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A word from the President

European consumers have continued to pay a high price throughout
2009 as a result of the financial and economic crises.

The exit strategy from this situation requires legislative measures to
make financial markets safer and more transparent, but at the same
time it should be an opportunity to make important, deep and lasting
changes to guarantee a sustainable economy and a fair society for the
future.

European consumers have seen very few steps forward in that direction so far.

The international financial sector, who were to blame for the crash 2007/2008 and the
disastrous effects throughout the world, have prevented the simplest reforms, considered
indispensable and urgent by many governments and citizens. Restrictions in the use of
more dangerous financial products and increased and more effective powers to financial
market authorities at international level, are just two examples of where these financial
institutions have done their best to block reforms.

The purpose of national governments and European institutions must not only be to deal
with saving banks in crisis, but their efforts must also be devoted to making financial
markets, and the whole economy, more responsible, reliable and transparent.

What will be the consequences of the global crisis on consumer behaviour? Will it
amount to less purchasing power because of lack of resources and smaller salaries or
a more critical approach to goods and services? Will consumers only pay attention to
the price of goods, or will they also take note of quality and sustainability of their
choices? In short, will the crisis result in a weaker and poorer consumer, or in a
consumer that is stronger, more demanding and critical?

A word from the President
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BEUC, as clearly demonstrated in it headlines in 2009, concerning strategic issues as
consumer contracts, digital rights, financial services, health and energy, is fighting for
the second option.

Today more than ever, a consumer policy at European level is a tool to affirm the
general interest and rights of all citizens to a safer world and to a better quality of
life.

Paolo Martinello
Altroconsumo, Italy
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Introduction by Monique Goyens

2009: an exciting year of transition

2009 was an exciting year of transition for BEUC.

The vast changes at the European Parliament and European
Commission, particularly in terms of new personnel, have provided
many new challenges for consumer organisations, but also many new
opportunities in terms of once again highlighting consumer priorities
for Europe’s decision makers.

We were able to engage with many candidate MEPs whilst asking them to sign up to the
EP Consumer Pact. More than 300 candidates signed and nearly 100 of those who signed
the Pact were indeed elected. This has given us an excellent starting point for making
ourselves known to many MEPs — never any easy task with so many lobbyists in Brussels.
After the elections, we had the opportunity to exchange views and priorities with the
Chairs of the most consumer relevant Committees in the European Parliament.

New Commissioners have also been directly contacted by our secretariat, not only to
congratulate them for their appointment, but also to provide them with the “Consumer
Book”, which summarizes our requests and expectations on the initiatives the
Commission should take during its mandate in order to promote the consumer interest.

Second, we were able to upgrade our cooperation with our members by fully
implementing the new headline strategy that provides for policy teams that are set up
both by policy experts from the secretariat, but also by experts from our member
organisations. Cooperation with our members, therefore, is now better than ever.

Finally, the move to our new premises not only constituted a logistical transition, but
also, more fundamentally, a transition towards a more central and more efficient
working environment. Our new premises are the reflection of what BEUC wants
its corporate image to be: bright, transparent, efficient, and professional.

Monique Goyens - Director General

Introduction by Monique Goyens
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Highlights

BEUC has covered many issues in the past 12 months with some notable successes in
the following areas:

* Our successful campaign on the proposal for a Consumer Rights Directive in which
we campaigned very hard in order for EU institutions to take the necessary time for
an in-depth analysis of its implications on consumer rights in every Member State.

* Our campaign to ensure that the internet users will not be disconnected without
due process when suspected of illegal downloading or uploading (amendment
138 of the Telecom Package on ‘graduated response’).

* The entry into force of the regulation on sms and data roaming that improved
substantially the situation of consumers when using those services in another EU
country than that of their residence.

* The launch of the EP Consumer Pact was a great success with more than 300
candidates for the European Elections signing it, of which nearly 100 were
elected.

* The Commission adopted a recommendation on Radio Frequency Identification
(RFID) technology that thoroughly reflects consumer concerns.

* The competence on cosmetics, medicines and medical devices was moved from
DG ENTERPRISE to DG SANCO, after many years of campaigning by consumer
organisations.

* The organisation of our first multi-stakeholder forum: “Consumer Privacy and Online
Marketing: market trends and policy perspectives” attended by more than 150
interested stakeholders and addressed by 2 European Commissioners.

* The EU institutions were persuaded to take consumer concerns into account when
revising European pharmaceutical legislation.

* Our successful awareness raising campaign of the problems consumers will face with
regard to the Single European Payments Area (SEPA).
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Institutions and other
stakeholders: building up
sound relationships

Presidency and Council
In March, a BEUC delegation together with our Swedish Member, The Swedish Consumer
Council, met with the Secretary of State for Integration and Gender Equality in Stockholm
to present a memorandum setting out eight key consumer priorities for the Swedish
Presidency of the EU. We updated the memo for the incoming Spanish Presidency, and
together with our Spanish member organisations OCU and CECU, met with Mrs Etelvina
Andreu Sanchéz who is "Directora General de Consumo y Atencion al Ciudadano" under
the Ministry for Health and Social Policy.

