish CCPC specifically highlighted the issue of promotions coinciding with 
holiday sales periods such as Christmas and Black Friday. 
 

Agency example – Price monitoring 

Agency issue: Fake reductions on product prices  

Action taken: The Greek Ministry of Development followed the work of the EU e-

LAB team of the European Commission (DG Justice and Consumers) that provided 

a digital price monitoring tool to inspect misleading price reduction announcements. 

With the aid of this Commission price monitoring tool, the agency was in a position to 

inspect misleading price reduction announcements (the so-called ‘fake sales’), 

enforcing successfully the new rules of Directive 2019/2161/EU regarding the 

indication of price discounts. In this context, during the second half of 2024, the 

Greek Ministry of Development imposed significant penalties to non-compliant 

traders. These inspections will continue in the course of 2025.  This enabled 

successfully enforcing the new rules of Directive 2019/2161/EU regarding the 

indication of price discounts and imposing significant penalties to non-compliant 

traders.   
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A few agencies identified pricing issues relating to digital practices such as dynamic 
pricing strategies in the entertainment/ticketing sector and use of virtual currency 
in online gaming. 
 
Further issues identified include usurious prices (charging an unreasonably high 
interest rate), abnormal profits, misleading exchange rate conversions, dual pricing 
and price increases following the contract agreement.  

Scams 

Fraud, phishing and fake websites were the second highest emerging issue 
identified by 18 agencies.   
 
Amongst these, financial / banking fraud was identified by 7 agencies which 
include investment scams and fraudulent account transactions.  
 
Agencies also reported an increase in fraud through the integration of digital tools 
such as artificial intelligence which are more sophisticated and challenging for 
consumers to detect. Scams identified include imposter scams such as spoofing 
and phishing, and fake websites. Other emerging issues identified include 
fraudulent sellers operating on social media platforms and unregulated online 
marketplaces.   
 
Many agencies highlighted the difficulty in tackling fraud through digital platforms 
noting cross border issue where many scammers operate outside the power of the 
authority.  
 
In addition to scams, 5 agencies reported aggressive/coercive commercial 
methods as an emerging issue targeting vulnerable consumers in the 
telecommunications, finance and energy sectors. 
 

Unfair contract terms, cancellations and subscriptions 

The third highest emerging issue identified by 14 agencies is unfair contract terms, 
cancellations and subscriptions. 
 
Subscription traps mentioned by agencies included both misleading free trials that 
roll over into paid subscriptions and issues cancelling subscriptions. New Zealand 
also highlighted other emerging aspects of subscription products, including drip 
pricing, auto-renewal, and pre-selecting a subscription product that is more 
advantageous to the business. 
 
A few agencies raised concern with unfair contract terms relating to unilateral 
change clauses and traders absolving themselves from liability. In addition to 
traders not providing contact information restricting the application of the governing 
law in the dispute settlement to a foreign law. 
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Digital strategies 

Digital strategies were reported as an emerging issue by 13 agencies. These include 
digital platform strategies such as dark patterns (drip pricing, hidden information, 
scarcity and popularity claims) and artificial intelligence (AI) tools. 
 
The New Zealand Commission is interested in technological developments in the AI 
space, and how they relate to the consumer experience. Emerging concerns 
highlighted include: 

• The increasing prevalence of AI customer support chatbots and their 
potential to ‘hallucinate’ and make errors. AI models may have unintended 
bias or create issues for consumers. 

• AI generated product descriptions and images that may mislead about 
products. 

• AI-washing, the concept of using AI to generate hype for a product or service. 
 

Some agencies reported artificial intelligence as an emerging issue both that can 
influence consumer behaviour and also how agencies can utilise AI as tool to 
improve and promote consumer protection.   
 
For example, the French DGCCRF uses artificial intelligence to combat fake 
consumer reviews through a digital tool which analyses data such as the wording of 
the reviews. The DGCCRF has also been working on developing a detection tool of 
dark patterns.  
 
In Korea, the ‘Act on the Consumer Protection in Electronic Commerce’ was recently 
amended to strengthen consumer protection, particularly by regulating Dark 
Commercial Patterns addressing deceptive practices such as hidden subscriptions, 
preselection, drip-pricing, and interrupting cancelling or opting out. Guidance has 
also recently been published on this issue. 
 

Misrepresentation of products 

The issue of false or misleading product information were reported by 9 agencies. 
Issues included altering expiration dates and food labels, false product origin 
claims and misleading information about the quality or condition of a product.  
 

Environmental claims  

Environmental claims were highlighted as an emerging issue by 8 agencies. 
Groceries and clothing were specifically referenced by a few agencies; however, the 
majority were not specific to a sector or product/service.  
 
In France, the DGCCRF is actively working in the EU Council on negotiating the EU 
directive proposal on substantiation and communication of explicit environmental 
claims (the so-called “Green claims” directive). It is expected that this directive 
proposal could be adopted by mid-2025. 
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Trader contact/cross border issues 

Agencies reported the issue of consumers having increased access to webpages 
that do not have a territorial presence. This issue results in agencies being unable 
to apply national law to exercise effective control. Agencies report regulations on 
consumer protection are limited by the principle of territoriality meaning cross-border 
cases escape the powers of the authority.  
 
Agencies also mentioned difficulty where there is no physical location to find or 
contact a trader particularly where purchases have been made through online 
platforms and apps. Colombia specifically highlighted this issue relating to social 
media networks such as Facebook, Instagram and Tiktok, where it is not always 
possible to contact the trader due to publications being easily deleted and profiles 
changed.  
 
Territorial/cross border and trader contact issues were identified as a key 
emerging trend by 7 agencies. These issues were also referenced as supplementary 
points to other issues by agencies for example in relation to on online fraud, product 
quality and safety issues (regulation of imported products). 
 

Guarantees and warranties 

Beyond the top emerging issues, other emerging trends identified by agencies 
include issues following purchase of goods such as failure to provide guarantees 
and warranties rights, failed or delayed delivery and product safety issues, 
particularly products sold on online marketplace (eg. second hand goods and 
overseas purchase platforms). 
 
Other issues include, advertising breaches relating to banned practices such as 
gambling and advertising to children as well as influencer marketing regarding failure 
to disclose paid endorsements. 
 

Miscellaneous 

The miscellaneous category includes mandatory travel apps, mandatory insurance, 
shipping, regulator delay, lack of age verification (online gambling). 
 

Emerging issues by type – regional analysis  

The pie charts included in Annex 3 provide a breakdown of the regional responses 
for emerging consumer protection issues by type. Top categories by region: 
 

Europe:  
 

pricing (18), digital strategies/tools (9), fraud/phishing/fake 
websites (6), environmental claims (6), aggressive sales (3), 
delivery (3), guarantees and warranties (3) 

South America: trader contact/cross border issue (3), aggressive sales (2), 
contract non-compliance/cancellation (2) 

North America: fraud/phishing/fake websites (4), pricing (2), misrepresentation 
of goods (2) 
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Australia: fraud/phishing/fake websites (2), pricing (2), guarantees and 
warranties (2), product safety (2) 

Asia: product safety (2)  

Africa: Fraud/phishing/fake website (3), trader contact/cross border 
issues (2), unfair terms and conditions (2) 

The table above shows top 7 complaint categories for Europe and sectors more than one agency reported for 
other regions. 

 

5.2 Emerging sectors   

 
The graphs below show the number of agencies that highlighted a sector in 
response to question 2. 
 

