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Consumer Council Briefing on Cross-Border parcel delivery 

Who we are 
 
As the statutory representative for consumers of postal services across 
Northern Ireland (NI), the Consumer Council welcomes the opportunity to 
respond to the European Commission’s consultation on cross-border parcel 
delivery.  
 
In addition to representing consumers of postal services, we work alongside 
other statutory bodies across the UK1 conducting research and gathering 
evidence on postal user needs to deliver strategic projects that contribute to 
improving the operation of the postal market for all consumers.  As the 
statutory consumer bodies, we also play a central role helping consumers in 
vulnerable positions, a fundamental safety net embedded into the UK’s 
Consumer, Estate Agent and Redress (CEAR) Act 2007.2  
 
 
The Northern Ireland cross-border postal landscape 
 
NI holds a unique position in both the United Kingdom (UK) and Europe 
Community.  Its geographic location means that whilst being part of the UK, NI 
does not share a land border with the other UK nations - England, Scotland and 
Wales.  However it is the only part of the UK to share a land-border with 
another European Country, namely the Republic of Ireland (RoI). This unique 
location provides many challenges and opportunities not least with cross-
border e-commerce and parcel delivery.  
 
The UK and RoI economies have been closely aligned, with many consumers in 
both jurisdictions choosing to shop in their nearest neighbouring country. 
Almost three quarters (74 per cent) of RoI consumers purchase products from 
the UK.  The UK domestic online market is fairly well served, but one in ten 
(nine per cent) UK consumers who shop cross-border within Europe, 
considered its neighbour, the RoI, a popular choice (falling slightly behind 
Germany and France). 
 
 

                                                           
1
 Citizens Advice Service, and Citizens Advice Scotland 

2
 Subsection (3) of the CEAR Act 2007 highlights the power of the Consumer Council to investigate or pursue 

complaints on behalf of vulnerable designated consumers 
http://www.legislation.gov.uk/ukpga/2007/17/contents 
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Consumer survey – Cross-border online shopping: target 
countries3 
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UK 21  39 25 17 2 6 3 8 6 9 2 2 2 2 1 3 1 1 1 

Ireland 15 74 33 17 9 1 4 2 4 3  0 1 1 2 0 4 1 1 0 

 
 

Even more so, the NI economy is heavily reliant on cross-border trade, 
particular with the RoI.  In 2015, over half (56 per cent) of companies in NI and 
RoI involved in cross-border sales are experiencing growth compared to 40 per 
cent of those with no export sales4.  One may assume that the rise in e-
commerce is contributing to this growth. 
 
NI residential consumers with low mail volumes, who wish to use a standard 
low cost postal service to the RoI or other European countries have only the 
option of Royal Mail’s (the National Postal operator in the UK) basic universal 
postal service product.  This charges a uniform tariff to all European 
destinations.  However, NI businesses and large volume mailers are relatively 
better served by transporters, couriers and other local delivery suppliers, in 
addition to Royal Mail.  Many of the well known national and local postal and 
parcel operators (e.g. DHL, UPS, TNT, Whistl Yodel, MyHermes, DPD, Fastway, 
Postal Group NI) have a presence in NI but most are primarily focused on 
Business to Business (B2B) and Business to Consumer (B2C) markets.  All of 
these offer additional services for businesses.  In general, the higher the 
volume, the lower the tariff per shipment.  
 
Research5 on cross-border mail services between NI and the RoI in 2010 found 
that three in four (75 per cent) NI consumers believed the cross-border mail 
service to be solid and consistent. They expressed, however that they expected 
to see significant improvements to meet their changing needs. In particular, 
they wanted a more efficient and cost-effective cross-border service, which 

                                                           
3 Extracted from Civic Consulting (2011), Consumer market study on the functioning of e-commerce and 

Internet marketing and selling techniques in the retail of goods 
4 http://www.intertradeireland.com/newsevents/news/2015/intertradeirelands-q1-business-monitor.php 
5
 Consumer Focus Post Cross-border post: Improving mail services between Northern Ireland and the Republic 

of Ireland 
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could be more competitively priced than the current pan EU tariff because of 
the proximity of the two jurisdictions.  Value for money was also considered to 
be one of the weakest aspects of the current cross-border mail service.  This 
was also confirmed by more recent research undertaken by Ofcom (the UK 
Postal Regulator) which found almost half (47 per cent) of NI consumers felt 
that the cross-border postal service did not represent value for money6. 
 