European Parliament
We developed and launched, with our members, the ‘Consumer Pact’ project ahead of the
European elections in June. The "Pact’ set out key priorities for consumers over the coming
years and 8 ‘Commitments’ to which candidate MEPs could sign up to online. As part of
the project, we produced brochures and leaflets in 22 languages, together with a website
(www.consumerpact.eu). It was another way for us to voice consumer priorities within
the EU decision making process. It can be considered a great success with more than 330
candidates signing the Pact, of which nearly 100 were elected.

We have again worked closely with the Parliament, briefing MEPs and suggesting
amendments on key issues. As well as liaising individually with MEPs, in particular
rapporteurs, shadow rapporteurs, group spokespeople and their assistants, we have
organised a number of successful events in or with the Parliament including a
briefing over lunch with assistants working on the Consumer Rights Directive and
group action, a public event in the EP on the Commission proposal on information
to patients hosted by hosted by 2 senior MEPs and an expert meeting in the EP
on the Commission proposal on pharmacovigilance hosted by the rapporteur
and the shadow rapporteurs from different political groups.

Institutions and other stakeholders: building up sound relationships
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As of September 2009, once the Committees in the new Parliament started work for the
new legislature, we met with the chairs of the most relevant committees as well as with
other key MEPs.

BEUC is most grateful to all the MEPs and their assistants who made these events
possible and who have worked in support of consumers' interests.

European Commission

Our President, Paolo Martinello, and our Director General, Monique Goyens, met
with President Barroso to discuss a wide range of issues affecting consumers, not
least group action, pharmaceuticals, food and the Consumer Rights Directive. BEUC
has continued to maintain good relationships with Commissioners, their cabinets
and officials within the European Commission. We were delighted to welcome
Commissioner Kuneva not only to our General Assembly in April but also to our
new offices where she and her staff joined us for a stimulating and fruitful lunch.
We also were pleased to welcome Commissioner Reding, long a consumer
champion, to our housewarming event in September. Both Commissioners Kuneva
and Reding addressed our forum on '‘Consumer Privacy and On-line Marketing’ in
November. We also met Commissioner Kroes on private damages actions.

We met the Commissioner designate for Health and Consumer Affairs, Mr Dalli, as
soon as he was appointed, and had an initial exchange of views on the various
elements of his forthcoming portfolio.

We also prepared the ‘Consumer book — a guide for European Commissioner towards
a more consumer friendly Europe’ and sent it to all appointed Commissioners to inspire
them for their mandate.

Common campaigns with our members
During 2009, we have engaged in a number of joint campaigns with our members which
required close and strong co-operation, such as the preparation of the EP elections and the
launch of our ‘Consumer Pact’. This has given rise to a lot of common work in order to
establish the content of the brochure and of the website, but also to combine the common
version with the national specificities that had to be built into each national brochure. Intensive
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cooperation with members took also place with regard to our campaign on the
proposal for a Consumer Rights Directive, as well as on group action. As a response
to the financial crisis, we have been able to work closely with our members in order
to define a common strategy as to the way forward from the consumer perspective.
A very intensive and coordinated campaign was also organised with regard to the
release of the slimming pharmaceutical ALLI as an over the counter (OTC) product. As
a result of our campaign, the European Medicines Agency decided to adapt the safety
information regarding ALLI in the package leaflet and in the summary of product
characteristics.

Dialogue with other stakeholders
We have worked closely with other consumer bodies including our sister organisation,
ANEC - the voice for European consumers in standardisation, our colleagues at Consumers
International (Cl) and at International Consumer Research and Testing (ICRT) - and with the
Trans Atlantic Consumer Dialogue (TACD).

We have increased our contacts with a wide range of other stakeholders and developed
much more coalition building on policy specific areas, such as food information (European
Heart Network, European Public Health Alliance), the pharmaceuticals package (European
Public Health Alliance), SEPA (with the creation of the End-Users Committee with
Eurocommerce, EACT, UEAPME, CEA and FAEP) and the Consumer Rights Directive
(BusinessEurope, Eurocommerce and UEAPME).

Transatlantic Consumer Dialogue
As members of the Transatlantic Consumer Dialogue (TACD), we took part in the
Advisory Group of the Transatlantic Economic Council (TEC), the framework for
cooperation on trade, economic and regulatory issues.

In June, TACD celebrated its 10th anniversary with a conference: "10 years of TACD
— The importance of strong consumer participation in transatlantic trade relations.
Key issues to address and the way forward". On 10 June, BEUC and TACD jointly
organised a conference on Regulating Nanotechnology in Food and Consumer
Products: Developing A Consumer-focused Transatlantic Approach.

Institutions and other stakeholders: building up sound relationships
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Multi-Stakeholder Forum 2009

BEUC organised, for the first time in its history, a self-financing multi-stakeholder forum
entitled: “Consumer Privacy and Online Marketing: market trends and policy
perspectives”. Entirely organised by BEUC staff, the forum can be considered an
overwhelming success. We were fortunate enough to welcome Commissioners Kuneva

and Reding, who both made keynote speeches, and received participants from all over
Europe and beyond.

EU working groups

BEUC has taken part in many formal consultative processes including the
Commission's European Consumers Consultative Group (ECCG) and its sub-groups
on competition, energy, financial services and the monitoring of the consumer

movement. In total we have seats in almost 80 working groups within various
Directorates-General of the Commission.

