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Abstract 
 

This study analyses legislative mechanisms regulating consumer rights in cases of 

low-quality goods purchases and online transactions. The methodology examines 

European Union regulations, particularly the Consumer Rights Directive and 

Electronic Commerce Directive, considering key provisions such as defective 

goods definitions, exchange rights, refunds, compensation, and digital trade risks. 

Special attention focuses on alternative dispute resolution mechanisms and online 

platforms used in the European Union. The main conclusions indicate high 

consumer protection levels, especially online, through harmonized EU member 

state legislation. Candidate countries like Albania actively implement European 

standards, strengthening national legal frameworks and consumer protection. 

Harmonizing Albania’s legislation with EU directives represents an important step 

toward high protection standards and robust digital commerce frameworks. 

Results demonstrate that coordinating legal norms within the European Union 

critically forms unified legal spaces and appropriate digital economy protection. 

Recommendations include raising consumer legal awareness, expanding digital 

rights, and introducing flexible pre-trial dispute resolution procedures. 
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Protección de los derechos del consumidor en el derecho civil: desde 

los defectos del producto hasta las compras online 
 

Resumen 

 

Este estudio analiza los mecanismos legislativos que regulan los derechos de los 

consumidores en casos de compras de bienes de baja calidad y transacciones en 

línea. La metodología examina las regulaciones de la Unión Europea, en particular 

la Directiva sobre los Derechos de los Consumidores y la Directiva sobre 

Comercio Electrónico, considerando disposiciones clave como las definiciones de 

bienes defectuosos, los derechos de cambio, los reembolsos, la compensación y 

los riesgos del comercio digital. Se presta especial atención a los mecanismos 

alternativos de resolución de disputas y las plataformas en línea utilizadas en la 

Unión Europea. Las principales conclusiones indican altos niveles de protección 

del consumidor, especialmente en línea, a través de la legislación armonizada de 

los estados miembros de la UE. Los países candidatos como Albania implementan 

activamente las normas europeas, fortaleciendo los marcos legales nacionales y la 

protección del consumidor. Armonizar la legislación de Albania con las directivas 

de la UE representa un paso importante hacia altos estándares de protección y 

marcos sólidos para el comercio digital. Los resultados demuestran que la 

coordinación de las normas legales dentro de la Unión Europea forma crítica 

espacios legales unificados y una protección adecuada de la economía digital. Las 

recomendaciones incluyen aumentar la conciencia legal de los consumidores, 

ampliar los derechos digitales e introducir procedimientos flexibles de resolución 

de disputas previas al juicio. 

 

Palabras clave: Protección de los derechos humanos, directiva, aspectos jurídicos 

de la espiral de mercancías, protección en el comercio minorista 

 

Introduction 

 

Consumer protection is of great importance in modern society, given the 

globalisation of markets, the rapid development of the digital economy, and the 

growing popularity of e-commerce. In the European Union (EU), where a 

substantial part of trade operations is conducted through online platforms, special 
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attention should be paid to ensuring the rights of consumers in terms of distance 

trading, protection against defective products, and transparency of the terms of the 

contract. Civil law plays an important role in balancing the interests of consumers 

and businesses, in particular, by establishing common standards and dispute 

resolution mechanisms. 

A notable contribution to the field of Consumer Law was made by European 

legal scholars who investigated the effectiveness of regulation through regulatory 

legal acts and the impact of regulatory legal acts on consumer protection. For 

example, Grochowski (2020) analysed the evolution of European Consumer Law, 

and stressed the importance of harmonising national legislation with European 

directives. Petrović (2015) investigated the main challenges associated with the 

implementation of consumer rights legislation in the EU. The author focuses on 

the impact of the directive on increasing transaction transparency, standardising 

contractual terms, and strengthening the responsibility of suppliers of goods and 

services. Chen and Ling (2024) also researched e-commerce and investigated the 

regulation of digital transactions and the right of consumers to return goods 

purchased online. The findings show that the development of e-commerce requires 

adapting the legal system to new technological challenges, such as improving 

dispute resolution mechanisms. These studies have provided a solid theoretical 

framework for further improving consumer protection regulation in the EU. The 

paper discusses the main conclusions about the effectiveness of key directives. 

Albania, as a candidate country for joining the EU, is actively adapting its 

consumer protection legislation in accordance with European Union standards 

(Omarova et al., 2017; Destek et al., 2025). Harmonisation with the Consumer 

Rights Directive (2011/83/EU) and the E-Commerce Directive (2000/31/EC) is an 
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important step for integration into the European single market. Special emphasis 

is placed on regulating e-commerce, adapting dispute resolution mechanisms, and 

ensuring transparency in terms of transactions. 

European researchers unanimously emphasise the importance of the 

Consumer Rights Directive for strengthening consumer rights in the European 

Union. The directive sets common standards for the member states of the 

European Union to harmonise the terms of contracts of sale and provision of 

services, including remote sales. According to Mutemi and Bação (2024), the 

implementation of the directive drastically reduced the risks associated with 

digital commerce fraud as it provides for the right to information, a refund within 

14 days, and prohibits hidden payments. The E-Commerce Directive (2000) is an 

important tool for regulating digital transactions in the single market. According 

to a study conducted by Wei et al. (2019), the Directive has helped increase 

consumer confidence in online sellers. Special attention was paid to the 

transparency requirements of electronic contracts and the obligations of online 

platforms to protect consumer data.  

The positive changes associated with these directives have also been 

confirmed by empirical studies. For example, an analysis of statistics conducted 

by the Consumer Law Institute in Brussels indicated that after the implementation 

of the Consumer Rights Directive, the number of consumer complaints about 

defective goods and improper performance of contracts decreased. At the same 

time, the researchers drew attention to certain problems. As pointed out by Özsoy 

and Bak (2021), the provisions of both directives need to be further improved to 

effectively respond to new risks and trends in the current trading environment, 
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including the expansion of digital platforms and cross-border trade. The next step 

should be to address the main issues, such as protection against defective products. 