The research7 also found that many are using ‘work-around solutions’ with 
some consumers8 personally transporting mail destined to the RoI, to be sent 
within An Post’s delivery network.  A reduced cost, perceived faster delivery 
times, convenience and reliability are the main reasons for doing so.  Some 
businesses suggested that improvements to the cross-border mail service in 
these areas would reduce the need for them to make the journey across the 
border to post mail. 
 
As well as work-around solutions, operators and online retailers are starting to 
introduce more innovative solutions to the problem of cross-border parcel 
delivery.  One such example includes Parcel Motel. Parcel Motel is developing 
a growing presence throughout UK and ROI.  This can provide consumers with 
an alternative and perhaps more convenient way to have items returned and 
delivered across borders9, through the use of unattended lockers (drop 
off/pick up boxes), therefore avoiding the cost of “last mile” in low density / 
low demand environments. The travel cost of collecting or depositing (mainly 
returns to e-retailers) is borne by the consumer. 
 
What Europe can learn from the growth in the domestic UK Parcel Market? 
 
The UK has taken the lead on online shopping throughout the EU10 and the 
majority of residential consumers believe that their online shopping habits will 
only increase in the future11.  
 
Delivery is a vital component of the online shopping experience.  A good 
delivery experience encourages consumers to purchase more goods from the 
online retailer.  Almost seven in ten (67 per cent) UK consumers would be 

                                                           
6
 Ofcom – Communication Market Review 2014 http://stakeholders.ofcom.org.uk/market-data-

research/market-data/communications-market-reports/cmr14/northern-ireland/  
7
 Consumer Focus Post – Cross-border post 2010 

http://www.consumerfocus.org.uk/assets/6/files/2010/02/Consumer-Focus-Post-Cross-border-post.pdf 
8
 a quarter (27 per cent) of all NI consumers and 17 per cent of small and medium enterprises (SMEs) 

9
 http://www.nightline.ie/about/parcel-motel/  

10
 Ofcom Annual Report on the postal market, 2014 

11
 ‘Sense and Sensibility’, Consumer Focus, 2013 

http://stakeholders.ofcom.org.uk/market-data-research/market-data/communications-market-reports/cmr14/northern-ireland/
http://stakeholders.ofcom.org.uk/market-data-research/market-data/communications-market-reports/cmr14/northern-ireland/
http://www.nightline.ie/about/parcel-motel/
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likely to use an alternative retailer next time for the same goods, if they 
experienced a poor delivery service12. 
 
Peripheral areas of the UK can experience delivery exclusions 
 
Whilst online shopping is increasing in popularity, the delivery process to fulfil 
these orders can exclude some potential online shoppers from this increasingly 
important market.  Considering that more than half of consumers in NI shop 
online, efficient delivery solutions are more important than ever.    
 
Despite this, recent research by the Consumer Council on parcel deliveries13 
revealed that a third (33 per cent) of online retailers apply delivery restrictions 
to NI.  Restrictions faced by consumers can include higher charges, longer 
delivery times and a refusal to deliver to NI.  While this level of exclusion is 
similar to other peripheral areas of the UK and British Isles, it is ten times 
higher than any other region of the UK mainland.   
 
 
 
 
 
 

 

 

 

 

 

 

 

 

 

                                                           
12 MetaPack – Delivering Consumer Choice 2014    
13

 Consumer Council commissioned research – Perceptive Insight Market Research ‘Online Parcel Services’ May 
2015. (To be published) 
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The same research found that with only half (50 per cent) of online retailers 
offer the same delivery service across the UK, regardless of location, many NI 
consumers can find themselves paying considerably more for the delivery of 
their purchases than their fellow UK mainland residents.  Those retailers who 
charge a differential price tend to do so at substantial extra cost.  For example 
when free delivery is withdrawn consumers can pay up to £10 for delivery to 
NI.   One in five online retailers indicate that delivery costs (20 per cent) and 
delivery times (18 per cent) will vary depending on location within the UK, and 
17 per cent withdraw some delivery options entirely14. 
 