12
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Policy areas

Consumer Contracts

Consumer Rights Directive: institutions take their time over
implications for Europe’s consumers

The proposed Consumer Rights Directive, adopted by the Commission in late 2008, has
the potential to shape consumer policy for decades to come. BEUC expressed many
reservations with the Commission’s proposal. Much of the work in 2009 was spent
explaining to stakeholders and decision makers many of the potential consequences of the
Directive. In spite of the initial wish of the Commission to have the proposal adopted by
the European Parliament before the elections in June 2009, we were able to raise
awareness among decision makers on the fact that there was a major need for clarification
of scope and we provided examples to illustrate the negative impact that the proposed
Directive would have had in many Member States. We initiated a dialogue with other
stakeholders (BusinessEurope, Eurocommerce and UEAPME) in order to explore, in a
coordinated way, issues of common concern. This dialogue, still ongoing in 2010, has been
very much welcomed by EU decision makers, both at Commission and at EP level.

Digital Rights

Copyright and fair use: no disconnection from the internet without
due process
Although the 3 Telecom Package covered a wide range of areas, much of the focus
and hype surrounded what became known as ‘amendment 138'. This safeguarded
internet users’ right not to be cut off from their internet connection in case of
suspected copyright infringement, without due process. This was a great victory for
consumer organisations across Europe.

Policy areas
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Privacy and security: consumer privacy high on the policy agenda
The protection of consumer data has remained a constant priority throughout 2009. In the
areas of Radio Frequency Identification (RFID), on-line marketing, and on-line data
protection, BEUC and its members have maintained to keep the issue front and centre
(for more details on BEUC's multi-stakeholder forum on consumers’ privacy and on-line
marketing, see page 12).

Mobile phone roaming: sms roaming prices under control

In 2009, maximum retail prices roaming charges for sms services were finally
regulated by the European Commission. For BEUC, this was the natural extension of
the Roaming | regulation of voice calls and was warmly welcomed. While regulation
on data roaming has also been initiated in this context, it is limited to informing the
consumer of prices at wholesale level i.e. between operators and does not provide
for a cap on retail prices, i.e. prices for consumers.

Financial Services

Consumer protection in the midst of the financial crisis

As the effects of the financial and economic crises continued to reverberate around
Europe, consumer organisations had to spring into the policy debates in order to
raise awareness among EU decision makers that consumers, oft-forgotten as victims
of the crises, need to be better protected in many areas of financial services such as

consumer information, supervision, aggressive marketing practices and unfair charges
by banks.

Switching bank accounts: banks set to give consumers the tools to be
active market players
Consumer organisations were associated in the monitoring of the adoption, by the
European Banking Industry Committee, of the common principles intended to ensure easier
switching of bank accounts by consumers. While this meant a lot of meetings with the
banking sector in hectic financial times, and can be considered to have been successful, BEUC
will be monitoring in 2010 whether the principles have effectively been implemented by the
banking sector in EU Member States.

14
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Towards a consumer friendly SEPA
Many aspects of the Single European Payments Area (SEPA) were identified as at
best costly for consumers and at worst unsafe and open to fraud. Despite the failure
of the banks to take these key consumer concerns into account, BEUC has
successfully alerted several European institutions to take notice of the situation.

Food

Food information: giving consumers the tools to make informed and
healthy choices
BEUC continued to push for improved food information and labelling throughout 2009,
despite fierce opposition from large sections of the food industry. Legible and complete
information with the 8 key nutrients and transfats should be on the back of pack
complemented by an easy to understand and simple colour coding system on the front of
pack with the levels of fat, saturated fat, sugar and salt all indicated. The country of origin
of the main ingredients should also be included on the packaging. The European
Parliament is set to vote on its plans for this in mid-2010. BEUC, together with the likes of
the European Heart Network and the European Public Health Alliance, continued to
promote this position to external audiences throughout the course of the year.

Nutrient profiles
BEUC heavily criticized the draft proposal for nutrient profiles, which sets thresholds for
products which can bear a nutrition or health claim. This proposal is not in line with the
objectives of the Regulation. The European Commission has since delayed the
publication of its final proposal for the development of nutrient profiles until the new
Commission is in place. We were pleased that the European Food Safety Agency
decided, despite heavy pressure from the food industry, to publish its opinion on
health claims.

Novel Food: nanofood to be tackled

The European Commission’s novel food legislation was greatly improved so as to
include clearer definitions of engineered nanomaterials, and the inclusion of
cloned and offspring of cloned animals in the legislation.

Policy areas
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Group Action

Collective redress: need to shift debate away from obsessive
comparison with the US to compensation for victims
BEUC continued to press for the establishment of a European wide tool for consumers
who have suffered damages to group together in court. Developments in this area
have been frustratingly slow, with the Commission deciding to postpone the adoption
of the proposal for a Directive on Private Damages Action until further notice.
Nevertheless, BEUC has continued to keep the issue high on the agenda, having met
with President Barroso to discuss the issue, and has been particularly vocal in the
press regarding the importance and urgency of the issue. Our main concern was to
turn the debate away from the never ending discussions concentrated on the
obsessive fear of US-style class action in order to devote attention to the positive
instruments to enable victims to obtain compensation.