 
Figure 8: Emerging consumer protection issues by sector 

Online retail  

E-commerce and retail continue to be the top emerging sectors. E-commerce was 
identified by 14 agencies as an emerging sector, predominantly relating to dark 
patterns on e-commerce platforms as well as distance sales issues (website domain 
names/trader contact, and cross border issues outlined above). 
In addition to e-commerce, 10 agencies identified retail as an emerging sector with 
the majority focusing on pricing issues such as promotions/fake discounts. However, 
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it is noted that these pricing issues transfer across both online and instore retail, 3 
agencies explicitly reported in store retail regarding on pack/product pricing as the 
issue.  

Finance 
There has been a significant increase this year in issues reported in the finance and 
banking sector. Finance was the second highest emerging sector identified by 12 
agencies. A high proportion of these relating to banking scams, debt regulation and 
the protection of vulnerable consumers within this market. 
 

Agency example – Financial services 

Agency issue: Vulnerable consumers  

Action taken:  Chile (SERNAC) is participating in drafting the first National Financial 

Inclusion Strategy (ENIF), a government initiative launched in January 2025 by the 

Ministry of Finance, in collaboration with public and private entities. The objective of 

the ENIF is to improve access to and use of financial products and services, 

particularly aimed at those who often face barriers relating to information, 

accessibility and financial literacy. The ENIF will focus on strengthening trust in the 

financial system, improving financial infrastructure, increasing access to financial 

products, and promoting financial inclusion for vulnerable groups. 

Additionally, SERNAC is conducting investigations regarding financial products and 

services, particularly in smaller financial providers, such as companies offering 

advisory and management services for obtaining mortgage loans for housing, as well 

as companies which grant loans to vulnerable consumers, such as older adults and 

homemakers. These efforts aim to prevent abusive practices and ensure 

transparency and fairness in financial services. 

Digital economy 

Artificial intelligence continues to be a growing sector in the digital economy, with 
particular concern relating to fraud. In its response, Israel highlighted many types of 
deception evolve with the rising use of AI, both in relation to product, design, 
transaction conditions and the ability to verity it.  

Groceries 

In the groceries sector agencies reported pricing issues relating to fake promotions, 
loyalty cards, incorrect labelling and altering date labels. 
 

Agency example – Supermarket pricing  

Agency issue: Misleading discounts/sales 
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Action taken: The Australian ACCC continues its program of work which includes a 

formal pricing inquiry following direction from governments, investigations into 

various allegations, including litigation commenced in 2024; and 

engagement/compliance strategies to educate consumers.  

The ACCC has receive additional funding from government to increase enforcement 

activity in the supermarket and retail sectors.   

Additionally, the ACCC has undertaken an internet sweep and collected pricing data 

as part of a proactive strategy to address concerns about misleading 

discounts/sales.  

Travel 

Emerging issues relating to the travel sector include unfair sales practices, unfair 
contract terms, cancellation, mandatory insurance and claim handling.  

Gaming 

Concerns raised relating to online gaming continue to focus on dark patterns and 
in-game purchases, particularly those marketed toward children.  
 
The Swedish Agency identified several issues relating to online games for children. 
These include, monetisation strategies such as hidden marketing, direct exhortations 
to children, gamblification practices7 e.g. lootboxes and wheel of fortunes, time-
limited offers, and issues with the use of virtual currency (e.g., lack of price 
information and problematic bundles).  
 
 

Agency example – Skin gambling in online gaming 

Agency issue: Skin gambling is where a player takes the skin (the cosmetic item) 

obtained through playing the game or purchasing a loot box, with real world money, 

and places bets with it on special third-party gambling sites. The player is here 

allowed to use the value of the cosmetic item to gamble in online casinos. These 

third-party casinos do not conduct any age verification.  

Action taken: At the end of 2024, the NCA started a cooperation with the Norwegian 

Gambling and Foundation Authority and the Norwegian Media Authority to look 

closer at consumer issues in the interplay between gaming and gambling. Here, skin 

gambling is one of the consumer issues that are discussed and debated. This 

cooperation is continued and strengthened in 2025. 

 
7 Gamblification refers to the use of gambling mechanisms in non-gambling games.  
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Energy 

Emerging concerns relating to the energy sector include pressure selling, energy and 
fuel quality and abnormal pricing.  

Marketplaces online and social media  

Agencies reported fraudulent sellers operating on social media platforms and 
unregulated online marketplaces with consumer received counterfeit goods, poor 
quality items or do not receive purchase at all.  Other issues reported include traders 
failing to provide dispute resolution mechanisms and not indicating supplier contact 
information.  
 

Agency example – Marketplaces within retail platforms 

Agency issue: Product safety 

Action taken: SERNAC is working with other regulatory authorities, in the 

framework of the National Product Safety Working Group, to make a diagnosis of the 

current status of different agreements between authorities and the main 

marketplaces in our country, as it is Mercado Libre, to better understand its 

interactions and the measures taken to prevent unsafe products on its platform. 

Same work is being carried on inside the Consumers Safety and Health Network of 

OAS, where Chile (SERNAC) is the current pro-tempore Presidency of the 

Management Committee, through two working groups created that will be working 

during 2025: the Public-Private Cooperation Working Group, and the Digital 

Environment and Product Safety Working Group. 

 

Used cars 

Four agencies reported concerns about used cars as an emerging issue. 

Online Platforms 

Three agencies reported concerns about online platforms, including unfair terms and 
practices, as an emerging issue.  

Telecommunications 

Emerging concerns within the telecommunications sector include aggressive sales 
practices and scams.  

Entertainment 

Two agencies reported emerging concerns within the entertainment sector. These 
concerns relate to dynamic ticket pricing and refunds.  
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Construction 

One agency reported emerging concerns relating to the construction sector, as both 
their first and third emerging issue. Issues in the sector include price prepayment 
losses and contract issues.  

Electronics and Appliances 

Emerging concerns in this sector relate to guarantees and warranties.  

Transport 

Concerns in this sector relate to shipping and ride hailing.  

Other 

The following sectors were flagged by one agency as their top emerging issue: 
- Gambling 
- Employment 
- Delivery 
- Cosmetics 
- Broadcasting and cable TV 
- Borehole drilling 

 
The following sectors were flagged by one agency as their second or third emerging 
issue (these are shown on the graph as ‘other’): 

- Aesthetic procedures 
- Recycling schemes 
- Digital broadcasting platforms 
- Fashion 
- Real estate 
- Doorstop sales 
- Postal services 

Emerging issues by sector – regional analysis 

The pie charts included in Annex 3 provide a breakdown of the regional responses 
for emerging consumer protection issues by sector. Top sectors by region: 
 

Europe:  
 

retail (8), e-commerce (7), gaming (6), energy (5), finance (4), 
travel (4), digital practices/tools (3) 

South America: e-commerce (4), finance (3), online and social media 
marketplaces (2) 

Australia: digital practices/tools (2), groceries (2) 

Asia: construction (2)  

Africa: finance (2) 
The table above shows top 7 complaint sectors for Europe and sectors more than one agency reported for other 
regions. 
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6. Enforcement priorities for 2025/26 

6.1 Summary 
For question 3 of the survey, agencies were asked: 
 
Question 3: What are the three most important enforcement priorities for your 
agency in the consumer protection area in the coming 2025-2026 ICPEN year? 
 