Delivery comes at a cost and the general expectation and perception can be 
the further the distance, the greater the cost.  Whilst this can be the case for 
many parcel operators, the universal service provider and some large parcel 
operators, operate through highly sophisticated logistical arrangements which 
can generate economies of scale and can sometimes make it possible for 
reduced or uniform tariffs for the more remote locations to be passed onto the 
consumers.   
 

Growth of innovative solutions 

Royal Mail is currently the dominant provider of postal services within NI.  
However, postal competition and innovations are developing significantly. 
 
As the demand for online shopping grows, so does the consumer’s desire to 
have greater control over when and how they receive their purchase.  Forty 
per cent of consumers15 still see delivery as a barrier that may prevent them 
from shopping online, particularly with the risk of no-one being at home to 
receive the order.  Another major concern is the expectation of whether 
consumers should pay for delivery. 
 
Therefore, many online retailers and parcel operators are adapting their 
business models to suit growing consumer demand.  More and more operators 
and retailers are offering faster, same day and nominated time delivery 
options to meet consumer demand.  Tracking is also becoming a standard 
feature of most delivery offerings rather than an additional add-on of a 
premium product.   
 

                                                           
14 Consumer Council commissioned research – Perceptive Insight Market Research ‘Online Parcel Services’ 

May 2015. (To be published) 
15

 IMRG UK Home Delivery Survey 2015  
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Platforms which connect online retailers with a wide range of carrier networks 
are also growing in influence.  Retailers continue to develop more cost-
effective and controllable in-house solutions such as logistics advancement 
through local warehousing and increased technology, establishing their own-
delivery network16 or ‘Click and Collect’ services.   
 
The growth of companies such as Shutl17, provide 
real-time delivery options by connecting consumers 
with a network of local same-day carriers to faster 
and more convenient delivery services. Some parcel 
operators such as Yodel and Hermes now offer Pick 
up Drop off (PUDO) models.  These models allow 
online shoppers to opt for a collection option, such as 
click and collect, which can be picked up in a range of 
retail outlets across the UK. This collection method is growing in popularity 
with over half of retailers now offering this option and more than a quarter (27 
per cent)18 of NI consumers making use of this service.  Some online retailers 
are also making use of their high street store network and offering similar click 
and collect or reserve and collect options, and some use the Post Office 
network as a pick-up point. 
 
Another innovative way in which consumers are choosing to receive their 
goods is through the use of ‘locker’ style services, such as, Amazon lockers or 
Doddle19 stores, which are available in Great Britain only or Parcel Motel.  All of 
which are open 7 days per week. 
 
Innovation has taken place not just in how consumers have parcels delivered, 
but in how they communicate their experiences of particular postal companies 
or methods. Four in ten UK consumers20 have used social media to express 
dissatisfaction with a retailer, although not all issues were delivery related. 
There are also a wide range of internet forums devoted to reviewing 
companies (e.g. Feefo), which allows consumers to make an informed choice 
when choosing a delivery operator. 
 
 

                                                           
16

 Amazon Logistics 
17

 http://shutl.com/uk/  
18

 Millward Brown Ulster - Annual Mail and Post Office Satisfaction Survey (2014) for Consumer Futures (Post)  
19

 https://www.doddle.it/ - Doddle stores are located near train stations and allow consumers to collect, send 
or return their parcel on the way to, or from, work.  
20

 Hermes Parcel delivery 2014 usage and attitudes survey  

http://shutl.com/uk/
https://www.doddle.it/
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Actions taken by consumers on delivery restrictions 

It is interesting to observe that when delivery restrictions arise during the 
online purchasing process, consumers take a range of actions.  