The study aimed to comprehensively analyse the legal regulation of 

consumer protection in the field of digital trade, in particular, examine the process 

of implementing the provisions of Directive 2011/83/EU and Directive 

2000/31/EC in the national legal systems of countries seeking to harmonise with 

the law of the European Union. An important aspect was also the investigation of 

the problem of access to pre-trial dispute resolution and ensuring consumer rights 

in the context of the development of digital platforms and online trading. The 

following tasks were set: 

- to analyse the main provisions of Directive 2011/83/EU and Directive 

2000/31/EC regarding regulation of consumer rights in cases of purchasing low-

quality goods and purchases via the internet; 

- to evaluate the effectiveness of the implementation of consumer rights in the 

law enforcement practice of EU member states, particularly in the aspects of 

returning goods, receiving compensation, and alternative dispute resolution; 

- to identify promising areas for adapting European consumer protection 

standards to the national legislation of countries on the path of European 

integration. 

1. Materials and methods 

 
The study was conducted in 2023-2024 as part of an analysis of the legal 

regulation of consumer protection in civil law, in the aspects of purchasing low-

quality goods and making online purchases. The main material of the study was 
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the normative legal acts of the EU, which are of fundamental importance in the 

formation of the modern system of consumer law. In particular, a comprehensive 

analysis of the following provisions was conducted: Study on the Application of 

the Consumer Rights Directive 2011/83/EU (2017), Directive 2011/83/EU on 

Consumer Rights (2011), Regulation (EU) 2019/1020 on Market Surveillance and 

Compliance of Products (2019), Albania Report 2023 (2023), Report on the 

Application of Directive 2013/11/EU (2023), Directive (EU) 2020/1828 (2020), 

Directive 85/374/EEC on the Approximation of the Laws, Regulations and 

Administrative Provisions of the Member States Concerning Liability for 

Defective Products (1985), General Data Protection Regulation (GDPR) (2016), 

Directive 2013/11/EU on Alternative Dispute Resolution for Consumer Disputes 

(2013), Regulation (EU) 2019/1150 on Promoting Fairness and Transparency for 

Business Users of Online Intermediation Services (2019), Joint Research Centre 

(2025), Directive 2000/31/EC on Certain Legal Aspects of Information Society 

Services, in Particular Electronic Commerce, in the Internal Market (2000). 

The methodological basis of the study was the methods of comparative legal 

analysis, a systematic approach, and content analysis. The comparative legal 

method allowed assessing the differences and common features of the 

implementation of EU directives in the legal systems of member states and 

candidate countries. The systematic approach has provided a comprehensive 

coverage of the relationship between national legislation, EU legal acts, and 

consumer protection mechanisms. Content analysis has been applied to examine 

case-law, including judgments of the European Court of Justice such as cases C-

243/20 (2020) and C-311/18 (2021). 
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Special attention is paid to EU candidate countries such as Albania and the 

member states of the European Union – Germany, France, Italy, Spain, Poland, 

and Slovenia. Albania was selected for the study as a candidate country for the 

European Union to analyse the adaptation of its legislation to European standards 

in the field of consumer protection. Germany, France, Italy, Spain, Poland, and 

Slovenia present examples of member states with different legal traditions, levels 

of digitalisation, and approaches to the implementation of European Union 

directives. The methodology considers the specifics of national legal systems and 

the adaptation of the provisions of European directives in these countries. It is 

based on a combination of several scientific approaches.  

The comparative legal method enabled the examination of the similarities 

and differences in the implementation of the provisions of EU directives in the 

legal systems of different countries. The systematic approach helped analyse the 

relationship between legal norms, institutional mechanisms, and judicial practice. 

Content analysis was used to review court decisions and the practice of applying 

norms at the level of both the EU and national courts. As part of the empirical 

section, a statistical analysis of consumer requests to online dispute resolution 

(ODR) platforms in the EU countries was conducted. In particular, the number of 

complaints, the subject matter of appeals, and the success of resolving disputes 

without a court were analysed. 

Thus, the study is based on an interdisciplinary approach that combines the 

examination of legal norms, judicial practice, statistics, and political processes of 

European integration. This provides for a comprehensive understanding of the 

level of consumer protection in the modern digital environment, outlining 

practical challenges to the implementation of European directives, and developing 
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recommendations for countries seeking to harmonise national legislation with EU 

law. 

2. Results and discussion 

2.1. European legislation and the practice of its implementation 

Consumer protection is an important element of civil law in the EU and aims 

to ensure a high level of security and transparency for consumers. The main 

legislative acts governing this area are Directive 2011/83/EU and Regulation (EU) 

2019/1020. Directive 2011/83/EU aims to ensure a high level of consumer 

protection and support the effective functioning of the internal market. It is aimed 

at harmonising the legislation of member states with regard to certain aspects of 

contracts between consumers and sellers to promote a high level of consumer 

protection and the proper functioning of the domestic market (Rumi and Ferraro, 

2020).  

The Directive sets standards for remote and offline contracts, providing 

consumers with the right to clear information and the ability to withdraw from the 

contract without giving reasons within 14 days. Regulation (EU) 2019/1020 

strengthens market surveillance, ensures that goods meet EU requirements, 

provides their compliance and promotes the free movement of goods and a high 

level of consumer protection (Perrone, 2020). This regulation sets out rules for 

national market surveillance authorities, promotes better cooperation between 

government agencies, and defines responsibilities for enterprises to ensure product 

compliance. 

It is important to emphasise that Albania, as a candidate for EU membership, 

makes major efforts to align its norms with EU standards in the field of consumer 
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protection. In particular, the country is actively implementing the provisions of 

Directive 2011/83/EU and Regulation (EU) 2019/1020 (2023). The regulation on 

market surveillance and product compliance is one of the key tools for regulating 

the quality of goods in the EU. The main purpose of this regulation is to ensure 

that products distributed in the EU market comply with high-quality and safety 

standards and create equal conditions of competition for business entities in the 

common market.  