6.2 Issue/sector based priorities 

 
Figure shows the number of mentions of a priority in their answer to question 3 of the 
survey. 
 

 
Figure 9: Agency enforcement priorities by sector/issue 

The most common agency priorities have changed in comparison with last year. In 
2024, online retail, financial issues and environmental claims were the top 
priorities.  
 
Notable changes from last year’s survey include a rise in prioritisation around the 
digital economy (and in particular AI), improving enforcement and travel.   
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Issues in the digital economy (including AI, Algorithmic Profiling, 
dark patterns and Crypto Currencies) 

 
The most common priority for agencies was addressing issues within the Digital 
Economy. This includes surveillance of emerging sectors and technology that may 
result in consumer rights issues including AI, Crypto Currencies and Algorithmic 
Profiling. 
 

Agency example – AI  

Agency issue: Exploring the impact of AI on consumers  

Action taken:  

The Hungarian GVH has launched a market analysis on the impact of AI to explore 

the future risk of AI. They also note that they have launched an investigation into 

Microsoft for not informing users of features of an AI tool integrated into its search 

engine.  

Korea published a Policy Report on "Generative AI and Competition” in addition to 

recently amending the ‘Act on the Consumer Protection in Electronic Commerce’ to 

strengthen consumer protection, particularly by regulating Dark Commercial Patterns 

Within this category, several agencies are prioritising the issue of fairness in the 
digital economy and dark patterns which impede consumers ability to make 
informed decisions.  
 
Addressing dark patterns appeared as a priority both as an individual issue as well 
as a sub-issue in other priorities. Addressing dark patterns on e-commerce 
platforms and online marketplaces, was a particularly popular priority.  
 
The Netherlands Authority for Consumers and Markets (ACM) reports that they are 
developing means of automated detection of dark patterns on traders’ websites as 
part of efforts to enforce updated guidance for the protection of online consumers8. 
 
The Norwegian Consumer Agency also identifies focusing on misleading marketing 
and terms and conditions in the digital economy as well as targeted marketing 
towards children. 
 
This category includes online platforms, with Chile prioritising issues with streaming 
services, with concerns including the unilateral modification of terms and conditions 
and undue charges.  
 

 
8 ACM publishes update to the rules regarding online deception | ACM.nl 

https://www.acm.nl/en/publications/acm-publishes-update-rules-regarding-online-deception
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The Norwegian Consumer Authority for 2025 are prioritising enforcing the marketing 
and terms and conditions in the digital economy and with digital products and 
services that can challenge consumer protection going forward, with a special focus 
on the protection of children and youth. The agency note that digital services and 
social media, including platforms, will be an important area for the NCA in 2025, 
since many different consumer issues are apparent on different platforms, social 
media, digital services, and content, etc.  

Online retail and e-commerce 

Online retail was another key priority for agencies. Areas of focus within this 
category include contractual concerns, misleading sales practices, misleading pricing 
and issues following purchase. 
 
Contractual concerns include precontractual information, subscriptions and 
cancellation rights.  
 
Misleading sales practices include fake reviews, misleading advertisements, false 
urgency claims, misleading pricing and hidden fees. 
 
Issues following purchase include non-delivery of goods, counterfeit goods and 
fraudulent sellers. A number of agencies mention that they are prioritising issues 
around returns and cancellation. This includes, warranties and cancellation rights, 
unclear return policies and difficulties in obtaining refunds and Customer service and 
difficulties contacting retailers 
 
The Greek Ministry of Development highlights the efficient use of digital tools to 
investigate online retailers. They highlight the use of DG JUST of the European 
Commission to enforce price indication legislation. 
 

Agency example – Tackling e-commerce concerns in Korea 

Agency issue: Product safety  

Action taken: Korea highlights that the KFTC and KCA have recently signed the 

“Product Safety and Dispute Resolution Pledge” with 4 online second-hand 

marketplaces. This is to prevent hazardous goods being sold on second hand 

marketplaces, due to gaps in consumer law protections for consumer-to-consumer 

sales. The pledge aims to block the sale of hazardous products, but also form 

solutions for redress within second hand marketplaces. 

Finance  

Eleven agencies are prioritising issues relating to the finance sector. The majority of 
agencies prioritising finance are looking at issues relating to loan providers and debt 
collection. Other topics being prioritised by agencies are financial scams, insurance 
and cost of living.  
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Pricing 

Pricing is another popular area of focus, with agencies prioritising similar issues to 
those highlighted in the analysis of questions 1 and 2. These include price 
transparency, price reductions or offers and grocery pricing.  
Planned action includes potential enforcement and prosecution cases, retailer 
inspections and the introduction of new regulatory practices.  
 
In 2022, new rules on price reductions were introduced in the EU. The 
announcement of a price reduction shall now indicate the prior price applied by the 
trader 30 days prior to the price reduction. The Swedish Consumer Agency has 
conducted a lot of work. For example, enforcement action, publishing guidance and 
speaking with industry to ensure compliance with the new rule. However, an 
investigation in January 2025 showed that 4 out of 10 traders do not comply with the 
new provision. 
 

Agency example – Addressing price transparency  

Agency issue: Concerns regarding a major supermarket chain, Tesco  

Action taken: The CCPC was successful in its case against Tesco. Tesco was 

found guilty of breaching price transparency legislation by failing to display unit 

pricing as part of promotional displays.9   

Product safety 

Product safety is an area of focus. In particular this is an area of focus in the region 
of Africa. COMESA plan to implement a rapid alert system (mentioned in the Q1 
analysis). In Indonesia INAMS, a web-based information system has been 
developed that streamlines national market surveillance coordination and 
strengthens inter-agency collaboration in these efforts. Other agencies also plan to 
enhance market surveillance. 

Environmental and product origin claims  

Responses to question 3 of the survey also saw a significant number of agencies 
identify promoting sustainability as one of their top priorities. This was primarily 
identified as being through addressing misleading environmental claims and 
promoting sustainable consumption,  
 
Agencies identify that making sustainability claims has become a marketing tool for 
traders and can influence the decisions of consumers who are looking to make more 
sustainable purchasing decisions. They identify a concern that consumers are 
unable to differentiate between misleading and legitimate claims, and therefore a 
need to prioritise enforcement against traders who make misleading claims.  
 

 
9 Tesco Ireland pleads guilty to failing to correctly display Clubcard prices - CCPC Business 

https://www.ccpc.ie/business/tesco-ireland-pleads-guilty-to-failing-to-correctly-display-clubcard-prices/#:~:text=This%20morning%20Tesco%20Ireland%20Limited%20pleaded%20guilty%20to,holders.%20Judge%20Anthony%20Halpin%20applied%20the%20Probation%20Act.
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The Netherlands ACM points to its efforts to improve its enforcement of misleading 
sustainability claims through renewed guidelines on sustainability claims10 as well as 
a recently published study on consumers’ perception of environmental claims11.  
 
Product origin claims are also an area of concern. In Belgium as part of a broader 
campaign in the agricultural and food distribution sector, the economic inspection 
has planned inspections concerning the correct labelling of food products, as well as 
the information about the origin of the product and the use of a variety of labels. 

Social media (influencer) marketing 

Social Media Marketing was another popular priority or sub-priority for agencies. The 
primary focus of these responses concerned consumers being misled by influencers 
due to undisclosed sponsorship arrangements.  
 