NI consumers often face delivery restrictions or higher charges for delivery 
than those in mainland GB when ordering goods online.  While 34 per cent of 
consumers state that they would take no action, a higher number (39 per cent) 
have abandoned a purchase or cancelled due to the delivery charge added on 
at the end, and a further one in five (20 per cent) say they no longer shop with 
the retailer because of the delivery restrictions 21.  

 

 

 
 
Compliance with CCR Legislation – (pre-purchase)  
 
The Consumer Contracts (Information, Cancellation and Additional Charges) 
Regulations 2013 (CCR Legislation) provide an obligation on retailers to give 
consumers a range of pre-purchase information.  Whilst this legislation helps 
to protect consumers when buying items online, research22 undertaken by the 
Consumer Council earlier this year uncovered some areas where retailers are 

                                                           
21

 Consumer Futures (Post): Annual Mail and Post office Satisfaction survey NI (March 2014) by Millward 
Brown Ulster 
22

 Consumer Council commissioned research – Perceptive Insight Market Research ‘Online Parcel Services’ May 
2015. (To be published) 
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failing to comply with certain aspects of this legislation and appear to be 
confused or unaware of their legal responsibilities.   

The research found that for the majority of retailers it can take less than two 
clicks to find the relevant pre-purchase delivery information.  However, almost 
one in five (18 per cent) retailers do not clarify delivery pricing information 
prior to purchase, either by detailing the costs on their website or by stating 
delivery prices are standard across the UK. 

Furthermore, one in ten (11 per cent) of UK retailers do not provide sufficient 
returns information. 

The Consumer Council’s general view 
 

Whilst consumers believe that their online shopping habits will only increase in 
the future23 over half (51 per cent) of UK consumers are less likely to buy items 
that are shipped from outside the UK24.  This may be because they feel the UK 
market is particularly well served or it may be they perceive there to be 
barriers to cross-border shopping.       

Combating the real and perceived high costs of cross-border delivery is an 
important feature in generating growth through cross-border e-commerce, but 
other aspects are equally important.  Cost is an important feature of the 
delivery service but not the only aspect.  Consumers want options to suit their 
needs, and an effective and accessible complaint and redress service should 
something go wrong.  

Innovation and competition will continue to drive this market.  However, 
continuous monitoring and the exploration of safeguards may be needed to 
protect those in peripheral and outlying areas of Europe to ensure they enjoy 
the same benefits of the e-commerce market all other areas.  

Pricing and transparency 

Value for money is highly personal and purchase specific.  It is influenced by 
the product type, urgency, distance, need and uniqueness.  It is also impacted 
by the value added elements that are provided in addition to simple transport, 
such as delivery to alternative addresses, next day or same day delivery, 
redelivery options, email and sms notifications, company reputation, prior 

                                                           
23

 ‘Sense and Sensibility’, Consumer Focus, 2013 
24

 TNS/Consumer Focus research 2013 – Omnibus Survey (3407 UK adults) (unpublished) 
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experiences and customer reviews.  These additional variables or value added 
services can provide a significant competitive advantage for retailers. 
 
In 2014, WIK found in their study of initiatives to support the growth of e-
commerce through better functioning parcel delivery systems, that often the 
price presented to the consumer may not be the cost of transport to the 
retailer.  Online retailers commonly round up prices they present to 
consumers. This they do to improve profitability25. 
 
The Consumer Council has found that many retailers lack clarity in their pre-
purchase delivery prices, and pricing structures can vary considerably between 
different online retailers26.   In order to improve the customer experience, it is 
vital that there is more transparency on the delivery options and prices 
available. This goes alongside providing fair and consistent complaint handling 
processes, tracking and returns options.    

 

Complaints and claims procedures across an EU wide marketplace 

It is vital that postal operators, both regulated and non-regulated, employ 
complaints and claims procedures which are accessible, transparent and help 
to build consumer confidence and security in using the correct parcel service.  
When it comes to cross-border mail, it is important that any Alternative 
Dispute Resolution or complaint schemes are fair and reasonable, easily 
accessible, and that can restore consumer trust should something go wrong.   

