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Glossary 

Definitions 

Benchmarking 
study 

Study by GHK (2009) for EC DG Health and Consumer Affairs aiming to establish a 
benchmark for assessing the impact on the functioning of the consumer credit 
market in the EU 

Consumer 
credit 

All credit extended by banks and other lenders to consumers which is not directly 
related to the acquisition or improvement of a non-movable property 

  

 

Terminology abbreviations 

  

APR Annual percentage rate of charge 

BIS UK Department for Business, Innovation and Skills 

CCD Directive 2008/48/EC of the European Parliament and of the Council of 23 April 2008 
on credit agreements for consumers and repealing Council Directive 87/102/EEC 

CHF Swiss Franc 

ECRI European Credit Research Institute 

EU12 Bulgaria, Cyprus, Czech Republic, Estonia, Hungary, Latvia, Lithuania, Malta, Poland, 
Romania, Slovakia, Slovenia 

EU15 Austria, Belgium, Denmark, Finland, France, Germany, Greece, Ireland, Italy, 
Luxembourg, Netherlands, Portugal, Spain, Sweden, United Kingdom 

EU27 Member States of EU15 + EU12 

FX Foreign exchange 

GDP Gross Domestic Product 

OLS Ordinary Least Squares 

RoW Rest of the world 

SILC Statistics on Income and Living Conditions 
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Member State abbreviations 

AT Austria 
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BG  Bulgaria 

CY Cyprus 

CZ Czech Republic 

DK Denmark 

DE Germany 

EE Estonia 

EL Greece 

ES Spain 

FI Finland 

FR France 

HU Hungary 

IE Ireland 

IS Iceland 

 

IT Italy 

LT Lithuania 

LU Luxembourg 

LV Latvia 

MT Malta 

NL Netherlands 

NO Norway 

PL Poland 

PT Portugal 

RO  Romania 

SK Slovakia 

SI Slovenia 

SE Sweden 

UK United Kingdom 
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Executive Summary 

Introduction 

The Executive Agency for Health and Consumers (EAHC), acting on behalf of the European 
Commission (DG SANCO) has commissioned Ipsos and London Economics to undertake a 
consumer market study on the functioning of the consumer credit market in Europe. This study 
focuses on the consumer credit market in the European Economic Area, assesses the extent to 
which the various provisions of the Directive 2008/48/EC on credit agreements for consumers1 
(hereafter referred to as the CCD) are respected in consumer credit markets and discusses the 
impact of the Directive on consumers. 

The CCD was adopted by the European Parliament and the Council in April 2008 and, following 
transposition into national legislation, was to be effective in Member States from June 2010.  

The CCD is a full harmonisation Directive, in particular with respect to the disclosure of pre-
contractual and contractual information, the calculation of the annual percentage rate of charge 
(APR), the right of early repayment and the right of withdrawal. 

The main part of the research for the present study was undertaken in the spring and summer of 
2012. 

The report comprises seven parts: 

Part I provides background information on the study; 

Part II presents an overview of the consumer credit market in the EU; 

Part III focuses on lenders and the CCD; 

Part IV discusses consumer empowerment and the CCD; 

Part V reports on consumer satisfaction in the consumer credit market; 

Part VI discusses the thresholds and exclusion foreseen by the CCD; and, 

Part VII sets out a number of conclusions.  

Part I Background information on the study 

Objective of the study 

The key objectives of the CCD are to: 

 foster an internal market in consumer credit in the EU and, in particular, stimulate cross-
border provision of consumer credit; and, 

 provide a high level of consumer protection in the consumer credit market. 

                                                           

1 DIRECTIVE 2008/48/EC OF THE EUROPEAN PARLIAMENT AND OF THE COUNCIL of 23 April 2008 on credit agreements for consumers 
and repealing Council Directive 87/102/EEC, (Official Journal of the European Union L 133, 22.5.2008. 
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While these two broad objectives set out the overarching research issues for the present study, 
the terms of reference of the study identified a number of more specific questions to be 
addressed, namely:  

 What is the state of the internal market for consumer credit, in particular in terms of 
competition, cross-border provision, range of consumer credit products? 

 Is the protection afforded by the CCD to consumers effective, especially with regards to 
information (pre-contractual and contractual), the calculation of the annual percentage 
rate of charge (APR), the right of early repayment and the right of withdrawal? 

 How has the transposition of the CCD affected the consumer credit market, in particular 
in regards to levels of competition, prices, quantity of lending and consumer satisfaction?  

Scope of the study  

The study and data collection cover all 27 EU Member States plus Norway and Iceland.  

Only consumer credit agreements which are within the scope of the CCD are considered. Thus, the 
following types of credit agreements are not covered by the study:  

1) Consumer credit below the CCD minimum threshold of €200 and above the CCD 
maximum threshold of €75,000;  

2) All credit agreements which are secured either by a mortgage or by another comparable 
security commonly used in a Member State on immovable property or secured by a right 
related to a immovable property;  

3) All credit agreements with the purpose to acquire or retain property rights in land or in an 
existing or projected building;  

4) Credit secured by movable property owned by the borrower where the security is being 
kept in the safekeeping of the lender; 

5) Leasing and hire purchase with a possibility but no obligation to buy at the end of the 
contract;  

6) Special loans granted to a restricted public under a statutory provision with a general 
interest purpose and at a lower interest rate than those prevailing on the market, such as, 
for example, student loans in some countries; 

7) Credit agreements in the form of an overdraft facility and where the credit has to be 
repaid within one month;  

8) Credit agreements where the credit is granted free of interest and without any other 
charges and credit agreements under the terms of which the credit has to be repaid 
within three months and only insignificant charges are payable; and,  

9) Credit agreements which are the outcome of a settlement reached in court or before 
another statutory authority. 
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All other types of consumer credit are within the scope of the present study, regardless of whether 
the lender is a credit institution or a specialist lender.2  

Research methodology 

The research methodology consisted of two main elements, namely: 

 a comprehensive review of existing material and secondary data sources; and, 
 a primary data collection and analysis. 

The primary data collection exercise included:  

 A consumer survey of at least 500 consumers in each Member State as well as Norway 
and Iceland. The focus of the survey was on consumers’ awareness and understanding of 
their rights as borrowers, borrower satisfaction and their experiences with the consumer 
credit market. 
 

 A mystery shopping exercise of up to thirty different consumer credit providers in each 
country. The mystery shopping exercise was used to assess the extent to which a) 
consumer credit providers adhere to the pre-contractual information requirements set 
out in the CCD and b) borrowers are satisfied with the information they receive. 
 

 A detailed analysis of credit advertisements of both online and brick-and-mortar 
consumer credit providers and intermediaries throughout the EU, Norway and Iceland. 
These advertisements were checked and their compliance with the requirements of the 
CCD at the advertisement stage was assessed.  
 

 Surveys of various stakeholders such as consumer protection bodies, ombudsmen, 
consumer associations, national lending associations, lenders and regulators. Each of the 
stakeholder surveys was tailored to the type of stakeholder and aimed at collecting the 
stakeholder’s views on the consumer credit market, its development since the 
transposition of the CCD and the functioning of various aspects of the CCD.  

Part II Overview of the consumer credit market 

The state of the consumer credit market in the EU 

 The size of the market. At the end of 2011, the total value of outstanding consumer credit 
in the EU was €1,041 billion, which amounts to roughly 8% of the EU’s GDP. However, the 
total value of consumer credit outstanding has shrunk by 5% since the onset of the 
financial crisis in 2007 when it reached its peak of €1,080 billion outstanding. Similarly 
consumers’ reliance on credit for consumption, defined as the ratio of new credit taken 
out to overall consumption expenditure, has fallen since 2007. 

 

                                                           

2 Credit institutions are deposit-taking institutions while specialist lenders are not authorised to take deposits and depend entirely on 
capital markets and loans for their funding. 
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 The level of consumer credit outstanding varies markedly across the EU. The ratio of 
consumer credit outstanding to GDP is the highest in Cyprus, Greece, Hungary and the UK. 
Similarly, an analysis of outstanding consumer credit on a per-capita basis shows that 
Cyprus, the UK, Greece, Denmark and Austria stand out with the highest levels of 
consumer credit indebtedness. Unfortunately, no good data exists to date which includes 
all forms of consumer credit, including that by specialist lenders. As a result, any reported 
measure of the size of the consumer credit market should be interpreted as a lower bound 
estimate of the overall level of consumer credit. 
 

 Despite the large cross-country variations, there is also evidence that, over the period 
2000-2011, the level of consumer credit outstanding on a per-capita basis is converging, 
albeit at a slow rate and faster within the EU15 than the EU as a whole. That is, consumer 
credit per capita is growing more quickly in countries with low per-capita levels of 
consumer credit than in countries with high per-capita levels of consumer credit. The level 
of per-capita consumer credit has been falling since 2007 in the EU15 and since 2008 in 
the EU12.  
 

 The relative importance of credit institutions (i.e. banks) and specialist lenders in the 
provision of consumer credit varies across the EU. The results from the consumer survey 
suggest that specialist lender activity is highest in Italy, Sweden, Norway and the UK.. 

 

 The most common forms of consumer credit in the EU are authorised overdrafts, credit 
cards and personal loans according to the results of survey of regulators. Some forms of 
credit are very common in some countries and non-existent in others, such as the charge 
card and consumer good leasing with or without obligation to purchase. 
 

 The information on default rates is very patchy. Of the various stakeholders’ surveys, 
only the survey of lenders yielded some information on default rates for lenders in some 
Member States. Reported default rates range from about 5% in Italy to roughly 19% in 
Poland. These default rates cannot be broken down further by type of credit. It should also 
be noted that a) the responses from lenders are not necessarily representative of the 
situation for all lenders in a Member State and b) definitions of default rates differ 
significantly between lenders. Thus, the differences in default rates reported in the 
present study should be viewed as being illustrative and not representative. 

 

 Assessing robustly the level of market concentration in the consumer credit market is 
not possible due to a lack of data on consumer credit lending by all consumer credit 
providers.  

Cross-border provision of consumer credit 

One of the key objectives of the CCD is to facilitate cross-border provision of consumer credit in 
order to increase competition within and across national markets. For the purpose of the present 
study, cross-border consumer credit provision includes consumer credit extended by a branch or 
subsidiary of a lender from outside the home country of the consumer or directly by a lender from 
outside the home country of the consumer. 
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 Cross-border provision of consumer credit remains very low.  

1) On average, less than 5% of consumers surveyed reported that their consumer credit was 
obtained cross-border. 

2) Only six of fifty lenders who responded to the lender survey reported that they engage in 
cross-border lending in the EU and the majority of these stated that cross-border lending 
accounts for 5% or less of the total volume of credit issued. 

 But, the vast majority of lenders do not feel that barriers are preventing cross-border 
provision. When asked directly whether barriers to entry stopped cross-border provision 
of lending, only four percent of lenders surveyed indicated that a) they faced barriers of 
entry in other EU markets and b) these barriers prevented them from entering another EU 
market with a further six percent stating this is possibly the case. In essence, a lack of 
demand for cross-border consumer credit appears to be the main factor explaining the 
low level of cross-border consumer credit provision at the present time. 
 

 The consumer survey results show that consumers are of the view that that the quality 
of cross-border credit is no different from that of domestically provided credit. However, 
consumers may be misinterpreting in the survey the concepts of cross-border and 
domestic provision of credit, in particular as they may not know whether their consumer 
credit provider is a branch or subsidiary of a foreign lender.  

Cost of consumer credit 

The cost of consumer credit varies markedly across countries. For example, the annual 
percentage rate of charge (APR) ranges from 6% or less in a number of Eurozone countries to 
more than 20% in a number of Member States from Central Europe.  

However, the net consumer lending rates (the consumer lending rate minus central bank lending 
rate) are converging slowly among the EU27 Member States over the period 2000-2011 and the 
recent financial crisis does not appear to have interrupted, at least so far, this trend. The 
convergence analysis focuses on the net lending rate as inflation and country-wide bank funding 
costs vary markedly across the EU. 

The information in the advertisements collected for the study shows that the largest differences 
between the APR and the interest rate were observed in Ireland followed by the UK, Poland and 
Slovakia. This finding implies that charges are relatively more important in these countries than in 
the remainder of the European Union and Norway or Iceland.  

PART III Lenders and the CCD 

Awareness by lenders of the rights of consumers and information given to borrowers 

An important element of the CCD is that it gives consumers a number of rights such the right to 
withdraw and the right to repay early a consumer credit.  

For these rights to be really effective, it is important that lenders are aware of the rights of 
consumers and inform consumers of these rights. The latter point is critical for a well-functioning 
consumer credit market as consumers may not always be fully aware of the rights due to the fact 
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that they only infrequently take out a consumer credit and do not necessarily read the detailed 
consumer credit contract documents. 

The results of the survey of regulators show that, according to the regulators, consumer credit 
providers, or at least a majority of lenders, are aware of their general obligations to inform 
consumers. 

However, the results of the mystery shopping exercise yield a totally different picture, especially 
with regards to specific information which the CCD requires to be given to potential borrowers. 
Only less than half of all mystery shoppers received information on their rights. In particular, the 
right to withdraw from the contract within the first 14 days of signing the credit agreement was 
not communicated to the mystery shoppers. 

Nevertheless, the consumer survey results show that the majority of consumers are in general 
aware of their rights of withdrawal and early repayment. But, they often are not aware of the 
specifics of their credit contract such as, for example, whether penalties apply in the case of 
early repayment and the APR. 

According to the results of the consumer survey, the main source of information about consumer 
credit used by consumers is the consumer’s home bank and the second most commonly cited 
source is another lender.  

In terms of stimulating competition and encouraging choices, it should be noted that less than 
40% of consumers sought information from more than one lender.  

In this regard, it is important to note that close to nine out of ten consumer-survey respondents 
were of the view that creditors were very open and shared information easily. A similar 
proportion of respondents felt that lenders were willing to answer questions and that 
information provided to them by lenders was comprehensive and clear. 

The findings in the mystery shopping exercise were somewhat less positive with only about 60% 
of mystery shoppers indicating that they had all the information which lenders are obliged to 
disclose. However, the majority of the mystery shoppers stated that they did not have problems 
understanding the information which was given to them.  

For consumers to be able to compare easily consumer credit offers, it is important that the 
information on the consumer credit be standardised across consumer credit providers and 
Member States to encourage cross-border borrowing. 

To that end, the CCD specifies explicit requirements of information provision and explanations:  

 in advertisements;  
 at the pre-contractual stage; and 
 in the credit agreement and throughout the lifetime of the agreement. 

The present study collected information on the extent to which the CCD requirements for 
advertisements and at the pre-contractual stage are actually met. 
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Fulfilment of CCD requirements at the advertisement stage  

According to Article 4 of the CCD, “any advertising concerning credit agreements which indicates 
an interest rate or any figures relating to the cost of the credit to the consumer shall include 
standard information in accordance with this Article”.3 

Moreover, according to the same article, “The standard information shall specify in a clear, 
concise and prominent way by means of a representative example: a) the borrowing rate, fixed 
or variable or both, together with particulars of any charges included in the total cost of the credit 
to the consumer; b) the total amount of credit; c) the annual percentage rate of charge; in the case 
of a credit agreement of the kind referred to in Article 2(3), Member States may decide that the 
annual percentage rate of charge need not be provided; d) if applicable, the duration of the credit 
agreement; e) in the case of a credit in the form of deferred payment for a specific good or service, 
the cash price and the amount of any advance payment; and f) if applicable, the total amount 
payable by the consumer and the amount of the instalments. 

Many of advertisements collected for the present study did not meet the requirements of the 
CCD.  

The results of the analysis of these advertisements show that, overall, nearly a third of all 
advertisements gathered did not include any financial information and, therefore, did not have to 
meet the informational requirements. 

Among those advertisements which did contain financial information, only 22% fulfilled all the 
informational requirements as set out in Article 4 of the CCD. While in some countries such as 
Iceland and Slovenia all the advertisements for certain products met the information requirements 
this was far from the case in other countries. This was particularly evident in the case of credit 
cards and deferred payments, for which not a single advertisement collected for the present study 
was found to be fully compliant in more than half of all the countries surveyed. 

Among the different types of advertisers, comparator websites performed particularly poorly in 
terms of providing all the required information. 

Comparing different types of credit, credit card advertisements by far stood out as being the 
worst in terms of completeness of information provision and advertisements for car loans as the 
best. 

Article 4 of the CCD requires standard information to be disclosed in a clear, concise and 
prominent way. Despite the CCD requirements, the analysis of the advertisements showed a 
great deal of variability in clarity across countries and consumer credit products with consumers 
in a number of markets being offered significantly less clear information than in others.  

For example, the Netherlands is among the countries with the clearest information and also ranks 
very highly for compliance with the CCD’s information provision criteria. In contrast, in a number 

                                                           

3 Article 4 specifies that “This obligation shall not apply where national legislation requires the indication of the annual percentage rate 
of charge in advertising concerning credit agreements which does not indicate an interest rate or any figures relating to any cost of 
credit to the consumer within the meaning of the first subparagraph”. 
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of countries, the information provision is very limited, with less than 20% of the required 
information being made available to consumers.  

Surprisingly, comparator websites, which have the sole purpose of making it easy for consumers to 
compare different offers, fare particularly poorly in terms of completeness of information 
provided. However, in terms of clarity of information comparator websites rank highly.  

Overall, regardless of type of lender, type of credit or medium of reaching consumers, many 
advertisements do not conform to the requirements of the CCD. This suggests a lack of 
enforcement of CCD and the current state of affairs makes a comparison of credit offers 
unnecessarily complicated for consumers. 

Finally, the information included in the representative example was used to re-calculate the APR 
given in the representative example in the advertisement and compare the re-calculated APR to 
the one actually displayed in the representative example. The re-calculation was done using the 
APR calculator on DG Health and Consumers’ website. It should be noted that the results of the 
calculator are not legally binding and represent only an approximation of the “true” APR as not all 
the information required to compute the APR may be available.  

In over a third of cases, the information contained in the representative example was 
insufficient to be able to re-calculate an APR, and in slightly less than a third of cases the 
calculated APRs did not match the stated ARP. As a result, the stated APR matched the 
calculated APR in only about one-third of advertisements.  

Fulfilment of CCD requirements at the pre-contractual stage 

At this important stage of the credit agreement, the consumer has to be able to easily compare 
complex offers in order to select the best provider. To that end, Article 5 of the CCD specifies the 
detailed information which needs to be provided, including the provision of SECCI (the Standard 
European Consumer Credit Information). 

Overall, the results of the mystery shopper exercise show that the CCD pre-contractual 
information requirements are very frequently not met:  

 Well over half of all mystery shoppers did not succeed in obtaining SECCI, even after 
prompting the credit provider for this information;  

 Nearly 80% of all mystery shoppers were not informed how the APR was calculated. 

On the positive side: 

 Only 15% of mystery shoppers were not told the level of the interest rate; and, 
 Only 16% of mystery shoppers were not told whether the interest rate was fixed or 

variable. 

The mystery shopper exercise also found that, in many cases, a potential borrower has to 
undergo a credit check before being able to obtain from a lender the detailed information about 
the consumer credit he/she is seeking. This situation makes it more difficult to search for the 
cheapest credit offer as a potential borrower facing such a credit check requirement may be 
reluctant to be subjected to many such checks. Such reluctance is due to the fact that a third-
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party credit check provider may raise concerns about a borrower’s creditworthiness when 
multiple credit checks are being requested for this borrower within a short time span.  

PART IV Consumer empowerment and the CCD 

Consumer financial literacy 

Financial literacy is an important factor in determining consumers’ ability to navigate in the 
consumer credit market and, as a result, is also important in maintaining a competitive and well-
functioning market for consumer credit. 

However, the results of this consumer survey and desk research undertaken for the present study 
show that: 

 As measured objectively in the consumer survey, consumer financial literacy is extremely 
low. In the consumer survey, respondents were asked to identify the cheaper of two 
credit offers, namely one with an APR of 7% and an interest rate of 6% and the other with 
an APR of 8% and an interest rate of 5%. The offers were identical in all other terms and 
conditions. Fewer than two in five respondents identified correctly the offer with the 
lower APR as the cheapest offer.  

It should be noted that, on the contrary, the subjective self-assessment of the mystery 
shoppers is strikingly better than the objective level of financial literacy found in the 
consumer survey. Only 6.6% of mystery shoppers reported having any difficulty in 
understanding the information disclosed to them by creditors. However, mystery shoppers 
cannot be viewed as being representative of the consumer population at large, as the 
shoppers were briefed on which information they were supposed to receive from lenders, 
and were given a series of questions to ask if lenders did not provide such information 
spontaneously. 

 Consumers’ awareness of financial details of their own credit contracts is uneven. Less 
than two-thirds of respondents (64%) knew whether the APR was mentioned in their 
contract, with 84% being aware of the type of interest rate (i.e. fixed or variable) and 74% 
being aware of whether an early repayment might be associated with a penalty charge.  

 

 In all countries surveyed at least one programme on financial education existed, but 
there exists little evidence to date for the effectiveness of these programmes. Each 
country surveyed has at least one programme on financial education and in some 
countries there are as many as ten (UK). The most common forms of delivering these 
programmes are through the internet and through teaching material and the majority of 
programmes are organised by government bodies.  The fact that the most common form 
of delivery is through the internet can potentially lead to difficulties for vulnerable groups, 
such as the elderly or those without access to internet. 

The literature shows a positive impact of financial education on consumer outcomes, with 
early and frequent (or, longer duration) financial education programs having greater 
success. There is also indicative evidence that preventative interventions are better than 
curative, though these face the problem of low take-up. However, the evidence base on 
financial education and consumer skills relating to credit needs to be broadened before 
firmer conclusions can be drawn. 
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Making use of early repayment and withdrawal 

The Consumer Credit Directive specifies a right to early repayment and the right to withdrawal 
within 14 days of signing the credit agreement. These rights are important to consumers as they 
empower consumers and stimulate market competition. 

The right to withdrawal within 14 days gives consumers a cooling-off period during which they can 
reflect on the choice they made and can still shop around for better offers. 

The right to early repayment provides consumers with the right to settle their debts at a time 
convenient to them and also allows consumers to switch to cheaper providers.  

Only about 1% of all consumers in the consumer survey attempted to withdraw from their 
contract within the first 14 days after signing the contract. This does not necessarily reflect a 
problem as consumers may be satisfied with their credit contract, and therefore do not wish to 
withdraw. 

Of this 1% of consumer survey respondents who attempted to withdraw from their consumer 
credit contract within the first 14 days after signing the contract, approximately 60% were 
successful in doing so. 

In contrast, 22% of consumer survey participants tried to repay their loan early, of which nearly 
nine out of ten succeeded.  

While survey participants report a relatively high rate of early repayment, the majority of lenders 
who responded to the lenders’ survey were of the opinion that the introduction of the CCD has 
had no impact on the volume of loans which are repaid early.  

In terms of awareness, 73% and 71% of consumer survey participants were aware that creditors 
have to provide pre-contractual information on early repayment and withdrawal rights 
respectively. There is a considerable amount of variation across countries in awareness, with only 
33% of consumers in Norway and up to 94% in Slovakia being aware of the rights to early 
repayment.  

Part V Consumer satisfaction and the CCD 

Consumer satisfaction is one of the most important outcomes of any market and high levels of 
consumer satisfaction are indicative of a well-functioning market.  

 Nearly 10% of respondents to the consumer survey encountered at least one problem 
with their lender in the past five years.  

 In many cases, problems remain unresolved. On average, problems raised with lenders 
were solved in 41% of the cases while problems raised with third parties were resolved in 
28% of the cases.  

Moreover, around half of all respondents to the consumer survey disagree with the statement 
that they could ‘easily compare offers’ and that there was ‘enough choice’. 

However, only about three in ten respondents disagree that ‘explanations were clear’ and that 
they ‘could easily find information on a loan’. 
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Overall, an absolute majority of consumer survey respondents were satisfied (fairly and 
completely) with the quality of the customer service for their current loan and with the direct 
contact with the provider of the loan. While more survey respondents were satisfied (fairly and 
completely) than dissatisfied with the choice of offers and the level of fees charged for the credit, 
they were an absolute majority only in the case of the level of the fees.   

Almost all consumer associations which responded to the consumer association survey indicated 
that they had not noted any changes in consumer satisfaction with regards to information 
provision on rights of withdrawal and rights of early repayment. 

In contrast, more than half of all consumer protection bodies and ombudsmen who replied to 
the survey noticed a slight increase in consumers’ satisfaction with information provision and 
with the rights of withdrawal and early repayment.  

The majority of lenders who responded to the lender survey also find that consumer satisfaction 
has either remained the same or has risen over the last five years. 

Part VI Specific legal choices and thresholds 

For various articles of the CCD, there is the possibility for Member States to make use of specific 
options in the directive. 

According to the results of the survey of regulators, around half of the Member States from 
which responses were received have made use of Article 16(4) concerning early payment. This 
article allows for a creditor to claim compensation if the early repayment exceeds the threshold 
set by national law and that the creditor may exceptionally claim higher compensation if he can 
prove that the loss he suffered from early repayment exceeds the amount determined under 
paragraph 2 of the article. 

The least-used provision was Article 14(2) providing for Member States to reduce under 
exceptional circumstances the foreseen 14-day withdrawal period. This was not mentioned by 
any of the countries covered by the responses to the regulator survey. 

Thresholds 

Article 2(2)(c) limits the scope of the CCD to credit agreements involving a total amount of credit 
of more than €200 and less than €75,000. The opinion of stakeholders on whether or not these 
limits are problematic was mixed.  

 National lending associations generally did not think that these thresholds had impacted 
on the market, as do 90% of lenders who responded to the survey.  

 Consumer protection bodies, on the other hand, are divided on the matter with about half 
stating that these thresholds are not problematic and the other half saying that they are. 
Of those respondents who say that these thresholds do not pose a problem, several noted 
that the national law covers consumer credit outside of these thresholds or that these 
thresholds were not implemented.  
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Finally, very few stakeholders commented on the adequacy of the amount of €1,500 to be used in 
the representative example. Four national lending associations indicated that it was adequate 
while one reported that it was too high.  

Part VII Overall conclusions 

The two overarching general conclusions of the present study are that: 

 The general market for consumer credit in the EU is currently weak in most EU countries, 

reflecting the financial and economic crisis and its aftermath. Many lenders have become 

very cautious in extending new consumer credit or are even aiming to reduce their 

consumer credit book while consumers have also become much more cautious in taking 

up new credit and, when possible, even are paying down in a number of cases their 

outstanding consumer credit. Moreover, cross-border consumer credit provision is still 

very small and is likely to remain small in the near term. As a result, the impact of the CCD 

as a driving force towards a Single Market in consumer credit through increased cross-

border provision is likely to be limited in the current financial and economic 

circumstances. 

 The CCD also aims to increase consumer protection and make it easier for consumers to 

compare and choose among offers from competition consumer credit providers. At the 

present time, it appears that various information provisions in the CCD are not fully 

respected in a number of cases. Better enforcement of the CCD would contribute to 

ensure that consumers reap the full benefits of the CCD. 
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1 Introduction 

The Executive Agency for Health and Consumers (EAHC), acting on behalf of the European 
Commission (DG SANCO) has commissioned Ipsos and London Economics to undertake a study on 
the functioning of the consumer credit market in Europe. This study focuses on the consumer 
credit market in the European Economic Area, assesses the extent to which the various provisions 
of the Directive 2008/48/EC on credit agreements for consumers4 (hereafter referred to as the 
CCD) are respected in consumer credit markets and discusses the impact of the Directive on 
consumers. 

Many consumers take out consumer credit at one point or another in their life. In fact, consumer 
credit expanded very rapidly in the EU27 prior to the financial crisis of 2008/09 and reached a 
peak of 9.1% of gross domestic product (GDP) in 2009, up from 7.8% in 2000.5  

However, since the onset of the financial crisis, households have been reducing their consumer 
credit debt and lenders have tightened up their lending criteria. As a result, outstanding consumer 
credit debt has fallen back to 8.2% of GDP at the end of 2011. This aggregate picture masks a great 
degree of variation in the importance of consumer credit in the EU27 with the average amount 
outstanding at the end of 2012 ranging on a per-capita basis from €212 in Lithuania to €4111 in 
Cyprus (see figure below). More information on the evolution of consumer credit since 2000 is 
provided in Chapter 0. 

Figure 1: Consumer credit per capita (€) 

 

Source: ECRI database “Lending to Households in Europe 1995-2011” 

                                                           

4 DIRECTIVE 2008/48/EC OF THE EUROPEAN PARLIAMENT AND OF THE COUNCIL of 23 April 2008 on credit agreements for consumers 
and repealing Council Directive 87/102/EEC, (Official Journal of the European Union L 133, 22.5.2008). 

5 The consumer credit data are from ECRI. In absolute terms, the level of consumer credit outstanding peaked in 2007. Consumer credit 
includes all lending to households other than mortgage loans and other loans obtained for the purpose of acquiring or improving a 
property. The precise definition of consumer credit is provided in Chapter 2 of the present study.   
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While many Europeans have taken out or will take out consumer credit in the future, the 
consumer credit market is viewed by consumers as not working as well as some other markets.  

Indeed, the latest Consumer Market Scoreboard produced by the European Commission6 shows 
that, at the EU27 level and among the 30 service markets covered by the scoreboard, the market 
for “loans, credit and credit cards” ranks 19th in terms of how well the market works for 
consumers.7 In fact, in most EU Member States, the consumer credit market ranks typically among 
the bottom half of the service markets in the EU Member States (see figure below). 

Figure 2: Ranking of the market for “loans, credit and credit cards” among 30 service markets 
in the Autumn 2012 Consumer Market Scoreboard 

 

Note: Out of 29 markets in the case of Sweden 
Source: European Commission (2012), Consumer Markets Scoreboard – Making markets work for consumers, 8th edition, December 

A first Directive8 aiming to strengthen consumer protection when taking out consumer credit was 
adopted in 1986 and became effective in Member States no later than 1st January 1990. However, 
a review of the implementation of the Directive found that consumers still faced a range of issues 
in consumer credit markets and a new Directive was proposed which aimed to fully harmonise the 
consumer credit laws of the Member States. 

This new Directive (Directive 2008/48/EC of the European Parliament and of the Council of 23 April 
2008 on credit agreements for consumers and repealing Council Directive 87/102/EEC, referred to 
as CCD henceforth) includes new rules on information in advertising, pre-contractual information 
obligations, the right of early repayment, and linked credit agreements. In addition, new elements 
were introduced into the Directive, namely a requirement to undertake a creditworthiness 
assessment, a duty to assist and a right to withdraw. 

                                                           

6 See European Commission (2012), Consumer Markets Scoreboard – Making markets work for consumers, 8th edition, December. The 
ranking of the various goods and services markets’ performance is based on 1) the ease of comparing goods and services on offer; 
2) the consumers’ trust in retailers /suppliers to comply with consumer protection rules; 3) problems experienced and the degree 
to which they have led to complaints; and 4) consumer satisfaction. In addition, for relevant markets, the choice of 
retailers/providers and switching of tariffs/providers is also monitored. 

7 It is important to note that the market for mortgage loans is rated separately and, in terms of performance, comes second last among 
the 30 service markets at the EU-wide level. 

8 The Consumer Credit Directive 87/102/EEC of 22 December 1986 for the approximation of the laws, regulations and administrative 
provisions of the Member States concerning consumer credit, Official Journal of the European Communities L 42, 12.2.1987, p. 48. 
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The CCD was adopted in April 2008 and its provisions were to be applied by Member States from 
11 June 2010 onwards. 

The present study builds and expands on a previous study for EC DG Health and Consumer Affairs 
aiming to establish a benchmark for assessing the impact on the functioning of the consumer 
credit market in the EU (henceforth referred to as the benchmarking study).9 The present study’s 
aim is to assess the degree to which the CCD fulfils its principal objectives, namely:  

 fostering an internal credit market in the EU, with a positive impact, in particular, on 

cross-border competition; and,  

 providing a high level of protection for consumers regarding consumer credits. 

The detailed research questions specified in the terms of reference of the study are provided in 
Annex 1. 

The study covers all types of consumer credit except those that that are specifically excluded from 
the Directive. These excluded forms of credit include those related to mortgages and “special 
loans granted to a restricted public”. Chapter 2 provides detail on the credit types and the size of 
the credits covered in the study. 

The following approaches were used to gather the information required to address the various 
research questions. 

 A mystery shopping exercise was conducted in all 27 EU Member States as well as 
Norway and Iceland to assess the compliance of lenders with the pre-contractual 
requirements of the CCD as well as the overall quality of information provision by lenders. 
 

 A consumer survey10 of at least 500 consumers in each country addressed multiple 
aspects of the consumer credit market and the CCD, including, amongst others, consumer 
understanding, knowledge and assessment of lenders’ information provision and 
consumers’ knowledge of their rights.  

 
 Advertisements gathered by mystery shoppers and advertisements collected over the 

internet were analysed for their compliance with Article 4 of the CCD.11    
 

 The following stakeholders were surveyed in detail: 

 Lenders – both credit institutions and specialised lenders 

 Regulators 

 Consumer protection bodies 

 Ombudsmen 

 Consumer associations 

                                                           

9 See GHK, 2009. 
10 In some countries, the consumer credit to which the survey participant refers in the survey response may have been taken up before 

the national law transposing the CCD became effective. 
11 Article 4 specifies the standard information which has to be provided in consumer credit advertisements.  
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 National lender associations, i.e. national associations of both credit institutions 

(banks) and specialised lenders. 

 

 Desk research on the available data of the consumer credit market has been undertaken 
to assess developments in the market since the introduction of the CCD. However, as this 
period coincides with the financial crisis, drawing causal inferences from any macro-
economic data is difficult. 

The project team was also assisted by a panel of experts who provided general guidance and 
comments on the various drafts of the study. The experts panel included Professors Paolo 
Haliassos, Steffen Huck, Tullio Jappelli, Eva Lomnicka, Udo Reifner and Paolo Sodini.  

The study is structured as follows: 

 The next two chapters of Part I provide information on the types of consumer credit to be 
considered by the study (Chapter 2) and the research and fieldwork methodology 
(Chapter 3). 

 Part II provides an overview of the consumer credit market: 
 Chapter 4 presents the information which is being analysed in Part II; 
 Chapter 5 analyses the size of the market for consumer credit and its development 

and structure; 
 Chapter 6 discusses cross-border activity; and, 
 Chapter 7 analyses differences in consumer credit cost for borrowers. 

 Part III focuses on the lenders and the CCD: 
 Chapter 8 provides an overview of the material discussed in Part III; 
 Chapter 9 presents information on the awareness of creditors of the rights of 

consumers; 
 Chapter 10 reviews the information provided at the advertisement stage; 
 Chapter 11 focuses on the fulfilment of the information requirements regarding 

the annual percentage rate of charge (APR); 
 Chapter 12 reviews the compliance with the information requirements at the pre-

contractual stage; and, 
 Chapter 13 focuses on the explanations provided to consumers. 

 Part IV discusses consumer empowerment and the CCD: 
 Chapter14 provides an overview of Part IV; 
 Chapter 15 presents information on consumer literacy; 
 Chapter 16 examines the extent to which consumers make use of rights of early 

repayment and withdrawal; and 
 Chapter 17 discusses consumers’ understanding of the information provided to 

them by lenders. 
 Part V reviews consumer satisfaction (Chapter 18). 
 Part VI addresses the issues of exclusions and thresholds in the CCD: 

 Chapter 19 provides an overview of Part VI; 
 Chapter 20 focuses on legal choices; and 
 Chapter 21 discusses the issue of the thresholds. 

 Part VII concludes (Chapter 22). 

The report also includes a number of annexes. These are: 



 1 │ Introduction 
 

 
 

 

 

  7 
 

 Annex 1 provides the detailed research questions as per the terms of reference of the 
study; 

 Annex 2 lists the principal players in the consumer credit market by country; 
 Annex 3 provides the list of stakeholder respondents; 
 Annex 4 presents detailed information on consumer credit in foreign currency for 

selected Member States; 
 Annex 5 provides the  detailed responses from the mystery shopping exercise; 
 Annex 6 presents summary statistics of the consumer survey; 
 Annex 7 analyses the convergence of the level of consumer credit on per-capita basis and 

consumer credit cost in the EU27; 
 Annex 8 provides a correspondence table between generic definitions of various types of 

credit and credit types used in the consumer survey; 
 Annex 9 provides a correspondence table of credit definitions in present study, 

benchmarking study and ECB data; 
 Annex 10 presents information on default rates for selected EU Member States; 
 Annex 11 provides country-specific information on indebtedness; 
 Annex 12 gives additional details of the advertisement collection exercise; 
 Annex 13 contains a brief literature review on financial education; 
 Annex 14 contains the mystery shopper evaluation forms; 
 Annex 15 lists the consumer survey questions; and,  
 Annex 16 contains the stakeholder survey questionnaires. 
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2 Types of consumer credit to be considered by the study 

The various types of consumer credit that are covered by the study are described in Table 1 
overleaf and Table 2 on page 15 provides information on whether the various credit types are 
within or outside the scope of the CCD. 

Some of the credit types are sui generis outside the scope of the CCD but are nevertheless 
important credit instruments for certain types of borrowers. 

Others types of credit are within the scope of the CCD. However, specific credit agreements 
relating to these types of credit may be outside the scope of the CCD because, for example, they 
fall below the lower (€200) or upper (€75,000) threshold set by the CCD.  

While formal peer-to-peer consumer lending organised through intermediaries such as 
%Ratesetter, Zopa and Funding Circle is subject to the CCD, such lending is not covered by the 
study due to a lack of data. 

For illustrative purposes, the figure below, using data for the UK, shows the importance of some of 
the credits which are always or sometimes outside the scope of the CCD. 

For example, credit extended through payday loans (which often are outside the scope of the CCD 
because they fall below the threshold) accounted for 9% of the total unsecured debt (in value) 
held by households with payday loans in Great Britain12 in 2009-10. In contrast, for the group of all 
households with unsecured debt, the share of payday loans in total unsecured debt (in value) is 
only 0.5%.  

                                                           

12 Because the data covers only Great Britain, consumer credit debt held by consumers in Northern Ireland is not included in the debt 
figures shown in Figure 3. 
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Figure 3: Share of various types of unsecured consumer credit as a percentage of total 
unsecured consumer credit, Great Britain 2009-10 

 

Source: London Economics analysis of BIS/YouGov survey (BIS 2011) 
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Table 1: Generic description of various types of consumer credit 

Consumer credit Credit which is not secured by immovable property (e.g. house), whose purpose is not to 
acquire an immovable property (e.g. house, apartment) and which is provided by a bank or a 
lender other than a bank to an individual (natural person) for purposes which are not related 
to the individual’s trade, business or professional activities 

Types of consumer credit Explanations 

1. Overdrafts 

This type of credit includes the following two credit categories 

 

 

Authorised overdraft  

Formal contractual arrangement allowing an individual to access funds in excess of the balance 
of a current account held at a bank, savings bank, etc. 

 

Interest is not always charged on the amount which is in overdraft. 

 

Unauthorised overdraft (overrunning) 

Tacit acceptance of the access by an individual of funds from a current account either in excess 
of the contractual limit set by the bank, savings banks, etc  (i.e. in excess of the overdraft facility 
that was granted) or in case no overdraft facility had been granted. The contractual limit is either 
the account’s balance or the maximum amount of the authorised overdraft.   

2. Open-ended credit 

Credit agreement without fixed duration. That includes credits which 
must be repaid in full within or after a period but, once repaid become 
available to be drawn down again. This type of credit is also called 
revolving credit and is provided through the following credit 
instruments 

 

 
a. Personal line of credit 

Formal contractual arrangement allowing an individual to borrow in one or several steps up to 
the limit specified in the contract at a time chosen by the borrower. Once the credit is repaid, 
new credit can be drawn down. Such a type of a credit is also called a revolving credit. 

 
b. Credit card  

This type of card allows the cardholder to decide how much to pay of the monthly balance 
shown on the monthly card statement subject to a minimum payment and an overall credit limit. 
Such cards are issued by financial institutions and a variety of retailers. In the latter case, the 
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cards are also referred to as store cards. 

Interest is not always charged on the outstanding balance. 

 
c. Charge card 

This type of card requires the cardholder to pay the full balance shown on the monthly card 
statement within a specified period, typically 2 to 4 weeks. Such cards are issued by financial 
institutions and retailers. 

3. Unsecured credit not linked to purchase of a good or service and 
with contractually determined credit amount and repayment period. 

 

Credit provided on the basis of a credit agreement in which the total 
amount of the credit is specified and the repayment method 
(instalments or one-time payment at the end of the credit agreement) 
is specified. The credit is not linked explicitly in the credit agreement to 
the acquisition of a particular product or service. 

 

This type of credit is provided through the following credit instruments 

 

 a. Unsecured personal loan by traditional lenders  

 

b. Unsecured high-interest loans by specialised lenders (for 
example, door-step loans or home-collected credit) 

This type of credit with a fixed amount has typically a maturity of more than 1 month and 
repayments are often in weekly instalments. The interest rate and the APR are much higher than 
on loans from typical main-street lenders. 

 

 

An example taken from the web site of such a lender in Ireland is a loan for €500 for 52 weeks. 
The loan has to be paid back in 52 weekly instalments and the annual interest rate is 56% fixed. 
The APR is 157.3%. 

 
c. Unsecured, high-interest, short-term loans provided by 
specialised lenders and typically repaid on pay day (for 
example, payday loans) 

This type of credit has typically a maturity of 1 month or less.  

 

An example taken from the website of a well-known lender of this type in the UK is a loan of 
£207 for 20 days at an annual interest rate of 360%. The APR is 4214%. 
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Another example taken from the web is a lender in Germany offering a 30-day loan up to €300 at 
an effective interest rate of 0.5% and a fee (for the credit check) of €49.90, implying a total 
repayment of €350. 

4. Unsecured credit linked to the acquisition of new good or service 

 

Credit provided on the basis of a credit agreement in which the total 
amount of the credit is specified and the repayment method 
(instalments or one-time payment at the end of the credit agreement) 
is specified. The credit is linked explicitly in the credit agreement to the 
acquisition of a particular good or service. The credit is unsecured. 

Such credit is also referred to as store/credit/mail order instalment 
credit. 

 

Examples of such credit include credit facilities offered by some furniture and electronic 
retailers, some distance-sellers (such as catalogue sales), travel operators, etc. Lenders may also 
offer such a type of credit. 

 

Interest is not always charged on the credit. 

5. Secured credit linked to the acquisition of a new good where the 
surety is the good bought. 

 

Credit provided on the basis of a credit agreement in which the total 
amount of the credit is specified and the repayment method 
(instalments or one-time payment at the end of the credit agreement) 
is specified. The credit is linked explicitly in the credit agreement to the 
acquisition of a particular good and is secured by the good being 
bought on credit. 

The typical example of such credit is the car loan. 

 

Interest is not always charged on the credit. 

6. Credit not linked to the acquisition of a new good or service and 
secured by movable property owned by the borrower. The security 
remains with the lender in safekeeping 

 

The typical examples of this type of credit are the loans extended by the pawnbroker in the UK, 
the prêteur sur gage in France and the Pfandleiher in Germany. 

 

Other examples of this type of credit are the loans secured by cars fully owned by the borrowers 
(vehicle log book loan in the UK).  

7. Leasing and hire purchase with obligation to buy at the end of the The typical examples of this type of credit are car leases and hire purchases. 
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contract  

Furniture and household equipment is sometimes also sold to consumers under a leasing or hire 
purchase agreement. 

8. Leasing and hire purchase with possibility but no obligation to buy 
at the end of the contract 

For example, in some car leases, the purchase of the car is optional at the end of the lease.  

9. Special loans granted to a restricted public under a statutory 
provision with a general-interest purpose and at lower interest rates 
than those prevailing on the market 

An example of such credit is the student loan if it is provided at a subsidised rate and available 
only to students. It is different from a personal loan for study purposes provided at market rates. 

 

Sometimes, loans for individuals undertaking a specific activity such as, for example, farming are 
also provided at below market rates. However, such loans are not considered to be consumer 
credit as they relate to an individual’s trade, business or professional activity. 

Source: London Economics 
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2.1 Types of credit and scope of CCD 

Table 2 below notes, for each type of unsecured credit listed in Table 1 above, whether credit 
agreements relating to a particular type of credit are within or outside the scope of the CCD, using 
the scope exclusion factors listed under article 2 of the CCD. 

We also provide a judgement as to how likely it is that certain credit agreements pertaining to a 
particular type of credit are outside the scope of the CCD when the credit type is not sui generis 
outside the scope of the CCD.  

However, before proceeding any further, it is important to recall that: 

1. all credit agreements which are secured either by a mortgage or by another comparable 
security commonly used in a Member State on immovable property or secured by a right 
related to a immovable property (article 2.2(a)); and 

2. all credit agreements the purpose of which is to acquire or retain property rights in land or 
in an existing or projected building (article 2.2(b)). 

are outside the scope of the CCD. It should also be noted that any credit agreement involving a 
total amount of credit of less than €200 or more than €75,000 is outside the scope of the CCD. For 
simplicity, we refer only to the lower exclusion limit in the table below as the upper limit is unlikely 
to be often exceeded in the case of most credit types. 

Table 2: Types of credit and scope of CCD 

Type of credit 

All credit agreements 
are sui generis 

outside the scope of 
the CCD 

Certain credit agreements may be 
outside the scope of the CCD because of 

various exclusion factors foreseen by 
the CCD. These cases are detailed below 

Likelihood 
that the 

credit 
agreement is 
outside the 
scope of the 

CCD
1 

1. Authorised overdraft  

If the overdraft has to be repaid within 1 
month but article 6(5) of the CCD 

imposes the obligation to provide certain 
information, including the APR 

(If the overdraft has to be repaid on 
demand or within 3 months only certain 

articles of the CCD apply and Member 
States may decide that the APR does not 
need to be provided. However, the total 
cost of the credit must be included in the 

overdraft agreement) 

? 

2. Unauthorised overdraft 
(overrunning) – only articles 1 
to 3, 18, 20, and 22 to 32 of 
CCD apply 

  L 

3. Personal line of credit  

If credit is free of interest and without 
any charges 

or 

if credit is free of interest, has to be 
repaid within three months and only 

insignificant charges are payable 

L 
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Table 2: Types of credit and scope of CCD 

Type of credit 

All credit agreements 
are sui generis 

outside the scope of 
the CCD 

Certain credit agreements may be 
outside the scope of the CCD because of 

various exclusion factors foreseen by 
the CCD. These cases are detailed below 

Likelihood 
that the 

credit 
agreement is 
outside the 
scope of the 

CCD
1 

or 

credit is for less than €200 

4. Credit card  

If credit is free of interest and without 
any charges 

or 

if credit is free of interest, has to be 
repaid within three months and only 

insignificant charges are payable 

or 

credit limit is below €200 

L 

5. Charge card  

If credit is free of interest and without 
any charges 

or 

if credit is free of interest, has to be 
repaid within three months and only 

insignificant charges are payable 

or 

credit limit is below €200 

L 

6.Personal loan by traditional 
lenders 

 If credit is for less than €200 L 

7. High interest loans by 
specialised lenders (for 
example, door-step loans or 
home collected credit) 

 If credit is for less than €200 M 

8. High interest, short-term 
loans provided by specialised 
lenders and typically repaid on 
pay day (for example, payday 
loans) 

 If credit is for less than €200 H 

9. Unsecured credit linked to 
the acquisition of new good or 
service 

 

 

If credit is free of interest and without 
any charges 

or 

if credit is free of interest, has to be 
repaid within three months and only 

insignificant charges are payable 

or 

maximum credit is below €200 

L 

10. Secured credit linked to the 
acquisition of a new good 
where the surety is the good 
bought. 

 

If credit is free of interest and without 
any charges 

or 

if credit is free of interest, has to be 
repaid within three months and only 

insignificant charges are payable 

or 

maximum credit is below €200 

L 

11. Credit secured by movable 
property owned by the 

Outside the scope of 
the CCD 
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Table 2: Types of credit and scope of CCD 

Type of credit 

All credit agreements 
are sui generis 

outside the scope of 
the CCD 

Certain credit agreements may be 
outside the scope of the CCD because of 

various exclusion factors foreseen by 
the CCD. These cases are detailed below 

Likelihood 
that the 

credit 
agreement is 
outside the 
scope of the 

CCD
1 

borrower and the security is 
being kept in the safekeeping of 
the lender 

12. Leasing and hire purchase 
with obligation to buy at the 
end of the contract 

 

If credit is free of interest and without 
any charges 

or 

if credit is free of interest, has to be 
repaid within three months and only 

insignificant charges are payable 

or  

maximum credit is below €200 

L 

13. Leasing and hire purchase 
with possibility but no 
obligation to buy at the end of 
the contract 

Outside the scope of 
the CCD 

  

14. Special loans granted to a 
restricted public under a 
statutory provision with a 
general interest purpose and at 
a lower interest rates than 
those prevailing on the market 

Outside the scope of 
the CCD  

  

Note: (1) Judgement of likelihood that a credit agreement is outside of the scope of the CCD. H=high, M=medium, L=low 
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3 Research and fieldwork methodology 

This study uses a multi-pronged approach to answer the various research questions specified in 
the terms of reference of the study. The various elements of the approach are 1) a mystery 
shopping exercise; 2) a consumer survey, 3) stakeholder surveys and 4) desk research. The 
methodology of each of these research blocks is addressed in detail below. 

3.1 Mystery Shopping 

The first component is a mystery shopping exercise that took place in the EU27 Member States as 
well as Iceland and Norway. Mystery shoppers were instructed to obtain personal credit 
quotations for 1) car loans, 2) personal loans and 3) credit cards. 

3.1.1 Number of mystery shopping exercises 

The target number of mystery shoppers is presented in Table 3. 

Table 3: Sample size of mystery shopping exercise 
Countries Credit card Car loan Personal loan 

In each country 15 15 15 

Total no. of journeys 435 435 435 

 
Table 4 below shows that, in total, 1,200 mystery shopping exercises took place in comparison to 
the initial target of 1,305 (i.e., 92% of the originally planned total was achieved).  
 
The three key challenges faced by this research activity were: 

1. the requirement for mystery shoppers to undergo credit checks13 in some Member States; 
2.  the limited number of credit providers in several of the smaller Member States; and, 
3.  the limited pool of trained and experienced mystery shoppers in the smaller Member 

States. 

In addition, some large providers did not offer some of the selected consumer credit products in 
some Member States.  
 
In a number of countries, mystery shoppers were asked to undergo credit checks before they 
could actually receive detailed information on the credit they were seeking. This made the mystery 
shopping exercise more challenging.  
 
This issue was overcome in Germany, Latvia, the Netherlands, Sweden and the UK due to the large 
number of providers and/or mystery shoppers. This challenge was also largely – although not 
entirely – overcome in Denmark.  
 

                                                           

13 A credit check entails the lender seeking detailed credit information and other personal information on a prospective borrower from 
a third-party credit database. The aim of this credit check is to assess the consumer’s creditworthiness. In some instances, multiple 
requests within a short time span from lenders for credit information on a particular individual from a credit database lower the 
credit rating of the individual whose creditworthiness is being checked.  
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In some of the smaller countries (Estonia, Luxembourg, Malta, Iceland and Norway) the fact that a 
credit check was required made the mystery shopping exercise even more challenging as the 
number of available mystery shoppers is small and only a limited number of these mystery 
shoppers accepted to undergo a credit check, and the number of credit providers is small. 
 
By design, each mystery shopper could visit only once a particular credit provider. This rule meant 
that, in some countries, one mystery shopper could seek a credit quotation for only one product, 
while, in other countries, one mystery shopper could go to three different credit providers and 
cover all three types of credit product.  
 

Table 4: Number of completed mystery shopping journeys 

Country  Car Loan Credit Card Personal Loan Grand Total 

AT 14 15 15 44 

BE 15 15 15 45 

BG 15 15 15 45 

CY 15 15 15 45 

CZ 15 15 15 45 

DE 15 15 15 45 

DK 15 15 8 38 

EE 9 10 12 31 

EL 15 15 15 45 

ES 15 15 15 45 

FI 15 14 14 43 

FR 15 15 15 45 

HU 15 15 15 45 

IE 15 15 15 45 

IS 10 13 13 36 

IT 15 15 15 45 

LT 15 15 15 45 

LU 9 3 8 20 

LV 15 15 15 45 

MT 9 2 10 21 

NL 15 15 15 45 

NO 7 10 5 22 

PL 15 15 15 45 

PT 15 15 15 45 

RO 15 15 15 45 

SE 15 15 15 45 

SI 15 15 15 45 

SK 15 15 15 45 

UK 15 15 15 45 

Total 403 397 400 1200 
Source: Ipsos 

3.1.2 Selection of credit institutions and specialist lenders from which mystery 
shoppers were instructed to obtain credit quotations 

The credit institutions selected for the mystery shopping exercise with respect to personal loans 
and credit cards were identified based on desk research which aimed to identify institutions with 
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the highest market shares of the consumer credit market. Since this information was not always 
publicly available, the following approach has been adopted: 

1. The top five retail banks were selected based on market research information and the size 
of banks in terms of assets;14 

2. Banks with more branches/locations were assumed to have a larger market share. Those 
banks with many locations but not in the top five were also selected; 

3. No more than three branches per provider were selected; and, 

4. The list of bank providers thus created was then supplemented by the list of at least the 
three largest non-bank providers15 of credit per country. 

The resulting list of credit providers was given to the mystery shoppers who were then asked to 
find a branch close to their location. If there was no branch close to his or her location, he or she 
then selected the next provider on the list and recorded this as a substitution. Given that the 
mystery shoppers were located all over each country, visits were not concentrated in capital cities 
only.  

Once the provider had been identified, the mystery shoppers selected products in accordance with 
the quotas they had been given.  

It should be noted that the selection of credit institutions resulted in a focus on large, 
sophisticated, regulated institutions. This suggests that the level of service and information 
provided to potential borrowers is likely to be lower on average than the results reported in the 
present study. 

3.1.3 Selection of car loan providers 

In the case of the car loan product, a different approach was used for selecting the car loan 
provider.  

Since many car dealers offer car loans through banks, and since banks were already visited by 
mystery shoppers to obtain directly a quotation for a car loan, mystery shoppers were instructed 
to target official car dealers of automotive companies which are registered in their country as 
credit providers (e.g., BMW, Ford, Renault, etc.).  

Mystery shoppers visited official dealers of these brands in order to obtain a credit quote from the 
dealers for loans provided by the car finance company. This approach was adopted to avoid a 
situation where mystery shoppers obtain from the car dealer a credit quote for a car loan provided 
by a bank.  

In addition, the distribution of number of mystery shopping exercises for car loans was broadly 
balanced between banks and car dealers. The initial target was to visit eight banks and seven car 
dealerships per Member State. Banks were selected in the same manner as the one adopted for 

                                                           

14 Information on the size of banks was sourced from Bankscope, the economic and financial banking database published by Bureau van 
Dijk. 

15 A bank is a deposit taking institution. For the purpose of the present study, a non-bank lender is defined as any other financial 
institution providing consumer credit and not allowed to take deposits. 
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the selection of banks for the personal loan and credit card mystery shopping exercise. The 
selection of non-bank providers was left to the mystery shoppers. Shoppers were instructed to ask 
for loans for the acquisition of a new car and could select two models from those listed in the table 
below. These models were broadly equivalent in price. 

Table 5: Car models to used by mystery shoppers 

Peugeot 107 Volkswagen Up Nissan Pixo 

Skoda Citigo Dacia Logan Seat Mii 

Kia Picanto Suzuki Alto Proton Savvy 

Ford Fiesta Fiat Punto Toyota Yaris 

The detailed evaluation forms used by mystery shopper for each type of consumer credit can be 
found at Annex 14 and a detailed analysis of the results of the mystery shopping exercise is 
provided in Annex 5. 

3.1.4 Final distribution of types of credit providers 

Achieving the desired balance between banks and non-banks successfully visited for each product 
proved challenging. 

A range of issues were encountered including some providers not offering the specific products 
targeted, some countries having no specialist lenders with bricks-and-mortar premises, car dealers 
not offering car loans but sometimes facilitating personal loans with banks which had already been 
visited for personal loans, etc. 

The challenge of achieving the desired balance between banks and non-bank lenders was further 
exacerbated by the combination of trying to specifically target lenders with the largest market 
share as defined by the number of branches and the occasional mismatch between the physical 
location of the lender and the residence of the mystery shoppers in some Member States.  

Overall, the achieved set of mystery shopping exercises across the countries of interest is as 
follows: 

 400 visits were achieved for personal loans, including 386 with banks and 14 with 

specialist lenders;  

 397 visits were achieved for credit cards, including 389 with banks and 8 with specialist 

lenders; and, 

  403 visits were achieved for car loans, including 265 with banks, 122 with car retailers 

and 16 with specialist lenders. 

In total, out of 1,200 completed mystery shopping exercises 1,040 were with banks, 122 were with 
car retailers and 38 were with specialist lenders. Detailed information on the split of the mystery 
shopping exercises between banks, car retailers and specialist lenders in each EU Member State 
and Iceland and Norway is provided in Table 6 below. 
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Table 6: Number of mystery shopping journeys by type of loan provider 

 Car 
Loan 

  Car 
Loan 
Total 

Credit 
Card 

 Credit 
Card 
Total 

Personal 
Loan 

 Personal 
Loan 
Total 

Grand 
Total 

 Bank Car 
retailer 

Specialist 
lender 

 Bank Specialist 
lender 

 Bank Specialist 
lender 

  

AT 10 4  14 15  15 15  15 44 

BE 11 4  15 15  15 15  15 45 

BG 4 9 2 15 13 2 15 9 6 15 45 

CY 15   15 15  15 15  15 45 

CZ 3 6 6 15 13 2 15 15  15 44 

DE 9 6  15 15  15 15  15 45 

DK 6 9  15 15  15 7 1 8 38 

EE 4 3 2 9 10  10 10 2 12 31 

EL 8 7  15 15  15 15  15 45 

ES 12 3  15 15  15 15  15 45 

FI 15   15 14  14 14  14 43 

FR 11 4  15 15  15 15  15 45 

HU 10 4 1 15 15  15 14 1 15 45 

IE 13 2  15 15  15 15  15 45 

IS 7  3 10 12 1 13 13  13 36 

IT 9 6  15 15  15 15  15 45 

LT 15   15 15  15 15  15 45 

LU 4 5  9 3  3 8  8 20 

LV 15   15 15  15 15  15 45 

MT  9  9 2  2 10  10 21 

NL 8 7  15 15  15 15  15 45 

NO 7   7 10  10 5  5 22 

PL 9 6  15 15  15 15  15 45 

PT 12 3  15 15  15 15  15 45 

RO 13 1 1 15 13 2 15 13 2 15 45 

SE 5 10  15 15  15 15  15 45 

SI 8 7  15 15  15 15  15 45 

SK 9 5 1 15 14 1 15 14 1 15 45 

UK 13 2  15 15  15 14 1 15 45 
Total 265 122 16 403 389 8 397 386 14 400 1200 

Source: Ipsos 

As the number of completed visits to specialist lenders was low, the results of the mystery 
shopping exercise reported for such lenders later in this report should be viewed as being more 
illustrative then representative. 

3.2 Consumer survey 

The second component of this study was a telephone consumer survey in the EU27 Member 
States, Iceland and Norway. The key features of the survey are presented in Table 7 and the 
complete survey questionnaire can be found at Annex 6.  
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Table 7: Summary of consumer survey methodology 

General information on the survey 

Survey tool Telephone (CATI) 

Coverage: EU 27 plus Iceland and Norway 

Target Respondent: 
Representative sample of adults 18+ having taken a 
consumer credit  in 5 years preceding the survey 

Sample Size: 500 per market 

Sampling: Random digit dialling including mobile numbers 

Questionnaire length: 12 minutes 

Number of survey responses 

Country Number of complete surveys 

Austria 501 

Belgium 508 

Bulgaria 505 

Cyprus 496 

Czech 508 

Denmark 501 

Estonia 513 

Germany 500 

Greece 501 

Finland 501 

France 504 

Hungary 504 

Ireland 503 

Iceland 503 

Italy 505 

Latvia 509 

Lithuania 508 

Luxembourg 504 

Malta 502 

Netherlands 502 

Norway 503 

Poland 502 

Portugal 502 

Romania 511 

Slovakia 502 

Slovenia 503 

Spain 513 

Sweden 504 

UK 503 

Source: Ipsos 
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It was decided that the data gathered by the consumer survey would not be weighted since the 
actual size of the population of borrowers in each Member State is not known and weighting it 
according to the general population would be misleading if the composition of the population of 
borrowers differs significantly from the general population. 

The complete survey questionnaire can be found in Annex 6 and detailed summary statistics are 
provided in Annex 6. 

3.3 Desk research 

The desk research drew from various data sources, including: 

1. Data on consumer credit from the European Credit Research Institute (ECRI); 

2. Data on mergers and acquisitions in the EU banking sector from Zephyr, the M&A 
database published by Bureau van Dijk; 

3. Data on consumer credit from various central banks; 

4. European Union Statistics on Income and Living Conditions (EU-SILC); 

5. Various data from Eurostat; and, 

6. Data from the OECD. 

 

It is important to note that several existing datasets on consumer credit all define consumer credit 
in slightly different ways and include different sets of information. Annex 8 provides a 
correspondence between generic definitions of various types of consumer credit and the credit 
types used in the consumer survey and Annex 9 provides a correspondence table of consumer 
credit definitions in the present study, the benchmarking study and the ECB consumer credit data. 

3.4 Stakeholder surveys 

The following set of stakeholders was surveyed by means of a questionnaire:  

1. National regulators competent for consumer credit; 

2. National banking associations – in countries where more than one such association exists 

such as Germany, all the associations were surveyed. In other words, we surveyed all the 

national associations which are members of the European Banking Federation, the 

national associations which are members of the European Savings Banks Group and the 

members of the European Association of Cooperative Banks;  

3. National associations of specialist lenders, namely the associations which are members of 

Eurofinas; 

4. Credit institutions and specialist lenders. In light of the low response rate to the lenders’ 

survey in the benchmarking survey, we surveyed all the lenders which are members of the 

national banking and specialist lenders’ associations; 

5. Credit databases (all the members of ACCIS); 

6. Consumer associations (through EC DG SANCO); 

7. Consumer protection bodies; and 

8. Ombudsmen (specific to financial sector or general). 
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The questionnaires sent out to each group of stakeholders can be found in Annex 16 and the list of 
stakeholders who took part in our survey (except lenders) can be found in Annex 3. The number of 
responses received for each of the surveys can be found in Table 8 below. Surveys to lenders were 
distributed by the national lenders’ associations to all their members.  

It is important to note that lenders include both credit institutions (i.e. banks) and specialist 
lenders which are not credit institutions. The national lenders’ associations include both national 
associations of credit institutions (listed under point 2 above) and national associations of 
specialist lenders (listed under point 3 above). 

The number of responses by consumer associations in particular is disappointingly low with only 
seven respondents. Amongst these seven respondents, several left large parts of the survey 
unanswered. A number of consumer associations explained that they had insufficient resources to 
participate in the survey. 

It was not possible to obtain detailed information on defaults from the national credit databases 
as no credit database was in a position to reply to the detailed survey questionnaire. However, 
general observations and comments were provided by the Association of Consumer Credit 
Information Suppliers. 

Table 8: Number of respondents to stakeholder surveys 

Consumer 
Associations 

Consumer 
Protection 

Bodies Ombudsmen Regulators Lenders 
Lenders’ 

Associations 

7 14 10 21 49 10 
Note: Lender associations refer to both bank and non bank lender associations 
Source: London Economics 

3.5 Advertisement analysis 

Additionally, the mystery shoppers and London Economics gathered advertisements for various 
types of consumer credit which were analysed with respect to how far they conform to the 
requirements for consumer credit advertisements as laid out by the CCD. 

The selection of web based advertisements was based on:  

1. Selecting the ten largest credit institutions and five largest specialist lenders; 

2. Large consumer goods retailers; 

3. Car retailers; 

4. Comparator websites; and, 

5. Distance sellers. 

The non-web based advertisements were gathered as follows: 

1. All advertisements for consumer credit in the five largest magazines and newspapers in 

each country; 

2. All radio and TV ads from up to five major TV channels and radio stations per country; 

3. All mail shots/fliers mentioning credit received by the mystery shoppers through mail 
(unaddressed and addressed); 
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4. Flyers and other marketing material collected from lenders’ branches – up to ten 

consumer credit providers and up to five specialist lenders (credit institutions and 

specialist lenders) in each country; and 

5. Flyers and other marketing material collected from point-of-sale credit intermediaries in 
each country.  

 

Overall, 750 web-based and 586 non-web based advertisements were collected and analysed.    