Agency example – Investigating social media marketing in the Republic of 

Ireland 

Approach taken: 2022 Survey on the disclosure of paid advertisements by social 

media influencers.12 

Survey findings: 66% of consumers had purchased a product as a result of a 

recommendation by an influencer, of which 24% felt they were misled. To address 

these issues the agency has published guidance13 to influencers and is currently 

monitoring compliance 

Other agency priorities 

Other agency priorities include: 

• Telecoms 

• Travel/aviation 

• Vulnerable consumers/cost of living 

• Gaming 

• Misleading information 

• Retail 

• Waste 

• Delivery 

• Energy 

• Cartels 

• Connected driving  

• Cross border trade 

• Contract terms  

• Warranties/ guarantees
 
Agencies are planning a variety of actions to address the issues found in these 
sectors. The most common planned actions are market surveillance and 
enforcement cases.  
 
In the telecoms sector, SERNAC are taking action. In 2024 SERNAC worked on the 
issue of disruptions in television services (cable and satellite) and undue charges for 
roaming services for travels to Argentina in mobile telephones. For 2025 Sernac is 
planning to focus on disruptions in internet services and to continue working on 

 
10 Guidelines sustainability claims | ACM.nl 
11 Study consumers’ perceptions of sustainability claims | ACM.nl 
12 CCPC influencer marketing research - CCPC Business 
13 Guidance on influencer advertising and marketing - CCPC Business 

https://www.acm.nl/en/publications/guidelines-sustainability-claims
https://www.acm.nl/en/publications/study-consumers-perceptions-sustainability-claims
https://www.ccpc.ie/business/research/market-research/ccpc-online-behaviour-influencer-marketing-research/
https://www.ccpc.ie/business/help-for-business/guidelines-for-business/influencer-advertising-and-marketing/
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undue charges for roaming services for travels to Argentina and Brazil. SERNAC is 
planning to use all its collective enforcement mechanisms such as class actions and 
"Voluntary Compensatory Procedures" in order to obtain compensations for affected 
consumers and restitutions due to undue charges. 
 
To address consumer issues in the travel sector, Indecopi has updated the 
interactive guide "Check Your Taxi", which provides information on 14 taxi 
applications in Peru, including fares, registration requirements, and safety measures 
for users and drivers. This tool allows users to verify background checks, fine 
records, and complaint mechanisms, promoting a safer and more transparent 
service14. 
 
Indecopi has also developed three consumer guidance infographics, known as 
"Indecotips", providing recommendations on: 

• Air transportation: Passenger rights in air transport15  

• Land transportation: Rights of interprovincial land transport passengers16  

• Water transportation: Rights of users of water transport services, with the 
Itaya River in Iquitos as a reference17 

 
In the Education Sector, to protect the rights of students and parents, Indecopi 
launched the "Back to School" campaign, an initiative aimed at ensuring that private 
schools comply with their obligations and provide clear information on financial 
conditions. This campaign promotes transparency in tuition fees, payment 
schedules, the purchase of school supplies and uniforms, the textbook selection 
process, and measures for school coexistence18.  
 
Additionally, Indecopi has published the "Check Your School 2025" Guide (Checa tu 
Cole 2025), a resource aimed at students, parents, guardians, and caretakers to 
inform them about the obligations private schools must fulfil at the beginning of the 
school year. This guide seeks to prevent potential violations of students' rights, 
promote transparency in education, and ensure compliance with current 
regulations.19  
 
In Greece, the law protecting minors has been updated. The law now includes 
concrete provisions to enhance the protection of minors, particularly from exposure 
to products that may lead them to the risk of sexual exploitation or addiction to 
computer games. The Greek General Directorate for Market and Consumer 
Protection plans to update the content of the educational program “Young 
Consumers: Basic rights” (a series of lectures in schools around the broader Attica 
region aimed at informing and educating primary and secondary school students in 
relation to their basic consumer rights).  

 
14 https://www.gob.pe/institucion/indecopi/noticias/908733-el-indecopi-presenta-version-actualizada-de-la-guia-
interactiva-checa-tu-taxi-para-usuarios-de-este-servicio-por-aplicacion  
15 https://www.gob.pe/institucion/indecopi/informes-publicaciones/5719990-indecotip-derechos-de-los-pasajeros-
en-el-transporte-aereo 
16 https://www.gob.pe/institucion/indecopi/noticias/979221-el-indecopi-promueve-los-derechos-de-los-pasajeros-
de-transporte-terrestre-interprovincial  
17 https://www.gob.pe/institucion/indecopi/noticias/1003120-indecopi-promueve-los-derechos-de-los-usuarios-
del-servicio-de-transporte-acuatico-teniendo-como-escenario-el-rio-itaya-en-iquitos  
18 https://www.gob.pe/institucion/indecopi/campa%C3%B1as/19875-de-vuelta-al-cole-2024 
19 https://www.gob.pe/institucion/indecopi/informes-publicaciones/6239819-checa-tu-cole 

https://www.gob.pe/institucion/indecopi/noticias/908733-el-indecopi-presenta-version-actualizada-de-la-guia-interactiva-checa-tu-taxi-para-usuarios-de-este-servicio-por-aplicacion
https://www.gob.pe/institucion/indecopi/noticias/908733-el-indecopi-presenta-version-actualizada-de-la-guia-interactiva-checa-tu-taxi-para-usuarios-de-este-servicio-por-aplicacion
https://www.gob.pe/institucion/indecopi/informes-publicaciones/5719990-indecotip-derechos-de-los-pasajeros-en-el-transporte-aereo
https://www.gob.pe/institucion/indecopi/informes-publicaciones/5719990-indecotip-derechos-de-los-pasajeros-en-el-transporte-aereo
https://www.gob.pe/institucion/indecopi/noticias/979221-el-indecopi-promueve-los-derechos-de-los-pasajeros-de-transporte-terrestre-interprovincial
https://www.gob.pe/institucion/indecopi/noticias/979221-el-indecopi-promueve-los-derechos-de-los-pasajeros-de-transporte-terrestre-interprovincial
https://www.gob.pe/institucion/indecopi/noticias/1003120-indecopi-promueve-los-derechos-de-los-usuarios-del-servicio-de-transporte-acuatico-teniendo-como-escenario-el-rio-itaya-en-iquitos
https://www.gob.pe/institucion/indecopi/noticias/1003120-indecopi-promueve-los-derechos-de-los-usuarios-del-servicio-de-transporte-acuatico-teniendo-como-escenario-el-rio-itaya-en-iquitos
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6.3 Enforcement priorities  

 
Figure 10: Agency enforcement priorities by type of action 

Enhancing enforcement 

Nine agencies have identified the need to make improvements to their body’s 
enforcement capabilities as a top priority. This includes enhancing market 
surveillance and business inspections, both online and on the ground.  
 
Agencies also mention making use of the tools they have access to. In Greece, this 
involves using tools provided by DG JUST of the European Commission to all 
authorities that are part of the CPC (Consumer Protection Cooperation) network 
either for the monitoring of online prices (price reduction/monitoring tool) or in order 
to help authorities investigate online malpractices of traders in a safe and efficient 
manner.   
 
Within this area, agencies also mention the need to strengthen cross-border 
enforcement to combat fraudulent e-commerce practices. 
 
Agencies also mention the need to improve consumer awareness via campaigns and 
collaborating with other agencies.  

