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Clear distribution of responsibilities in a
federal network

Project management and quality
management
vzbv

Initiation and management of studies in
market segments.
Five consumer advice centres per topic

Observing and recording consumer problems
in all offices of all consumer advice centres.
16 federal states, 200 offices
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Focus on five market segments

DIGITAL WORLD

Digital services
Consumer Advice Centre
of Bavaria

Digital goods
Consumer Advice Centre of
Rhineland-Palatinate

Online purchasing of goods

Consumer Advice Centre of
Q Brandenburg
MARKTWACHTER User-generated content

Consumer Advice Centre of
North Rhine-Westphalia

Telecommunication services
Consumer Advice Centre of
Schleswig-Holstein
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Important roles

Steering committees
Five competent Consumer Advice Centres _
Two consulting Consumer Advice Centres Advisory board for
Market Watch

Diqital World

Joint project management

a Karl Schutze

Quality management Market Watch
studies Digital World

& Heike Binder & Sven Scharioth

Consumer Advice Centres

Digital World
*Bavaria, Brandenburg, North Rhine-Westphalia
Rhineland-Palatinate, Schleswig-Holstein
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Market Watch’s advisory boards

Legislator

kil

Trader &

.

Supervisors

Ombudsmen

Advice
centres

Academia

Civil society

Each advisory board has twenty members
representing policy-making, authorities,

academia, traders and civil society verbraucherzentrale
5



Market monitoring Is based on 4 pillars

I/
Na

AASN
AN

Market observation

Special studies Online platform
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Early-warning Complaints
networks recording




The objective

A B. .0

Comprehensive and synergetic monitoring under the

auspices of Market Watch.
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Early-warning networks

Sensors for quick findings

consumer advice centres

# Possible fields of application

-+ Externally: warning messages, e.g. in the form of press releases or
consumer warnings, reports to authorities or dialogue with suppliers

-+ [nternally: input for new or on-going additional analyses,
such as in-depth studies
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Complaints recording

Quantitative recording of all incidents

services, using defined categories, such as:
~* Products or services

g Possible fields of application
~¥ Long-term analysis of developments in frequency

warning networks or in-depth studies
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In-depth studies

In-depth analysis

# Possible fields of application

-+ Publishing study reports

reports to authorities, addressing and entering a dialogue with
suppliers)
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Online portal

Direct consumer access
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The market watchdog principle

IDENTIFICATION

-+ Look for indicators in the “early-warning network”

-+ Statistical recording of consumer complaints
~¥ |In-depth studies

-+ Complaints made via the online platform

-+ Other methods
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The market watchdog principle

INFORMATION

~¥ Supervisory authorities

-+ Policy-makers or legislators
-+ Cconsumers

-+ Media or public
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The market watchdog principle

ACTION

-+ Cease and desist letters and injunctions

@ﬁ -+ Public relations
-+ Dialogue with suppliers
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Funding

€ 25.5 million over 2 years

16 employees at vzbv only...

Supported by:

% Federal Ministry
of Justice and

Consumer Protection

on the basis of a decision
by the German Bundestag
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