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The role of assistance services

d What are assistance services?

3 How can they help identify obstacles?

Not many Europeans are aware of assistance services
® 11% - European Consumer Centres

O 6% - Europe Direct

O 4% - Your Europe

O 3% - Citizens Signpost Service

O 2% - SOLVIT

® 69% - do not know any of the services



The role of assistance services

What we want to achieve:

> Better information

Better access to fast assistance and real
solutions

Better enforcement of rights

Listen, learn and make better policies




|. Better information:
The new Your Europe portal

] ‘One-stop shop’ access to information on
single market rights for citizens, consumers, and
pusinesses

 Information also available via free-phone
number 08006 7 89 10 11
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|. Better information:
The new Your Europe portal

Key innovations:

J User-centric: no jargon, practical
Info, honest presentation of the
situation

1 Single access point to specialized
assistance

L National information

U Listening to users’ feedback

d Innovative promotion



Innovation 1:
user-centric

o8 Buy & Sell

Bl shopping abroad

Price discrimination
b Guarantees

» Bepairs
replacerments
refunds

VAT
Buying services

Online shopping
cars
Personal finance

Entrepreneurs
MNational contacts

FAQs

Shopping abroad

Pay VAT in the country where you shop

&5 a private individual shopping in the EU, you should anly pay WAT once, in th
country where you make your purcl

You can briced . S Yens FLl country, without stoppin at the
b aking a customs declaration. The oniy oo ‘neis that your purch ses
sauast be for your own or your family's personal use, and noc Spaded for resaled

Exception for cars

Far new cars bought in another EU country, WAT is paid in the o atry where
you redister your car, that is, in your country of residence.

s car means one which has travelled less than 6 0200 00 or is less thad cix
MOt - Tt T scherne also annlies beaat ~w means of transpart Such as
boats and aircrart,

For used cars and other second-hand wehicles bought from a private g son, the VAT
will already have been paid by the original buyer in the country of purg ase.

ou should therefore not pay WAT for a used car bought fram 2 rivate
person, either in the country where vou buy it, or the country w =re yvou
register it.

& 'used car ' means one which is more than six months old and has travelle aore
than 6 000 km,

For new and used cars, you will still need to pay the local fee for registering yvour car in

your country of residence.

03 still need help?

M Haven't found the information vou're looking for? Do you have a problem to
solve?
Get fast, free legal advice
Saolve problems with a public autharity

Get help ar advice from your country's European consurner centre

AAAIt.I =

E ¥ still need help?
|

Do I need to pay WAT on products [
buy in another EU country?

More FAQS

Dwring a trip to Foland, Agneta found
the model of washing machine she
wanted at a price far lower than what
she would have ta pay for it at home
in the United Kingdam. However, she
was worried that she would have to
declare it at customs and end up
paying WAT again.

| Solution |

Problem

B

..being asked to pay VAT for a new
car in the EU, which you intended to
take home to another EU country?

C. Tes
) Mo




Innovation 2:
Single access point to assistance services

R £=R

% Education

School
University
Traineeships

a Researchers
p Grants and research
positions

» Residence rights
Taxation

» Health care

National contacts

Researchers

Tax exemption

Usually, if you move to another country to work, you'll also have to pay tax there.

their home country .

This is often the case if you are a PhD student, ar if your income comes from a public
body in yvour home country, In that case, your income is covered by the bilateral tar
agreements bhetween your home country and your new country of residence.

These seek to avoid double taxation, but there is likely to be paperwork to
complete before you move.

Paying tax as a post-doc

Post-doctoral researchers will usually have to pay tax in their country of
residence, either as employees of a university/research institution there, or as
self-employed workers conducting research in partnership with such institutions,

Tax situation by country

45 the terms of doublas S

SRR wmidely, please checl the
situation o Coantry yvou intend to move to:

a5tria

'S still need help?
™ Haven't found the information you're looking for? Do wou have a problem to
solve?
Find a research job

Get fast, free legal advice

Solve problems with a public body

e

Buy & Sell

A AALLEEY o

E ¥ Still need help?
|

Will T lose my maintenance grant

frorm rmy gqovernment if I go abroad to
study?

More FAQS

'a'l!, -

~3/

N »
>/
A Portuguese researcher was working
on her doctoral thesis in Greece,
Since she was eligible for the
university's health insurance scheme,
she applied for an exemption from
the more costly national social
security system. Howewver, the Greek
authorities refused to grant such an
exemption to a non-national.

—

Problem

v

....0btaining a research grantin
another country because of your




nnovation 3:
National content (potential obstacles)

Siternap | About this site | Contact | Legal notice |English {en)

European Commission

Your Europe

European Commission > Your Europe > Citizens > ...