New legislation or guidance  

Eight agencies mention plans to draft or implement new legislation or guidance as a 
top agency priority. This includes plans for: 

- Implementing new consumer protection laws in Vietnam 
- Enhancing laws that protect consumers from misleading and deceptive 

conduct in Papua New Guinea 
- Reviewing the Digital Services and Digital Markets Acts in Germany 
- Continuing to improve consumer protection powers in Armenia 
- Establishing a basis for conducting surveys on the status of consumer policy 

establishment in Korea 

0 5 10

Apply administrative monetary fines

Improving data analysis

Improving redress

Reinforcing existing legislation

Complaints monitoring

Increase agency staff

Promote regional convergence

Collaboration (both across ICPEN network…

Education and awareness
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- Clarifying the Competition Protection Commission (CPC) of the Republic of 
Armenia’s role as the central authority for the public protection of consumer 
interests 

- Enforcing the Norwegian Transparency Act 

Education and awareness 

Throughout their responses, agencies have mentioned the need to work to educate 
consumers and businesses and raise awareness. Six agencies highlighted this as a 
top agency priority for the year ahead.  
 
In Barbados, this includes plans for: 

• Outreach programmes and Public Awareness campaigns; 
• Essay and Speech Competitions in schools; 
• Social Media Campaigns; 
• Webinars; and 
• In-house training for businesses 

 
In Armenia, CPC RA intends to consider the possibility of including an educational 
subject for consumers in schools and public educational institutions. In order to 
increase consumer awareness, CPC RA will also use various formats and platforms 
to address information intended for them, for example posting information materials 
in large shopping malls and retail chains, sending information to subscribers using 
digital platforms with a large number of subscribers, etc. 
 
In Turkiye, the Ministry of Trade plan to meet with sector representatives in areas 
with high complaint volumes to conduct training and information activities, and to 
engage in consultations regarding the issues faced by the sector. 

Collaboration 

Throughout their responses, agencies have referred to the importance of joint 
working and collaboration. Five agencies have listed this as top priority for the year 
ahead. Agencies mention collaborating within ICPEN, domestic partnerships and 
other consume protection bodies.  

Other work priority work planned by agencies 

Agencies also mention top priorities of increasing staff numbers and promoting 
regional convergence. One agency plans to focus on conducting inspections and 
applying administrative fines. Agencies also plan to prioritise consumer complaint 
handling and redress mechanisms. Finally, agencies refer to plans to improve data 
analysis and overall processes.  
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Annex 1 – econsumer.gov Data 

 
econsumer.gov was established by ICPEN to capture complaints from consumers 
from all ICPEN agency countries. Up-to-date data can be found here: International 
Reports | Tableau Public, and is visualised by the FTC here:  eConsumer | Tableau 
Public. 

Top 5 complaint categories 

 
In 2024, econsumer.gov received 29,241 reports, with 77% reporting losses totalling 
US $168.3 million. The top five econsumer.gov complaint categories for 2024 based 
on the total number of reports were: 

- Online Shopping  
- Business Imposters 
- Miscellaneous investments & Investment Advice 
- Vacation & Travel 
- Job Scams & Employment Agencies 

Top 10 Law Violations from econsumer.gov Complaints 2024 

   

 
Note that reports can have multiple law violations. 
Law violation refers to possible violations of statutes that the FTC enforces. 
  

 

Number 
of 
reports 

% of 
reports 

Deception/Misrepresentation 16,655 57% 

Never Received Merchandise 4,667 16% 

Other (Note the Violation in the Comment Field) 2,023 7% 

Proper Refund Not Received 1,602 5% 

Telemarketing Sales Rule: Ignoring Prior Do Not Call Request 1,383 5% 

Prompt Refund Not Received 1,226 4% 

Not Notified About Late Shipment 594 2% 

Billed for Unordered Merchandise 326 1% 

Merchandise Received Late 200 1% 

SPAM: Other\general annoyance 98 0% 

https://econsumer.gov/#crnt
https://public.tableau.com/app/profile/federal.trade.commission/viz/InternationalReports/TopCountries
https://public.tableau.com/app/profile/federal.trade.commission/viz/InternationalReports/TopCountries
https://public.tableau.com/app/profile/federal.trade.commission/viz/eConsumer/Infographic
https://public.tableau.com/app/profile/federal.trade.commission/viz/eConsumer/Infographic
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Top Payment Methods Reported to econsumer.gov 2024 

  
Number of 
reports 

total losses in US$ 

Bank Wire Transfer or Payment 2,661 $48,582,086 

Cash 353 $3,066,742 

Check 56 $577,433 

Credit Card 12,412 $17,294,325 

Cryptocurrency 1,943 $48,193,169 

Debit Card 1,252 $1,871,970 

Gift Card or Reload Card 396 $2,344,987 

Money Order 200 $1,372,982 

Payment App or Service 963 $3,504,440 

Wire Transfer 1,033 $20,892,992    

% reporting 72% 
 

 
Only 72% of complaints reported a payment method.     
 

Top Contact Methods Reported to econsumer.gov 2024 

  
# of reports total losses in US$ 

Email 1,847 $15,420,485 

Mail 246 $998,052 

Other 962 $12,797,963 

Phone Call 726 $19,312,638 

Social Media 4,439 $40,546,589 

Text 475 $10,548,753 

Website or App 11,638 $53,122,241    

% reporting 69% 
 

 
Only 69% of complaints reported a contact method.       
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Annex 2 – Respondents 

Respondents to this year’s survey 

Country Organisation 

Armenia Competition Protection Commission of the Republic of Armenia  

Argentina* Undersecretary of Consumer Defense and Fair Trade 

Australia Australian Competition and Consumer Commission (ACCC) 

Austria Fed. Ministry for Social Affairs, Health, care and Consumer 
Protection 

Azerbaijan State Agency for Antimonopoly and Consumer Market Control 
under the President of the Republic of Azerbaijan 

Barbados Fair Trading Commission 

Belgium Directorate General for Economic Inspection 

Botswana Competition and Consumer Authority 

Bulgaria Bulgarian Consumer Protection Commission (CPC) 

Canada Competition Bureau 

Chile Chilean National Consumer Service (SERNAC), SERNAC- 
SERVICIO NACIONAL DEL CONSUMIDOR  

Colombia Superintendence of Industry and Commerce (SIC) of Colombia 

COMESA COMESA Competition Commission 

Costa Rica Dirección de Apoyo al Consumidor, Ministerio de Economía, 
Industria y Comercio  

Cyprus Consumer Protection Servive of Cyprus 

Denmark Danish Consumer Ombudsman 

Dominican 
Republic 

National Institute for the Protection of Consumer Rights (Pro 
Consumidor) 

El Salvador Defensoria del Consumidor 

Estonia* Consumer Protection and Technical Regulatory Authority 

Eswatini Eswatini Competition Commission 

Fiji* Fiji Competition and Consumer Commission 

Finland The Finnish Competition and Consumer Authority 

France Direction Générale de la Concurrence, de la Consommation et de 
la Répression des Fraudes (DGCCRF) 

Germany Federation of German Consumer Organisations (vzbv) 

Greece Ministry of Development and Investments, General Secretariat for 
Commerce, General Directorate for Market and Consumer 
Protection, Directorate for Consumer Policy and Information, Unit 
of Policy, Institutional Relations and Administrative Cooperation 

Hungary Hungarian Competition Authority (GVH) 

Hungary Ministry for National Economy, Department for Consumer 
Protection and Market Surveillance Strategy (NGM) 