The regulation sets out clear rules for market surveillance of goods sold in 

the EU, regardless of their country of origin, and sets out the responsibilities of 

business entities, in particular, manufacturers, importers, distributors, and 

suppliers. The main purpose of this document is to protect end users from 

dangerous or low-quality products, with a special focus on categories such as 

electronics, toys, medical devices, and other similar products. An emphasis was 

placed on expanding the powers of national market surveillance authorities. These 

authorities now have the ability to more effectively check products on the market, 

using tools such as secret procurement and inspections (Pane et al., 2019). The 

regulation also provides for the creation of favourable conditions for international 

cooperation with states that supply products to the EU (Baur, 2020). 

One of the innovations of the Regulation provides for the obligation of 

online platforms to cooperate with market surveillance authorities. Major e-

commerce platforms such as Amazon and eBay must now remove offers to sell 

products that do not meet safety and quality standards at the request of the 

competent EU authorities. This is an important step towards increasing the 

transparency of digital commerce and building consumer confidence in online 

shopping (Baur, 2020). 
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Albania has incorporated Regulation (EU) 2019/1020 into its national 

legislation by establishing a dedicated market surveillance body aligned with EU 

principles (Matkovski et al., 2021). This step reflects the broader integration 

policy that requires candidate states to harmonise with EU norms, thereby 

fostering a common legal space and ensuring consistent consumer protection 

across the single market. In particular, Albania, as one of the candidate countries, 

is actively implementing European approaches in the field of consumer protection. 

In close cooperation with the European Commission, the government has 

implemented a number of programmes aimed at integrating key EU directives into 

national legislation. Among them are Directive 2011/83/EU on consumer rights 

and Directive 2000/31/EC, which lay the foundation for regulating modern market 

relations. One of the key elements of this process is the implementation of an 

effective market surveillance system that meets the requirements of Regulation 

(EU) 2019/1020, which deals with market surveillance and product compliance.  

Albania has established a national market surveillance authority that 

controls the quality of goods distributed in the country and ensures compliance 

with product safety standards. Thus, in 2022, as part of a pilot project, monitoring 

of products offered online was conducted to identify violations of security 

standards and prevent cases of fraud (Bejtja, 2018). Special attention is paid to 

raising the level of legal awareness of consumers. The government of Albania, in 

cooperation with international organisations, is implementing educational 

initiatives aimed at explaining to citizens their rights as consumers under European 

standards (Luzan et al., 2022; Ma et al., 2024). Such measures have contributed to 

the growth of public confidence in market mechanisms and legal protection 

systems, and Albania itself is gradually integrating into the single European 
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market. There are certain difficulties in harmonising the regulatory framework. 

Among them, the issue of providing national oversight bodies with sufficient 

resources for the proper performance of their functions remains key. In addition, 

the successful implementation of alternative dispute resolution (ADR) and ODR 

procedures requires further modernisation of the infrastructure and improvement 

of the regulatory framework. 

At the same time, a critical comparison with individual EU Member States 

shows that the practical implementation of harmonised consumer protection 

legislation varies considerably. In Germany, decentralised supervision is 

reinforced by sectoral alternative dispute resolution bodies, which publish 

reasoned decisions and operate with strong judicial support, ensuring 

predictability and reliability in law enforcement. In France, a unified mediation 

system requires traders to refer to approved mediators, and administrative 

authorities use investigative tools such as mystery shopping and targeted 

inspections, ensuring transparency and a deterrent effect.  

Italy and Spain rely on extensive geographical networks of mediation and 

arbitration supported by municipal and regional authorities, which facilitate rapid 

access for consumers and encourage compliance by traders through codes of 

conduct and the rapid removal of non-compliant offers from the platform. Poland 

and Slovenia have more simplified structures but impose strict deadlines, standard 

forms and administrative consequences for traders who do not cooperate in dispute 

resolution. These examples demonstrate that institutional clarity, measurable 

levels of service in ADR and ODR, and coordinated digital enforcement are 

crucial factors in making harmonised rules effective in practice. 
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Looking at Albania, the challenge lies not so much in formally transposing 

EU legislation as in institutional barriers that weaken its enforcement. 

Responsibility is spread across several agencies, complicating coordination and 

slowing down cross-sectoral action. A lack of resources in terms of personnel, 

digital investigation tools and forensic expertise limits proactive oversight, 

particularly of online trade (Ketners et al., 2024; Raiymbergenova et al., 2023). 

Although ADR and ODR procedures exist, trader participation is inconsistent and 

the legal obligations ensuring cooperation are not strong enough. Data on 

complaints, inspections and court decisions is fragmented, hindering the creation 

of reliable feedback mechanisms or early warning mechanisms for repeat 

infringements.  

The practice of applying sanctions is also not proportionate, as fines do not 

always correspond to the size of the business or the seriousness of repeat 

infringements, reducing their deterrent effect. Finally, consumer awareness and 

compliance by traders remain uneven, especially outside major urban centres, 

leading to gaps in the practical exercise of rights guaranteed by law. To remove 

these barriers, clearer institutional leadership, investment in compatible digital 

systems, stronger obligations on traders to cooperate with ADR bodies, and 

consistent publication of enforcement results are needed. Only by strengthening 

these elements will Albania be able to bring the actual experience of its consumers 

in line with the standards observed in high-performing EU Member States. 