Health

Pharmaceuticals and medicines: shift of competence to DG Health
and Consumers warmly welcomed

We finally succeeded in shifting the competence of pharmaceuticals from the
European Commission’s DG Enterprise to the DG responsible for Health and
Consumers. This will ensure that the views of consumers and public health
campaigners will be better heard in the decision making process.

Information to patients: consumer unfriendly proposal remains
blocked within EP and Council
BEUC continued in 2009 to actively campaign in order to raise awareness among the
Member States authorities and MEPs about the risks linked to the adoption of the
proposed Directive, in terms of allowing pharmaceutical companies to advertise directly to
consumers under the guise of ‘patient information’. BEUC's position is backed by the Council,
where many Member States are opposed to the proposal, and has been further endorsed by
the European Economic and Social Committee and the Committee of the Regions. This has been
the result of extensive engagement by BEUC staff, e.g. speaking at European Parliament events,

16
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quotes in the media, and joint letters to the European Commission with the likes
of the European Public Health Alliance, European Pharmacists Association (PGEU),
European Nurses Federation (EFN), European Elderly People Platform (AGE),
European Aids Treatment Group (EATG), and Health Action international (HAI).

Pharmacovigilance
In terms of the supervision of medicines after they have been put on the market,
otherwise known as pharmacovigilance, many consumer protection provisions have
been included in the draft Directive. In particular, safety and the identification and
reporting of side effects directly to the competent authorities. BEUC's support of the
directive was shared by multiple committees of the European Parliament and the progress
report of the Czech Presidency. Again, this was the result of far reaching actions such as
the organisation of an event in the European Parliament attended by a wide range of
MEPs, and regular contact with the Parliament’s rapporteur and shadow rapporteurs.

Counterfeit Medicines
Counterfeit medicines are at best ineffective and at worst lethal. The European
Commission’s proposals on these matters include higher safety standards and stronger
quality control along the whole medicines supply chain. The European Parliament shared
many of BEUC’s concerns in this area and again was mirrored in the Czech presidency’s
progress report. BEUC met many MEPs and officials on this issue in 2009 and the efforts
clearly paid off.

Sustainability and Energy

Smart metering & smart grids: the need to prevent Big Brother in
your homes
BEUC joined the European Commission’s Directorate-General for Energy’s task force
on smart grids and smart meters at the end of the year. We also spoke at various
events on smart meters to make sure the roll-out of smart meters and smart grids
is consumer friendly and takes into account a number of privacy requirements.

Policy areas
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Energy labelling and energy efficiency: consumer needs in fight against
climate change only partially taken into account by the EU
BEUC has been campaigning very actively in order to prevent the European institutions
from changing the successful and long established A-G system of labelling. Although we
were not successful in the end, we were pleased that the European Parliament resisted
the attempts to change the system in May 2009 when objecting to the Commission's
proposal to introduce new labelling classes such as A-20%. \We were more successful
in our request to see the next eco-design regulations extended to include not only
energy-using, but also energy related products.

Sustainable consumption and production: signs of promise for
outcomes of the Retail Forum

BEUC welcomed the launch of the European Retail Forum (RF) in March, and
participated in its works as observer. The Forum was created by the European
Commission in 2008 as part its Action Plan on Sustainable Consumption and
Production with a view to promoting sustainable consumption. We were happy to
see that the RF issue paper on energy efficiency of stores that was issued in
September 2009 reflected some of our concerns and recommendations. We also
welcomed the fact that new retailers and NGOs joined the RF in the course of 2009
whilst an ad hoc working group was set up to develop an issue paper on marketing
and effective communication — one of the most relevant issues for consumer
organisations.

Consumers and COP 15
Consumers need to be given the tools to participate in the fight against climate
change. BEUC carefully prepared its participation in UN Climate Change Conference
that was held in Copenhagen (COP15) in December. Ahead of our participation in the
Consumers International (Cl) delegation, we developed together 6 joint policy positions
on housing, labelling, transport, voluntary actions, emissions trading schemes and food.

18
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Eco-label to remain a scheme of environmental excellence
Together with some major environmental NGOs, BEUC lobbied hard to ensure that
the new Eco-label Regulation remained a scheme of environmental excellence.
BEUC and the European Environmental Bureau (EEB) published a joint study on the
sustainable use of chemicals in products highlighting the use of the European Eco-label
as a signpost. We were happy to see that the new regulation reflects the precautionary
principle and maintains third-party testing. In addition, provisions on dangerous
chemicals are more stringent. We also welcomed the requirements laid down in the
regulation in terms of coordination with the Eco-design Directive. More generally, BEUC
lobbied hard to raise EU decision-makers’ awareness of the need for more coherence
between various environmental labels.

Greenwash in the energy sector: prevent misleading green electricity
offers
BEUC strived to raise decision-makers’ awareness regarding the need to tackle misleading
green marketing and product advertising, and consumer confidence in the environmental
impact of the ‘green’ electricity offers they subscribe to. To this end we participated in the
E-track workshop for consumer organisations in March. E-track is a project aimed to
provide a detailed insight into the tracking of electricity. We arranged several meetings
with the Commission to ensure misleading green claims be included as a priority in the
preparation of its guidelines on the implementation of the Unfair Commercial Practices
Directive.
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BEUC communication
and campaigning

In 2009, we have added and revamped several new campaigning tools to our already
existing tools Our publications during the year included a revamped general brochure
reflecting our new priorities, the Consumer Book — a guide for European
Commissioners towards a more consumer friendly Europe, a leaflet on
nanotechnology, the Consumer Pact, and a postcard with contact details of our
various policy teams to give to interested stakeholders.