Indonesia Directorate of Market Surveillance of Goods and Services 

Israel The Consumer Protection and Fair Trade Authority 

Japan Consumer Affairs Agency 

Korea Korea Consumer Agency 

Kosovo Department of Consumer Protection of Kosovo 

Latvia Consumer Rights Protection Centre of Latvia (CRPC) 

Luxembourg* Ministère de la Protection des consommateurs 
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Mexico Office of the Federal Consumer Attorney (Profeco) 

Netherlands Netherlands Authority for Consumers and Markets (ACM) 

New Zealand New Zealand Commerce Commission 

Norway Norwegian Consumer Authority 

Papua New 
Guinea* 

Independent Consumer and Competition Commission of Papua 
New Guinea 

Peru INDECOPI 

Poland Office of Competition and Consumer Protection in Poland (UOKiK) 

Portugal Directorate General for Consumers 

Republic of 
Ireland 

Competition and Consumer Protection Commission 

Singapore Competition and Consumer Commission of Singapore 

Sweden Swedish Consumer Agency 

Switzerland* Swiss State Secretariate for Economic Affairs 

Turkiye Ministry of Trade 

United 
Kingdom 

Competition and Markets Authority (CMA) 

USA  U.S. Federal Trade Commission 

Vietnam* Vietnam Competition Commission 

Zambia* Competition and Consumer Protection Commission 

*Participants who participated in webinars but did not submit a formal response.
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Annex 3 - Regional analysis 

Europe 

Complaints – by issue

 

Complaints – by sector  

 

Emerging issues – by issue 

 

Emerging issues – by sector 

 

11

11

11

9

6

6

3 1

Delivery

scams / phishing/ agrressive
sales

contract terms/cancellation

Pricing

Guarantees/ warranties
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influencers/social media
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7

7

7

6
4

4

4

3

3

3

2
2

1111
finance

cars

e-commerce

clothing and footwear

airlines

construction / housebuilding
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energy

holidays/ travel

home appliances

mobile phones
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housing

retail & department stores

misc
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9
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6

3
3

3
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2
2
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Fraud / phishing / fake websites
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8

7

6

54
4

3
2

2

13

Retail

E-commerce
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Energy

Finance
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Transport, 
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platforms, Doorstop 
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South America 

Complaints – by issue 

 

Complaints – by sector  

 

Emerging issues – by issue 

 

Emerging issues – by sector 
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North America 

Complaints – by issue 

 

Complaints – by sector 

  

Emerging issues – by issue 
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Australia 

Complaints – by issue 

 

Complaints – by sector  

 

Emerging issues – by issue 
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Asia 

Complaints – by issue 
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Africa 

Complaints – by issue 
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Middle East 

Complaints – by issue 
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Annex 4 – Issues and priorities by Agency  
This annex shows agencies who have mentioned a particular issue. The aim of this 
annex is to help facilitate joint working. Some issues and sectors are not included 
here, if the number of agencies mentioning the issue or sector is low.  

Themes 

Delivery  

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Armenia Y   Delivery times 

Argentina Y   Non delivery 

Australia Y   Delivery times 

Austria  Y   Non delivery 

Azerbaijan  Y   Cargo services 

Belgium Y    

Bulgaria Y    

Botswana 
 Y  Non delivery 

(borehole drilling) 

Colombia Y Y  Delivery times 

Estonia  Y   Non delivery 

Finland 
Y   Non delivery 

(clothing) 

Germany Y    

Hungary Y Y   

Netherlands 
Y Y Y Non delivery 

(clothing), drop 
shipping 

New Zealand  Y   Non delivery 

Norway Y   Drop shipping 

Israel  
Y   Delivery times/ non 

delivery 

Latvia  Y  Non delivery  

Mexico Y   Non delivery 

USA Y   Non delivery 

Guarantees/ Warranties  

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Australia  
Y Y Y Non-compliance 

with legal obligation 

Azerbaijan 

 Y  Failure to provide 
warranty 
(electronics and 
household 
appliance) 

User1
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Highlight
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Highlight
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Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Costa Rica Y  Y Warranty period 

Cyprus  Y  Legal guarantees 

El Salvador  

Y   Non compliance, 
loss of warranty 
certificates 
(furniture) 

Finland  Y   Distances sales  

Hungary Y   Faulty goods 

Hungary (NGM)  Y    

Indonesia  Y   Distance sales 

Ireland Y Y  Faulty goods 

Japan 
 Y  Faulty goods 

(electrical products) 

Kosovo Y   Warranty disclaimer 

New Zealand Y   Faulty goods 

Peru Y   Non compliance 

UK  Y   Used cars 

 

Subscriptions/contract terms 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Argentina 
Y   Cancellation 

(telecoms) 

Australia   Y Cancellation terms 

Azerbaijan   Y Unfair terms 

Belgium  
Y   Subscriptions 

(energy) 

Bulgaria 
Y   Auto renewal 

(telecoms) 

Canada Y   Subscriptions 

Chile  
Y Y  Cancellation 

(telecoms) 

Colombia 
Y Y  Cancellation 

(telecoms) 

COMESA  Y  Contract termination 

Costa Rica Y   Breach of contract 

Cyprus Y   Contract sales 

Denmark  

Y Y  Unfair terms, 
unilateral change 
clauses, 
subscriptions 

El Salvador  Y   Cancellation 

Estonia Y   Cool-off period 
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Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Eswatini  Y Y  Unfair terms 

Germany VZBV  
Y Y  Imposed contracts 

(aggressive 
practice) 

Hungary Y   Cancellation 

Israel 
Y   Cancellation 

(Furniture and 
kitchens) 

Japan 
Y Y  Subscriptions 

(cosmetics) 

Korea  Y Y  Unfair terms (gyms) 

Kosovo Y   Faulty goods 

Latvia  Y  Non compliance 

Mexico Y Y  Cancellation 

The Netherlands  Y  Subscriptions  

Türkiye  Y Y Subscriptions 

New Zealand 
Y Y  Subscriptions – dark 

patterns 

Norway Y   Subscriptions 

Poland  Y  Inflation clause 

Portugal Y    

Singapore  Y  Construction 

Türkiye 
Y Y  Subscriptions 

(internet) 

Vietnam  
Y   Cancellation and 

hidden fees 
(holidays) 

Zambia Y   Electronics 

Scams/ fraud/ phishing/ fake websites/ aggressive sales  

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Austria 
Y   Online scams eg. 

subscription/phishing 
/crypto currency 

Barbados  Y  Financial 

Botswana  Y  Online marketplace 

Bulgaria 
Y Y  Scam website – 

counterfeit goods 

Canada 
Y Y  Fake websites / 

spoofing 

Chile  Y Y  Financial 

Denmark Y Y  Phishing / smishing 

Estonia  Y  Finance 
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Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Eswatini 
 Y  Finance – non 

receipt of funds 

Fiji  Y  Digital scam 

Finland Y   Clothing 

Germany Y Y  Fake shop 

Greece Y Y  Debtors 

Hungary NGM Y Y  Fake websites 

Indonesia 
Y   Social media 

marketing 

Israel  Y Y AI 

Japan  Y  Telecoms 

Mexico 
 Y  Social media 

marketplace 

Netherlands 
Y   Contract 

telemarketing 

Norway Y   Fake website 

Papua New Guinea Y Y Y Finance / banking 

Peru Y Y  Finance 

Poland Y   Fake shops 

Singapore  
Y   Beauty sales 

pressure 

Sweden 
 Y  Telecoms pressure 

(energy) 