The expansion of European standards to candidate countries, in particular, 

Albania, is a crucial step in building a more integrated European market. This 

process not only ensures a high level of consumer protection but also contributes 

to strengthening economic ties between EU member states and future members of 
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the association. Thereby, it increases the level of product safety and consumer 

confidence at the regional level. The legal framework for consumer protection in 

the EU is based on harmonised regulations, such as Directive 2011/83/EU and 

Regulation (EU) 2019/1020, which establish high standards of product safety and 

guarantee consumer rights. Extending these rules to candidate countries, in 

particular, Albania, contributes to the creation of a single legal space, improving 

the system of market surveillance and bringing local requirements in line with 

European standards. This approach protects the interests of consumers and forms 

a sustainable basis for the integration of candidate countries into the common 

European market. 

2.2. Identification of defective goods and consumer rights 

European law defines a faulty product as one that fails to meet safety, 

quality, or specified features that may endanger consumers’ health, safety, or 

property. Directive 85/374/EEC, which governs defective product liability, and 

Directive 2011/83/EU, which strengthens EU consumer protection, define this. 

Product defects are usually determined by non-compliance with consumer safety 

requirements. These expectations depend on the product, its use, and user hazards. 

Product problems have three primary types. Design defects caused by risky or 

defective product design are the first type. Second, production problems occur 

when a product deviates from specifications owing to manufacturing errors. 

Insufficient information or instructions from the manufacturer for safe product use 

is the third category. In medical equipment, consumer education is crucial to safety 

(Zhang et al., 2023). 
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European Law gives member states significant latitude in implementing 

defective product rules in their national laws, but the essential concepts remain 

consistent. Germany emphasises stringent manufacturer liability for product 

quality, while France emphasises consumer moral damage compensation. The 

European Court of Justice advocates EU-wide norms, supporting this approach. 

EU candidate countries are aggressively adapting their legal systems to European 

standards. The Albanian government is implementing Directive 85/374/EEC-

based laws. Albania passed the Limited Responsibility Partnership Act (2008) in 

2022, which defines defective products and expands responsibility. Now it 

includes manufacturers, distributors, and importers.  

The legislation also requires consumers to be compensated for material and 

moral harm from defective items. Legal knowledge protects customers’ rights 

while buying substandard goods (Dudchenko et al., 2018; Bidaishiyeva et al., 

2018). Through information campaigns and educational programs, the EU raises 

citizens’ awareness of producer rights and duties. The EU promotes consumer 

protection through information campaigns and education (Bashtannyk et al., 2020; 

Zaitseva et al., 2023). The European Commission launched a consumer awareness 

campaign in 2014 to educate consumers and merchants on EU directive rights 

(Consumer Rights Awareness…, 2016). The European Commission also supports 

consumer education and local advice for vulnerable populations like children, the 

elderly, and those with limited information. 

Albania is also implementing programmes aimed at raising consumer 

awareness. For example, the ALERT Centre, in cooperation with the European 

Movement in Albania (EMA), implemented the “Green line for consumer 

protection” project, funded by the European Union, which included measures to 
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raise awareness of food safety and strengthen consumer protection through the 

involvement of local public organisations (Opening Activity – Green…, 2025). 

The “Consumer Academy” programme is also notable, held from February to June 

2021 with the support of the “Albanian Consumer” Centre and the Friedrich Ebert 

Foundation in Tirana (Academy of…, 2021). The aim of the programme was to 

raise awareness among young people about issues related to consumer rights, 

complaint mechanisms, and information campaigns. Also, in 2022, the module 

“Consumer Protection in the Digital Age – Online Services” was held within the 

framework of the “School of Consumer Protection and European Integration” 

(Module 7, School…, 2022). This event was organised by the European 

Movement of Albania in cooperation with the Academy of Political Studies and 

the ALERT Centre, with financial support from the European Union. The 

participants got acquainted with the legal aspects of consumer protection in the 

digital environment, in particular, in relation to telecommunications and data 

protection. 

EU legislation provides consumers who encounter defective goods with 

clear legal remedies, namely replacement, refund or compensation in accordance 

with Directives 2011/83/EU and 85/374/EEC. These provisions protect 

consumers’ interests and increase manufacturers’ liability. Extending these 

standards to candidate countries such as Albania contributes to the creation of a 

single European legal area that ensures product quality and safety (Djurovic, 

2013). The right to replace a defective product is one of the key mechanisms that 

ensures a prompt solution to consumer problems without unnecessary difficulties. 

The consumer has the opportunity to request the replacement of the product with 

a similar one that meets the declared characteristics. This is especially important 
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for products where defects can substantially affect safety or functionality, such as 

electronics, cars, or children’s toys. If a replacement cannot be made due to the 

lack of similar products, the consumer has the right to use other available options, 

such as a refund. 

Refunds are one of the key mechanisms provided for by European 

legislation. In situations where a defective product cannot be replaced or its repair 

is too difficult or expensive, the consumer has the right to a full or partial refund 

of its cost. This also applies to cases where a defect leads to significant losses for 

the consumer, for example, due to a malfunction of expensive equipment during 

its use. The practice of the European Court of Justice confirms that the right to a 

refund does not depend on the fault of the manufacturer or seller, but is based 

solely on the fact that the product does not meet the established quality standards 

(Fairgrieve and Pilgerstorfer, 2017). Compensation for moral and material damage 

is an extremely important aspect of protecting the rights of consumers affected by 

the use of defective goods. Non-pecuniary damage, in particular, in cases of 

serious injuries or threats to health, is determined by the court on the basis of an 

analysis of the circumstances of a particular case (Vazov et al., 2024; Morris, 

2025). As for material damage, it covers the cost of repairing or replacing 

property, as well as losses related to the temporary inability to use the goods. 

Albania has adopted comparable consumer protection measures to align 

with European standards. In 2023, rules guaranteed consumers the right to a refund 

or replacement of goods without bureaucracy. The law also allows for non-

pecuniary compensation for physical or psychoemotional harm caused by low-

quality goods (Abdurrahmani, 2024). In the modern European market, consumer 

rights to replace goods, return monies, or compensate for harm protect them. These 
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technologies ensure consumer fairness and promote manufacturer and seller 

responsibility, boosting market confidence. European Court of Justice cases are 

crucial for complaint analysis. The highest court for interpreting European law, 

including consumer protection laws. In C-243/20, the court considered 

manufacturers’ culpability for product defects that cause consumer physical harm. 