In some instances mystery shoppers were not able to collect many advertisements, for example, 
when all major newspapers and magazines did not include any advertisements for consumer 
credit. As a result, the overall number of advertisements gathered by mystery shoppers was very 
low and a second round of non-web advertisement gathering was launched. This second round of 
data collection was focused on only 11 Member States, namely: Belgium, Denmark, France, 
Germany, Hungary, Ireland, Italy, Lithuania, Romania, Spain and the UK. 

 

The information on the quality and completeness provided by these advertisements, both online 
and offline, has been codified using a check list and the resulting data has been analysed 
econometrically. 

3.6 Limitations 

Questions relating to distance communication between consumer and lenders unfortunately could 
not be addressed by this study as the mystery shoppers only met lenders in person.  

 

Moreover, as the mystery shopping exercise stopped at the stage where the borrower obtains 
information about the potential credit, the quality of the consumer credit contracts could not be 
assessed as no such contracts were obtained. 
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Part II: Overview of the consumer credit market 
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4 Overview of part II  

This part of the study provides a detailed overview of the consumer credit market in the EU27 and 
Norway and Iceland. In particular, it examines: 

 The volume and the structure of the consumer credit market; 

 The amount of cross-border activity in the consumer credit market; and, 

 The price levels in each Member State and in the EU as a whole. 

This overview of the consumer credit market not only provides the background to the 
environment in which the CCD operates, but also gives first insights into how the consumer credit 
market was affected by the introduction of the CCD and the financial crisis. 

The following sections will outline the current state of the consumer credit market and will also 
address how the market has evolved over time. For example, questions of convergence in 
consumer credit per capita and of convergence in prices charged for consumer credit will be 
addressed in detail, as will changes in the reliance of consumers on credit for consumption 
expenditure.  
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5 Volume and structure of the consumer credit market 

5.1 The size of the consumer credit market in 2011 

As previously outlined in the methodology section, the data presented here are only the 
subsection of consumer credit in the EU for which data is available. Data on consumer credit 
issued by credit institutions are available for all Member States; however data issued by specialist 
lenders are only collected systematically in some Member States. The data presented here 
represent all lending by credit institutions and where available also lending by specialist lenders. It 
should be noted that the present section describes the situation in 2011. The evolution of 
consumer credit over time is reviewed in sub-section 5.2. 

In 2011, the total stock of consumer credit in the European Union, as recorded by national central 
banks, stood at €1,041 billion, or roughly 8% of the EU’s GDP. Figure 4 illustrates how this is 
distributed between Member States. The benchmarking study of 2009 found a total stock of 
€1,236 billion of consumer credit outstanding which at the time represented 9.9% of the EU’s GDP.  

Given the large differences in the sizes of these economies, it is not surprising to see that the 
largest markets of consumer credit (in absolute terms) are found in the largest economies: UK, 
Germany, France, Italy and Spain. Taken together, these countries account for 74% of consumer 
credit outstanding in the EU.  

Figure 4: Value of total stock of consumer credit outstanding in 2011, €bn 

 

Source: London Economics analysis of ECRI database  

Instead, a more meaningful measure is the relative importance of consumer credit to the 
economies of the Member States. This is shown in Figure 5 by expressing the total stock of 
consumer credit outstanding as a percentage of GDP. The picture which emerges from this analysis 
is very different to that in Figure 4. 
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Interestingly, out of the five Member States accounting for 74% of total consumer credit 
outstanding, only the United Kingdom shows a relatively high ratio of consumer credit to GDP. 
Cyprus has the highest proportion of consumer credit to GDP (19%), followed by Greece (15%), 
Hungary (14%), the UK (14%), Bulgaria (12%), Romania (11%), Ireland (11%), Poland (10%) and 
Portugal (9%). The EU27 average is 7.98%. The very high consumer credit to GDP ratio in Greece 
and to a lesser extent also Cyprus may be due in part to the recession in recent years which has 
resulted in a sharp drop in GDP. 

Figure 5: Stock of outstanding consumer credit as a % of GDP in 2011 

 

Source: London Economics analysis of ECRI database  

5.1.1 Value of consumer credit in foreign currency 

Consumer credit denoted in a foreign currency represents an additional risk for consumers by 
exposing them to currency fluctuations. In particular since the 2008 financial crisis, this has 
become a problem in many central and eastern European Member States. The Hungarian forint, 
for example, at the time of writing16, stood 18% below its value in July 2008. 

Unfortunately, not all Member States provide information on the currency breakdown of 
consumer credit. Among the countries which do publish this information there is considerable 
variation in how common foreign currency credit is. The data in Figure 6 show that consumer 
credit denoted in foreign currency is extremely common in many eastern and central European 
Member States.  

Among euro area countries for which such data was available, Austria has the highest ratio of 
foreign currency credit to domestic currency credit (13%) and Slovenia the second highest (4%). 
Otherwise, foreign currency consumer credit does not appear to play an important role in the euro 
area.  

                                                           

16 1 October 2012. 
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Figure 6: Distribution of outstanding consumer credit by currency in 2011 (%) 

 

Note: Information on foreign currency consumer credit is not provided in the ECRI database for Germany, Spain, Finland, Ireland, Italy, 
Luxembourg, the Netherlands, Sweden and the United Kingdom. Therefore, the fact that no information on foreign currency credit is 
provided in the figure above does not imply that no foreign currency consumer credit exists in these countries. 
Source: London Economics analysis of ECRI database 

In the case of Romania, currency depreciation of the lei led to a large increase in the percentage of 
foreign-currency denoted consumer credit in recent years. For detailed break-down of country-
level data, please see Annex 4. 

5.1.2 Conclusion 

There is a lot of cross-country variation in the amount of consumer credit, both in terms of overall 
levels outstanding as well as in percentage of GDP. 

The EU average of consumer credit as a percentage of GDP is just under 8%. Across the EU, this 
figure ranges from 2% in Lithuania to 19% in Cyprus. 

In terms of currency, Romania, Lithuania and Latvia are the countries where over 40% of consumer 
credit outstanding is in a currency other than the national currency.  

5.2 The development of the consumer credit market 

5.2.1 Trends over 2000-2011 

The overall value of the consumer credit market reached its peak in 2007 with €1,080 billion 
outstanding17. Figure 7 below shows the changes in consumer credit outstanding in the four years 
before 2007 and in the four years after 2007.  

                                                           

17 This figure is lower than the €1,236 billion found in the benchmarking study due to slightly different definitions being used. The 
precise definitions used in the present study and a comparison with those used in the benchmarking study and by the ECB are 
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This breakdown reveals that the EU-wide rise in consumer credit until 2007 and the following fall 
hide a large amount of cross-country variation.  

The UK and Spain in particular saw very large increases followed by very large drops in outstanding 
consumer credit, while other Member States experienced increases in consumer credit before and 
after 2007.  

Germany displays the opposite trend with the stock of credit outstanding falling between 2003 
and 2007 and increasing between 2007 and 2011.  

Figure 7: Change in consumer credit outstanding between the years of 2003 and 2007 and 2007 
and 2011, by country in €bn 

 

Note: No 2003 data were available for Slovenia, Romania and Cyprus. 
Source: London Economics analysis of ECRI database  

However, as previously mentioned, absolute values are not a very meaningful way of comparing 
economies with extremely large differences in size. Hence, Figure 8 below traces the development 
of consumer credit on a per-capita basis between 2000 and 2011. The trends in consumer credit 
have been very similar in both EU12 and EU15 as well as in the euro area and in the non-euro area. 
However, due to the fact that the initial level of consumer credit per capita was lower in the EU12 
than in the EU15, the rate of growth of per capita credit was higher in the EU12. 

Between 2000 and 2007 consumer credit per capita was increasing, in 2008/2009 this increase 
noticeably slowed down and after 2009 consumer credit per capita fell. It is likely that the fall in 
consumer credit per capita is a result of the financial crisis and the concerns for future funding 
sources which resulted in banks being less willing to lend and households becoming more 
concerned about being exposed to consumer debt. Alan, Crossley and Low (2012), for example, 

                                                                                                                                                                                 

provided at Annex 8 and Annex 9. In order to ensure comparability and consistency, we use the same definitions throughout the 
report.  
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show that the savings rate of UK households has increased significantly across all age groups since 
the onset of the financial crisis.18  

Figure 8: Stock of outstanding consumer credit per capita 2000-2011 

 

Source: London Economics analysis of ECRI database on consumer lending 

The ratio of the outstanding stock of consumer credit to household disposable income has also 
changed significantly over the last decade. Figure 9 below suggests that there has been 
convergence in this measure of reliance on consumer credit among the EU15, the EU12, the non-
euro area and the euro area.  

The following subsection will address in greater detail the issue of convergence in consumer credit 
amongst the EU-27 Member States. 

 

 

                                                           

18 http://www.ifs.org.uk/wps/wp1211.pdf 

http://www.ifs.org.uk/wps/wp1211.pdf
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Figure 9: The stock of consumer credit relative to disposable income, 2000-2010 

 

Note: Data for 2011 were not available for all Member States and were therefore omitted. 
Source: London Economics analysis of ECRI database  

5.2.2 Convergence in consumer credit on per-capita basis 

This sub-section looks at the dispersion/convergence across the EU Member States of the volume 
of consumer credit per capita. The figures of consumer credit on a per-capita basis for the years 
2000, 2005 and 2011 are shown in Table 9 below.  

Table 9: Consumer credit per capita, € thousands 

Country 2000 2005 2011 

Austria 2.98 3.44 2.71 

Belgium 1.24 1.42 1.92 

Bulgaria 0.03 0.28 0.63 

Cyprus - 3.44 4.11 

Czech Republic 0.06 0.30 0.74 

Germany 2.00 2.06 2.27 

Denmark 2.34 2.53 2.73 

Estonia 0.01 0.21 0.44 

Greece 0.50 1.97 2.94 

Spain 1.20 1.79 1.53 

Finland 0.60 1.79 2.37 

France 1.91 2.31 2.48 

Hungary 0.07 0.47 1.26 

Ireland 2.05 4.15 3.63 

Italy 0.65 1.24 1.84 

Lithuania 0.01 0.13 0.21 

Luxembourg 1.81 2.46 2.34 

Latvia 0.04 0.23 0.39 
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Table 9: Consumer credit per capita, € thousands 

Country 2000 2005 2011 

Malta 0.34 0.53 0.91 

Netherlands 0.86 1.49 1.64 

Poland 0.26 0.40 0.82 

Portugal 0.80 0.89 1.41 

Romania - 0.23 0.67 

Sweden - 1.25 1.95 

Slovenia - 0.98 1.35 

Slovakia - 0.12 0.59 

UK 3.68 5.11 3.95 
Note: “-“ indicates a missing value 
Source: ECRI database  

First, the analysis examines whether the levels of consumer credit per capita in the different 
Member States tend to converge over time with the countries with the lower levels of per-capita 
consumer credit in 2000 showing higher rates of growth in consumer credit over the period 2000-
2011 than the countries with the higher levels of per-capita consumer credit in 2000.19  

Second, the analysis examines whether the annual disparity in the level of per-capita consumer 
credit (as measured by the standard deviation of per-capita consumer credit) decreases over time. 

The statistical analysis reported in Annex  A7.2 shows that some level convergence has occurred 
over the period 2000-2011. Because the level convergence analysis is a time series analysis, it is 
not possible to use this convergence model to test for differences in convergence rates before and 
after the crisis. This is due to the fact that the number of observations (i.e. annual data points) is 
too small after the 2008 financial crisis. However, the convergence analysis based on the disparity 
in the level of per-capita consumer credit levels across the EU compares pre- and post-crisis 
patterns and the results are reported below. 

With regards to the analysis of differences in rates of growth in per-capita consumer credit we find 
that there is statistical evidence of convergence of the levels of consumer credit per capita both 
for the entire EU and for the two subgroups considered, namely the EU15 and the EU12.  

 The convergence rate for the EU27 is 3.3% which corresponds to a time period of 21 years 

for the size of the current differences among Member States to halve. 

 For the subgroup of the EU15 the rate of convergence within this group of countries is 

slightly higher at 3.8%. The time period required to achieve full convergence is only 18 

years. 

 Finally for the group of Member States that joined at or after 2004, a 4.5% convergence 

rate is found within this group of countries, implying a period of 15 years for the current 

differences to be reduced by 50%. 

With regards to the analysis of the changes over time in the dispersion of per-capita consumer 
credit20, the statistical analysis also points to a degree of convergence but there are important 

                                                           

19 This is called beta convergence in the specialised convergence literature. 
20 This is called sigma convergence within the specialised literature. 
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differences across subgroups of countries. The EU15 countries appear to be progressing more 
steadily towards reduced dispersion than the group of the EU12. 

Moreover, convergence continued after the financial crisis. Once again, this trend is more 
apparent for the EU as a whole and for the EU15 than it is for the EU12. 

5.2.3 Conclusions  

This sub-section showed that the overall level of consumer credit has been falling in recent years, 
although this disguises important cross-country differences. This sub-section also demonstrated 
that the level of consumer credit per capita in the European Union is converging, albeit at a slow 
rate. The rate at which consumer credit is converging is not the same for all regions of the EU: 
convergence among the EU15 Member States is faster than convergence among the EU12 
Member States. However, there is evidence that, in the EU as a whole, consumer credit on a per-
capita basis is converging. 

The effects of the financial crisis can be seen by the reduction of consumer credit per capita in 
several Member States post-2008. So far, this does not yet appear to have had an impact on 
convergence. The lack of impact on convergence is due to the fact that when consumer credit on 
per-capita basis fell, it declined more in countries with high levels of consumer credit per capita 
than in others, thus reducing the differences in the level of consumer credit per capita across the 
EU. 

5.3 Availability of different credit offers 

This question about which credit offers are most common in each market was addressed with the 
regulator survey and the survey of national lender associations. The consumer survey also offers 
insights into which forms of consumer credit were most common in each market. 

All regulators who give the range of domestically provided credit products available on their 
national market (10 out of 21)21 say overdrafts are either common or very common in their 
countries, provided mostly domestically and in the domestic currency. The same is true for credit 
cards and personal loans.  

Six of these regulators say that unauthorised overdrafts are common or very common and two say 
that these do not exist. Personal line of credit is common or very common in nine countries while 
it is rare in one. Charge cards are common only in five countries and do not exist or are rare in two 
countries. Details are shown in Table 10 below. 

However, it should again be noted that the definition of credit card is not necessarily the same in 
all European countries. For example, in France deferred debit cards are often referred to as credit 
cards, while in the Netherlands it is possible to link a debit card to an account with an overdraft. 

In terms of number of credit products available on each domestic market, the Slovakian regulator 
lists 19 (out of 20) credit products as being either common or very common and the regulator 
from the UK lists 16 as common or very common. The smallest numbers of domestic providers of 

                                                           

21 These are: the Czech Republic, Belgium, Estonia, Germany, Luxembourg, Lithuania, Portugal, Slovakia, Sweden and the UK.  
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domestic credit are found in Germany and Luxembourg where the regulator only notes seven and 
eight types of credit as common or very common respectively. 

Table 10: Frequency of various credit products as reported in the regulator survey 

 “Very common” or 
“common” 

“Rare” or “does not exist” 

Overdraft facility 10 0 

Unauthorised overdraft 6 3 

Personal line of credit 9 1 

Credit card from major networks  10 0 

Charge card 5 2 

Retailer/store credit card 5 2 

Personal loan (unsecured) by traditional lender 10 0 

High interest loans by specialised lenders 5 5 

High interest, short-term loans provided by 
specialised lenders and typically repaid on pay day  

5 4 

Unsecured credit linked to the acquisition of new 
good or service 

8 1 

Secured credit linked to the acquisition of a new 
good 

7 1 

Credit not linked to the acquisition of a new good 
or service and secured by moveable property 
owned by the borrower 

4 5 

Car lease/hire with no obligation to purchase at 
the end of contract 

8 2 

Car lease/hire with obligation to purchase at the 
end of contract 

6 2 

Other consumer good/service loan through 
retailer 

6 1 

Other consumer good/service loan directly from 
lender 

4 4 

Consumer good lease/hire with no obligation to 
purchase at the end of contract 

1 8 

Consumer good lease/hire with obligation to 
purchase at the end of contract 

2 7 

Student loans 6 4 

Other special loans granted to a restricted public 2 4 
Source: Regulator Survey 

The responses of the national lenders’ associations are broadly in line with those of the regulators. 
Overdrafts are listed as very common and common in most countries, as are credit cards and 
personal loans. 

Loans by specialist lenders are rarely listed as common nor is unsecured credit linked to the 
acquisition of a new good or service. Loans from specialist lenders (in general) are only listed as 
common or very common by lender associations from the UK. Similarly payday loans from 
specialist lenders are common or very common in the UK. A Hungarian lending association also 
states that foreign-currency denoted payday loans, provided by foreign institutions, are common 
in Hungary.  
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The results from the consumer survey show that credit cards are the most common form of credit, 
with 35% of all respondents that had a loan indicating that they had acquired a credit card. This is 
followed by overdrafts and personal loans, which each account for 18% of the credit products 
reported by the consumer survey respondents. Least common were home collected loans and 
payday loans, which were only reported by one and two percent of respondents respectively.  

However, these aggregate numbers disguise a lot of variation at the country level. For example, 
payday loans were very common in Latvia and Lithuania, while personal loans were almost non-
existent in Finland, Norway and the Netherlands. In Spain, over a quarter of all survey respondents 
(26%) indicated that store cards were amongst the most recent consumer credit product they 
acquired.  

Table 11: Distribution of respondents to the consumer survey by type of consumer credit 

 Overdraft Personal 
loan 

Revolvin
g credit 

Credit 
card 

Store 
card 

Car loan Student 
loan 

Home 
collected 

loan 

Payday 
loan 

Austria 50.4% 8.2% 0.8% 32.6% 4.4% 2.2% 1.0% 0.4% 0.0% 

Belgium 13.4% 8.0% 2.6% 46.4% 3.8% 24.6% 0.0% 1.2% 0.0% 

Bulgaria 8.6% 40.5% 2.4% 36.5% 1.2% 5.0% 0.4% 4.8% 0.6% 

Cyprus 4.7% 18.1% 7.0% 51.3% 2.7% 7.4% 8.0% 0.6% 0.2% 

Czech 
Republic 

23.0% 26.4% 2.6% 25.8% 4.4% 9.6% 0.6% 5.6% 2.2% 

Denmark 25.9% 9.0% 1.6% 20.7% 5.2% 30.9% 4.4% 1.4% 0.8% 

Estonia 6.5% 16.9% 8.5% 40.9% 4.9% 13.4% 5.9% 0.4% 2.6% 

Germany 43.2% 15.7% 1.8% 20.0% 7.3% 9.2% 2.0% 0.6% 0.2% 

Greece 4.3% 30.5% 5.1% 45.3% 3.9% 9.6% 1.0% 0.0% 0.2% 

Finland 6.4% 5.0% 6.6% 52.5% 11.3% 13.3% 4.2% 0.0% 0.6% 

France 22.4% 23.7% 5.2% 8.2% 5.8% 32.1% 2.0% 0.4% 0.2% 

Hungary 22.2% 20.8% 0.4% 17.8% 8.4% 21.6% 3.0% 3.4% 2.4% 

Ireland 9.4% 14.6% 1.4% 57.0% 3.4% 12.2% 1.0% 0.8% 0.2% 

Iceland 37.3% 5.6% 0.6% 39.1% 3.0% 8.8% 4.6% 0.0% 1.0% 

Italy 9.0% 21.0% 2.2% 32.9% 5.4% 26.2% 1.2% 1.2% 1.0% 

Latvia 16.6% 33.3% 2.8% 14.2% 0.2% 8.3% 13.4% 1.2% 10.1% 

Lithuania 3.2% 33.3% 3.6% 27.5% 0.4% 6.0% 9.4% 0.4% 16.1% 

Luxembourg 36.3% 15.9% 0.6% 22.0% 7.3% 13.7% 2.8% 0.8% 0.6% 

Malta 6.3% 7.5% 2.4% 63.3% 1.4% 17.9% 1.0% 0.2% 0.0% 

Netherlands 24.8% 4.6% 13.5% 46.0% 3.6% 2.4% 4.6% 0.2% 0.2% 

Norway 3.2% 5.8% 1.4% 63.0% 7.6% 9.9% 9.0% 0.2% 0.0% 

Poland 14.3% 32.7% 10.5% 27.4% 6.5% 3.4% 0.4% 2.4% 2.4% 

Portugal 4.3% 20.1% 0.8% 44.5% 15.5% 11.4% 1.0% 0.2% 2.2% 

Romania 10.9% 41.8% 1.6% 20.7% 13.9% 3.7% 1.0% 5.9% 0.4% 

Slovakia 25.3% 26.9% 1.0% 23.3% 7.4% 7.6% 0.6% 6.0% 2.0% 

Slovenia 47.2% 10.8% 0.4% 19.7% 10.6% 6.8% 0.0% 0.4% 4.0% 

Spain 2.6% 12.8% 1.0% 42.2% 25.9% 12.2% 1.6% 0.0% 2.0% 

Sweden 14.6% 11.8% 2.4% 29.3% 14.4% 13.0% 13.8% 0.2% 0.6% 

UK 17.0% 10.0% 0.2% 50.8% 11.2% 7.4% 1.6% 0.6% 1.2% 

Average 17.7% 18.3% 3.1% 35.2% 6.9% 12.1% 3.5% 1.4% 1.9% 
Source: Consumer survey 

5.3.1 Distribution channels 

The national lenders’ association survey also provided evidence on the most common distribution 
channels used by type of consumer credit. Most frequently distributed through intermediaries are 
credit cards, personal loans, revolving credit, charge cards, hire purchase and car loans. When 
asked about the change in importance of the intermediary distribution channel, one respondent 
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from the UK stated that for credit cards this has become more important in recent years, yet for all 
other forms of credit the importance has remained the same.  

The types of intermediary channels listed are: supermarkets, shops, comparator websites, credit 
brokers and sports teams.  

5.3.2 Country differences in availability of credit products 

Results from the regulator survey suggest that various credit products are available to a different 
degree in different countries. Answers for charge cards or high interest loans from specialist 
lenders, for example, range from “very common” to “does not exist”. The same is true for 
responses to “consumer good lease/hire purchase” with and without obligation to purchase. 
Answers for all other categories range from “rare” to “common”.  

The only forms of credit which are “common” or very “common” in all countries in which we 
received a response from the regulator are: personal loans, credit cards, and overdrafts 
(authorised).  

Similarly, responses from national lenders’ associations for store cards vary between “does not 
exist” and “very common” suggesting that this is a product which has very different availability and 
presence in the various Member States. For example, credit associated with the acquisition of a 
new consumer good is non-existent in some countries, yet very common in others. 

In conclusion, both surveys suggest that very different products are available in different Member 
States, but that there is also a significant overlap. The number of responses (10) is too low to 
detect any patterns of types of credit provided along cultural or socio-economic lines. 

5.3.3 Availability of particular credit products and cultural and demographic 
characteristics 

Among regulators from the EU15, answers to the question about the availability of personal line of 
credit range from “common” to “very common” – 60% of the regulators answered “very 
common”. In the new Member States the answers range from “common” to “rare”. The same can 
be said for the retailer or store credit card. They are qualified as a very common form of credit by 
the respondents from EU15, while the regulators from EU12 assess them to be “rare” or 
“common”, suggesting systemic differences between the consumer credit markets in the two 
groups of countries. 

Although the unauthorised overdraft is a “common” or “very common” form of credit in most 
Member States, it does not exist in Luxembourg or Lithuania.  

Charge cards are reported to be common by regulators in Estonia, Portugal, Slovakia and the UK 
whereas the national lenders’ associations of Belgium, Cyprus and the UK reported such cards to 
be common. 

High interest loans by specialised lenders, short and long term, are “rare” or “do not exist” in most 
countries but they are “very common” in Slovakia. In the UK and in Estonia they are qualified as 
“common”. 
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Credit card use 

From the ECB website, we obtained data on the percentage of the value of all payment 
transactions made using a credit card (as opposed to cash, debit cards, cheques, etc.). While this 
does not necessarily map directly to the use of credit cards for credit purposes, the two statistics 
are likely to be strongly correlated. As a result, we use this measure as a proxy for penetration of 
credit cards. 

Figure 10 below plots the relationship between this proxy for credit card penetration rate and the 
percentage of citizens per country who feel that “repaying their debts” is one of the top three 
financial priorities in their lives. A clear and significant correlation emerges that respondents from 
countries in which the value of transactions made with credit cards expressed as a percentage of 
the overall value of transactions is higher, also are more likely to state that repaying their debts is 
one of their most important financial priorities.  

Of course it is not clear in which way the causality runs in this case. It is possible that, in countries 
in which consumers are more conscientious about repaying their debt, more credit cards are 
available. Alternatively, it could also be that due to the higher credit card penetration and higher 
resulting credit card debt, the consumers in these countries have to be more concerned with 
repaying the associated debts and may be more indebted in general.  
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Figure 10: The relationship between the stated importance of repaying debts and the 
penetration of credit cards 

 

Source: London Economics analysis of Standard Eurobarometer 71 ”Future of Europe” and ECB data 

The same exercise is repeated with GDP per capita and a similar result emerges: consumers from 
countries with higher GDP per capita are also significantly more likely to make transactions with a 
credit card as opposed to any other form of payment. Once again, this positive relationship is also 
significant at the 5% confidence level.  
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Figure 11: The relationship between GDP per capita and the penetration of credit cards 

 

Source: London Economics analysis of ECB data 

5.3.4 Conclusion 

Credit cards, overdrafts and personal loans are, according to our survey of regulators, the only 
forms of credit which are common everywhere. For many other credit products, such as high 
interest loans by specialist lenders, there is considerable variation in whether or not these 
products exist.  

5.4 The principal players on the credit market and the level of competition 

5.4.1 The principal players on the market 

The surveys of regulators and national lending associations asked for a list of the largest providers 
of consumer credit not secured by real estate property, broken down into credit institutions and 
specialist lenders. Twelve of the 21 regulators and four of 10 national lending associations which 
have replied were able to provide this information. The complete lists can be found in Annex 2. 

5.4.2 Importance of banks vs. specialist non-bank lenders22 

Survey responses from regulators and national lending associations can serve as a first starting 
point towards analysing the importance of bank lenders versus specialist lenders. However, the 
information gathered through these surveys is incomplete and absence of information provided on 
specialist lender activity should therefore not be interpreted as absence of specialist lender 
activity.  

                                                           

22 As noted earlier, availability of data on lending by non-bank lenders is very limited. 
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The Luxembourgish regulator is the only one to provide a list of credit institutions providing 
consumer credit while at the same time not providing any information on specialist lenders, which 
might indicate that specialist lender activity is not very common. The Estonian regulator lists fewer 
specialist lenders than credit institutions. The German regulator was not in a position to provide a 
separate list for credit institutions and specialist lenders.  

Similarly national lenders’ associations in Denmark and Cyprus only provide information on the 
largest banks as providers of consumer credit and the Hungarian national lenders’ association only 
lists two specialist lenders. Interestingly, the Latvian regulator lists only specialist lenders as 
providers of consumer credit not secured by real estate. 

The consumer survey provides an interesting perspective on the question, as it shows the type of 
lender used by the survey respondents. However, it is important to bear in mind that these 
numbers are based on the consumers’ interpretation of what constitutes a bank and what 
constitutes a specialist lender. In some instances these two can be easily confused by someone 
who is not aware of the distinction. For example, specialist lenders often carry the word “bank” in 
their name despite not being a deposit taking institution.  

Keeping this caveat in mind, banks23 appear considerably more important than specialist (non-
bank) lenders24 in the sense that over five times as many borrowers25 had taken their most recent 
credit product from a bank than a specialist (non-bank) lender.26 27 In Malta, the vast majority 
(96%) of surveyed borrowers had taken their most recent credit product from a bank, while in Italy 
banks were relatively less important but were still the dominant lenders (63% of borrowers had 
taken their most recent credit product from a bank). Between these two extremes – Malta being 
the country in which banks are most important and Italy being the country in which banks are least 
important – most other levels of bank-versus-specialist-lender shares are represented by other 
countries, as illustrated in Figure 12 below.28 

Respondents in Italy and Sweden use specialist lenders more than the average in the sample. On 
the other hand, online lenders are by far the most common in Latvia. This could either be due to 
simple lack of data on behalf of the regulator and national lending associations, or due to 
consumers misunderstanding whether their lender is a bank or a non-bank institution. In Cyprus 
and Estonia, on the other hand, the number of consumers who have borrowed from a specialist 

                                                           

23 Banks constitute 'your bank (the bank where you currently have an account)' or 'another bank' in the Consumer Survey. See footnote 
27. 

24 Specialist (non-bank) lenders constitute 'non-bank financial institutions', 'other lenders (e.g., seller of a good)' and 'another 
institution' in the Consumer Survey. See footnote 27. 

25 Respondents to the Consumer Survey that had taken loans or credits in the last five years. 
26 83% had taken their most recent credit product from a bank while 16% had taken their most recent credit product from a specialist 

(non-bank) lender and 1% had taken their most recent credit product from an online lender (that could be a bank or a specialist 
(non-bank) lender). See Annex 6 for further details. 

27 Source: Consumer Survey: Section 1, Question 6: Which best describes the lender you used for your [insert loan type]? Section 1, 
Question 6 response options: 'your bank (the bank where you currently have an account), 'another bank', 'non-bank financial 
institutions', 'other lenders (e.g., seller of a good)', 'another institution' or 'an online lender (meaning an institution that does not 
have any branches or offices)'. 

28 Banks are reported to be less important than specialist (non-bank) lenders for certain credit products (measured by the percentage of 
borrowers that had taken their most recent credit product from a bank): store cards (34%) and home collected loans (22%) 
However, respondents may not be aware of the identity of the lender in these cases (e.g., one could imagine this being the case for 
store cards).  
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lender is lower than average and, in these countries, the regulator or national lending association 
listed no specialist lenders.  

 

Figure 12: Importance of banks compared to specialist (non-bank) lenders in the EU27 plus 
Norway and Iceland  based on the consumer survey (%) 

 

Note: Banks constitute 'your bank (the bank where you currently have an account) or 'another bank' in the consumer survey. Specialist 
(non-bank) lenders constitute 'non-bank financial institutions', 'other lenders (e.g., seller of a good)' and 'another institution' in the 
consumer survey. An online lender could be a bank or a specialist (non-bank) lender. 
Source: Consumer survey: Section 1, Question 6 

5.4.3 Level of competition 

No reliable data on market concentration in the consumer credit market is available at the present 
time and responses from regulators and national lenders’ associations did not provide any further 
insight into this question.  

The best available measure of market concentration is the Herfindahl Hirschmann Index (HHI) of 
credit institutions (i.e. banks) in the European Union published by the European Central Bank 
shown in Table 12 below.  

This index is calculated by summing up the square of the market share of each individual firm in a 
market. This index therefore expresses not only how many firms operate in a market, but 
considers the relative market shares of each individual firm. The lower the index, the greater is the 
extent of competition in the market. 

The first problem with using this metric is that it not only entirely excludes specialist lenders, but 
also that it is based on total asset size and not on the consumer credit market in particular. Non-
retail banking activity (credits to companies) is therefore likely to skew these results significantly.   
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The second shortcoming is that it ignores regional levels of concentration. A market in which many 
small regional banks operate has formally a low level of concentration, yet in any one region the 
concentration can be very high. That is, it is possible that in each region only one provider 
operates effectively as a monopoly, yet the market appears competitive as there are many 
providers in the economy as a whole.  

Finally, low levels of market concentration do not necessarily imply low levels of competition. One 
could, for example, imagine a small number of companies engaged in fierce competition with each 
other. 

Table 12: Herfindahl Hirschman Index 

Country 2005 2006 2007 2008 

Austria 534 527 454 414 

Belgium 2,041 2,079 1,881 1,622 

Bulgaria 707 833 834 846 

Cyprus 1,056 1,089 1,019 1,086 

Czech Republic 1,104 1,100 1,014 1,032 

Denmark 1,071 1,120 1,229 1,042 

Estonia 3,593 3,410 3,120 3,090 

Finland 2,560 2,540 3,160 3,120 

France 726 679 681 605 

Germany 178 183 191 206 

Greece 1,101 1,096 1,172 1,184 

Hungary 823 840 819 861 

Ireland 649 690 794 881 

Italy 220 328 344 353 

Latvia 1,271 1,158 1,205 1,181 

Lithuania 1,913 1,827 1,714 1,693 

Luxembourg 294 276 278 288 

Malta 1,171 1,177 1,236 1,246 

Netherlands 1,822 1,928 2,168 2,032 

Poland 599 640 562 574 

Portugal 1,134 1,098 1,114 1,150 

Romania 1,165 1,041 922 857 

Slovakia 1,131 1,082 1,197 1,273 

Slovenia 1,300 1,282 1,268 1,256 

Spain 442 459 497 507 

Sweden 856 934 953 899 

United Kingdom 394 449 412 467 

Mean - unweighted 1,022 1,032 1,091 1,076 

EU27 592 596 665 632 
     Source: ECB 

Bearing these caveats in mind, a higher value of the HHI implies a lower extent of competition 
between credit institutions. In general, a HHI of less than 1,500 indicates an unconcentrated 
market with sufficient competition and above 1,500 indicates moderate concentration. Levels 
above 2,500 indicate high levels of concentration.  

As can be seen in the table above, Estonia, Finland and the Netherlands all have market 
concentration levels of above 2,000. There appears to be no common development in market 
concentration over time: market concentration fell in Estonia but rose in Finland and the 
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Netherlands. Similarly across all other Member States, there appears to be no common trend in 
market concentration and the overall EU27 average rose slightly, yet still indicates a significant 
level of competition. 

It is important to note, however, that if cross-country competition is weak, the average level of 
competition in the EU as a whole is not the relevant statistic to look at; rather the focus should be 
on the individual countries.  

5.4.4 Market features indicating competition levels 

A very low fraction of consumers switching providers may be indicative of a low level of market 
competition. Taken on their own, low levels of switching by consumers could be evidence that 
consumers are very satisfied with the service they receive from their provider and therefore do 
not have any need to switch. However, low levels of switching can also be the outcome of reduced 
competition because consumers are ‘locked-in’ to a contract. 

Here we review the currently available evidence on switching financial service providers and 
contrast it with the fact that profit margins (defined as the difference between the consumer 
short-term lending rates for unsecured credit and the country’s central bank rate for credits of 
similar maturity) remain positive and currently differ significantly across Member States.29 The fact 
that in some countries these margins remain large30 suggests a lack of competition.  

Even if switching providers is made as easy as possible, many consumers may either perceive it as 
difficult and behavioural biases, such as status quo bias or procrastination, are known to lead to a 
reduction in switching. Perceived or factually high search costs are equally likely to deter 
consumer switching. These ‘lock-in effects’ may allow credit providers to charge significantly 
above marginal cost, exploiting consumers’ biases and inability to search the market effectively. 

A special 2012 Eurobarometer31 on retail financial services found that: 

 86% of respondents with a personal loan have not switched or tried to switch as they did 

not see a need to; 

 5% percent switched and found it easy to do so; 

 4% reported that they have not tried to switch because they perceived it as too difficult 

or too much hassle; 

 1% switched and found the process difficult; and, 

 1% tried to switch, but gave up because it was too difficult.  

Results for credit cards are very similar, with 85% never switching, 8% having switched and finding 
it easy, 3% not having considered switching because it is too much hassle/too difficult, 1% having 
switched and saying it was difficult and the same number attempting to switch, but giving up in 
the process.  

                                                           

29 Section 7.6 will study in greater detail how these margins evolve over time and test for the existence of convergence. 
30 Please see section 7 for further details. 
31 http://ec.europa.eu/internal_market/finservices-retail/docs/policy/eb_special_373-report_en.pdf . 

http://ec.europa.eu/internal_market/finservices-retail/docs/policy/eb_special_373-report_en.pdf
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While there are consumers who switch and find the process easy, it is clear that the vast majority 
of consumers have not considered switching and a non-negligible number of respondents either 
found the process of switching difficult or even gave up. Market competition, which benefits from 
costless and frequent switching, is therefore likely to be less than perfect. 

5.4.5 Frequency of inter-bank mergers and acquisitions  

Without a good direct measure of competition in the retail banking market, another source of 
information is the frequency of mergers and acquisitions in the banking industry. A very high 
frequency can be indicative of either an increase or a reduction in market concentration. A high 
frequency of mergers and acquisitions can, on one hand, result in fewer and larger institutions 
thus leading to lower levels of competition; on the other hand however, it can also be a result of 
small regional banks merging, resulting in a more competitive market. Indeed, if the small regional 
banks merge, they are more likely to be able to compete with the bigger national institutions. This 
increases competition at a national level. 

The lack of a common trend in market concentration as observed using the HHI data continues 
also looking at the frequency of inter-bank mergers and acquisitions.  

Overall, there has been a slow reduction in the frequency of inter-bank mergers and acquisitions, 
as is shown in Figure 13. This figure depicts the frequency of mergers and acquisitions where 
either both parties are from within the same Member State, both are from within the European 
Union but different Member States and finally, those deals in which only the target is in the 
European Union, but the acquirer from the rest of the world (RoW).  

The slight downward trend can be seen in both within-Member State deals and in cross-border 
deals; however, within-Member State deals remain by far the most frequent, in particular in 2010 
and 2011 where the frequency of cross-border, within-EU deals drops sharply. This drop is most 
likely due to the fact that banks in financially distressed countries were less likely to be targets of 
mergers and acquisitions during this time.32 Overall, the findings suggest again that the level of 
cross-border competition is not as high as within-country. 

                                                           

32 Banks in these countries typically have been hit hard by the financial crisis and were not attractive merger and acquisition targets. 
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Figure 13: Number of merger and acquisitions deals per year (2000-2012) 

 

Source: London Economics 

Breaking these results further down by country, Figure 14 shows that Italian banks have seen the 
largest number of mergers and acquisitions between 2000 and 2011, followed closely by the 
United Kingdom.  

Figure 14: Number of mergers and acquisitions between 2000 and 2011, by country 

 

Source: London Economics analysis of Zephyr data 

However, the average value of the Italian M&A deal at €808 million is slightly below that of the 
EU27 average M&A deal valued at €818 million. The highest average deal values can be found in 
the Netherlands with an average deal value of €4.5 billion. The highest average value M&A deals 
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occurred in 2007, during the onset of the financial crisis. After 2007, the average deal value fell 
sharply and only started increasing again in 2011 as can be seen in Figure 15. 

Figure 15: Average M&A deal value by year (€ millions) 

 

Source: London Economics analysis of Zephyr data 

In conclusion, there are large differences in the frequency of mergers and acquisitions between 
Member States and the frequency of cross-border mergers is significantly lower than that of 
within-country mergers. No trend in the frequency of cross-border or domestic mergers and 
acquisitions is apparent.  

5.5 Volume of loans 

As indicated in section 0, the overall value of consumer credit in several Member States has been 
falling slightly in recent years.  

The change in the volume of loans was also addressed by the lenders’ survey. In general, a large 
majority of the respondents indicated that they did not perceive CCD adoption and transposition 
as having had an impact on the volume of new credit granted by their institution. Only around a 
fifth of all surveyed institutions viewed the adoption and transposition as having impacted their 
credit granting activities. Almost no respondents indicated that the transposition and adoption of 
the CCD affected the volume of foreign currency credit (variable and fixed). In fact, most of the 
institutions surveyed do not provide such foreign currency credit. On the other hand, some 
lenders indicated that the CCD had impacted the volume of new credit granted in domestic 
currency credit (both at a fixed rate and a variable rate).  
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Figure 16:  Response to the question “Did the adoption and transposition of the CCD have any 
impact on the overall volume of new credit granted by your institution?” 

 

Source: Lenders survey 

Respondents that felt CCD provisions had an impact on the credit they provide described this 
impact as follows. The majority felt that the number of offered products had to be decreased as a 
consequence whilst others indicated that new credit had decreased overall and withdrawal from 
new contracts had become more common. In addition, some also felt that the CCD transposition 
had led to increased management cost, limited commercial offers and limitations in advertising. 

Out of the seven consumers’ associations that have responded so far, this particular question was 
answered by five of the respondents, three of which said that the CCD has had no impact on the 
volume of loans and two that the CCD did have an impact. One consumer association stated that 
there was no way to assess this question, while another argued that the fact that the CCD applies 
to overdrafts has led to a 5-10% increase in consumer credit.  

Out of the ten national lenders’ associations which have replied to the survey so far, six say that 
either the CCD has had no impact on the volume of loans or that they have no means of assessing 
this question. One respondent said that it did have an impact on the number of loans and that it 
led to a reduction of 5-10%. 

5.5.1 Conclusion 

While the evidence is mixed, the majority of survey respondents think the CCD has had no impact 
on the volume of loans. Among those who did see an impact, some claim this to be positive and 
others even negative.    

5.6 The reliance of consumers on consumer credit in EU as a whole and for 
individual countries 

The reliance on credit to finance consumers’ day-to-day needs can be measured by the ratio of the 
flow of credit to household expenditure. Such a ratio indicates what fraction of yearly expenditure 
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is financed by credit. If consumers repay more credit than they take out new credit, this ratio can 
also be negative, indicating that consumers reduced their outstanding stock of debt.  

Table 13 below demonstrates how this ratio is created and also shows the current stock of 
consumer credit outstanding as a percentage of final consumption expenditure. Columns one and 
two show the overall stock of consumer credit outstanding in 2010 and 2011 respectively. Column 
three, the difference between columns one and two, represents the net flow of consumer credit 
during 2011. Column four shows the final consumption expenditure during 2011 and columns five 
and six display the ratio of flow and stock to final consumption respectively.  

Table 13: Consumer credit, household expenditure on consumption and the reliance on credit 

 
Stock of 

consumer 
credit  2010 

(€ billion) 

Stock of 
consumer 

credit  2011 
(€ billion) 

Net flow of 
credit during 

2011 
(€ billion) 

Final 
consumption  
expenditure  

2011, 
(€ billion) 

2011 reliance 
on credit (net 

flow / 
expenditure) 

2011 
Consumer 

credit as % of 
expenditure 

(Stock/expen
diture) 

AT 23.69 22.79 -0.90 162.31 -0.6% 14.0% 

BE 20.59 21.00 0.41 196.44 0.2% 10.7% 

BG 4.79 4.67 -0.11 23.36 -0.5% 20.0% 

CY 3.38 3.35 -0.03 11.90 -0.2% 28.2% 

CZ 8.05 7.74 -0.31 78.18 -0.4% 9.9% 

DE 183.12 185.70 2.57 1472.09 0.2% 12.6% 

DK 15.45 15.19 -0.27 116.90 -0.2% 13.0% 

EE 0.65 0.58 -0.07 8.07 -0.9% 7.2% 

EL 35.05 32.96 -2.08 163.62 -1.3% 20.1% 

ES 82.15 70.49 -11.66 632.86 -1.8% 11.1% 

FI 12.55 12.82 0.27 105.08 0.3% 12.2% 

FR 153.90 156.30 2.40 1153.73 0.2% 13.5% 

HU 14.02 12.58 -1.44 58.00 -2.5% 21.7% 

IE 19.00 16.62 -2.38 78.76 -3.0% 21.1% 

IT 113.98 111.65 -2.33 972.38 -0.2% 11.5% 

LT 0.84 0.69 -0.15 19.57 -0.8% 3.5% 

LU 1.14 1.21 0.06 14.27 0.5% 8.4% 

LV 0.92 0.87 -0.05 12.26 -0.4% 7.1% 

MT 0.37 0.38 0.02 3.93 0.4% 9.8% 

NL 28.46 27.40 -1.06 271.31 -0.4% 10.1% 

PL 38.82 34.64 -4.18 225.92 -1.9% 15.3% 

PT 15.50 14.99 -0.51 114.27 -0.4% 13.1% 

RO 15.07 14.34 -0.74 86.33 -0.9% 16.6% 

SE 17.04 18.44 1.40 184.54 0.8% 10.0% 

SI 2.83 2.72 -0.11 20.25 -0.5% 13.4% 

SK 3.12 3.32 0.20 40.04 0.5% 8.3% 

UK 248.56 247.54 -1.03 1116.02 -0.1% 22.2% 
The figures in the column “reliance” show the extent to which consumer expenditures are funded through a net change in consumer 
credit outstanding. 
Source: London Economics analysis of ECRI data 

Figure 17 below shows how the flow of credit as a percentage of consumption expenditure, our 
measure of reliance on credit, differs for the time prior to the onset of the financial crisis and after. 
With the exception of Germany, all countries show increases in consumer credit relative to 
household expenditure prior to the financial crisis. The average yearly increase was highest in 
Bulgaria with 3.89%, followed by Hungary with 3.33% and Greece with 3.19%. 
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After 2007, consumers in several Member States reduced their reliance on consumer credit, most 
notably in Ireland (-1.38%), Spain (-1.35%) and the United Kingdom (-1.15%). Germany and 
Slovakia are the only two countries in which the reliance on consumer credit was higher after 2007 
than before.  Of the five main crisis countries, namely Ireland, Greece, Italy, Portugal and Spain, 
only three (Ireland, Greece and Spain) show an absolute decline in the ratio of consumer credit to 
consumer spending from 2007 to 2011. The other two countries only show a sharp deceleration in 
the growth rate. 

Figure 17: Average yearly percentage change in credit as a percentage of annual household 
expenditure – 2002-2007 and 2007-2011 

 

Source: London Economics analysis of ECRI data 

The yearly percentage changes in credit as a percentage of consumer spending are shown in Table 
14 below.   
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Table 14: Changes in the reliance of households on consumer credit for consumption – annual 
percentage change in the ratio of consumer credit to consumer spending 

 2003-
2002 

2004-
2003 

2005-
2004 

2006-
2005 

2007-
2006 

2008-
2007 

2009-
2008 

2010-
2009 

2011-
2010 

AT -1% 2% 3% -2% 0% 0% -1% 0% -1% 

BE 0% 0% 0% 1% 1% 1% 0% 0% 0% 

BG 3% 4% 5% 2% 6% 5% 1% -1% 0% 

CY    3% 3% 9% 5% -12% 0% 

CZ 1% 1% 2% 2% 2% 1% 1% 1% 0% 

DE -2% 0% 0% 0% 0% 0% 0% 0% 0% 

DK 0% 1% 1% 2% 3% 1% -2% -1% 0% 

EE 0% 1% 2% 3% 3% 1% -1% -1% -1% 

EL 2% 4% 4% 3% 3% 3% 0% -1% -1% 

ES 0% 1% 3% 3% 2% 0% -2% -2% -2% 

FI 1% 1% 2% 1% 1% 1% 0% 0% 0% 

FR 1% 1% 1% 1% 1% 0% 0% 0% 0% 

HU 2% 2% 4% 4% 5% 6% 0% 2% -2% 

IE 2% 3% 4% 3% 1% 1% 3% -6% -3% 

IT 1% 1% 1% 1% 1% 1% 1% 0% 0% 

LT 1% 1% 2% 2% 2% 1% -1% -1% -1% 

LU 2% 1% 0% 0% 0% 0% 0% 0% 0% 

LV 1% 1% 3% 3% 1% 1% -1% -1% 0% 

MT 0% 3% 1% 1% 1% 1% 1% 0% 0% 

NL 1% 1% 0% 0% 0% 0% 0% 1% 0% 

PL -1% 2% 2% 2% 4% 2% 3% 1% -2% 

PT 1% 0% 0% 2% 2% 1% 0% 0% 0% 

RO    7% 8% 3% -2% -3% -1% 

SE 0% 1% 1% 1% 1% -1% 1% 1% 1% 

SI   1% 2% 3% 1% 0% 0% -1% 

SK  0% 1% 1% 1% 1% 1% 3% 1% 

UK 0% 2% 2% 1% -1% -5% 1% -1% 0% 
Note:  No data were available for Cyprus and Romania before 2005, in Slovenia before 2004 and in Slovakia before 2003. 
Source: London Economics analysis of ECRI data 

5.7 Defaults 

Below we compare the average default rates across Member States for countries for which we 
have received this information in the lender survey. 

When comparing rates of default, it is important to note that rates quoted by various lenders 
cannot be directly compared as definitions of default vary significantly between lenders. 90-day, 
60-day and 30-day rules are the most common, but some lenders classify credit to be in default 
only after 150 days of unpaid instalments. Other lenders classify a default by number of missed 
payments as opposed to late days. The survey of lenders showed that the following definitions of 
default were used by the survey respondents:  

 30 days of payment outstanding; 60 days of payment outstanding; 90 days of outstanding 

payment; 150 days outstanding; 180 days outstanding 

 One payment outstanding 

 Two or more payments outstanding 
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 Three or more outstanding payments 

 Four or more outstanding payments 

 Currently greater than 30 days in arrears and greater than one and a quarter installments 

in arrears 

 In  arrears for more than 30 continuous days, for an amount equal to or greater than 5% 

of the total exposure 

 For personal loan: 85 days of outstanding payment and for overdraft: more than €250 

outstanding 

 Up to four months’ unpaid installments, depending on product type and business 

specificities 

 5 days from 1st installment delay for consumer credit with postal payment and one day 

from 1st installment delay for consumer credit with bank payment (rid); 42 days from 1st 

installment delay for leasing loans; 40 days from 1st installment delay for credit cards. 

The survey of lenders asked lenders to indicate what percentage of their credit agreements is in 
default. The average default rate stated by the lenders was 9.5%. However, this disguises a large 
amount of variation between the responses; the median default rate is significantly lower with 
6.7%. The anonymous results are shown in Table 15 below where country averages are highlighted 
in grey.  

Table 15: Average default rate (in percentage of number credit agreements) by country 

Lenders by country Average default rate 

Belgium - Lender 1 11.00% 

Belgium - Lender 2 1.11% 

Belgium - Lender 3 13.37% 

Belgium Average 8.49% 

Italy - Lender 1 3.53% 

Italy - Lender 2 2.70% 

Italy - Lender 3 4.80% 

Italy - Lender 4 1.64% 

Italy - Lender 5 4.30% 

Italy - Lender 6 18.66% 

Italy - Lender 7 0.01% 

Italy - Lender 8 1.90% 

Italy - Lender 9 1.38% 

Italy - Lender 10 9.39% 

Italy - Lender 11 11.00% 

Italy - Lender 12 12.50% 

Italy - Lender 13 0.30% 

Italy - Lender 14 6.70% 

Italy - Lender 15 3.10% 

Italy Average 5.46% 

Poland - Lender 1 19.12% 

Poland Average 19.12% 

Portugal - Lender 1 12.20% 

Portugal - Lender 2 16.40% 
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Table 15: Average default rate (in percentage of number credit agreements) by country 

Lenders by country Average default rate 

Portugal - Lender 3 22.90% 

Portugal Average 17.17% 

Romania - Lender 1 16.00% 

Romania - Lender 2 6.36% 

Romania Average 11.18% 

Sweden - Lender 1 1% 

Sweden Average 1% 

United Kingdom - Lender 1 13.80% 

United Kingdom - Lender 2 1.09% 

United Kingdom Average 7.45% 
Note: The average by country is highlighted in grey. 
Source: Lender survey 

In addition, we also have received some information on defaults from the regulator survey. The 
regulator from the Czech Republic responded that the types of credit which are usually non-
performing are consumer loans, cash loans, credit cards, overdrafts and unsecured building society 
bridge loans, all of these being domestic and fixed-rate credit. No estimates on the percentage of 
non-performing credit are provided. 

The German regulator simply replies that fixed-rate consumer credit is most frequently non-
performing and does not provide an estimate of non-performing rates either.  

Similarly, the Greek regulator does not have data at a finer breakdown available; however, it does 
state that at the end of 2011, 28.8% of total consumer credit was considered non-performing. 

In Slovakia, 14.82% of credit cards are non-performing (domestic and fixed-rate), 9.41% of 
consumer credit (domestic and foreign fixed-rate) and 0.83% of domestic overdrafts and 0.14% of 
foreign overdrafts (both fixed-rate) are non-performing. 

In Portugal, 30% of overdrafts are non-performing, 12% of car loans, 11% of credit cards and 7% of 
personal loans.  

The Belgian regulator provided very detailed information which is also publically available33. 
During the second semester of 2011, there were 431,519 defaults on consumer credits in Belgium. 
This represents €1,673 billion still due from debtors. In addition to this, €853 million are still 
accounted by lenders as non-performing loans. 

The worst-performing loans are “lease or hire with no obligation to purchase at the end of the 
contract” with an 87% rate of default on these. However, there were only 69 contracts of this sort 
signed in 2011 in Belgium so they represent a negligible part of the consumer credit. On the other 
hand, only 3% of credits with freedom of drawdown and repayment are non-performing but as 
they are the most common form of credit, they represent 48.1% of the total of defaulted credits. 
Ten percent of all personal loans are not paid back and this represents 35.5% of the total of 

                                                           

33 http://www.nbb.be/DOC/CR/CCP/Publications/BRO_CKPSTAT2011F_31122011.pdf 

http://www.nbb.be/DOC/CR/CCP/Publications/BRO_CKPSTAT2011F_31122011.pdf
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defaults. The deferred payments are not honoured in 13% of the cases and they account for 10.1% 
of the total. Overall, consumer credits represent 93.7% of all defaults; the remaining 6.3% are 
mortgages. 

In addition to the survey responses, there are a number of publicly available sources which provide 
some limited information. This additional information is provided in Annex 10.  

5.7.1 The relationship between rates of non-performing credit and the national rules 
of assessment of suitability and the existence of a credit database 

The responses from the regulator survey were used to identify the countries where lenders are 
required to assess the suitability of a credit product to the needs of the borrower and those 
countries where no such rule exists. It is important to note that an assessment of suitability of a 
credit product to the needs of the borrower is not the same thing as a credit check. A credit check 
only entails an assessment of whether or not the potential borrower would be able to finance the 
future obligations of the credit under consideration. Suitability checks go one step beyond this and 
also require the lender to verify if the credit under question is in the best interest of the borrower 
or if his or her needs would be better met with either no credit at all or a different credit product.  

The figure below shows the average default rate in countries where this suitability check is 
required by law and where they are not. The default rate in countries where lenders are not 
required by law to assess the suitability of the credit product to the need of the borrower is 50% 
higher (four percentage points) than in countries where lenders are required to do so. However, it 
should be noted that these numbers are based on a small number of countries, namely Belgium, 
the United Kingdom, Poland, Portugal and Sweden.  

In Belgium and the United Kingdom lenders are required to assess the suitability of the credit 
product to the needs of the borrower and in Poland, Portugal and Sweden they are not. For Italy 
and Cyprus we have default rates reported by lenders, but did not receive a regulator response. 
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Figure 18: Average default rates according to the answer to: "Are lenders required by law to 
assess the suitability of a credit product to the needs of the borrower before 
signing a credit agreement?" 

 

Note: Figure based on figures from Belgium, the United Kingdom, Poland, Portugal and Sweden only.    
Source: Lender survey 

In addition, of the two regulatory bodies which provided estimates of non-performing rates of 
consumer credit, one stated that a national rule of assessment of suitability of credit products to 
the needs of the borrower exists in their country, while the other says this is not the case. 

Overall, there is weak evidence in favour of suggesting that national laws requiring lenders to 
assess suitability can reduce default rates. 

Unfortunately, only the regulator from Luxembourg reported that there is no credit database in 
their country and there are no default rates available for Luxembourg. All other regulators either 
did not respond to the question or replied that there is a credit database in their country. 

5.7.2 Conclusions 

The impact of the financial crisis is clearly seen in the fact that, in most Member States, the growth 
in the stock of consumer credit on a per-capita basis is either turning negative or declining sharply 
relative to the rate observed prior to the crisis. The impact of the CCD on consumer credit 
developments appears to be swamped by the effects of the financial crisis and the economic 
downturn, and no CCD-specific impact could be quantified. 

Limited information was available with regards to the default rate, but overall the data received 
suggest that national laws requiring lenders to assess suitability can reduce somewhat default 
rates. 
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6 Cross-border activity 

Three different types of cross-border lending are considered in this study. 

1) Lending through subsidiaries in other Member States 

2) Lending through branches in other Member States 

3) Direct cross-border lending (defined as: the consumer credit is booked in an institution’s 

home country and the borrower resides in another EU Member State) 

The stakeholder surveys consider all three types of cross-border lending separately. The consumer 
survey, however, had to rely on consumers’ understanding of whether or not the credit was 
obtained cross-border and hence a simpler definition was used. Consumers were simply asked 
whether or not the lender from which they obtained credit was “based in their home country” or 
in “another country”. 

6.1 Frequency of cross-border lending 

Only 11 out of the 21 responding regulatory bodies have provided general data on credit issued in 
their countries and, importantly, the share of cross-border credit has only been included by three 
respondents. Respondents to the survey stated that cross-border credit is of no relevance in their 
country or that the volume of cross-border credit issued is negligible. The notable exception to this 
is the response by the German regulator according to which 14.7% of consumer credit outstanding 
in Germany at the end of 2011 was issued by branches of foreign credit institutions.  

Only six of 50 lenders who responded to the survey state that they do engage in cross-border 
lending (details of this in Figure 19 below). One respondent, who does not state what kind of 
consumer credit they provide, indicates that cross-border lending accounts for 50% of the volume 
of such consumer credit provided by their institution. All remaining respondents indicate that 
cross-border lending accounts for 5% or less of the total volume of the type of consumer credit 
provided. The average percentage of cross-border credit of total volume of credit is 1.43% 
(excluding the one outlier which reported 50%).  

Figure 19 below summarises through what channels (branch or subsidiary) lenders provide cross-
border credit, if at all. The majority of surveyed lenders do not provide any cross-border credit and 
the second largest category is then respondents who did not provide an answer to this question, 
followed by lenders who respond ‘n/a’ and finally, the smallest number of responses is lenders 
who do in fact provide cross-border credit. 

Among these, three respondents indicate that they do cross-border lending through branches, two 
through subsidiaries and one through direct lending.  
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Figure 19: Lenders’ survey responses to the question “Does your institution provide cross-border 
consumer credit in the EU?” 

 

Source: Lenders survey 

Results regarding cross-border provision of credit from the consumer survey should be analysed 
with caution. Respondents may misinterpret, for example, whether or not a local branch of a 
foreign institution is classified as cross-border provision of credit or not. Similarly, there may also 
be confusion with the currency denomination of the credit. 

Bearing this caveat in mind, consumer cross-border borrowing is relatively infrequent among 
consumers, yet significantly more common than previous studies have suggested. Among 
borrowers34, fewer than one in twenty (4.9%) said they had taken their most recent credit product 
from a foreign institution.35 36 There is a wide dispersion of cross-border borrowing across 
countries, however. In Iceland there was no cross-border borrowing and in Austria, it is close to 0 
(0.2%). By contrast, in Slovakia, foreign institutions issued close to one-in-four (23%) of the most 
recent credit products held by borrowers. As well as reflecting consumers' willingness to take-up 
cross-border loans or credits, this finding reflects cross-country differences in the presence of 
domestic/foreign institutions in retail credit markets. The consumer survey results on cross-border 

                                                           

34 See footnote 25. 
35 Source: Consumer Survey: Section 1, Question 7: Was this institution based in your home country or another country? 
36 The majority of borrowers had taken their most recent credit product from a domestic institution (92.76%) and the rest (2.38%) did 

not know whether their lending institution was domestic or foreign.  
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borrowing by consumers are presented in full by country in the table below.37 It is also worth 
noting that in some countries many respondents do not know whether their credit is from a 
domestic lender or from a foreign lender. 

Table 16: Domestic and cross-border borrowing by country 

Country Borrowed from 
domestic lender 

Borrowed from 
cross-border 

lender 

Don’t know  Number of 
responses 

Austria 99.8% 0.2% 0.0% 500 

Belgium 98.2% 1.2% 0.6% 500 

Bulgaria 84.8% 9.6% 5.6% 501 

Cyprus 97.3% 2.7% 0.0% 487 

Czech 89.4% 5.8% 4.8% 501 

Denmark 84.5% 12.3% 3.2% 498 

Estonia 99.6% 0.4% 0.0% 508 

Finland 93.3% 3.1% 3.7% 491 

France 96.9% 3.1% 0.0% 488 

Germany 96.6% 2.2% 1.2% 497 

Greece 96.2% 2.2% 1.6% 499 

Hungary 85.2% 7.2% 7.6% 500 

Ireland 93.4% 5.6% 1.0% 500 

Iceland 100.0% 0.0% 0.0% 501 

Italy 94.4% 3.2% 2.4% 501 

Latvia 97.8% 1.2% 1.0% 507 

Lithuania 93.8% 1.8% 4.4% 498 

Luxembourg 91.9% 6.3% 1.8% 496 

Malta 97.6% 2.4% 0.0% 496 

Netherlands 97.2% 2.0% 0.8% 496 

Norway 86.1% 8.4% 5.6% 503 

Poland 94.8% 2.8% 2.4% 496 

Portugal 90.9% 5.9% 3.3% 492 

Romania 84.4% 10.9% 4.7% 488 

Slovakia 71.3% 23.3% 5.4% 502 

Slovenia 92.4% 7.0% 0.6% 498 

Spain 94.3% 4.1% 1.6% 510 

Sweden 93.4% 2.8% 3.8% 501 

UK 94.4% 3.6% 2.0% 500 

Average 92.8% 4.9% 2.4% 498 
Source: Consumer survey: Section 1, Question 7 
 

In order to better understand what drives cross-border borrowing, we ran three linear regressions 
using the Ordinary Least Square (OLS) estimator. In Table 17 below we report the results from 
these regressions. They show the potential link between the decision to borrow from a foreign 
lender and various other variables (financial literacy, gender, age, internet access etc.). This allows 
us to test if any socio-economic characteristics differ systematically between those who borrow 

                                                           

37 Differences in cross-border borrowing by credit product and access to the internet at home were also considered but were not of 
material interest. 
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from abroad and those who borrowed from a domestic source. Three stars indicate significance at 
the 1% level, two stars significance at the 5% level and one star indicates significance at the 10% 
level. 

As can be seen in Table 17 below, respondents with higher incomes were more likely to borrow 
from a foreign lender (significant at the 10% level). There is also some evidence that women are 
less likely to borrow from abroad, although this result remains significant only at the 10% level 
once we have controlled for the country and the loan type. In other specifications the female 
indicator variable is significant at the 5 or 1% level.  

The fact that respondents with internet access were less likely (at the 10% significance level) to 
identify their lenders as foreign is very surprising as we would have expected to find the opposite 
result. However, one possible explanation may be that respondents without internet access were 
more likely to identify a foreign multinational credit institution as a foreign lender, even if the 
credit was provided domestically. Finally, age appears to be negatively correlated with borrowing 
from a foreign lender; however, this correlation is not robust to including country and loan type 
dummies.  

The variable “Financial literacy” is a dummy variable equal to one if the respondent correctly 
identified the cheaper of two financial offers and zero otherwise.38 If respondents could correctly 
answer the question, this variable is set equal to 1 and if the respondents were not able to identify 
the cheaper offer this variable is set equal to zero. However, this variable is not correlated with 
being more or less likely to borrow from a foreign lender, suggesting that financial literacy is not 
an important factor in determining whether or not a consumer selects a foreign or domestic 
lender. In other words, more knowledgeable consumers do not engage in more cross-border 
borrowing than less financially literate consumers.  

Table 17: Cross-border borrowing by socio-economic characteristics 

 Loan from foreign 
lender 

Loan from foreign 
lender 

Loan from foreign 
lender 

Financial literacy 0.002 0.000 -0.002 

 (0.004) (0.005) (0.005) 

Female  -0.018*** -0.009** -0.008* 

 (0.004) (0.004) (0.005) 

Age -0.000*** -0.000** -0.000 

 (0.000) (0.000) (0.000) 

Has internet access  -0.003 -0.000 

  (0.007) (0.007) 

In full-time employment  0.005 0.006 

  (0.005) (0.006) 

Income  0.004* 0.003 

  (0.002) (0.002) 

Has a mortgage  0.003 0.000 

  (0.005) (0.006) 

Country and loan type 
controls 

N N Y 

                                                           

38 See chapter 15.2 for further details on the financial literacy test. 
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Table 17: Cross-border borrowing by socio-economic characteristics 

 Loan from foreign 
lender 

Loan from foreign 
lender 

Loan from foreign 
lender 

    

N 14,062 10,066 8,528 
Note: Robust standard errors in parentheses. *** p<0.01, ** p<0.05, * p<0.1 
Source: Consumer survey: Section 1, Question 7 

6.1.1 Previous studies 

According to a special Eurobarometer on retail financial services39, the amount of cross-border 
provision of financial services in general is extremely low. Overall, 94% of respondents have never 
purchased any financial service from another Member State and 80% would not consider doing so.  