BEUC was quoted over 500 times over the year and took part in nearly 100
broadcast interviews, the latter being a significant increase on last year. It is
important to note that it is very difficult to be exhaustive, not only because of the
explosion of news websites, but also because of the difficulty of tracking national
media that have picked up our press activities through the major agencies. We were
guoted on almost 80 different topics, notably on toy safety, information for patients,

food issues, and the Intel case.
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Training

TRACE programme
Within the TRACE training project, 10 training courses were organised and run in 2009
covering courses in the field of Management, Consumer Law and PR & Lobbying. In
October 2009, the TRACE team gave a presentation on the outcome of the TRACE
programme to Ms. Jackie Minor, Director of Consumer Affairs at DG SANCO.

Training for Consumer Organisations in the Balkans
In March 2009, BEUC welcomed the invitation to give a training session to consumer
organisations and governments officials at the TAIEX workshop “Building up effective
Consumer Organisations” (People-2-People programme) in Belgrade organised by the
Directorate-General Enlargement (DG ELARG) in co-operation with the Directorate-General
for Health and Consumers (DG SANCO). The workshop aimed to enhance capacity building
in the Western Balkans and Turkey.

As a follow-up, BEUC together with DG Enlargement and DG SANCO organised the
People-2-People conference “Management and Strategy for Successful Consumer
Organisations” in Ankara in October 2009. The workshop was attended by the same
participants as in Belgrade and provided them with expertise in the field of financial
capacity building to professionalise their organisations. A third workshop to conclude the
cycle is envisaged to take place in Skopje, Macedonia, in June 2010.

Training for the Commission
In January 2009, BEUC organised two training sessions for staff from DG Internal
Market on the “Consumer Perspective on Single Market Issues”. The aim was to help
DG Market staff to understand the approach of consumer organisations and how to
integrate consumers’ needs in DG Market's policy-making process.

BEUC communication and campaigning / Training
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BEUC internal matters

General Assembly
Our General Assembly met on 28th-29th April in Lisbon hosted by DECO, our
Portuguese member. We welcomed Commissioner Kuneva and together discussed the

Consumer Rights Directive. The General Assembly also met in Brussels on 13th
November.

The General Assembly has agreed that we should increase our effectiveness by
investing more of our joint resources in the areas identified by all as key for
consumers, and where we can make a real difference in policy outcomes. This
means that we cannot take up all of the many invitations that we receive to respond
on a wide range of issues, but it will enable us to manage our limited resources as
well as we can to the benefit of Europe's (almost) 500 million consumers.

New members welcomed

BEUC welcomed TEST, our new Czech member, at our General Assembly in April.
We also welcomed the Financial Services Consumer Panel of the UK’s Financial
Services Authority as a new BEUC partner organisation.

The consumer movement in the new Member States

We continue to support the capacity-building of consumer organisations in the new

Member States. TRACE, or Training Courses for Consumer Empowerment, is an
important element of this. We have now trained over 1200 representatives of
consumer organisations from all over the EU, EEA and an increasing number of
candidate or potential candidate countries such as Croatia, FYR Macedonia, Turkey and
Serbia. We continue to develop more new courses providing in-depth knowledge for

advanced participants, thus further extending our range of training topics on a
permanent basis. For 2010, new courses are envisaged focusing on Writing Project
Proposals, Competition Law and Financial Services.

BEUC was also involved in various Taiex-funded training initiatives focusing on consumer and
other civil society groups from the candidate and potential candidate countries. We continue our
work with International Consumer Research and Testing (ICRT) on building capacity to conduct
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comparative product test and publish results either in magazines or on websites. The
general quality of most of the articles and publications has improved; this can be seen
in the cases of Slovenia, Czech Republic, Romania, and Poland.

BEUC has continued to provide the Secretariat for the Consumer Law Enforcement
Forum (CLEF), which brings together 16 consumer organisations, eight of which are from
new or accession states. This is part of a three year project with Commission funding to
empower consumer organisations and to help them to play their part in making sure that
EU consumer protection rules are effectively enforced in their country, particularly in the
new Member States. The project, which ended in 2009, has provided for an interesting
forum for consumer advocates to exchange expertise and experiences and has already
given very concrete results, such as coordinated injunctions actions against several airlines
companies initiated by Test Achats (BE), DECO (PT) and UFC Que-Choisir (FR).

New Premises
We were delighted to move to new premises in February. Our new offices, situated much
closer to the headquarters of the EU institutions, have greatly increased our efficiency and
flexibility for dealing with decision makers. We celebrated the move with a housewarming
party in September, where more 150 people attended including BEUC members,
Commissioner Reding, MEPs, journalists, officials from the various EU institutions, as well
as other stakeholders.