The problem was subcontractor component defects. The European Court of Justice 

concluded that under Directive 85/374/EEC, which governs defective product 

liability, the manufacturer is solely accountable for damage, even if a third party 

supplier caused it. The European Court of Justice highlighted that production and 

supply chain flaws should not harm consumers. As a major market player, the 

manufacturer is accountable for product safety and component quality. This 

decision strengthened EU consumer protection by confirming strong producer 

responsibility. The precedent strengthened consumers’ power and forced 

businesses to improve quality control throughout manufacturing. The latter are 

entitled to compensation regardless of production complexity. The case C-243/20 

established consumer rights as paramount over corporate interests and influenced 

future lawsuits. One important case is C-311/18, which concerns digital commerce 

contract transparency. The European Court of Justice considered personal data 

processing during electronic transactions. Facebook Ireland Ltd transferred 

European users’ personal data to the US without proper protection under the 

General Data Protection Regulation, which was the main issue. Lack of clear 

notice about personal data processing infringes consumer rights, the court ruled. 

The supply company must follow the General Data Protection Regulation in all its 

operations. 
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The main message of the court was that consumers have the right to know 

how their personal data is processed, especially when making electronic 

purchases, where the amount of access to such data can greatly exceed the limits 

of traditional trade relations. The court stressed that the protection of personal data 

is an integral element of ensuring transparency in the terms of contracts and is one 

of the main principles of consumer protection in the EU. This decision had a 

considerable impact on the field of e-commerce, as it obliged supplier companies 

to ensure reliable protection of personal data at all stages of their processing, 

including transfer between different jurisdictions. In particular, companies 

operating in the EU market were advised to use only those platforms and services 

that meet the requirements of the GDPR. As a result of this decision, notable 

changes were made to the privacy policies of major e-commerce platforms such 

as Amazon and eBay. They started offering consumers more detailed information 

about the use of their data. The decision in the C-311/18 case was an important 

step towards increasing consumer confidence in online merchants and 

strengthened position of the EU as a leader in setting global standards for personal 

data protection. This precedent highlights the importance of ensuring transparent 

contract terms, including proper protection of consumers’ personal data, as a 

critical condition for the stable functioning of e-commerce. The decision of the 

European Court of Justice not only strengthened the rights of consumers but also 

introduced new standards for companies that want to operate in the European 

market. This became the basis for further improvement of consumer protection 

mechanisms in the field of e-commerce. 

According to statistics, a large number of consumer complaints are related 

to the violation of their right to a refund in case of the purchase of a defective 
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product. In 2023, more than 60,000 cross-border requests were reviewed through 

ODR, of which approximately 45% were related to non-fulfilment of the terms of 

return or exchange of goods. Thereby, about 80% of these disputes were resolved 

without involving a court, which confirms the effectiveness of ODR mechanisms 

in reducing the burden on the EU judicial system. The pie chart shows the share 

of complaints related to non-compliance with the terms of return and replacement 

of goods (45%) from the total number of complaints considered (60,000) on the 

ODR platform in 2023 (Figure 1). 

 

Figure 1. Categories of complaints on the ODR platform in 2023 

 

Source: developed by the author. 

 

The histogram below shows the proportion of complaints that were resolved 

without judicial intervention (80%), compared to other cases (Figure 2). 
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Figure 2. Proportion of complaints that were resolved without judicial intervention, 

compared to other cases 

 

 
 

Source: developed by the author. 

 

Albania continues to make substantial strides in improving its consumer 

complaint handling system (Iasechko et al., 2020). In 2022, the government 

launched a national platform e-Albania that allows citizens to apply. The service 

has already processed more than 10,000 complaints, including violations of the 

terms of contracts and the sale of goods of questionable quality. In addition, in 

cooperation with the European Commission, the country has started monitoring 

the implementation of the right to compensation for damage through judicial and 

non-judicial mechanisms that meet EU standards. 

Statistical analysis of consumer complaints in the EU and the practice of the 

European Court of Justice indicates a well-developed system of legal regulation 

and effective protection mechanisms that contribute to successful conflict 

resolution and compensation. The experience of candidate countries such as 

Albania confirms the success of implementing European standards and protective 

mechanisms, which contributes to the formation of a single market with a high 



     
 

 

Clío. Revista de Historia, Ciencias Humanas y Pensamiento Crítico 

 ISSN: 2660-9037 / Provincia de Pontevedra - España 

A
ñ
o

 6
, 

N
o

. 
1

1
, 

en
er

o
-j

u
n
io

, 
2

0
2

6
 

Kullolli, Brunela 

Protection of consumer rights in civil law: 

from product defects to online shopping 

P
ág

in
a 

2
0
9
3

 

level of consumer rights. This harmonisation process demonstrates how adapting 

the legal framework to EU requirements can greatly improve both the institutional 

and practical level of consumer protection in countries seeking to join the common 

market. Albania’s success in this area is measured by several indicators.  

Albania has taken significant steps to harmonise its legislation with EU 

directives, particularly 2011/83/EU on consumer rights and 2000/31/EC on e-

commerce (Xhuvani, 2023). In 2022, the country launched a national platform for 

electronic dispute resolution (ODR), which processed over 10,000 appeals in its 

first year, with more than 75% resolved pre-trial. Educational campaigns, 

including the EU-funded ALERT project, have also strengthened public legal 

awareness. According to European Commission and BEUC reports, consumer 

rights are now assessed through indicators such as the number of complaints 

addressed, the share of disputes settled out of court, and the adaptation of laws to 

European standards. Legislative reforms introduced consumer-friendly measures, 

such as the right to return goods within 14 days, greater contract transparency, and 

the establishment of ADR and ODR mechanisms. These changes have increased 

consumer confidence, but challenges remain. Market surveillance bodies lack 

sufficient technical resources, the judiciary requires efficiency improvements, and 

digital trade regulation still leaves 25-30% of cross-border online transactions 

insufficiently monitored. Fraud remains a major risk: in 2022, about 20% of online 

complaints related to scams, including defective goods, lost orders, or fake 

websites. 