In terms of cross-border provision of consumer credit, the report finds that 1% of respondents 
have obtained a credit card from another Member State and a ‘negligible’ number of people have 
contracted a personal loan from a cross-border provider. These findings contrast clearly to those 
of the consumer survey in which 4.86% of respondents claim to have credit issued by a foreign 
institution.  

Comparing these Eurobarometer results to a similar Eurobarometer question six years earlier in 
2005, the recent numbers appear, if anything, to be lower. The responses on “current bank 
account” are not comparable because the definition changed between the two surveys, but the 
number of respondents with a life insurance, shares or bonds and investment funds originating 
from a different country was 1% in 2005 and 0% in 2011. Statistically, this difference is not 
significant. 

Table 18: Comparison of the frequency of cross-border purchasing of financial products in the 
European Union    

Product 2005 2011 

Current Bank account* 5% 3% 

Credit Card 2% 1% 

Life Insurance 1% 0% 

Mortgage 0% 0% 

Shares or bonds 1% 0% 

Investment Funds 1% 0% 

None 85% 94% 

Don’t Know 6% 1% 
Note: * In 2005 “current bank account” included deposit and savings, whereas in 2011 it did not. 
Source: Special Eurobarometer 373 “Retail Financial Services”, April 2012 

                                                           

39 Special Eurobarometer 373 “Retail Financial Services”, April 2012. Summary available at: 
http://ec.europa.eu/internal_market/finservices-retail/docs/policy/eb_special_373-report_en.pdf 
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6.1.2 Cross-border activity of particular credit products  

Analysis of the consumer survey shows that no single credit product was more likely to be 
purchased from a foreign lender. All types of credit are equally likely to be provided domestically 
or cross-border. 

Table 19: Distribution of foreign and domestic lender, by type of product in % 

 Domestic lender Foreign lender Don’t know Observations 
Authorised 
overdraft 

94.7% 4.0% 1.4% 
2557 

Personal loan 91.9% 5.5% 2.6% 2645 

Revolving credit 93.4% 5.1% 1.5% 453 

Credit card 93.3% 4.8% 2.0% 5088 

Store card 88.5% 6.8% 4.7% 1002 

Car loan 92.1% 5.4% 2.5% 1745 

Student loan 96.8% 1.8% 1.4% 498 

Home collected 
credit 

86.3% 6.6% 7.1% 
197 

Payday loan 89.6% 2.2% 8.1% 270 
Source: Consumer survey 

The special Eurobarometer on Retail Financial Services 2011 also asked which particular financial 
products respondents purchased cross-border versus domestically. The results are reproduced in 
Figure 20 below. The only type of credit which has a non-zero percent response is the credit card. 
By far the financial product most commonly purchased cross-border is the current account (3%) 
which is three times as frequent as the credit card (1%). 
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Figure 20: Products purchased cross-border 

 

Source: Special Eurobarometer: Retail financial services, 2011 http://ec.europa.eu/internal_market/finservices-
retail/docs/policy/eb_special_373-report_en.pdf 

6.1.3 Conclusions 

There is very little data available on the size of cross-border crediting and the data which is 
available suggests that cross-border lending is not a very important element for most lenders.  

The amount of cross-border lending found in the consumer survey is also low with an average of 
about 5% of respondents saying that their credit originated from another country. This disguises a 
large amount of cross-country variation ranging from 23% in Slovakia to zero percent in Iceland. 
Along socio-economic parameters, higher earners were more likely to borrow from a foreign 
lender and women and those respondents with internet access were less likely to do so. Seen in 
comparison to previous Eurobarometer surveys, the average of almost 5% of respondents who 
borrow from another country appears, if anything, a little larger. 

  

http://ec.europa.eu/internal_market/finservices-retail/docs/policy/eb_special_373-report_en.pdf
http://ec.europa.eu/internal_market/finservices-retail/docs/policy/eb_special_373-report_en.pdf
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6.2 Differences in quality of cross-border and domestic lending 

The choice between cross-border and domestic credit offers was analysed using the consumer 
survey by comparing how satisfied cross-border and domestic consumers were with the choice of 
offers provided to them. Respondents did not differ greatly in satisfaction levels. Among 
borrowers (or, potential borrowers) (considering) taking up domestic credit offers 54% were 
'completely satisfied' (i.e., rated choice of offers 8 out of 10 or better) while this figure was 59% 
for cross-border credit offers. 

Table 20: Consumers 'completely satisfied' with choice of offers by domestic-/cross-border-
lender status 

  Frequency Percentage 

Domestic lender 6,300 (of 11,577*) 54.4% 

Cross-border lender 350 (of 597*) 58.6% 

Note: *Excluding respondents that did not know or had no response. 
Source: Consumer survey (Section 4, Question 28 (c) and Section 1, Question 7) 

The quality of cross-border credits was assessed (ex-post) by comparing whether more or fewer 
consumers had problems with cross-border credits compared to domestic credits. The finding was 
similar to the finding on choice of offers – there were no substantial differences between lenders: 
9% of borrowers had problems with domestic lenders and 10% had problems with cross-border 
lenders. This small difference in incidence of problems is not statistically significantly different 
from zero. 

Table 21: Consumers facing problems with credit quality by domestic-/cross-border-lender 
status 

  Frequency Percentage 

Domestic lender 1,198 (of 13,408) 8.9% 

Cross-border lender 72 (of 703) 10.2% 

Source: Consumer survey (Section 4, Question 22 and Section 1, Question 7) 

Only two consumer associations replied to this question. One association responded that there 
were not substantial differences between cross-border and domestic consumer credit. The other 
association stated that cross-border credit is easier to obtain, as due to the difficult financial 
circumstances that domestic banks were facing, these banks had been struggling to provide credit 
and cross-border credit was often cheaper than domestic credit.  

6.2.1 Conclusions 

There exists very little evidence on the quality of cross-border credit. The consumer survey 
suggests that the quality of cross-border credit is no different from that of domestically-provided 
credit. However, it is important to bear a number of caveats in mind when interpreting this 
finding: firstly, consumers may be misinterpreting what is cross-border and what is domestic 
provision of credit. Secondly, the overall size of cross-border lending appears to be very small. 
Thirdly, the type of consumer who chooses to seek out credit provided cross-border may be more 
knowledgeable than the average consumer and the type of lender who provides credit in another 
Member State is likely to be a large credit institution.  
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6.3 The obstacles to cross-border crediting and borrowing 

Barriers may play an important role in entering another EU consumer credit market. Nonetheless, 
half of all lenders who responded to the survey do not feel that barriers influenced their decision 
to provide or not to provide cross-border credit (around 50% of all respondents). 

For direct cross-border lending, some institutions indicated certain products that they felt were 
particularly unsuitable. These cover ‘hire purchase finance’ and ‘credit –insurance’. Nonetheless, 
only two institutions (4%) indicated that they perceived barriers as preventing them from entering 
other markets and one institution (2%) indicated that this is possibly the case. 

  Figure 21:  Response to question “Have these barriers prevented your institution from entering 
another EU consumer credit market?” 

 

Source: Lender survey 

As a result, most respondents did not include what type of barriers had hindered them accessing 
another EU consumer credit market. Four respondents indicated that the lack of access to quality 
credit information is a barrier to entry. Other responses included ‘liquidity’, ‘compliance in the 
instigation of legal actions if need arises’, ‘cost of funding differential between different countries’, 
‘difficult to recover outstanding amounts through litigation’ as well as ‘cultural and linguistic 
barriers’ as possible obstacles.  
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7 Prices 

7.1 Difference in price of comparable credit products within and between 
countries 

7.1.1 Advertisement analysis 

The APR data used in this section draws from the hard copy advertisements which were gathered 
by mystery shoppers and the web-based advertisements which were collected by London 
Economics. Detailed information about what type of advertisements were gathered can be found 
in the methodology section (see section 3). Overall, 80% of all advertisements collected included 
the APR.  

To assess the degree to which prices of comparable credit products vary both within and across 
countries, we examine the distribution of these APRs reported in advertisements for consumer 
credit.  

Figure 22 captures the distribution of APRs for each type of credit. The grey circles represent 
individual data points (which are cut off at 100% to aid visibility). For each product, the blue dot 
reflects the median APR and the red dot the average APR. The black box represents the 
interquartile range – the range of APRs reported by the middle 50% of advertisements. 

Interestingly, for all credit products, the mean observed APR is above the median, indicating that 
the majority of advertisements display a below-average APR. In other words, relatively few high 
credit prices drive the overall average up. This is particularly true of car loans and personal loans, 
for which the mean lies outside (above) the interquartile range; in other words, more than 75% of 
credit card and personal loan advertisements list an APR that is below average. In these cases, 
large outliers have a lot of weight in determining the mean, which is thus not very reflective of a 
central tendency.  

Aside from outliers, car loans display the least amount of price variation, as shown by the highly 
concentrated grey circles, and relatively small interquartile range. Moreover the median APR is the 
lowest out of all credit types (6.83%), indicating that for the majority of advertisements, car loans 
exhibit the lowest prices. Credit cards, on the other hand, are the most expensive products for the 
majority of advertisements, as the median is the highest (17.90%).  

For deferred payments, average and median APRs are relatively low (10.92% and 7.99%, 
respectively); moreover, the standard deviation is the lowest out of all credit types (11.0 
compared to 49.8 for car loans, 55.8 for credit cards and 153.6 for personal loans). Nonetheless, 
for the middle-range observations, variability in prices across advertisements is the widest, 
suggesting that the relatively low standard deviation is due to the absence of extreme outliers. In 
fact, the highest observed APR for deferred payments is 50%, while it is in the hundreds or 
thousands for other credit types. The reverse is true of personal loans: while the spread in APR is 
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not very large for advertisements that are in the middle range, personal loans exhibit a much 
larger number of extreme outliers.40 

Figure 22: Variation in APR by type of credit 

 

Note: The bubbles represent individual observations, which are cut off at 100% to aid visibility. 
Source: London Economics 

Figure 23 below displays the distribution of the APRs listed in the advertisements collected in each 
country for all products combined. Due to smaller sample size at the national level, extreme 
outliers play a much larger role in determining the mean observed APR. This is particularly evident 
in certain countries, where the spread in APRs is very wide (notably, Bulgaria, Finland, Latvia, 
Lithuania and the UK); for instance, two specialist lenders from the UK and one from Finland list 
APRs of over 1000%. 

As a result of such outliers, the median (in blue in the figure below) is a better reflection of the 
central tendency within a country and is, thus, a more appropriate metric for cross-country 
comparison. However, even the median price level varies considerably across countries, ranging 
from 22.65% in Hungary to 0%41 in Latvia. 

As a result, Latvia emerges as one of the cheapest countries in the advertisement analysis 
according to the median price, yet one of the most expensive according to the average price. This 
is likely due to the fact that not many advertisements were gathered in Latvia. The majority of 

                                                           

40 In addition to the ones visible in the figure, some outlying APRs are well above 100%, reaching over 1000% in three instances. 
41 The median is 0% because there were more observations with 0% than with more than 0%. 
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these advertisements had a stated APR of zero, while other advertisements had very high APRs, 
thus resulting in a low median, yet a high mean APR. The same can be said about Bulgaria, Finland, 
Lithuania and the UK. Some of these countries have many observations (such as the UK), yet the 
large dispersion between the APRs collected results in extreme differences between the median 
and the mean APR.  

Turning to the median as the more reliable measure, we find that Poland, Hungary, Norway and 
Romania are among the most expensive countries for consumers to take out credit.  

Figure 23: Cross- country variation in APR 

 

Source: London Economics 

7.1.2 ECB data 

Data on consumer credit interest rates and APRs are also available from the ECB website and the 
March 2013 APRs from the ECB database are shown in Figure 24. The highest APRs in the ECB 
dataset42 are reported in EU12 Member States, in particular in Poland, Latvia, Hungary and Estonia 
where the APR exceeds 20% and the lowest (6% or less) in a number of the Eurozone countries, 
namely Austria, Belgium, Finland, Germany, Ireland, Malta and Sweden.  

                                                           

42 Available from 
http://sdw.ecb.europa.eu/browseSelection.do?DATASET=0&sfl2=4&REF_AREA=&sfl4=3&DATA_TYPE_MIR=C&node=9484266 
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Figure 24: Comparison of the APR across the European Union - March 2013 

 

Note: No data available for Denmark, Luxembourg and the United Kingdom. 
Source: ECB 

7.1.3 Comparison with benchmark study 

The above numbers published by the ECB can be compared directly to the findings of the 
benchmark study of 2009. The following figure plots the change in the APR in 2009 reported in the 
benchmark study and the APRs as published by the ECB.  

The annual percentage rate of charge fell in all but seven countries (Slovakia, Hungary, Estonia, 
Latvia, Lithuania, Czech Republic and Bulgaria) with the sharpest decline (3.2 percentage points) 
witnessed in Romania.  
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Figure 25: Difference between the APRs in the European Union in March 2013 and the APRs 
reported in the benchmark study in 2009 

 

Note: No data available for Denmark, Luxembourg and United Kingdom. 
Source: ECB data and benchmark study 
 

In terms of the range of APRs charged throughout the European Union, the range in 2012 is 30 
percentage points while at the time of the benchmarking study it was found to be 24 percentage 
points.  

This increase in the range of APRs charged suggests at first glance that over the last few years no 
convergence in the price of credit throughout the European Union took place. However, looking at 
APRs can be misleading because APRs are not only determined by supply and demand, but 
crucially also by central bank lending rates.  

In order to study convergence in the price of credit, these country differences need to be 
controlled for. The following subsection will analyse in detail whether or not there is evidence of 
convergence of consumer credit interest rates charged throughout the EU, controlling for each 
county’s central bank rate. 

7.2 The level of convergence of the lending rate 

This subsection looks at the dispersion/convergence of the interest rate on consumer credit. Two 
different types of convergence are considered; these are beta and sigma convergence. 

In order to properly compare lending rates across countries we need to control for differences in 
country-wide credit rating. We therefore use a “net lending rate” which corresponds to the 
consumer credit lending rate for short-term unsecured borrowing minus a central bank rate for 
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credits of similar maturity. This net lending rate corresponds to the margins charged by lenders: it 
is the cost of credit to consumers minus the cost of credit to lenders. The data for consumer 
lending rates is from the ECB43 and the data for central bank rates is from Eurostat.44  

Figure 26 below depicts the bank rate and the net lending rate (i.e, the margin), which together 
sum to the consumer lending rate. The difference between the cost of capital to the banks and the 
cost of lending rate to the consumer is highest in Estonia at 22 percentage points. In the 
Netherlands and Finland, on the contrary, the difference between bank and consumer lending 
rates is only two percentage points. Romania stands out with a very large bank rate, but the net 
lending rate on top of this high bank rate is low at only three percentage points.  

Figure 26: Net lending rates, defined as the difference between the consumer lending rate minus 
the corresponding central bank rate 

 

Note: The percentage figure displayed is equal to the net lending rate. 
Source: London Economics analysis of ECB data 

As regards to the change over time in the consumer credit interest rates, the statistical analysis 
reported in Annex 7 shows that there has been significant convergence, for the all the EU 
countries as a group and among the EU15 and EU12 countries.  

This convergence is reflected in a decrease in the differences in the level of the cost of consumer 
credit across the EU (see figure below). However, the convergence rate is decelerating over time 
and in particular in the period post 2008.  

                                                           

43 The interest rates data used for this analysis can be found on the ECB page 
http://sdw.ecb.europa.eu/browseSelection.do?DATASET=0&sfl2=4&REF_AREA=50&REF_AREA=140&REF_AREA=152&REF_AREA=1
56&REF_AREA=262&REF_AREA=168&REF_AREA=190&REF_AREA=232&REF_AREA=244&REF_AREA=258&REF_AREA=282&REF_ARE
A=281&REF_AREA=143&sfl3=4&MATURITY_ORIG=F&sfl5=4&BS_COUNT_SECTOR=2250&node=9484266&SERIES_KEY=124.MIR.M.
AT.B.A2B.I.R.A.2250.EUR.N&SERIES_KEY=124.MIR.M.DE.B.A2B.I.R.A.2250.EUR.N. We used data on rates for consumer loans of a 
maturity of “up to 1 year” to “Households and non-profit organisations serving households”.  The loan categories of interest are 
“loans for consumption excluding revolving loans and overdrafts, convenience and extended credit debt A21-A2Z”. 

44  Central bank interest rates - monthly data [irt_cb_m], official lending rates, extracted on 26.09.12. 

http://sdw.ecb.europa.eu/browseSelection.do?DATASET=0&sfl2=4&REF_AREA=50&REF_AREA=140&REF_AREA=152&REF_AREA=156&REF_AREA=262&REF_AREA=168&REF_AREA=190&REF_AREA=232&REF_AREA=244&REF_AREA=258&REF_AREA=282&REF_AREA=281&REF_AREA=143&sfl3=4&MATURITY_ORIG=F&sfl5=4&BS_COUNT_SECTOR=2250&node=9484266&SERIES_KEY=124.MIR.M.AT.B.A2B.I.R.A.2250.EUR.N&SERIES_KEY=124.MIR.M.DE.B.A2B.I.R.A.2250.EUR.N
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http://sdw.ecb.europa.eu/browseSelection.do?DATASET=0&sfl2=4&REF_AREA=50&REF_AREA=140&REF_AREA=152&REF_AREA=156&REF_AREA=262&REF_AREA=168&REF_AREA=190&REF_AREA=232&REF_AREA=244&REF_AREA=258&REF_AREA=282&REF_AREA=281&REF_AREA=143&sfl3=4&MATURITY_ORIG=F&sfl5=4&BS_COUNT_SECTOR=2250&node=9484266&SERIES_KEY=124.MIR.M.AT.B.A2B.I.R.A.2250.EUR.N&SERIES_KEY=124.MIR.M.DE.B.A2B.I.R.A.2250.EUR.N
http://sdw.ecb.europa.eu/browseSelection.do?DATASET=0&sfl2=4&REF_AREA=50&REF_AREA=140&REF_AREA=152&REF_AREA=156&REF_AREA=262&REF_AREA=168&REF_AREA=190&REF_AREA=232&REF_AREA=244&REF_AREA=258&REF_AREA=282&REF_AREA=281&REF_AREA=143&sfl3=4&MATURITY_ORIG=F&sfl5=4&BS_COUNT_SECTOR=2250&node=9484266&SERIES_KEY=124.MIR.M.AT.B.A2B.I.R.A.2250.EUR.N&SERIES_KEY=124.MIR.M.DE.B.A2B.I.R.A.2250.EUR.N
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Figure 27: Sigma-convergence of net consumer credit interest rates in the EU27 and subgroups 
coefficient of variation(1)  (of lending interest rate minus central bank discount rate) 

 

(1) Coefficient of variation is equal to the standard deviation divided by the average. 
Note: Limited data available; EU15 includes only Austria, Belgium, Germany, Greece, Spain, Finland, France, Ireland, Italy, Portugal and 
the UK and post- 2004 MSs include only the Czech Republic, Hungary, Latvia, Lithuania, Poland and Romania. 
Source: London Economics analysis; data for lending rates from the European Central Bank; data for central bank rates from Eurostat 

Over the period 2003-2012, there is a period of rapid convergence between 2007 and 2008/the 
beginning of 2009. But this trend is interrupted by the turmoil of the financial crisis. However, the 
turmoil affected convergence of net consumer lending interest rates in the subset of EU15 
countries considerably less than among the group of post-2004 EU Members.  

The two graphs below provide a more detailed picture of the evolution of net lending rates in 
individual countries. Each graph plots the net lending rate for each country for which data was 
available between the years of 2003 and 2012.  

These graphs show that convergence is more visible among the group of EU15 countries than in 
the newer Member States. Particularly throughout 2012, a clear trend is visible that the net 
lending rates are moving closer together. For example, while in 2003-2005 the net lending rate in 
the Netherlands was close to zero and the net lending rate in Italy was between seven and eight 
percent, this gap has shrunk to just less than seven percent in Italy and the Netherlands and in 
Germany at around two percent.  

This picture is much less clear in the second graph which plots the net lending rates for the non-
euro area countries. The net lending rate in Latvia remains very high at 16 percent, while the UK 
and Romania show very low net lending rates close to two percent.  
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Figure 28: Lending rate minus central bank rate, selection of EU15 countries and post-2004 
Member States, monthly data 

 

 

Source: London Economics analysis; data for lending rates from the European Central Bank; data for central bank rates from Eurostat 
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7.2.1 Conclusions 

Convergence of consumer interest rates (net of central bank rates) among the EU27 countries 
appears to be taking place at a reasonable speed. This can be interpreted as evidence of 
integration in the market for consumer credit in the European Union.  

The pace of convergence is faster for the EU15 group of countries than for Member States that 
joined the Union more recently but for all groups the differences among them are estimated to 
halve in less than five years.  

On the other hand, the speed of convergence may be slowing down and seems clearly to have 
been affected by the onset of the financial crisis. Nonetheless, in the post-2009 sub-sample, the 
estimated rate of convergence implies a still reasonably short half-life of convergence of 6.5 years. 

Overall these results are in stark contrast to the findings of the benchmarking study which finds 
evidence of divergence in consumer credit prices throughout the European Union. This difference 
in findings is most likely due to the difference in methodology used. The benchmarking study 
analysed trends in convergence in the levels of interest rates for bank loans to consumers without 
taking into consideration different central bank rates in different countries.  

7.3 The relationship between prices of credit and quality of disclosure of 
information 

In order to assess the relationship between prices of credit and the quality of information 
disclosed in the advertisements, we construct an index that captures the extent to which credit 
advertisements comply with the CDD in terms of providing all the required information. 

As different types of consumer credit require different information to be included we constructed 
separate indices for the different types of credit based on the criteria illustrated in the table 
below. 

Table 22: Requirements for CCD compliance by credit type 

Requirement Car Loans Credit Cards Deferred 
Payments 

Personal Loans 

Borrowing rate     

Rate fixed or variable     

Other charges     

Total credit amount     

APR     

Duration of agreement     

Total amount payable     

Number of instalments     

Cash price of good     

Advance payments     
Source: London Economics 

For all advertisements the score for this index ranges from zero to 100 where advertisements 
which include all of the required information receive the maximum score of 100.  
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Figure 29 below plots the relationship between the APR observed and the constructed index. The 
negative correlation seen in the data shows that advertisements from countries in which the 
average APR is lower achieve a higher average score for the level of information provision. This 
could either be due to the fact that consumers can compare offers more easily, or it could be a 
result of the fact that in countries in which consumer protection is stronger, the APR is lower and 
the directive is more actively enforced.  

This suggests that credit advertisements which comply with the CCD’s requirement of information 
provision are also cheaper on average. However, it is important to note that this result does not 
necessarily imply a causal link between better information provision and cheaper prices. There 
may be other country-specific factors which drive both better compliance with the CCD and lower 
APRs, such as stricter monitoring or enforcement. Hence, this correlation cannot be interpreted as 
causal.  

Figure 29: Relationship between APR and completeness of information disclosure 

 

Source: London Economics 

7.4 The relationship between prices of credit and clarity of information  

The advertisements gathered by mystery shoppers as well as those collected on the internet were 
analysed and checked by London Economics staff for their clarity of information.  

This involved, to an extent, personal judgement. What is clear to one person need not necessarily 
be clear to everyone else. Hence, it is important to bear in mind that the advertisements were 
analysed by London Economics employees. That is, the advertisements were judged for their 
clarity of information by trained economists who are financially highly literate and comfortable 
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with analysing numbers. Less financially aware consumers may possibly have judged the 
advertisements differently.  

Comparing the APRs of advertisements which were judged as “clear” versus those that were 
judged as “not clear”, we observe that the average APR of clear advertisements is lower by 4.8 
percentage points. The average APR of clear advertisements in our sample is 19.8%, while the 
average APR of those which are “not clear” is 24.6%. However, this difference in APRs is not 
statistically significant.  

Next, we constructed an index of the overall clarity of information provided based on the following 
eight questions:  

1. Was the information clear? 
2. Was the information prominent? 
3. Was the information concise? 
4. Was the information not buried in text? 
5. Were rates and charges displayed in at least the same font size as the rest of the 

main text? 
6. Were rates and charges displayed in a font colour which was at least as prominent 

as the rest of the main text?  
7. Was the APR in at least the same font size as other financial information? 
8. Was the information on rates and charges written in a font size which was easily 

readable? 

London Economics staff who analysed these advertisements awarded one point for each of these 
criteria up to a maximum of eight points for advertisements which fulfilled all eight criteria.  

Figure 30 below depicts the correlation between the average APR charged in a country and the 
overall information clarity in this country. Surprisingly, advertisements with a higher score for 
information clarity charge a higher APR. However, once again this correlation is not significant.  

Overall, there is no evidence at the country level to say that credits for which clear information is 
provided are cheaper. 
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Figure 30: Relationship between APR and clarity of information  

 

Source: London Economics 

7.5 Features of the most expensive offers  

As shown in Figure 31 below, the most expensive offers are found for personal loans advertised by 
specialist lenders averaging at an APR of 80%. This is unsurprising given that specialist lenders 
often provide very short-term loans which carry a high interest rate. 

For car loans, the prices listed on comparator websites are as expensive as the car loans offered by 
specialist lenders. For credit cards, the advertisements found in some points of sale are by far the 
most expensive, with an APR of nearly 50%.  
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Figure 31: APR by type of credit and advertiser 

 

Source: London Economics 

Figure 32 shows the average APRs by type of media. However, the categories “Email” and 
“Newspaper” had to be omitted from the graph since the APRs advertised in these media were by 
far higher than any other APRs listed. While the overall average APR in our sample is 22%, the 
average APR for advertisements made via email was 600% and the average APR advertised in 
newspapers was 139%. The advertisements in these media were predominantly for short-term 
payday loans.  

Apart from emails and newspapers, advertisements listed on websites and on flyers were the most 
expensive in general. It is important to bear in mind that advertisements found in all other media 
forms, such as billboards or radio and TV advertisements are possibly more likely to be special 
offers. The advertisements on websites of credit institutions and the flyers in bank branches are 
more likely to be standard offers than those advertisements which are specifically broadcasted to 
a wider audience. 
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Figure 32:  APR by type of credit and type of media (excluding emails and newspapers) 

 

Note: Advertisements found in emails and newspapers were omitted from the figure for better visibility. The average APR stated in 
advertisements via email was 600% and the average APR in newspapers was 139%. 
Source: London Economics 

7.6 The split between borrowing rate and charges (in the advertisements) 

In order to understand how the split between borrowing rate and charges has evolved over time, 
we calculated the difference between the APR and the borrowing rate which is cited in the 
representative example. The APR incorporates all costs associated with the credit, including the 
borrowing rate, but also including all other fees and charges. The difference between the APR and 
the borrowing rate therefore is a measure of how many additional charges the consumer has to 
pay. The results of this are shown in Figure 33 below. 

A difficulty in interpreting this difference is that in some countries borrowing rates are generally 
presented as nominal and in others as effective. This is rarely made clear in the advertisements.  

An effective interest rate takes into account the compounding of interest payments while the 
nominal interest rate does not. As a result, for loans which are repaid at a frequency of less than 
one year, the effective interest rate will always exceed the nominal interest rate. In the case of 
effective interest rates, one would expect the APR to coincide perfectly with the borrowing rate if 
no other charges are specified. If the borrowing rate, on the contrary, is presented in nominal 
terms, the APR will not equal the borrowing rate even in the absence of charges. 
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The advertisements usually do not specify whether the borrowing rate is nominal or effective. If 
the advertisement did specify whether the quoted rate was nominal or effective they were treated 
as such in the analysis. If the advertisement did not explicitly state whether the interest rate 
quoted was effective or nominal, the researchers attempted to select the most plausible type.45  

However, these differences are minor for long-term loans and only a very small number of loans 
considered here are short-term loans. As a result, the difference between APR and borrowing rate 
is a good proxy for the amount of other charges. As is shown in Figure 33, Ireland and the UK stand 
out as having the largest difference between APR and borrowing rate while in Iceland and 
Luxembourg all advertisements include borrowing rates which are identical to the APRs stated.  

Figure 33: Difference between APR and borrowing rate by country 

 

Source: London Economics 

However, it should be noted that the above analysis does not control for the duration of the credit 
advertised. For shorter term credits, the relative importance of charges is likely to be greater than 
for longer term credits. 

We further analyse how the difference between APR and borrowing rate varies by type of 
advertiser and by type of credit. Apart from comparator websites, which do not provide credit, 
specialist lenders levy the highest charges and distance sellers all include no additional charges at 
all.  

                                                           

45 For example, if the advertisement stated “APR 5.00% -- borrow €1,000 at an interest rate of 5.00 % with no extra charges” then the 
quoted interest rate was judged to be the effective rate.  
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Personal loans exhibit the largest difference between APR and borrowing rate at almost 7% and 
car loans and deferred payments the smallest with differences of 2.5% and 3.8% respectively. 

Figure 34: Difference between APR and borrowing rate by type of advertiser 

 

Source: London Economics 
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Figure 35: Difference between APR and borrowing rate by type of advertised credit 

 

Source: London Economics 

7.7 Conclusion 

The median APRs found in the advertisement collection exercise range from zero percent in Latvia 
to 23% in Hungary. Data obtained from the ECB show a similarly large range with average APRs 
from as little as 5% in Finland to as much as 35% in Estonia. 

However, there is evidence that the net lending rates (consumer lending rate minus central bank 
lending rate) are converging among the EU27 Member States. The difference between net lending 
rates across countries is expected to halve over the next five to seven years if the trend 
convergence observed over the period 2000-2011 continues at the same pace in the years ahead. 

The analysis of APRs gathered through the advertisement analysis also provided insights into 
which media channels advertise the most costly consumer credit. Not surprisingly, credit 
advertised via emails was by far the most expensive, followed by credit advertised in newspapers. 
Regardless of the type of loan, specialist lenders stood out as charging the highest APRs.  

The gathered advertisements also allowed for a comparison of the importance of charges relative 
to the interest rate for consumer credit across countries. The difference between APR and 
borrowing rate advertised gives an approximation of the level of charges. The largest difference 
was found in Ireland followed by the UK, Poland and Slovakia, meaning that charges are relatively 
more important in these countries than in the remainder of European Union, Norway and Iceland.  
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Part III: Lenders and the CCD 
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8 Overview of Part III 

This part of the study turns to analyse to what extend lenders fulfil their obligations as laid out in 
the Consumer Credit Directive.  The ultimate goal of these obligations is to empower and protect 
consumers, but also to facilitate market competition, fostering a single market for consumer credit 
in the European Union.     

In particular, the obligations considered here are the following: 

 Information provision at the advertisement stage; 

 Information provision at the pre-contractual stage; and 

 Explanations provided to consumers at the pre-contractual stage and throughout the 

lifetime of a credit agreement. 

The mystery shopping exercise in particular will be used to assess to what extent lenders comply 
with their obligations. However, before turning to the compliance of lenders with the Directive, we 
first review the extent to which creditors are aware of the rights of consumers as borrowers and of 
their obligations of information provision and explanation to the borrower. 
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9 Awareness of creditors of the rights of consumers 

Creditors are an important source of information for consumers46 and the CCD further states that 
creditors have to inform borrowers of their rights and provide explanations: 

“Where appropriate, the relevant pre-contractual information, as well as the essential 
characteristics of the products proposed, should be explained to the consumer in a personalised 
manner so that the consumer can understand the effects which they may have on his economic 
situation. “ (CCD recital 27). 

As a result, the knowledge creditors have of consumer rights and their willingness to communicate 
these rights is of great importance. Creditors who are unaware of the rights of consumers as 
borrowers are unable to communicate these rights and consumers cannot be sufficiently 
informed. 

This section reviews evidence from the regulator survey and the mystery shopping exercise to 
assess to what extent creditors know the rights of consumers and to what extent this information 
is actually provided to consumers. The mystery shopping exercise can impartially assess this 
question, while any direct survey questions to lenders would have been less convincing.   

Overall, the results of the regulator survey indicate that lenders are generally aware of consumers’ 
rights as borrowers and their own obligations. 

Most regulators are convinced that “all or a majority of lenders are aware of their obligations 
towards informing their consumers”; none believe that “only a minority of lenders are aware”. 
This is in line with regulators’ perception of lenders’ general awareness of consumers’ rights as 
borrowers (none indicated that only a minority of lenders is aware; most believe that at least a 
majority of lenders is aware of consumers’ rights as borrowers). 

Consequently, half of the regulators also indicated that they had not taken any enforcement 
actions with regard to lenders’ non-fulfilment of their obligations. Only 20% of the surveyed 
regulators had to do so in 2010 and 2011. It has to be noted, however, that only 70% of regulators 
check whether lenders actually fulfil their obligations towards their customers. 

Figure 36 below summarises the responses received from the regulators. As can be seen in the 
figure, not a single regulator states that a minority of lenders is aware of their obligations and 
consumers’ rights. Six do not reply to either question. All other respondents indicate that either all 
lenders are aware or that a majority of lenders are aware.  

                                                           

46 See more on this in Section 13.4. 
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Figure 36: Regulators’ response to whether or not lenders are aware of their obligations and 
consumers’ rights 

 

Source: Regulator survey 

However, as is outlined in greater detail below, the majority of mystery shoppers were not 
informed of their rights as consumers by the creditors. This is particularly the case for rights of 
withdrawal (on average roughly 11% are informed of their rights) and the right to be immediately 
informed if the credit application has been denied (less than 30% are informed of their rights). 
However, it should be noted that mystery shoppers did not submit their applications for credit and 
that the information of the right to be informed immediately may have been communicated at a 
later stage if the consumer had continued the process. Therefore, the study is unable to address 
conclusively whether prospective borrowers would have been informed of their right to be 
informed immediately if their application had been denied.  
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Figure 37:  Right to know immediately if credit declined by type of credit and country 

 

Source: London Economics mystery shopper survey 

Importantly, consumers should also be informed of their right to withdraw from the contract 
within the first 14 days after having signed a credit agreement. This right gives consumers time to 
reflect on any decisions they made and to continue comparing their newly signed credit 
agreement to competitors’ offers. 

However, communication of the right to withdraw from an agreement within 14 days occurred in 
extremely few instances: between 10% and 15% of the time for each type of credit. Credit card 
providers informed the fewest mystery shoppers with only 9% of mystery shoppers being 
informed and the personal loan and car loan providers informed the most with 13% of mystery 
shoppers being informed. 

In this instance, in Estonia and Iceland not a single shopper was informed of the right to withdraw. 
On the other hand, in France, Italy and the UK, we observe the largest percentage of respondents 
that are made aware by their creditors (34%, 31% and 29%, respectively). Nonetheless, even in 
these countries, this amounts to barely one third of mystery shoppers being informed of this right. 
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Figure 38: Information of right to withdraw by loan type and country 

 

Source: London Economics mystery shopper survey 

Significantly more mystery shoppers were informed of their right to repay a loan early, as can be 
seen in Figure 39: for personal loans the majority of creditors followed the Directive (52%), and car 
loan providers were just short of the majority (45%). Moreover, in 14 out of 29 countries the 
majority of shoppers are made aware of their right to early repayment. The countries that 
underperform, in this respect, are Slovenia (10%) distantly followed by Iceland (26%) and 
Luxembourg (29%). 
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Figure 39: Information of right to early repayment by loan type and country 

 

Source: London Economics mystery shopper survey 

Interestingly, amongst different types of creditors specialist lenders were those that ensured their 
customers were informed most often, followed by banks and lastly retailers. This is especially 
evident in relation to the right to early repayment, of which 62% of specialist lenders’ customers 
were informed (compared to 39% for retailers and 50% for credit institutions). However, it should 
be noted that there were only 38 specialist lenders and 121 retailers in the sample compared to 
1,040 banks.  
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Figure 40: Consumers informed of their rights by type of lender 

 

Source: London Economics mystery shopper survey 

9.1.1 Conclusion 

While regulators believe that lenders, or at least a majority of lenders, are aware of their 
obligations to inform consumers, this is not reflected by the results of the mystery shopping 
exercise, which sees less than half of all respondents receiving information on their rights. The 
right to withdraw from the contract within the first 14 days of signing the credit agreement in 
particular was not communicated to the mystery shoppers. 

Interestingly, the consumer survey results indicate that the majority of consumers are aware of 
their rights of withdrawal and early repayment, which is surprising given the very low percentage 
of credit providers informing the shoppers. The knowledge of consumers will be discussed in 
greater detail in Section 15.3.  
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10 Level of information provision at the advertisement stage 

This section is based on the analysis of physical advertisements for consumer credit which were 
collected by mystery shoppers and web-based advertisements gathered by London Economics. 
Non-web based advertisements were collected once in all 29 countries and a second round of 
advertisement gathering was done in ten Member States. The countries in which advertisements 
were gathered twice are highlighted in the table below. Further detail on the advertisement 
collection process can be found in the methodology section.  

Mystery shoppers gathered the following types of advertisements: 

 All advertisements at point-of-sale credit providers (i.e. car dealers and vendors of other 
types of consumer durables); 

 Flyers and posters at branches of credit institutions; 

 Flyers and posters at branches of specialised lenders; 

 Advertisements in the top five national newspapers; 

 Advertisements in the top five national magazines; 

 Advertisements on the radio/TV; and 

 Emails received. 

Table 23 below summarises the number of advertisements gathered by the mystery shoppers in 
each location. 

Table 23: Number of non-web based advertisements gathered by mystery shoppers by type of 
advertisement 

 
Newspapers Magazines 

Radio 
and TV 

Flyer 
from 

lender 

Flyer 
point of 

sale 
Poster 

Emails/ 
online/ 
other 

Austria 2 1  6  1 0 

Belgium 1 1  17 5  11 

Bulgaria  1 1 5  4 0 

Cyprus 1 1     0 

Czech Republic 2 3    6 3 

Denmark 2 3  3 10  0 

Estonia 2     2 0 

Finland 18 1   2 4 1 

France 2 9 3 12 20  0 

Germany    15 5 1 0 

Greece       1 

Hungary 7 5 4 3 8 4 13 

Iceland       4 

Ireland 2 2  4 4 1 16 

Italy 10 4  5 5 7 0 

Latvia 1  1 5  2 2 

Lithuania  2 9 14 11 7 2 

Luxembourg 8 2   1  1 

Malta 1 3  4  5 0 

Netherlands        
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Table 23: Number of non-web based advertisements gathered by mystery shoppers by type of 
advertisement 

 
Newspapers Magazines 

Radio 
and TV 

Flyer 
from 

lender 

Flyer 
point of 

sale 
Poster 

Emails/ 
online/ 
other 

Norway       4 

Poland   2 1   8 

Portugal 10 3 3  5 1 0 

Romania 1 1  15 8 4 9 

Slovakia  1 1 3  4 4 

Slovenia 4 2    1 0 

Spain 17  2 5 12 7 5 

Sweden 9 2     6 

UK 15  6 19 5  4 

Total 115 47 32 136 101 61 94 
Note: Data was gathered twice in all countries highlighted in gray. 
Source: London Economics 
 

Web-based advertisements were gathered from the following  

 Credit institutions’ websites  

 Specialist lenders’ websites 

 Comparator websites 

 Point of sale websites (again, both car dealers and consumer durables) 

 Distance sellers’ websites 

The following table shows the breakdown of advertisements by type of credit and type of 
advertiser for the web-based advertisements. 

Table 24: Number of web-based advertisements by type of website 

 Comparator 
websites 

Distance seller Lender Point of sale 

Austria 2 6 18 10 

Belgium   27 3 

Bulgaria   25 5 

Cyprus   7  

Czech Republic 3 2 20 8 

Denmark   14 10 

Estonia 1 6 6 3 

Finland 3  15 9 

France  1 16 8 

Germany 3 5 23 10 

Greece  2 15 6 

Hungary 2 1 10 9 

Iceland   8 4 

Ireland 5 1 8 7 

Italy 5  28 11 

Latvia 5  27 5 

Lithuania   10  

Luxembourg   8 3 

Malta   5  



 10 │ Level of information provision at the advertisement stage 
 

 
 

 

 

  103 
 

Table 24: Number of web-based advertisements by type of website 

 Comparator 
websites 

Distance seller Lender Point of sale 

Netherlands 6 2 7 10 

Norway   26  

Poland 3  25 10 

Portugal 2  16 10 

Romania 3  32 4 

Slovakia 3 1 14 10 

Slovenia   6 7 

Spain 3  13 10 

Sweden 5  19 10 

United Kingdom 6 1 25 7 

Grand Total 60 28 473 189 
Source: London Economics 

10.1 Frequency of advertisements without price or cost information 

The information requirements included in Article 4 of the CCD do not apply to advertisements 
which do not include any financial information. Nonetheless, these advertisements were recorded 
and our analysis shows that a considerable share (29%) of all advertisements (web-based and 
others) gathered do not display any financial information on borrowing costs, particularly in the 
case of specialist lenders and credit institutions. Moreover, the proportion of these 
advertisements is approximately evenly distributed across loan types (with the exception of 
deferred payments, which are not typically provided by specialist lenders or credit institutions). 

The opposite is true of comparator websites, which almost always include at least a borrowing 
rate or other charges. Point-of-sale (POS) credit suppliers (i.e. car dealers and large consumer 
durable sellers) lie somewhere in between, with around 20% of their advertisements providing no 
cost information. 
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Figure 41: Share of advertisements displaying no information on costs, % 

 

Note: Our data includes no adverts for deferred payments from comparator websites; and no car loans or credit cards from distance 
sellers. Only two lenders provide deferred payment services. The mean=29% refers to all four types of consumer credit. 
Source: London Economics 

Country-level performance varies with the type of loan considered (Figure 41 and Figure 42). For 
instance, a relatively large share of POS creditors (for deferred payments) in Lithuania, Latvia, 
Bulgaria and Poland do not provide any information on borrowing costs. Unsurprisingly, a 
correspondingly large share of advertisements for deferred payments in these countries do not 
inform the consumer about any financial costs. 

Advertisements for credit cards with no cost information are found most frequently in Slovenia 
and Lithuania where none of the credit card advertisements contained any financial information. 
In the case of online advertisements, there is often a link that redirects the customer to a page 
with all terms and conditions, but the advertisement itself does not display any cost information. 
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Figure 42: Share of adverts displaying no information on costs by country, % 

 

Note: Countries for which a particular type of credit is not available are omitted. 
Source: London Economics 

10.2 Is the information required by the CCD correctly disclosed? 

Under Article 4 of the CCD, advertisements for consumer credit products must disclose all relevant 
information in the form of a representative example. This requirement does not apply to 
advertisements that omit all cost information and, in some Member States, to advertisements that 
only display the APR. For this reason, in the following analysis we consider only those 
advertisements that report any borrowing cost other than the APR; the remainder are recorded 
and presented above but are not checked for correct information provision. 

Since there are different informational requirements for different types of consumer credit, we 
construct a separate index for each credit product based on how many of the required criteria the 
corresponding advertisement meets. We then rescale the index so that an advertisement that 
meets all requirements has a score of 100 (or is 100% compliant). This is done so as to facilitate 
the comparison across different credit products. The Table 25 summarises the CCD compliance 
criteria for each type of consumer credit. 
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Table 25: Requirements for CCD compliance by credit type 

Requirement Car Loans Credit Cards Deferred 
Payments 

Personal Loans 

Borrowing rate     

Rate fixed or variable     

Other charges     

Total credit amount     

APR     

Duration of agreement     

Total amount payable     

Number of instalments     

Cash price of good     

Advance payments     
Source: London Economics 

Within our sample, only 22% of advertisements that display any financial information fulfil all 
informational requirements. Figure 43 presents a breakdown by country and type of consumer 
credit. Iceland stands out as doing particularly well, as 100% of all car loans and 100% of all 
personal loans meet all the informational requirements in our checklist. Similarly all car loans in 
Slovenia are fully CCD compliant. However, for a large number of countries not a single 
advertisement fulfils all the required criteria. This is particularly evident in the case of credit cards 
and deferred payments, for which not a single advertisement is perfectly compliant in more than 
half of all the countries surveyed. 
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Figure 43: Fraction of advertisements fulfilling all information requirements, by country and type 
of loan 

 

Source: London Economics 

To get a sense of the degree of disclosure of financial information in a representative example, we 
next illustrate how each country and credit product scores in terms of our abovementioned CCD 
compliance index. For all types of credit, the compliance index ranges from zero to 100: a higher 
compliance index indicates a higher degree of disclosure within the representative example, and 
hence a higher degree of compliance with the Directive. For instance, in the case of credit cards, 
an advertisement that meets six of six criteria is perfectly compliant and receives a score of 100; 
for a personal loan, eight criteria have to be met to receive a perfect score, while for deferred 
payments and car loans the highest score is achieved if ten requirements are met.  

Figure 44 shows the average CCD compliance index for each country, broken down by product 
type. The overall average score, across types of credit and across all countries is 55 out of 100, 
meaning that on average slightly more than half of the required information is listed. However, we 
find that there is substantial variation in the performance of different credit products: the average 
car loan advertisement lists ¾ of all the required information at the higher end, while the average 
credit card advertisement displays just over a third of the required information at the lower end. 

Advertisements from Iceland and the Netherlands stand out as having particularly good levels of 
information provision for several types of loans. Advertisements for car loans and deferred 
payments perform relatively well in Luxembourg. However, for credit cards and personal loans 
advertisements from Luxembourg rank at the lower end of the distribution.  
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Figure 44: CCD compliance index for representative examples based on disclosure of cost 
information by type of credit and country 

 

 

Note: Given that the advertisement includes a representative example, the CCD compliance index is based on whether the example 
specifies the information listed in Table 25.  the index ranges from 0 to 100 (100% compliant) based on how many compliance criteria 
are satisfied (100% corresponds to 10/10 for car loans, 6/6 for credit cards, 10/10 for deferred payments and 8/8 for personal loans). 
Source: London Economics 

Again, we try to assess how the compliance index varies across different types of credit and 
different credit advertisers as shown in Figure 45 below. Points of sale have very good scores for 
credit cards and personal loans47, while receiving relatively low scores for deferred payments.  

Comparator websites stand out as receiving the worst scores overall, never achieving more than 
40 out of 100 points.  

                                                           

47 Points of sale in many places act as credit intermediaries and in some cases are specialist lenders or credit institutions themselves. As 
a result, points of sale can offer all kinds of credit, not only deferred payments.  
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Figure 45: CCD compliance index for representative examples based on disclosure of cost 
information by type of credit and advertiser 

 

Note: Given that the advertisement includes a representative example, the CCD compliance index is based on whether the example 
specifies the information listed in Table 25 The index ranges from 0 to 100 (100% compliant) based on how many compliance criteria 
are satisfied (100% corresponds to 10/10 for car loans, 6/6 for credit cards, 10/10 for deferred payments and 8/8 for personal loans). 
Source: London Economics 

In addition to our own analysis of advertisements, consumer associations who participated in our 
survey were asked to assess the quality of 1) advertisements 2) information received by 
consumers and 3) compliance of credit providers (rating each of them on a scale from 1 – very 
poor to 5 – very good). For all three aspects the most common response was “poor” and only one 
respondent gave a grade of “good” to the quality of advertisements. This finding is clearly in line 
with what we have observed in the advertisement analysis. 
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Figure 46: Please indicate on the scale of 1 (very poor) to 5 (very good) your assessment of 
advertisements: 

 

Source: Consumer association survey 

10.2.1 Conclusion 

The information required by the CCD is not correctly disclosed in the vast majority of 
advertisements. While there are different degrees as to how far the advertisements are non-
compliant, very few advertisements contain all the information required by the CCD. 

Nonetheless, some countries stood out positively such as Iceland where 100% of all personal loan 
and car loan advertisements analysed carried all the required information. Among the different 
types of advertisers, comparator websites performed particularly poorly in terms of providing all 
the required information. 

Comparing different types of credit, credit card advertisements stood out as performing the worst 
by far in terms of completeness of information provision. 

10.3 Is the standard information disclosed in clear, concise and prominent 
way in all advertisements? 

Article 4 of the CCD also requires standard information to be disclosed in a clear, concise and 
prominent way. To assess compliance with this requirement, advertisements for credit were 
examined using four key criteria relating to the display of standard information: 

1. Was the information clear? 
2. Was the information prominent? 
3. Was the information concise? 
4. Was the information not buried in text? 

The answers to these questions were “yes” or “no” meaning either the information was clear, etc., 
or not. These questions involve, to an extent, personal judgement. What is clear to one person 
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need not necessarily be clear to everyone else. Hence, it is important to bear in mind that the 
advertisements were analysed by London Economics employees. That is, the advertisements were 
judged for their clarity of information by trained economists who are all financially highly literate 
and comfortable with analysing numbers. Less financially aware consumers may possibly have 
judged the advertisements differently.  

Figure 47 shows the proportion of advertisements that succeeded in relation to each of these four 
criteria, by country. 

Comparing how advertisements fared, the Netherlands ranked in the top five countries under each 
of the criteria for standard information. Lithuania achieved perfect scores for three of the four 
criteria, namely prominence, clarity and on being concise. Malta ranked worst for three of the four 
criteria achieving less than 40% in all of these three criteria. On the positive side, the information 
provided in Malta is very clear with 100% of all advertisements being classified as clear. This 
surprising difference can be explained by the fact that whatever information was given, it was 
clear, yet this clear information was buried in several lines of text making it less prominent.  

Figure 47: Performance of all advertisements on various criteria 

 

Source: London Economics 

In order to be able to compare the quality of information provision across a broad range of 
criteria, an index was constructed based on these four criteria, as well as four additional criteria. 
These additional measures were based on the following questions: 
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1. Were rates and charges displayed in at least the same font size as the rest of the main 
text? 

2. Were rates and charges displayed in a font colour which was at least as prominent as the 
rest of the main text?  

3. Was the APR in at least the same font size as other financial information? 
4. Was the information on rates and charges written in a font size which was easily readable? 

An advertisement was awarded a point for success under each of the four criteria and each of the 
four additional measures for a maximum of eight points. The results are reported below, in Figure 
48. Where there is no bar present, there were no advertisements analysed for that product type in 
the particular country. 

Over all four types of consumer credit, the average score was 5.5 out of 8. For car loans the range 
is the largest with Estonian advertisements being the most unclear and earning on average just 
one out of eight points. An equally low score is observed only for deferred payments in Bulgaria. 
Again, advertisements from the Netherlands do consistently well and receive the highest score for 
both credit cards and personal loans. Interestingly, no country achieves a perfect score of eight out 
of eight. 

Figure 48: Index for overall clarity of information disclosure by country and type of credit 

 

Note: Overall clarity index is based on how information on rates and charges is presented in the advertisement (in terms of font size, 
font colour, readability, clarity, concision and prominence). 
Source: London Economics  

Breaking these results down by type of advertiser (results shown in Figure 49 below) we see that 
comparator websites receive the highest scores on average with 6.5 out of 8. Points of sale receive 
the lowest average score with only 5 out of 8 possible points. 
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Figure 49: Index of overall clarity of information disclosure by advertiser 

 

Source: London Economics 

Breaking this result down even further by advertiser and type of credit, we see that comparator 
websites rank easily as the clearest for all types of credit they provide. However, the difference 
between them and other advertisers of credit is not very large for both credit cards and car loans. 
Distance sellers tend to be the least clear in their information provision and points of sale also 
tend to score poorly in terms of clarity. 
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Figure 50: Index for overall clarity of information disclosure by advertiser and type of credit 

 

Note: Overall clarity index is based on how information on rates and charges is presented in the advertisement (including font size, font 
colour, readability, clarity, concision and prominence). 
Source: London Economics  

10.4 The features of information disclosure in different media 

In order to assess if the various types of media are associated with different features of 
information disclosure, we categorised the advertisements collected into the following categories: 

 Advertisements found on websites 

 Advertisements in magazines 

 Advertisements in newspapers 

 Billboards and posters 

 Flyers 

 Emails 

 Advertisements on TV/radio48 

 All other advertisements 

The “other” category here includes various advertisements which did not fit any of these 
categories. These are, for example, advertisements attached to price tags in points of sale or small 

                                                           

48 TV/radio advertisements, when available, were assessed in the same manner as all other advertisements as they, like any other 
advertisements, have to respect the CCD rules. 
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advertisements displayed in shelves next to the product. It also includes advertisements found on 
social media sites and online streaming websites.  

Figure 51 below depicts the index of overall clarity, which was introduced in Section 10.3 and 
which summarises the overall clarity of information, by these different media types as well as 
different types of credit products considered. There is no one medium that emerges as being 
particularly clear for all types of credit. Flyers are the clearest for car loans but rank towards the 
bottom for personal loans. Email advertisements rank relatively highly for both credit cards and 
personal loans but these types of credit are the only ones advertised via email. 

Figure 51: Index for overall clarity by type of media and type of credit 

 

Note: Overall clarity index is based on how information on rates and charges is presented in the advertisement (including font size, font 
colour, readability, clarity, concision and prominence). 
Source: London Economics  

The comparison of the completeness of information, introduced in Section 10.2, provided by 
media type is shown in Figure 52 below. This index summarises to what extent the information 
required by Article 4 of the CCD is provided. The higher the index, the more of the required 
information was provided.  

Billboards, which receive low scores for credit cards, deferred payments and personal loans, have 
a perfect score for car loans. However, it should be noted that this is based on only three 
billboards which advertise credit for cars. Otherwise, flyers and website advertisements stand out 
as generally including more of the required information than the other media. Newspaper and 
magazine advertisements generally receive low scores in terms of information provision, although 
for personal loans magazines include the largest amount of required information. 
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Overall, no clear picture emerges of one type of media performing better on either clarity or 
completeness of information. 

Figure 52: CCD compliance index for representative examples by type of media and type of credit 

 

Note: Given that the advertisement includes a representative example, the CCD compliance index is based on whether the example 
specifies the information listed in Table 25. The index ranges from 0 to 100 (100% compliant) based on how many compliance criteria 
are satisfied (100% corresponds to 10/10 for car loans, 6/6 for credit cards, 10/10 for deferred payments and 8/8 for personal loans). 
Source: London Economics 

10.5 Other information 

The web advertisements, by virtue of being on the providers’ website, disclose usually all other 
information relevant to the product within several clicks of the advertisement. As a result, this 
question can only be addressed with the non-web advertisements. 

Non-web advertisements usually did not include other financial information; however 
advertisements for car loans almost always included detailed information of the car (model, make, 
engine, etc.). In the case of car loans, the information relating to the car was almost always 
significantly more prominent than the standard credit information. However, it should also be 
noted that car advertisements may be subject to other mandatory information, such as CO2 
emissions. 

10.6 Comparability of advertisement across different providers 

In order to assess whether or not the credit offers are comparable across different providers, the 
index of compliance developed in this section can be used. In countries in which the average score 
is low, consumers are not likely to have enough information to be able to easily compare offers, 
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while in Member States in which advertisements include all the required information, consumers 
are in a much better position to compare offers. 

The comparability of advertisements to those of other providers differs greatly between countries. 
Some countries rank consistently amongst the clearest with the most complete information. For 
example, the Netherlands is among the countries with the clearest information and also ranks very 
highly for compliance with the CCD’s information provision criteria (Figure 44). It can therefore be 
said that in the Netherlands consumers can easily compare advertisements of different providers.  

However, there are a number of countries with very poor levels of information provision such as 
Austria and Latvia. In these countries less than 20% of the required information is made available 
to consumers.  

It is also surprising that comparator websites, which have the sole purpose of making it easy for 
consumers to compare different offers, fare particularly poorly in terms of completeness of 
information provided. However, in terms of clarity of information comparator websites rank 
highly.  

Overall, regardless of type of lender, type of credit or medium of reaching the consumers49, many 
advertisements do not conform to the requirements of the CCD and this makes comparison of 
offers unnecessarily complicated for consumers.  

  

                                                           

49 As the consumer survey and the mystery shopper exercise did not ask any questions about consumer credit advertisements, it was 
not possible to enrich the analysis above by adding a consumer perspective.  
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11 Fulfilment of informational requirements, APR 

11.1 Is the APR of charge given correctly calculated by means of a 
representative example and taking into account all the elements of the 
total cost of credit? 

Before checking the APR calculations based on the information provided in the representative 
example, we analyse how frequent representative examples are and how easily they can be found 
by the consumer.50 Overall, only 73% of all advertisements which included borrowing costs also 
included a representative example. Figure 53 below breaks this down by country and type of credit 
product.  

Credit cards stand out as performing particularly poorly in terms of including a representative 
example. Many credit advertisements state the annual card fee, yet fail to provide a 
representative example. Since annual card fees are a component of the borrowing cost for 
consumers using a credit card, these advertisements should have included a representative 
example. 

However, several countries also stand out positively with 100% of advertisements in a particular 
category including a representative example. Advertisements in Greece and Iceland include 
representative examples in 100% of advertisements with borrowing costs across all categories. 

                                                           

50 Again, only considering advertisements which include financial information on borrowing costs. 
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Figure 53: Advertisements (with borrowing costs) displaying a representative example, by 
country, % 

 

Source: London Economics 

In addition to whether or not the advertisement included a representative example, we also 
recorded how many clicks were required, for web-based advertisements, to reach the 
representative example. In most cases no more than one or two clicks were required to see the 
representative examples; however the Czech Republic stands out, often requiring more than four 
clicks in order to see the representative example. It greatly reduces the usefulness of including a 
representative example if it is buried deep within a website, and raises the question of whether or 
not this still constitutes part of the advertisement. 

However, across all countries the average number of clicks required was less than one, suggesting 
that in most instances consumers can find the representative example quickly. 
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Figure 54: Average number of clicks required to find the representative example in web-based 
advertisements 

 

Source: London Economics 

For those advertisements which include a representative example, and which included all the 
necessary information, we used the Excel simulator included in the APR Study and available on the 
EC website51 to arrive at our own APR calculation. We then compared the APR we found with the 
APR stated in the representative example.  

It is important to note that this Excel simulator does not provide legally binding information. This 
simulator provides a user-friendly interface to calculate the APR of any loan, but it has no legally 
binding powers. The results below therefore do not check the legal correctness of the 
advertisements analysed. Rather, this exercise should be seen as a test of whether the information 
generally provided in the representative examples is sufficient for the consumer to understand 
how the APR was calculated.  

                                                           

Source: http://ec.europa.eu/consumers/rights/fin_serv_en.htm 
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Table 26: Advertisments in which APR is reported and can be correctly calculated 

 Car Loan Credit Card Deferred 
Payment 

Personal 
Loan 

Total 

APR cannot be calculated 61 35 41 92 229 

Reported APR does not match 
simulated APR 

45 36 21 68 170 

Reported APR matches 
simulated APR 

51 19 41 72 183 

Ads with representative 
example 

157 90 103 232 582 

Source: London Economics 

As shown in the table above (Table 26), for slightly more than half of all advertisements that 
provide enough information to calculate the APR, the APR we obtained using the simulator 
matches the APR reported in the advertisement52 (183 APRs match and 170 APRs do not match). 
However, the majority of advertisements that include a representative example either do not 
provide enough information to simulate the APR, or the information is unclear.  

The figure below illustrates the percentage of advertisements for which the APR can be correctly 
calculated using the representative example for each Member State. That is, for each country we 
counted the number of advertisements which all of the following applied:  

1) It contained a representative example; and 

2) The representative example contained enough information to simulate the APR; and 

3) The simulated APR matched the advertised APR. 

Figure 55 below shows the percentage of advertisements for which the simulated APR matched 
the advertised APR in each of the countries considered by the study.  

 

                                                           

52 The threshold under which the two APRs are said to match is 0.1 percentage points in order to avoid errors due to rounding. 
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Figure 55:  Percentage of advertisements in which the reported APR matches the APR simulated 
using information from the representative example 

 

Source: London Economics  

Some stark country differences emerge, with advertisements from Germany and Malta performing 
particularly well with regards to this metric and others standing out with not a single 
advertisement displaying a representative example based on which the stated APR could be 
reproduced.  

In some instances the difference between advertised and simulated APR were very large. One 
advertisement in particular stood out which stated an interest rate of 56% p.a. fixed, for a loan of 
one year. No other charges were mentioned, yet the APR stated was 157.3%. The difference 
between the simulated and displayed APR in this particular case is roughly 83 percentage points.  

In all other instances the differences were significantly smaller. As a result the following cross-
country comparison, in Figure 56, was made excluding this one outlier. The average difference 
between stated and simulated APR (0.35 percentage points) is calculated excluding this outlier 
found in Ireland.  

Including this outlier, the average difference would by far be the largest in Ireland. The second-
highest difference is found in Portugal, where the simulated APR is, on average, higher than the 
displayed APR.  

In Austria, Ireland, Luxembourg and the Netherlands, all APRs seemed to be correctly calculated 
and all the information required to reproduce the APR was provided in the representative 
example.  
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Figure 56: Cross-country comparison of the difference between the simulated and stated APR 

 

Source: London Economics 

However, when analysing the difference between the displayed APR and the simulated APR, it is 
important to bear in mind that the analysis above is unable to control for potential cross-country 
differences in the duration of credit agreements found in the advertisements.  

In the case of the mystery shopping exercise we cannot verify the APR calculations as we do not 
hold the necessary information. However, a necessary (but not sufficient) condition to be able to 
verify the APR is to have all the required components and mystery shoppers did record whether or 
not they received this information. 

Very few mystery shoppers overall were informed about the components of the APR calculations. 
In Belgium and Luxembourg, not a single mystery shopper obtained this information even after 
prompting for it. In no country did more than 50% of mystery shoppers obtain this information, 
whether they asked for it or not.  

In only two countries did the number of mystery shoppers who obtained this information without 
prompting exceed the 20% mark, namely in Slovenia and Finland.  
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Figure 57: Percentage of shoppers informed about APR calculation 

 

Source: Mystery shopping exercise 

11.2 Compulsory ancillary services 

As can be seen in Figure 58 below, most consumers did not receive any information on ancillary 
services, even after prompting. In the UK, not a single mystery shopper obtained this information 
even after prompting while the highest success rate was found in Slovenia where over 60% 
obtained this information (prompted and unprompted combined). Lenders in the Czech Republic 
and Slovenia were most likely to provide this information written and unprompted with over 20% 
of lenders doing so.  

100 94

6

96

4

95

5

94

6

91

2
7

100 71

14

14

64

16

7

11

2

76

10

5

7

2

83

2
12

2

74

19

4

4

58

18

13

7

4

89

2
5

5

84

7

5

5

85

5

5

5

89

3
3
5

86

6

3
6

94

6

66

7

12

7

7

85

3
5

8

66

5

20

9

75

5

9

2
9

71

5

5

8

11

77

2
5

16

60

4

16

2
18

66

11

5

18

64

5

10

21

58

4

11

2
24

0

20

40

60

80

100

S
h
o

p
p

e
r 

in
fo

rm
e

d
 o

f 
h

o
w

 A
P

R
 i
s
 c

a
lc

u
la

te
d

, 
%

B
E

D
K

E
E IE IS L
T

L
U

M
T

S
K

L
V

N
L

G
B

R
O IT

G
R

C
Y

S
E

A
T

N
O

C
Z

E
S

B
G

H
U

F
R

P
L

P
T

D
E F
I

S
I

No Prompted Verbal only Prompted Written + verbal

Unprompted Verbal only Unprompted Written + verbal



11 │ Fulfilment of informational requirements, APR 
 

 
 

 

 

126   
 

 

  

Figure 58: Percentage of shoppers who received information about the value or existence of cost 
of compulsory ancillary services 

 

Source: Mystery shopping exercise 
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12 Level of information provision at the pre-contractual stage 

12.1 Is the information complete and correct? 

Article 5 of the CCD outlines the types of pre-contractual information the creditor must provide 
the consumer with in good time before the consumer is bound by a credit agreement or offer. The 
information provided is intended to aid the consumer in making a well-informed decision by being 
able to easily compare several credit offers. According to Article 5, all pre-contractual information 
requirements are satisfied if the consumer obtains the Standard European Consumer Credit 
Information (SECCI) form.  