Switzerland  
Y Y  Spoofing (health 

insurance 

USA Y Y  Imposter scams 

Zambia  Y  Finance/banking 

Pricing 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Armenia  Y  Promotions 

Australia  Y Y Y Supermarket pricing 

Austria  Y  Service charges 

Argentina Y   Excessive billing 

Azerbaijan 
  Y Misleading pricing 

strategies  

Belgium 

 Y Y Home energy – 
excessive pricing  
Price and payment 
method indications  

Bulgaria 
Y Y  Misleading pricing 

online 
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Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Rounding, hidden 
fees 

Canada Y   Telecoms pricing 

COMESA  
Y   Undisclosed 

charges 

Cyprus 
 Y Y Promotions, on pack 

offers 

Denmark  
Y   Misleading price 

reductions 

Dom Rep  Y Y  Construction pricing 

Eswatini Y   Excessive prices 

Fiji Y   Price control 

Finland  Y  Retail pricing 

France   Y Price increases 

Greece 
 Y  Fake price 

promotions 

Hungary (NGM)  
Y  Y Price monitoring 

system 

Hungary (GVH)   
Y   Fake price 

promotions  
Misleading pricing 

Ireland 

 Y Y Retail pricing 
Dynamic ticket 
pricing  
Groceries – price 
transparency 

Israel Y   Deceptive pricing 

Kosovo 
Y Y  Price mismatch – 

shelf and till 
Price increases 

Luxembourg  Y  Price labelling  

Mexico 
Y Y  Hidden fees (used 

cars) 
Grocery pricing 

Netherlands  

Y Y  Telemarketing – 
price 
misrepresentation 
Online gaming – 
virtual currency 

Norway  
Y   Black week sales 

pricing 

New Zealand 
Y Y Y Supermarket pricing 

Online gaming – 
hidden charges 

Papua NG  Y   High prices 
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Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Poland 

 Y  Inflationary price 
increase contract 
clauses 
retail promotions 

Sweden 

Y Y Y Food pricing 
Online gaming 
charges 
Marketing of price 
reductions  

Türkiye 
Y   Price mismatch – 

shelf and till 

UK 
 Y  Grocery loyalty card 

pricing  

USA  
Y   Undisclosed 

charges 

 

Product safety/ quality 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Azerbaijan Y Y Y Non food – size, 
weight, quantity & 
quality 

Bulgaria  Y   

Chile  Y Y Marketplaces 

COMESA  Y  Y Unsafe products 
from outside the 
region 

Costa Rica Y   Non compliance 
with standards 

Eswatini   Y Food health and 
safety 

Fiji  Y   

Hungary Y   Defective 
performance 

Indonesia   Y Product safety 

Ireland Y   Faulty goods 

Korea  Y  Second hand goods 
and overseas 
platforms 

Kosovo  Y   Faulty goods - 
returns 

Netherlands  Y   Product quality 

Papua new Guinea Y Y Y Faulty products 
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Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Türkiye Y Y Y Product safety (toys, 
detergent, shoes) 

Vietnam  Y   

Zambia   Y  

 
 

Green washing or product origin claims  

 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Armenia Y   Product origin 

Belgium   Y Food labelling 

Canada  Y  False claims 

COMESA  Y  Consumer and 
business awareness 

Denmark  Y Y Y Environmental 
claims 

Estonia   Y Green claims 

Fiji  Y  Greenwashing 

France  Y Y Greenwashing 

Hungary (GVH)   Y  Y Green market 
analysis 

Hungary (NGM)   Y Sustainability 
inspections 

Netherlands   Y Sustainability 

Poland  Y  Greenwashing 

Singapore   Y Developing 
guidelines  

Switzerland Y Y  Greenwashing 

UK  Y Y environmental 
technologies 

 

Influencers/social media 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Australia 

  Y influencer 
marketing, online 
reviews, in-app 
purchases 

Barbados  Y  Not disclosing ads 

Botswana  Y   Social media sale of 
used cars 
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Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Cyprus   Y Influencer marketing 

Denmark  Y Y  Influencer marketing 
– hidden ads 

Hungary (GVH)  Y  Y Not disclosing ads 
Influencer marketing 

Indonesia Y   Social media 
marketing – false 
claims, scams 

Ireland   Y Influencer marketing 

Latvia   Y Influencer marketing 

Portugal   Y Social media 
advertising towards 
children 

Singapore   Y Online reviews and 
social media 
influencer 
endorsements 

Sweden   Y Influencer marketing 
(targeted at 
children)  

USA  Y   Online reviews 

 

Gaming 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Denmark   Y Protection of 
children and 
adolescents 

Estonia   Y Terms and 
conditions  

Greece    Y Protection of minors 

Luxembourg  Y   

Netherlands   Y Y Virtual currency – in 
game offers 
Dark patterns 

New Zealand  Y  Dark patterns 

Norway   Y  Children – lack of 
age verification 
Dark patterns 

Portugal  Y  Advertising breach 

Sweden  Y  Dark patterns 
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Vulnerable consumers/cost of living  

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Hungary (NGM)  Y Y Doorstep sales 
(older people) 

Israel   Y Harm to vulnerable 
populations (elderly, 
new immigrants, 
disabled) 

United Kingdom    Y Vulnerable 
consumers / cost of 
living 

 

AI/dark patterns  

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

United Kingdom  Y Y AI 

Luxembourg  Y  Dark patterns 

Hungary (GVH)  Y Y Dark patterns 
AI 

Germany  Y  Online platforms 

Dominican Republic   Y  Online platforms 

Finland   Y  Dark patterns 

Norway   Y Y Dark patterns/ 
online gaming 

Sweden   Y  AI in marketing 

New Zealand   Y  AI washing/ digital 
tools 

France  Y  Dark patterns 

Israel  Y  Online platforms 

Vietnam  Y  Digital transition 

France  Y   

Poland   Y Dark patterns 

Singapore   Y Dark patterns 

Korea   Y Dark patterns 

 

Sectors 

Finance 

 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Argentina Y   Billing 
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Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Austria    Y Phishing and debt 
collection 

Barbados Y Y Y Scams 

Belgium Y   Payment methods – 
restaurants and 
bars 

Bulgaria Y   Excessive interest 
rates, hidden fees, 
penalties 

Canada Y   Unfair charges 

Chile  Y  Abusive practices or 
unsuitable products 

Colombia  Y   Online transactions 
Lack of information 

Costa Rica  Y  Y Breach of contract 
Model account 
statements  

Dominican Republic  Y   Debt repayment 

El Salvador Y Y  Improper charges 
Debt regulation 

Estonia  Y Y Scams 
Fast loan providers 

Eswatini  Y  Scams 

Finland  Y   Contract terms 

Germany  Y  Scams – 
unauthorised 
transactions  

Greece Y Y Y High bank fees 
Harassment of 
debtors 
Debt regulation 

Israel  Y Y Digital transactions 
Scams and 
pensions 

Latvia Y Y Y Non banking credit 
providers, banks, 
debt collection 
Unfair terms 
accessibility 

Norway   Y Promotion of 
consumer credit, 
Invoice fees 

Papua New Guinea  Y Y Scams and fraud 

Peru  Y Y Y Improper charges 
Scams 
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Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Personal loans, 
consumer credit 
insurance 

Poland   Y Financial 
investments  

Portugal Y   Contracts, debt 
collection 

Türkiye Y   Credit card fees 

Zambia  Y Y  Loans, banking, 
unauthorised 
charges, unfair 
terms 
Scams 

 