To address such risks, EU law obliges e-commerce platforms to provide 

transparent seller information and comply with Regulation (EU) 2019/1150, 

which governs platform-user relations (Aliaj & Tiri, 2023). Albania has 
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incorporated these rules, requiring seller verification and creating systems to track 

fraudulent websites. In 2023, major platforms such as Amazon removed thousands 

of non-compliant products, showing the effectiveness of these standards. 

Nevertheless, cross-border e-commerce continues to require stronger oversight, 

while raising consumer legal awareness remains essential. Albania’s 

harmonisation of consumer law demonstrates the benefits of adopting EU 

standards: enhanced transparency, trust, and fairness in digital trade. At the same 

time, further improvements in regulation, monitoring, and consumer education are 

needed to secure a safe and reliable online market environment. 

2.3. Online trading and the transparency of contract terms 

E-commerce has become one of the most substantial sectors of the modern 

economy, but has also brought a number of challenges to the consumer experience. 

One of the most important issues is information transparency, which affects the 

ability of consumers to make informed decisions when making online purchases. 

Incomplete, inaccurate, or complex information about products, refund conditions, 

or additional costs can lead to a loss of consumer confidence and an increase in 

the number of complaints. The most common manifestations of a lack of 

transparency are complex legal formulations in product return policies and hidden 

costs. Consumers often do not receive clear information about the total cost of an 

order until it is paid for. This creates serious problems for digital trade, as it 

violates the principle of transparency enshrined in EU legislation, in particular, in 

Directive 2000/31/EC on electronic commerce.  

The European Commission has prepared a number of recommendations for 

online platforms that aim to increase the transparency of information to address 
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this problem. Companies are required to clearly indicate the final cost of the order, 

accounting for all possible fees. In addition, platforms should ensure that 

information about return policies is available in a clear format that does not require 

legal knowledge to understand it (De Streel, 2018). Thus, ensuring information 

transparency in e-commerce is a key task for both the EU and the countries that 

are candidates for joining the Union. This aspect increases consumer confidence 

in digital platforms and creates a solid foundation for further development of e-

commerce at the national and international levels. Directive 2000/31/EC addresses 

transparency in e-commerce by establishing clear rights and obligations for 

consumers, sellers and platforms. It prohibits unjustified restrictions on access to 

online services, thereby promoting cross-border trade and strengthening consumer 

confidence in digital markets. One of the fundamental aspects of the directive is 

the obligation of online platforms to provide consumers with clear information 

about products, delivery terms, return policies, and seller contact details. In 

addition, platforms are required to process consumers’ personal data in accordance 

with the General Data Protection Regulation. This helps reduce the risk of fraud 

and protects the rights of consumers in case of violation of the terms of the 

agreement (Permatasari et al., 2025). 

The directive also defines liability rules for intermediaries that function as 

online platforms. According to these rules, platforms are not responsible for the 

content or products offered by sellers unless they have direct control over this 

content. However, they are required to respond quickly to consumer complaints 

and remove content that violates the law. For example, according to a 2023 report 

by the European Commission, more than 70% of reports of fraud on platforms 

were reviewed within 48 hours, which indicates the effectiveness of implementing 



     
 

 

Clío. Revista de Historia, Ciencias Humanas y Pensamiento Crítico 

 ISSN: 2660-9037 / Provincia de Pontevedra - España 

A
ñ
o

 6
, 

N
o

. 
1

1
, 

en
er

o
-j

u
n
io

, 
2

0
2

6
 

Kullolli, Brunela 

Protection of consumer rights in civil law: 

from product defects to online shopping 

P
ág

in
a 

2
0
9
6

 

the provisions of the directive. As part of the harmonisation of European 

legislation, Directive 2000/31/EC has become the basis for reforms in candidate 

countries, in particular, in Albania. In 2022, Albania adopted regulations that meet 

the requirements of this directive. In particular, a duty was introduced for 

platforms to ensure transparency of the terms of transactions and provide 

consumers with the opportunity to file complaints in an online format. In addition, 

a national register of e-commerce platforms has been created, which contributes 

to better monitoring of compliance with the law.  

The e-commerce directive is a key tool that not only regulates relations in 

the field of digital commerce but also creates the basis for further development of 

the consumer market in the context of digital transformation. Its effectiveness lies 

in establishing transparent rules that equally protect consumer rights and business 

interests, while promoting trust and stability in e-commerce. 

2.4. Responsibility of online platforms and sellers 

Directive 2000/31/EC on e-commerce established the basis for regulating 

digital trade, focusing on the liability of platforms and sellers. Under this 

Directive, platforms acting solely as intermediaries are not directly responsible for 

content or product quality, unless they actively edit content. They must, however, 

promptly respond to consumer complaints and remove illegal or dangerous goods 

(Bulgakova and Deruma, 2023). Sellers’ liability is clarified by the Consumer 

Rights Directive 2011/83/EU, which obliges them to provide accurate product 

information. Failure to comply entails liability for consumer damage. In case C-

243/20, the European Court of Justice confirmed that manufacturers and sellers 

must compensate for defective products regardless of subcontractors’ 
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involvement. Regulation (EU) 2019/1150 further requires platforms to disclose 

ranking algorithms, inform consumers of their rights, and process complaints 

efficiently. In 2022, platforms like Amazon and eBay enhanced transparency by 

establishing dedicated consumer protection units. 