The fact that consumers need to be able to compare offers easily and quickly is important for the 
smooth functioning of any market. Competition in the consumer credit market can only function 
effectively if there is a sufficient amount of price transparency.  

Figure 59 below shows that information provision to our mystery shoppers varied significantly for 
different types of credit. Detailed data tables can be found in Annex 5. 

Very few shoppers were given any information on how the APR was calculated. Nearly 80% did not 
receive this information even after prompting. Information provision in the other categories was 
slightly better, yet the number of shoppers who received information without prompting for it did 
not exceed 40% in any category. 

Figure 59: Mystery shopper information provided 

 

Source: London Economics using mystery shopping survey data 
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The following figure overleaf breaks these questions down by country level, where the information 
provided has been codified into an index ranking from “Unprompted written + verbal” to “No”.  

This index of full and correct information disclosure is constructed by assigning values 0 through 4 
to the five possible responses to whether shoppers were informed of (1) the type of interest rate 
charged (fixed or variable); (2) the value of the interest rate charged; (3) the value of the APR; (4) 
how the APR was calculated; and (5) the total amount repayable. Value 0 is given to ‘No’ and value 
‘4’ is given to ‘Unprompted verbal + written’ giving a maximum possible score of 20 points. For 
convenience this has been scaled to 100, so that advertisements receive a percentage score of full 
and complete information provision. 

Germany and Slovenia are ranked the highest in terms of providing adequate pre-contractual 
information for car loans, Poland and Portugal for credit cards and Slovenia and Portugal for 
personal loans. 

The lowest ranking countries are Estonia and Luxembourg for car loans and Denmark and Norway 
for personal loans. In the case of credit cards, Luxembourg is ranked the lowest, followed by 
Denmark. Overall, Estonia, Sweden, Luxembourg, Austria and Denmark are at the bottom of the 
ranking. 

Consumers in these countries have very little information based on which to compare different 
credit offers. This is potentially very problematic as consumers comparing offers and shopping 
around for the best value is one of the key drivers of competition. This is particularly concerning, 
as it is the same group of countries emerging at the bottom of the ranking for all types of 
consumer credit. Further, as will be shown below, these countries do not rank particularly highly in 
terms of provision of SECCI either.  

There are also clear differences between different credit products, with credit cards receiving the 
worst scores. In Luxembourg, for example, the average score for credit cards is only 2 out of 100 
points, suggesting that the average mystery shopper in Luxembourg received very little 
information even after prompting the lender for it. The best scores are found for car loans, with an 
average score of 45 out of 100.  
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Figure 60:  Index of full and correct information disclosure, country averages 

 

Source: London Economics using mystery shopping survey data 

As indicated previously the consumer associations which responded to the survey state that 
lenders do a “poor” or “very poor” job of complying with the CCD’s requirements, although some 
rate the performance of lenders as “satisfactory”.  

12.2 Provision of Standard European Consumer Credit Information (SECCI) 

This pre-contractual information, which according to Article 5 of the CCD has to be provided in 
good time before the consumer is bound by any credit agreement, is important to allow 
consumers to compare offers easily and efficiently. According to the CCD, “[t]he creditor shall be 
deemed to have fulfilled the information requirements in this paragraph and in Article 3, 
paragraphs (1) and (2) of Directive 2002/65/EC if he has supplied the Standard European Consumer 
Credit Information.”  

SECCI, the Standard European Consumer Credit Information standardises the relevant pre-
contractual information and is therefore a particularly clear and comparable across different 
offers. This standardisation reduces the search cost to consumers because direct comparison 
between two offers is facilitated and market transparency is increased. 
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Information included in SECCI includes, but is not limited to, a description of the main features of 
the agreement53, the cost of the credit54, related costs of the credit55, other legal aspects and other 
information.   

Surprisingly few mystery shoppers succeeded in obtaining SECCI. Denmark, in particular, stands 
out, where not a single mystery shopper received a SECCI without prompting for it.56 Similarly in 
Estonia, Latvia, Luxembourg and Spain over 80% of shoppers did not receive it unless they 
prompted. Italian lenders did particularly well, with more than 50% providing SECCI without 
prompting, and almost 70% in total.  

Figure 61: SECCI provision by country 

 

Note: Numbers may not add up to 100 due to rounding. 
Source: London Economics mystery shopper survey 

Breaking these findings further down by type of credit, we find that shoppers for credit cards fared 
worst with almost 80% of mystery shoppers not receiving SECCI even after prompting. For 
personal loans and car loans, the tendency of creditors is very similar, with about 25% providing 
SECCI without prompting and just under 50% in total. 

                                                           

53 For example, the type of credit, the total amount of credit, the duration of the credit agreement, the number of instalments, the total 
amount repayable etc. 

54 APR, borrowing rate and the cost of ancillary services. 
55 Account fees, cost of using a particular repayment method, other costs, notary fees, costs of late payments and how these costs may 

be changed. 
56 In some cases, the SECCI would be provided only after the credit check. As mystery shoppers were not expected to undergo a formal 

credit check, this explains why in some cases no SECCI was given to the mystery shopper.  
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Again, in many countries these levels of information provision are too low for consumers to be 
able to effectively compare different credit offers easily.  

Figure 62: SECCI availability by credit type 

 

Source: London Economics mystery shopper survey 
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13 Explanations provided to consumers 

13.1 Are the credit providers willing to explain the credit conditions to the 
borrower? 

Provision of information is not sufficient if it is not presented in a clear and understandable form 
and if the creditor is not willing and able to explain the terms clearly. Consumers which are buried 
with too much and too complex information are not able to compare offers and navigate the 
credit market effectively, which again is likely to result in a reduced level of competition.  

As a result, mystery shoppers attempted to assess whether or not credit providers were willing to 
explain the credit conditions to the prospective borrowers and the consumer survey asked 
respondents whether they felt that credit providers were willing to explain the credit conditions to 
the borrower. 

Participants in the consumer survey were asked whether credit providers were willing to answer 
questions and whether they were open and shared information easily. Respondents ranked on a 
scale from 1 to 4 to what extent they agree with the positive statements, 1 being “completely 
agree” to 4 “completely disagree”.  

The information from the consumer survey cannot be compared to that from the mystery shopper 
exercise as in the consumer survey, survey participants were asked to provide their views on 
events which may have taken place some time in the past while the mystery shopper exercise 
focused explicitly, among others, on the explanations provided by lenders.  

From the borrower (or, potential borrower) perspective, creditors appear to be willing to explain 
credit conditions. Close to nine-out-of-ten (88%) felt57 that creditors were very open and shared 
information easily and a similar figure (90%) felt that creditors were willing to answer questions.58 
The nine-out-of-ten figure was broadly speaking observed in most countries and by other 
segmentations. The country level breakdown is shown in AnnexA6.12.  

However, it is important to note that while consumers felt that credit providers were willing and 
able to explain credit conditions, it is not clear that consumers always asked the right questions. 
Consumers who lack the knowledge of what information they are entitled to by law and what 
information they require to make an informed decision may well not have asked enough, or 
detailed enough, questions.  

Therefore, the mystery shopping exercise should be seen as a more reliable source on whether or 
not creditors are generally willing and able to explain credit conditions. Mystery shoppers were 
briefed and knew what information they were entitled to and therefore asked all the questions to 
obtain the needed information.   

                                                           

57 'Completely agreed'/'somewhat agreed'. 
58 Source: Consumer survey: Section 2, Question 15: 'Please think now about creditor(s) you investigated when you were looking for 

your most recent loan. To what extent [completely agree, ..., completely disagree] does each of the following describe the 
creditor(s) for your [INSERT LOAN TYPE]: 'The information provided was comprehensive; 'very open and easily shared'; 'the 
information provided was clear'; 'willing to answer questions' 'required me to contact them'. 
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Note: ‘Agree’ are those who completely agree and those who somewhat agree and ‘Disagree’ are those who completely disagree and 
those who somewhat disagree. 
Source: Consumer survey: Section 2, Question 15 

In order to further understand how borrowers’ responses to this question in the consumer survey 
varied, we also ran regressions testing if socio-demographic variables can explain the responses 
received. In this particular case an ordered logit was used. The ordered logit model is used for the 
analysis of ordered categorical data, such as the responses to this question, which range from 1 
“completely agree” to 4 “completely disagree” in an ordered fashion. The logistic regression then 
measures the relationship between the socio-economic characteristics in our data and the 
likelihood that respondents will be more or less satisfied with the lenders’ explanations.  

This analysis has revealed some very interesting correlations shown in Table 28 below. The stars 
represent the level of statistical significance. Three stars mean that the estimate is significant at a 
1% level, two stars indicate a 5% significance level and one star indicates significance at the 10% 
level. 

Women are significantly less likely to be dissatisfied with the lender’s willingness to answer 
questions. Older respondents are slightly more likely to be dissatisfied and surprisingly, 
respondents who have a mortgage are significantly more likely to be dissatisfied. However, this 
result disappears once we control for country and loan type in the third column. 

Table 28: Dissatisfaction with lender’s willingess to answer question, by socio-demographic 
characteristics 

 Dissatisfaction with 
lender’s willingness to 

answer question 

Dissatisfaction with 
lender’s willingness to 

answer question 

Dissatisfaction with 
lender’s willingness to 

answer question 

Financial literacy 0.022 0.030 0.017 

 (0.017) (0.020) (0.021) 

Female  -0.047*** -0.063*** -0.045** 

 (0.016) (0.019) (0.021) 

Age 0.001** 0.002** -0.000 

 (0.001) (0.001) (0.001) 

Has internet access  0.034 0.077** 

  (0.032) (0.035) 

In full-time employment  0.014 0.006 

  (0.023) (0.026) 

Income  -0.006 -0.013 

  (0.010) (0.011) 

Has a mortgage  0.074*** 0.004 

  (0.021) (0.024) 

Country and loan type 
controls 

N N Y 

N 14,402 10,303 8,732 
Note: Robust standard errors in parentheses. *** p<0.01, ** p<0.05, * p<0.1 
Source: Consumer survey 

Table 27: Consumers’ assessment of credit providers' willingness to explain the credit conditions 
to the borrower 

 Agree Disagree Don’t know 

Very open and shared 
information easily 

88.1% 9.1% 2.7% 

Willing to answer questions 89.8% 5.8% 4.4% 
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In the mystery shopping exercise, subjects were asked whether their creditors ensured that they 
had all the information necessary to make a decision about the loan or credit card. Figure 63 
shows that in this respect, the majority of credit providers were successful for all types of credit 
(53-61%). 

However, it is important to keep in mind that mystery shoppers were briefed on what questions to 
ask and what information to request from the credit providers. They were therefore significantly 
better prepared for asking relevant questions than a normal consumer would be.  

In addition, for more than half of the countries considered less than half of all providers were 
successful in ensuring that shoppers felt they had all information necessary to make a decision 
about the loan or credit card. Malta performs particularly poorly, with only 24% of mystery 
shoppers indicating that they felt they had all the information necessary to make a decision. 
Similarly, only 24% of mystery shoppers managed to obtain SECCI in Malta. Denmark and Romania 
also rank lowly on 42%, though in Denmark only 10% of all shoppers managed to obtain SECCI 
while in Romania 56% did. Cyprus, Italy and Germany are the top-performing countries (79%, 77% 
and 71% respectively) although SECCI provision is particularly high only in Italy (it is 68% in Italy 
while it is 31% in Cyprus and 24% in Germany).  

Hence, surprisingly, we find no clear link between SECCI provision and mystery shoppers indicating 
that they have received all the information necessary to make a decision.  

Figure 63: Creditors ensure mystery shopper receives all information necessary to make a 
decision 

 

Source: London Economics mystery shopper survey 
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13.2 Are the explanations clear and fair? 

As will be discussed in the section on consumer understanding, most mystery shoppers had no 
difficulty understanding the information they were given: only 72 shoppers (out of 1119) reported 
problems with elements of information and 71 with the way in which it was disclosed. This 
suggests that the explanations are indeed clear and fair. 

Moreover, while lack of clarity is one of the most common reasons given for incomprehension of 
credit information, the number of shoppers reporting that their creditors’ explanations were 
unclear is very small relative to the entire sample of mystery shoppers (see figure below). 

This result is surprising considering how low the level of information provision has been in most 
countries. As possible explanation to this may be that mystery shoppers felt that the quality of the 
information which was provided was good, yet the quantity of information provided was poor.  

In addition, the fact that the mystery shopper had been briefed extensively in advance of the 
shopping exercise means that they were in a better position to understand the information they 
were given by credit providers. Therefore, this finding reported above may not extend directly to 
the general population. On the contrary, this finding suggests that financial education programmes 
may be very helpful for consumers. 

Figure 64: Number of mystery shoppers who considered the information provided to them as 
unclear 

 

Source: London Economics mystery shopper survey 

Analysing the results of the consumer survey, the majority of borrowers and potential borrowers 
also felt that the information provided by creditors was comprehensive (88%) and clear (88%). As 
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above, the nine-out-of-ten figure was broadly speaking observed in most countries and by other 
segmentations.59 

Explanations on the other hand were perceived to be less clear with only 66% of mystery shoppers 
agreeing with the statement that explanations provided were clear. 

Table 29: Clarity and fairness of explanations given to borrowers by creditors 

 Agree Disagree Don’t know 

The information provided 
was comprehensive 

87.9% 9.2% 2.8% 

The information provided 
was clear 

88.2% 9.6% 2.2% 

Note: ‘Agree’ are those who completely agree and those who somewhat agree and ‘Disagree’ are those who completely disagree and 
those who somewhat disagree. 
Source: Consumer survey: Section 2, Question 15 
 

Table 30: Clarity and fairness of explanations given to borrowers by creditors 

 Agree Disagree Don’t know 

Explanations were clear 66% 28% 6% 
Source: London Economics mystery shopper survey 

13.3 Are explanations adapted to the needs/education of the borrower? 

There is no clear evidence from the mystery shopping exercise that indicates that credit providers 
tailored their explanations to the borrowers’ needs or level of education. However, a large 
proportion of creditors (for all types of credit) did request information on the prospective 
borrower’s employment, income and homeowner status. Though this information is likely to have 
been requested to assess the borrower’s creditworthiness, we cannot exclude that the subsequent 
conversations were adapted to the borrower’s perceived level of financial literacy. 

                                                           

59 See Annex 5 for results by country and income and financial literacy. 
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Figure 65: Proportion of creditors requesting information from mystery shoppers by loan type, % 

 

Source: London Economics mystery shopper survey 

Analysing the results of the consumer survey in greater detail, we run regressions to find evidence 
that explanations are tailored to consumers needs.60 The results are shown in Table 31 below. A 
positive estimate means that the presence of the characteristic increases the probability of 
receiving explanations. A negative estimate means that observing the characteristic decreases the 
likelihood to have tailored explanations. 

Table 31 below shows the results of two regressions. In the first one we did not control for the 
country and loan type, in the second one we did. Three stars mean that the estimate is significant 
at a 1% level, two stars indicate a 5% significance level and one star indicates significance at the 
10% level. 

Several demographic characteristics make it significantly more likely that consumers were 
provided with explanations when they asked for it. Women were significantly more likely to 
receive explanations, as were the elderly and those with higher incomes. A possible explanation 
for the later result is that borrowers with higher incomes were more demanding and were more 
likely to know precisely what to ask for.  

Interestingly, women not only feel that they were more likely to receive explanations; they were 
also more satisfied with the responses they received. The same holds for the elderly and those 

                                                           

60 We use an OLS estimator to measure the relationship between the socio-economic characteristics in our data and the likelihood that 
respondents obtain explanations matching their needs. 
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with higher incomes. Respondents who have a mortgage were significantly less likely to be 
satisfied with the explanations they received.   

Overall, while this shows some degree of adaptation of explanations, it is not clear that this is 
tailored to the needs of the borrower.  

 
 

Table 31: Analysis of the determinants of positive responses in the consumer survey to the 
question about provision of information 

 If I asked for 
explanations, they 

were provided 

If I asked for 
explanations, they 

were provided 

Explanations were 
clear 

Explanations were 
clear 

Female 0.306*** 0.264*** 0.311*** 0.268*** 

 (0.040) (0.043) (0.041) (0.042) 

Age 0.004** 0.007*** 0.007*** 0.009*** 

 (0.002) (0.002) (0.002) (0.002) 

Has internet access 0.061 0.072 0.058 0.021 

 (0.069) (0.073) (0.072) (0.073) 

In full-time 
employment 

0.046 -0.064 0.006 -0.078 

 (0.052) (0.057) (0.054) (0.055) 

Income 0.106*** 0.091*** 0.103*** 0.070*** 

 (0.020) (0.024) (0.021) (0.023) 

Has a mortgage -0.189*** -0.072 -0.211*** -0.112** 

 (0.043) (0.051) (0.045) (0.049) 

     

Country and loan 
type controls 

No Yes No Yes 

N 10,303 8,732   
Note: Robust standard errors in parentheses. *** p<0.01, ** p<0.05, * p<0.1 
Source: Consumer Survey: Section 1, Questions 8 

13.4 Who provides information? 

Evidence from the consumer survey suggests that borrowers' home banks are the key source of 
initial information on credit products. More than half (57%) of borrowers obtain information from 
a single creditor and, among these, this single creditor is the respondent's home bank in over 

three-in-four cases (80%). Even among respondents that seek out information from multiple 
creditors, the home bank is a port of call for nearly seven-in-eight (86%). 

Table 32: Number of creditors used as source of information on credit products by borrowers 

 All borrowers By borrower use of home bank 

Home bank Not home bank Don’t know 

1 creditor 56.8% 79.7% 19.8% 0.5% 

More than 1 creditor 38.9% 86.3% 13.4% 0.3% 

Don’t know 4.4% - - - 
Source: Consumer Survey: Section 2, Questions 13 and 14 
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Borrowers in some countries are more likely to 'shop around' than in others. While around half of 
borrowers obtain information from a single creditor (abovementioned), this figure is closer to one-
in-three in Bulgaria (29%) and Slovakia (34%). 

Table 33: Number of creditors used as source of information on credit products by borrowers, by 
country 

Country 1 creditor 2 creditors 3 creditors 

 

More than 3 
creditors 

Don’t know 

Austria 59.1% 17.5% 8.7% 4.2% 10.5% 

Belgium 45.7% 23.6% 18.7% 9.5% 2.6% 

Bulgaria 29.0% 21.9% 29.4% 17.9% 1.8% 

Cyprus 67.8% 17.5% 8.8% 4.4% 1.5% 

Czech Republic 36.6% 19.8% 21.0% 18.4% 4.2% 

Denmark 72.0% 16.5% 7.5% 2.9% 1.0% 

Estonia 64.6% 19.3% 9.1% 5.4% 1.7% 

Germany 56.5% 18.4% 10.4% 10.8% 3.9% 

Greece 57.1% 19.6% 11.7% 10.1% 1.6% 

Finland 67.4% 16.5% 8.4% 3.6% 4.2% 

France 51.6% 18.6% 16.4% 10.3% 3.0% 

Hungary 51.1% 17.6% 15.5% 13.9% 1.8% 

Ireland 59.8% 19.5% 12.1% 3.8% 4.8% 

Iceland 67.5% 16.5% 7.7% 3.1% 5.2% 

Italy 56.5% 20.4% 10.2% 10.6% 2.2% 

Latvia 59.0% 21.1% 10.0% 6.8% 3.2% 

Lithuania 47.3% 27.0% 12.9% 6.5% 6.3% 

Luxembourg 69.6% 21.6% 6.5% 1.8% 0.4% 

Malta 60.3% 28.2% 7.3% 3.0% 1.2% 

Netherlands 63.6% 11.3% 6.7% 5.2% 13.2% 

Norway 57.9% 15.7% 7.2% 3.7% 15.5% 

Poland 50.6% 18.4% 14.6% 14.0% 2.4% 

Portugal 77.7% 8.7% 4.4% 4.6% 4.6% 

Romania 48.8% 23.1% 14.6% 10.1% 3.4% 

Slovakia 33.9% 18.2% 20.6% 23.3% 4.0% 

Slovenia 56.3% 13.9% 15.7% 10.1% 4.0% 

Spain 65.7% 15.1% 8.3% 7.7% 3.2% 

Sweden 58.8% 13.6% 10.8% 9.5% 7.4% 

United 
Kingdom 

57.9% 10.7% 10.3% 11.7% 9.3% 

Source: Consumer survey: Section 2, Question 13 

Borrowers that also have internet access at home are more likely to shop around than those that 
do not – 55.5% of those with access to internet at home obtain information from only one creditor 

while this figure is 67.5% for those without access to internet at home.61 (Table 34) 

                                                           

61 This effect does not appear to be driven by differences across most Member States. For instance, borrowers in Estonia are similarly 
likely to obtain information from more than 1 creditor as borrowers in Cyprus (63.4% and 62.8%, respectively, do) but access to 
internet at home is amongst the highest in Estonia (91.0% of respondents have access) and amongst the lowest of all countries 
considered in Cyprus (74.0% of respondents have access). 
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Table 34: Number of creditors used as source of information on credit products by borrowers, by 
Internet access 

Internet Access 1 creditor 2 creditors 3 creditors 

 

More than 3 
creditors 

Don’t know 

Yes 55.5% 18.9% 12.5% 8.9% 4.2% 

No 67.5% 13.0% 7.9% 6.1% 5.6% 
Source: Consumer survey: Section 2, Question 13 

Interestingly, borrowers that are least knowledgeable about pre-contractual information62 are less 
likely to shop around: five-in-eight (65.2%) borrowers seek information from a single creditor 
among the least knowledgeable (compared to over half (55.8%) among others). 

Table 35: Number of creditors used as source of information on credit products by borrowers, by 
CCD knowledge 

Number of creditors Least knowledgeable Those with more knowledge 

Frequency Percentage Frequency Percentage 

1 creditor 302 65 7,439 56 

2 creditors 63 14 2,497 19 

3 creditors 41 9 1,662 12 

More than 3 creditors 23 5 1,198 9 

Don’t know 34 7 530 4 

Total 463 100 13,326 100 
Note: 'Least knowledgeable' are those who answered one or no question correctly and 'Those with more knowledge' are those who 
answered more than one correctly. 
Source: Consumer survey: Section 2, Question 13 

13.5  Conclusion 

This part of the study analysed to what extent credit providers adhere to the requirements set out 
by the CCD with regards to information provision and explanations towards borrowers and 
prospective borrowers.  

The vast majority of regulators which responded to our survey said that they believe that either all 
or most lenders are aware of the rights of consumers as borrowers and of their obligation of 
information provision and explanations to borrowers. However, the mystery shopping exercise 
showed that in fact only few mystery shoppers were informed of their rights. In particular, only 
11% of all mystery shoppers were informed of their right to withdraw from the contract within the 
first 14 days of signing the contract.  

With regards to information provision at the advertisement stage our analysis shows that only 22% 
of advertisements include all the information required by Article 4 of the CCD. This figure excludes 
advertisements which do not include any financial information as these advertisements are not 
subject to the CCD’s informational requirements. Compliance with the informational requirements 
at the advertisement stage therefore is extremely poor.  

                                                           

62 Borrowers that answered 1 out of 5 questions on pre-contractual information correctly (Source: Consumer Survey Section 2, Question 
16). 
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Comparing various types of advertisers, comparator websites emerged as performing particularly 
poorly in terms of providing all the required information.  

In terms of quality of information provision at the advertisement stage only 24% of all 
advertisements displayed their information in a ‘clear’, ‘precise’, ‘prominent way’ and ‘not buried 
in text’.  

Overall, our findings about the completeness and quality of advertisements are also in line with 
the responses we received from the consumer association survey as the majority of consumer 
associations also reported that the quality of advertisements is very poor. 

With regards to information provision at the pre-contractual stage, creditors perform equally 
poorly: 

 Well over half of all mystery shoppers did not succeed in obtaining SECCI, even after 
prompting the credit provider for this information;  

 Nearly 80% of all mystery shoppers were not informed how the APR was calculated; and, 
 15% were not told the value of the interest rate and 16% were not told if the interest rate 

was either fixed or variable.  

According to the consumer survey, creditors are generally willing and able to provide explanations 
to borrowers. Participants in the consumer survey were asked whether credit providers were 
willing to answer questions and whether they were open and shared information easily. Close to 
nine-out-of-ten felt that creditors were very open and shared information easily. A similar figure 
felt that creditors were willing to answer questions and that information provided to them by 
lenders was comprehensive and clear. However, it is important to note that consumers may not 
have been aware of what questions they should be asking to a creditor. As a result, they may not 
be aware of whether they received all the information required to make an informed decision.  

The findings in the mystery shopping exercise were clearly less positive with only about 60% of 
mystery shoppers indicating that they had all the information required to make an informed 
decision. Mystery shoppers had been given clear instructions on what information they should 
seek from the credit providers and, therefore, they requested significantly more information than 
the average consumer is likely to request. The majority of the mystery shoppers stated that they 
did not have problems understanding the information which was given to them. However, once 
again this is not representative of the general population as the mystery shoppers been briefed 
and were better informed than the average consumer.  

Overall, information provision at the advertisement and pre-contractual stage is poor to extremely 
poor with many creditors not following the requirements of the CCD. This makes it significantly 
more difficult for consumers to compare various credit offers and as a result hinders the Single 
Market from functioning effectively.   
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Part IV: Consumer empowerment and the CCD 
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14 Overview of Part IV 

This part of the study considers consumer empowerment and how the CCD has and will help 
consumers make effective use of their rights as borrowers. 

All consumer empowerment begins with consumers’ knowledge of their rights as consumers and 
their understanding thereof. Without basic financial education, consumers will be unable to 
empower themselves and employ their rights effectively.  

We therefore begin this section with financial literacy including:  

 A review of the available educational programmes on financial literacy in the EU27 as well 

as Norway and Iceland;  

 An objective assessment of consumers’ understanding of financial information; and, 

 Consumers’ knowledge of their rights with regards to early repayment and withdrawal. 

Next, the extent to which consumers actually make use of their rights as borrowers is reviewed 
with the help of the consumer survey. Finally, consumer understanding of information provision 
by credit providers will be tested with the mystery shopping exercise.  
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15 Consumer financial literacy 

15.1 Literature review of financial education programmes 

The OECD Global database on financial education63 was utilised to provide an overall picture of 
programmes on consumer education.  

Seventy-nine ongoing programmes were identified within the study countries that involved 
coverage of debt or credit themes. This included programmes in which debt and credit themes 
were explicitly identified or in which programme descriptions highlighted coverage of debt and 
credit themes. These are displayed by country below. Audiences for the programmes may be the 
general public. However, they are often targeted at specific audiences such as students, teachers, 
journalists, etc.  

Although there are only a few programmes per study country, the actual frequency with which 
consumers are exposed to them may be high. For instance, one online programme may see many 
individuals accessing it per day. The same goes for other delivery channels, e.g., use of mass media 
(through TV, radio and newspapers) – discussed in greater detail below – however, precise 
statistics on the frequency of programmes at this level of detail are not available via the OECD. 

A more detailed overview of these programmes is provided in Annex 13, with further information 
available via the OECD.64  

                                                           

63 http://www.financial-education.org/gdofe.html. 
64 See footnote 63. 
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Table 36: Programmes on consumer financial education on debt/credit themes 

Country Number of programmes 

Austria          5 

Belgium 1 

Bulgaria 1 

Cyprus 1 

Czech Rep. 3 

Denmark 2 

Estonia 5 

Finland 1 

France 3 

Germany 2 

Greece 1 

Hungary 2 

Iceland 2 

Ireland 6 

Italy 4 

Latvia 1 

Lithuania 3 

Malta 1 

Netherlands 2 

Norway 2 

Poland 1 

Portugal 6 

Romania 2 

Slovakia 1 

Slovenia 1 

Spain 9 

Sweden 1 

United Kingdom 10 

Total 79 
Note: Luxembourg does not appear in this table because no program was enforced yet in the country, there was only one program 
pending. 
Source: OECD (http://www.financial-education.org/gdofe.html) 

15.1.1 The form in which the programmes are delivered 

Programmes of consumer education were delivered through five channels: face-to-face, via 
seminars, online, involving mass media65 and through the provision of teaching material.66  

                                                           

65 TV, radio or newspaper campaigns. 
66 These categories were defined on the basis of delivery channels listed in the 'Tools & Programmes' section of individual 

programmes/campaigns on International Gateway for Financial Education or (in many cases) the 'Programme description' section. 



 15 │ Consumer financial literacy 
 

 
 

 

 

  149 
 

Of these programmes, the most frequent response involved one delivery channel (30 of 79), while 
the remaining involved two (24 of 79), three (18 of 79) or four (7 of 79) delivery channels. 

The most popular delivery channel was online, with 55 of 79 programmes involving some form of 
online delivery. In other words, the majority of programmes either involved only online delivery 
(over half of all one-delivery-channel programmes) or a combination of online and some other 
form of delivery. The next most popular was the provision of teaching material (43 of 79) – 
provision of teaching material was also combined, more often than not, with other delivery forms, 
then seminars (34 of 79), etc.  

These findings are summarised in the table below. The column furthest to the left indicates how 
many delivery channels were used for any programme. For each delivery channel, one can identify 
how often it was used on its own or in conjunction with one or several other delivery channels. For 
instance, there was one programme that was delivered through the face-to-face channel only and 
5 that were delivered involving the face-to-face and one other delivery channel. Additionally, the 
column further to the right shows the total number of programmes by number of delivery 
channels. This shows for example that one delivery channel was used most often and four delivery 
channels least often. 

  Table 37: Delivery channels for programmes (n=79) 

No. of 
delivery 
channels 

Face-to-face Seminar  Online Mass media  Teaching 
Material 

Total 
number of 

programmes 

One 1 4 16 0 9 30 

Two 5 8 16 4 15 24 

Three 4 15 16 6 13 18 

Four 4 7 7 4 6 7 
Source: OECD (http://www.financial-education.org/gdofe.html) 

15.1.2 Organisers of consumer education programmes 

These results are summarised in the table below and can be read in a similar way to Table 37 
above. 

Programmes are organised by government bodies, consumer organisations, civil society 
organisations, commercial banks or some mix of these institutions. The majority of programmes 
were organised unilaterally, i.e., by a single institution-type, with government bodies organising 
the majority of these programmes (28 of 61), followed by civil society organisations (24 of 61) and 
commercial banks (9 of 61). The remaining programmes (18 of 79) involved collaboration between 
different institution types, with the most frequent being between government and consumer 
organisations and government and civil society organisations (6 of 18 each67). 

 

                                                           

67 These figures are not reported in Table 38 

http://www.financial-education.org/gdofe.html
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Table 38: Institutions organising programmes (n=79) 

Number of 
institution 

types 

Government Consumer 
organisation 

Civil society  Commercial 
banks 

Number of 
programmes 

One 28 0 24 9 61 

Two 11 6 9 4 15 

Three 2 1 1 2 2 

Four 1 1 1 1 1 
Source: OECD (http://www.financial-education.org/gdofe.html) 

The regulator survey also included a targeted question on whether or not public authorities run 
special programmes or campaigns aiming at raising consumers’ financial education. The results of 
this can be found in Figure 66 below, showing that the majority of public authorities do provide 
such programmes.  

Figure 66: Do public authorities (national, regional, etc.) run special programmes aiming at 
raising consumers’ financial education? 

 

Source: Regulator survey 

15.1.3  Conclusion 

Each country surveyed has at least one programme on financial education and in some countries 
there are as many as ten (UK). The most common forms of delivering these programmes are 
through the internet and through teaching material and the majority of programmes are organised 
by government bodies.  

The fact that the most common form of delivery is through the internet can potentially lead to 
difficulties for vulnerable groups, such as the elderly or those without access to internet.   
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15.1.4 Evidence on the impact on skills of consumers 

Evidence on the impact of financial education68 on consumers as borrowers is sparse. A number of 
resources were utilised;69 however, the evidence base presented through these resources focuses 
on a number of issues tangential to the present concern, such as: (i) the lack of financial education; 
(ii) the problems this lack of financial education causes; and (iii) the impact of financial education 
in the area of savings and investments. 

A small evidence base informs on the impact of financial education on consumers as borrowers. 
These findings should be noted with caution. The evidence relates to particular programmes and 
campaigns (in countries such as the United States) and therefore cannot be easily generalised. 
Success or lack thereof of these programmes and campaigns is as much about the programmes 
and campaigns as it is about the cohort of beneficiaries, the economic climate, the local context, 
etc. While positive evidence warrants a degree of optimism, replication and evaluation of similar 
(ideally, the same) programmes and campaigns is required in other settings in order to make a 
clearer determination of their effectiveness.70 

These initial remarks notwithstanding, the remainder of this section presents evidence on the 
impact of financial education on skills of consumers as borrowers. 

Collins and O'Rourke (2010) consider a number of studies on: credit 'repair' programmes71, pre-
purchase homeownership counselling72 and pre-purchase mortgage counselling73, as part of a 
review of financial education programmes. 

The credit repair programmes considered broadly involved improving how well individuals 
managed credit. Only two of the studies found a positive effect, which was incremental. Collins 
and O’Rourke (2010) note particularly that the impact of the programme analysed in Elliehausen, 
Lundquist and Staten (2007) was a 0.6% increase in credit score points amongst the lowest credit 
score quintile. 

                                                           

68 Defined broadly. 
69 Publications from the following institutions were considered:  

The Financial Access Initiative: http://www.financialaccess.org/publications/search 

The OECD: http://www.oecd.org/finance/financialeducation/ 

The World Bank: 
http://web.worldbank.org/WBSITE/EXTERNAL/TOPICS/EXTFINANCIALSECTOR/0,,contentMDK:22761006~pagePK:148956~piPK
:216618~theSitePK:282885,00.html 

The UK Financial Services Authority: http://www.fsa.gov.uk/library/other_publications/fcp/financial_capability.shtml 

Publications not covered above via the international Gateway for Financial Education: http://www.financial-education.org/article.php 
70 More broadly, there are methodological issues with evaluation studies on the impact of financial education. Few impacts (among the 

studies considered in Collins and O’Rourke (2010)) are measured with respect to a comparison group and therefore overstate 
impacts. Further non-randomised controlled trials (RCTs) (in which individuals self-select into programmes) tend to have larger 
impacts than RCTs, implying selection bias. For further issues see Collins and O’Rourke (2010). 

71 Birkenmaier and Tyuse (2005), Gartner and Todd (2005), Elliehausen, Lundquist and Staten (2007), Barron and Staten (2009). 
72 Hirad and Zorn (2002), Hartarska and Gonzalez-Vega (2005, 2006), Quercia and Spader (2008), Agarwal et al. (2009a, 2009b), Carswell 

(2009). 
73 Collins (2007), Ding, Quercia and Ratcliffe (2008), Quercia and Cowan (2008).  

http://www.financialaccess.org/publications/search
http://www.oecd.org/finance/financialeducation/
http://web.worldbank.org/WBSITE/EXTERNAL/TOPICS/EXTFINANCIALSECTOR/0,,contentMDK:22761006~pagePK:148956~piPK:216618~theSitePK:282885,00.html
http://web.worldbank.org/WBSITE/EXTERNAL/TOPICS/EXTFINANCIALSECTOR/0,,contentMDK:22761006~pagePK:148956~piPK:216618~theSitePK:282885,00.html
http://www.fsa.gov.uk/library/other_publications/fcp/financial_capability.shtml
http://www.financial-education.org/article.php
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The pre-purchase homeownership counselling programmes considered were targeted at 'low-' to 
'moderate-' income families, and aimed to assisting them in mortgage borrowing. Overall the 
studies focusing on loan outcomes74 found an improvement after counselling (Collins and 
O’Rourke (2010)). 

Post-purchase mortgage counselling -- targeted at borrowers in financial distress -- is also 
beneficial in terms of loan outcomes. Collins (2007) finds that 'each additional hour of counselling 
reduces the marginal probability of a borrower moving to a more severe stage of foreclosure'. In 
addition, the longer the counselling duration, regardless of whether it is over the phone or face-to-
face, the greater the positive impact. Interestingly, however, Collins (2007) also finds that 
individuals are more likely to attend additional counselling sessions after an initial face-to-face 
meeting. Given this, and the fact that loan outcomes improve as a result of more counselling, 
having face-to-face contact early in the counselling process may be beneficial. 

Brown and Gartner (2007) evaluate early intervention programmes in the form of financial 
education for new-to-credit and at-risk consumers for credit card products. As noted by Lusardi 
(2008), this type of programme, aimed at prevention, may be promising compared to 'cures' that 
address issues of financial education only after payments are overdue. However, take-up is low, 
posing a significant challenge, and the results of the study were inconclusive.  

In conclusion, the evidence suggests a positive impact of financial education on consumer 
outcomes, with early and frequent (or, longer duration) interventions having greater success. 
There is also the suggestion that preventative interventions may be better than curative, though 
these face the problem of low take-up. Despite these initial positive results, the evidence base on 
financial education and consumer skills relating to credit has to be broadened before firmer 
conclusions can be drawn.   

  

                                                           

74 Six of the seven, excluding Caswell (2009), which focused on self-reported behaviours. 
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15.2 Objective assessment of the consumer understanding of the 
information disclosed 

Financial literacy is an important factor in determining consumers’ ability to navigate the 
consumer credit market and, as a result, is also important in maintaining a competitive and well-
functioning market for consumer credit. Similarly, understanding and measuring consumer 
financial literacy is an essential first step towards designing appropriate policy instruments to help 
and protect consumers. Consumers with low levels of financial literacy are likely to benefit most 
from financial literacy training, while consumers with very good levels of financial literacy would 
most likely benefit the most from very detailed information material.  

In order to assess consumer financial literacy, a reliable and objective measure is needed. Unlike 
for other forms of literacy (such as health literacy) there exists to date no standardised and 
generally accepted test to assess the level of financial literacy.  

As a result, we have included a simple question, comparing two different credit offers, in the 
consumer survey. The only financial knowledge required by the consumer to answer this question 
correctly is the definition of APR.  

Respondents were asked to evaluate which of two credit offers was cheaper based on interest rate 
and APR information in order to test whether they were aware of the definition of APR and its 
relationship to the interest rate.75  

The exact wording of the question was: 

“You are comparing two offers of a personal loan of £1000 for one year. In both cases, the loan is 
repaid through equal monthly repayments. In the first offer, the interest rate is 5% and the APR is 
8%. In the second offer, the interest rate is 6% and the APR is 7.0%. Which offer will cost you more 
at the end of the one year term?” 

Fewer than two-in-five respondents provided the correct answer, objectively suggesting that some 
consumers do not have an understanding of the information disclosed to them on the APR (and its 
relation to the interest rate).  

This very surprising result demonstrates that respondents essentially do not understand what an 
APR is and how to use it. This was not driven by a few outlying countries, but rather represents a 
general lack of the most basic financial literacy in all Member States. The representative example 
foreseen by the CCD for all consumer credit advertisements is therefore likely a good instrument 
to help consumers decide between offers. It would be interesting to test if consumers are more 
likely to identify the cheapest credit offer when they are presented with advertisements that 
include a representative example. 

                                                           

75 Consumer Survey: Section on Financial Literacy, Question 13. 
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Table 39: Financial literacy – Fraction of respondents who can identify the cheaper of two credit 
offers based on the interest rate and APR.  

 N % 

Respondents answering correctly 5,625 38.5 

Respondents answering incorrectly 8,996 61.5 
Source: Consumer survey 

To further understand if these very low levels of financial literacy vary with any of the socio-
demographic variables in our dataset, we run linear and probit regressions. The latter takes into 
account the binary nature of the dependent variable and both results are shown in Table 40 
below. The correlations in the data which remain robust to the inclusion of country and loan type 
dummies are the following:  

1. Participants with higher income are more likely to identify the cheaper offer ; 

2. Older participants are less likely to do so (although the estimated effect is very small);  

3. Women are less likely to identify the cheaper offer; 

4. Respondents who have a mortgage are more likely to identify the cheaper offer; and,  

These findings emerge from both the linear regression model as well as the probit model.  

The fact that respondents who have a mortgage were more likely to identify the cheaper offer is 
interesting and suggests that consumers learn as they are more exposed to credit and as the 
stakes become larger.  

Having internet access, surprisingly, correlated negatively with being able to identify the correct 
offer, yet these correlations become insignificant when controlling for country and loan type 
suggesting that instead respondents from countries with low internet penetration performed 
worse on average.76  

Table 40: Financial literacy and socio-demographic characteristics of survey respondents, linear 
regression and probit analyses 

 Linear regression Probit marginal effects 

 Financial Literacy Financial Literacy Financial Literacy Financial Literacy 

Female -0.074*** -0.069*** -0.075*** -0.072*** 

 (0.010) (0.010) (0.010) (0.010) 

Age  -0.002*** -0.002*** -0.002*** -0.002*** 

 (0.000) (0.000) (0.000) (0.000) 

Has internet access -0.061*** -0.021 -0.067*** -0.027 

 (0.015) (0.015) (0.017) (0.018) 

In full-time employment 0.006 0.007 0.006 0.007 

 (0.012) (0.012) (0.012) (0.013) 

Income 0.025*** 0.038*** 0.025*** 0.039*** 

 (0.005) (0.005) (0.005) (0.005) 

Has a mortgage 0.070*** 0.052*** 0.070*** 0.054*** 

                                                           

76 Results broken down by country can be found in the Annex 13.  
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Table 40: Financial literacy and socio-demographic characteristics of survey respondents, linear 
regression and probit analyses 

 Linear regression Probit marginal effects 

 Financial Literacy Financial Literacy Financial Literacy Financial Literacy 

 (0.010) (0.011) (0.010) (0.011) 

Constant 0.486*** 0.431***   

Country and loan type 
controls 

N Y N Y 

N 10,426 10,426 10,426 10,426 
Note: Robust standard errors in parentheses. *** p<0.01, ** p<0.05, * p<0.1 
Source: Consumer survey   

15.3 Do consumers know their rights of early repayment and withdrawal? 

The existence of the rights to repay early and to withdraw from the contract in the first 14 days of 
signing the agreement is important, yet consumers also have to be aware of these rights in order 
for them to have the desired effect. If consumers are not aware of these rights, they may falsely 
assume that they are locked into a contract from the moment of signing the agreement to the 
stated end date. This in turn would greatly undermine consumer empowerment, consumer 
protection and market competition. This section therefore uses the results of the consumer survey 
to understand to what extent consumers are aware of these rights. 

Before turning to the results of the consumer survey, it is important to note that consumers may 
have signed their credit agreements before the introduction of the CCD. Bearing this caveat in 
mind, three-out-of-four (73%) borrowers were aware that creditors have to provide pre-
contractual information on early repayment77, and a similar share (71%) were aware that creditors 
have to provide information regarding withdrawal. Interestingly, fewer respondents – 65% and 
46% of borrowers, respectively – were aware of early repayment and withdrawal clauses within 
their actual loan contracts.78 79 It is therefore interesting to note the differences between 
respondents' general knowledge and actual contract knowledge of rights regarding consumer 
credit.80 

Of significance is variation at the country-level. Individuals may be far less likely to be aware of 
their rights to pre-contractual information in some countries: less than half of borrowers and 
potential borrowers know that lenders need to provide information on early repayment prior to 
contract signing in Norway (33%) and Slovenia (46%). Similarly, individuals may be far less aware of 
early repayment and withdrawal clauses within their actual loan contracts. Among other findings, 
around one-third of borrowers in some countries did not know whether a withdrawal clause was 
included in their contracts.  

                                                           

77 Source: Consumer Survey, Section 2, Question 16: To the best of your knowledge, are creditors required to provide the following 
information prior to contract signing: early repayment clause; withdrawal clause during the first 14 days of the contract; type of 
borrowing rate (fixed or variable); and value of borrowing rate; the APR (or APRC)? Section 2, Question 16 response: 'Yes', 'No', 
'DK/NA'. 

78 Source: Consumer Survey, Section 2, Question 17. 
79 This difference may be due inter alia to the difference between being posed a question about an abstract and actual credit product. 
80 However, it is important to keep in mind that some of these contracts may have been signed before the introduction of the CCD. 
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Table 41: Consumers who are aware of lenders’ obligation to provide information on early 
repayment 

Country Yes No Number of responses 

Austria 77.8% 22.2% 501 

Belgium 86.6% 13.4% 508 

Bulgaria 70.3% 29.7% 505 

Cyprus  57.7% 42.3% 496 

Czech Republic 88.4% 11.6% 508 

Denmark 59.5% 40.5% 501 

Estonia 77.4% 22.6% 513 

Germany 79.0% 21.0% 500 

Greece  58.3% 41.7% 501 

Finland 81.2% 18.8% 501 

France 85.3% 14.7% 504 

Hungary 86.5% 13.5% 504 

Ireland 57.5% 42.5% 503 

Iceland 57.9% 42.2% 503 

Italy 82.6% 17.4% 505 

Latvia 93.3% 6.7% 509 

Lithuania 66.7% 33.3% 508 

Luxembourg 76.4% 23.6% 504 

Malta 93.4% 6.6% 502 

Netherlands 92.6% 7.4% 502 

Norway 33.2% 66.8% 503 

Poland 89.8% 10.2% 502 

Portugal 63.0% 37.1% 502 

Romania 79.5% 20.6% 511 

Slovakia 94.2% 5.8% 502 

Slovenia 46.1% 53.9% 503 

Spain 64.3% 35.7% 513 

Sweden 61.5% 38.5% 504 

United Kingdom 67.2% 32.8% 503 
Source: Consumer Survey Section 2, Question 16 

 

Table 42: Consumers who are aware of lenders’ obligation to provide information on 
withdrawal within the first 14 days of the contract 

Country Yes No Number 

Austria 75.7% 24.4% 501 

Belgium 88.2% 11.8% 508 

Bulgaria 52.5% 47.5% 505 

Cyprus  47.6% 52.4% 496 

Czech Republic 90.0% 10.0% 508 

Denmark 67.7% 32.3% 501 

Estonia 65.9% 34.1% 513 

Germany 84.8% 15.2% 500 

Greece  45.9% 54.1% 501 

Finland 79.2% 20.8% 501 
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Table 42: Consumers who are aware of lenders’ obligation to provide information on 
withdrawal within the first 14 days of the contract 

Country Yes No Number 

France 90.7% 9.3% 504 

Hungary 82.9% 17.1% 504 

Ireland 69.2% 30.8% 503 

Iceland 26.2% 73.8% 503 

Italy 86.3% 13.7% 505 

Latvia 89.0% 11.0% 509 

Lithuania 46.3% 53.7% 508 

Luxembourg 75.4% 24.6% 504 

Malta 89.4% 10.6% 502 

Netherlands 94.2% 5.8% 502 

Norway 48.3% 51.7% 503 

Poland 90.2% 9.8% 502 

Portugal 62.8% 37.3% 502 

Romania 69.7% 30.3% 511 

Slovakia 91.0% 9.0% 502 

Slovenia 49.1% 50.9% 503 

Spain 50.3% 49.7% 513 

Sweden 61.3% 38.7% 504 

United Kingdom 80.1% 19.9% 503 
Source: Consumer survey: Section 2, Question 16 
 

Table 43 below shows the estimated OLS coefficients with stars indicating the level of significance 
of the estimates (three, two and one star(s) corresponding respectively to a 1, 5 and 10% level of 
significance). These estimates demonstrate how the awareness of rights of early repayment and 
withdrawal vary according to socio-demographic characteristics. As expected, those respondents 
who, according to our financial literacy question, are more financially literate are also more likely 
to know of either right (significant at the 1% level and robust to inclusion of country and loan type 
controls).  

Respondents who don’t have access to the internet are substantially more likely to know of their 
rights to repay early and their right of withdrawal within 14 days of signing the contract. Not only 
are these estimates highly significant (at the 1% level), they are also large in magnitude: 
respondents who have access to internet are 10% less likely to know their right of withdrawing 
from a contract in the first 14 days. There is no straightforward explanation for this result. It may 
be because the people who do not have access to the internet may be more likely to seek 
information in their contract and therefore have a better knowledge of it. 

Given that this result was contrary to what we expected, we ran the same analysis at the individual 
country level, in order to find out if it was driven by one particular outlier. However, in 11 of the 29 
countries it remained significant at least the 10% level, in two countries at the 5% level and in one 
country (Slovenia) significant at the 1% level.  

Respondents in full-time employment were also more likely to know of their right of early 
repayment (significant at the 5% level), yet not of their right of withdrawal.  



15 │ Consumer financial literacy 
 

 
 

 

 

158   
 

 

  

Table 43: Knowledge of right of early repayment and right of withdrawal, by socio-demographic 
characteristics 

 Right of early 
repayment 

Right of early 
repayment 

Right of 
withdrawal 

Right of 
withdrawal 

Financial literacy 0.028*** 0.019** 0.048*** 0.025*** 

 (0.009) (0.008) (0.009) (0.008) 

Female  0.011 0.013 -0.012 0.010 

 (0.009) (0.008) (0.009) (0.008) 

Age -0.001*** -0.000 -0.000 -0.000 

 (0.000) (0.000) (0.000) (0.000) 

Has internet access -0.046*** -0.052*** -0.101*** -0.078*** 

 (0.015) (0.015) (0.016) (0.015) 

In full-time 
employment 

0.026** 0.027** 0.017 0.023** 

 (0.011) (0.011) (0.011) (0.011) 

Income -0.005 0.009* -0.017*** 0.010** 

 (0.004) (0.004) (0.004) (0.005) 

Has a mortgage -0.021** 0.017* -0.015 -0.003 

 (0.009) (0.009) (0.010) (0.009) 

Country and loan 
type controls 

N Y N Y 

N 10,426 10,426 10,426 10,426 
Note: Robust standard errors in parentheses. *** p<0.01, ** p<0.05, * p<0.1 
Source: Consumer Survey: Section 2, Question 16 
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16 Making use of rights of early repayment and withdrawal 

16.1 Withdrawal within the first 14 days  

Article 14 of the CCD stipulates that consumers shall have a period of 14 calendar days in which 
they can withdraw from the credit agreement without giving any reason. This is an important 
element towards consumer empowerment and protection as it allows consumers to reflect on 
their decision. Particularly in the light of aggressive marketing and sales tactics, this period of 
reflection offers an important protection to consumers.  

Further, it helps to improve market competition as consumers can still opt for a more competitive 
offer during the first 14 days of signing a credit contract. 

A small number of borrowers in the consumer survey – less than one-in-one-hundred – attempted 
to withdraw within the 14-day grace period after signing. Among these borrowers, two in five 
(42%) were unsuccessful. 

Table 44: Attempt and success to withdraw from loan contract within 14-day grace period of 
signing 

 Attempt to withdraw  Success  

Yes No Yes No 

Frequency 154 14,301 89 65 

Percentage 1.1% 98.9% 57.8% 42.2% 
Source: Consumer survey: Section 1, Questions 8 and 9 

Table 45 breaks down attempts and successes in withdrawing by loan type. Very few borrowers 
attempt to withdraw within the 14-day grace period of signing. Among those that do, however, 
borrowers within an authorised overdraft or home collected credit product are most successful.  
Once again, it is important to keep in mind that some respondents may have signed their contracts 
prior to the introduction of the CCD. 

Table 45: Attempt and success to withdraw from loan contract within 14-day grace period of 
signing, % by loan type 

  Attempt to withdraw Success  

N Yes No Yes No 

Authorised overdraft 2,557 0.8 99.2 71.4 28.6 

Personal loans 2,645 0.9 99.1 43.5 56.5 

Revolving credit 453 2.7 97.4 66.7 33.3 

Credit cards 5,088 1.0 99.0 64.2 35.9 

Store cards 1,002 1.6 98.4 62.5 37.5 

Car loans 1,745 0.7 99.3 16.7 83.3 

Student loans 498 0.6 99.4 33.3 66.7 

Home collected credit 197 3.1 97.0 66.7 33.3 

Payday loan 270 3.0 97.0 62.5 37.5 
Source: Consumer Survey: Section 1, Questions 8 and 9 
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The findings in the consumer survey are reflected also in the survey of lenders. The percentage of 
clients that withdrew within the stipulated 14-day period from their agreements was virtually the 
same across all respondents, at ‘0-less than 2.5%’ (one answered 2.5 to less than 5%, two did not 
provide information, and one answered not available). 

16.2 Early repayment 

Article 16 of the CCD states that the consumer is entitled to “discharge fully or partially his 
obligations under a credit agreement”. The benefit of this right is once again two-fold: first, it 
offers increased consumer empowerment and protection, allowing consumers greater freedom in 
managing their finances. Second, it is an important component of a competitive credit market, 
allowing consumers to switch contracts if a better credit offer is available elsewhere. Without a 
right of early repayment, consumers can be trapped in expensive long-term contracts and are not 
able to take up more competitive offers.  

The majority of consumer associations who responded to our survey noted that consumers rarely 
made use of their rights to withdrawal, early repayment and were also averse to switching credit 
providers. 

The majority of the lenders (78%) believe that the provision of the CCD outlining fair and objective 
compensation for costs directly linked to early repayment of credit does not affect the pattern and 
volume of early repayment of consumer credits. In general, early repayments have not decreased 
as a result of the CCD’s adoption and transposition. Five respondents (10%) noted that the volume 
of early repayments was reduced since the CCD’s introduction into national legislation. 

When asked what percentage of customers repay early and for which type of consumer credit, the 
vast majority of responses replied ‘0-less than 2.5%’. The notable exception to that is the personal 
loan where 12 responding lenders (46%) indicate that over 10% of consumers repay early and 4 
lenders (15%) state that ‘5% to 7.5%’ of all consumers repay early. For unsecured credit linked to 
the acquisition of a new good, three lenders also note an early repayment rate greater than 10%.  

The picture emerging from the consumer survey, on the contrary, shows a large fraction of 
respondents who have attempted (and succeeded) to repay early (see Table 47). Over one-in-five 
(22%) borrowers attempt to repay their loans before the end of term. This is especially the case in 
some countries, where over two-in-five attempt to repay early.81 The majority of borrowers are 
successful in their attempts to early-repay (87%).82  

The difference in the responses of the two stakeholder groups is perplexing and no objective 
reason could be identified which would explain this pattern.  

                                                           

81 Malta (44.56%) and Norway (42.94%).  
82 There is some variation across countries in borrowers' success in repaying early. However, results should be interpreted with caution. 

For instance, borrowers may be unsuccessful in repaying early but this may be upon discovering early repayment charges 
associated with doing so. This caveat notwithstanding, success in repaying early was lower in Greece (48.98% of borrowers were 
successful), Hungary (44.12%) and Romania (40.63%). 
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Table 46: Attempt and success to repay loan before the end of the term 

 Attempt to early-repay  Success  

Yes No Yes No 

Frequency 3,219 11,236 2,786 433 

Percentage 22.3% 77.7% 86.6% 13.4% 
Source: Consumer Survey: Section 1, Questions 8 and 9 

The table below breaks down attempts and successes in early-repaying by loan type. Focusing on 
student loans, fewer borrowers with student loans attempt to early-repay (approximately one-in-
eight or 13%) than borrowers with other loan types (approximately one-in-four or 25%). 
Regardless of the loan type, borrowers are approximately as successful as one another. 83 

Table 47: Attempt and success to repay loan before end of the term, % by loan type 

  Attempt to early repay Success  

N Yes No Yes No 

Authorised overdraft 2,557 19.2 80.8 85.5 14.5 

Personal loans 2,645 18.7 81.3 80.4 19.6 

Revolving credit 453 31.4 68.7 85.2 14.8 

Credit cards 5,088 26.1 73.9 90.9 9.1 

Store cards 1,002 22.9 77.2 88.2 11.8 

Car loans 1,745 17.8 82.2 80.7 19.3 

Student loans 498 12.9 87.2 79.7 20.3 

Home collected credit 197 31.0 69.0 85.3 14.8 

Payday loan 270 36.3 63.7 85.7 14.3 
Source: Consumer Survey: Section 1, Questions 8 and 9 

Breaking these findings down by socio-economic and socio-demographic characteristics, Table 48 
below reports OLS regression results on whether or not the respondent attempted to repay early. 
The dependent variable is either equal to zero, if the respondent did not attempt to repay early, or 
equal to one, if they did. They show the link between the attempt to repay early and different 
factors (financial literacy, gender, age, internet access etc.). This allows us to test if any socio-
economic characteristics differ systematically between those who try to repay early and those who 
don’t. The stars show the significance level. Three, two and one star(s) respectively stand for one, 
five and ten percent of significance level. 

The regression results reveal that those respondents who correctly answered our financial literacy 
question are roughly 3% more likely to have attempted to repay early (significant at the 1% level). 
This finding could be due to the fact that consumers who are more financially literate are more 
interested in repaying early. However, it is also plausible that respondents who needed to repay 
early learned more about APRs in the process. 

                                                           

83 All differences in attempts and successes to early-repay, by loan type and by country are statistically significant at less than the 1% 

level. 
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Age also appears to be strongly correlated with early repayment. The coefficient of -0.002 in the 
regression table corresponds to a 7% decrease in likelihood of attempting to repay early for a one 
standard deviation increase in age. This finding is also significant at the 1% level. 

Finally, those respondents in full-time employment appear less likely to try to repay early, 
although this finding remains significant only at the 10% significance level only once country and 
loan type controls have been included.  
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Table 48: Respondents who attempted to repay early, by socio-economic characteristics. 

 Attempted to repay 
early 

Attempted to repay 
early 

Attempted to repay 
early 

Financial literacy 0.037*** 0.030*** 0.018** 

 (0.007) (0.009) (0.008) 

Female  0.012* 0.011 0.003 

 (0.007) (0.008) (0.008) 

Age -0.001*** -0.002*** -0.002*** 

 (0.000) (0.000) (0.000) 

Has internet access  -0.001 0.024* 

  (0.014) (0.014) 

In full-time employment  -0.031*** -0.022** 

  (0.010) (0.011) 

Income  0.003 0.004 

  (0.004) (0.005) 

Has a mortgage  0.052*** 0.009 

  (0.009) (0.010) 

Country and loan type 
controls 

N N Y 

N 14,402 10,303 10,303 
Note: Robust standard errors in parentheses. *** p<0.01, ** p<0.05, * p<0.1 
Source: Consumer Survey: Section 1, Questions 8 

16.2.1 Conclusions 

There is mixed evidence on how frequently consumers repay their credit agreement early. While 
both lenders and consumer associations report this to be rather infrequent, the consumer survey 
has shown that close to one quarter of all respondents have attempted to repay early, of which 
86% were successful. However, these aggregate numbers disguise a large variance between 
Member States and types of consumer credit. There is also strong evidence from the consumer 
survey that respondents who are more financially literate and younger are more likely to repay 
early.  

Evidence of consumers attempting to withdraw from the credit agreement within 14 days of 
signing the contract is scarce, both in the consumer survey and in the survey of lenders. Only 1% of 
all respondents in the consumer survey attempted to withdraw within 14 days of signing the 
contract. Of these, less than two in three were successful in doing so. 

16.3 Frequency of switching credit provider 

As outlined in greater detail in Section 5.4.4, consumer switching is an important factor driving 
market competition. The prospect of winning customers from competitors is one of the main 
drivers of competitive forces in the consumer credit market.  

While the consumer survey did not include a direct question asking consumers if they have or have 
not switched their credit provider, we can infer the upper limit of how many consumers switched 
by looking at the number of early repayments made. Since switching the provider necessarily 
entails repaying the loan early, we know that the number of respondents who switched in our 
sample cannot exceed 19.27% as this is the number of respondents who attempted to repay early 
and succeeded at it. Further detail on this can be found in Table 46 and Table 47 above. 
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However, it should obviously be noted that this represents an upper bound and the actual 
switching rate is likely much lower, especially when seen in comparison with other available and 
direct evidence on switching (for example, see Section 4.5 which draws from a special 
Eurobarometer on switching retail financial services).  

There is some evidence of the impact of information disclosure on switching.84 Borrowers that are 
aware of the presence of an early repayment clause within their actual loan contract are more 
likely to be successful in repaying early. Close to nine-out-of-ten borrowers who stated that they 
were aware of an early repayment clause within their loan contract (89% of 2,419 borrowers) were 
successful in repaying early compared to eight-out-of-ten borrowers who were not aware of this 
clause in their loan contract (80% of 800 borrowers). 

Table 49: Success rate of attempts to repay the loan before the end of the term by awareness of 
early repayment clause within loan contract 

 Successful (%) Not successful (%) Number 

Unaware of early 
repayment clause within 
loan contract 

80.3% 19.8% 800 

Aware of early 
repayment clause within 
loan contract 

88.6% 11.4% 2,419 

Source: Consumer survey: Section 2, Question 16 

Respondents were asked a series of questions on what pre-contractual information lenders are 
required to provide to potential borrowers prior to signing a contract. We used the responses to 
these questions to construct an index of how knowledgeable respondents were about their pre-
contractual information rights. 

Borrowers that have greater knowledge of pre-contractual information rights85 are also more 
successful than the least-knowledgeable borrowers86 when they attempt to repay their loan 
before the end of the term.87 However, given the limited number of the least-knowledgeable 
borrowers attempting to early-repay88, the difference in success rates between the two groups of 
borrowers may not be of material interest. In fact, focusing squarely on knowledge of early 
repayment rights (as opposed to all pre-contractual information rights), the difference between 
success rates is close to nil. The difference between this result89 and the previous result90 suggests 

                                                           

84 The evidence is drawn from questions in the Consumer Survey relating to early repayment (which may or may not also involve 
switching provider). 

85 Borrowers that answered 5 out of 5 questions on pre-contractual information correctly (Source: Consumer Survey Section 2, Question 
16 – see footnote 28 for details). 

86 Borrowers that answered no question on pre-contractual information correctly. 
87 88.28% of the most knowledgeable borrowers that attempted to early-repay were successful while this figure was 78.40% for the 

least knowledgeable borrowers.  
88 The relatively small number of least-knowledgeable borrowers attempting to early repay may or may not itself be due to a lack of 

knowledge of early repayment rights. 
89 Indicating information disclosure has little impact on switching – based on knowledge of pre-contractual information rights. 
90 Indicating information disclosure may have an impact on switching – based on knowledge of actual contract terms. 
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that having concrete knowledge is more valuable than abstract knowledge when requesting a 
change in your credit agreement. 

Table 50: Success rate of attempts to repay the loan before the end of the term, by CCD 
knowledge 

CCD Knowledge Successful (%) Not successful (%) Number 

Least knowledgeable 78.4% 21.6% 125 

Most knowledgeable 88.3% 11.7% 1,757 
Note: Least knowledgeable are the borrowers that answered no questions on pre-contractual information correctly and the most 
knowledgeable answered all five correctly. 
Source: Consumer survey: Section 2, Question 17 
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17 Consumer understanding  

17.1 Evidence of consumer understanding from the mystery shopping 
exercise 

Below we examine to what extent the mystery shoppers faced difficulties in understanding the 
information they were provided by creditors. However, it is important to bear in mind that the 
mystery shoppers were briefed about this exercise and as a result their understanding should not 
be interpreted as representative of the understanding of a typical consumer.  

Accordingly, Figure 67 below suggests that explanations are clear to well-informed mystery 
shoppers as very few mystery shoppers reported difficulty understanding the information 
provided (6.6% overall). Car loans were easiest to understand (only 3.5% of respondents faced 
problems) while credit cards caused the most incomprehension (8.7%). 

Figure 67: Mystery shoppers experiencing difficulty understanding, by loan type 

 

Source: London Economics mystery shopper survey 

Amongst different types of creditors, specialist lenders are the ones that consumers find the most 
challenging to understand, both in terms of content and manners of disclosure (Figure 68). In fact, 
21% of mystery shoppers report difficulties arising from how the information is disclosed 
(compared to 6-7% for retailers and banks) and 12% report incomprehension of elements of 
information (compared to 5-6% for other creditors). 
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Figure 68: Mystery shoppers’ understanding by type of lender 

 

Source: London Economics mystery shopper survey 

Looking at the variation across countries, some interesting trends emerge. The elements of 
information were most difficult to understand for shoppers in Denmark (19%) and Bulgaria (16%), 
while shoppers in Luxembourg had no problems at all in understanding the elements of 
information. 
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Figure 69: Mystery shoppers’ understanding by country 

 

Source: London Economics mystery shopper survey 

When asked to provide details on the types of difficulties encountered we find that 19 out of 74 
mystery shoppers had difficulties understanding how the APR is calculated and how certain 
charges enter this calculation (Figure 69). This is not a surprising finding given that APR 
calculations are not trivial and since most consumers have not received any targeted education 
with regards to how APRs are calculated.  