BEUC internal matters
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Who's who at BEUC in 2010

MANAGEMENT DEPARTMENT
Director General: Monique Goyens

Deputy Director General: Ursula Pachl

Assistant to the Director General: Florence Punzano
Secretariat: Guida Oliveira
Tel: +32 2 743 15 91 - Email: directorsoffice@beuc.eu

Head of Finances: Axel Jansen

Tel: +32 2 743 15 96 - Email: aja@beuc.eu
Book Keeper: Tung To Thanh

Tel: +32 2 743 15 96 - Email: tto@beuc.eu

Human Resources Manager: Hugues Thibaut
Tel: + 32 2 743 15 91 - Email: hugues.thibaut@beuc.eu

ICT Tools Manager: Philippe Dellis
Information Manager: Christie Theys
Tel: 432 2 743 15 90 - Email: webmaster@beuc.eu

COMMUNICATIONS DEPARTMENT
Head of Communications: Dave McCullough (until June 2010)
Communications Officer: Astrid Salcedo (until May 2010)
Communications Officer: Johannes Kleis (from June 2010)
Communications Officer: John Phelan (from May 2010)
Communications Officer: Ophélie Spanneut (from May 2010)
Secretariat: Sandrine Carpentier
Tel: +32 2 789 24 01
Email: communications@beuc.eu
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LEGAL & ECONOMIC DEPARTMENT

Head of the Legal & Economic Department: Anne Fily
Senior Legal Officer: Nuria Rodriguez Murillo

Legal Officer: Kostas Rossoglou

Economic Officer: Levi Nietvelt (until July 2010)

Legal Officer: Marine Thomassin

Assistant on Financial Services: Farid Aliyev

Stagiaire to the Financial Services Team: Timo Leino
Stagiaire to the Group Action Team: Mathilde Reumaux
Stagiaire to the Consumer Contracts Team: Augustin Reyna
Secretariat: Rosa Santa Barbara

Tel: 432 2 743 15 95 - Email: legal-eco@beuc.eu

FOOD, HEALTH, SAFETY AND ENVIRONMENT DEPARTMENT
Head of the Department: Ruth Veale

Food Policy Officer: Giuseppe Simone (from September 2010)
Email: food@beuc.eu

Health Senior Policy Officer: llaria Passarani

Email: health@beuc.eu

Safety and Environment Senior Policy Officer: Sylvia Maurer
Ecolabel project Coordinator: Lukas Hammer

Email: environment@beuc.eu

Secretariat: Carmen Martin

Tél: +32 2 743 15 93

TRAINING

Head of Training: Heike Thomsen

Training Manager: Ana Figueiredo-Soares
Secretariat: Annesylvie Six

Tel: +32 2 789 24 02 - Email: trace@beuc.eu
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Executive 2010

President: Paolo Martinello, President of Altroconsumo (ltaly)
Vice President: Breda Kutin, Zveza potrosnikov Slovenije (Slovenia)

Treasurer: Cornelia Tausch, Verbraucherzentrale Bundesverband - vzbv (Germany)

Alain Bazot, UFC-Que Choisir (France)

Jan Bertoft, Sveriges Konsumenter (Sweden)

Rob Dorscheidt, Consumentenbond, (The Netherlands)
Rasmus Kjeldahl, Forbrugerradet (Denmark)

Carlos Sanchez Reyes, Organizacion de Consumidores y Usuarios — OCU (Spain)
Helen McCallum, Which? (United Kingdom)

Gilles de Halleux, Test-Achats (Belgium)
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BEUC members in 2010

AUSTRIA

Verein fiir Konsumenten-information - VKI
Linke Wienzeile 18

AT-1060 WIEN

Tel: +43 1588770

Website: www.konsument.at

Contact Person: Franz Floss

BELGIUM

Test-Achats/Test-Aankoop

13, rue de Hollande

B-1060 BRUSSELS

Tel: +32 25423555

Website: www.test-achats.be / http://www.test-aankoop.be
Contact person: Gilles de Halleux

CYPRUS

Cyprus Consumers' Association

p.o. box 24874

CY - 1304 NICOSIA

Tel: +357 22516112

Website: www.cyprusconsumers.org.cy
Contact person: George Tziapouras

CZECH REPUBLIC

Consumers Protection Association - SOS
Novakovych 8

CZ-18000 PRAHA 8

Tel: +420 224239940

Website: www.spotrebitele.info

DENMARK

Forbrugerradet - FR

Fiolstraede 17

Postbox 2188

DK - 1017 Copenhagen K

Tel: +45 77417741

Website: www.fbr.dk

Contact Person: Benedicte Federspiel
E-Mail: bf@fbr.dk
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ESTONIA

ETL Eesti Tarbijakaitse Liit
Sakala 23

EE-10141 TALLINN

Tel: +372 6411697

Website: www.tarbijakaitse.ee
Contact Person: Linda Laanesaar

FINLAND

Kuluttajat-Konsumenterna ry - KK
Kasoorinkatu 3 B

FIN - 00520 HELSINKI

Tel: +358 987750120

Website: www.kuluttajat-konsumenterna.fi
Contact Person: Kaisa Pannimaa-Patsi
E-Mail: info@kuluttajat-konsumenterna.fi

Suomen Kuluttajaliitto - SK
Malminrinne 1 B

FI - 00180 HELSINKI

Tel: +358 94542210

Website: www.kuluttajaliitto.fi/
Contact Person: Sinikka Turunen
E-Mail: suomen@kuluttajaliitto.fi

