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Comparing products in the Digital Single Market:

Comparison tools can play a positive role in encouraging consumers to go
online as they can help identify better deals irrespective of borders. A recent
study has confirmed that in order to build the trust of consumers on these
tools (websites, apps, platforms) we need to make sure that a number of
criteria are respected. The Commission’s action aims at ensuring the proper
enforcement of relevant legislation, such as the Unfair Commercial Practices
Directive and the Consumer Rights Directive, and at improving transparency.

Key findings from our 2014 study
on comparison tools show that:

Many consumers use the big variety of comparison tools existing in the European
Union and are influenced by these websites and apps in their decision-making process:

- More than 1042 comparison tools have been mapped in the European Union (910 websites
and 132 applications). 84% of them are privately run and only a few are operated by
consumer organisations and national regulators.

- 96% of comparison tools for hotels compare offers from abroad but the average for the
various sectors looked at is lower, at 37%.

+ 74% of EU consumers have used a comparison tool and 40% are using them at least once

a month.
- For 79% of consumers using comparison tools, the price comparison aspect is the most
important.
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- When selecting a comparison website, consumers are influenced by the position of the link

on a search engines’ results page. The presence of user reviews and guest ratings also
influences consumers at this stage:
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- 35% of comparison tools users answer that the use of a comparison tools result in a
purchase. Comparison tools users are also influenced by the way products are ranked on the
comparison tool:
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What are the problems identified
in the study?

« Less than half of the comparison tools mapped
disclosed details on their relationship with
suppliers or described their business model.

- Only 119% of the comparison tools were giving
an indication of their market coverage and
18% were indicating the frequency at which
they are updating data.

-Only 28% were providing
explanations on how the initial
ranking was made.

+65% of consumers surveyed
had experienced a problem
when using a comparison
tool mostly due to inaccurate
information being provided.

+ 119% of the comparison tools did not provide
any contact details.

+ Only 34% of the comparison tools provided
information on how to file a complaint. Out
of those, only 34% contained a link to an
alternative-dispute resolution (ADR) body or
provided contact details on how to contact the
ADR body.

Related material:
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What do we propose comparison
operators to commit to?

- be transparent about their business model
and clearly identify advertising on their
websites or apps;

- provide indication on their market coverage as
well as how they source data and update it;

- be impartial in how they perform comparisons;

. clearly inform  consumers
which criteria are used for the
rankings;

- ensure the information they
display is exact and up-to-
date and that they publish the
full and final purchase price;

- provide their contact details as required by
legislation;

-have a complaint handling policy in place
and provide information on available redress
mechanisms;

- Comparison tool study: http://ec.europa.eu/consumers/consumer_evidence/market_studies/

comparison_tools/index_en.nhtm

- Report from the Multi-Stakeholder Dialogue on Comparison Tools: http://ec.europa.eu/
consumers/documents/consumer-summit-2013-msdct-report_en.pdf

- Directive 2005/29/EC on unfair commercial practices: http://ec.europa.eu/justice/consumer-
marketing/unfair-trade/unfair-practices/index_en.htm

- Directive 2011/83/EC on consumer rights: http://ec.europa.eu/justice/consumer-marketing/

rights-contracts/directive/index_en.htm