Another common source of incomprehension is the tendency of bank representatives to use 
technical jargon (6%). Finally, 18 out of the 74 mystery shoppers that struggle to understand 
consumer credit providers find that the answers the representatives give to their questions are 
unclear. 
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Figure 70:  Elements of information that are difficult to understand for mystery shoppers - by 
loan type 

 

Source: London Economics mystery shopper survey 

17.2 Manners of disclosure understood with difficulty by mystery shoppers 

The CCD does not simply stipulate that a certain quantity of information has to be disclosed, it also 
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When asked to provide details, most mystery shoppers did not respond. The following numbers 
therefore should not be seen as representative as they are based on a very small sample. Bearing 
this caveat in mind, mystery shoppers were mostly concerned with the lack of personalised 
information on terms and conditions. This is particularly true in the case of car loans (5 out of 74). 
Another common source of incomprehension is that the representatives of creditors failed to 
provide the mystery shoppers with any written documents; their verbal explanations were either 
unclear or overwhelming. Finally, we find once again that written documents are not understood if 
they contain too much legal or financial technical vocabulary. 

Figure 71: Manners of disclosure that are difficult to understand by mystery shoppers – by loan 
type 

 

Source: London Economics mystery shopper survey 
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format makes comparison easier between offers and helps the consumers to identify which offer 
corresponds best to their needs.  

This increased transparency in the market can ultimately result in improved competition among 
creditors and thus lead to a reduction in the cost of credit. Easy access to high quality and easily 
understandable information is therefore of great importance for a well-functioning credit market. 

This section will address whether or not this information is communicated to borrowers and their 
level of satisfaction with the level of information provision using the results of the consumer 
survey. When investigating options for a credit product, respondents to the survey use 
information from a branch of a lending institution more than any other source (see figure below).91  

The next most popular sources for information were bank websites92 93, followed by 
recommendations94. These results provide some context for consumers' assessment of the 
availability and quality of information but should be read with caution insofar as some contracts 
may have been signed before the transposition of the CCD. Respondents to the survey signed their 
credit agreement any time in the last five years and in some Member States the CCD has been 
transposed only very recently. Further, we observe substantial variation at country level which 
means aggregate results potentially hide large country-level differences. The complete country-
level tables can be found in Annex 6.  

                                                           

91 Among borrowers that recall having used information sources to investigate options for a credit product, 70.85% used information 
from a branch of a lending institution. 

92 ’Bank websites’ is distinct from 'The internet (e.g. forums)', 'Online lending institutions' and/or 'Government websites'. The analysis 
demonstrates that these latter categories are even less important sources of information to the consumer with 18%, 10% and 7% 
of borrowers using these sources of information. 

93 Among borrowers that recall having used information sources to investigate options for a credit product, 27.6% used bank websites. 
94 Source: Consumer Survey: Section 2, Question 10: Did you use any of the following sources when investigating options for a credit 

product? Section 2, Question 10 response options: 'Bank websites', 'Online lending institutions', 'Information provided by phone', 
Government websites', 'Newspapers', 'Leaflets', Television advertisements', 'Radio advertisements', 'Recommendations from 
friends or family', 'Internet (e.g., forum)', 'Consumer organisation or NGO', 'Information from a branch of lending institution'. 
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Figure 72:  Sources of information used by consumers when investigating options for a credit 
product 

 

Note: Some respondents used more than one source of information when investigating options for a credit product, hence the total in 
the chart does not add up to 100%. 
Source: Consumer survey  

17.3.1 Ease of obtaining the information related to the characteristics of the credit  

This section relates to the ease with which consumers are able to obtain information relating to 
the characteristics of the credit.  
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Figure 73: Respondents agreeing strongly with the statement "I could easily find information on 
a loan" 

 

Note: Note: Table does not include responses of 'Don't know' and 'No Answer'. 'Strongly agree' is a score greater than or equal to 8 and 
'Not strongly agree' is a score less than 8. 
Source: Consumer survey 
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17.3.2 Consumer survey respondents’ assessment of the clarity, completeness and 
intelligibility of the information provided 

Respondents to the consumer survey that had obtained or had tried to obtain loans or credits in 
the last five years provided their impressions of specific aspects of their experiences when 
investigating loan options.95  

Less than 40% of respondents did not strongly agree96 with the following statements on the 
availability and clarity of information: (i) "I could easily find information on a loan"; (ii) "the 
information was clear"; (iii) "if I asked for explanations, they were provided"; and (iv) 
"explanations were clear".  

However, more survey participants disagreed with statements relating to choice and 
comparability, namely: (i) "there was sufficient choice of offers" (45%); and, (ii) "I could compare 
offers easily" (50%). 

Table 51: Percentage of consumer survey respondents who strongly agree/do not strongly agree 
with statements on experiences when investigating loan options (%) 

 Do not strongly agree Strongly agree 

I could easily find information on 
a loan 

32 68 

The information was clear 37 63 

I could compare offers easily 50 50 

If I asked for explanations, they 
were provided 

26 74 

Explanations were clear 29 71 

There was a sufficient choice of 
offers 

45 55 

Note: Table does not include responses of 'Don't know' and 'No Answer'. 'Strongly agree’ is a score greater than or equal to 8 and 'Do 
not strongly agree' is a score of less than 8. 
Source: Consumer survey: Section 2, Question 11 

These results also highlighted differences at country level in borrowers' (and potential borrowers') 
experiences when investigating loan options, with experiences in some countries being less 
favourable. Among other findings, approximately half of borrowers and potential borrowers in 
Italy (50%) agreed that they could easily find information on loans, less than half of the same 
group in Poland (48%) agreed that the information (on loans) was clear and just under one-third of 
borrowers and potential borrowers in Sweden (33%) agreed that they could compare offers easily. 

                                                           

95 Source: Consumer Survey: Section 2, Question 11: On a scale from 1 to 10, where ≤3 means you strongly disagree and ≥8 means you 
strongly agree, please indicate the extent to which each statement describes your experience when investigating loan options. 
Section 2, Question 11 statements: 'I could easily find information on a loan', 'The information was clear', 'I could compare offers 
easily', 'If I asked for explanations, they were provided', 'Explanations were clear', 'There was sufficient choice of offers'. 

96 Rated agreement with statements less than 4/10. 
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17.4 Consumer awareness of the elements of their credit agreement 

Below we examine how much the respondents of the consumer survey know about their own 
credit agreement. Without awareness of what rights and obligations are included in their 
contracts, borrowers cannot make use of these rights. Similarly, borrowers who are unaware 
whether or not their contract includes the APR may find it more difficult to compare their current 
credit to the offers of competitors. Knowledge and awareness of one’s own credit agreement 
therefore is an important first step towards borrower empowerment.  However, it is important to 
bear in mind that some of the respondents to the consumer survey may have signed their credit 
agreement before the transposition of the CCD in their country.  

Close to one-in-four (26%) respondents to the consumer survey on average are unaware whether 
their contract assigns a penalty charge for early repayment. In some countries, borrowers are 
particularly unaware of penalty charges for early repayment in their contract (for example, Austria 
(39%), Norway (37%) and Iceland (36%)).97 However, once again, it is possible that some of these 
contracts were signed before the transposition of the CCD. 

                                                           

97 Source: Consumer Survey: Section 2, Question 18. 
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Figure 74: Consumer survey respondents' awareness of penalty charge for early repayment in the 
contract 

 

Source: Consumer survey, Section 2, Question 18 
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Close to one-in-six (16%) borrowers do not know whether the interest rate on the loan they have 
taken is fixed or variable. This figure is more like one-in-four in Austria (27%), the Netherlands 
(28%), Norway (25%), Spain (25 %) and Portugal (25%). It is even higher in Iceland (39%).98 

Table 52: Awareness of interest rate type in consumer survey, by country 

Country Fixed Variable Don’t know Number 

Austria 48.4% 24.2% 27.4% 500 

Belgium 75.4% 13.0% 11.6% 500 

Bulgaria 68.9% 23.4% 7.8% 501 

Cyprus 64.7% 21.6% 13.8% 487 

Czech 68.5% 10.8% 20.8% 501 

Denmark 56.6% 33.9% 9.4% 498 

Estonia 71.9% 13.4% 14.8% 508 

Germany 64.4% 17.1% 18.5% 491 

Greece 55.7% 29.5% 14.8% 488 

Finland 51.1% 30.2% 18.7% 497 

France 86.4% 5.0% 8.6% 499 

Hungary 59.2% 30.2% 10.6% 500 

Ireland 57.8% 29.0% 13.2% 500 

Iceland 36.1% 25.4% 38.5% 501 

Italy 75.9% 12.4% 11.8% 501 

Latvia 73.4% 12.4% 14.2% 507 

Lithuania 74.9% 17.3% 7.8% 498 

Luxembourg 75.4% 13.9% 10.7% 496 

Malta 70.8% 22.8% 6.5% 496 

Netherlands 41.5% 30.7% 27.8% 496 

Norway 32.0% 42.5% 25.5% 503 

Poland 65.5% 25.4% 9.1% 496 

Portugal 54.3% 21.1% 24.6% 492 

Romania 74.6% 19.1% 6.4% 488 

Slovakia 71.7% 11.4% 16.9% 502 

Slovenia 61.7% 21.9% 16.5% 498 

Spain 64.3% 10.4% 25.3% 510 

Sweden 44.7% 32.7% 22.6% 501 

UK 56.2% 28.0% 15.8% 500 

Average 62.1% 21.7% 16.2% - 
Source: Consumer survey: Section 2, Question 19 

Fewer than two-in-five borrowers (36%) are unaware of whether their APR is specified on their 
loan contract. This figure is lower in some countries – the UK (24%), Hungary (20%) and Italy 
(24%).99 

 

                                                           

98 Source: Consumer Survey: Section 2, Question 19. 
99 Source: Consumer Survey: Section 2, Question 21. 
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Table 53: Answer to the question “Is the APR specified in your loan contract?", by country 

Country Yes No Don’t know Number 

Austria 40.2% 15.6% 44.2% 500 

Belgium 56.2% 12.8% 31.0% 500 

Bulgaria 56.9% 13.2% 29.9% 501 

Cyprus  34.9% 19.5% 45.6% 487 

Czech 54.5% 15.4% 30.1% 501 

Denmark 57.6% 15.5% 26.9% 498 

Estonia 29.9% 18.3% 51.8% 508 

Germany 59.7% 13.2% 27.1% 491 

Greece  24.8% 26.8% 48.4% 488 

Finland 63.4% 9.3% 27.4% 497 

France 61.7% 8.6% 29.7% 499 

Hungary 71.4% 8.6% 20.0% 500 

Ireland 57.0% 9.8% 33.2% 500 

Iceland 19.4% 28.9% 51.7% 501 

Italy 64.1% 12.0% 24.0% 501 

Latvia 45.0% 16.0% 39.1% 507 

Lithuania 60.2% 13.7% 26.1% 498 

Luxembourg 59.9% 11.5% 28.6% 496 

Malta 34.3% 21.2% 44.6% 496 

Netherlands 28.4% 22.0% 49.6% 496 

Norway 36.8% 28.6% 34.6% 503 

Poland 36.3% 11.7% 52.0% 496 

Portugal 48.6% 7.7% 43.7% 492 

Romania 48.4% 22.8% 28.9% 488 

Slovakia 49.0% 8.4% 42.6% 502 

Slovenia 48.2% 11.7% 40.2% 498 

Spain 50.8% 8.8% 40.4% 510 

Sweden 48.7% 13.8% 37.5% 501 

UK 71.4% 4.6% 24.0% 500 

Total 48.9% 14.8% 36.3% - 
Source: Consumer survey: Section 2, Question 21 

It is important to note that this question only asks respondents if they know whether or not the 
value of the APR is included in their contract, it does not ask respondents to recall the value of the 
APR.   

Through the OLS regressions presented in Table 54Error! Reference source not found., we 
analysed if the awareness of these various pieces of information varies significantly by socio-
demographic characteristics. The sign of the coefficient gives the sign of the correlation between 
the observed characteristic and the explained variable. The stars give the level of significance. 
Three, two and one star(s) respectively show a 1, 5 and 10% level of significance. 

Unsurprisingly, respondents who are more financially literate are also more likely to be aware of 
whether or not their contract contained information on the APR, type of interest rate and whether 
or not there was a penalty for early repayment. Women were less likely to know, or at least more 
likely to admit that they do not know, any of the contractual information. Higher income is also 
correlated with a higher likelihood of knowing this information, or saying they know, whether or 
not the APR and the borrowing rate were included and what type of interest rate it is. 
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Age is negatively correlated with awareness of the APR, however the effect is extremely small. 
Interestingly, respondents who have internet access are less likely to know the APR in their 
contract (6% less likely) and less likely to know the type of rate in their contract (4% less likely). 
Both these results are significant at the 1% level, indicating that these results are unlikely to be 
due to a coincidence.   

Table 54: Knowledge of the credit contract in the consumer survey, by socio-demographic 
characteristics 

 Awareness of APR Knowledge of 
borrowing rate 

Knowledge of type 
of rate 

Awareness of 
penalty for early 

repayment 

Financial literacy 0.063*** -0.012 0.039*** 0.047*** 

 (0.010) (0.011) (0.007) (0.009) 

Female  -0.049*** 0.084*** -0.027*** -0.049*** 

 (0.010) (0.011) (0.007) (0.009) 

Age -0.001*** -0.000 -0.001* -0.001*** 

 (0.000) (0.000) (0.000) (0.000) 

Has internet access -0.058*** 0.027 -0.038*** -0.026 

 (0.017) (0.021) (0.013) (0.016) 

In full-time 
employment 

0.049*** -0.059*** 0.027*** 0.016 

 (0.013) (0.016) (0.009) (0.012) 

Income 0.017*** -0.001 0.006 0.018*** 

 (0.005) (0.006) (0.004) (0.005) 

Has a mortgage 0.007 -0.036*** 0.011 0.018* 

 (0.011) (0.013) (0.008) (0.010) 

Country and loan 
type controls 

Y Y Y Y 

     

N 10,303 4,666 10,303 10,303 
Note: Robust standard errors in parentheses. *** p<0.01, ** p<0.05, * p<0.1 
Source: Consumer survey: Section 12, Question 21 
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17.5 Conclusion 

The previous sections showed that consumers’ knowledge and understanding of financial 
information at the present time is insufficient to allow consumers to navigate the credit market 
effectively. Without improving consumers’ understanding of basic financial information and 
improving the knowledge of their rights, bestowing consumers with further rights will not help to 
empower them.  

In particular, the objective assessment of consumers’ understanding of financial information, 
based on a very simple question asking consumers to pick the cheaper of two offers, 
demonstrated that consumers’ understanding is extremely low. Consumers’ knowledge of their 
rights to repay early and to withdraw are 71 and 73 percent respectively and consumers’ 
knowledge of whether or not these rights are included in their own credit contract are even lower 
(65% and 46% respectively). 

Only about 1% of all consumers in the consumer survey attempted to withdraw from their 
contract within the first 14 days after signing the contract. Of this 1%, less than half were 
successful in doing so. At 22%, substantially more consumers in the sample tried to repay their 
loan early, of which nearly nine out of ten succeeded.  
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Part V: Consumer satisfaction 
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18 Problems, complaints and consumer satisfaction 

This section addresses levels of consumer satisfaction in the consumer credit market and to what 
extent consumer satisfaction has been affected by the CCD.   

First, the consumer and lender surveys examine the levels of consumer satisfaction and how these 
have changed over time and due to the transposition of the CCD. Next, the nature, frequency and 
number of complaints about various aspects of the credit market will be addressed, followed by 
the resolution process and consumers’ satisfaction with the solutions they receive. Finally, 
consumer satisfaction with regards to the availability and quality of information provided by 
lenders will be assessed. 

18.1 The nature and frequency of problems consumers encounter  

The consumer survey is used to study how many consumers experienced problems in the 
consumer credit market. Slightly less than one-in-ten (9%) borrowers experienced problems or 
issues with credit or a creditor in the last five years. There was substantial variation across 
countries, with very few individuals in some countries experiencing problems (3% in Sweden) and 
very many individuals experiencing problems in other countries (20% in Iceland). These results are 
summarised below.  

Table 55: Problems or issues with credit/creditors 

  Frequency Percentage 

Yes 1,314 of 14,455 9 

No 13,002 of 14,455 90 

Don’t know / no response 139 of 14,455 1 
Source: Consumer survey, Section 3, Question 22 
 

Table 56: Problems or issues with credit/creditors, by country (in %) 

Country Yes No 
Don’t know / no 

response 
Observations 

Austria 3.0% 92.6% 4.4% 500 

Belgium 4.8% 95.2% 0.0% 500 

Bulgaria 14.4% 84.4% 1.2% 501 

Cyprus  7.2% 91.4% 1.4% 487 

Czech Republic 16.0% 83.2% 0.8% 501 

Denmark 6.6% 93.4% 0.0% 498 

Estonia 9.1% 90.2% 0.8% 508 

Germany 4.3% 95.5% 0.2% 491 

Greece  19.7% 79.3% 1.0% 488 

Finland 6.8% 92.6% 0.6% 497 

France 12.4% 86.8% 0.8% 499 

Hungary 21.0% 78.8% 0.2% 500 

Ireland 10.6% 88.4% 1.0% 500 

Iceland 20.4% 78.0% 1.6% 501 

Italy 9.2% 90.0% 0.8% 501 

Latvia 10.9% 88.4% 0.8% 507 
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Table 56: Problems or issues with credit/creditors, by country (in %) 

Country Yes No 
Don’t know / no 

response 
Observations 

Lithuania 9.4% 90.0% 0.6% 498 

Luxembourg 2.8% 96.2% 1.0% 496 

Malta 5.2% 94.6% 0.2% 496 

Netherlands 5.2% 93.8% 1.0% 496 

Norway 3.4% 96.2% 0.4% 503 

Poland 10.9% 88.9% 0.2% 496 

Portugal 7.7% 90.5% 1.8% 492 

Romania 6.6% 92.4% 1.0% 488 

Slovakia 10.0% 88.1% 2.0% 502 

Slovenia 5.2% 92.0% 2.8% 498 

Spain 7.3% 92.8% 0.0% 510 

Sweden 2.8% 96.6% 0.6% 501 

United Kingdom 10.8% 88.6% 0.6% 500 

Average 9.1% 90.0% 1.0% - 
Source: Consumer survey, Section 3, Question 22 

Among those that experienced problems, slightly less than half had more than one problem (48%), 
with approximately one-in-three (32%) having “a few” problems and one-in-six (16%) having 
“many” problems. The problems experienced by were viewed to be major by more than one-in-
two (56%) of those with problems.  

Table 57: Number of problems or issues with credit/creditors encountered (among those that 
reported having had problems) 

  Frequency Percentage Cumulative 

Many problems 212 16 16 

A few problems 425 32 48 

One problem 677 52 100 
Source: Consumer survey, Section 3, Question 23 

Through the statistical results presented in Table 58, we further analysed if there are socio-
demographic differences among those respondents who had problems relative to those who did 
not. A negative coefficient indicates that the observation of the characteristic (for example: being 
older) decreases the likelihood of having problems. The stars give the level of significance. Three, 
two and one star(s) respectively show a 1, 5 and 10% level of significance. 

In fact, older respondents were significantly less likely to have faced any problems, as were 
women and respondents with higher incomes. Interestingly, respondents who have a mortgage 
were also significantly more likely to have faced problems.  

 

Table 58: Likleihood of having problems, by socio-demographic characteristics 

 Likelihood of having 
problems 

Likelihood of having 
problems 

Likelihood of having 
problems 

Financial literacy 0.001 -0.002 -0.000 

 (0.005) (0.006) (0.006) 

Female  -0.012** -0.007 -0.013** 

 (0.005) (0.006) (0.006) 
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Age -0.001*** -0.002*** -0.002*** 

 (0.000) (0.000) (0.000) 

Has internet access  0.007 -0.006 

  (0.009) (0.009) 

In full-time employment  -0.012 -0.003 

  (0.007) (0.008) 

Income  -0.013*** -0.010*** 

  (0.003) (0.003) 

Has a mortgage  0.038*** 0.039*** 

  (0.006) (0.007) 

Country and loan type 
controls 

N N Y 

    
N 14,402 10,303 10,303 
Note: Robust standard errors in parentheses. *** p<0.01, ** p<0.05, * p<0.1 
Source: Consumer survey 

18.1.1 Conclusion 

According to the consumer survey, 9% of all consumers have faced problems with their credit 
agreement or their creditor in the last five years. However, the results suggest that there is a large 
amount of cross-country variation. 

In terms of socio-demographic characteristics, it emerged that older respondents were 
significantly less likely to have faced any problems in relation to their credit agreement. One 
standard deviation increase in age is associated with a 6% lower likelihood of having encountered 
a problem. Similarly, women were less likely to have faced a problem. However, the effect there 
was very small with women being just 1% less likely to have faced a problem than men.  

18.2 Number of complaints filed  

In addition to evidence from the consumer survey, the survey of consumer protection bodies and 
ombudsmen was used to determine the number of complaints filed. However, only ten 
ombudsmen and fourteen consumer protection bodies responded to the survey, so the results 
presented below should not be considered as representative.  

Overall, the majority of complaints appears to be about charges or related to charges.  

The number of complaints reported varies a lot between countries. Whereas the respondent from 
Poland reports that 677 consumers filed complaints about at least one aspect of their credit 
agreement, the consumer protection body from Cyprus only reports three complaints in 2011. As a 
result it is difficult to draw general conclusions about the frequency of the problems encountered. 
Figure 75 below summarises the number of complaints received by both consumer protection 
bodies and ombudsmen in each country for which we received responses. Hungary and France 
clearly stand out with close to 1,000 complaints filed in 2011. 
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Figure 75: Total number of complaints about at least one aspect of the credit agreement 

 

Source: Consumer protection bodies and Ombudsman survey 

The number of complaints about withdrawal rights and rights to early repayment also varies 
significantly across countries. The Hungarian consumer protection body clearly stands out, to 
which 823 consumers complained about their right to early repayment.  

In the Czech Republic, 101 consumers complained about their right to early repayment and 91 
complained about their right to early withdrawal.  

Twenty-nine (out of 235) complaints to the Belgian consumer protection body were about 
problems with withdrawal from a contract and nine related to early repayment. However, the 
highest number of complaints related to credit agreements with APRCs exceeding the legal limit of 
16%.  

The Greek consumer protection body reports not a single complaint about problems with 
withdrawal and only ten problems associated with early repayment of credit. Complaints about 
charges number 200 and complaints about “other” aspects number 234.  

The Bulgarian ombudsman noted no complaints on either withdrawal or early repayment, but 18 
complaints about changes to the interest rate. 

The Estonian ombudsman noted 20 complaints on withdrawal and ten on early repayment. Even 
more complaints, however, were made about charges (90 complaints).  

The consumer survey could not be used directly to analyse how many complaints were filed on 
early repayment or withdrawals because it did not contain questions on the subject matter of 
complaints. 
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However, among respondents that encountered difficulties with organising early repayments/a 
withdrawal, we know how many reported having problems in general. This presents the possibility 
of determining the maximum number of complaints filed (more precisely, individuals complaining) 
on these subjects.100 

While close to one-in-ten (9%) report problems, those who have faced difficulty in arranging early 
repayments number slightly fewer than one-in-four (24%). In absolute terms, 106 of 433 people 
reporting having been unsuccessful in making early repayments also reported having 
advertisement problems or issues with their credit/creditor in the last five years.  

Unfortunately, due to the relatively small number of withdrawal attempts, a similar analysis 
cannot be carried out for potential problems faced on this issue. 

Table 59: Problems or issues with credit/creditors by success or otherwise of arranging early 
repayment 

  

Number reporting problems 
with credit/creditor 

% 

Successful in attempt to early-
repay 

284 (of 2,786) 10 

Unsuccessful in attempt to early-
repay 

106 (of 433) 24 

Source: Consumer survey, section 3, Question 22 

18.3 Frequency of complaints for irresponsible lending 

Responsible lending requires a sufficiently thorough assessment of creditworthiness of potential 
borrowers prior to signing any credit agreement. As the financial crisis has demonstrated, 
irresponsible lending can have severe macroeconomic consequences. However, also the impact at 
the individual level should not be understated, as consumers can become over-indebted through 
irresponsible lending and the welfare consequences can often be severe. 

In recital 26 of the CCD it therefore states that:  

“Member States should take appropriate measures to promote responsible practices during all 
phases of the credit relationship, taking into account the specific features of their credit market”.  

This section reviews the available evidence on the frequency of complaints made with regards to 
irresponsible lending. However, it should be noted that absence of complaints about irresponsible 
lending is not the same as absence of irresponsible lending.  

According to our stakeholder survey, complaints for irresponsible lending made to ombudsmen 
were most common in the Czech Republic, where 55 consumers had such a complaint in the last 
year. This is followed by Estonia, where 15 consumers complained about irresponsible lending. The 
fewest complaints for this were found in Portugal and Germany, where nobody complained about 

                                                           

100 This is the maximum number as respondents may have been referring to problems relating to different issues to early 
repayment/withdrawal when they report having problems some of the time (in Section 3, Question 22).   
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irresponsible lending. All other ombudsmen did not have this information available or did not 
provide an answer to the question. 

Consumer protection bodies in Belgium found 20 complaints for irresponsible lending, those in 
Greece 14, those in Slovakia six and those in Lithuania three. Again, all others did not provide an 
answer to the question. 

18.4 Resolution of complaints 

Most ombudsmen do not have a binding power. In all cases the ombudsman receives the 
complaint and contacts the financial institution to gather information. It serves as a platform 
facilitating an amicable resolution between parties. When an agreement cannot be reached, the 
consumer needs to bring the case before the relevant jurisdiction. In France and Czech Republic, 
the ombudsman informs the parties of whether it upholds the claim or not. 

Most consumer protection bodies receive the complaints and lead the investigation when it is 
justified. If no amicable agreement is found, they support the legal action. Sanctions are defined 
by the law. In Portugal, the credit complaints are sent to the Portuguese central bank; in this case, 
the Portuguese Consumer Directorate ensures that all the complaints received are sent to the 
relevant authority. 

As part of the lender survey, lenders were also asked about the complaint procedure they had in 
place. While almost all provided an answer to this question, they understood the question quite 
differently. Some simply outlined the responsibility for complaints within their institution whilst 
others made reference to the standards they complied with. Another, and by far the largest, group 
outlined the ways in which complaints could be handled. Most of the institutions accept a range of 
formats, among those mail, email, phone, internet and fax. However, a number of them are quite 
restrictive in only allowing for one method, mostly written complaints. 

The consumer survey provides evidence on how complaints are solved in terms of whether or not 
a solution is found when lodging a complaint with either the lender or a third party (such as 
ombudsman, consumer organisation or consumer protection agency).  

The majority of complaints were lodged with lenders as shown in Table 60. Overall, 406 complaints 
were lodged with the lender only, while 94 were lodged with a third party only or with a third 
party and the lender. 

Table 60: Number of respondents who have made a formal complaint about their credit or 
creditor 

 Number of complaints Percentage (%) 

Complaint made to lender only 406 31 

Complaint made to lender and 
other 

30 2 

Complaint only made to other 64 5 

No complaint made 814 62 

Total 1,314 100 
Source: Consumer survey 

On average, problems lodged with lenders were solved for 41% (or 179 of 436) of consumers who 
had problems, while problems lodged with third parties were resolved in 28% (or 26 of 94) of 
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cases. This evidence should be read cautiously insofar as it is consistent with either the lender 
being more effective in resolving problems, or problems of greater difficulty being taken up with 
third party organisations more than with lenders. 

However, among respondents to the consumer survey that faced major problems, lenders remain 
more effective in resolving issues than third party organisations though, as one would expect, 
fewer issues are resolved by both organisations. Lenders resolve 34% (or 93 of 270) issues and 
third party organisations resolve 26% of issues (or 18 of 70). 

18.4.1 Conclusions 

There are several procedures of resolving consumer problems, either through third parties, such as 
consumer protection bodies and ombudsmen, or directly through the lender itself. Different 
lending institutions follow different procedures for resolving problems and some institutions can 
be restrictive in how they accept complaints. Yet, on average, lenders remain the most effective at 
resolving issues themselves.  

18.5 Satisfaction of consumers with the resolutions received 

The results of the consumer survey were used to determine if consumers were satisfied with 
solutions to their problems. That is, respondents whose complaints were solved and those whose 
were not solved were compared in their overall satisfaction. Respondents who received a full 
solution to their problem were less likely to be “least satisfied”101 with the quality of customer 
service received (21% versus 10%). Similar findings were made for all other areas of satisfaction 
considered: customer support through call centres, choice of offers, loan fees, direct contact with 
loan providers and online contact with loan providers. 

                                                           

101 On a scale from 1 to 10, where 3 or less means “least satisfied” with the resolutions received. 



18 │ Problems, complaints and consumer satisfaction 
 

 
 

 

 

192   
 

 

  

Table 61: Percentage of consumers least satisfied  with various aspects of credit/creditor by 
whether consumer received solution to complaint filed 

  
Least satisfied respondents who 

did not receive full solution 
Least satisfied respondents who 

did receive full solution 

Quality of customer service for 
your current loan 

21% 10% 

Customer support through a call 
centre 

18% 12% 

Choice of offers 20% 13% 

Level of fees charged for loan 43% 27% 

Direct contact with the provider 
of the loan 

25% 12% 

Online contact with the provider 
of the loan 

20% 11% 

Note: Calculations are based on number of “least satisfied” respondents to the total number of respondents who did/did not receive a 
full solution. On a scale from 1 to 10, where 3 or less means “least satisfied” with the resolutions received. 
Source: Consumer survey, Question 28 

The following table allows us to comment on how many people decided to take further action 
when their issue was partly or not resolved. Among the 20% of respondents whose issue was 
partly resolved, 40% took further action. Among the 39% of people who did not have a solution to 
their issue after registering a formal complaint, three-in- four gave up.  

Of those respondents whose issue was partly resolved, eight of 20 have taken further action. 
Among those respondents whose issue was not resolved, only roughly a quarter took further 
action. It seems that failing to find a solution with a formal complaint may have discouraged 
people from taking further action. On the contrary a partial success may have been an incentive 
not to give up their complaint.  

Table 62: Response to question “Was your issue resolved as a result of registering a formal 
complaint and have you taken further action?” 

 Lender Third party 

 Frequency Percentage Frequency Percentage 

Yes 179 41% 26 28% 

Partly, I have taken no further action 53 12% 6 6% 

Partly, I have taken further action 34 8% 10 11% 

No, I have taken no further action 122 28% 26 28% 

No, I have taken further action 48 11% 26 28% 

Total 436 100% 94 100% 
Source: Consumer survey, Section 3, Question 26 
 

Most of the ombudsmen in our stakeholder survey do not ask the consumers if they are satisfied 
with the answer provided to their issue. The two respondents who do find that 56% and 90% of 
customers are satisfied. 

The vast majority of consumer protection bodies do not ask for consumer satisfaction either. One 
respondent does and received a satisfaction rate of 66%. 
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18.5.1 Conclusions 

Results from the stakeholder analysis did not reveal a lot of information on consumer satisfaction 
with the resolutions they receive. The consumer survey, on the contrary, shows that consumers 
who do not receive a full solution to their problem are significantly more likely to be completely 
dissatisfied with some aspects of the credit agreement.  

18.6 Overall consumer satisfaction  

The consumer association survey addressed the impact of the CCD transposition on consumer 
satisfaction over the past five years with regards to information provided as part of credit 
negotiations, rights of withdrawal and rights of early repayment. Almost all consumer associations 
indicated that they had not noted any changes in consumer satisfaction. One consumer 
association noted an improvement in consumer satisfaction with consumers’ rights of withdrawal 
while no respondent noted any improvements in consumer satisfaction relating to early 
repayment. 

Overall 16 of the 24 consumer protection bodies and ombudsmen who responded to our survey 
noticed a slight increase in consumers’ satisfaction with information provision and with the rights 
of withdrawal and early repayment. Where it has not risen, consumer satisfaction has not 
changed. The only negative change is found by one Hungarian institution which finds that 
consumers were less satisfied with the right of early repayment. However, a second Hungarian 
respondent came to the opposite conclusion, saying that consumer satisfaction has risen. 

Results from the consumer survey indicate that if borrowers (or potential borrowers) surveyed are 
aware of early repayment and withdrawal rights at the pre-contractual stage, they are likely to be 
more satisfied with regard to a greater number of issues. However, one cannot infer that greater 
information provision will bring about greater satisfaction insofar as knowledge on the part of 
borrowers/potential borrowers may be a proxy for other reasons for greater satisfaction.102 103 
These findings are summarised below. 

Table 63 shows levels of satisfaction among respondents with knowledge of early repayment 
information requirements while Table 64 shows levels of satisfaction for respondents without 
knowledge of early repayment information requirements.  

The results appear to indicate that on average knowledgeable consumers are in fact more satisfied 
with their consumer credit experience. Levels of satisfaction are reasonably high in general with 
many respondents indicating that they are fairly or completely satisfied with several aspects of 
their contract. 

                                                           

102 Greater knowledge of pre-contractual rights to information on early repayment and withdrawal is also associated with greater access 
to internet at home, living in a rural area and a lack of difficulty in paying bills, which could all plausibly influence satisfaction. 

103 It was not possible to determine changes in satisfaction over time based on the consumer survey. Comparing difference-in-
differences in satisfaction levels among borrowers and potential borrowers (to capture the time element) with and without 
knowledge of their rights (to capture the information provision element) was not feasible because there were only very few 
potential borrowers without knowledge of their early repayment and withdrawal rights. 
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Table 63: Levels of satisfaction with aspects of consumer credit experience (%) among 
respondents with knowledge of early repayment information requirement 

 Not satisfied at 
all 

Fairly satisfied Completely 
satisfied 

Don’t know 

Quality of customer service 
for your current loan  

3% 21% 73% 3% 

Customer support through 
a call centre 

5% 21% 42% 32% 

Choice of offers 7% 32% 48% 13% 

Level of fees charged for 
the loan received 

16% 42% 36% 7% 

Direct contact with the 
provider of the loan 

4% 22% 66% 7% 

Online contact with the 
provider of the loan 

6% 18% 40% 36% 

Note: Regarding early repayment, respondents were asked, "To the best of your knowledge, are creditors required to provide the 
following information prior to contract signing on the early repayment clause?" Regarding satisfaction, respondents were asked, "On a 
scale from 1 to 10, where 3 or less means not satisfied at all and 8 or greater means completely satisfied (and therefore 4-7 means fairly 
satisfied), how satisfied are you with each of the following with respect to your [INSERT LOAN TYPE]?". 
Source: Consumer survey: Section 2, Questions 16 and 28 
 

Table 64: Levels of satisfaction with aspects of consumer credit experience (%) among 
respondents without knowledge of early repayment information requirement 

 Not satisfied at 
all 

Fairly satisfied Completely 
satisfied 

Don’t know 

Quality of customer service 
for your current loan  

3% 25% 67% 5% 

Customer support through 
a call centre 

5% 23% 39% 33% 

Choice of the offers 8% 31% 41% 21% 

Level of fees charged for 
the loan received 

15% 38% 33% 14% 

Direct contact with the 
provider of the loan 

6% 25% 57% 12% 

Online contact with the 
provider of the loan 

7% 19% 33% 41% 

Note: Regarding early repayment, respondents were asked, "To the best of your knowledge, are creditors required to provide the 
following information prior to contract signing on the early repayment clause?" Regarding satisfaction, respondents were asked, "On a 
scale from 1 to 10, where 3 or less means not satisfied at all and 8 or greater means completely satisfied (and therefore 4-7 means fairly 
satisfied), how satisfied are you with each of the following with respect to your [INSERT LOAN TYPE]?". 
Source: Consumer survey: Section 2, Questions 16 and 28 

Through the OLS regressions presented in Table 65, we explore the link between the consumers’ 
satisfaction with the different services and the socio-demographic characteristics. A positive 
coefficient indicates that the observation of the characteristic (for example, female) increases the 
likelihood of being satisfied (for example, with the customer service). The stars give the level of 
significance. Three, two and one star(s) respectively show a 1, 5 and 10% level of significance. 

Respondents who could easily find information were around 3% more likely to be satisfied with 
most criteria and respondents who thought the information was clear were around 5% more likely 
to be satisfied.  
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Knowledge of information included in the contract, on the contrary, does not appear to be 
correlated with satisfaction. The strongest results are unsurprisingly with respondents who 
encountered problems, who were around 17% less likely to be satisfied with the customer service 
than respondents who did not encounter any problems. 

Women, older respondents and more wealthy respondents were more likely to be satisfied with 
any of the categories studied. Respondents in full-time employment were less likely to be satisfied 
with the level of fees charged for their loan and respondents with mortgages were less likely to be 
satisfied with a range of categories. Respondents with mortgages were likely to have more 
awareness of their rights and more experience navigating the credit market in general.  

Table 65: Satisfaction, by socio-demographic characteristics 

 Satisfied 
with 

customer 
service 

Satisfied 
with call 
centre 

Satisfied 
with choice 

of offers 

Satisfied 
with level 

of fees 

Satisfied 
with direct 

contact 

Satisfied 
with online 

contact 

Financial literacy 0.005 -0.014 -0.010 -0.001 -0.008 -0.001 

 (0.009) (0.012) (0.010) (0.010) (0.009) (0.012) 

Could easily find information 
on the loan 

0.031*** 0.032*** 0.032*** 0.017*** 0.029*** 0.030*** 

 (0.003) (0.004) (0.003) (0.003) (0.003) (0.004) 

Felt information on the loan 
was clear 

0.048*** 0.050*** 0.052*** 0.053*** 0.051*** 0.049*** 

 (0.003) (0.004) (0.003) (0.003) (0.003) (0.004) 

Did not know the rate of 
interest in the contract 

-0.005 0.009 -0.013 -0.000 -0.011 -0.021 

 (0.016) (0.022) (0.019) (0.019) (0.017) (0.022) 

Encountered problems -0.172*** -0.105*** -0.116*** -0.075*** -0.141*** -0.113*** 

 (0.017) (0.020) (0.018) (0.016) (0.017) (0.021) 

Female  0.019** 0.020* 0.022** 0.015 0.006 0.003 

 (0.008) (0.011) (0.010) (0.010) (0.009) (0.012) 

Age 0.002*** 0.002*** 0.002*** 0.002*** 0.002*** 0.001 

 (0.000) (0.000) (0.000) (0.000) (0.000) (0.000) 

Has internet access 0.005 0.012 -0.004 0.003 0.020 -0.079*** 

 (0.014) (0.019) (0.017) (0.017) (0.014) (0.025) 

In full-time employment 0.020* 0.027* -0.008 -0.040*** 0.003 0.006 

 (0.011) (0.014) (0.013) (0.013) (0.012) (0.015) 

Income 0.015*** 0.007 0.011* 0.018*** 0.006 0.037*** 

 (0.005) (0.006) (0.006) (0.006) (0.005) (0.007) 

Has a mortgage -0.002 -0.032** -0.026** -0.031*** -0.002 -0.007 

 0.005 -0.014 -0.010 -0.001 -0.008 -0.001 

Country and loan type 
controls 

Y Y Y Y Y Y 

N 9,436 6,633 8,511 9,002 9,042 6,177 
Note: Robust standard errors in parentheses. *** p<0.01, ** p<0.05, * p<0.1 
Source: Consumer survey 

The survey of lenders and lender associations was also consulted in order to address the level of 
consumer satisfaction. When asked about consumer satisfaction over the past five years with 
regards to ‘rights of early repayment of a consumer credit’, ‘rights to withdrawal from a contract’ 
and ‘provision of information received’, the majority of lenders replied that consumer satisfaction 
has either remained the same or has risen over the last five years. Remarkably, only one lender 
indicated that satisfaction with any of the above had fallen. 
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The results of the lender association survey also indicate a general improvement of satisfaction. 

Figure 76: In your view, has consumer satisfaction with the provision of information received as 
part of the negotiation of a credit agreement risen/fallen over the last five years? 

 

Source: Lender survey 

18.6.1 Conclusion 

Overall, there is some evidence that consumer satisfaction has increased with the information 
provision on rights of early repayment and rights to withdrawal. Particularly lenders, consumer 
protection bodies and ombudsmen find improvements in satisfaction. Very few claim a fall in 
satisfaction.  

Consumer associations stated that they did not note any improvements in consumer satisfaction 
with the exception of one association which noted an improvement in satisfaction with the right of 
withdrawal within the 14-day period of having signed a contract. 
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Sixty-six percent of consumer protection bodies and ombudsmen noted an improvement while 
only one noted a reduction in satisfaction.  

Lenders and lender associations are in agreement that satisfaction has risen. Only one single 
lender noted a fall in satisfaction.  

The consumer survey cannot assess the changes in satisfaction but showed that women, older 
respondents and more wealthy respondents were more likely to be satisfied with any aspect of the 
credit agreement. 

However, it must be noted that information provision may not be the only factor responsible for 
the increase in consumer satisfaction. Other factors, unobserved here, may have played a role. 
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19 Overview of Part VI 

This part of the report discusses the use of different legal choices by Member States and views 

from stakeholders on the relevance of the various thresholds in the CCD. 

20 Specific legal choices 

For various articles of the CCD, there is the possibility for Member States to make specific 
exclusion to the directive. Examples of this are Article 16(4) which states that Member States can 
provide that creditors are entitled to compensation for early repayment only if the amount of 
early repayment exceeds a certain threshold and Article 6(2) which states that under certain 
circumstances Member States may decide that the APR need not be provided at the pre-
contractual stage. 

It is important to understand to what extent Member States have made use of these specific legal 
choices in order to better understand the cross-country comparability of the CCD and how we may 
expect its effect to differ between Member States.  

A large part of the regulator survey gathered data on whether the individual countries had made 
use of certain articles and provisions (displayed in the figure below). Around half of the countries 
surveyed had made use of Article 16(4) concerning early payment. This article allows for the 
creditor to claim compensation if the early repayment exceeds the threshold set by national law 
and that the creditor may exceptionally claim higher compensation if he can prove that the loss he 
suffered from early repayment exceeds the amount determined under paragraph 2. 

The least-used provision was Article 14(2) providing for Member States under exceptional 
circumstances to reduce the foreseen 14-day withdrawal period. With regards to the other 
questions, the use of the articles has been more varied across Member States as can be seen in 
Figure 77 below. 
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Figure 77: Response to question “Has your country made use of...?” 

 

Source: Regulator survey 

20.1 Impact on performance in markets where Articles 2(5) and 2(6) were 
made use of 

It was hoped that the impact on performance of Articles 2(5) and 2(6) could be assessed through 
the national lenders’ association survey. However, none of the national lenders’ associations that 
replied was from a country in which the option under Article 2(5) to limit the application of the 
CCD to certain types of credit was exercised. Two respondents were from Member States which 
made use of the option under Article 2(6) to limit the application of the CCD in the case of credit 
arrangements in respect of deferred payment or repayment methods in cases where the 
consumer is already in default on the initial credit agreement. These respondents concluded that it 
lessens the burden on the banks, but they did not qualify the impact any further. 

20.2 Impact on the protection of consumers 

All ombudsmen and consumer protection bodies which replied (six ombudsmen and ten consumer 
protection bodies) said they did not notice a significant impact of the specific legal choices on the 
protection of consumers. This may be a matter of time because in Poland this European directive 
has only been applied since 2011 and in Lithuania since 2010. The institutions of both countries 
therefore mention that there might be an impact that has not been assessed yet. In Hungary none 
of the legal choices have been applied.  
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21 Thresholds 

21.1 Relevance of thresholds of Article 2(2)(c) for the consumer credit 
markets 

Article 2(2)(c) limits the scope of the CCD to credit agreements involving a total amount of credit 
of more than 200 EUR and less than 75,000 EUR. The importance of these thresholds will be 
assessed in this section. 

According to the national lenders’ association survey, the general agreement on the scope of the 
CCD threshold was that it did not impact the domestic consumer credit market. Only two national 
lending associations, namely from Poland and France, stated that they felt the CCD threshold had 
made an impact. However, it should be noted that in several countries these thresholds were not 
implemented and as a result there can be no impact thereof.  

The French national lenders’ association pointed out that the €200 threshold allowed lenders to 
offer facilities to consumers at zero or a very low cost. Were there a need to comply with the CCD 
regulation below this amount, they believe that this would severely impact lenders’ ability to offer 
small loans.  

However, in Poland only the upper limit was implemented and the respondent from Poland does 
not report that lenders are finding it more difficult to offer small loans. On the contrary, the 
response from Poland indicates that a larger amount of credit is qualified as consumer credit since 
the introduction of the CCD. It should, however, be noted that Poland extended the transposition 
of the CCD also to mortgages.  

Consumer protection bodies are split evenly in their opinion of whether or not the thresholds 
imposed by the CCD pose problems for consumers. Four respondents believe that they do, four 
respondents believe that they do not and a further four do not give a response to the question. 

Consumer protection bodies who say that these thresholds pose a problem refer to both the 
upper and lower limits as problematic. With regards to the lower threshold, two respondents 
argue that small loans are becoming increasingly more popular and also warn of the risk that 
consumers take out new small loans to service old loans. Others argue that they do not see the 
rationale for having any upper limit at all and advocate that this upper limit should be removed. 

Of those respondents who say that these thresholds do not pose a problem, several explain that 
national law covers consumer credit outside of these thresholds or that these thresholds were not 
implemented.  

The vast majority of the lenders (90%) surveyed find that these thresholds do not impact on the 
consumer credit market. Consequently, the number of lenders who think these thresholds should 
be changed is only 14% as can be seen in Figure 78. The seven lenders who respond that the 
threshold should be changed are divided on whether or not the range of credit to fall under the 
CCD should be increased or reduced. Two of the seven respond that the thresholds should be 
increased; one states that an upper limit of €100,000 would be best. The remaining five on the 
other hand want to see the lower threshold raised and the upper threshold lowered.  
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Figure 78: Response to question “In your view, should these thresholds be changed?” 

 

Source: Lender survey 

21.1.1 Conclusion 

While responses from the national lenders’ associations suggest that the lower threshold is 
important in allowing lenders to provide small loans at low cost, the majority of consumer 
protection bodies argue in favour of removing the thresholds. Those consumer protection bodies 
which do not argue in favour of removing the thresholds are from countries in which the 
thresholds have not been implemented. The lender survey on the other hand suggests that most 
lenders would like to see the lower threshold raised and the upper thresholds reduced. However, 
two lenders argue in favour of increasing the upper threshold. 

21.2 Is the standard amount of credit indicated in assumptions in Annex I of 
CCD representative for the majority of credit products? 

The national lenders’ associations were further asked whether the standard amount indicated in 
Annex I of the CCD (€1500) is representative for the majority of credit products in their country. 
Only very few survey participants responded to this question: the four national lenders’ 
associations that stated that the CCD Annex amount did reflect reality in their respective countries 
were Poland, Hungary, Cyprus and the UK, while one disagreed. 

21.3 Relevance of percentages of compensation and thresholds for early 
repayment indicated in Article 16 

For the question inquiring about the transposition of Article 16, almost no responses were 
received. Similarly, almost no data could be collected on the impact that the threshold and 
percentages have had on the domestic credit market. Only the Hungarian, Polish and Belgian 
national lending associations replied, noting that the threshold did not have any impacts on their 
respective national consumer credit markets. 
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22 Overall conclusions 

The CCD was adopted in April 2008, just before the onset of the financial crisis, and became 
effective in June 2010, during the significant economic downturn that followed the financial crisis 
(see figure below). The latest data show that, despite a rebound in economic activity through 
2010, the level GDP (in volume) has stagnated since then and was still 2.5% below its pre-crisis 
peak in 2012Q4. 

Figure 79: Level of EU-wide GDP (volume) – 2008 Q1 = 100 

 

Note: Gross domestic product at market prices, millions of euro, chain-linked volumes, reference year 2005 (at 2005 exchange rates), 
seasonally adjusted and adjusted data by working days. 2008Q1 is the quarter when EU GDP (in volume) reached its latest peak. 
Source: Eurostat 

In the aftermath of the financial crisis, lenders slowed or reduced lending in many countries while 
households reduced their recourse to new consumer credit and, in some cases, paid down their 
consumer credit debt. As a result, the level of consumer credit outstanding at the end of 2011 
stood at 4.9% below the peak reached at the end of 2007 (see figure below).  

Figure 80: Level of EU-wide stock of consumer credit – 2007 = 100 

 

Source: London Economics analysis of ECRI database 
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Thus, the assessment of the impact of the CCD in the present study covers a period during which 
both the supply of consumer credit and the demand for consumer credit is restrained and, at the 
EU-wide level, the stock of outstanding consumer credit (in value) is declining. Such a decline is 
also observed in the majority of EU Member States. 

As the figure below shows, the level of consumer credit outstanding on a per-capita basis fell 
between the end of 2010 – the year the CCD became effective104 – and the end of 2011 in 19 
Member States. The only exceptions are Belgium, Finland, France, Germany, Malta, Luxembourg, 
Slovakia and Sweden.  

Of note is the fact that countries reporting declines in consumer credit on a per-capita basis 
include both countries with high levels of per-capita consumer credit and low levels of per-capita 
consumer credit. 

Figure 81: Percentage change in the level of consumer credit outstanding, end of year 2011 
relative to end of year 2010 and level of per-capita consumer credit (2011, 
EU27=100)  

 

Notes: countries represented by a circle have a level of per-capita consumer credit which is lower than EU-wide figure in 2011 and 
increased from 2010 to 2011; countries represented by a triangle have a level of per-capita consumer credit which is higher than EU-
wide figure in 2011 and increased from 2010 to 2011; countries represented by a diamond  have a level of per-capita consumer credit 
which is lower than EU-wide figure in 2011 and decreased from 2010 to 2011; countries represented by a square have a level of per-
capita consumer credit which is higher than EU-wide figure in 2011 and decreased from 2010 to 2011. 
Source: London Economics analysis of ECRI database 

While the levels of consumer credit outstanding on per-capita basis differ significantly across 
Member States, these levels converge over the period 2000-2011, albeit at a slow rate. Not only 

                                                           

104 According to the CCD Directive, it was to be effective at national level from November 2009.  
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do the consumer credit markets across the EU differ in terms of the level of consumer credit but 
the availability of different consumer credit types also varies across Member States. 

Overall, national consumer credit markets within the EU remain still very fragmented and cross-
border consumer credit provision and uptake remains very low. While the CCD aims to encourage 
the development of the Single Market in consumer credit, the economic circumstances are not 
very propitious for such a development at the present time. Of note is the fact that a majority of 
lenders who participated in the survey noted that barriers to cross-border lending did not prevent 
their institution from entering other EU consumer credit markets. For those that did report 
barriers, they included poor or no access to credit databases in foreign countries, liquidity issues, 
compliance in the instigation of legal actions, cost of funding differential between different 
countries, difficulty in recovering outstanding amounts through litigation and cultural and 
linguistic barriers.  

A different trend may emerge over the medium term, but, so far, the consumer protection aspects 
of the CCD are likely to have had much more of an impact on the national consumer credit 
markets than the Single Market dimension. 

The lack of a Single Market in consumer credit is also apparent in the significant differences in the 
cost of consumer credit across the EU, even after taking account of differences in the costs of 
funds to lenders. However, as in the case of the level of consumer credit outstanding, there is 
some evidence of convergence of the cost of consumer credit within the European Union and in 
particular within the EU15 Member States. Of note is the fact that the rate of convergence has 
slowed down since the onset of the financial crisis. 

In short, the effects of the CCD are more likely to be seen at the level of the consumer experience 
in the consumer credit market. Unfortunately the evidence is mixed in this regard and the benefits 
to consumers are unlikely to fully materialise at the present time.  

For consumers to be able to make informed choices in the consumer credit marketplace, they 
need to be aware of their rights and the credit offers must be easy to understand and compare.  

While a majority of consumers reported in the consumer survey being aware of their rights 
(especially the right to withdraw and to repay early), very frequently mystery shoppers were not 
given information about their rights. 

In general, consumers do not undertake extended searches of the consumer credit market with 
only 40% having sought information from more than one lender. 

Overall, consumers and mystery shoppers are generally satisfied with information received from 
the potential lender they had contacted. 

However, the information requirements set out in the CCD are frequently not met. 

An analysis of a range of consumer credit advertisements showed that only 22% of these 
advertisements included all the information required by Article 4 of the CCD and often they were 
not clear.  
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Similarly, in terms of pre-contractual information to be provided by lenders to potential 
borrowers, the mystery shopping exercise also found that, in a number of cases, not all of the 
information which, according to the CCD, has to be provided to consumers was in fact given.  

Moreover, well over half of all mystery shoppers did not succeed in obtaining SECCI, even after 
prompting the credit provider for this information, and nearly 80% of all mystery shoppers were 
not informed of how the APR was calculated.  

On a more positive note, only 15% of mystery shoppers were not told the level of the interest rate 
and only 16% were not told whether the interest rate was fixed or variable. 

Consumers’ financial understanding of general financial information and awareness of the terms 
and conditions of their own credit contracts appear to be very low. While financial literacy 
programs contribute to remedying this situation, there is clearly an education and information 
issue which, if not addressed, will continue to impact negatively on consumers and hamper 
competition in the market place. 

Overall, the level of consumer satisfaction with consumer credit markets has remained unchanged 
in recent years or may possibly have increased slightly. 

However, according to the latest Consumer Market Scoreboard produced by the European 
Commission, at the EU27 level and among the 30 service markets covered by the scoreboard, the 
market for loans, credit and credit cards ranks 19th in terms of how well the market works for 
consumers. In fact, in most EU Member States, the consumer credit market ranks among the 
bottom half of the service markets in the EU Member States. 

The two overarching points to note from these general conclusions, and more generally the study, 
are that: 

1) The general market for consumer credit in the EU is currently weak in most EU countries, 
reflecting the financial and economic crisis and its aftermath. Many lenders have become 
very cautious in extending new consumer credit or are even aiming to reduce their 
consumer credit book while consumers have also become much more cautious in taking 
up new credit and, where possible, even are paying down in a number of cases their 
outstanding consumer credit. Moreover, cross-border consumer credit provision is still 
very small and is likely to remain small in the near term. As a result, the impact of the CCD 
as a driving force towards a Single Market in consumer credit through increased cross-
border provision is likely to be limited in the current economic circumstances. 
 

2) The CCD also aims to increase consumer protection and make it easier for consumers to 
compare and choose between offers from competing consumer credit providers. At the 
present time, it appears that various information provisions in the CCD are not fully 
respected in a number of cases and better enforcement of the CCD would contribute to 
ensuring that consumers reap the full benefits of the CCD.  
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Annex 1  Detailed research questions set out in the terms 
of reference of the study 

The present annex presents the key issues that, according to the terms of reference of the study, 
were to be investigated. 

A1.1 Functioning of the Internal Market and practices of the 
credit providers 

Structure of the consumer credit market and degree of competition (in EU as a whole and on 
national markets): what are the principal players on the credit market? What is the importance of 
banks as compared to specialist (non-bank) lenders? What is the level of market concentration 
(according to the measures proposed by the contractor)? What is the frequency of inter-bank 
mergers and acquisitions (and, possibly, mergers with non-bank organisms)? What distribution 
channels are used and how do they change? Are there any market features indirectly indicating 
the level of competition (such as price differences, tying)? 

 

Size of the market of consumer credit and its development: what is the value of consumer 
credits, and which countries have the most developed credit markets? How does this market 
develop? What is the reliance of consumers on consumer credit in the EU as a whole and for 
individual countries? What is the average/marginal indebtedness of consumers?   

 

Cross-border activity: what is the size of cross-border crediting? Are cross-border credits provided 
by direct sale and by subsidiaries acting on foreign markets? How frequent is cross-border 
borrowing by the consumers? How do the scope and quality of cross-border credit offers differ 
from national ones? What are the obstacles to cross-border crediting and borrowing? 

 

Price differences (in terms of borrowing rates and charges and APR, both nominal and taking 
into account the differences of inflation rates in countries): to what degree do prices of 
comparable credit products (and of comparable volume and maturity) differ within and between 
countries? What is the relationship between prices of credits and quality of disclosure of 
information? Are credits for which clear information is provided cheaper? Are the most expensive 
offers also particular with respect to other features (e.g. availability to over indebted customers, 
absence of requirement of any income / security proofs)? How did the split between borrowing 
rate and charges change? What is the level of convergence of APR (in particular countries) as 
compared to that found out in the benchmarking study? 

 

How did the volume of loans (for particular credit products) change? To what degree may it be 
attributable to the introduction of new Consumer Credit Directive? 

 

Availability of different credit offers: what is the range of credit products available on national 
markets? Do the products available substantially differ between the countries? Do the particular 
credit offers depend on cultural or economic features of a country? What is the cross-border 
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availability of particular credit products and how does it differ from availability on national 
markets? 

 

Evidence of defaults: what credit products are the most frequently non-performing? How are they 
related to the national rules of assessment of suitability of credit product to the needs of the 
borrower? Do the existence and completeness of credit databases impact on default? 

A1.2 Enhancement of the consumer protection 

Fulfilment of the information requirements: 

- at advertisement stage: how frequent are advertisements without price or cost 
information? Is the information required by the CCD correctly disclosed? Is the standard 
information disclosed in a clear, concise and prominent way? What are the features of 
information disclosure in different media (leaflets, newspaper, Internet, TV and radio, 
other)? Is there any other (non-standard) information disclosed? If so, is it less or equally 
prominent to the standard information? Does the information enable comparisons with 
the advertisements of the other providers? 
 
- is the Annual Percentage Rate (APR) of charge correctly calculated, on representative 
example (or for a given contract) and taking into account all the elements of the total cost 
of credit? Do the creditors inform about value or at least existence of costs of compulsory 
ancillary services (e.g. insurance) and of charges that are not within the most common 
drawdown mechanism? 
 
- at pre-contractual stage: is the information full and correct? Does the consumer obtain 
Standard European Consumer Credit Information? If there is other (non-standard) 
information, how is it disclosed – in separate document or not? How is pre-contractual 
information provided in the case of use of means of distance communication? Is the 
consumer provided with draft contract, on his request, free of charge? 
 
- in the contract: is the information compliant with the requirements of the CCD? 
 

Explanations: are the credit providers willing to explain the credit conditions to the borrower? Are 
the explanations clear and fair? Are explanations adapted to the needs/education of the 
borrower? Who provides explanations? 

 

Making use of rights of early repayment and withdrawal: how often do consumers withdraw 
from credit contracts within the legal deadline? How often they repay early and what is the impact 
of application of compensation on willingness to repay early? Do the consumers realise their rights 
of early repayment and withdrawal? How frequently the consumers switch providers of an existing 
credit contract (by early repayment)? Is there evidence of any impact of information disclosure 
and comparability on switching? 
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Are the creditors fully aware of their obligations, in particular concerning provision of information 
and of explanations to the consumers? What is their level of knowledge of consumer rights as 
borrowers?  

 

Satisfaction, problems and complaints what is the evidence of the level and change in time of 
satisfaction with information provision and with the rights of withdrawal and early repayment? 
What is the nature and frequency of problems consumers encounter linked to those issues? How 
many complaints are filed on those subjects? What is the frequency of complaints for irresponsible 
lending? How are the complaints solved? Are consumers satisfied with the solutions received? 

 

Consumer financial education and empowerment: what is the frequency of the programs and 
campaigns of consumer education? In what form is it delivered (school training, leaflets, media 
programmes)? By who is it organised? What is the evidence on its impact on skills of consumer as 
borrowers? 

 

Assessment of the availability and quality of information by the consumers: is it easy to obtain 
credit information? Do the consumers assess information provided as clear, complete and 
understandable? 

 

Consumers’ understanding of the information: how can the understanding of the information 
disclosed to the consumers be assessed objectively? What are the elements of information that 
are particularly difficult to understand? What are the manners of disclosure of information that 
are particularly difficult/easy to understand? 

 

Specific legal choices: how did the particular countries make use of the possibility to exclude some 
credits from certain CCD obligations on the basis of Article 2(5) and 2(6)? How did it impact on the 
performance on those markets (e.g. in the terms of prices, defaults)? What is the impact on the 
protection of consumers? 

 

Thresholds: what is the relevance of thresholds of article 2(2)(c) for the consumer credit markets? 
Is the standard amount of credit indicated in assumptions in Annex I representative for the 
majority of credit products? Are the percentages of compensation and thresholds for early 
repayment indicated in Article 16 relevant for the market? How are they applied in different 
countries? 
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Annex 2 Principal players on the consumer credit market by 
country 

22.1 Responses from the regulator survey 

Table 66: The main providers of consumer credit in Belglium 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

Citibank Belgium Alpha Credit 

ING Belgium Record Credit Services 

Dexia Bank PSA Finance Belux 

Axa Bank Cofidis 

KBC Bank Krefima 

BNP Paribas Fortis Elantis 

Volkswagen Bank GMBH Centea 

Banque Degroof Buy Way Personal Finance 

Europabank Fimaser 

CBC Banque General Motors Acc. Corp. 
Source: Regulator Survey 

Table 67: The main providers of consumer credit in the Czech Republic 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

Česká spořitelna, a. s. Cetelem ČR, a. s. 

Komerční banka, a. s. Home Credit, a. s. 

Československá obchodní banka, a. s. Provident Financial, s. r. o. 

UniCredit Bank Czech Republic, a. s. Essox, s. r. o. 

Raiffeisenbank, a. s. UniCredit Leasing, a. s. 

GE Money Bank, a. s. ŠkoFIN, s. r. o. 

BRE Bank, branch of BRE Bank Poland GE Money Auto, a. s. 

Fio Banka, a. s. sAutoLeasing, a. s. 

Záložna CREDITAS, credit union Credium, a. s. 

 WPB Credit union Cofidis, s. r. o. 
Source: Regulator Survey 

Table 68: The main providers of consumer credit in Denmark 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

DANSKE BANK A/S  

NORDEA  

JYSKE BNK  

NYKREDIT BNK  

SYDBANK  

FIH  

SPAR NORD BNK  

ARB. LANDSBANK  

VESTJYSK BANK  

ALM. BRAND BNK  

Source: Regulator Survey 
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Table 69: The main providers of consumer credit in Estonia 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

Swedbank AS  Swedbank Liising AS 

SEB Pank AS  Nordea Finance 

 Bigpank AS  SEB Liising 

 Danske Pank AS / Eesti Filial  Unicredit Leasing Eesti 

 Nordea Eesti AS  Pohjola Estonia 

 Folkia AS Eesti Filial  

 Eesti Krediidipank  

 Bank DnB Nord A/S Eesti filial (AS DNB Pank)  

 Svenska Handelsbanken AB Eesti filiaal  

 Versopank AS  
Source: Regulator Survey 
 

Table 70: The main providers of consumer credit in Germany 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

Santander Consumer Bank AG, Mönchengladbach  

DT APOTHEKER- UND ÄRZTEBK EG, Düsseldorf  

Volkswagen Bank GmbH, Braunschweig  

Deutsche Bank Privat- und Geschäftskunden AG, 
Frankfurt 

 

TARGOBANK AG & Co. KGaA, Düsseldorf  

BMNW Bank GmbH, München  

Hamburger Sparkasse AG  

Mercedes-Benz Bank AG, Stuttgart   

Commerz Finanz GmbH, München  

Sparkasse KölnBonn, Köln  
Source: Regulator Survey 
 
 

Table 71: The main providers of consumer credit in Greece 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

National Bank of Greece SFS HELLASFINANCE CONSUMER S.A. 

Eurobank DINERS CLUB GREECE S.A. 

Alpha Bank CARREFOUR MARINOPOULOS S.A. 

Piraeus Bank HELLENIC POST CREDIT S.A. 