Consumers should know where to go to take their complaint should an issue 
occur in relation to cross-border services.  This is particularly important given 
that there may be a risk of inherent confusion around which jurisdiction a 
consumer is eligible to file their complaint, and who they should direct their 
complaint to, or which complaint scheme should be used if something goes 
wrong while a parcel is in transit between countries.   

The role of a well-functioning postal market in facilitating national and cross-
border trade cannot be overstated, but regulatory solutions alone will not 
provide all of the answers to any online delivery problems that consumers may 
face.  Change needs to be driven by standards within the industry, such as kite 

                                                           
25 WIK Consult – (August 2014) Design and development of initiatives to support the growth of e-commerce 

via better functioning parcel delivery systems in Europe 
26 Consumer Council commissioned research – Perceptive Insight Market Research ‘Online Parcel Services’ 

May 2015. (To be published) 
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marks or best practice principles with robust competition to drive standards 
and innovations further to meet the needs of consumers.  
 

Regulatory Intervention 
 
There are many different interlocking aspects to cross-border postal markets, 
from the up-front concerns that consumers report (delivery cost, speed) to the 
more behind-the-scenes issues that the e-retailers experience (consumer law, 
linguistic barriers etc.)   

It is difficult to comprehend how regulation might work successfully in this 
dynamic market with numerous different operators and both regulated and 
unregulated as well as retailers - many of which have differing and ever-
changing approaches to parcel fulfilment.  However, any actions to develop 
inter-operability between postal operators and retailers, including 
interconnected information systems, would also be a positive step forward for 
consumers. 

We believe effective competition will help to drive and deliver innovation and 
is the best approach to ensuring that all consumers enjoy the benefits of e-
commerce across Europe.  

It could also be assumed that the introduction of a standard EU price cap may 
help to encourage growth across the single market.  However, this may come 
at the cost of thwarting innovation and further consumer driven solutions, 
examples of which have already been seen in the UK domestic market through 
click and collect, and some online retailers offering collection services through 
their own transport networks. It is necessary that any regulation of the postal 
sector evolves alongside consumer needs and wants, and does not place 
unnecessary burden on those who wish to innovate in the ever-changing 
market. 

Only a small proportion of cross-border postal delivery is subject to the various 
obligations under the universal service obligations of each Member State.  It is 
therefore vital that consumers are protected through other means, be they 
driven by competition and innovation, industry standards or light touch 
regulation.   
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Consultation questions to the public or representative organisation or 
institution 
 

Q1 – Do you agree there is an issue with both affordability and regulatory oversight 
of the cross-border parcel delivery market? 1,000 characters max  

 

Sixty eight per cent of consumers in NI reportedly shop online27 and the UK e-
commerce market continues to grow28.  Whilst the UK domestic e-commerce 
market is growing at a faster pace than that of cross-border, there continues to 
be barriers for some consumers, including delivery factors which account for 
66 per cent of ‘abandoned carts’ during online shopping29.   Therefore, efficient 
cross-border delivery solutions are key for the single market to flourish.   

Affordability for postal services is subjective and will vary according to a 
consumer’s individual circumstances and views.  In an affordability study by 
Ofcom the UK Postal Regulator in 2013, there is evidence to suggest that there 
are some very limited circumstances where a consumer could be at risk from 
not being able to afford universal postal services, (including international 
services).  These circumstances are where a consumer suffers both significant 
financial difficulty or very low income30.  However, this study did not go 
beyond the Universal Service products and therefore did not take into account 
the delivery charges some retailers may charge to consumers.  Therefore, we 
believe that this is an area which will need further exploration at a European 
level, with particular regard to cross-border delivery services. 
 
However, whilst affordability of delivery may be a barrier to driving cross-
border purchases, there are other obstacles to the development of this 
market.  These can include, the development of a domestic e-commerce 
market, lack of trust in retail brands, difficulties with return policies, language 
barriers, effective complaints process and redress systems.  