Albania, aligning with EU norms, adopted a 2023 law mandating online 

platforms to verify sellers, monitor content, and remove unsafe products. 

Violations incur significant fines, reinforcing compliance. This illustrates how EU 

rules foster a fair digital market and serve as a model for candidate countries. 

Another crucial element is alternative dispute resolution (ADR). It offers low-cost, 

accessible mechanisms, often with binding outcomes. For example, Germany’s 

Consumer Dispute Resolution Centre handles thousands of complaints annually 

(Xia et al., 2024). Albania also launched its e-Albania platform in 2022, enabling 

rapid online complaint submission. Still, low public awareness limits ADR’s use, 

suggesting the need for educational campaigns to strengthen consumer protection 

in candidate states. 

Thus, ADR systems are an important component of the modern consumer 

protection system, providing fast, affordable, and effective conflict resolution. 

Their successful implementation in candidate countries such as Albania 

contributes to increasing citizens’ confidence in the legal system and creates a 

stable basis for integration into the European market. Although alternative and 

online dispute resolution systems are effective means of protecting consumers’ 

rights, in some cases, there is a need to apply to the judicial system, which gives 

legal force to the decisions taken and guarantees the protection of consumers in 

difficult situations. Judicial protection is a key element of the EU consumer 

protection system (Zhanibekov et al., 2024; Akimbekova et al., 2021). The 
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European Court of Justice plays an important role in shaping legal practice that 

promotes equality and protects the interests of consumers. Handling cases such as 

C-243/20, illustrates the priority of consumer rights in matters of manufacturers’ 

liability for defective products. 

In addition, EU courts actively use the provisions of European directives in 

their national practice. For example, in Germany and France, most cases related 

to violations of the terms of e-commerce contracts are resolved in favour of 

consumers, which increases citizens’ confidence in the judicial system. Judicial 

protection complements non-judicial mechanisms, providing a guarantee of 

implementation of decisions taken and creating precedents that contribute to 

further improvement of legislation (Ketners, 2025; Baturin & Moroz, 2024). 

Although judicial protection is the basis of the legal mechanism for dispute 

resolution, it is complemented by other tools, such as class actions and active 

participation in public initiatives and control bodies that strengthen the consumer 

protection system. Class action is an important tool for consumer protection in the 

EU, especially in situations of mass violations. According to Directive 2020/1828, 

consumers have the opportunity to join forces to file class-action lawsuits against 

companies that have violated their rights. This mechanism greatly lowers the cost 

of litigation for individuals and ensures effective handling of cases involving fraud 

or defective goods.  

Further improvements in ADR and ODR systems in candidate countries 

such as Albania are expected to increase confidence in e-commerce and strengthen 

consumer legal protection. European support in the form of technical assistance 

and training programmes will be instrumental in expanding access to these 

mechanisms and integrating them into the single European digital market. The 
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legal regulation of consumer protection in the EU was formed not only on the basis 

of historical experience but is also constantly being improved in view of new 

challenges. The analysis of terminological, statistical, and historical aspects 

provides for a better understanding of the process of development of consumer 

law and the prospects for its adaptation in candidate countries. The terminology 

used in European consumer legislation is key to ensuring clarity and unambiguity 

of legal norms (Işık et al., 2025; Serediuk et al., 2024). For example, the term 

“defective product” in Directive 85/374/EEC clearly defines the responsibility of 

manufacturers for product quality. Other terms, such as ADR or “right of return”, 

have a common interpretation, which guarantees their equal understanding in all 

EU member states. The development of Consumer Law in Europe began in the 

1970s with the adoption of basic directives, in particular, the Directive 93/13/EEC. 

Over time, the scope of consumer rights has expanded to include personal data 

protection standards and e-commerce rules. Important reforms of recent decades, 

in particular, Directive 2011/83/EU, have raised standards for transparency and 

consumer protection, making the EU a model for other regions of the world 

(General Data Protection Regulation, 2016). 

Over the past twenty years, the level of consumer protection has improved 

substantially. For example, the number of consumers who used the right to return 

goods increased by 35% compared to the early 2000s. Due to the introduction of 

ODR and ADR mechanisms, more than 70% of disputes in the EU are now 

resolved out of court. The increase in consumer awareness is also reflected in a 

decrease in the number of complaints about non-transparent terms of transactions. 

Below is a visualisation that illustrates the main trends. The graph shows the 

dynamics of changes in the number of consumer complaints about non-transparent 
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terms of transactions and resolved disputes over ADR/ODR in the EU for the 

period from 2005 to 2023 (Figure 3). 

 

Figure 3. Graph showing the dynamics of consumer complaints about non-transparent 

terms of agreements and the number of disputes resolved through ADR/ODR 

mechanisms in the EU between 2005 and 2023 

 

Source: developed by the author. 

 

 

Candidate countries such as Albania are actively implementing the terms of 

European legislation in their legal systems. For example, in the Law of the 

Republic of Albania No. 9902 “On Consumer Protection” (2008), the concepts of 

“right to information” and “protection against defective goods” are direct 

translations of European standards. This not only promotes integration into the EU 

single market but also ensures the universality of the legal language in cross-

border cases.  

An analysis of modern research in the field of consumer protection in civil 

law shows that traditional norms still remain the basis for regulating issues related 

to product defects, but they must be adapted to account for the specifics of 

electronic commerce. Thus, Verbovyi and Meniv (2024) highlight the main 
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problems in the field of consumer rights protection, emphasising the importance 

of improving civil law mechanisms for an effective response to cases of the sale 

of low-quality goods. Therewith, a study by Sanusi (2024), Putu et al. (2024), and 

Turnip and Amalia (2024) focuses on the specifics of legal protection in online 

shopping, where traditional norms often do not consider the features of the digital 

environment. Sanusi (2024) points out the need to adapt legislation to the realities 

of electronic trading, and Putu et al. (2024) examine risks for consumers and 

propose measures to increase the responsibility of sellers on the internet. Turnip 

and Amalia (2024) underline the importance of integrating the provisions of the 

Consumer Protection Act with the Civil Code to strengthen protection when 

shopping through online platforms.  