ATEbank (merged with Piraeus Bank)  

Emporiki Bank  

TT Hellenic Postbank  

  

  

  
Source: Regulator Survey 
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Table 72: The main providers of consumer credit in Latvia I 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

A/s "Swedbank" SIA "Hansa Līzings" 

A/s "SEB banka" SIA "Nord/LB Līzings" 

AS "Citadele banka" SIA "Unilīzings" 

Balti Investeeringute Grupi Pank AS Latv. fil (BIG) AB "Citadele bankas" 

A/s "Norvik banka" SIA "Citadele līzings un faktorings" 

AS DNB banka A/s "Hipolīzings" 

Nordea Bank Finland Plc Latvijas filiāle SIA "InCredit Group" 

A/s "Rietumu Banka" A/s "Multilīzings" 

A/s "Trasta komercbanka" SIA "LKB Līzings" 

A/s "AB LV Bank" SIA "Paritāte Līzings" 
Source: Regulator Survey (The Financial and Capital Market Commission Latvia) 

Table 73: The main providers of consumer credit in Latvia II 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

 AS “4finance” 
 SIA “DNB Līzings” 
 SIA “Incredit Group” 
 AS “VIA SMS” 
 SIA “Nordea Finance Latvia” 
 SIA “E Lats” 
 SIA “Aizdevums.lv” 
 SIA “MD Investīcijas” 
 SIA “Open Credit” 
  AS “Moda Kapitāls” 
Source: Regulator Survey (Consumer Rights Protection Centre Latvia 

Table 74: The main providers of consumer credit in Lithuania 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

Swedbank, AB UAB “General Financing” 

AB SEB bankas UAB “Ūkio banko lizingas”  

Bigbank AS “Swedbank lizingas”, UAB 

AB “Citadelė” bankas  AB “SEB lizingas” 

Nordea Bank Finland Plc Lithuania Branch UAB “Snoro lizingas” 

AB Ūkio bankas UAB “4finance” 

AB Šiaulių bankas UAB”MCB Finance” 

Danske Bank A/S Lithuania Branch AB “DNB lizingas” 

Panevezio Credit Union UAB “Moment Credit” 

Kauno Credit union UAB “Nordecum” 
Source: Regulator Survey  
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Table 75: The main providers of consumer credit in Luxembourg 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

BGL BNP Paribas  

Banque et Caisse d’Epargne de l’Etat, Luxembourg  

Advanzia Bank SA  

Banque Internationale à Luxembourg  

Banque Raiffeisen  

ING Luxembourg SA  

Banque BCP SA  

Alpha Credit SA, succursale de Luxembourg  

Fortuna Banque S.C.A.  

Caixa Geral de Depositos SA, succursale de Luxembourg  
Source: Regulator Survey  

Table 76: The main providers of consumer credit in Slovakia 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

Všeobecná úverová banka, a.s. Consumer Finance Holding, a.s. 

Slovenská sporiteľna, a.s. Home Credit Slovakia, a.s. 

Poštová banka, a.s. Cetelem Slovensko, a.s. 

Tatra banka, a.s. Provident Financial, s.r.o. 

Prvá stavebná sporiteľňa, a.s. Volkswagen Finančné služby Slovensko 

Československá obchodná banka, a.s. Profi Credit Slovakia, s.r.o. 

OTP banka Slovensko, a.s. UniCredit Leasing Slovakia, a.s. 

Dexia, a.s. Essox SK, s.r.o. 

Volksbank Slovensko, a.s. Telervis Plus, a.s. 

UniCredit Bank Slovakia, a.s.  
Source: Regulator Survey  

Table 77: The main providers of consumer credit in Sweden 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

Nordea Bank AB  

Skandinaviska Enskilda Banken AB  

Swedbank AB  

Svenska Handelsbanken AB  

Länsförsäkringar Bank   
  

  

  

  

  
Source: Regulator Survey  
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22.2 Responses from the national lender associations 

Table 78: The main providers of consumer credit in Belgium 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

Nordea Bank AB  

Skandinaviska Enskilda Banken AB  

Swedbank AB  

Svenska Handelsbanken AB  

Länsförsäkringar Bank   
  

  

  

  

  
Source: National lender association survey 

Table 79: The main providers of consumer credit in Cyprus 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

Bank of Cyprus Public Company Ltd  

Co Operative Central Bank and Coops  

Cyprus Popular Bank Public Co Ltd  

Hellenic Bank Public Company Ltd  

Alpha Bank Cyprus Ltd  

Eurobank EFG Cyprus Ltd  

National Bank of Greece (Cyprus) Ltd  

Piraeus Bank (Cyprus) Ltd  

Emporiki Bank – Cyprus Ltd  

USB Bank Plc  
Source: National lender association survey 

Table 80: The main providers of consumer credit in Denmark 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

Danske Bank  

Nordea Bank Danmark  

Jyske Bank  

Nykredit Bank  

Sydbank  

FIH Erhvervsbank  

Spar Nord Bank  

Arbejdernes Landsbank  

Vestjysk Bank  

 Alm. Brand Bank  
Source: National lender association survey 
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Table 81: The main providers of consumer credit in Hungary 

10 largest credit institutions  
(i.e. deposit taking institution) 

10 largest specialist lenders  
(non deposit-taking institution) 

OTP Bank Provident 

CIB Bank Cofidis 

Cetelem  

Budapest Bank  

Erste  

Unicreditbank  

K&H Bank  

Raiffeisen Bank  

Merkantil Bank  

Volksbank  
Source: National lender association survey 
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Annex 3 List of stakeholder respondents  

Table 82: Responses from Consumer Associations 

Consumer Associations Country 

Vzbv Verbraucherzentrale Bundesverband Germany 

KEPKA - Consumers Protection Centre Greece 

Consommation Logement Cadre de Vie  CLCV France 

Test-Achats Belgium 

DECO - Portugal Association for Consumer Protection Portugal 

ZPS - Slovene Consumers Association Slovenia 
Source: Consumer Associations survey  

 

Table 83: Responses from National Lenders' Associations 

National Lenders' Associations Country 

Association Française des sociétés financières (ASF) France 

La Fédération Bancaire Française France 

Danish Bankers Association Denmark 

Conference of Financial Companies in Poland Poland 

Hungarian Banking Association Hungary 

The Swedish Bankers´ Association Sweden 

Union Professionnelle du Crédit Belgium 

Finance & Leasing Association United Kingdom 

Association of Cyprus Banks Cyprus 

British Bankers' Association United Kingdom 

The UK Cards Association Limited United Kingdom 
Source: National Lenders’ Association survey 

 

Table 84: Responses from Ombudsmen 

Ombudsmen Country 

The State Consumer Rights Protection Authority of the Republic of 

Lithuania Lithuania 

Bundesverband der Deutschen Volksbanken und Raiffeisenbanken e. 

V. (BVR) Germany 

Consumer Protection Board of Estonia Estonia 

Commission de Surveillance du Secteur Financier (CSSF) Luxembourg 

Bundesverband Öffentlicher Banken Deutschlands e.V. Germany 

Polish Bank Association Poland 

Ombudsman of the Republic of Bulgaria Bulgaria 

Financial Arbitrator of Czech Republic Czech Republic 

Lisbon Arbitration Centre for Consumer Complaints Portugal 
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Table 84: Responses from Ombudsmen 

Ombudsmen Country 

The Swedish Consumer Agency Sweden 

Source: Ombudsmen survey 

 

Table 85: Responses from Consumer Protection Bodies 

Consumer Protection Bodies Country 

Consumer Rights Protection Centre Latvia 

Ministère de l’Économie et du Commerce extérieur – Direction du 

marché intérieur et de la consommation Luxembourg 

Consumer Directorate-General Portugal 

Competition & Consumer Protection Service Cyprus 

Austrian Federal Ministry of Labour, Social Affairs and Consumer 

Protection Austria 

Consumer Protection Board of Estonia Estonia 

Hungarian Financial Supervisory Authority Hungary 

Ministry for National Economy Hungary 

Ministry of Economy, Energy and Toursm Bulgaria 

Slovak Trade Inspection (STI) Slovakia 

Directorate general Enforcement and Mediation Belgium 

The French Directorate for Competition policy, Consumers affairs and 

Fraud control France 

Bank of Lithuania (LB) Lithuania 

Source: Consumer Protection Bodies’ survey 

 

Table 86: Responses from Regulators 

Regulators Country 

Ministry of Finance Czech Republic 

Ministry of Justice, Finland (Oikeusministeriö) Finland 

Austrian Federal Ministry of Labour, Social Affairs and Consumer 

Protection Austria 

Belgian Federal Government of Economy (FPS Economy) Belgium 

Bank of Lithuania (LB) 

Ministry of Finance of the Republic of Lithuania (MoF) Lithuania 

Financial Supervisory Authority (Sweden) Sweden 

Swedish Government, (Ministry of Finance, Ministry of Justice) Sweden 

German Federal Ministry of Justice (Implementation CCD) Germany 

Ministry of Development, Competitiveness, Infrastructure, Transport 

and Networks 

General Secretariat of Consumer Affairs 

Consumer Policy Section Greece 
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Table 86: Responses from Regulators 

Regulators Country 

Ministry of Finance of the Slovak Republic Slovakia 

The Financial and Capital Market Commission (Lativa) Latvia 

Commission de Surveillance du Secteur Financier (CSSF) Luxembourg 

Office of Fair Trading (OFT) UK 

Office of Competition and Consumer Protection Poland 

Consumer Rights Protection Centre Latvia 

Ministry of Justice (Estonia) Estonia 

Banco de Portugal Portugal 

Authority for Financial Markets (AFM)  Netherlands 

Commission for Consumers Protection Bulgaria 

The Danish Ministry of Justice Denmark 

Source: Regulators’ survey 
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Annex 4 Consumer credit denoted in foreign currency: 
country-level analysis 

To double-check the information regarding the large proportion of consumer debt that was reported 
for some countries in the ECRI database, we contacted the central banks of the relevant countries 
separately in order to confirm these results. The findings of this are presented in detail below. 

It is important to note that the vast majority of central banks provide publicly only information on 
stocks of consumer credit and did not have the data on newly issued consumer credit available. An 
important shortcoming of using stocks, as opposed to flows, is that they are affected by currency 
fluctuations which can distort the trend analysis.  

Below, we provide information on the evolution of foreign currency loans in selected countries, 
adjusting for foreign exchange movements where relevant (i.e. in cases where several years of data 
on foreign currency are available). 

Hungary 

The relative prevalence of foreign currency consumer credit in Hungary has been falling in recent 
years. For June 2012, the Hungarian central bank reports the relative stock of foreign to domestic 
currency consumer credit to be at 61%, nine percentage points lower than the 2011 figure shown in 
Table 87. 105 

The relative importance of foreign currency credit broken down by maturity is shown in Table 87 
below. Foreign currency credit in Hungary is therefore mostly important for longer-term consumer 
credits, especially with a maturity of more than five years.  
 

Table 87: The distribution of outstanding consumer credit in Hungary, broken down by maturity 
(HUF billions) – 2011 

Type/Maturity In HUF In foreign currency 
Foreign currency 

percentage 

Overdrafts 449.3 3.6 1% 

Other consumer 
maturity < 1 year 

41.4 7.2 15% 

1 year < maturity < 5 
years 

190.6 65.0 25% 

Over 5 year maturity 700. 4 2,069.2 75% 

Total 1,381.7 2,145.0 61% 

Source: Central Bank of Hungary 

However, while these data confirm the previous findings, we also learnt that a large proportion of 
the foreign currency credit is composed of home equity loans, i.e. consumption loans secured by 
mortgages. Excluding these, the ratio of foreign to domestic currency consumer credit drops to 30% 

                                                           

105 This decrease occurred despite a depreciation of the Hungarian Forint during this period. 
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(although no data on this was made available to us). For unsecured consumer credit, the foreign 
exchange risk associated with FX loans is therefore not seen to be as important as it is in the case of 
mortgage lending. 

Finally, it is also worth noting that in the case of Hungary, the vast majority of foreign consumer 
credit is denoted in CHF.  

Romania 

The Romanian central bank has made very detailed information available on the evolution of 
consumer credit in domestic and foreign currency. As can be seen in Figure 82, the stock of foreign 
currency consumer credit has been steadily increasing since 2007 and in 2009 overtook the stock of 
domestic currency consumer credit. 

The percentage of foreign currency credit in Romania has been rising from around 30% in January 
2007 to roughly 60% in July 2012. In July 2012, 73% of outstanding consumer credit denoted in 
foreign currency was in euros, which is significantly less than was the case in 2007 when 94% of 
foreign currency credit was in euros. 

 

Figure 82: The evolution of the stock of domestic and foreign currency credit in Romania 
between January 2007 and July 2012 

 

Source: London Economics analysis of data from the Central Bank of Romania 

However, as mentioned previously, this evolution is potentially misleading since the Romanian lei 
depreciated significantly against the euro since 2008 and this alone has affected the stock of 
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domestic relative to euro-denoted currency. To get a sense of the magnitude of the impact of the 
currency depreciation, we have replicated the counterfactual percentage of euro-denoted consumer 
credit in Romania, at the 2008 exchange rate. That is, this percentage holds constant the exchange 
rate and only examines the evolution of the stock of euro-denoted consumer credit. The results of 
this exercise are shown in Figure 83 below. 

Figure 83: Counterfactual and actual percentage of euro currency-denoted consumer credit in 
Romania 

 

Note: Only euro- and lei-denoted consumer credit was considered for this percentage. 
Source: London Economics analysis of data from the central Bank of Romania 

As can be seen in the figure above, the depreciation of the lei relative to the euro overstates the rise 
in the percentage of euro-denoted currency. The percentage of euro-denoted credit rose from 28% 
in January 2007 to 52% in July 2012, implying that in mid-2012 the stock of euro-denoted credit was 
slightly larger than the lei-denoted consumer credit.  

The counterfactual stock of euro-denoted credit on the other hand rose from 28% to 45%, seven 
percentage points less than the actual stock of foreign currency credit. As a result, about 30% of the 
increase in the percentage of foreign consumer credit is due to the depreciation of the lei (7% of the 
24% increase was due to currency movements). These numbers do not include any other currencies 
and are based on the euro- and lei-denoted consumer credit only.  

It is important to note that this does control for any indirect effects due to consumers reacting to the 
new economic conditions. As euro-denoted consumer credit becomes more expensive, this is likely 
to shift demand to credit denoted in local currency. 

Unfortunately no data was available on the breakdown between consumer credit secured by 
mortgages and unsecured consumer credit. 
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Bulgaria 

Table 88 below shows that in the case of Bulgaria, the relative importance of foreign currency credit 
is not focused in one particular maturity as was the case in Hungary, but instead is very similar for all 
maturities. 

Table 88: The distribution of outstanding consumer credit in Bulgaria, broken down by maturity, 
(BGN million) 

Maturity  In Bulgarian Lev  In foreign currency 
Foreign currency 

percentage 

up to 1 year 27 7 21% 

Between 1 and 5 years 899 181 17% 

over 5 years 4,659 1,660 26% 
Source: London Economics analysis of data from the central Bank of Bulgaria 

In Bulgaria, 99% of the foreign currency credit is denoted in euros. 

Slovenia 

In 2010 only 4.4% of all Slovenian consumer credit was issued in foreign currency; however, the 
respondent of the Slovenian consumer association referred to foreign currency consumer credit as 
one of the major consumer credit problems encountered by consumers in Slovenia. As a result, we 
also contacted the Slovenian central bank and obtained the data displayed in Figure 84 below.  

Figure 84: Percentage of outstanding consumer credit denoted in foreign currency in Slovenia 
between 2005 and June 2012 

 

Note: Slovenia joined the common currency in 2007. 
Source: London Economics analysis of data from the Central Bank of Slovenia 

Slovenia joined the common currency in 2007, so all euro-denoted consumer credit was reclassified 
from foreign to domestic in 2007, which explains the discontinuity in the graph. These data confirm 
that foreign currency consumer credit makes up a minor fraction of the overall market for consumer 
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credit. Foreign currency credit (and CHF credit in particular) is likely a much larger problem for 
mortgages than it is for consumer credit. 

Lithuania 

The ratio of consumer credit denoted in foreign currency relative to domestic currency has been 
steadily increasing in Lithuania from only 3% in early 2004 to 45% at the end of July 2012. As can be 
seen in Figure 85, until 2008 both consumer credit in litas and foreign currency consumer credit 
were increasing (the ratio in 2008 was around 25%). However, after 2008, the amount of consumer 
credit outstanding in litas dropped sharply, while the stock of consumer credit denoted in foreign 
currency remained constant and dropped only mildly after 2011. 

As a result, the increased ratio in foreign currency consumer credit to national currency consumer 
credit has been driven by both an increase in the stock of foreign currency denoted credit and a 
reduction in domestic currency credit since end of 2008. 

At the current time, 97% of all the foreign currency denoted consumer credit in Lithuania is in euros. 
This percentage has ranged between 94% in 2004 and nearly 100% throughout all of 2007.  

Since the lita has been pegged to the euro since 2002 and since almost all foreign currency denoted 
consumer credit in Lithuania is in euros, currency movements are irrelevant for the ratio of foreign 
to domestic consumer credit. 

Figure 85: The evolution of the stock of domestic and foreign currency credit in Lithuania 
between March 2004 and July 2012, in million € 

 

Source: London Economics analysis of data from the central Bank of Lithuania 

Austria 

Austria is the only euro-area country for which data on foreign currency consumer credit is available. 
The breakdown by currency of the outstanding stock of consumer credit in July 2012 is shown in 
Figure 86 below. Over the last three years, these ratios have remained roughly constant. Table 89 
below shows in detail how the relative importance of these currencies has evolved over time. The 
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Japanese yen has gained in significance since 2009 while the stock of consumer credit denoted in US 
dollars has nearly halved since 2009 while peaking in early 2012. The stock of consumer credit 
denoted in Swiss francs, while still by far being the largest category, has dropped slightly. 

Table 89: Total amount of consumer credit outstanding in Austria, in € million 

 2009 2010 2011 Feb. 12 Mar. 12 Apr. 12 May 12 Jun. 12 Jul. 12 

EUR 24762 24533 23575 23379 23196 23065 23274 23002 23132 

  CHF 2622 2845 2625 2605 2583 2560 2528 2436 2375 

  JPY 198 236 265 244 236 245 268 260 268 

  USD 25 18 20 40 39 39 13 12 13 

  Other  4 8 4 4 4 8 4 4 4 

Ratio of 
FX to 
EUR 
credit 0.10 0.11 0.11 0.11 0.11 0.11 0.11 0.11 0.10 
Source: Central Bank of Austria 

 

Figure 86: The outstanding stock of consumer credit in Austria, by currency 

 

Source: London Economics analysis of data from the Central Bank of Austria 
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Annex 5 Detailed responses from the mystery shopping 
exercise 

A5.1 Personal loans 

Table 90: Response to question “Were you asked to provide your employment status?” 

Country No Yes Total N 

 % % %  

Austria 33.33% 66.67% 100.00% 15 

Belgium 33.33% 66.67% 100.00% 15 

Bulgaria 13.33% 86.67% 100.00% 15 

Cyprus 26.67% 73.33% 100.00% 15 

Czech Republic 26.67% 73.33% 100.00% 15 

Denmark 75.00% 25.00% 100.00% 8 

Estonia 41.67% 58.33% 100.00% 12 

Finland 21.43% 78.57% 100.00% 14 

France 20.00% 80.00% 100.00% 15 

Germany 6.67% 93.33% 100.00% 15 

Greece 0.00% 100.00% 100.00% 15 

Hungary 26.67% 73.33% 100.00% 15 

Iceland 100.00% 0.00% 100.00% 13 

Ireland 53.33% 46.67% 100.00% 15 

Italy 6.67% 93.33% 100.00% 15 

Latvia 6.67% 93.33% 100.00% 15 

Lithuania 46.67% 53.33% 100.00% 15 

Luxembourg 12.50% 87.50% 100.00% 8 

Malta 20.00% 80.00% 100.00% 10 

Netherlands 40.00% 60.00% 100.00% 15 

Norway 20.00% 80.00% 100.00% 5 

Poland 6.67% 93.33% 100.00% 15 

Portugal 26.67% 73.33% 100.00% 15 

Romania 0.00% 100.00% 100.00% 15 

Slovakia 0.00% 100.00% 100.00% 15 

Slovenia 13.33% 86.67% 100.00% 15 

Spain 13.33% 86.67% 100.00% 15 

Sweden 33.33% 66.67% 100.00% 15 

United Kingdom 66.67% 33.33% 100.00% 15 

Total 26.50% 73.50% 100.00% 400 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 91: Response to question “Were you asked to provide your income?” 

Country No Yes Total N 

 % % %  

Austria 46.67% 53.33% 100.00% 15 

Belgium 46.67% 53.33% 100.00% 15 

Bulgaria 33.33% 66.67% 100.00% 15 

Cyprus 46.67% 53.33% 100.00% 15 

Czech Republic 26.67% 73.33% 100.00% 15 

Denmark 87.50% 12.50% 100.00% 8 

Estonia 58.33% 41.67% 100.00% 12 

Finland 50.00% 50.00% 100.00% 14 

France 13.33% 86.67% 100.00% 15 

Germany 20.00% 80.00% 100.00% 15 

Greece 46.67% 53.33% 100.00% 15 

Hungary 33.33% 66.67% 100.00% 15 

Iceland 84.62% 15.38% 100.00% 13 

Ireland 93.33% 6.67% 100.00% 15 

Italy 46.67% 53.33% 100.00% 15 

Latvia 6.67% 93.33% 100.00% 15 

Lithuania 13.33% 86.67% 100.00% 15 

Luxembourg 25.00% 75.00% 100.00% 8 

Malta 40.00% 60.00% 100.00% 10 

Netherlands 46.67% 53.33% 100.00% 15 

Norway 40.00% 60.00% 100.00% 5 

Poland 20.00% 80.00% 100.00% 15 

Portugal 66.67% 33.33% 100.00% 15 

Romania 6.67% 93.33% 100.00% 15 

Slovakia 0.00% 100.00% 100.00% 15 

Slovenia 20.00% 80.00% 100.00% 15 

Spain 20.00% 80.00% 100.00% 15 

Sweden 53.33% 46.67% 100.00% 15 

United Kingdom 73.33% 26.67% 100.00% 15 

Total 39.25% 60.75% 100.00% 400 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 92: Response to question “Were you asked whether you were a home owner?” 

Country No Yes Total N 

 % % %  

Austria 33.33% 66.67% 100.00% 15 

Belgium 53.33% 46.67% 100.00% 15 

Bulgaria 93.33% 6.67% 100.00% 15 

Cyprus 53.33% 46.67% 100.00% 15 

Czech Republic 33.33% 66.67% 100.00% 15 

Denmark 75.00% 25.00% 100.00% 8 

Estonia 83.33% 16.67% 100.00% 12 

Finland 50.00% 50.00% 100.00% 14 

France 20.00% 80.00% 100.00% 15 

Germany 53.33% 46.67% 100.00% 15 

Greece 80.00% 20.00% 100.00% 15 

Hungary 60.00% 40.00% 100.00% 15 

Iceland 61.54% 38.46% 100.00% 13 

Ireland 60.00% 40.00% 100.00% 15 

Italy 60.00% 40.00% 100.00% 15 

Latvia 60.00% 40.00% 100.00% 15 

Lithuania 46.67% 53.33% 100.00% 15 

Luxembourg 50.00% 50.00% 100.00% 8 

Malta 40.00% 60.00% 100.00% 10 

Netherlands 13.33% 86.67% 100.00% 15 

Norway 20.00% 80.00% 100.00% 5 

Poland 80.00% 20.00% 100.00% 15 

Portugal 66.67% 33.33% 100.00% 15 

Romania 26.67% 73.33% 100.00% 15 

Slovakia 46.67% 53.33% 100.00% 15 

Slovenia 86.67% 13.33% 100.00% 15 

Spain 33.33% 66.67% 100.00% 15 

Sweden 86.67% 13.33% 100.00% 15 

United Kingdom 53.33% 46.67% 100.00% 15 

Total  55.00% 45.00% 100.00% 400 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 93: Response to question “Did the lender’s representative carry out an affordability 
assessment?” 

Country No Yes Total N 

 % % %  

Austria 53.33% 46.67% 100.00% 15 

Belgium 80.00% 20.00% 100.00% 15 

Bulgaria 60.00% 40.00% 100.00% 15 

Cyprus 93.33% 6.67% 100.00% 15 

Czech Republic 40.00% 60.00% 100.00% 15 

Denmark 87.50% 12.50% 100.00% 8 

Estonia 83.33% 16.67% 100.00% 12 

Finland 85.71% 14.29% 100.00% 14 

France 46.67% 53.33% 100.00% 15 

Germany 46.67% 53.33% 100.00% 15 

Greece 80.00% 20.00% 100.00% 15 

Hungary 53.33% 46.67% 100.00% 15 

Iceland 100.00% 0.00% 100.00% 13 

Ireland 93.33% 6.67% 100.00% 15 

Italy 40.00% 60.00% 100.00% 15 

Latvia 46.67% 53.33% 100.00% 15 

Lithuania 53.33% 46.67% 100.00% 15 

Luxembourg 75.00% 25.00% 100.00% 8 

Malta 70.00% 30.00% 100.00% 10 

Netherlands 66.67% 33.33% 100.00% 15 

Norway 80.00% 20.00% 100.00% 5 

Poland 53.33% 46.67% 100.00% 15 

Portugal 80.00% 20.00% 100.00% 15 

Romania 26.67% 73.33% 100.00% 15 

Slovakia 46.67% 53.33% 100.00% 15 

Slovenia 80.00% 20.00% 100.00% 15 

Spain 46.67% 53.33% 100.00% 15 

Sweden 86.67% 13.33% 100.00% 15 

United Kingdom 80.00% 20.00% 100.00% 15 

Total 65.50% 34.50% 100.00% 400 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 94: Response to question “Were you able to proceed with your loan enquiry without 
undertaking a credit check?” 

Country No Yes Total N 

 % % %  

Austria 10.00% 90.00% 100.00% 10 

Belgium 6.67% 93.33% 100.00% 15 

Bulgaria 7.14% 92.86% 100.00% 14 

Cyprus 15.38% 84.62% 100.00% 13 

Czech Republic 35.71% 64.29% 100.00% 14 

Denmark 66.67% 33.33% 100.00% 3 

Estonia 10.00% 90.00% 100.00% 10 

Finland 0.00% 100.00% 100.00% 13 

France 23.08% 76.92% 100.00% 13 

Germany 45.45% 54.55% 100.00% 11 

Greece 0.00% 100.00% 100.00% 13 

Hungary 13.33% 86.67% 100.00% 15 

Iceland 23.08% 76.92% 100.00% 13 

Ireland 26.67% 73.33% 100.00% 15 

Italy 0.00% 100.00% 100.00% 14 

Latvia 38.46% 61.54% 100.00% 13 

Lithuania 13.33% 86.67% 100.00% 15 

Luxembourg 25.00% 75.00% 100.00% 8 

Malta 0.00% 100.00% 100.00% 10 

Netherlands 28.57% 71.43% 100.00% 14 

Norway 33.33% 66.67% 100.00% 3 

Poland 26.67% 73.33% 100.00% 15 

Portugal 6.67% 93.33% 100.00% 15 

Romania 13.33% 86.67% 100.00% 15 

Slovakia 6.67% 93.33% 100.00% 15 

Slovenia 6.67% 93.33% 100.00% 15 

Spain 46.15% 53.85% 100.00% 13 

Sweden 30.00% 70.00% 100.00% 10 

United Kingdom 20.00% 80.00% 100.00% 5 

Total 17.90% 82.10% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 95: Response to question “Was the total amount of credit confirmed to you?” 

Country  
No 

Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 
Total N 

 % % % % % %  

Austria 20.00% 0.00% 30.00% 10.00% 40.00% 100.00% 10 

Belgium 6.67% 0.00% 33.33% 6.67% 53.33% 100.00% 15 

Bulgaria 0.00% 0.00% 57.14% 7.14% 35.71% 100.00% 14 

Cyprus 0.00% 23.08% 30.77% 0.00% 46.15% 100.00% 13 

Czech 
Republic 14.29% 0.00% 28.57% 0.00% 57.14% 100.00% 14 

Denmark 66.67% 0.00% 0.00% 0.00% 33.33% 100.00% 3 

Estonia 30.00% 40.00% 20.00% 10.00% 0.00% 100.00% 10 

Finland 7.69% 0.00% 30.77% 7.69% 53.85% 100.00% 13 

France 0.00% 7.69% 53.85% 0.00% 38.46% 100.00% 13 

Germany 18.18% 0.00% 18.18% 9.09% 54.55% 100.00% 11 

Greece 15.38% 7.69% 46.15% 7.69% 23.08% 100.00% 13 

Hungary 13.33% 26.67% 6.67% 6.67% 46.67% 100.00% 15 

Iceland 0.00% 0.00% 92.31% 0.00% 7.69% 100.00% 13 

Ireland 46.67% 6.67% 26.67% 0.00% 20.00% 100.00% 15 

Italy 7.14% 7.14% 28.57% 0.00% 57.14% 100.00% 14 

Latvia 15.38% 23.08% 23.08% 23.08% 15.38% 100.00% 13 

Lithuania 6.67% 13.33% 26.67% 20.00% 33.33% 100.00% 15 

Luxembourg 12.50% 50.00% 12.50% 0.00% 25.00% 100.00% 8 

Malta 10.00% 0.00% 20.00% 0.00% 70.00% 100.00% 10 

Netherlands 7.14% 28.57% 35.71% 7.14% 21.43% 100.00% 14 

Norway 66.67% 33.33% 0.00% 0.00% 0.00% 100.00% 3 

Poland 6.67% 0.00% 33.33% 6.67% 53.33% 100.00% 15 

Portugal 0.00% 0.00% 66.67% 6.67% 26.67% 100.00% 15 

Romania 0.00% 0.00% 46.67% 6.67% 46.67% 100.00% 15 

Slovakia 6.67% 13.33% 6.67% 6.67% 66.67% 100.00% 15 

Slovenia 0.00% 0.00% 66.67% 0.00% 33.33% 100.00% 15 

Spain 15.38% 53.85% 23.08% 7.69% 0.00% 100.00% 13 

Sweden 30.00% 40.00% 10.00% 10.00% 10.00% 100.00% 10 

United 
Kingdom 20.00% 20.00% 0.00% 20.00% 40.00% 100.00% 5 

Total 11.65% 12.22% 33.52% 6.25% 36.36% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 96: Response to question “Was the duration of the loan confirmed?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 20.00% 0.00% 30.00% 10.00% 40.00% 100.00% 10 

Belgium 6.67% 0.00% 53.33% 0.00% 40.00% 100.00% 15 

Bulgaria 0.00% 0.00% 50.00% 7.14% 42.86% 100.00% 14 

Cyprus 0.00% 15.38% 46.15% 7.69% 30.77% 100.00% 13 

Czech 
Republic 

0.00% 7.14% 14.29% 7.14% 71.43% 100.00% 14 

Denmark 66.67% 0.00% 0.00% 0.00% 33.33% 100.00% 3 

Estonia 10.00% 30.00% 20.00% 30.00% 10.00% 100.00% 10 

Finland 0.00% 0.00% 30.77% 15.38% 53.85% 100.00% 13 

France 0.00% 7.69% 53.85% 0.00% 38.46% 100.00% 13 

Germany 18.18% 0.00% 18.18% 9.09% 54.55% 100.00% 11 

Greece 0.00% 15.38% 38.46% 7.69% 38.46% 100.00% 13 

Hungary 6.67% 6.67% 13.33% 13.33% 60.00% 100.00% 15 

Iceland 0.00% 0.00% 69.23% 0.00% 30.77% 100.00% 13 

Ireland 40.00% 6.67% 20.00% 0.00% 33.33% 100.00% 15 

Italy 0.00% 7.14% 28.57% 0.00% 64.29% 100.00% 14 

Latvia 15.38% 23.08% 15.38% 30.77% 15.38% 100.00% 13 

Lithuania 6.67% 13.33% 26.67% 20.00% 33.33% 100.00% 15 

Luxembourg 0.00% 25.00% 50.00% 0.00% 25.00% 100.00% 8 

Malta 10.00% 0.00% 20.00% 0.00% 70.00% 100.00% 10 

Netherlands 21.43% 7.14% 21.43% 28.57% 21.43% 100.00% 14 

Norway 33.33% 66.67% 0.00% 0.00% 0.00% 100.00% 3 

Poland 6.67% 0.00% 26.67% 6.67% 60.00% 100.00% 15 

Portugal 0.00% 6.67% 66.67% 0.00% 26.67% 100.00% 15 

Romania 0.00% 0.00% 40.00% 6.67% 53.33% 100.00% 15 

Slovakia 0.00% 0.00% 20.00% 6.67% 73.33% 100.00% 15 

Slovenia 0.00% 0.00% 73.33% 0.00% 26.67% 100.00% 15 

Spain 15.38% 15.38% 38.46% 7.69% 23.08% 100.00% 13 

Sweden 20.00% 50.00% 10.00% 10.00% 10.00% 100.00% 10 

United 
Kingdom 

20.00% 20.00% 0.00% 20.00% 40.00% 100.00% 5 

Total 8.24% 8.81% 33.81% 8.52% 40.63% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 97: Response to question “Were you given details of the repayments to be made? This 
should  include the amount of each instalment, the number and the frequency” 

Country  No Prompted 
Verbal 

only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 20.00% 0.00% 30.00% 10.00% 40.00% 100.00% 10 

Belgium 6.67% 0.00% 46.67% 6.67% 40.00% 100.00% 15 

Bulgaria 0.00% 0.00% 57.14% 7.14% 35.71% 100.00% 14 

Cyprus 0.00% 7.69% 38.46% 15.38% 38.46% 100.00% 13 

Czech 
Republic 

7.14% 7.14% 28.57% 0.00% 57.14% 100.00% 14 

Denmark 66.67% 0.00% 0.00% 0.00% 33.33% 100.00% 3 

Estonia 30.00% 40.00% 0.00% 20.00% 10.00% 100.00% 10 

Finland 15.38% 7.69% 38.46% 0.00% 38.46% 100.00% 13 

France 0.00% 7.69% 61.54% 0.00% 30.77% 100.00% 13 

Germany 9.09% 0.00% 27.27% 9.09% 54.55% 100.00% 11 

Greece 7.69% 7.69% 38.46% 7.69% 38.46% 100.00% 13 

Hungary 20.00% 0.00% 13.33% 26.67% 40.00% 100.00% 15 

Iceland 0.00% 0.00% 76.92% 0.00% 23.08% 100.00% 13 

Ireland 40.00% 6.67% 26.67% 6.67% 20.00% 100.00% 15 

Italy 0.00% 7.14% 28.57% 0.00% 64.29% 100.00% 14 

Latvia 15.38% 15.38% 30.77% 30.77% 7.69% 100.00% 13 

Lithuania 0.00% 13.33% 33.33% 26.67% 26.67% 100.00% 15 

Luxembourg 37.50% 12.50% 25.00% 0.00% 25.00% 100.00% 8 

Malta 20.00% 10.00% 20.00% 10.00% 40.00% 100.00% 10 

Netherlands 28.57% 14.29% 35.71% 0.00% 21.43% 100.00% 14 

Norway 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 3 

Poland 20.00% 0.00% 13.33% 6.67% 60.00% 100.00% 15 

Portugal 6.67% 0.00% 46.67% 6.67% 40.00% 100.00% 15 

Romania 6.67% 13.33% 40.00% 0.00% 40.00% 100.00% 15 

Slovakia 0.00% 0.00% 13.33% 26.67% 60.00% 100.00% 15 

Slovenia 0.00% 0.00% 66.67% 0.00% 33.33% 100.00% 15 

Spain 38.46% 0.00% 53.85% 7.69% 0.00% 100.00% 13 

Sweden 40.00% 20.00% 20.00% 10.00% 10.00% 100.00% 10 

United 
Kingdom 

40.00% 20.00% 0.00% 20.00% 20.00% 100.00% 5 

Total 14.77% 6.82% 34.66% 9.09% 34.66% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 98: Response to question “Were you given details of the type of the proposed rate of 
interest?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 40.00% 0.00% 10.00% 0.00% 50.00% 100.00% 10 

Belgium 6.67% 13.33% 46.67% 6.67% 26.67% 100.00% 15 

Bulgaria 7.14% 0.00% 71.43% 0.00% 21.43% 100.00% 14 

Cyprus 0.00% 15.38% 38.46% 15.38% 30.77% 100.00% 13 

Czech 
Republic 

14.29% 7.14% 14.29% 7.14% 57.14% 100.00% 14 

Denmark 66.67% 0.00% 0.00% 0.00% 33.33% 100.00% 3 

Estonia 40.00% 40.00% 0.00% 20.00% 0.00% 100.00% 10 

Finland 0.00% 15.38% 15.38% 7.69% 61.54% 100.00% 13 

France 0.00% 15.38% 38.46% 7.69% 38.46% 100.00% 13 

Germany 9.09% 9.09% 18.18% 18.18% 45.45% 100.00% 11 

Greece 7.69% 15.38% 38.46% 7.69% 30.77% 100.00% 13 

Hungary 33.33% 0.00% 13.33% 20.00% 33.33% 100.00% 15 

Iceland 0.00% 30.77% 46.15% 7.69% 15.38% 100.00% 13 

Ireland 33.33% 0.00% 33.33% 6.67% 26.67% 100.00% 15 

Italy 7.14% 7.14% 35.71% 7.14% 42.86% 100.00% 14 

Latvia 23.08% 23.08% 23.08% 23.08% 7.69% 100.00% 13 

Lithuania 0.00% 33.33% 20.00% 26.67% 20.00% 100.00% 15 

Luxembourg 25.00% 25.00% 25.00% 0.00% 25.00% 100.00% 8 

Malta 0.00% 10.00% 40.00% 0.00% 50.00% 100.00% 10 

Netherlands 7.14% 14.29% 35.71% 14.29% 28.57% 100.00% 14 

Norway 0.00% 33.33% 0.00% 66.67% 0.00% 100.00% 3 

Poland 13.33% 6.67% 33.33% 6.67% 40.00% 100.00% 15 

Portugal 0.00% 6.67% 60.00% 13.33% 20.00% 100.00% 15 

Romania 6.67% 6.67% 53.33% 0.00% 33.33% 100.00% 15 

Slovakia 0.00% 20.00% 26.67% 20.00% 33.33% 100.00% 15 

Slovenia 0.00% 0.00% 66.67% 0.00% 33.33% 100.00% 15 

Spain 23.08% 38.46% 38.46% 0.00% 0.00% 100.00% 13 

Sweden 20.00% 40.00% 30.00% 0.00% 10.00% 100.00% 10 

United 
Kingdom 

0.00% 0.00% 0.00% 60.00% 40.00% 100.00% 5 

Total 11.65% 14.20% 33.52% 10.51% 30.11% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 99: Response to question “Were you given the value of the proposed rate of interest? (E.g.  
5%)” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 30.00% 0.00% 20.00% 10.00% 40.00% 100.00% 10 

Belgium 6.67% 0.00% 53.33% 0.00% 40.00% 100.00% 15 

Bulgaria 7.14% 0.00% 57.14% 0.00% 35.71% 100.00% 14 

Cyprus 0.00% 23.08% 38.46% 0.00% 38.46% 100.00% 13 

Czech 
Republic 

14.29% 0.00% 21.43% 0.00% 64.29% 100.00% 14 

Denmark 66.67% 0.00% 0.00% 0.00% 33.33% 100.00% 3 

Estonia 20.00% 20.00% 10.00% 30.00% 20.00% 100.00% 10 

Finland 15.38% 7.69% 7.69% 15.38% 53.85% 100.00% 13 

France 0.00% 7.69% 53.85% 0.00% 38.46% 100.00% 13 

Germany 0.00% 9.09% 27.27% 18.18% 45.45% 100.00% 11 

Greece 0.00% 15.38% 38.46% 7.69% 38.46% 100.00% 13 

Hungary 20.00% 13.33% 26.67% 6.67% 33.33% 100.00% 15 

Iceland 0.00% 0.00% 76.92% 0.00% 23.08% 100.00% 13 

Ireland 33.33% 0.00% 33.33% 13.33% 20.00% 100.00% 15 

Italy 7.14% 7.14% 35.71% 0.00% 50.00% 100.00% 14 

Latvia 30.77% 15.38% 23.08% 23.08% 7.69% 100.00% 13 

Lithuania 6.67% 13.33% 26.67% 26.67% 26.67% 100.00% 15 

Luxembourg 0.00% 25.00% 50.00% 0.00% 25.00% 100.00% 8 

Malta 0.00% 10.00% 40.00% 10.00% 40.00% 100.00% 10 

Netherlands 21.43% 7.14% 28.57% 14.29% 28.57% 100.00% 14 

Norway 33.33% 33.33% 0.00% 33.33% 0.00% 100.00% 3 

Poland 6.67% 6.67% 26.67% 6.67% 53.33% 100.00% 15 

Portugal 0.00% 6.67% 66.67% 6.67% 20.00% 100.00% 15 

Romania 13.33% 0.00% 46.67% 0.00% 40.00% 100.00% 15 

Slovakia 0.00% 6.67% 46.67% 6.67% 40.00% 100.00% 15 

Slovenia 0.00% 0.00% 66.67% 0.00% 33.33% 100.00% 15 

Spain 23.08% 7.69% 53.85% 7.69% 7.69% 100.00% 13 

Sweden 30.00% 30.00% 20.00% 10.00% 10.00% 100.00% 10 

United 
Kingdom 

0.00% 0.00% 0.00% 60.00% 40.00% 100.00% 5 

Total 11.36% 8.24% 37.78% 8.81% 33.81% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 100: Response to question “Was the APR expressed as a percentage given to you?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 70.00% 0.00% 0.00% 0.00% 30.00% 100.00% 10 

Belgium 6.67% 13.33% 46.67% 0.00% 33.33% 100.00% 15 

Bulgaria 7.14% 0.00% 57.14% 0.00% 35.71% 100.00% 14 

Cyprus 0.00% 23.08% 38.46% 7.69% 30.77% 100.00% 13 

Czech 
Republic 

21.43% 0.00% 28.57% 0.00% 50.00% 100.00% 14 

Denmark 66.67% 0.00% 33.33% 0.00% 0.00% 100.00% 3 

Estonia 50.00% 20.00% 0.00% 30.00% 0.00% 100.00% 10 

Finland 46.15% 0.00% 7.69% 7.69% 38.46% 100.00% 13 

France 7.69% 0.00% 53.85% 7.69% 30.77% 100.00% 13 

Germany 36.36% 9.09% 9.09% 0.00% 45.45% 100.00% 11 

Greece 38.46% 15.38% 30.77% 0.00% 15.38% 100.00% 13 

Hungary 20.00% 13.33% 20.00% 6.67% 40.00% 100.00% 15 

Iceland 0.00% 0.00% 76.92% 0.00% 23.08% 100.00% 13 

Ireland 26.67% 13.33% 20.00% 0.00% 40.00% 100.00% 15 

Italy 14.29% 7.14% 21.43% 0.00% 57.14% 100.00% 14 

Latvia 30.77% 15.38% 23.08% 23.08% 7.69% 100.00% 13 

Lithuania 6.67% 13.33% 33.33% 20.00% 26.67% 100.00% 15 

Luxembourg 62.50% 0.00% 12.50% 0.00% 25.00% 100.00% 8 

Malta 10.00% 0.00% 60.00% 0.00% 30.00% 100.00% 10 

Netherlands 42.86% 0.00% 14.29% 14.29% 28.57% 100.00% 14 

Norway 33.33% 66.67% 0.00% 0.00% 0.00% 100.00% 3 

Poland 20.00% 6.67% 20.00% 6.67% 46.67% 100.00% 15 

Portugal 0.00% 0.00% 53.33% 6.67% 40.00% 100.00% 15 

Romania 13.33% 6.67% 73.33% 0.00% 6.67% 100.00% 15 

Slovakia 20.00% 6.67% 26.67% 0.00% 46.67% 100.00% 15 

Slovenia 6.67% 0.00% 60.00% 0.00% 33.33% 100.00% 15 

Spain 53.85% 15.38% 23.08% 0.00% 7.69% 100.00% 13 

Sweden 90.00% 0.00% 0.00% 10.00% 0.00% 100.00% 10 

United 
Kingdom 

0.00% 0.00% 0.00% 60.00% 40.00% 100.00% 5 

Total 24.72% 7.39% 31.82% 5.97% 30.11% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 101: Response to question “Were you informed of the specific charges used in 
calculating  the APR given to you?” 

Country  No Prompted 
Verbal 

only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 80.00% 10.00% 0.00% 0.00% 10.00% 100.00% 10 

Belgium 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 15 

Bulgaria 57.14% 0.00% 35.71% 0.00% 7.14% 100.00% 14 

Cyprus 92.31% 0.00% 7.69% 0.00% 0.00% 100.00% 13 

Czech 
Republic 

71.43% 0.00% 21.43% 0.00% 7.14% 100.00% 14 

Denmark 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 3 

Estonia 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 10 

Finland 69.23% 7.69% 7.69% 0.00% 15.38% 100.00% 13 

France 69.23% 7.69% 7.69% 7.69% 7.69% 100.00% 13 

Germany 63.64% 9.09% 0.00% 9.09% 18.18% 100.00% 11 

Greece 84.62% 7.69% 7.69% 0.00% 0.00% 100.00% 13 

Hungary 60.00% 13.33% 0.00% 6.67% 20.00% 100.00% 15 

Iceland 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 13 

Ireland 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 15 

Italy 71.43% 7.14% 7.14% 0.00% 14.29% 100.00% 14 

Latvia 84.62% 7.69% 0.00% 7.69% 0.00% 100.00% 13 

Lithuania 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 15 

Luxembourg 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 8 

Malta 60.00% 20.00% 20.00% 0.00% 0.00% 100.00% 10 

Netherlands 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 14 

Norway 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 3 

Poland 86.67% 0.00% 0.00% 0.00% 13.33% 100.00% 15 

Portugal 46.67% 13.33% 26.67% 0.00% 13.33% 100.00% 15 

Romania 53.33% 20.00% 20.00% 6.67% 0.00% 100.00% 15 

Slovakia 73.33% 13.33% 6.67% 6.67% 0.00% 100.00% 15 

Slovenia 60.00% 6.67% 20.00% 0.00% 13.33% 100.00% 15 

Spain 92.31% 7.69% 0.00% 0.00% 0.00% 100.00% 13 

Sweden 80.00% 0.00% 10.00% 0.00% 10.00% 100.00% 10 

United 
Kingdom 

80.00% 20.00% 0.00% 0.00% 0.00% 100.00% 5 

Total 78.98% 5.97% 7.67% 1.70% 5.68% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise  
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Table 102: Response to question “Were there any other conditions attached to obtaining the 
loan in question? E.g. That you had to take out an insurance policy or similar?” 

Country Code No Prompted 
Verbal 
only 

Prompted 
Written + 
verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 
verbal 

Total N 

 % % % % % %  

Austria 80.00% 10.00% 0.00% 0.00% 10.00% 100.00% 10 

Belgium 86.67% 0.00% 13.33% 0.00% 0.00% 100.00% 15 

Bulgaria 71.43% 0.00% 7.14% 7.14% 14.29% 100.00% 14 

Cyprus 23.08% 15.38% 15.38% 7.69% 38.46% 100.00% 13 

Czech Republic 42.86% 0.00% 7.14% 0.00% 50.00% 100.00% 14 

Denmark 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 3 

Estonia 60.00% 20.00% 0.00% 20.00% 0.00% 100.00% 10 

Finland 92.31% 0.00% 0.00% 7.69% 0.00% 100.00% 13 

France 38.46% 7.69% 15.38% 7.69% 30.77% 100.00% 13 

Germany 18.18% 9.09% 0.00% 45.45% 27.27% 100.00% 11 

Greece 38.46% 23.08% 23.08% 0.00% 15.38% 100.00% 13 

Hungary 53.33% 13.33% 0.00% 20.00% 13.33% 100.00% 15 

Iceland 61.54% 23.08% 0.00% 15.38% 0.00% 100.00% 13 

Ireland 73.33% 6.67% 6.67% 0.00% 13.33% 100.00% 15 

Italy 42.86% 21.43% 14.29% 7.14% 14.29% 100.00% 14 

Latvia 92.31% 0.00% 0.00% 7.69% 0.00% 100.00% 13 

Lithuania 66.67% 6.67% 0.00% 20.00% 6.67% 100.00% 15 

Luxembourg 50.00% 25.00% 12.50% 0.00% 12.50% 100.00% 8 

Malta 50.00% 10.00% 10.00% 0.00% 30.00% 100.00% 10 

Netherlands 78.57% 7.14% 0.00% 14.29% 0.00% 100.00% 14 

Norway 66.67% 33.33% 0.00% 0.00% 0.00% 100.00% 3 

Poland 46.67% 6.67% 13.33% 0.00% 33.33% 100.00% 15 

Portugal 20.00% 13.33% 40.00% 0.00% 26.67% 100.00% 15 

Romania 73.33% 6.67% 13.33% 0.00% 6.67% 100.00% 15 

Slovakia 73.33% 0.00% 13.33% 6.67% 6.67% 100.00% 15 

Slovenia 20.00% 0.00% 46.67% 0.00% 33.33% 100.00% 15 

Spain 38.46% 23.08% 23.08% 7.69% 7.69% 100.00% 13 

Sweden 90.00% 10.00% 0.00% 0.00% 0.00% 100.00% 10 

United Kingdom 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 5 

Total 57.95% 9.38% 10.80% 7.10% 14.77% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise  
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Table 103: Response to question “Was the total amount repayable given to you? (This 
should include capital, interest and costs)” 

Country  No Prompted 
Verbal 

only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 50.00% 0.00% 10.00% 0.00% 40.00% 100.00% 10 

Belgium 26.67% 0.00% 40.00% 0.00% 33.33% 100.00% 15 

Bulgaria 21.43% 0.00% 57.14% 0.00% 21.43% 100.00% 14 

Cyprus 15.38% 15.38% 30.77% 0.00% 38.46% 100.00% 13 

Czech 
Republic 

21.43% 7.14% 28.57% 0.00% 42.86% 100.00% 14 

Denmark 66.67% 0.00% 0.00% 0.00% 33.33% 100.00% 3 

Estonia 40.00% 40.00% 10.00% 10.00% 0.00% 100.00% 10 

Finland 30.77% 0.00% 38.46% 7.69% 23.08% 100.00% 13 

France 7.69% 0.00% 53.85% 7.69% 30.77% 100.00% 13 

Germany 27.27% 0.00% 9.09% 0.00% 63.64% 100.00% 11 

Greece 30.77% 15.38% 23.08% 7.69% 23.08% 100.00% 13 

Hungary 20.00% 33.33% 6.67% 13.33% 26.67% 100.00% 15 

Iceland 0.00% 0.00% 76.92% 0.00% 23.08% 100.00% 13 

Ireland 53.33% 6.67% 13.33% 0.00% 26.67% 100.00% 15 

Italy 14.29% 21.43% 7.14% 14.29% 42.86% 100.00% 14 

Latvia 46.15% 7.69% 23.08% 15.38% 7.69% 100.00% 13 

Lithuania 26.67% 13.33% 26.67% 13.33% 20.00% 100.00% 15 

Luxembourg 50.00% 25.00% 25.00% 0.00% 0.00% 100.00% 8 

Malta 50.00% 20.00% 30.00% 0.00% 0.00% 100.00% 10 

Netherlands 50.00% 0.00% 28.57% 0.00% 21.43% 100.00% 14 

Norway 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 3 

Poland 26.67% 6.67% 26.67% 0.00% 40.00% 100.00% 15 

Portugal 26.67% 6.67% 40.00% 6.67% 20.00% 100.00% 15 

Romania 13.33% 13.33% 66.67% 0.00% 6.67% 100.00% 15 

Slovakia 26.67% 20.00% 26.67% 0.00% 26.67% 100.00% 15 

Slovenia 6.67% 0.00% 60.00% 0.00% 33.33% 100.00% 15 

Spain 69.23% 0.00% 30.77% 0.00% 0.00% 100.00% 13 

Sweden 70.00% 10.00% 10.00% 10.00% 0.00% 100.00% 10 

United 
Kingdom 

20.00% 0.00% 0.00% 60.00% 20.00% 100.00% 5 

Total 30.97% 9.38% 30.68% 4.83% 24.15% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 104: Response to question “Were there any additional charges for making repayments 
by a specific means (other than direct debit)?” 

Country  No Yes Total N 

 % % %  

Austria 80.00% 20.00% 100.00% 10 

Belgium 100.00% 0.00% 100.00% 15 

Bulgaria 85.71% 14.29% 100.00% 14 

Cyprus 100.00% 0.00% 100.00% 13 

Czech Republic 64.29% 35.71% 100.00% 14 

Denmark 100.00% 0.00% 100.00% 3 

Estonia 100.00% 0.00% 100.00% 10 

Finland 61.54% 38.46% 100.00% 13 

France 100.00% 0.00% 100.00% 13 

Germany 100.00% 0.00% 100.00% 11 

Greece 92.31% 7.69% 100.00% 13 

Hungary 73.33% 26.67% 100.00% 15 

Iceland 38.46% 61.54% 100.00% 13 

Ireland 100.00% 0.00% 100.00% 15 

Italy 64.29% 35.71% 100.00% 14 

Latvia 76.92% 23.08% 100.00% 13 

Lithuania 73.33% 26.67% 100.00% 15 

Luxembourg 87.50% 12.50% 100.00% 8 

Malta 100.00% 0.00% 100.00% 10 

Netherlands 100.00% 0.00% 100.00% 14 

Norway 100.00% 0.00% 100.00% 3 

Poland 80.00% 20.00% 100.00% 15 

Portugal 80.00% 20.00% 100.00% 15 

Romania 86.67% 13.33% 100.00% 15 

Slovakia 60.00% 40.00% 100.00% 15 

Slovenia 86.67% 13.33% 100.00% 15 

Spain 84.62% 15.38% 100.00% 13 

Sweden 70.00% 30.00% 100.00% 10 

United Kingdom 80.00% 20.00% 100.00% 5 

Total 82.39% 17.61% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 105: Response to question “Were any charges for late payments specified?” 

Country  No Yes Total N 

 % % %  

Austria 50.00% 50.00% 100.00% 10 

Belgium 73.33% 26.67% 100.00% 15 

Bulgaria 64.29% 35.71% 100.00% 14 

Cyprus 53.85% 46.15% 100.00% 13 

Czech Republic 57.14% 42.86% 100.00% 14 

Denmark 66.67% 33.33% 100.00% 3 

Estonia 30.00% 70.00% 100.00% 10 

Finland 30.77% 69.23% 100.00% 13 

France 84.62% 15.38% 100.00% 13 

Germany 81.82% 18.18% 100.00% 11 

Greece 76.92% 23.08% 100.00% 13 

Hungary 33.33% 66.67% 100.00% 15 

Iceland 69.23% 30.77% 100.00% 13 

Ireland 100.00% 0.00% 100.00% 15 

Italy 57.14% 42.86% 100.00% 14 

Latvia 61.54% 38.46% 100.00% 13 

Lithuania 40.00% 60.00% 100.00% 15 

Luxembourg 50.00% 50.00% 100.00% 8 

Malta 80.00% 20.00% 100.00% 10 

Netherlands 100.00% 0.00% 100.00% 14 

Norway 100.00% 0.00% 100.00% 3 

Poland 73.33% 26.67% 100.00% 15 

Portugal 26.67% 73.33% 100.00% 15 

Romania 80.00% 20.00% 100.00% 15 

Slovakia 53.33% 46.67% 100.00% 15 

Slovenia 86.67% 13.33% 100.00% 15 

Spain 76.92% 23.08% 100.00% 13 

Sweden 60.00% 40.00% 100.00% 10 

United Kingdom 80.00% 20.00% 100.00% 5 

Total 64.49% 35.51% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 106: Response to question “Were the consequences of missing payments made clear to 
you?” 

Country  No Yes Total N 

 % % %  

Austria 80.00% 20.00% 100.00% 10 

Belgium 93.33% 6.67% 100.00% 15 

Bulgaria 78.57% 21.43% 100.00% 14 

Cyprus 76.92% 23.08% 100.00% 13 

Czech Republic 71.43% 28.57% 100.00% 14 

Denmark 66.67% 33.33% 100.00% 3 

Estonia 80.00% 20.00% 100.00% 10 

Finland 53.85% 46.15% 100.00% 13 

France 69.23% 30.77% 100.00% 13 

Germany 90.91% 9.09% 100.00% 11 

Greece 76.92% 23.08% 100.00% 13 

Hungary 73.33% 26.67% 100.00% 15 

Iceland 92.31% 7.69% 100.00% 13 

Ireland 80.00% 20.00% 100.00% 15 

Italy 57.14% 42.86% 100.00% 14 

Latvia 92.31% 7.69% 100.00% 13 

Lithuania 66.67% 33.33% 100.00% 15 

Luxembourg 62.50% 37.50% 100.00% 8 

Malta 100.00% 0.00% 100.00% 10 

Netherlands 50.00% 50.00% 100.00% 14 

Norway 66.67% 33.33% 100.00% 3 

Poland 80.00% 20.00% 100.00% 15 

Portugal 60.00% 40.00% 100.00% 15 

Romania 80.00% 20.00% 100.00% 15 

Slovakia 66.67% 33.33% 100.00% 15 

Slovenia 93.33% 6.67% 100.00% 15 

Spain 92.31% 7.69% 100.00% 13 

Sweden 60.00% 40.00% 100.00% 10 

United Kingdom 80.00% 20.00% 100.00% 5 

Total 75.85% 24.15% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 107:  Response to question “Were any other charges specified?” 

Country  No Yes Total N 

 % % %  

Austria 70.00% 30.00% 100.00% 10 

Belgium 93.33% 6.67% 100.00% 15 

Bulgaria 57.14% 42.86% 100.00% 14 

Cyprus 23.08% 76.92% 100.00% 13 

Czech Republic 57.14% 42.86% 100.00% 14 

Denmark 66.67% 33.33% 100.00% 3 

Estonia 30.00% 70.00% 100.00% 10 

Finland 46.15% 53.85% 100.00% 13 

France 61.54% 38.46% 100.00% 13 

Germany 90.91% 9.09% 100.00% 11 

Greece 30.77% 69.23% 100.00% 13 

Hungary 60.00% 40.00% 100.00% 15 

Iceland 0.00% 100.00% 100.00% 13 

Ireland 100.00% 0.00% 100.00% 15 

Italy 42.86% 57.14% 100.00% 14 

Latvia 53.85% 46.15% 100.00% 13 

Lithuania 66.67% 33.33% 100.00% 15 

Luxembourg 100.00% 0.00% 100.00% 8 

Malta 40.00% 60.00% 100.00% 10 

Netherlands 100.00% 0.00% 100.00% 14 

Norway 100.00% 0.00% 100.00% 3 

Poland 73.33% 26.67% 100.00% 15 

Portugal 46.67% 53.33% 100.00% 15 

Romania 66.67% 33.33% 100.00% 15 

Slovakia 33.33% 66.67% 100.00% 15 

Slovenia 20.00% 80.00% 100.00% 15 

Spain 38.46% 61.54% 100.00% 13 

Sweden 70.00% 30.00% 100.00% 10 

United Kingdom 100.00% 0.00% 100.00% 5 

Total 57.39% 42.61% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 108: Response to question “Was your right to withdraw from an agreement within 14 days 
explained?” 

Country No Yes Total N 

 % % %  

Austria 60.00% 40.00% 100.00% 10 

Belgium 93.33% 6.67% 100.00% 15 

Bulgaria 85.71% 14.29% 100.00% 14 

Cyprus 84.62% 15.38% 100.00% 13 

Czech Republic 85.71% 14.29% 100.00% 14 

Denmark 100.00% 0.00% 100.00% 3 

Estonia 100.00% 0.00% 100.00% 10 

Finland 84.62% 15.38% 100.00% 13 

France 69.23% 30.77% 100.00% 13 

Germany 90.91% 9.09% 100.00% 11 

Greece 92.31% 7.69% 100.00% 13 

Hungary 73.33% 26.67% 100.00% 15 

Iceland 100.00% 0.00% 100.00% 13 

Ireland 100.00% 0.00% 100.00% 15 

Italy 71.43% 28.57% 100.00% 14 

Latvia 100.00% 0.00% 100.00% 13 

Lithuania 86.67% 13.33% 100.00% 15 

Luxembourg 87.50% 12.50% 100.00% 8 

Malta 100.00% 0.00% 100.00% 10 

Netherlands 92.86% 7.14% 100.00% 14 

Norway 100.00% 0.00% 100.00% 3 

Poland 93.33% 6.67% 100.00% 15 

Portugal 86.67% 13.33% 100.00% 15 

Romania 100.00% 0.00% 100.00% 15 

Slovakia 93.33% 6.67% 100.00% 15 

Slovenia 93.33% 6.67% 100.00% 15 

Spain 76.92% 23.08% 100.00% 13 

Sweden 60.00% 40.00% 100.00% 10 

United Kingdom 60.00% 40.00% 100.00% 5 

Total 87.22% 12.78% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 

  



 Annex 5│ Detailed responses from the mystery shopping exercise 
 

 

 
 

 

 

256   
 
 

  

Table 109:  Response to question “Was your right to repay the loan early explained?” 

Country No Yes Total N 

 % % %  

Austria 30.00% 70.00% 100.00% 10 

Belgium 66.67% 33.33% 100.00% 15 

Bulgaria 28.57% 71.43% 100.00% 14 

Cyprus 61.54% 38.46% 100.00% 13 

Czech Republic 42.86% 57.14% 100.00% 14 

Denmark 100.00% 0.00% 100.00% 3 

Estonia 20.00% 80.00% 100.00% 10 

Finland 7.69% 92.31% 100.00% 13 

France 53.85% 46.15% 100.00% 13 

Germany 27.27% 72.73% 100.00% 11 

Greece 53.85% 46.15% 100.00% 13 

Hungary 26.67% 73.33% 100.00% 15 

Iceland 69.23% 30.77% 100.00% 13 

Ireland 80.00% 20.00% 100.00% 15 

Italy 64.29% 35.71% 100.00% 14 

Latvia 30.77% 69.23% 100.00% 13 

Lithuania 6.67% 93.33% 100.00% 15 

Luxembourg 75.00% 25.00% 100.00% 8 

Malta 50.00% 50.00% 100.00% 10 

Netherlands 35.71% 64.29% 100.00% 14 

Norway 100.00% 0.00% 100.00% 3 

Poland 46.67% 53.33% 100.00% 15 

Portugal 53.33% 46.67% 100.00% 15 

Romania 60.00% 40.00% 100.00% 15 

Slovakia 46.67% 53.33% 100.00% 15 

Slovenia 93.33% 6.67% 100.00% 15 

Spain 30.77% 69.23% 100.00% 13 

Sweden 50.00% 50.00% 100.00% 10 

United Kingdom 60.00% 40.00% 100.00% 5 

Total 48.01% 51.99% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 110: Response to question “Did the lender's representative explain that should the lender 
decide to decline your application after consultation with a credit referencing agency 
you would be informed immediately?” 

Country No Yes Total N 

 % % %  

Austria 70.00% 30.00% 100.00% 10 

Belgium 73.33% 26.67% 100.00% 15 

Bulgaria 92.86% 7.14% 100.00% 14 

Cyprus 46.15% 53.85% 100.00% 13 

Czech Republic 85.71% 14.29% 100.00% 14 

Denmark 100.00% 0.00% 100.00% 3 

Estonia 50.00% 50.00% 100.00% 10 

Finland 76.92% 23.08% 100.00% 13 

France 76.92% 23.08% 100.00% 13 

Germany 54.55% 45.45% 100.00% 11 

Greece 38.46% 61.54% 100.00% 13 

Hungary 46.67% 53.33% 100.00% 15 

Iceland 100.00% 0.00% 100.00% 13 

Ireland 86.67% 13.33% 100.00% 15 

Italy 85.71% 14.29% 100.00% 14 

Latvia 38.46% 61.54% 100.00% 13 

Lithuania 53.33% 46.67% 100.00% 15 

Luxembourg 87.50% 12.50% 100.00% 8 

Malta 100.00% 0.00% 100.00% 10 

Netherlands 71.43% 28.57% 100.00% 14 

Norway 0.00% 100.00% 100.00% 3 

Poland 66.67% 33.33% 100.00% 15 

Portugal 60.00% 40.00% 100.00% 15 

Romania 66.67% 33.33% 100.00% 15 

Slovakia 73.33% 26.67% 100.00% 15 

Slovenia 93.33% 6.67% 100.00% 15 

Spain 84.62% 15.38% 100.00% 13 

Sweden 50.00% 50.00% 100.00% 10 

United Kingdom 100.00% 0.00% 100.00% 5 

Total 70.45% 29.55% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 111: Response to question “Were you able to obtain a personalised pre-contract 
(SECCI) document containing detailed credit information?” 