One of the key drivers for the e-commerce market is consumer choice.  
Therefore, should consumers choose to shop online, value for money is 
regarded as an important feature.  Research in NI has shown that value for 
money was considered to be one of the weakest aspects of cross-border mail 

                                                           
27

 Ofcom – Communication Market Review 2014 
28

 OC&C -  The Global Retail E-mpire, 2014 
29

 Consumer Futures: Signed, Sealed, Delivered, June 2013 
30

 Ofcom – The affordability of postal services (March 2013) 
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services31.  Value for money is highly personal and purchase specific.  It is 
influenced by the product type, urgency, distance, need and uniqueness. It is 
also impacted by the value added elements that are provided in addition to 
simple transport costs.  

It is difficult to comprehend how regulation might work successfully in this 
dynamic market, with numerous different parties, including operators, both 
regulated and unregulated and retailers - many of which have differing and 
ever-changing approaches to parcel fulfilment.  

We  are aware that some work has already taken place towards harmonising 
regulatory approaches across the community.  However, any further actions to 
develop transparency, inter-operability between postal operators and retailers, 
including interconnected information systems would also be a positive step 
forward for consumers. 

Lessons should be learned from the UK domestic e-commerce market.  Online 
shopping is increasing in popularity, yet the delivery process to fulfil these 
orders can exclude some potential online shoppers from this increasingly 
important market, particularly consumers in peripheral areas of the UK.  
Recent research by the Consumer Council’s on parcel deliveries32 revealed that 
a third (33 per cent) of online retailers apply delivery restrictions to NI.  
Restrictions faced by consumers can include higher charges, longer delivery 
times and a refusal to deliver to NI.  While this level of exclusion is similar to 
other peripheral areas of the UK and British Isles33, it is ten times higher than 
any other region of the UK mainland.  With only half of online retailers offering 
the same delivery service across the UK, regardless of location, many NI 
consumers can find themselves paying considerably more for the delivery of 
their purchases than their fellow UK mainland residents. 

The UK is one of the world’s most advanced countries for e-commerce34.  
Therefore, given that some countries within Europe have not reached the 
same level of e-commerce advancement, we would recommend that the 
Commission is mindful that the issues identified within the UK market in terms 
of consumers experiencing disproportionate levels of service for deliveries 
within remote and peripheral areas of their national state, are addressed and 
safeguards put in place.  

                                                           
31

 Ofcom – Communication Market Review 2014 http://stakeholders.ofcom.org.uk/market-data-
research/market-data/communications-market-reports/cmr14/northern-ireland/ 
32

 Consumer Council commissioned research – Perceptive Insight Market Research ‘Online Parcel Services’ May 
2015. (To be published) 
33

 Scottish Highlands and Islands (31 per cent),  Channel Islands (42 per cent) and Isle of Man (38 per cent) 
34 http://ecommercenews.eu/united-kingdom-most-advanced-ecommerce-country/ 

http://stakeholders.ofcom.org.uk/market-data-research/market-data/communications-market-reports/cmr14/northern-ireland/
http://stakeholders.ofcom.org.uk/market-data-research/market-data/communications-market-reports/cmr14/northern-ireland/
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We remain concerned about the level of effectiveness of consumer protection 
and transparency in pricing relating to cross-border deliveries. Whilst the 
recent introduction of the CCR legislation - Consumer Contracts (Information, 
Cancellation and Additional Charges) Regulations 2013  provides some 
safeguards and protection for online shoppers. Research35 undertaken by the 
Consumer Council earlier this year uncovered some areas where UK retailers 
are failing to comply with certain aspects of this legislation and appear to be 
confused or unaware of their legal responsibilities.   

The role of a well-functioning postal market in facilitating national and cross-
border trade cannot be overstated, but regulatory solutions alone will not 
provide all of the answers to any online delivery problems that consumers may 
face.  Change needs to be driven by standards within the industry, such as best 
practice principles, robust competition to drive standards and innovations 
further to meet the needs of consumers. 
 

Q2 – What regulatory response, if any, would you consider useful to address the 
current issues and how could it be addressed? Please explain your views. 

 

The Consumer Council recognises and welcomes the work that has been 
undertaken to date to harmonise regulatory approaches.  

There are many challenges for consumers, retailers and delivery operators 
inherent in the cross-border postal market.  Previous research36 has 
highlighted that delivery problems and product returns are among the top 
concerns of both e-shoppers and e-retailers in the EU, these would need to be 
addressed in order to facilitate full and effective e-commerce.   