Used cars 

 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Australia Y   Guarantees 

Belgium   Y  Carr pass certificate 

Botswana Y   Quality, safety and 
warranty 

Costa Rica  Y   Warranties 

Dominican Republic Y Y  Contracts and false 
claims 

Estonia  Y   Used cars 

Eswatini  Y  Unfair contracts 

Fiji  Y   Failure to supply 

Finland Y   Unfair sales and 
repairs 

Ireland  Y   Faulty goods and 
repairs 

Latvia  Y    

Mexico  Y   Pricing and hidden 
fees 

Norway Y    

Portugal  Y   

Singapore Y    

Sweden Y   Faulty goods, 
compensation and 
guarantees 

UK  Y   Used cars – 
misleading claims, 
warranties 
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Electric cars/ connected driving 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

UK Y   Range claims 

Germany   Y  

 
 

Telecoms 

 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Barbados Y  Y Misleading signage, 
unsafe products 

Argentina Y   Contract 
cancellation 

Belgium  Y   Telemarketing of 
subscriptions 

Bulgaria Y   Contracts, 
unexpected charges 

Canada Y   Contractual disputes 

Chile  Y  Y Cancelling telecoms 
contracts 
Service outages 

Colombia  Y  Y Cancelling telecoms 
contracts 
Mobile number 
portability 
Non availability of 
fixed price 

El Salvador  Y   Contract non 
compliance 

Estonia   Y Mobile claims 

Japan  Y  Scams 

Luxembourg  Y    

Mexico  Y    

Netherlands Y   Telemarketing 

New Zealand  Y   Billing, contract 
terms, service 
quality 

Peru  Y Y  Lack of suitable 
services, aggressive 
sales methods 
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Home appliances 

 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Australia  Y   Guarantees 

Argentina Y   Delivery/ non 
delivery  

Azerbaijan  Y  Failure to provide 
guarantee rights 

Botswana Y   Electrical goods, 
faulty goods 

Costa Rica  Y   Warranties 

Eswatini  Y   Furniture - 
misrepresentation 

Indonesia  Y   Misleading 
descriptions  

Ireland  Y   Faulty goods 

Israel  Y   Electrical goods 
Furniture, kitchens 

Japan  Y  Faulty good 
warranties 

Latvia Y   Furniture  

Portugal  Y   Electrical goods 

Singapore  Y   Electrical goods 

Zambia Y   Electrical goods 

 

Holidays/travel/aviation 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Australia   Y Aviation 

Austria  Y   Passenger rights 

Belgium  Y  Mandatory 
insolvency 
insurance 

Canada  Y   Contractual disputes 

COMESA Y Y Y Transport – ride 
hailing 
Airlines – lost items, 
delays, 
cancellations 

Costa Rica  Y   Breach of contract  

Dominican Republic  Y  Online platforms 

Finland  Y  Mandatory app 

Hungary Y   Air passenger rights 

Ireland Y    
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Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Korea  Y Y  Overseas travel 
cancellation 
refunds 

Latvia Y   Airlines 

Peru  Y Y Claim handling 
land transportation, 
app-based taxi 
services, airlines 

Poland Y   Airlines, cancellation 

Portugal  Y  Y Travel agencies 

Sweden  Y   Airlines – 
cancellations, 
delays 

Turkiye  Y  Timeshares – unfair 
terms 
Package tour 
cancellation 

Vietnam  Y   Holiday termination 
fees, undisclosed 
charges  

 

Clothing/footwear 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Costa Rica Y   Breach of contract 

Finland  Y   Clothing, non 
delivery, scams 

Ireland  Y    

Israel   Y   Not being able to 
cancel  

Latvia  Y   Clothing and 
footwear 

Netherlands  Y Y  Clothing non delivery 
Drop shippers 
(delivery/quality/cross 
border issue) 

Norway  Y   Clothing and shoe 
pricing 

Sweden  Y   Misleading 
marketing, faulty 
products 
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Construction/housebuilding 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Dominican Republic Y   Construction pricing 

Eswatini  Y   Construction 
misrepresentation  

Indonesia  Y   Unfair developer 
contract terms  

Ireland Y   Faulty goods 

Luxembourg Y   construction 

Singapore  Y  Price prepayment 
losses 

Sweden  Y   Carpentry – 
standards and 
pricing 

UK  Y   Sub standard 
construction 
services 

 

Mobile phones 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Costa Rica Y   warranties 

Eswatini  Y   Faulty goods 

Botswana  Y   Faulty goods 
(marketed via social 
media) 

Latvia  Y    

Peru  Y   Mobile devices 

Sweden  Y    

 

Energy 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Armenia 

 Y  Mis-selling fuel 
quantities, 
standards non 
compliance 

Argentina   Y Billing charges 

Azerbaijan  Y  Fuel quality 

Belgium Y Y  Subscription tele 
sales 
Pricing – abnormal 
profits 
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Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Chile  Y   Power outages 

Germany   Y  Supplier switches 
and telemarketing 

Hungary  Y   Billing an invoicing 

Netherlands  Y   telemarketing 

Norway   Y Marketing and terms 
and conditions 

Sweden  Y  Telemarketing – 
pressure selling 

Zambia  Y  Energy quality 

 

Housing 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Fiji  Y   Residential scams 
(evictions) 

France   Y   Housing and real 
estate 

Japan  Y   Rental – unfair fees 

 

Parking 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Latvia  Y    

Poland  Y   Incorrect marking, 
unfair fines, 
phishing 

 

Fitness centres/sport and leisure 

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Korea  Y   Unfair contract 
terms 

Latvia  Y    

 

Retail and department stores  

Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Eswatini Y   Groceries 

Mexico Y    
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Country 
Top 
complaint 
category? 

Emerging 
issue? 

Priority for 
the year 
ahead?  

Notes 

Eswatini Y   Groceries 

Barbados Y    

Bulgaria 
 Y  Pricing - rounding/ 

hidden fees 

Cyprus 
 Y  Pricing – on pack 

offers 

France Y    

Greece 
 Y  Pricing – fake 

reductions 

Ireland  Y  Pricing 

Australia  Y  Guarantees 

Finland  Y  Loyalty programmes 

Luxembourg  Y  Price labelling 

Poland  Y  Promotions 

Canada  Y  Product origin  

 

Agency priorities by type of action 

Type of action Country 

Improved enforcement / 
market surveillance 

Azerbaijan 

Botswana 

Bulgaria 

  Greece 

  Indonesia 

  Kosovo 

  Vietnam 

  Zambia 

Implementation/ Drafting of 
New Legislation or Guidance 

Armenia 

Dominican Republic 

Germany 

Korea 

Norway 

Papua New Guinea 

Vietnam 

Education and awareness Armenia 

Barbados 

COMESA 

Fiji 

Mexico 

Turkiye 

Collaboration (both across 
IPEN network and elsewhere) 

Bulgaria 

Canada 

Dominican Republic 
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Type of action Country 

Kosovo 

Increase staff numbers Kosovo 

Papua New Guinea 

Promote regional convergence  
/ close territorial gap 

Colombia 

Apply administrative monetary 
fines 

Türkiye 

Complaints monitoring/ 
handling  

Botswana 

Mexico 

Improving data analysis Bulgaria 

Improving redress Azerbaijan 

Reinforcing existing legislation Mexico 

 