FORMER YUGOSLAV REPUBLIC OF MACEDONIA
Consumers' Organisation of Macedonia - OPM

Ul. Vodnjanska bb

MK-91000 - SKOPJE P . Fah 150 FYROM
Tel: +389 091212440

Website: www.opm.org.mk

Contact Person: Marijana Loncar Velkova
E-mail : opm@opm.org.mk

FRANCE

Consommation, Logement et Cadre de Vie - CLCV

17, rue Monsieur

F-75007 PARIS

Tel: +33 156543210

Website: www.clcv.org

Contact Person: Reine-Claude Mader



Organisation Générale des Consommateurs - OR.GE.CO
64, Avenue Pierre Grenier

F-92100 Boulogne-Billancourt

Tel: +33 146086060

Website: www.orgeco.net

Contact Person: Bernard Chevalier

E-Mail: contact@orgeco.net

UFC - Que Choisir

233, bd Voltaire

F-75011 PARIS Cedex 11

Tel: +33 143485548
Website: www.quechoisir.org
Contact Person: Alain Bazot

GERMANY

Verbraucherzentrale Bundesverband - vzbv
MarkgrafenstraBBe 66

DE - 10969 BERLIN

Tel: +49 3025800-0

Website: www.vzbv.de

Contact Person: Cornelia Tausch

E-Mail: info@vzbv.de

GREECE

Association for the Quality of Life - E.K.P1.ZO
Valtetsiou Str. 43-45

GR - 10681 ATHENS

Tel: +30 2103304444

Website: www.ekpizo.gr

Contact Person: Helen Alevritou

E-Mail: info@ekpizo.gr

Consumers' Protection Center — KEPKA
32 Vas. Irakliou Str.

GR - 546 24 THESSALONIKI

Tel: +30 2310269449 or 00302310233333
Website: www.kepka.org

Contact Person: Nikolaos Tsemperlidis
E-Mail: consumers@kepka.org
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General Consumers' Federation of Greece - INKA
7, Akadimias Avenue

GR - 10671 Athens

Tel: +30 2103632443

Website: www.inka.gr

Contact Person: Maria Sarantiti

HUNGARY

National Association for Consumer Protection in Hungary -
NACPH - OFE - Orszagos Fogyasztovédelmi Egyesiilet

Logodi utca 22-24

HU - 1012 BUDAPEST

Tel: +36 13117030

Website: www.ofe.hu

Contact Person: Dietz Gusztavné

E-Mail: ofebp@axelero.hu / ofeiroda@t-online.hu

ICELAND

Neytendasamtokin - NS

Hverfisgotu 105

[S-101 REYKJAVIK

Tel: +354 5451200

Website: www.ns.is

Contact Person: Johannes Gunnarsson
E-Mail: jg@ns.is

IRELAND

Consumers' Association of Ireland - CAI
44 Chelmsford Road - Ranelagh

IE - DUBLIN 6

Tel: +353 14978600

Website: www.consumerassociation.ie
Contact Person: Dermott Jewell

ITALY

Altroconsumo

Via Valassina, 22

| - 20159 MILANO

Tel: +390266890209

Fax: +390266890288

Email: pr@altroconsumo.it

Website: www.altroconsumo.it

Contact Persons: Paolo Martinello, Luisa Crisigiovanni



LATVIA

Latvia Consumer Association - PIAA
Brivibas iela 55-617,

Riga LV-1519

Latvia

Tel/Fax. +371 67296884
Mob. +371 29144452
E-mail: piaa@delfi.lv
Website: www.pateretajs.lv
www.consumer-guide.lv
Contact Person: Tekla Zabova

LUXEMBURG

Union Luxembourgeoise des Consommateurs - ULC

55, rue des Bruyeres

L- 1274 HOWALD

Tel: +352 496022 1

Website: www.ulc.lu

Contact Person: Danitza Greffrath, Guy Goedert
E-Mail: dag@ulc.lu; gg@uic.lu

MALTA

Ghagda tal-Konsumaturi - CA Malta
43/10 Zachary Street

MT - Valletta

Tel: 435621239091

Website: www.camalta.org

NETHERLANDS

Consumentenbond - CB

Enthovenplein 1 Postbus 1000

NL - 2500 BA DEN HAAG

Tel: 431704454545

Website: www.consumentenbond.nl

Contact Persons: Bart Combée, Rogier Klimbie
E-Mail: rklimbie@consumentenbond.nl

NORWAY

Forbrukerradet - FR - NO

Postboks 4594 Nydalen

NO - Dep 0404 OSLO

Tel: 004723400500

Website: forbrukerportalen.no

Contact Person: Audun Skeidsvoll

E-Mail: audun.skeidsvoll@forbrukerradet.no
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PORTUGAL

Associacao Portuguesa. para a Defesa do Consumidor - DECO

Rua Artilharia Um, 79-4

P - 1269-160 LISBOA

Tel: +35213710200

Website: www.deco.proteste.pt
Contact Person: Jorge Morgado

POLAND

Assocation of Polish Consumers - Stowarzyszenie
Konsumentow Polskich

ul. Gizéw 6

PL - 01-249 WARSZAWA

Tel: 0048226340668

Website: www.skp.pl

Contact Person: Grazyna Rokicka

Polish Consumer Federation National Council — Federacja
Konsumentow

Aleja Stanéw Zjednoczonych 53 IV pietro

04-028 Warszawa

Tel: 0048228271173

Website: www.federacja-konsumentow.org.pl

Contact Person: Malgorzata Niepokulczycka

E-Mail: biuro@federacja-konsumentow.org.pl

ROMANIA

Association for Consumers' Protection — APC-Romania
B-dul Nicolae Balcescu 32-34, etaj 4, ap. 16(4).