Country  No Yes, but had to 
ask 

Yes, without 
asking 

Total N 

 % % % %  

Austria 40.00% 30.00% 30.00% 100.00% 10 

Belgium 46.67% 20.00% 33.33% 100.00% 15 

Bulgaria 14.29% 35.71% 50.00% 100.00% 14 

Cyprus 61.54% 30.77% 7.69% 100.00% 13 

Czech Republic 14.29% 42.86% 42.86% 100.00% 14 

Denmark 100.00% 0.00% 0.00% 100.00% 3 

Estonia 80.00% 10.00% 10.00% 100.00% 10 

Finland 61.54% 30.77% 7.69% 100.00% 13 

France 30.77% 23.08% 46.15% 100.00% 13 

Germany 81.82% 9.09% 9.09% 100.00% 11 

Greece 46.15% 46.15% 7.69% 100.00% 13 

Hungary 33.33% 40.00% 26.67% 100.00% 15 

Iceland 30.77% 69.23% 0.00% 100.00% 13 

Ireland 60.00% 26.67% 13.33% 100.00% 15 

Italy 21.43% 0.00% 78.57% 100.00% 14 

Latvia 76.92% 7.69% 15.38% 100.00% 13 

Lithuania 40.00% 40.00% 20.00% 100.00% 15 

Luxembourg 62.50% 12.50% 25.00% 100.00% 8 

Malta 50.00% 30.00% 20.00% 100.00% 10 

Netherlands 64.29% 21.43% 14.29% 100.00% 14 

Norway 100.00% 0.00% 0.00% 100.00% 3 

Poland 60.00% 26.67% 13.33% 100.00% 15 

Portugal 46.67% 13.33% 40.00% 100.00% 15 

Romania 40.00% 40.00% 20.00% 100.00% 15 

Slovakia 66.67% 6.67% 26.67% 100.00% 15 

Slovenia 86.67% 6.67% 6.67% 100.00% 15 

Spain 84.62% 0.00% 15.38% 100.00% 13 

Sweden 80.00% 10.00% 10.00% 100.00% 10 

United Kingdom 80.00% 0.00% 20.00% 100.00% 5 

Total 53.41% 23.86% 22.73% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 112: Response to question “Were there manners in which information was provided to you 
(oral explanation, documents, etc.) that were particularly difficult to understand?” 

Country No Yes Total N 

 % % %  

Austria 100.00% 0.00% 100.00% 10 

Belgium 93.33% 6.67% 100.00% 15 

Bulgaria 92.86% 7.14% 100.00% 14 

Cyprus 84.62% 15.38% 100.00% 13 

Czech Republic 92.86% 7.14% 100.00% 14 

Denmark 100.00% 0.00% 100.00% 3 

Estonia 100.00% 0.00% 100.00% 10 

Finland 100.00% 0.00% 100.00% 13 

France 100.00% 0.00% 100.00% 13 

Germany 90.91% 9.09% 100.00% 11 

Greece 100.00% 0.00% 100.00% 13 

Hungary 93.33% 6.67% 100.00% 15 

Iceland 100.00% 0.00% 100.00% 13 

Ireland 100.00% 0.00% 100.00% 15 

Italy 92.86% 7.14% 100.00% 14 

Latvia 76.92% 23.08% 100.00% 13 

Lithuania 100.00% 0.00% 100.00% 15 

Luxembourg 100.00% 0.00% 100.00% 8 

Malta 80.00% 20.00% 100.00% 10 

Netherlands 85.71% 14.29% 100.00% 14 

Norway 100.00% 0.00% 100.00% 3 

Poland 86.67% 13.33% 100.00% 15 

Portugal 100.00% 0.00% 100.00% 15 

Romania 73.33% 26.67% 100.00% 15 

Slovakia 86.67% 13.33% 100.00% 15 

Slovenia 93.33% 6.67% 100.00% 15 

Spain 100.00% 0.00% 100.00% 13 

Sweden 100.00% 0.00% 100.00% 10 

United Kingdom 100.00% 0.00% 100.00% 5 

Total 93.18% 6.82% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source:  Mystery Shopping Exercise  
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Table 113: Response to question “Did the lender's representative ensure that you had all the 
information you needed to make a decision about your loan?” 

Country No Yes Total N 

 % % %  

Austria 10.00% 90.00% 100.00% 10 

Belgium 33.33% 66.67% 100.00% 15 

Bulgaria 14.29% 85.71% 100.00% 14 

Cyprus 23.08% 76.92% 100.00% 13 

Czech Republic 35.71% 64.29% 100.00% 14 

Denmark 66.67% 33.33% 100.00% 3 

Estonia 30.00% 70.00% 100.00% 10 

Finland 53.85% 46.15% 100.00% 13 

France 23.08% 76.92% 100.00% 13 

Germany 27.27% 72.73% 100.00% 11 

Greece 53.85% 46.15% 100.00% 13 

Hungary 33.33% 66.67% 100.00% 15 

Iceland 23.08% 76.92% 100.00% 13 

Ireland 53.33% 46.67% 100.00% 15 

Italy 28.57% 71.43% 100.00% 14 

Latvia 46.15% 53.85% 100.00% 13 

Lithuania 26.67% 73.33% 100.00% 15 

Luxembourg 50.00% 50.00% 100.00% 8 

Malta 60.00% 40.00% 100.00% 10 

Netherlands 35.71% 64.29% 100.00% 14 

Norway 66.67% 33.33% 100.00% 3 

Poland 66.67% 33.33% 100.00% 15 

Portugal 13.33% 86.67% 100.00% 15 

Romania 60.00% 40.00% 100.00% 15 

Slovakia 73.33% 26.67% 100.00% 15 

Slovenia 46.67% 53.33% 100.00% 15 

Spain 61.54% 38.46% 100.00% 13 

Sweden 30.00% 70.00% 100.00% 10 

United Kingdom 20.00% 80.00% 100.00% 5 

Total 39.49% 60.51% 100.00% 352 
Note: Not all mystery shoppers necessarily answered all questions.  
Source:  Mystery Shopping Exercise  
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A5.2 Credit cards 

Table 114:  Response to question “Were you asked to provide your employment status?” 

Country  No Yes Total N 

 % % %  

Austria 20.00% 80.00% 100.00% 15 

Belgium 53.33% 46.67% 100.00% 15 

Bulgaria 46.67% 53.33% 100.00% 15 

Cyprus 46.67% 53.33% 100.00% 15 

Czech Republic 26.67% 73.33% 100.00% 15 

Denmark 100.00% 0.00% 100.00% 15 

Estonia 60.00% 40.00% 100.00% 10 

Finland 28.57% 71.43% 100.00% 14 

France 40.00% 60.00% 100.00% 15 

Germany 60.00% 40.00% 100.00% 15 

Greece 0.00% 100.00% 100.00% 15 

Hungary 13.33% 86.67% 100.00% 15 

Iceland 84.62% 15.38% 100.00% 13 

Ireland 40.00% 60.00% 100.00% 15 

Italy 26.67% 73.33% 100.00% 15 

Latvia 60.00% 40.00% 100.00% 15 

Lithuania 0.00% 100.00% 100.00% 15 

Luxembourg 66.67% 33.33% 100.00% 3 

Malta 0.00% 100.00% 100.00% 2 

Netherlands 66.67% 33.33% 100.00% 15 

Norway 40.00% 60.00% 100.00% 10 

Poland 33.33% 66.67% 100.00% 15 

Portugal 53.33% 46.67% 100.00% 15 

Romania 0.00% 100.00% 100.00% 15 

Slovakia 13.33% 86.67% 100.00% 15 

Slovenia 60.00% 40.00% 100.00% 15 

Spain 26.67% 73.33% 100.00% 15 

Sweden 20.00% 80.00% 100.00% 15 

United Kingdom 60.00% 40.00% 100.00% 15 

Total 39.55% 60.45% 100.00% 397 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 115:  Response to question “Were you asked to provide your income?” 

Country  No Yes Total N 

 % % %  

Austria 60.00% 40.00% 100.00% 15 

Belgium 60.00% 40.00% 100.00% 15 

Bulgaria 46.67% 53.33% 100.00% 15 

Cyprus 86.67% 13.33% 100.00% 15 

Czech Republic 53.33% 46.67% 100.00% 15 

Denmark 93.33% 6.67% 100.00% 15 

Estonia 20.00% 80.00% 100.00% 10 

Finland 64.29% 35.71% 100.00% 14 

France 66.67% 33.33% 100.00% 15 

Germany 66.67% 33.33% 100.00% 15 

Greece 40.00% 60.00% 100.00% 15 

Hungary 6.67% 93.33% 100.00% 15 

Iceland 76.92% 23.08% 100.00% 13 

Ireland 40.00% 60.00% 100.00% 15 

Italy 46.67% 53.33% 100.00% 15 

Latvia 73.33% 26.67% 100.00% 15 

Lithuania 6.67% 93.33% 100.00% 15 

Luxembourg 100.00% 0.00% 100.00% 3 

Malta 100.00% 0.00% 100.00% 2 

Netherlands 86.67% 13.33% 100.00% 15 

Norway 40.00% 60.00% 100.00% 10 

Poland 26.67% 73.33% 100.00% 15 

Portugal 86.67% 13.33% 100.00% 15 

Romania 0.00% 100.00% 100.00% 15 

Slovakia 20.00% 80.00% 100.00% 15 

Slovenia 46.67% 53.33% 100.00% 15 

Spain 60.00% 40.00% 100.00% 15 

Sweden 46.67% 53.33% 100.00% 15 

United Kingdom 60.00% 40.00% 100.00% 15 

Total 52.14% 47.86% 100.00% 397 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 116:  Response to question “Were you asked whether you were a home owner?” 

Country  No Yes Total N 

 % % %  

Austria 86.67% 13.33% 100.00% 15 

Belgium 60.00% 40.00% 100.00% 15 

Bulgaria 100.00% 0.00% 100.00% 15 

Cyprus 86.67% 13.33% 100.00% 15 

Czech Republic 80.00% 20.00% 100.00% 15 

Denmark 93.33% 6.67% 100.00% 15 

Estonia 80.00% 20.00% 100.00% 10 

Finland 85.71% 14.29% 100.00% 14 

France 73.33% 26.67% 100.00% 15 

Germany 100.00% 0.00% 100.00% 15 

Greece 86.67% 13.33% 100.00% 15 

Hungary 86.67% 13.33% 100.00% 15 

Iceland 92.31% 7.69% 100.00% 13 

Ireland 86.67% 13.33% 100.00% 15 

Italy 73.33% 26.67% 100.00% 15 

Latvia 100.00% 0.00% 100.00% 15 

Lithuania 73.33% 26.67% 100.00% 15 

Luxembourg 66.67% 33.33% 100.00% 3 

Malta 100.00% 0.00% 100.00% 2 

Netherlands 86.67% 13.33% 100.00% 15 

Norway 70.00% 30.00% 100.00% 10 

Poland 80.00% 20.00% 100.00% 15 

Portugal 86.67% 13.33% 100.00% 15 

Romania 20.00% 80.00% 100.00% 15 

Slovakia 73.33% 26.67% 100.00% 15 

Slovenia 100.00% 0.00% 100.00% 15 

Spain 66.67% 33.33% 100.00% 15 

Sweden 93.33% 6.67% 100.00% 15 

United Kingdom 73.33% 26.67% 100.00% 15 

Total 81.36% 18.64% 100.00% 397 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 117:  Response to question “Did the credit card issuer's representative carry out an 
affordability assessment?” 

Country  No Yes Total N 

 % % %  

Austria 46.67% 53.33% 100.00% 15 

Belgium 100.00% 0.00% 100.00% 15 

Bulgaria 86.67% 13.33% 100.00% 15 

Cyprus 100.00% 0.00% 100.00% 15 

Czech Republic 73.33% 26.67% 100.00% 15 

Denmark 100.00% 0.00% 100.00% 15 

Estonia 80.00% 20.00% 100.00% 10 

Finland 85.71% 14.29% 100.00% 14 

France 73.33% 26.67% 100.00% 15 

Germany 100.00% 0.00% 100.00% 15 

Greece 66.67% 33.33% 100.00% 15 

Hungary 73.33% 26.67% 100.00% 15 

Iceland 100.00% 0.00% 100.00% 13 

Ireland 93.33% 6.67% 100.00% 15 

Italy 66.67% 33.33% 100.00% 15 

Latvia 80.00% 20.00% 100.00% 15 

Lithuania 60.00% 40.00% 100.00% 15 

Luxembourg 100.00% 0.00% 100.00% 3 

Malta 100.00% 0.00% 100.00% 2 

Netherlands 86.67% 13.33% 100.00% 15 

Norway 60.00% 40.00% 100.00% 10 

Poland 53.33% 46.67% 100.00% 15 

Portugal 100.00% 0.00% 100.00% 15 

Romania 26.67% 73.33% 100.00% 15 

Slovakia 26.67% 73.33% 100.00% 15 

Slovenia 60.00% 40.00% 100.00% 15 

Spain 60.00% 40.00% 100.00% 15 

Sweden 93.33% 6.67% 100.00% 15 

United Kingdom 100.00% 0.00% 100.00% 15 

Total 76.32% 23.68% 100.00% 397 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 118:  Response to question “Were you able to proceed with your credit card enquiry 
without undertaking a credit check?” 

Country  No Yes Total N 

 % % %  

Austria 20.00% 80.00% 100.00% 15 

Belgium 23.08% 76.92% 100.00% 13 

Bulgaria 0.00% 100.00% 100.00% 15 

Cyprus 16.67% 83.33% 100.00% 12 

Czech Republic 16.67% 83.33% 100.00% 12 

Denmark 69.23% 30.77% 100.00% 13 

Estonia 11.11% 88.89% 100.00% 9 

Finland 7.14% 92.86% 100.00% 14 

France 41.67% 58.33% 100.00% 12 

Germany 0.00% 100.00% 100.00% 13 

Greece 6.67% 93.33% 100.00% 15 

Hungary 0.00% 100.00% 100.00% 14 

Iceland 0.00% 100.00% 100.00% 13 

Ireland 38.46% 61.54% 100.00% 13 

Italy 0.00% 100.00% 100.00% 15 

Latvia 26.67% 73.33% 100.00% 15 

Lithuania 35.71% 64.29% 100.00% 14 

Luxembourg 0.00% 100.00% 100.00% 1 

Malta 0.00% 100.00% 100.00% 2 

Netherlands 0.00% 100.00% 100.00% 12 

Norway 37.50% 62.50% 100.00% 8 

Poland 35.71% 64.29% 100.00% 14 

Portugal 6.67% 93.33% 100.00% 15 

Romania 20.00% 80.00% 100.00% 15 

Slovakia 14.29% 85.71% 100.00% 14 

Slovenia 0.00% 100.00% 100.00% 15 

Spain 28.57% 71.43% 100.00% 14 

Sweden 28.57% 71.43% 100.00% 14 

United Kingdom 50.00% 50.00% 100.00% 14 

Total 19.18% 80.82% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 119:  Response to question “Is there any card fee applicable for the credit card you asked 
for (e.g. a fixed amount to be paid every year for getting the card)?” 

Country  No Unprompted 
Verbal only 

Unprompted 
Written + verbal 

Total N 

 % % % %  

Austria 20.00% 20.00% 60.00% 100.00% 15 

Belgium 15.38% 23.08% 61.54% 100.00% 13 

Bulgaria 13.33% 33.33% 53.33% 100.00% 15 

Cyprus 50.00% 33.33% 16.67% 100.00% 12 

Czech Republic 16.67% 41.67% 41.67% 100.00% 12 

Denmark 38.46% 23.08% 38.46% 100.00% 13 

Estonia 33.33% 44.44% 22.22% 100.00% 9 

Finland 21.43% 7.14% 71.43% 100.00% 14 

France 41.67% 33.33% 25.00% 100.00% 12 

Germany 15.38% 23.08% 61.54% 100.00% 13 

Greece 13.33% 26.67% 60.00% 100.00% 15 

Hungary 0.00% 7.14% 92.86% 100.00% 14 

Iceland 0.00% 38.46% 61.54% 100.00% 13 

Ireland 53.85% 30.77% 15.38% 100.00% 13 

Italy 20.00% 0.00% 80.00% 100.00% 15 

Latvia 40.00% 26.67% 33.33% 100.00% 15 

Lithuania 0.00% 35.71% 64.29% 100.00% 14 

Luxembourg 0.00% 100.00% 0.00% 100.00% 1 

Malta 0.00% 50.00% 50.00% 100.00% 2 

Netherlands 25.00% 25.00% 50.00% 100.00% 12 

Norway 50.00% 37.50% 12.50% 100.00% 8 

Poland 7.14% 21.43% 71.43% 100.00% 14 

Portugal 13.33% 26.67% 60.00% 100.00% 15 

Romania 26.67% 33.33% 40.00% 100.00% 15 

Slovakia 7.14% 57.14% 35.71% 100.00% 14 

Slovenia 20.00% 53.33% 26.67% 100.00% 15 

Spain 14.29% 21.43% 64.29% 100.00% 14 

Sweden 28.57% 21.43% 50.00% 100.00% 14 

United Kingdom 85.71% 14.29% 0.00% 100.00% 14 

Total 23.84% 27.95% 48.22% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source:  Mystery Shopping Exercise 
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Table 120:  Response to question “Was the credit limit confirmed to you, or the method by 
which the credit card issuer would determine what your credit limit would be?” 

Country  No Unprompted 
Verbal only 

Unprompted 
Written + verbal 

Total N 

 % % % %  

Austria 20.00% 60.00% 20.00% 100.00% 15 

Belgium 30.77% 38.46% 30.77% 100.00% 13 

Bulgaria 53.33% 33.33% 13.33% 100.00% 15 

Cyprus 50.00% 41.67% 8.33% 100.00% 12 

Czech Republic 8.33% 66.67% 25.00% 100.00% 12 

Denmark 15.38% 38.46% 46.15% 100.00% 13 

Estonia 55.56% 44.44% 0.00% 100.00% 9 

Finland 28.57% 35.71% 35.71% 100.00% 14 

France 41.67% 33.33% 25.00% 100.00% 12 

Germany 30.77% 53.85% 15.38% 100.00% 13 

Greece 66.67% 13.33% 20.00% 100.00% 15 

Hungary 21.43% 14.29% 64.29% 100.00% 14 

Iceland 38.46% 61.54% 0.00% 100.00% 13 

Ireland 69.23% 23.08% 7.69% 100.00% 13 

Italy 20.00% 20.00% 60.00% 100.00% 15 

Latvia 26.67% 53.33% 20.00% 100.00% 15 

Lithuania 0.00% 78.57% 21.43% 100.00% 14 

Luxembourg 0.00% 100.00% 0.00% 100.00% 1 

Malta 50.00% 50.00% 0.00% 100.00% 2 

Netherlands 25.00% 33.33% 41.67% 100.00% 12 

Norway 12.50% 75.00% 12.50% 100.00% 8 

Poland 21.43% 64.29% 14.29% 100.00% 14 

Portugal 26.67% 46.67% 26.67% 100.00% 15 

Romania 26.67% 46.67% 26.67% 100.00% 15 

Slovakia 21.43% 64.29% 14.29% 100.00% 14 

Slovenia 20.00% 53.33% 26.67% 100.00% 15 

Spain 42.86% 50.00% 7.14% 100.00% 14 

Sweden 57.14% 28.57% 14.29% 100.00% 14 

United Kingdom 57.14% 14.29% 28.57% 100.00% 14 

Total 32.88% 43.56% 23.56% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 121:  Response to question “Were you given details of the repayments to be made? This 
should include the minimum repayment amount each month (most likely expressed 
as a percentage of the outstanding amount).” 

Country  No Unprompted 
Verbal only 

Unprompted 
Written + verbal 

Total N 

 % % % %  

Austria 46.67% 26.67% 26.67% 100.00% 15 

Belgium 46.15% 15.38% 38.46% 100.00% 13 

Bulgaria 26.67% 40.00% 33.33% 100.00% 15 

Cyprus 58.33% 25.00% 16.67% 100.00% 12 

Czech Republic 8.33% 41.67% 50.00% 100.00% 12 

Denmark 46.15% 30.77% 23.08% 100.00% 13 

Estonia 22.22% 55.56% 22.22% 100.00% 9 

Finland 14.29% 28.57% 57.14% 100.00% 14 

France 66.67% 0.00% 33.33% 100.00% 12 

Germany 46.15% 46.15% 7.69% 100.00% 13 

Greece 46.67% 20.00% 33.33% 100.00% 15 

Hungary 14.29% 7.14% 78.57% 100.00% 14 

Iceland 76.92% 15.38% 7.69% 100.00% 13 

Ireland 61.54% 23.08% 15.38% 100.00% 13 

Italy 40.00% 13.33% 46.67% 100.00% 15 

Latvia 13.33% 53.33% 33.33% 100.00% 15 

Lithuania 14.29% 57.14% 28.57% 100.00% 14 

Luxembourg 0.00% 100.00% 0.00% 100.00% 1 

Malta 50.00% 50.00% 0.00% 100.00% 2 

Netherlands 25.00% 25.00% 50.00% 100.00% 12 

Norway 50.00% 12.50% 37.50% 100.00% 8 

Poland 35.71% 14.29% 50.00% 100.00% 14 

Portugal 6.67% 26.67% 66.67% 100.00% 15 

Romania 40.00% 33.33% 26.67% 100.00% 15 

Slovakia 0.00% 57.14% 42.86% 100.00% 14 

Slovenia 6.67% 66.67% 26.67% 100.00% 15 

Spain 64.29% 21.43% 14.29% 100.00% 14 

Sweden 50.00% 35.71% 14.29% 100.00% 14 

United Kingdom 71.43% 14.29% 14.29% 100.00% 14 

Total 36.44% 30.41% 33.15% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 122:  Response to question “Was the method by which payments would be allocated to 
outstanding amounts explained (different rates may apply to different outstanding 
balances)?” 

Country  No Unprompted 
Verbal only 

Unprompted 
Written + verbal 

Total N 

 % % % %  

Austria 100.00% 0.00% 0.00% 100.00% 15 

Belgium 92.31% 0.00% 7.69% 100.00% 13 

Bulgaria 93.33% 6.67% 0.00% 100.00% 15 

Cyprus 91.67% 8.33% 0.00% 100.00% 12 

Czech Republic 83.33% 16.67% 0.00% 100.00% 12 

Denmark 84.62% 0.00% 15.38% 100.00% 13 

Estonia 100.00% 0.00% 0.00% 100.00% 9 

Finland 64.29% 7.14% 28.57% 100.00% 14 

France 100.00% 0.00% 0.00% 100.00% 12 

Germany 100.00% 0.00% 0.00% 100.00% 13 

Greece 93.33% 6.67% 0.00% 100.00% 15 

Hungary 92.86% 7.14% 0.00% 100.00% 14 

Iceland 100.00% 0.00% 0.00% 100.00% 13 

Ireland 84.62% 7.69% 7.69% 100.00% 13 

Italy 60.00% 6.67% 33.33% 100.00% 15 

Latvia 93.33% 6.67% 0.00% 100.00% 15 

Lithuania 78.57% 21.43% 0.00% 100.00% 14 

Luxembourg 0.00% 100.00% 0.00% 100.00% 1 

Malta 50.00% 50.00% 0.00% 100.00% 2 

Netherlands 75.00% 16.67% 8.33% 100.00% 12 

Norway 100.00% 0.00% 0.00% 100.00% 8 

Poland 92.86% 0.00% 7.14% 100.00% 14 

Portugal 86.67% 6.67% 6.67% 100.00% 15 

Romania 86.67% 13.33% 0.00% 100.00% 15 

Slovakia 85.71% 14.29% 0.00% 100.00% 14 

Slovenia 86.67% 13.33% 0.00% 100.00% 15 

Spain 100.00% 0.00% 0.00% 100.00% 14 

Sweden 100.00% 0.00% 0.00% 100.00% 14 

United Kingdom 92.86% 0.00% 7.14% 100.00% 14 

Total 88.77% 6.58% 4.66% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise  
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Table 123:  Response to “Was the total amount repayable given to you (based on a purchase of 
€1,500)?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % %    

Austria 60.00% 6.67% 6.67% 26.67% 0.00% 100.00% 15 

Belgium 38.46% 38.46% 7.69% 15.38% 0.00% 100.00% 13 

Bulgaria 73.33% 6.67% 20.00% 0.00% 0.00% 100.00% 15 

Cyprus 50.00% 41.67% 8.33% 0.00% 0.00% 100.00% 12 

Czech 
Republic 

25.00% 33.33% 8.33% 33.33% 0.00% 100.00% 12 

Denmark 69.23% 7.69% 7.69% 7.69% 7.69% 100.00% 13 

Estonia 44.44% 11.11% 11.11% 33.33% 0.00% 100.00% 9 

Finland 28.57% 28.57% 7.14% 7.14% 28.57% 100.00% 14 

France 58.33% 25.00% 0.00% 0.00% 16.67% 100.00% 12 

Germany 53.85% 38.46% 7.69% 0.00% 0.00% 100.00% 13 

Greece 33.33% 13.33% 20.00% 33.33% 0.00% 100.00% 15 

Hungary 42.86% 50.00% 0.00% 7.14% 0.00% 100.00% 14 

Iceland 84.62% 7.69% 7.69% 0.00% 0.00% 100.00% 13 

Ireland 53.85% 15.38% 7.69% 15.38% 7.69% 100.00% 13 

Italy 40.00% 13.33% 13.33% 13.33% 20.00% 100.00% 15 

Latvia 33.33% 53.33% 6.67% 0.00% 6.67% 100.00% 15 

Lithuania 35.71% 35.71% 7.14% 21.43% 0.00% 100.00% 14 

Luxembourg 0.00% 100.00% 0.00% 0.00% 0.00% 100.00% 1 

Malta 50.00% 0.00% 0.00% 50.00% 0.00% 100.00% 2 

Netherlands 66.67% 33.33% 0.00% 0.00% 0.00% 100.00% 12 

Norway 37.50% 50.00% 0.00% 0.00% 12.50% 100.00% 8 

Poland 42.86% 42.86% 0.00% 0.00% 14.29% 100.00% 14 

Portugal 66.67% 0.00% 20.00% 0.00% 13.33% 100.00% 15 

Romania 33.33% 40.00% 13.33% 13.33% 0.00% 100.00% 15 

Slovakia 7.14% 78.57% 7.14% 7.14% 0.00% 100.00% 14 

Slovenia 66.67% 13.33% 6.67% 0.00% 13.33% 100.00% 15 

Spain 42.86% 28.57% 0.00% 28.57% 0.00% 100.00% 14 

Sweden 50.00% 42.86% 7.14% 0.00% 0.00% 100.00% 14 

United 
Kingdom 

42.86% 50.00% 0.00% 0.00% 7.14% 100.00% 14 

Total 47.40% 29.59% 7.67% 9.86% 5.48% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 124:  Response to question “Were you advised of any restrictions on how you could use 
the credit (e.g. what you could use the credit to purchase, or maximum usage in a 
week or month)?” 

Country  No Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % %  

Austria 66.67% 33.33% 0.00% 100.00% 15 

Belgium 46.15% 38.46% 15.38% 100.00% 13 

Bulgaria 73.33% 20.00% 6.67% 100.00% 15 

Cyprus 100.00% 0.00% 0.00% 100.00% 12 

Czech Republic 41.67% 58.33% 0.00% 100.00% 12 

Denmark 76.92% 0.00% 23.08% 100.00% 13 

Estonia 88.89% 11.11% 0.00% 100.00% 9 

Finland 85.71% 14.29% 0.00% 100.00% 14 

France 66.67% 16.67% 16.67% 100.00% 12 

Germany 69.23% 23.08% 7.69% 100.00% 13 

Greece 73.33% 26.67% 0.00% 100.00% 15 

Hungary 42.86% 0.00% 57.14% 100.00% 14 

Iceland 100.00% 0.00% 0.00% 100.00% 13 

Ireland 76.92% 7.69% 15.38% 100.00% 13 

Italy 33.33% 13.33% 53.33% 100.00% 15 

Latvia 66.67% 33.33% 0.00% 100.00% 15 

Lithuania 50.00% 28.57% 21.43% 100.00% 14 

Luxembourg 0.00% 100.00% 0.00% 100.00% 1 

Malta 100.00% 0.00% 0.00% 100.00% 2 

Netherlands 75.00% 16.67% 8.33% 100.00% 12 

Norway 50.00% 37.50% 12.50% 100.00% 8 

Poland 78.57% 14.29% 7.14% 100.00% 14 

Portugal 93.33% 6.67% 0.00% 100.00% 15 

Romania 40.00% 53.33% 6.67% 100.00% 15 

Slovakia 42.86% 50.00% 7.14% 100.00% 14 

Slovenia 66.67% 20.00% 13.33% 100.00% 15 

Spain 50.00% 50.00% 0.00% 100.00% 14 

Sweden 85.71% 7.14% 7.14% 100.00% 14 

United Kingdom 92.86% 0.00% 7.14% 100.00% 14 

Total 67.67% 21.64% 10.68% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 125:  Response to question “Were you given details of the proposed rate of interest?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 60.00% 20.00% 20.00% 0.00% 0.00% 100.00% 15 

Belgium 30.77% 15.38% 15.38% 15.38% 23.08% 100.00% 13 

Bulgaria 6.67% 26.67% 26.67% 13.33% 26.67% 100.00% 15 

Cyprus 8.33% 33.33% 25.00% 16.67% 16.67% 100.00% 12 

Czech 
Republic 

8.33% 16.67% 8.33% 33.33% 33.33% 100.00% 12 

Denmark 53.85% 23.08% 15.38% 0.00% 7.69% 100.00% 13 

Estonia 44.44% 0.00% 0.00% 11.11% 44.44% 100.00% 9 

Finland 0.00% 7.14% 42.86% 7.14% 42.86% 100.00% 14 

France 50.00% 8.33% 16.67% 0.00% 25.00% 100.00% 12 

Germany 53.85% 30.77% 0.00% 7.69% 7.69% 100.00% 13 

Greece 6.67% 6.67% 46.67% 0.00% 40.00% 100.00% 15 

Hungary 14.29% 0.00% 7.14% 0.00% 78.57% 100.00% 14 

Iceland 30.77% 53.85% 15.38% 0.00% 0.00% 100.00% 13 

Ireland 30.77% 15.38% 23.08% 0.00% 30.77% 100.00% 13 

Italy 46.67% 6.67% 13.33% 0.00% 33.33% 100.00% 15 

Latvia 20.00% 20.00% 33.33% 0.00% 26.67% 100.00% 15 

Lithuania 0.00% 0.00% 42.86% 50.00% 7.14% 100.00% 14 

Luxembourg 0.00% 100.00% 0.00% 0.00% 0.00% 100.00% 1 

Malta 50.00% 0.00% 0.00% 50.00% 0.00% 100.00% 2 

Netherlands 33.33% 50.00% 8.33% 0.00% 8.33% 100.00% 12 

Norway 25.00% 0.00% 37.50% 25.00% 12.50% 100.00% 8 

Poland 0.00% 7.14% 14.29% 14.29% 64.29% 100.00% 14 

Portugal 13.33% 13.33% 13.33% 6.67% 53.33% 100.00% 15 

Romania 6.67% 13.33% 53.33% 13.33% 13.33% 100.00% 15 

Slovakia 0.00% 28.57% 14.29% 28.57% 28.57% 100.00% 14 

Slovenia 26.67% 33.33% 20.00% 13.33% 6.67% 100.00% 15 

Spain 28.57% 7.14% 21.43% 0.00% 42.86% 100.00% 14 

Sweden 7.14% 50.00% 28.57% 7.14% 7.14% 100.00% 14 

United 
Kingdom 

28.57% 7.14% 14.29% 0.00% 50.00% 100.00% 14 

Total 23.01% 18.63% 21.64% 9.59% 27.12% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 126:  Response to question “Were you given the value of the proposed rate of interest 
(e.g. 5%)?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 40.00% 13.33% 26.67% 20.00% 0.00% 100.00% 15 

Belgium 53.85% 7.69% 7.69% 7.69% 23.08% 100.00% 13 

Bulgaria 6.67% 20.00% 40.00% 13.33% 20.00% 100.00% 15 

Cyprus 0.00% 33.33% 25.00% 8.33% 33.33% 100.00% 12 

Czech 
Republic 

8.33% 25.00% 25.00% 16.67% 25.00% 100.00% 12 

Denmark 53.85% 23.08% 15.38% 0.00% 7.69% 100.00% 13 

Estonia 22.22% 11.11% 11.11% 11.11% 44.44% 100.00% 9 

Finland 7.14% 14.29% 28.57% 7.14% 42.86% 100.00% 14 

France 50.00% 0.00% 16.67% 0.00% 33.33% 100.00% 12 

Germany 53.85% 30.77% 0.00% 0.00% 15.38% 100.00% 13 

Greece 6.67% 20.00% 33.33% 0.00% 40.00% 100.00% 15 

Hungary 14.29% 0.00% 14.29% 0.00% 71.43% 100.00% 14 

Iceland 7.69% 53.85% 38.46% 0.00% 0.00% 100.00% 13 

Ireland 38.46% 15.38% 15.38% 0.00% 30.77% 100.00% 13 

Italy 40.00% 13.33% 13.33% 0.00% 33.33% 100.00% 15 

Latvia 20.00% 26.67% 33.33% 0.00% 20.00% 100.00% 15 

Lithuania 0.00% 0.00% 42.86% 42.86% 14.29% 100.00% 14 

Luxembourg 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 1 

Malta 0.00% 50.00% 0.00% 50.00% 0.00% 100.00% 2 

Netherlands 25.00% 58.33% 0.00% 8.33% 8.33% 100.00% 12 

Norway 25.00% 12.50% 12.50% 12.50% 37.50% 100.00% 8 

Poland 0.00% 7.14% 28.57% 14.29% 50.00% 100.00% 14 

Portugal 6.67% 6.67% 26.67% 6.67% 53.33% 100.00% 15 

Romania 0.00% 13.33% 60.00% 6.67% 20.00% 100.00% 15 

Slovakia 0.00% 28.57% 28.57% 28.57% 14.29% 100.00% 14 

Slovenia 26.67% 33.33% 20.00% 13.33% 6.67% 100.00% 15 

Spain 21.43% 7.14% 28.57% 14.29% 28.57% 100.00% 14 

Sweden 14.29% 35.71% 42.86% 7.14% 0.00% 100.00% 14 

United 
Kingdom 

21.43% 0.00% 14.29% 7.14% 57.14% 100.00% 14 

Total 20.55% 18.90% 24.66% 9.32% 26.58% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 127:  Response to question “If applicable, did the details of the proposed rate of interest 
include any variations to be applied based on different types of balances?” 

Country  N/A No Prompted 
Verbal 

only 

Prompted 
Written + 

verbal 

Unpromp
ted 

Verbal 
only 

Unprompt
ed 

Written + 
verbal 

Total N 

 % % % % % % %  

Austria 26.67% 73.33% 0.00% 0.00% 0.00% 0.00% 100.00% 15 

Belgium 30.77% 69.23% 0.00% 0.00% 0.00% 0.00% 100.00% 13 

Bulgaria 26.67% 40.00% 20.00% 0.00% 0.00% 13.33% 100.00% 15 

Cyprus 16.67% 50.00% 25.00% 0.00% 0.00% 8.33% 100.00% 12 

Czech 
Republic 

50.00% 41.67% 8.33% 0.00% 0.00% 0.00% 100.00% 12 

Denmark 46.15% 53.85% 0.00% 0.00% 0.00% 0.00% 100.00% 13 

Estonia 22.22% 77.78% 0.00% 0.00% 0.00% 0.00% 100.00% 9 

Finland 21.43% 64.29% 7.14% 0.00% 0.00% 7.14% 100.00% 14 

France 25.00% 58.33% 8.33% 0.00% 8.33% 0.00% 100.00% 12 

Germany 61.54% 38.46% 0.00% 0.00% 0.00% 0.00% 100.00% 13 

Greece 6.67% 86.67% 0.00% 6.67% 0.00% 0.00% 100.00% 15 

Hungary 71.43% 28.57% 0.00% 0.00% 0.00% 0.00% 100.00% 14 

Iceland 61.54% 38.46% 0.00% 0.00% 0.00% 0.00% 100.00% 13 

Ireland 61.54% 30.77% 0.00% 0.00% 0.00% 7.69% 100.00% 13 

Italy 40.00% 46.67% 0.00% 13.33% 0.00% 0.00% 100.00% 15 

Latvia 86.67% 0.00% 13.33% 0.00% 0.00% 0.00% 100.00% 15 

Lithuania 35.71% 50.00% 0.00% 0.00% 14.29% 0.00% 100.00% 14 

Luxembourg 100.00% 0.00% 0.00% 0.00% 0.00% 0.00% 100.00% 1 

Malta 50.00% 50.00% 0.00% 0.00% 0.00% 0.00% 100.00% 2 

Netherlands 58.33% 33.33% 0.00% 0.00% 0.00% 8.33% 100.00% 12 

Norway 62.50% 37.50% 0.00% 0.00% 0.00% 0.00% 100.00% 8 

Poland 78.57% 7.14% 0.00% 0.00% 0.00% 14.29% 100.00% 14 

Portugal 53.33% 40.00% 0.00% 0.00% 6.67% 0.00% 100.00% 15 

Romania 33.33% 20.00% 6.67% 13.33% 13.33% 13.33% 100.00% 15 

Slovakia 35.71% 57.14% 0.00% 7.14% 0.00% 0.00% 100.00% 14 

Slovenia 53.33% 46.67% 0.00% 0.00% 0.00% 0.00% 100.00% 15 

Spain 57.14% 42.86% 0.00% 0.00% 0.00% 0.00% 100.00% 14 

Sweden 21.43% 78.57% 0.00% 0.00% 0.00% 0.00% 100.00% 14 

United 
Kingdom 

35.71% 42.86% 0.00% 14.29% 0.00% 7.14% 100.00% 14 

Total 43.84% 46.03% 3.29% 2.19% 1.64% 3.01% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 128:  Response to question “If applicable, did the details include any charges for different 
kinds of drawdown?” 

Country  N/A No Prompted 
Verbal 

only 

Prompted 
Written + 

verbal 

Unprompte
d Verbal 

only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % % %  

Austria 20.00% 80.00% 0.00% 0.00% 0.00% 0.00% 100.00% 15 

Belgium 53.85% 38.46% 0.00% 7.69% 0.00% 0.00% 100.00% 13 

Bulgaria 20.00% 73.33% 0.00% 6.67% 0.00% 0.00% 100.00% 15 

Cyprus 8.33% 83.33% 0.00% 8.33% 0.00% 0.00% 100.00% 12 

Czech 
Republic 

50.00% 50.00% 0.00% 0.00% 0.00% 0.00% 100.00% 12 

Denmark 38.46% 61.54% 0.00% 0.00% 0.00% 0.00% 100.00% 13 

Estonia 22.22% 77.78% 0.00% 0.00% 0.00% 0.00% 100.00% 9 

Finland 50.00% 42.86% 0.00% 0.00% 0.00% 7.14% 100.00% 14 

France 25.00% 75.00% 0.00% 0.00% 0.00% 0.00% 100.00% 12 

Germany 61.54% 38.46% 0.00% 0.00% 0.00% 0.00% 100.00% 13 

Greece 20.00% 60.00% 0.00% 6.67% 0.00% 13.33% 100.00% 15 

Hungary 50.00% 42.86% 0.00% 0.00% 0.00% 7.14% 100.00% 14 

Iceland 76.92% 23.08% 0.00% 0.00% 0.00% 0.00% 100.00% 13 

Ireland 69.23% 15.38% 7.69% 0.00% 0.00% 7.69% 100.00% 13 

Italy 33.33% 60.00% 0.00% 6.67% 0.00% 0.00% 100.00% 15 

Latvia 80.00% 6.67% 6.67% 0.00% 0.00% 6.67% 100.00% 15 

Lithuania 28.57% 71.43% 0.00% 0.00% 0.00% 0.00% 100.00% 14 

Luxembourg 0.00% 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 1 

Malta 50.00% 50.00% 0.00% 0.00% 0.00% 0.00% 100.00% 2 

Netherlands 50.00% 50.00% 0.00% 0.00% 0.00% 0.00% 100.00% 12 

Norway 50.00% 50.00% 0.00% 0.00% 0.00% 0.00% 100.00% 8 

Poland 85.71% 7.14% 0.00% 0.00% 0.00% 7.14% 100.00% 14 

Portugal 26.67% 66.67% 6.67% 0.00% 0.00% 0.00% 100.00% 15 

Romania 40.00% 46.67% 0.00% 0.00% 6.67% 6.67% 100.00% 15 

Slovakia 35.71% 64.29% 0.00% 0.00% 0.00% 0.00% 100.00% 14 

Slovenia 53.33% 46.67% 0.00% 0.00% 0.00% 0.00% 100.00% 15 

Spain 42.86% 57.14% 0.00% 0.00% 0.00% 0.00% 100.00% 14 

Sweden 28.57% 71.43% 0.00% 0.00% 0.00% 0.00% 100.00% 14 

United 
Kingdom 

42.86% 50.00% 0.00% 7.14% 0.00% 0.00% 100.00% 14 

Total 43.01% 52.05% 0.82% 1.64% 0.27% 2.19% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 129:  Response to question “Was the APR expressed as a percentage given to you?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 66.67% 13.33% 20.00% 0.00% 0.00% 100.00% 15 

Belgium 69.23% 0.00% 7.69% 0.00% 23.08% 100.00% 13 

Bulgaria 73.33% 0.00% 26.67% 0.00% 0.00% 100.00% 15 

Cyprus 25.00% 25.00% 33.33% 8.33% 8.33% 100.00% 12 

Czech 
Republic 

25.00% 8.33% 33.33% 16.67% 16.67% 100.00% 12 

Denmark 92.31% 0.00% 0.00% 0.00% 7.69% 100.00% 13 

Estonia 55.56% 0.00% 0.00% 11.11% 33.33% 100.00% 9 

Finland 28.57% 7.14% 14.29% 7.14% 42.86% 100.00% 14 

France 50.00% 0.00% 25.00% 16.67% 8.33% 100.00% 12 

Germany 84.62% 0.00% 0.00% 0.00% 15.38% 100.00% 13 

Greece 26.67% 13.33% 33.33% 0.00% 26.67% 100.00% 15 

Hungary 0.00% 0.00% 14.29% 0.00% 85.71% 100.00% 14 

Iceland 7.69% 53.85% 38.46% 0.00% 0.00% 100.00% 13 

Ireland 30.77% 15.38% 15.38% 15.38% 23.08% 100.00% 13 

Italy 53.33% 0.00% 20.00% 0.00% 26.67% 100.00% 15 

Latvia 20.00% 26.67% 26.67% 0.00% 26.67% 100.00% 15 

Lithuania 35.71% 7.14% 28.57% 28.57% 0.00% 100.00% 14 

Luxembourg 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 1 

Malta 0.00% 50.00% 0.00% 50.00% 0.00% 100.00% 2 

Netherlands 41.67% 41.67% 16.67% 0.00% 0.00% 100.00% 12 

Norway 37.50% 12.50% 37.50% 0.00% 12.50% 100.00% 8 

Poland 7.14% 0.00% 35.71% 7.14% 50.00% 100.00% 14 

Portugal 0.00% 20.00% 13.33% 0.00% 66.67% 100.00% 15 

Romania 20.00% 26.67% 46.67% 0.00% 6.67% 100.00% 15 

Slovakia 35.71% 7.14% 14.29% 14.29% 28.57% 100.00% 14 

Slovenia 60.00% 26.67% 6.67% 0.00% 6.67% 100.00% 15 

Spain 42.86% 7.14% 21.43% 7.14% 21.43% 100.00% 14 

Sweden 50.00% 7.14% 35.71% 0.00% 7.14% 100.00% 14 

United 
Kingdom 

21.43% 7.14% 14.29% 0.00% 57.14% 100.00% 14 

Total 38.90% 12.33% 21.37% 4.93% 22.47% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 130:  Response to question “Were you informed how the APR given to you would be 
calculated?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompte
d Verbal 

only 

Unprompte
d Written + 

verbal 

Total N 

 % % % % % %  

Austria 86.67% 6.67% 6.67% 0.00% 0.00% 100.00% 15 

Belgium 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 13 

Bulgaria 86.67% 6.67% 6.67% 0.00% 0.00% 100.00% 15 

Cyprus 91.67% 8.33% 0.00% 0.00% 0.00% 100.00% 12 

Czech 
Republic 

58.33% 25.00% 0.00% 16.67% 0.00% 100.00% 12 

Denmark 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 13 

Estonia 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 9 

Finland 71.43% 0.00% 7.14% 0.00% 21.43% 100.00% 14 

France 83.33% 8.33% 0.00% 8.33% 0.00% 100.00% 12 

Germany 84.62% 7.69% 0.00% 7.69% 0.00% 100.00% 13 

Greece 93.33% 0.00% 6.67% 0.00% 0.00% 100.00% 15 

Hungary 78.57% 0.00% 21.43% 0.00% 0.00% 100.00% 14 

Iceland 84.62% 0.00% 15.38% 0.00% 0.00% 100.00% 13 

Ireland 84.62% 0.00% 0.00% 15.38% 0.00% 100.00% 13 

Italy 93.33% 0.00% 6.67% 0.00% 0.00% 100.00% 15 

Latvia 73.33% 6.67% 6.67% 6.67% 6.67% 100.00% 15 

Lithuania 71.43% 7.14% 0.00% 21.43% 0.00% 100.00% 14 

Luxembourg 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 1 

Malta 50.00% 50.00% 0.00% 0.00% 0.00% 100.00% 2 

Netherlands 91.67% 0.00% 8.33% 0.00% 0.00% 100.00% 12 

Norway 87.50% 0.00% 0.00% 0.00% 12.50% 100.00% 8 

Poland 42.86% 7.14% 0.00% 14.29% 35.71% 100.00% 14 

Portugal 66.67% 0.00% 0.00% 0.00% 33.33% 100.00% 15 

Romania 66.67% 13.33% 13.33% 0.00% 6.67% 100.00% 15 

Slovakia 64.29% 14.29% 0.00% 21.43% 0.00% 100.00% 14 

Slovenia 86.67% 0.00% 6.67% 0.00% 6.67% 100.00% 15 

Spain 85.71% 0.00% 0.00% 7.14% 7.14% 100.00% 14 

Sweden 92.86% 7.14% 0.00% 0.00% 0.00% 100.00% 14 

United 
Kingdom 

64.29% 28.57% 0.00% 0.00% 7.14% 100.00% 14 

Total 80.55% 5.75% 4.11% 4.38% 5.21% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 131:  Response to question “Were there any other conditions attached to the credit card 
in question? E.g. that you had to take out an insurance policy or similar?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 73.33% 13.33% 0.00% 13.33% 0.00% 100.00% 15 

Belgium 61.54% 23.08% 7.69% 7.69% 0.00% 100.00% 13 

Bulgaria 93.33% 6.67% 0.00% 0.00% 0.00% 100.00% 15 

Cyprus 50.00% 16.67% 8.33% 25.00% 0.00% 100.00% 12 

Czech 
Republic 

75.00% 16.67% 0.00% 0.00% 8.33% 100.00% 12 

Denmark 30.77% 7.69% 15.38% 23.08% 23.08% 100.00% 13 

Estonia 66.67% 22.22% 0.00% 11.11% 0.00% 100.00% 9 

Finland 85.71% 7.14% 0.00% 7.14% 0.00% 100.00% 14 

France 91.67% 8.33% 0.00% 0.00% 0.00% 100.00% 12 

Germany 76.92% 7.69% 0.00% 15.38% 0.00% 100.00% 13 

Greece 80.00% 6.67% 0.00% 13.33% 0.00% 100.00% 15 

Hungary 71.43% 7.14% 0.00% 7.14% 14.29% 100.00% 14 

Iceland 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 13 

Ireland 84.62% 7.69% 7.69% 0.00% 0.00% 100.00% 13 

Italy 86.67% 0.00% 6.67% 0.00% 6.67% 100.00% 15 

Latvia 93.33% 6.67% 0.00% 0.00% 0.00% 100.00% 15 

Lithuania 71.43% 7.14% 7.14% 14.29% 0.00% 100.00% 14 

Luxembourg 0.00% 0.00% 100.00% 0.00% 0.00% 100.00% 1 

Malta 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 2 

Netherlands 91.67% 8.33% 0.00% 0.00% 0.00% 100.00% 12 

Norway 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 8 

Poland 57.14% 0.00% 7.14% 35.71% 0.00% 100.00% 14 

Portugal 86.67% 6.67% 0.00% 6.67% 0.00% 100.00% 15 

Romania 73.33% 0.00% 13.33% 6.67% 6.67% 100.00% 15 

Slovakia 85.71% 0.00% 0.00% 7.14% 7.14% 100.00% 14 

Slovenia 53.33% 13.33% 0.00% 20.00% 13.33% 100.00% 15 

Spain 64.29% 14.29% 7.14% 7.14% 7.14% 100.00% 14 

Sweden 78.57% 14.29% 7.14% 0.00% 0.00% 100.00% 14 

United 
Kingdom 

100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 14 

Total 76.99% 7.95% 3.56% 8.22% 3.29% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise  
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Table 132:  Response to question “Were there any additional charges for making repayments 
by a specific means (other than direct debit)?” 

Country Code No Yes Total N 

 % % %  

Austria 86.67% 13.33% 100.00% 15 

Belgium 92.31% 7.69% 100.00% 13 

Bulgaria 73.33% 26.67% 100.00% 15 

Cyprus 100.00% 0.00% 100.00% 12 

Czech Republic 91.67% 8.33% 100.00% 12 

Denmark 92.31% 7.69% 100.00% 13 

Estonia 100.00% 0.00% 100.00% 9 

Finland 78.57% 21.43% 100.00% 14 

France 100.00% 0.00% 100.00% 12 

Germany 92.31% 7.69% 100.00% 13 

Greece 80.00% 20.00% 100.00% 15 

Hungary 42.86% 57.14% 100.00% 14 

Iceland 61.54% 38.46% 100.00% 13 

Ireland 84.62% 15.38% 100.00% 13 

Italy 86.67% 13.33% 100.00% 15 

Latvia 100.00% 0.00% 100.00% 15 

Lithuania 71.43% 28.57% 100.00% 14 

Luxembourg 100.00% 0.00% 100.00% 1 

Malta 100.00% 0.00% 100.00% 2 

Netherlands 100.00% 0.00% 100.00% 12 

Norway 62.50% 37.50% 100.00% 8 

Poland 100.00% 0.00% 100.00% 14 

Portugal 93.33% 6.67% 100.00% 15 

Romania 73.33% 26.67% 100.00% 15 

Slovakia 57.14% 42.86% 100.00% 14 

Slovenia 80.00% 20.00% 100.00% 15 

Spain 71.43% 28.57% 100.00% 14 

Sweden 78.57% 21.43% 100.00% 14 

United Kingdom 100.00% 0.00% 100.00% 14 

Total 83.29% 16.71% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 133:  Response to question “Were any charges for late payments specified?” 

Country Code No Yes Total N 

 % % %  

Austria 73.33% 26.67% 100.00% 15 

Belgium 84.62% 15.38% 100.00% 13 

Bulgaria 60.00% 40.00% 100.00% 15 

Cyprus 58.33% 41.67% 100.00% 12 

Czech Republic 33.33% 66.67% 100.00% 12 

Denmark 61.54% 38.46% 100.00% 13 

Estonia 77.78% 22.22% 100.00% 9 

Finland 85.71% 14.29% 100.00% 14 

France 83.33% 16.67% 100.00% 12 

Germany 92.31% 7.69% 100.00% 13 

Greece 40.00% 60.00% 100.00% 15 

Hungary 21.43% 78.57% 100.00% 14 

Iceland 61.54% 38.46% 100.00% 13 

Ireland 46.15% 53.85% 100.00% 13 

Italy 66.67% 33.33% 100.00% 15 

Latvia 40.00% 60.00% 100.00% 15 

Lithuania 50.00% 50.00% 100.00% 14 

Luxembourg 100.00% 0.00% 100.00% 1 

Malta 0.00% 100.00% 100.00% 2 

Netherlands 66.67% 33.33% 100.00% 12 

Norway 37.50% 62.50% 100.00% 8 

Poland 71.43% 28.57% 100.00% 14 

Portugal 46.67% 53.33% 100.00% 15 

Romania 40.00% 60.00% 100.00% 15 

Slovakia 21.43% 78.57% 100.00% 14 

Slovenia 86.67% 13.33% 100.00% 15 

Spain 57.14% 42.86% 100.00% 14 

Sweden 64.29% 35.71% 100.00% 14 

United Kingdom 35.71% 64.29% 100.00% 14 

Total 57.53% 42.47% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 134:  Response to question “Were the consequences of missing payments made clear to 
you?” 

Country Code No Yes Total N 

 % % %  

Austria 93.33% 6.67% 100.00% 15 

Belgium 92.31% 7.69% 100.00% 13 

Bulgaria 86.67% 13.33% 100.00% 15 

Cyprus 75.00% 25.00% 100.00% 12 

Czech Republic 83.33% 16.67% 100.00% 12 

Denmark 76.92% 23.08% 100.00% 13 

Estonia 55.56% 44.44% 100.00% 9 

Finland 57.14% 42.86% 100.00% 14 

France 91.67% 8.33% 100.00% 12 

Germany 84.62% 15.38% 100.00% 13 

Greece 86.67% 13.33% 100.00% 15 

Hungary 71.43% 28.57% 100.00% 14 

Iceland 61.54% 38.46% 100.00% 13 

Ireland 61.54% 38.46% 100.00% 13 

Italy 73.33% 26.67% 100.00% 15 

Latvia 60.00% 40.00% 100.00% 15 

Lithuania 64.29% 35.71% 100.00% 14 

Luxembourg 100.00% 0.00% 100.00% 1 

Malta 50.00% 50.00% 100.00% 2 

Netherlands 66.67% 33.33% 100.00% 12 

Norway 62.50% 37.50% 100.00% 8 

Poland 78.57% 21.43% 100.00% 14 

Portugal 40.00% 60.00% 100.00% 15 

Romania 66.67% 33.33% 100.00% 15 

Slovakia 14.29% 85.71% 100.00% 14 

Slovenia 93.33% 6.67% 100.00% 15 

Spain 64.29% 35.71% 100.00% 14 

Sweden 71.43% 28.57% 100.00% 14 

United Kingdom 64.29% 35.71% 100.00% 14 

Total 70.41% 29.59% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 135:  Response to question “Were there any other charges specified (e.g in case of cash 
withdrawal at an ATM)?” 

Country Code No Yes Total N 

 % % %  

Austria 40.00% 60.00% 100.00% 15 

Belgium 61.54% 38.46% 100.00% 13 

Bulgaria 33.33% 66.67% 100.00% 15 

Cyprus 16.67% 83.33% 100.00% 12 

Czech Republic 41.67% 58.33% 100.00% 12 

Denmark 61.54% 38.46% 100.00% 13 

Estonia 33.33% 66.67% 100.00% 9 

Finland 35.71% 64.29% 100.00% 14 

France 41.67% 58.33% 100.00% 12 

Germany 38.46% 61.54% 100.00% 13 

Greece 26.67% 73.33% 100.00% 15 

Hungary 14.29% 85.71% 100.00% 14 

Iceland 53.85% 46.15% 100.00% 13 

Ireland 38.46% 61.54% 100.00% 13 

Italy 46.67% 53.33% 100.00% 15 

Latvia 26.67% 73.33% 100.00% 15 

Lithuania 7.14% 92.86% 100.00% 14 

Luxembourg 100.00% 0.00% 100.00% 1 

Malta 50.00% 50.00% 100.00% 2 

Netherlands 58.33% 41.67% 100.00% 12 

Norway 0.00% 100.00% 100.00% 8 

Poland 14.29% 85.71% 100.00% 14 

Portugal 46.67% 53.33% 100.00% 15 

Romania 33.33% 66.67% 100.00% 15 

Slovakia 21.43% 78.57% 100.00% 14 

Slovenia 33.33% 66.67% 100.00% 15 

Spain 50.00% 50.00% 100.00% 14 

Sweden 28.57% 71.43% 100.00% 14 

United Kingdom 57.14% 42.86% 100.00% 14 

Total 36.16% 63.84% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 136:  Response to question “Was your right to withdraw from the credit card agreement 
within 14 days explained?” 

Country  No Yes Total N 

 % % %  

Austria 93.33% 6.67% 100.00% 15 

Belgium 100.00% 0.00% 100.00% 13 

Bulgaria 86.67% 13.33% 100.00% 15 

Cyprus 100.00% 0.00% 100.00% 12 

Czech Republic 100.00% 0.00% 100.00% 12 

Denmark 84.62% 15.38% 100.00% 13 

Estonia 100.00% 0.00% 100.00% 9 

Finland 92.86% 7.14% 100.00% 14 

France 75.00% 25.00% 100.00% 12 

Germany 84.62% 15.38% 100.00% 13 

Greece 100.00% 0.00% 100.00% 15 

Hungary 92.86% 7.14% 100.00% 14 

Iceland 100.00% 0.00% 100.00% 13 

Ireland 84.62% 15.38% 100.00% 13 

Italy 80.00% 20.00% 100.00% 15 

Latvia 93.33% 6.67% 100.00% 15 

Lithuania 100.00% 0.00% 100.00% 14 

Luxembourg 100.00% 0.00% 100.00% 1 

Malta 50.00% 50.00% 100.00% 2 

Netherlands 100.00% 0.00% 100.00% 12 

Norway 87.50% 12.50% 100.00% 8 

Poland 85.71% 14.29% 100.00% 14 

Portugal 80.00% 20.00% 100.00% 15 

Romania 93.33% 6.67% 100.00% 15 

Slovakia 92.86% 7.14% 100.00% 14 

Slovenia 93.33% 6.67% 100.00% 15 

Spain 100.00% 0.00% 100.00% 14 

Sweden 92.86% 7.14% 100.00% 14 

United Kingdom 78.57% 21.43% 100.00% 14 

Total 91.23% 8.77% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 137:  Did the credit card issuer's representative explain that should the credit card issuer 
decide to decline your application after consultation with a credit referencing 
agency you would be informed immediately?” 

Country  No Yes Total N 

 % % %  

Austria 86.67% 13.33% 100.00% 15 

Belgium 61.54% 38.46% 100.00% 13 

Bulgaria 80.00% 20.00% 100.00% 15 

Cyprus 66.67% 33.33% 100.00% 12 

Czech Republic 91.67% 8.33% 100.00% 12 

Denmark 100.00% 0.00% 100.00% 13 

Estonia 77.78% 22.22% 100.00% 9 

Finland 57.14% 42.86% 100.00% 14 

France 66.67% 33.33% 100.00% 12 

Germany 69.23% 30.77% 100.00% 13 

Greece 40.00% 60.00% 100.00% 15 

Hungary 85.71% 14.29% 100.00% 14 

Iceland 100.00% 0.00% 100.00% 13 

Ireland 84.62% 15.38% 100.00% 13 

Italy 60.00% 40.00% 100.00% 15 

Latvia 80.00% 20.00% 100.00% 15 

Lithuania 64.29% 35.71% 100.00% 14 

Luxembourg 100.00% 0.00% 100.00% 1 

Malta 100.00% 0.00% 100.00% 2 

Netherlands 91.67% 8.33% 100.00% 12 

Norway 50.00% 50.00% 100.00% 8 

Poland 78.57% 21.43% 100.00% 14 

Portugal 66.67% 33.33% 100.00% 15 

Romania 60.00% 40.00% 100.00% 15 

Slovakia 57.14% 42.86% 100.00% 14 

Slovenia 86.67% 13.33% 100.00% 15 

Spain 50.00% 50.00% 100.00% 14 

Sweden 85.71% 14.29% 100.00% 14 

United Kingdom 71.43% 28.57% 100.00% 14 

Total 73.15% 26.85% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 138:  Response to question “Were you able to obtain a personalised pre-contract (SECCI) 
document containing detailed credit information?” 

Country Code No Yes, but had to 
ask 

Yes, without 
asking 

Total N 

 % % % %  

Austria 93.33% 6.67% 0.00% 100.00% 15 

Belgium 84.62% 7.69% 7.69% 100.00% 13 

Bulgaria 86.67% 13.33% 0.00% 100.00% 15 

Cyprus 83.33% 8.33% 8.33% 100.00% 12 

Czech Republic 83.33% 16.67% 0.00% 100.00% 12 

Denmark 100.00% 0.00% 0.00% 100.00% 13 

Estonia 88.89% 11.11% 0.00% 100.00% 9 

Finland 64.29% 21.43% 14.29% 100.00% 14 

France 91.67% 8.33% 0.00% 100.00% 12 

Germany 100.00% 0.00% 0.00% 100.00% 13 

Greece 46.67% 26.67% 26.67% 100.00% 15 

Hungary 64.29% 7.14% 28.57% 100.00% 14 

Iceland 84.62% 7.69% 7.69% 100.00% 13 

Ireland 100.00% 0.00% 0.00% 100.00% 13 

Italy 46.67% 33.33% 20.00% 100.00% 15 

Latvia 86.67% 13.33% 0.00% 100.00% 15 

Lithuania 78.57% 14.29% 7.14% 100.00% 14 

Luxembourg 100.00% 0.00% 0.00% 100.00% 1 

Malta 100.00% 0.00% 0.00% 100.00% 2 

Netherlands 91.67% 8.33% 0.00% 100.00% 12 

Norway 50.00% 25.00% 25.00% 100.00% 8 

Poland 21.43% 42.86% 35.71% 100.00% 14 

Portugal 66.67% 6.67% 26.67% 100.00% 15 

Romania 66.67% 20.00% 13.33% 100.00% 15 

Slovakia 78.57% 21.43% 0.00% 100.00% 14 

Slovenia 86.67% 13.33% 0.00% 100.00% 15 

Spain 100.00% 0.00% 0.00% 100.00% 14 

Sweden 78.57% 21.43% 0.00% 100.00% 14 

United Kingdom 92.86% 0.00% 7.14% 100.00% 14 

Total 78.36% 13.15% 8.49% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 139:  Response to question “Were there manners in which information was provided to 
you (oral explanation, documents, etc.) that were particularly difficult to 
understand?” 

Country  No Yes Total N 

 % % %  

Austria 100.00% 0.00% 100.00% 15 

Belgium 92.31% 7.69% 100.00% 13 

Bulgaria 86.67% 13.33% 100.00% 15 

Cyprus 91.67% 8.33% 100.00% 12 

Czech Republic 91.67% 8.33% 100.00% 12 

Denmark 61.54% 38.46% 100.00% 13 

Estonia 88.89% 11.11% 100.00% 9 

Finland 100.00% 0.00% 100.00% 14 

France 100.00% 0.00% 100.00% 12 

Germany 92.31% 7.69% 100.00% 13 

Greece 93.33% 6.67% 100.00% 15 

Hungary 92.86% 7.14% 100.00% 14 

Iceland 100.00% 0.00% 100.00% 13 

Ireland 76.92% 23.08% 100.00% 13 

Italy 93.33% 6.67% 100.00% 15 

Latvia 93.33% 6.67% 100.00% 15 

Lithuania 78.57% 21.43% 100.00% 14 

Luxembourg 100.00% 0.00% 100.00% 1 

Malta 100.00% 0.00% 100.00% 2 

Netherlands 91.67% 8.33% 100.00% 12 

Norway 100.00% 0.00% 100.00% 8 

Poland 100.00% 0.00% 100.00% 14 

Portugal 93.33% 6.67% 100.00% 15 

Romania 93.33% 6.67% 100.00% 15 

Slovakia 78.57% 21.43% 100.00% 14 

Slovenia 100.00% 0.00% 100.00% 15 

Spain 100.00% 0.00% 100.00% 14 

Sweden 78.57% 21.43% 100.00% 14 

United Kingdom 92.86% 7.14% 100.00% 14 

Total 91.23% 8.77% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 

  



Annex 5│ Detailed responses from the mystery shopping exercise 
 

 
 

 

 

  287 
 

Table 140:  Response to question “Did the lender's representative ensure that you had all the 
information you needed to make a decision about your credit card?” 