In addition, the experience of Albania, reviewed by Katro and Teliti (2014), 

indicates that institutional mechanisms and the interaction of state bodies play an 

important role in ensuring the effectiveness of law enforcement in the field of 

consumer protection. A paper by Hoxha et al. (2023), dedicated to reports on 

adverse reactions to medicines, expands the understanding of consumer 

protection, showing the need for a comprehensive approach that covers not only 

material goods but also services in the medical field. In general, the comparison 

of the results of these studies shows that to ensure comprehensive and effective 

protection of consumers’ rights in modern conditions, it is necessary to combine 

traditional civil law norms with new rules focused on the specifics of electronic 

commerce.  

To sum up, although Albania has formally integrated key EU directives on 

consumer protection into its domestic legal system, the actual implementation of 

alternative and institutional dispute resolution mechanisms still faces persistent 
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challenges. The main difficulty lies in the limited institutional capacity of the 

authorities responsible for enforcing compliance. Market surveillance authorities 

often operate with insufficient staff and technical resources, which undermines 

their ability to conduct regular inspections or intervene effectively in cases of non-

compliance, especially in a rapidly changing digital trading environment. This 

structural weakness leads to an enforcement gap: legal safeguards exist on paper, 

but their implementation remains inconsistent. 

Another significant barrier is the uneven availability and public awareness 

of ADR and ODR systems. Although platforms such as e-Albania have processed 

thousands of complaints, their coverage remains concentrated in urban areas, 

putting rural populations and vulnerable groups at a disadvantage. Digital literacy 

remains a barrier, particularly among older consumers and small traders, who may 

not fully understand how to use online systems or assert their rights under 

European-inspired legislation. This asymmetry of access limits the inclusiveness 

of the system and creates disparities in consumer protection outcomes. Trust in 

ADR and ODR mechanisms also remains fragile. Surveys and qualitative reports 

indicate that many consumers still consider courts to be the only legitimate means 

of dispute resolution, despite the length of proceedings and high costs. Trust in 

online platforms has not yet reached the level necessary to encourage their 

widespread use, partly due to occasional technical failures and a lack of 

independent oversight. Without reliable guarantees of impartiality, some 

consumers fear that dispute resolution platforms may favour businesses over 

individuals, which reduces their willingness to use these mechanisms. 

Finally, the financial and infrastructure requirements for supporting the ARS 

and ORS systems pose ongoing challenges. Maintaining the technological 



     
 

 

Clío. Revista de Historia, Ciencias Humanas y Pensamiento Crítico 

 ISSN: 2660-9037 / Provincia de Pontevedra - España 

A
ñ
o

 6
, 

N
o

. 
1

1
, 

en
er

o
-j

u
n
io

, 
2

0
2

6
 

Kullolli, Brunela 

Protection of consumer rights in civil law: 

from product defects to online shopping 

P
ág

in
a 

2
1
0
3

 

infrastructure of online platforms, training staff, and ensuring compliance with EU 

standards require continuous investment. However, Albania’s limited budgetary 

resources constrain its ability to meet these requirements. Without additional 

funding, international cooperation, and capacity-building programs, the 

sustainability of the ADR/ODR reforms remains uncertain. Taken together, these 

challenges underscore that harmonisation with EU legislation, while formally 

achieved, has not yet been fully implemented in practice. Albania’s experience 

shows that the transmission of norms must be complemented by institutional 

strengthening, targeted consumer education, and confidence-building measures to 

ensure the effective enforcement of legal rights in everyday consumer relations. 

Conclusions 

As part of the study, the legal mechanisms of consumer protection in the 

field of civil law were comprehensively analysed, in particular, in the context of 

traditional claims about the quality of goods and the growing role of online 

trading. As a result of the study, a number of important scientific and practical 

conclusions were obtained. 

Firstly, digitalisation and e-commerce are changing civil law consumer 

protection. Traditional warranty duties, the right to return goods, and damages 

compensation must be modified to distant commerce, when the vendor and 

customer have no direct interaction. New transparency, personal data protection, 

and digital seller liability laws are being revised to address these issues. Second, 

online shoppers’ lack of rights understanding is a major issue. This makes 

defensive systems difficult to install. The popularity of online commerce was also 

linked to more complaints over non-delivery, concealed payments, and unclear 
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terms of service. ADR and ODR use increased, indicating a progressive shift to 

more flexible and affordable legal instruments. In practice, digital platforms for 

consumer rights education and uniform electronic methods for complaint filing 

and dispute resolution should be developed. Enhancing international cooperation 

to unify electronic commerce consumer protection standards is also crucial.  

Limitations of the study include the limited availability of statistics on cross-

border consumer disputes and the lack of unified terminology in the legal systems 

of different countries, which made it difficult to conduct a comparative analysis. 

Thirdly, the key role of judicial practice and decisions of the European Court of 

Justice in the formation of common approaches to consumer protection within the 

EU was confirmed. Precedents regarding manufacturers’ liability for defective 

products, processing personal data in a digital environment, and transparency of 

online contracts have become a benchmark for national courts. This contributes to 

building confidence in the judicial system and unifying law enforcement, which 

is especially important for EU candidate countries such as Albania. A promising 

area of further research is the assessment of the impact of artificial intelligence 

and automated solutions on consumer protection, especially in the field of online 

trading and digital services. Given the rapid development of digital technologies, 

there are new challenges associated with personalised offers, automatic order 

decision-making, and collecting large amounts of consumer data. This requires 

updating regulatory approaches and strengthening control over compliance with 

the principles of integrity, transparency, and non-discrimination in the digital 

environment. However, these factors did not critically affect the reliability of the 

results obtained. 
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