RO - 010055, Bucuresti

Tel: 0040213110243

Website: www.apc-romania.ro

Contact Person: Emil Bojin

SLOVAKIA

ZSS - Association of Slovak Consumers
Palisady 22

SK - 81106 BRATISLAVA

Tel: +421254411148

Website: www.zss.sk

Contact Person: Miro Tulak

E-Mail: zss@zss.sk



SLOVENIA

Zveza Potrosnikov Slovenije - ZPS
Frankopanska 5

SI- 1000 LJUBLJANA

Tel: 0038614740600

Website: www.zps.si

Contact Person: Breda Kutin

SPAIN

Confederacion de Consumidores y Usuarios - CECU

Mayor, 45 - 2°

ES - 28013 MADRID

Tel: 0034913641384

Website: www.cecu.es

Contact Person: Fernando Moéner/Conchy Martin Rey

Organizacion de Consumidores y Usuarios - OCU
C/ Albarracin, 21

ES - 28037 MADRID

Tel: 0034913000045

Website: www.ocu.org

Contact Person: David Ortega

SWEDEN

The Swedish Consumers' Association - Sveriges
Konsumenter

Hornsgatan 172

Box 38001,

SE-100 64 STOCKHOLM

Tel: 004686744300

Website: www.sverigeskonsumenter.se

Contact Person: Jens Henriksson

SWITZERLAND

Fédération Romande des Consommateurs - FRC
Rue de Geneve, 17 Case Postale 6151

CH - 1002 LAUSANNE

Tel: +41213310090

Fax: +41213310091

Website: www.frc.ch

Contact Person: Mathieu Fleury
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UNITED KINGDOM

Consumer Focus

4th Floor

Artillery House

Artillery Row

London SW1P 1RT

Tel: +442077997900

Website: www.consumerfocus.org.uk
Contact Person: Jill Johnstone

Which?

2 Marylebone Road

UK - NW1 4DF LONDON

Tel: +44 1992 822800

Website: www.which.co.uk

Contact Person: Michelle Smyth
E-Mail: michelle.smyth@which.co.uk



BEUC Correspondents

AUSTRIA

Arbeitskammer - AK

Prinz Eugen StraBe 20-22
Postfach 534 AT-1041 WIEN
Tel: 0043 1 501 65 2304
Website: www.akwien.at
Contact Person: Harald Glatz

FINLAND

Kuluttajavirasto

P.O. Box 5

FI - 00531 HELSINKI

Tel: 00358977267834

Website: wwww.kuluttajavirasto.fi
Contact Person: Marita Wilska

E-Mail: marita.wilska@kuluttajavirasto.fi

BEUC Temporary affiliates

BULGARIA

Bulgarian National Association Active
Consumers - BNAAC

26 "Vrabcha" Str.

BU - 1504 Sofia

Tel: +359 2 9890106
Website:www.aktivnipotrebiteli.bg
Contact Person: Bogomil Nikolov

E-Mail: bnap@bnap.org

BEUC Partners

International Union of Tenants (IUT)
Head of Liaison office to the EU

23, Rue du Luxembourg

B-1000 Bruxelles

Phone: + 32 2513 07 84

Fax: + 32 25130955
barbara.steenbergen@iut.nu
www.iut.nu

CROATIA

Croatian Union of the Consumer
Protection Associations — Potrosac
Hrvatski Savez Udruga za Zastitu Potrosac —
"Potrosac"

llica 48/1,

HR - 10000 ZAGREB

Tel/ Fax: 00385 1 48 35 888

Contact person: llija Rkman

E-Mail: potrosac@zg.t-com.hr

Financial Services Consumer Panel
(FSCP)

25 The North Colonnade, Canaray Wharf
UK — E14 5HS London

Tel: 00442070669346

Fax: 00442070669728
www.fs-cp.org.uk

31

GERMANY

Stiftung Warentest

11/13 Litzowplatz

D-10785 BERLIN

Tel: 00493026312398

Website: wwwv.stiftung-warentest.de
Contact Person: Heinz Willnat

E-Mail: h.willnat@stiftung-warentest.de

CZECH REPUBLIC

Czech association of consumers TEST
Nuselska 297/5

CZ-140 00 Praha 4

Tel: 00420-241404922

Fax: 00420-241406533

Website: www.dtest.cz

Contact person: Karel Pavlik

Email: pavlik@dtest.cz



The European Consumers' Organisation

Bureau Européen des Unions de Consommateurs
Rue d'Arlon, 80

B-1040 Brussels

Telephone: +32 (0)2 743 15 90

Fax: +32 (0)2 740 28 02

E-mail: consumers@beuc.eu

www.beuc.eu

BEUC activities are partly funded from the EU budget
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