We believe that the key principles in any regulatory response to address 
current issues should be: 

1. Providing robust protections and safeguards for consumers 
2. Working towards transparency of costs and monitoring of competition in 

the cross-border e-commerce market 
 

 

                                                           
35 Consumer Council commissioned research – Perceptive Insight Market Research ‘Online Parcel Services’ 

May 2015. (To be published) 
36

 Allen & Overy, Online Consumer Research for Ipsos Mori, 2011 
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Providing robust protections and safeguards 

Given the level of non-compliance with recent consumer protection legislation 
(CCR legislation) previously mentioned, the Consumer Council would welcome 
a robust approach across the European Community to implementing and 
ensuring compliance with all relevant legislation relating to e-commerce and 
cross-border shopping. 

Typically the contract for delivery of an online purchase is usually between the 
retailer and the delivery operator.  There is no contractual relationship 
between the delivery operator and the consumer, so it is important that 
information is provided to ensure that consumers are aware of the relevant 
system of redress.  We are aware that once the European Regulation on Online 
Dispute Resolution (ODR) becomes law in early January 2016, this will help all 
European consumers to get greater access to redress, should something go 
wrong with goods or services bought in other member states, without having 
to resort to legal action.  

However, should delivery be arranged by the consumer, it is important that 
they are confident in the complaint handling process of both regulated and 
non-regulated delivery operators and are aware of the ADR scheme relevant to 
their postal issue.  

For retailers who do not have a recognisable and trusted brand, support for 
the provision of Europe-wide recognisable Trustmarks such (as Emota or 
Trusted shops) may provide assurance for consumers and help to drive 
confidence in the cross-border e-commerce market. 

Transparency of costs and competition in the cross-border e-commerce market 

Only a small proportion of cross-border postal delivery is subject to the various 
obligations under the universal service obligations of each Member State.  It is 
therefore vital that consumers are protected through other means, be they 
driven by competition and innovation, or light-touch regulatory changes.  We 
feel the best way to encourage positive change for consumers and drive down 
barriers to cross-border trade is to work closely with the industry (parcel 
operators and retailers) to ensure relevant and proportionate obligations.    

To set a standard cross-EU price cap may help to encourage growth across the 
single market, however this may come at the cost of obstructing innovation 
and further consumer driven solutions, examples of which have already been 
seen in the UK domestic market and mentioned earlier in this document. 
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Given the difficulties and delivery exclusions many consumers in peripheral 
areas of the UK experience from online delivery purchases, it is important 
effective monitoring is undertaken on the access, availability and affordability 
of delivery to rural, remote and peripheral areas of each member state and the 
entire European Community.  This will ensure consumers in these areas are not 
disproportionally excluded from the benefits e-commerce can bring. 

The Consumer Council recent research shows that only half (50 per cent) of 
online retailers offering the same delivery service across the UK, regardless of 
location, many NI consumers can find themselves paying considerably more for 
the delivery of their purchases than their fellow UK mainland residents.  It is 
also important to promote, where appropriate and possible, transparency 
about costs of delivery to all consumers.  This will not only improve consumer 
confidence in purchasing cross-border items but will also lessen the common 
practice of retailers roundingup prices they present to consumers to improve 
profitability. 

The Consumer Council plans to undertake a study later this year on the how the 
cross-border parcel market is developing between NI and RoI with the rise in e-
commerce.  We would be happy to discuss this work with the Commission and 
brief you in on any of our findings. 

 

Q3 – We would appreciate if you would share with us any extra information you 

may find useful concerning your views on European cross-border delivery.  Do you 

want to upload a document? 

 

See pages 3 -12 of this report. 
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For further information please contact:   
 

Kellin McCloskey 
Head of Policy (Postal Services) 

Consumer Council (NI) 
Email: Kellin.mccloskey@consumercouncil.org.uk 

Or telephone: +44 2890 251637 
 

mailto:Kellin.mccloskey@consumercouncil.org.uk