> Unforeseen treatment > Expenses and reimbursement

=2 R R

Health Unforeseen treatment anAt s

Bl unforeseen € ¥ Still need help?
treatment -

.
tment in that
you return

Ith in r Your expenses are re
according to the rules of the country where the treatment was received.

pital bill
m

More FAQs
Expenses and
reimbursement

an Health Insura
Planned rescue or stola:
h 3

treatment

Help from the
chemist " e
e . She is in
Take out additional insurance for travel risk: European Health

- elunking. During . She der
Settling abroad ' P the f 2 by a

blem

3 » Latvia (LV) (EN) (ER) (DE)
» Belgium (ML) (ER) (DE) (EN) p Li tein (DE) (FR)

» Cypr ) » Lithuania (LT) (EN) (ER) (DE) getting |

:
» Estonia (ET) (EN) (FR) (DE) p Ne ) M
e e e e y———

» Greece (EL) (EN) (FR) (DE) p Slovakia

» Hungar ) » Slovenia (SL) (EN) (ER) (DE)

» Iceland (EN) (FR) (DE) 3

» Sweden (S\) (EN) () (9 |
m R » United Kingda

p Denmal

» ny

> tand (



Innovation 4.
Listening to users’ feedback

@ Vehicles Registration AAAtI Y na =
Driving licence € ¥ still need help?
L]

Insurance

You can only register a car in the country where you normally live or
have permanent residence, 4

% Registration You cannot register your car in & country where you have a secondary
h 4 [ residence ar holiday house. I want to buy a car in Gerrnany but
» When and for wham 7 take it back home to Holland to
. 3 X 3 register it. Do I hawve to pay the WAT
Formalities and To register your car, you will have to submit the following decuments: twice and then claim it back?

documents )
+| Display all More FAQs

LLU SLUUY IS

ia &,
i " i \r/
MNational contacts Atthe moment there are no EU rights for this situation. Help Europe make "

hetter [aws by telling us what happened to you.
e

. ralano a car in the USA that
ist he wan fing to France. To be
utd registe) ance, the car had to

dlig Submit under: :nch "single vehicle
ned procec sland is now planning to
ol move to Zzech Republic.

catrors
—~
srerlenn m

= Haven't found the information you're looking for? Do you have a problem ta

solve?
%7 Give us your feedback ... registering your car in another EU
country?

53 Yes
Tell us more

) Mo




Innovation 5:
Promotion

J Will users find us?
» Search Engine Optimization

» Promotion campaign

3 Promoted as ‘European’
rather than Commission

- Promotion of service rather
than brand




|l. Fast assistance and real solutions

3 Your Europe is front office
d Relies on back office of many specialised services
» Your Europe Advice
» SOLVIT
» European Consumer Centres
» Enterprise Europe Network
> efc....



Il. Your Europe Advice

d  Formerly Citizens Signpost Service recently
renamed “Your Europe Advice’

J  Your Europe Advice provides...
» free legal advice on EU single market rights
» afast reply in any EU language

d Deals with 10 000 cases per year



I SOIVIT*

ad SOLVIT criteria:
» concrete cross-border problem
» due to bad application of EU law
» by public authorities

O SOLVIT centres in each country work together to find a
solution in 10 weeks

O Commission assists the network and provides informal
legal advice

O Deals with 1500 cases per year



ll. European Consumer Centres

d European Consumer Centres...

» give information and help find solutions to cross-
border shopping problems

» offer legal and practical advice
» contact a company in another country
» direct to dispute resolution schemes

A Deal with over 60 000 cases every year



Il. Enterprise Europe Network

J Enterprise Europe Network...

» helps small businesses make the most of the
European market place

» answers general business questions
» gives information and advice on funding
» keeps a record of problems faced by business

3 Records around 1000 cases per year



lll. Listen, learn and help Single Market progress

] Data Is collected through assistance services

 This evidence should be analysed and used to
Inform future policy-making

 Traditionally, each service reports individually:
» Report on professional qualifications
» SOLVIT cases used by Commission services when
preparing legislation



lll. Listen, learn and help Single Market progress

3 Aim is to coordinate feedback reporting and
make It integrate it better into policy-making

ad Ongoing ‘feedback report’ by external

contractor on functioning of the single market:
» evidence-based, with information from 5 services
» broad remit: whole internal market

» will make recommendations for future studies



Ill. Listen, learn and help Single Market progress

d Next steps:
» Defining common actions in response to obstacles

» Generating a common discipline to secure delivery
under the actions

» Presenting actions clearly: The "Top 20’ obstacles

» Further follow up over time



V. Conclusions

] Feedback from assistance services has been and
under-utilised source of evidence for policy work

It Is one source of evidence, but not the only one

It should be complemented by other formal
measures and informal tools (e.g. surveys) to
determine the real obstacles

JHow can feedback and other tools be applied to
identify obstacles in the Baltic Sea Region?