Country  No Yes Total N 

 % % %  

Austria 53.33% 46.67% 100.00% 15 

Belgium 46.15% 53.85% 100.00% 13 

Bulgaria 66.67% 33.33% 100.00% 15 

Cyprus 25.00% 75.00% 100.00% 12 

Czech Republic 41.67% 58.33% 100.00% 12 

Denmark 84.62% 15.38% 100.00% 13 

Estonia 33.33% 66.67% 100.00% 9 

Finland 50.00% 50.00% 100.00% 14 

France 75.00% 25.00% 100.00% 12 

Germany 38.46% 61.54% 100.00% 13 

Greece 33.33% 66.67% 100.00% 15 

Hungary 28.57% 71.43% 100.00% 14 

Iceland 46.15% 53.85% 100.00% 13 

Ireland 46.15% 53.85% 100.00% 13 

Italy 26.67% 73.33% 100.00% 15 

Latvia 73.33% 26.67% 100.00% 15 

Lithuania 7.14% 92.86% 100.00% 14 

Luxembourg 0.00% 100.00% 100.00% 1 

Malta 50.00% 50.00% 100.00% 2 

Netherlands 58.33% 41.67% 100.00% 12 

Norway 12.50% 87.50% 100.00% 8 

Poland 57.14% 42.86% 100.00% 14 

Portugal 66.67% 33.33% 100.00% 15 

Romania 60.00% 40.00% 100.00% 15 

Slovakia 42.86% 57.14% 100.00% 14 

Slovenia 46.67% 53.33% 100.00% 15 

Spain 50.00% 50.00% 100.00% 14 

Sweden 42.86% 57.14% 100.00% 14 

United Kingdom 50.00% 50.00% 100.00% 14 

Total 47.40% 52.60% 100.00% 365 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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A5.3 Car loans 

Table 141:  Response to question “Were you asked to provide your employment status?” 

Country  No Yes Total N 

 % % %  

Austria 50.00% 50.00% 100.00% 14 

Belgium 80.00% 20.00% 100.00% 15 

Bulgaria 40.00% 60.00% 100.00% 15 

Cyprus 40.00% 60.00% 100.00% 15 

Czech Republic 60.00% 40.00% 100.00% 15 

Denmark 73.33% 26.67% 100.00% 15 

Estonia 66.67% 33.33% 100.00% 9 

Finland 53.33% 46.67% 100.00% 15 

France 46.67% 53.33% 100.00% 15 

Germany 40.00% 60.00% 100.00% 15 

Greece 13.33% 86.67% 100.00% 15 

Hungary 46.67% 53.33% 100.00% 15 

Iceland 90.00% 10.00% 100.00% 10 

Ireland 53.33% 46.67% 100.00% 15 

Italy 33.33% 66.67% 100.00% 15 

Latvia 20.00% 80.00% 100.00% 15 

Lithuania 20.00% 80.00% 100.00% 15 

Luxembourg 100.00% 0.00% 100.00% 9 

Malta 100.00% 0.00% 100.00% 9 

Netherlands 33.33% 66.67% 100.00% 15 

Norway 71.43% 28.57% 100.00% 7 

Poland 6.67% 93.33% 100.00% 15 

Portugal 46.67% 53.33% 100.00% 15 

Romania 6.67% 93.33% 100.00% 15 

Slovakia 13.33% 86.67% 100.00% 15 

Slovenia 53.33% 46.67% 100.00% 15 

Spain 53.33% 46.67% 100.00% 15 

Sweden 33.33% 66.67% 100.00% 15 

United Kingdom 66.67% 33.33% 100.00% 15 

Total 45.91% 54.09% 100.00% 403 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 142:  Response to question “Were you asked to provide your income?” 

Country  No Yes Total N 

 % % %  

Austria 64.29% 35.71% 100.00% 14 

Belgium 60.00% 40.00% 100.00% 15 

Bulgaria 66.67% 33.33% 100.00% 15 

Cyprus 86.67% 13.33% 100.00% 15 

Czech Republic 100.00% 0.00% 100.00% 15 

Denmark 73.33% 26.67% 100.00% 15 

Estonia 55.56% 44.44% 100.00% 9 

Finland 80.00% 20.00% 100.00% 15 

France 60.00% 40.00% 100.00% 15 

Germany 53.33% 46.67% 100.00% 15 

Greece 66.67% 33.33% 100.00% 15 

Hungary 53.33% 46.67% 100.00% 15 

Iceland 100.00% 0.00% 100.00% 10 

Ireland 80.00% 20.00% 100.00% 15 

Italy 53.33% 46.67% 100.00% 15 

Latvia 13.33% 86.67% 100.00% 15 

Lithuania 13.33% 86.67% 100.00% 15 

Luxembourg 88.89% 11.11% 100.00% 9 

Malta 100.00% 0.00% 100.00% 9 

Netherlands 40.00% 60.00% 100.00% 15 

Norway 42.86% 57.14% 100.00% 7 

Poland 46.67% 53.33% 100.00% 15 

Portugal 80.00% 20.00% 100.00% 15 

Romania 20.00% 80.00% 100.00% 15 

Slovakia 46.67% 53.33% 100.00% 15 

Slovenia 66.67% 33.33% 100.00% 15 

Spain 60.00% 40.00% 100.00% 15 

Sweden 46.67% 53.33% 100.00% 15 

United Kingdom 66.67% 33.33% 100.00% 15 

Total 60.55% 39.45% 100.00% 403 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 143:  Response to question “Were you asked whether you were a home owner?” 

Country  No Yes Total N 

 % % %  

Austria 92.86% 7.14% 100.00% 14 

Belgium 73.33% 26.67% 100.00% 15 

Bulgaria 93.33% 6.67% 100.00% 15 

Cyprus 86.67% 13.33% 100.00% 15 

Czech Republic 93.33% 6.67% 100.00% 15 

Denmark 93.33% 6.67% 100.00% 15 

Estonia 88.89% 11.11% 100.00% 9 

Finland 80.00% 20.00% 100.00% 15 

France 73.33% 26.67% 100.00% 15 

Germany 73.33% 26.67% 100.00% 15 

Greece 93.33% 6.67% 100.00% 15 

Hungary 80.00% 20.00% 100.00% 15 

Iceland 90.00% 10.00% 100.00% 10 

Ireland 66.67% 33.33% 100.00% 15 

Italy 66.67% 33.33% 100.00% 15 

Latvia 86.67% 13.33% 100.00% 15 

Lithuania 40.00% 60.00% 100.00% 15 

Luxembourg 77.78% 22.22% 100.00% 9 

Malta 100.00% 0.00% 100.00% 9 

Netherlands 33.33% 66.67% 100.00% 15 

Norway 71.43% 28.57% 100.00% 7 

Poland 86.67% 13.33% 100.00% 15 

Portugal 73.33% 26.67% 100.00% 15 

Romania 20.00% 80.00% 100.00% 15 

Slovakia 60.00% 40.00% 100.00% 15 

Slovenia 100.00% 0.00% 100.00% 15 

Spain 60.00% 40.00% 100.00% 15 

Sweden 86.67% 13.33% 100.00% 15 

United Kingdom 66.67% 33.33% 100.00% 15 

Total 75.43% 24.57% 100.00% 403 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 144:  Response to question “Did the lender's representative carry out an affordability 
assessment?” 

Country  No Yes Total N 

 % % %  

Austria 78.57% 21.43% 100.00% 14 

Belgium 86.67% 13.33% 100.00% 15 

Bulgaria 73.33% 26.67% 100.00% 15 

Cyprus 100.00% 0.00% 100.00% 15 

Czech Republic 100.00% 0.00% 100.00% 15 

Denmark 86.67% 13.33% 100.00% 15 

Estonia 77.78% 22.22% 100.00% 9 

Finland 93.33% 6.67% 100.00% 15 

France 73.33% 26.67% 100.00% 15 

Germany 73.33% 26.67% 100.00% 15 

Greece 86.67% 13.33% 100.00% 15 

Hungary 60.00% 40.00% 100.00% 15 

Iceland 100.00% 0.00% 100.00% 10 

Ireland 93.33% 6.67% 100.00% 15 

Italy 53.33% 46.67% 100.00% 15 

Latvia 60.00% 40.00% 100.00% 15 

Lithuania 53.33% 46.67% 100.00% 15 

Luxembourg 100.00% 0.00% 100.00% 9 

Malta 100.00% 0.00% 100.00% 9 

Netherlands 40.00% 60.00% 100.00% 15 

Norway 57.14% 42.86% 100.00% 7 

Poland 46.67% 53.33% 100.00% 15 

Portugal 86.67% 13.33% 100.00% 15 

Romania 26.67% 73.33% 100.00% 15 

Slovakia 53.33% 46.67% 100.00% 15 

Slovenia 80.00% 20.00% 100.00% 15 

Spain 40.00% 60.00% 100.00% 15 

Sweden 93.33% 6.67% 100.00% 15 

United Kingdom 93.33% 6.67% 100.00% 15 

Total 73.95% 26.05% 100.00% 403 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 145:  Response to question “Were you able to proceed with your loan enquiry without 
undertaking a credit check?” 

Country  No Yes Total N 

 % % %  

Austria 18.18% 81.82% 100.00% 11 

Belgium 13.33% 86.67% 100.00% 15 

Bulgaria 0.00% 100.00% 100.00% 15 

Cyprus 7.14% 92.86% 100.00% 14 

Czech Republic 0.00% 100.00% 100.00% 15 

Denmark 13.33% 86.67% 100.00% 15 

Estonia 16.67% 83.33% 100.00% 6 

Finland 0.00% 100.00% 100.00% 12 

France 15.38% 84.62% 100.00% 13 

Germany 7.14% 92.86% 100.00% 14 

Greece 6.67% 93.33% 100.00% 15 

Hungary 33.33% 66.67% 100.00% 15 

Iceland 0.00% 100.00% 100.00% 10 

Ireland 25.00% 75.00% 100.00% 12 

Italy 0.00% 100.00% 100.00% 15 

Latvia 0.00% 100.00% 100.00% 14 

Lithuania 20.00% 80.00% 100.00% 15 

Luxembourg 16.67% 83.33% 100.00% 6 

Malta 33.33% 66.67% 100.00% 9 

Netherlands 13.33% 86.67% 100.00% 15 

Norway 33.33% 66.67% 100.00% 6 

Poland 0.00% 100.00% 100.00% 14 

Portugal 0.00% 100.00% 100.00% 15 

Romania 33.33% 66.67% 100.00% 15 

Slovakia 0.00% 100.00% 100.00% 15 

Slovenia 0.00% 100.00% 100.00% 15 

Spain 25.00% 75.00% 100.00% 12 

Sweden 14.29% 85.71% 100.00% 14 

United Kingdom 37.50% 62.50% 100.00% 8 

Total 11.89% 88.11% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 146:  Response to question “Was the total amount of credit confirmed to you?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 9.09% 0.00% 63.64% 9.09% 18.18% 100.00% 11 

Belgium 13.33% 6.67% 26.67% 6.67% 46.67% 100.00% 15 

Bulgaria 13.33% 6.67% 33.33% 0.00% 46.67% 100.00% 15 

Cyprus 0.00% 21.43% 28.57% 0.00% 50.00% 100.00% 14 

Czech 
Republic 

6.67% 13.33% 13.33% 0.00% 66.67% 100.00% 15 

Denmark 13.33% 13.33% 26.67% 0.00% 46.67% 100.00% 15 

Estonia 16.67% 50.00% 33.33% 0.00% 0.00% 100.00% 6 

Finland 41.67% 0.00% 25.00% 8.33% 25.00% 100.00% 12 

France 7.69% 23.08% 15.38% 0.00% 53.85% 100.00% 13 

Germany 0.00% 0.00% 21.43% 0.00% 78.57% 100.00% 14 

Greece 6.67% 20.00% 13.33% 6.67% 53.33% 100.00% 15 

Hungary 20.00% 13.33% 40.00% 0.00% 26.67% 100.00% 15 

Iceland 10.00% 0.00% 90.00% 0.00% 0.00% 100.00% 10 

Ireland 16.67% 8.33% 50.00% 0.00% 25.00% 100.00% 12 

Italy 0.00% 6.67% 26.67% 0.00% 66.67% 100.00% 15 

Latvia 28.57% 14.29% 14.29% 28.57% 14.29% 100.00% 14 

Lithuania 0.00% 13.33% 20.00% 46.67% 20.00% 100.00% 15 

Luxembourg 16.67% 50.00% 33.33% 0.00% 0.00% 100.00% 6 

Malta 33.33% 0.00% 0.00% 11.11% 55.56% 100.00% 9 

Netherlands 0.00% 0.00% 26.67% 6.67% 66.67% 100.00% 15 

Norway 33.33% 0.00% 33.33% 0.00% 33.33% 100.00% 6 

Poland 0.00% 0.00% 28.57% 14.29% 57.14% 100.00% 14 

Portugal 13.33% 0.00% 53.33% 0.00% 33.33% 100.00% 15 

Romania 0.00% 6.67% 60.00% 6.67% 26.67% 100.00% 15 

Slovakia 6.67% 0.00% 0.00% 20.00% 73.33% 100.00% 15 

Slovenia 13.33% 0.00% 26.67% 0.00% 60.00% 100.00% 15 

Spain 0.00% 25.00% 25.00% 8.33% 41.67% 100.00% 12 

Sweden 21.43% 21.43% 21.43% 7.14% 28.57% 100.00% 14 

United 
Kingdom 

12.50% 0.00% 12.50% 37.50% 37.50% 100.00% 8 

Total 11.08% 9.73% 29.19% 7.57% 42.43% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 147:  Response to question “Was the duration of the loan confirmed?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 9.09% 0.00% 63.64% 0.00% 27.27% 100.00% 11 

Belgium 0.00% 13.33% 40.00% 6.67% 40.00% 100.00% 15 

Bulgaria 0.00% 0.00% 20.00% 0.00% 80.00% 100.00% 15 

Cyprus 0.00% 14.29% 0.00% 0.00% 85.71% 100.00% 14 

Czech 
Republic 

0.00% 6.67% 0.00% 0.00% 93.33% 100.00% 15 

Denmark 26.67% 0.00% 26.67% 6.67% 40.00% 100.00% 15 

Estonia 0.00% 50.00% 33.33% 0.00% 16.67% 100.00% 6 

Finland 8.33% 16.67% 33.33% 8.33% 33.33% 100.00% 12 

France 0.00% 15.38% 23.08% 7.69% 53.85% 100.00% 13 

Germany 0.00% 0.00% 21.43% 0.00% 78.57% 100.00% 14 

Greece 0.00% 20.00% 40.00% 0.00% 40.00% 100.00% 15 

Hungary 20.00% 13.33% 33.33% 0.00% 33.33% 100.00% 15 

Iceland 10.00% 0.00% 80.00% 0.00% 10.00% 100.00% 10 

Ireland 8.33% 0.00% 58.33% 0.00% 33.33% 100.00% 12 

Italy 0.00% 0.00% 20.00% 6.67% 73.33% 100.00% 15 

Latvia 14.29% 14.29% 21.43% 35.71% 14.29% 100.00% 14 

Lithuania 0.00% 6.67% 26.67% 46.67% 20.00% 100.00% 15 

Luxembourg 16.67% 66.67% 16.67% 0.00% 0.00% 100.00% 6 

Malta 11.11% 0.00% 11.11% 22.22% 55.56% 100.00% 9 

Netherlands 0.00% 6.67% 33.33% 0.00% 60.00% 100.00% 15 

Norway 16.67% 0.00% 33.33% 0.00% 50.00% 100.00% 6 

Poland 0.00% 0.00% 21.43% 7.14% 71.43% 100.00% 14 

Portugal 6.67% 0.00% 46.67% 0.00% 46.67% 100.00% 15 

Romania 0.00% 6.67% 73.33% 0.00% 20.00% 100.00% 15 

Slovakia 6.67% 0.00% 0.00% 20.00% 73.33% 100.00% 15 

Slovenia 0.00% 0.00% 46.67% 0.00% 53.33% 100.00% 15 

Spain 0.00% 8.33% 25.00% 8.33% 58.33% 100.00% 12 

Sweden 14.29% 21.43% 21.43% 7.14% 35.71% 100.00% 14 

United 
Kingdom 

0.00% 0.00% 25.00% 37.50% 37.50% 100.00% 8 

Total 5.41% 8.11% 30.54% 7.57% 48.38% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 148:  Response to question “Were you given details of the repayments (instalments) to 
be made? This should  include the amount of each instalment, the number and the 
frequency.” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 9.09% 0.00% 72.73% 0.00% 18.18% 100.00% 11 

Belgium 6.67% 0.00% 40.00% 6.67% 46.67% 100.00% 15 

Bulgaria 0.00% 0.00% 40.00% 0.00% 60.00% 100.00% 15 

Cyprus 0.00% 7.14% 7.14% 7.14% 78.57% 100.00% 14 

Czech 
Republic 

6.67% 0.00% 13.33% 0.00% 80.00% 100.00% 15 

Denmark 20.00% 0.00% 53.33% 0.00% 26.67% 100.00% 15 

Estonia 50.00% 16.67% 16.67% 0.00% 16.67% 100.00% 6 

Finland 16.67% 0.00% 41.67% 8.33% 33.33% 100.00% 12 

France 7.69% 0.00% 30.77% 7.69% 53.85% 100.00% 13 

Germany 0.00% 0.00% 14.29% 0.00% 85.71% 100.00% 14 

Greece 13.33% 6.67% 26.67% 0.00% 53.33% 100.00% 15 

Hungary 33.33% 20.00% 33.33% 0.00% 13.33% 100.00% 15 

Iceland 10.00% 0.00% 90.00% 0.00% 0.00% 100.00% 10 

Ireland 8.33% 0.00% 50.00% 0.00% 41.67% 100.00% 12 

Italy 0.00% 0.00% 26.67% 0.00% 73.33% 100.00% 15 

Latvia 21.43% 21.43% 28.57% 21.43% 7.14% 100.00% 14 

Lithuania 6.67% 13.33% 40.00% 26.67% 13.33% 100.00% 15 

Luxembourg 16.67% 50.00% 33.33% 0.00% 0.00% 100.00% 6 

Malta 22.22% 11.11% 11.11% 0.00% 55.56% 100.00% 9 

Netherlands 0.00% 0.00% 33.33% 6.67% 60.00% 100.00% 15 

Norway 16.67% 0.00% 33.33% 0.00% 50.00% 100.00% 6 

Poland 7.14% 0.00% 28.57% 0.00% 64.29% 100.00% 14 

Portugal 26.67% 0.00% 40.00% 0.00% 33.33% 100.00% 15 

Romania 13.33% 13.33% 53.33% 0.00% 20.00% 100.00% 15 

Slovakia 6.67% 0.00% 0.00% 13.33% 80.00% 100.00% 15 

Slovenia 0.00% 0.00% 33.33% 0.00% 66.67% 100.00% 15 

Spain 0.00% 8.33% 16.67% 8.33% 66.67% 100.00% 12 

Sweden 14.29% 14.29% 28.57% 7.14% 35.71% 100.00% 14 

United 
Kingdom 

12.50% 0.00% 12.50% 25.00% 50.00% 100.00% 8 

Total 10.81% 5.41% 32.70% 4.86% 46.22% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 149:  Response to question “Were you given details of the proposed type of interest?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 36.36% 9.09% 36.36% 9.09% 9.09% 100.00% 11 

Belgium 13.33% 13.33% 26.67% 13.33% 33.33% 100.00% 15 

Bulgaria 13.33% 20.00% 33.33% 0.00% 33.33% 100.00% 15 

Cyprus 0.00% 7.14% 7.14% 7.14% 78.57% 100.00% 14 

Czech 
Republic 

13.33% 13.33% 20.00% 0.00% 53.33% 100.00% 15 

Denmark 13.33% 6.67% 53.33% 6.67% 20.00% 100.00% 15 

Estonia 33.33% 33.33% 33.33% 0.00% 0.00% 100.00% 6 

Finland 8.33% 16.67% 41.67% 0.00% 33.33% 100.00% 12 

France 15.38% 7.69% 38.46% 0.00% 38.46% 100.00% 13 

Germany 7.14% 0.00% 14.29% 0.00% 78.57% 100.00% 14 

Greece 6.67% 33.33% 33.33% 0.00% 26.67% 100.00% 15 

Hungary 33.33% 20.00% 13.33% 0.00% 33.33% 100.00% 15 

Iceland 10.00% 0.00% 80.00% 0.00% 10.00% 100.00% 10 

Ireland 16.67% 25.00% 33.33% 8.33% 16.67% 100.00% 12 

Italy 6.67% 0.00% 40.00% 0.00% 53.33% 100.00% 15 

Latvia 7.14% 28.57% 28.57% 28.57% 7.14% 100.00% 14 

Lithuania 0.00% 26.67% 13.33% 46.67% 13.33% 100.00% 15 

Luxembourg 16.67% 33.33% 33.33% 0.00% 16.67% 100.00% 6 

Malta 44.44% 22.22% 11.11% 11.11% 11.11% 100.00% 9 

Netherlands 6.67% 6.67% 33.33% 6.67% 46.67% 100.00% 15 

Norway 0.00% 16.67% 50.00% 0.00% 33.33% 100.00% 6 

Poland 21.43% 14.29% 14.29% 7.14% 42.86% 100.00% 14 

Portugal 6.67% 0.00% 53.33% 6.67% 33.33% 100.00% 15 

Romania 6.67% 20.00% 33.33% 13.33% 26.67% 100.00% 15 

Slovakia 13.33% 13.33% 20.00% 6.67% 46.67% 100.00% 15 

Slovenia 26.67% 0.00% 20.00% 0.00% 53.33% 100.00% 15 

Spain 16.67% 8.33% 25.00% 16.67% 33.33% 100.00% 12 

Sweden 21.43% 14.29% 28.57% 21.43% 14.29% 100.00% 14 

United 
Kingdom 

12.50% 12.50% 25.00% 37.50% 12.50% 100.00% 8 

Total 14.05% 13.78% 30.00% 8.65% 33.51% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 150:  Response to question “Were you given the value of the proposed rate of interest 
(e.g. 5%)?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 45.45% 0.00% 18.18% 9.09% 27.27% 100.00% 11 

Belgium 0.00% 0.00% 46.67% 13.33% 40.00% 100.00% 15 

Bulgaria 13.33% 6.67% 26.67% 0.00% 53.33% 100.00% 15 

Cyprus 0.00% 7.14% 7.14% 7.14% 78.57% 100.00% 14 

Czech 
Republic 

26.67% 0.00% 6.67% 0.00% 66.67% 100.00% 15 

Denmark 13.33% 0.00% 40.00% 6.67% 40.00% 100.00% 15 

Estonia 33.33% 16.67% 50.00% 0.00% 0.00% 100.00% 6 

Finland 16.67% 8.33% 41.67% 0.00% 33.33% 100.00% 12 

France 15.38% 7.69% 38.46% 0.00% 38.46% 100.00% 13 

Germany 7.14% 0.00% 14.29% 0.00% 78.57% 100.00% 14 

Greece 6.67% 26.67% 40.00% 0.00% 26.67% 100.00% 15 

Hungary 26.67% 13.33% 33.33% 0.00% 26.67% 100.00% 15 

Iceland 10.00% 0.00% 80.00% 0.00% 10.00% 100.00% 10 

Ireland 25.00% 16.67% 33.33% 8.33% 16.67% 100.00% 12 

Italy 13.33% 0.00% 40.00% 0.00% 46.67% 100.00% 15 

Latvia 14.29% 14.29% 42.86% 21.43% 7.14% 100.00% 14 

Lithuania 0.00% 20.00% 26.67% 33.33% 20.00% 100.00% 15 

Luxembourg 16.67% 33.33% 33.33% 0.00% 16.67% 100.00% 6 

Malta 33.33% 11.11% 22.22% 11.11% 22.22% 100.00% 9 

Netherlands 0.00% 0.00% 40.00% 0.00% 60.00% 100.00% 15 

Norway 0.00% 16.67% 33.33% 0.00% 50.00% 100.00% 6 

Poland 21.43% 0.00% 14.29% 0.00% 64.29% 100.00% 14 

Portugal 6.67% 0.00% 53.33% 0.00% 40.00% 100.00% 15 

Romania 6.67% 20.00% 46.67% 6.67% 20.00% 100.00% 15 

Slovakia 20.00% 0.00% 13.33% 6.67% 60.00% 100.00% 15 

Slovenia 6.67% 0.00% 33.33% 0.00% 60.00% 100.00% 15 

Spain 8.33% 16.67% 25.00% 8.33% 41.67% 100.00% 12 

Sweden 21.43% 7.14% 28.57% 7.14% 35.71% 100.00% 14 

United 
Kingdom 

0.00% 12.50% 25.00% 37.50% 25.00% 100.00% 8 

Total 13.51% 7.84% 32.43% 5.95% 40.27% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 151:  Response to question “Was the APR expressed as a percentage given to you?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 45.45% 0.00% 9.09% 18.18% 27.27% 100.00% 11 

Belgium 13.33% 0.00% 40.00% 6.67% 40.00% 100.00% 15 

Bulgaria 33.33% 6.67% 40.00% 0.00% 20.00% 100.00% 15 

Cyprus 14.29% 7.14% 7.14% 0.00% 71.43% 100.00% 14 

Czech 
Republic 

20.00% 13.33% 26.67% 0.00% 40.00% 100.00% 15 

Denmark 13.33% 0.00% 40.00% 6.67% 40.00% 100.00% 15 

Estonia 50.00% 33.33% 16.67% 0.00% 0.00% 100.00% 6 

Finland 33.33% 0.00% 41.67% 0.00% 25.00% 100.00% 12 

France 15.38% 7.69% 46.15% 0.00% 30.77% 100.00% 13 

Germany 0.00% 0.00% 21.43% 0.00% 78.57% 100.00% 14 

Greece 46.67% 20.00% 6.67% 0.00% 26.67% 100.00% 15 

Hungary 20.00% 6.67% 40.00% 0.00% 33.33% 100.00% 15 

Iceland 10.00% 0.00% 80.00% 0.00% 10.00% 100.00% 10 

Ireland 8.33% 16.67% 41.67% 8.33% 25.00% 100.00% 12 

Italy 13.33% 0.00% 46.67% 0.00% 40.00% 100.00% 15 

Latvia 64.29% 21.43% 7.14% 7.14% 0.00% 100.00% 14 

Lithuania 40.00% 13.33% 20.00% 20.00% 6.67% 100.00% 15 

Luxembourg 50.00% 0.00% 16.67% 16.67% 16.67% 100.00% 6 

Malta 55.56% 11.11% 33.33% 0.00% 0.00% 100.00% 9 

Netherlands 0.00% 6.67% 40.00% 0.00% 53.33% 100.00% 15 

Norway 16.67% 16.67% 16.67% 0.00% 50.00% 100.00% 6 

Poland 50.00% 0.00% 21.43% 7.14% 21.43% 100.00% 14 

Portugal 33.33% 0.00% 40.00% 0.00% 26.67% 100.00% 15 

Romania 0.00% 13.33% 60.00% 6.67% 20.00% 100.00% 15 

Slovakia 20.00% 0.00% 0.00% 6.67% 73.33% 100.00% 15 

Slovenia 0.00% 0.00% 26.67% 0.00% 73.33% 100.00% 15 

Spain 8.33% 8.33% 25.00% 8.33% 50.00% 100.00% 12 

Sweden 71.43% 7.14% 0.00% 0.00% 21.43% 100.00% 14 

United 
Kingdom 

0.00% 12.50% 12.50% 37.50% 37.50% 100.00% 8 

Total 24.86% 7.03% 28.92% 4.59% 34.59% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 152:  Response to question “Were you informed of the specific charges used in calculating 
the APR given to you?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 90.91% 0.00% 0.00% 0.00% 9.09% 100.00% 11 

Belgium 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 15 

Bulgaria 53.33% 6.67% 20.00% 0.00% 20.00% 100.00% 15 

Cyprus 71.43% 7.14% 7.14% 0.00% 14.29% 100.00% 14 

Czech 
Republic 

66.67% 0.00% 13.33% 6.67% 13.33% 100.00% 15 

Denmark 86.67% 0.00% 13.33% 0.00% 0.00% 100.00% 15 

Estonia 83.33% 16.67% 0.00% 0.00% 0.00% 100.00% 6 

Finland 50.00% 8.33% 16.67% 0.00% 25.00% 100.00% 12 

France 61.54% 0.00% 7.69% 7.69% 23.08% 100.00% 13 

Germany 50.00% 14.29% 0.00% 0.00% 35.71% 100.00% 14 

Greece 73.33% 13.33% 0.00% 0.00% 13.33% 100.00% 15 

Hungary 86.67% 0.00% 6.67% 0.00% 6.67% 100.00% 15 

Iceland 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 10 

Ireland 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 12 

Italy 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 15 

Latvia 71.43% 14.29% 7.14% 7.14% 0.00% 100.00% 14 

Lithuania 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 15 

Luxembourg 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 6 

Malta 88.89% 0.00% 11.11% 0.00% 0.00% 100.00% 9 

Netherlands 60.00% 6.67% 26.67% 0.00% 6.67% 100.00% 15 

Norway 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 6 

Poland 100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 14 

Portugal 66.67% 0.00% 20.00% 6.67% 6.67% 100.00% 15 

Romania 53.33% 20.00% 6.67% 13.33% 6.67% 100.00% 15 

Slovakia 53.33% 20.00% 13.33% 6.67% 6.67% 100.00% 15 

Slovenia 26.67% 6.67% 6.67% 6.67% 53.33% 100.00% 15 

Spain 75.00% 0.00% 0.00% 8.33% 16.67% 100.00% 12 

Sweden 92.86% 0.00% 0.00% 0.00% 7.14% 100.00% 14 

United 
Kingdom 

87.50% 0.00% 0.00% 12.50% 0.00% 100.00% 8 

Total 75.68% 4.86% 6.76% 2.70% 10.00% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 153:  Response to question “Were there any other conditions attached to obtaining the 
loan in question? E.g. that you had to take out an insurance policy or similar?” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 45.45% 0.00% 27.27% 18.18% 9.09% 100.00% 11 

Belgium 80.00% 0.00% 13.33% 6.67% 0.00% 100.00% 15 

Bulgaria 46.67% 13.33% 6.67% 0.00% 33.33% 100.00% 15 

Cyprus 42.86% 0.00% 7.14% 28.57% 21.43% 100.00% 14 

Czech 
Republic 

40.00% 6.67% 6.67% 13.33% 33.33% 100.00% 15 

Denmark 80.00% 6.67% 0.00% 6.67% 6.67% 100.00% 15 

Estonia 83.33% 16.67% 0.00% 0.00% 0.00% 100.00% 6 

Finland 83.33% 0.00% 8.33% 8.33% 0.00% 100.00% 12 

France 61.54% 7.69% 7.69% 7.69% 15.38% 100.00% 13 

Germany 64.29% 7.14% 7.14% 0.00% 21.43% 100.00% 14 

Greece 73.33% 0.00% 6.67% 0.00% 20.00% 100.00% 15 

Hungary 66.67% 0.00% 13.33% 0.00% 20.00% 100.00% 15 

Iceland 70.00% 0.00% 0.00% 30.00% 0.00% 100.00% 10 

Ireland 91.67% 0.00% 8.33% 0.00% 0.00% 100.00% 12 

Italy 20.00% 0.00% 26.67% 20.00% 33.33% 100.00% 15 

Latvia 78.57% 7.14% 0.00% 14.29% 0.00% 100.00% 14 

Lithuania 33.33% 6.67% 0.00% 53.33% 6.67% 100.00% 15 

Luxembourg 83.33% 0.00% 0.00% 16.67% 0.00% 100.00% 6 

Malta 88.89% 0.00% 0.00% 0.00% 11.11% 100.00% 9 

Netherlands 93.33% 6.67% 0.00% 0.00% 0.00% 100.00% 15 

Norway 83.33% 0.00% 0.00% 0.00% 16.67% 100.00% 6 

Poland 35.71% 0.00% 14.29% 28.57% 21.43% 100.00% 14 

Portugal 53.33% 0.00% 26.67% 6.67% 13.33% 100.00% 15 

Romania 53.33% 26.67% 13.33% 0.00% 6.67% 100.00% 15 

Slovakia 53.33% 6.67% 0.00% 20.00% 20.00% 100.00% 15 

Slovenia 26.67% 0.00% 26.67% 0.00% 46.67% 100.00% 15 

Spain 41.67% 0.00% 8.33% 8.33% 41.67% 100.00% 12 

Sweden 92.86% 0.00% 0.00% 0.00% 7.14% 100.00% 14 

United 
Kingdom 

100.00% 0.00% 0.00% 0.00% 0.00% 100.00% 8 

Total 61.89% 4.05% 8.65% 10.27% 15.14% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 154:  Response to question “Was the total amount repayable given to you? (This should 
include capital, interest and costs.)” 

Country  No Prompted 
Verbal only 

Prompted 
Written + 

verbal 

Unprompted 
Verbal only 

Unprompted 
Written + 

verbal 

Total N 

 % % % % % %  

Austria 45.45% 0.00% 18.18% 0.00% 36.36% 100.00% 11 

Belgium 13.33% 13.33% 33.33% 13.33% 26.67% 100.00% 15 

Bulgaria 6.67% 6.67% 33.33% 6.67% 46.67% 100.00% 15 

Cyprus 0.00% 14.29% 7.14% 0.00% 78.57% 100.00% 14 

Czech 
Republic 

26.67% 0.00% 26.67% 6.67% 40.00% 100.00% 15 

Denmark 46.67% 6.67% 33.33% 0.00% 13.33% 100.00% 15 

Estonia 83.33% 0.00% 16.67% 0.00% 0.00% 100.00% 6 

Finland 41.67% 0.00% 33.33% 0.00% 25.00% 100.00% 12 

France 30.77% 15.38% 30.77% 0.00% 23.08% 100.00% 13 

Germany 14.29% 0.00% 14.29% 0.00% 71.43% 100.00% 14 

Greece 53.33% 13.33% 0.00% 6.67% 26.67% 100.00% 15 

Hungary 53.33% 6.67% 13.33% 0.00% 26.67% 100.00% 15 

Iceland 10.00% 0.00% 80.00% 0.00% 10.00% 100.00% 10 

Ireland 41.67% 8.33% 33.33% 0.00% 16.67% 100.00% 12 

Italy 26.67% 0.00% 33.33% 6.67% 33.33% 100.00% 15 

Latvia 50.00% 0.00% 35.71% 7.14% 7.14% 100.00% 14 

Lithuania 20.00% 6.67% 20.00% 33.33% 20.00% 100.00% 15 

Luxembourg 16.67% 33.33% 33.33% 0.00% 16.67% 100.00% 6 

Malta 55.56% 11.11% 11.11% 11.11% 11.11% 100.00% 9 

Netherlands 0.00% 0.00% 26.67% 6.67% 66.67% 100.00% 15 

Norway 33.33% 0.00% 16.67% 0.00% 50.00% 100.00% 6 

Poland 14.29% 0.00% 21.43% 7.14% 57.14% 100.00% 14 

Portugal 40.00% 0.00% 20.00% 13.33% 26.67% 100.00% 15 

Romania 13.33% 13.33% 53.33% 6.67% 13.33% 100.00% 15 

Slovakia 13.33% 13.33% 0.00% 20.00% 53.33% 100.00% 15 

Slovenia 33.33% 0.00% 20.00% 0.00% 46.67% 100.00% 15 

Spain 33.33% 8.33% 25.00% 0.00% 33.33% 100.00% 12 

Sweden 50.00% 14.29% 21.43% 0.00% 14.29% 100.00% 14 

United 
Kingdom 

25.00% 12.50% 25.00% 12.50% 25.00% 100.00% 8 

Total 29.46% 6.49% 25.14% 5.95% 32.97% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 155:  Response to question “Were there any additional charges for making repayments 
by a specific means (other than direct debit)?” 

Country  No Yes Total N 

 % % %  

Austria 90.91% 9.09% 100.00% 11 

Belgium 100.00% 0.00% 100.00% 15 

Bulgaria 80.00% 20.00% 100.00% 15 

Cyprus 100.00% 0.00% 100.00% 14 

Czech Republic 100.00% 0.00% 100.00% 15 

Denmark 80.00% 20.00% 100.00% 15 

Estonia 100.00% 0.00% 100.00% 6 

Finland 100.00% 0.00% 100.00% 12 

France 100.00% 0.00% 100.00% 13 

Germany 100.00% 0.00% 100.00% 14 

Greece 100.00% 0.00% 100.00% 15 

Hungary 53.33% 46.67% 100.00% 15 

Iceland 80.00% 20.00% 100.00% 10 

Ireland 100.00% 0.00% 100.00% 12 

Italy 73.33% 26.67% 100.00% 15 

Latvia 92.86% 7.14% 100.00% 14 

Lithuania 100.00% 0.00% 100.00% 15 

Luxembourg 100.00% 0.00% 100.00% 6 

Malta 100.00% 0.00% 100.00% 9 

Netherlands 100.00% 0.00% 100.00% 15 

Norway 83.33% 16.67% 100.00% 6 

Poland 100.00% 0.00% 100.00% 14 

Portugal 93.33% 6.67% 100.00% 15 

Romania 86.67% 13.33% 100.00% 15 

Slovakia 93.33% 6.67% 100.00% 15 

Slovenia 86.67% 13.33% 100.00% 15 

Spain 100.00% 0.00% 100.00% 12 

Sweden 85.71% 14.29% 100.00% 14 

United Kingdom 100.00% 0.00% 100.00% 8 

Total 91.89% 8.11% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 156:  Response to question “Were any charges for late payments specified?” 

Country  No Yes Total N 

 % % %  

Austria 72.73% 27.27% 100.00% 11 

Belgium 86.67% 13.33% 100.00% 15 

Bulgaria 46.67% 53.33% 100.00% 15 

Cyprus 71.43% 28.57% 100.00% 14 

Czech Republic 66.67% 33.33% 100.00% 15 

Denmark 80.00% 20.00% 100.00% 15 

Estonia 66.67% 33.33% 100.00% 6 

Finland 83.33% 16.67% 100.00% 12 

France 69.23% 30.77% 100.00% 13 

Germany 71.43% 28.57% 100.00% 14 

Greece 80.00% 20.00% 100.00% 15 

Hungary 93.33% 6.67% 100.00% 15 

Iceland 90.00% 10.00% 100.00% 10 

Ireland 83.33% 16.67% 100.00% 12 

Italy 26.67% 73.33% 100.00% 15 

Latvia 64.29% 35.71% 100.00% 14 

Lithuania 33.33% 66.67% 100.00% 15 

Luxembourg 100.00% 0.00% 100.00% 6 

Malta 100.00% 0.00% 100.00% 9 

Netherlands 93.33% 6.67% 100.00% 15 

Norway 83.33% 16.67% 100.00% 6 

Poland 57.14% 42.86% 100.00% 14 

Portugal 60.00% 40.00% 100.00% 15 

Romania 80.00% 20.00% 100.00% 15 

Slovakia 53.33% 46.67% 100.00% 15 

Slovenia 93.33% 6.67% 100.00% 15 

Spain 66.67% 33.33% 100.00% 12 

Sweden 100.00% 0.00% 100.00% 14 

United Kingdom 75.00% 25.00% 100.00% 8 

Total 72.70% 27.30% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 157:  Response to question “Were the consequences of missing payments made clear to 
you?” 

Country  No Yes Total N 

 % % %  

Austria 90.91% 9.09% 100.00% 11 

Belgium 73.33% 26.67% 100.00% 15 

Bulgaria 80.00% 20.00% 100.00% 15 

Cyprus 78.57% 21.43% 100.00% 14 

Czech Republic 93.33% 6.67% 100.00% 15 

Denmark 73.33% 26.67% 100.00% 15 

Estonia 66.67% 33.33% 100.00% 6 

Finland 83.33% 16.67% 100.00% 12 

France 69.23% 30.77% 100.00% 13 

Germany 71.43% 28.57% 100.00% 14 

Greece 86.67% 13.33% 100.00% 15 

Hungary 73.33% 26.67% 100.00% 15 

Iceland 90.00% 10.00% 100.00% 10 

Ireland 83.33% 16.67% 100.00% 12 

Italy 60.00% 40.00% 100.00% 15 

Latvia 92.86% 7.14% 100.00% 14 

Lithuania 60.00% 40.00% 100.00% 15 

Luxembourg 66.67% 33.33% 100.00% 6 

Malta 100.00% 0.00% 100.00% 9 

Netherlands 53.33% 46.67% 100.00% 15 

Norway 100.00% 0.00% 100.00% 6 

Poland 57.14% 42.86% 100.00% 14 

Portugal 73.33% 26.67% 100.00% 15 

Romania 93.33% 6.67% 100.00% 15 

Slovakia 73.33% 26.67% 100.00% 15 

Slovenia 93.33% 6.67% 100.00% 15 

Spain 83.33% 16.67% 100.00% 12 

Sweden 85.71% 14.29% 100.00% 14 

United Kingdom 87.50% 12.50% 100.00% 8 

Total 78.38% 21.62% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 158:  Response to question “Were any other charges specified?” 

Country No Yes Total N 

 % % %  

Austria 54.55% 45.45% 100.00% 11 

Belgium 100.00% 0.00% 100.00% 15 

Bulgaria 60.00% 40.00% 100.00% 15 

Cyprus 28.57% 71.43% 100.00% 14 

Czech Republic 93.33% 6.67% 100.00% 15 

Denmark 53.33% 46.67% 100.00% 15 

Estonia 50.00% 50.00% 100.00% 6 

Finland 58.33% 41.67% 100.00% 12 

France 46.15% 53.85% 100.00% 13 

Germany 78.57% 21.43% 100.00% 14 

Greece 40.00% 60.00% 100.00% 15 

Hungary 73.33% 26.67% 100.00% 15 

Iceland 30.00% 70.00% 100.00% 10 

Ireland 83.33% 16.67% 100.00% 12 

Italy 66.67% 33.33% 100.00% 15 

Latvia 57.14% 42.86% 100.00% 14 

Lithuania 53.33% 46.67% 100.00% 15 

Luxembourg 83.33% 16.67% 100.00% 6 

Malta 100.00% 0.00% 100.00% 9 

Netherlands 100.00% 0.00% 100.00% 15 

Norway 66.67% 33.33% 100.00% 6 

Poland 85.71% 14.29% 100.00% 14 

Portugal 73.33% 26.67% 100.00% 15 

Romania 46.67% 53.33% 100.00% 15 

Slovakia 33.33% 66.67% 100.00% 15 

Slovenia 13.33% 86.67% 100.00% 15 

Spain 16.67% 83.33% 100.00% 12 

Sweden 71.43% 28.57% 100.00% 14 

United Kingdom 87.50% 12.50% 100.00% 8 

Total 61.62% 38.38% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 159:  Response to question “Was your right to withdraw from an agreement within 14 
days explained?” 

Country  No Yes Total N 

 % % %  

Austria 100.00% 0.00% 100.00% 11 

Belgium 86.67% 13.33% 100.00% 15 

Bulgaria 86.67% 13.33% 100.00% 15 

Cyprus 100.00% 0.00% 100.00% 14 

Czech Republic 80.00% 20.00% 100.00% 15 

Denmark 86.67% 13.33% 100.00% 15 

Estonia 100.00% 0.00% 100.00% 6 

Finland 83.33% 16.67% 100.00% 12 

France 53.85% 46.15% 100.00% 13 

Germany 64.29% 35.71% 100.00% 14 

Greece 86.67% 13.33% 100.00% 15 

Hungary 100.00% 0.00% 100.00% 15 

Iceland 100.00% 0.00% 100.00% 10 

Ireland 91.67% 8.33% 100.00% 12 

Italy 53.33% 46.67% 100.00% 15 

Latvia 92.86% 7.14% 100.00% 14 

Lithuania 100.00% 0.00% 100.00% 15 

Luxembourg 100.00% 0.00% 100.00% 6 

Malta 100.00% 0.00% 100.00% 9 

Netherlands 93.33% 6.67% 100.00% 15 

Norway 100.00% 0.00% 100.00% 6 

Poland 78.57% 21.43% 100.00% 14 

Portugal 100.00% 0.00% 100.00% 15 

Romania 93.33% 6.67% 100.00% 15 

Slovakia 93.33% 6.67% 100.00% 15 

Slovenia 86.67% 13.33% 100.00% 15 

Spain 91.67% 8.33% 100.00% 12 

Sweden 85.71% 14.29% 100.00% 14 

United Kingdom 62.50% 37.50% 100.00% 8 

Total 87.30% 12.70% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 160:  Response to question “Was your right to repay the loan early explained?” 

Country  No Yes Total N 

 % % %  

Austria 63.64% 36.36% 100.00% 11 

Belgium 66.67% 33.33% 100.00% 15 

Bulgaria 53.33% 46.67% 100.00% 15 

Cyprus 64.29% 35.71% 100.00% 14 

Czech Republic 66.67% 33.33% 100.00% 15 

Denmark 60.00% 40.00% 100.00% 15 

Estonia 50.00% 50.00% 100.00% 6 

Finland 41.67% 58.33% 100.00% 12 

France 38.46% 61.54% 100.00% 13 

Germany 50.00% 50.00% 100.00% 14 

Greece 60.00% 40.00% 100.00% 15 

Hungary 73.33% 26.67% 100.00% 15 

Iceland 80.00% 20.00% 100.00% 10 

Ireland 50.00% 50.00% 100.00% 12 

Italy 26.67% 73.33% 100.00% 15 

Latvia 42.86% 57.14% 100.00% 14 

Lithuania 53.33% 46.67% 100.00% 15 

Luxembourg 66.67% 33.33% 100.00% 6 

Malta 88.89% 11.11% 100.00% 9 

Netherlands 20.00% 80.00% 100.00% 15 

Norway 50.00% 50.00% 100.00% 6 

Poland 28.57% 71.43% 100.00% 14 

Portugal 53.33% 46.67% 100.00% 15 

Romania 53.33% 46.67% 100.00% 15 

Slovakia 53.33% 46.67% 100.00% 15 

Slovenia 86.67% 13.33% 100.00% 15 

Spain 41.67% 58.33% 100.00% 12 

Sweden 78.57% 21.43% 100.00% 14 

United Kingdom 50.00% 50.00% 100.00% 8 

Total 55.14% 44.86% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 161:  Response to question “Did the lender's representative explain that should the 
lender decide to decline your application after consultation with a credit referencing 
agency you would be informed immediately?” 

Country  No Yes Total N 

 % % %  

Austria 90.91% 9.09% 100.00% 11 

Belgium 100.00% 0.00% 100.00% 15 

Bulgaria 93.33% 6.67% 100.00% 15 

Cyprus 64.29% 35.71% 100.00% 14 

Czech Republic 73.33% 26.67% 100.00% 15 

Denmark 93.33% 6.67% 100.00% 15 

Estonia 50.00% 50.00% 100.00% 6 

Finland 66.67% 33.33% 100.00% 12 

France 61.54% 38.46% 100.00% 13 

Germany 50.00% 50.00% 100.00% 14 

Greece 60.00% 40.00% 100.00% 15 

Hungary 73.33% 26.67% 100.00% 15 

Iceland 80.00% 20.00% 100.00% 10 

Ireland 50.00% 50.00% 100.00% 12 

Italy 66.67% 33.33% 100.00% 15 

Latvia 35.71% 64.29% 100.00% 14 

Lithuania 66.67% 33.33% 100.00% 15 

Luxembourg 66.67% 33.33% 100.00% 6 

Malta 100.00% 0.00% 100.00% 9 

Netherlands 60.00% 40.00% 100.00% 15 

Norway 83.33% 16.67% 100.00% 6 

Poland 50.00% 50.00% 100.00% 14 

Portugal 73.33% 26.67% 100.00% 15 

Romania 80.00% 20.00% 100.00% 15 

Slovakia 53.33% 46.67% 100.00% 15 

Slovenia 100.00% 0.00% 100.00% 15 

Spain 66.67% 33.33% 100.00% 12 

Sweden 64.29% 35.71% 100.00% 14 

United Kingdom 75.00% 25.00% 100.00% 8 

Total 70.54% 29.46% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 162:  Response to question “Were you able to obtain a personalised pre-contract (SECCI) 
document containing detailed credit information?” 

Country No Yes, but had to 
ask 

Yes, without 
asking 

Total N 

 % % % %  

Austria 27.27% 36.36% 36.36% 100.00% 11 

Belgium 66.67% 6.67% 26.67% 100.00% 15 

Bulgaria 13.33% 40.00% 46.67% 100.00% 15 

Cyprus 64.29% 7.14% 28.57% 100.00% 14 

Czech Republic 46.67% 33.33% 20.00% 100.00% 15 

Denmark 80.00% 20.00% 0.00% 100.00% 15 

Estonia 83.33% 0.00% 16.67% 100.00% 6 

Finland 41.67% 16.67% 41.67% 100.00% 12 

France 53.85% 15.38% 30.77% 100.00% 13 

Germany 50.00% 21.43% 28.57% 100.00% 14 

Greece 46.67% 20.00% 33.33% 100.00% 15 

Hungary 73.33% 13.33% 13.33% 100.00% 15 

Iceland 30.00% 60.00% 10.00% 100.00% 10 

Ireland 75.00% 16.67% 8.33% 100.00% 12 

Italy 26.67% 13.33% 60.00% 100.00% 15 

Latvia 85.71% 0.00% 14.29% 100.00% 14 

Lithuania 66.67% 26.67% 6.67% 100.00% 15 

Luxembourg 100.00% 0.00% 0.00% 100.00% 6 

Malta 100.00% 0.00% 0.00% 100.00% 9 

Netherlands 33.33% 20.00% 46.67% 100.00% 15 

Norway 100.00% 0.00% 0.00% 100.00% 6 

Poland 35.71% 50.00% 14.29% 100.00% 14 

Portugal 46.67% 20.00% 33.33% 100.00% 15 

Romania 26.67% 40.00% 33.33% 100.00% 15 

Slovakia 66.67% 0.00% 33.33% 100.00% 15 

Slovenia 53.33% 6.67% 40.00% 100.00% 15 

Spain 66.67% 0.00% 33.33% 100.00% 12 

Sweden 57.14% 28.57% 14.29% 100.00% 14 

United Kingdom 50.00% 37.50% 12.50% 100.00% 8 

Total 54.86% 19.73% 25.41% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 163:  Response to question “Were there manners in which information was provided to 
you (oral explanation, documents, etc.) that were particularly difficult to 
understand?” 

Country  No Yes Total N 

 % % %  

Austria 100.00% 0.00% 100.00% 11 

Belgium 100.00% 0.00% 100.00% 15 

Bulgaria 100.00% 0.00% 100.00% 15 

Cyprus 100.00% 0.00% 100.00% 14 

Czech Republic 93.33% 6.67% 100.00% 15 

Denmark 100.00% 0.00% 100.00% 15 

Estonia 100.00% 0.00% 100.00% 6 

Finland 100.00% 0.00% 100.00% 12 

France 100.00% 0.00% 100.00% 13 

Germany 92.86% 7.14% 100.00% 14 

Greece 93.33% 6.67% 100.00% 15 

Hungary 100.00% 0.00% 100.00% 15 

Iceland 90.00% 10.00% 100.00% 10 

Ireland 100.00% 0.00% 100.00% 12 

Italy 100.00% 0.00% 100.00% 15 

Latvia 100.00% 0.00% 100.00% 14 

Lithuania 93.33% 6.67% 100.00% 15 

Luxembourg 83.33% 16.67% 100.00% 6 

Malta 33.33% 66.67% 100.00% 9 

Netherlands 93.33% 6.67% 100.00% 15 

Norway 83.33% 16.67% 100.00% 6 

Poland 100.00% 0.00% 100.00% 14 

Portugal 100.00% 0.00% 100.00% 15 

Romania 93.33% 6.67% 100.00% 15 

Slovakia 100.00% 0.00% 100.00% 15 

Slovenia 100.00% 0.00% 100.00% 15 

Spain 100.00% 0.00% 100.00% 12 

Sweden 100.00% 0.00% 100.00% 14 

United Kingdom 100.00% 0.00% 100.00% 8 

Total 95.95% 4.05% 100.00% 370 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Table 164:  Response to question “Did the lender's representative ensure that you had all the 
information you needed to make a decision about your loan?” 

Country  No Yes Total N 

 % % %  

Austria 27.27% 72.73% 100.00% 11 

Belgium 53.33% 46.67% 100.00% 15 

Bulgaria 33.33% 66.67% 100.00% 15 

Cyprus 14.29% 85.71% 100.00% 14 

Czech Republic 73.33% 26.67% 100.00% 15 

Denmark 33.33% 66.67% 100.00% 15 

Estonia 57.14% 42.86% 100.00% 7 

Finland 61.54% 38.46% 100.00% 13 

France 15.38% 84.62% 100.00% 13 

Germany 21.43% 78.57% 100.00% 14 

Greece 46.67% 53.33% 100.00% 15 

Hungary 40.00% 60.00% 100.00% 15 

Iceland 40.00% 60.00% 100.00% 10 

Ireland 50.00% 50.00% 100.00% 12 

Italy 13.33% 86.67% 100.00% 15 

Latvia 35.71% 64.29% 100.00% 14 

Lithuania 53.33% 46.67% 100.00% 15 

Luxembourg 66.67% 33.33% 100.00% 6 

Malta 100.00% 0.00% 100.00% 9 

Netherlands 20.00% 80.00% 100.00% 15 

Norway 66.67% 33.33% 100.00% 6 

Poland 40.00% 60.00% 100.00% 15 

Portugal 13.33% 86.67% 100.00% 15 

Romania 53.33% 46.67% 100.00% 15 

Slovakia 33.33% 66.67% 100.00% 15 

Slovenia 40.00% 60.00% 100.00% 15 

Spain 25.00% 75.00% 100.00% 12 

Sweden 28.57% 71.43% 100.00% 14 

United Kingdom 53.85% 46.15% 100.00% 13 

Total 39.68% 60.32% 100.00% 378 
Note: Not all mystery shoppers necessarily answered all questions.  
Source: Mystery Shopping Exercise 
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Annex 6 Summary statistics of the consumer survey results 

A6.1 Descriptive statistics 

A6.1.1 Current use of loans 

Table 148 below shows the number and proportion of respondents who had or tried to get a loan 
in the last five years by the type of loan. For those who had a loan, a credit card loan was the most 
prominent type, with over a third of respondents having such a loan. For those who tried to get a 
loan, obtaining a personal loan was the main target, with 34.3% of respondents attempting to get 
such a loan. 

Table 165:  Respondents who had or tried to get a loan in the past five years, by loan type 

Loan Type Those who had a loan Those who tried to get a loan 

Frequency Percentage Frequency  Percentage 

Overdraft 2,557 17.69% 22 13.25% 

Personal loan 2,645 18.30% 57 34.34% 

Revolving credit 453 3.13% 3 1.81% 

Credit card 5,088 35.20% 27 16.27% 

Store card 1,002 6.93% 12 7.23% 

Car loan 1,745 12.07% 24 14.46% 

Student loan 498 3.45% 9 5.42% 

Home collected credit 197 1.36% 5 3.01% 

Payday loan 270 1.87% 7 4.22% 

Total 14,455 100 166 100 
Source: Consumer survey: Section 1, Question 3 

The consumer survey is based on the most recent loan(s) obtained or targeted by the respondent. 
In the table below a breakdown of the most recent types of CCD loan(s) obtained or tried to be 
obtained are presented. Credit card (35%), personal loans (18%) and authorised overdrafts (18%) 
form the highest proportion of most recent loan types. 

Table 166:  Respondents who had or tried to get a loan, by most recent loan type 

Loan Type Frequency Percentage 

Authorised overdraft 2,579 17.64% 

Personal loan 2,702 18.48% 

Revolving credit 456 3.12% 

Credit card 5,115 34.98% 

Store card 1,014 6.94% 

Car loan 1,769 12.10% 

Student loan 507 3.47% 

Home collected credit 202 1.38% 

Payday loan 277 1.895 

Total 14,621 100 
Source: Consumer survey: Section 1, Question 1, 2, 4 and 5 

Table 150 shows the number, average and normalised standard deviation of reported borrowing 
rates across all countries. On average, Hungary has the highest borrowing rate of 24% whilst 
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Finland has the lowest of 6%. Italy has the largest dispersion of borrowing rates with a normalised 
standard deviation of 0.551.  

However, the results in the table below do not consider the range of products available to the 
respondents and hence the average borrowing rate may not be a true reflection of the original 
average borrowing rate in the given country.  

A breakdown of borrowing rates per product type by country leads to a small number of 
observations and therefore is not reliable.  

Table 167:  Distribution of borrowing rates, by country 

Country Observations Mean Normalised standard 
deviation 

Austria 171 8.223 0.470 

Belgium 176 6.906 0.957 

Bulgaria 217 12.7 0.334 

Cyprus 199 7.264 0.484 

Czech Republic 170 14.91 0.856 

Denmark 196 6.797 0.588 

Estonia 186 13.2 0.561 

Finland 294 9.427 0.440 

France 204 10.44 0.471 

Germany 117 5.604 0.604 

Greece 258 5.943 0.825 

Hungary 153 19.75 0.633 

Ireland 141 11.45 0.658 

Iceland 72 10.5 0.716 

Italy 154 6.303 0.981 

Latvia 266 14.37 0.791 

Lithuania 301 11.23 0.683 

Luxembourg 288 8.307 0.470 

Malta 166 6.832 0.684 

Netherlands 145 7.494 0.882 

Norway 140 11.52 0.860 

Poland 171 12.75 0.519 

Portugal 66 10.44 0.693 

Romania 241 11.35 0.519 

Slovakia 145 13.16 0.538 

Slovenia 71 6.302 0.483 

Spain 121 7.048 1.123 

Sweden 153 6.508 1.102 

United Kingdom 135 11.31 1.176 
Note: Normalised standard deviation is the standard deviation divided by the mean. 
Source: Consumer survey: Section 2, Question 20 

A6.2 Social demographic features of consumer survey by country 

Additionally, in the consumer survey, social demographic and financial literacy questions were 
presented to the respondents.  
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Table 151 presents the financial literacy scores by country, in which the first offer was the correct 
answer. Finland scored the highest in the financial literacy test, with 61.28% of respondents 
getting the correct answer. It was followed by Poland (58.57%) and Sweden (57.54%).  

 

Table 168:  Financial literacy, by country 

Country Observations First offer Second offer or 
both the same 
[volunteered] 

Don’t know 

Austria 501 41.12% 32.93% 25.95% 

Belgium 508 39.96% 42.72% 17.32% 

Bulgaria 505 46.14% 38.81% 15.05% 

Cyprus 496 24.80% 41.94% 33.27% 

Czech Republic 508 41.54% 37.20% 21.26% 

Denmark 501 56.49% 31.74% 11.78% 

Estonia 513 30.41% 32.16% 37.43% 

Germany 500 43.20% 40.20% 16.60% 

Greece 501 27.54% 39.92% 32.53% 

Finland 501 61.28% 26.35% 12.38% 

France 504 45.44% 36.71% 17.86% 

Hungary 504 41.67% 43.45% 14.88% 

Ireland 503 42.35% 33.60% 24.06% 

Iceland 503 27.63% 31.41% 40.95% 

Italy 505 39.21% 39.60% 21.19% 

Latvia 509 22.20% 44.01% 33.79% 

Lithuania 508 31.69% 47.64% 20.67% 

Luxembourg 504 30.75% 48.21% 21.03% 

Malta 502 37.05% 43.23% 19.72% 

Netherlands 502 31.67% 48.41% 19.92% 

Norway 503 36.38% 32.01% 31.61% 

Poland 502 58.57% 34.26% 7.17% 

Portugal 502 25.50% 30.88% 43.63% 

Romania 511 26.61% 38.55% 34.83% 

Slovakia 502 33.47% 36.06% 30.48% 

Slovenia 503 24.65% 33.60% 41.75% 

Spain 513 42.88% 28.46% 28.65% 

Sweden 504 57.54% 24.21% 18.25% 

United Kingdom 503 48.31% 30.42% 21.27% 
Source: Consumer survey: Financial literacy 

The proportion of respondents with internet access by country is shown in Table 169. Cyprus and 
Greece are the only countries with less than 80% of respondents having internet access.  

Table 169:  Internet access of survey respondents by country 

Country Yes No 

Austria 85.03% 14.97% 

Belgium 91.73% 8.27% 

Bulgaria 95.45% 4.55% 

Cyprus 73.99% 26.01% 

Czech Republic 83.66% 16.34% 

Denmark 97.60% 2.40% 
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Table 169:  Internet access of survey respondents by country 

Country Yes No 

Estonia 91.03% 8.97% 

Germany 92.20% 7.80% 

Greece 77.05% 22.95% 

Finland 93.01% 6.99% 

France 89.68% 10.32% 

Hungary 82.94% 17.06% 

Ireland 91.25% 8.75% 

Iceland 97.02% 2.98% 

Italy 83.96% 16.04% 

Latvia 88.61% 11.39% 

Lithuania 90.55% 9.45% 

Luxembourg 92.66% 7.34% 

Malta 95.02% 4.98% 

Netherlands 99.40% 0.60% 

Norway 96.42% 3.58% 

Poland 92.23% 7.77% 

Portugal 82.67% 17.33% 

Romania 79.84% 20.16% 

Slovakia 89.84% 10.16% 

Slovenia 85.49% 14.51% 

Spain 89.47% 10.53% 

Sweden 95.83% 4.17% 

United Kingdom 91.25% 8.75% 
Source: Consumer survey: Question D6 

Table 153 reflects the employment status of the survey participants, by country. For all countries, 
the majority are in full-time employment outside the house.  

Table 170:  Employment status of survey respondents by country 

Country Employed 
full time 
outside 

the home 

Employed 
part time 

outside the 
home 

Self 
employed 

Not 
employed 

outside the 
home 

Retired Refusal 

Austria 48.11% 14.71% 9.66% 3.78% 23.74% 0.00% 

Belgium 49.60% 13.20% 9.20% 7.60% 19.40% 1.00% 

Bulgaria 77.80% 1.40% 14.80% 1.60% 4.20% 0.20% 

Cyprus 44.26% 5.74% 7.79% 17.21% 23.77% 1.23% 

Czech Republic 49.80% 5.36% 14.88% 9.52% 18.85% 1.59% 

Denmark 66.81% 9.11% 3.47% 7.38% 13.23% 0.00% 

Estonia 68.54% 6.01% 6.21% 7.01% 11.42% 0.80% 

Germany 62.55% 9.67% 7.00% 7.41% 12.55% 0.82% 

Greece 40.24% 5.43% 19.92% 14.69% 18.91% 0.80% 

Finland 50.84% 5.27% 9.49% 5.91% 27.85% 0.63% 

France 51.60% 10.40% 9.40% 7.20% 20.40% 1.00% 

Hungary 35.32% 5.56% 6.15% 24.80% 27.98% 0.20% 

Ireland 38.18% 14.14% 14.55% 12.53% 20.20% 0.40% 

Iceland 58.85% 9.29% 13.94% 7.96% 9.07% 0.88% 

Italy 46.51% 8.98% 16.37% 12.18% 15.97% 0.00% 

Latvia 75.11% 5.24% 5.68% 8.08% 5.24% 0.66% 



 Annex 6│ Summary statistics of the consumer survey results 
 

 
 

 

 

  317 
 

Table 170:  Employment status of survey respondents by country 

Country Employed 
full time 
outside 

the home 

Employed 
part time 

outside the 
home 

Self 
employed 

Not 
employed 

outside the 
home 

Retired Refusal 

Lithuania 76.10% 7.13% 7.13% 5.24% 3.56% 0.84% 

Luxembourg 71.02% 10.82% 3.47% 3.88% 10.20% 0.61% 

Malta 51.02% 9.39% 6.33% 18.16% 15.10% 0.00% 

Netherlands 39.80% 31.43% 8.98% 7.96% 11.22% 0.61% 

Norway 65.76% 9.24% 8.61% 4.20% 11.97% 0.21% 

Poland 61.05% 5.26% 13.89% 6.95% 12.00% 0.84% 

Portugal 44.20% 2.44% 14.46% 9.78% 27.70% 1.43% 

Romania 75.46% 3.30% 3.30% 1.44% 14.23% 2.27% 

Slovakia 58.18% 3.23% 17.17% 10.51% 10.30% 0.61% 

Slovenia 45.55% 2.02% 4.66% 5.67% 41.50% 0.61% 

Spain 44.65% 10.51% 8.89% 20.00% 15.56% 0.40% 

Sweden 57.76% 9.80% 6.33% 3.47% 22.04% 0.61% 

United Kingdom 41.08% 17.64% 8.82% 8.42% 24.05% 0.00% 
Source: Consumer survey: Question D4 

Table 171 shows the best description of the respondents’ location by country.  

Table 171:  Best description of location of survey respondents by country 

Country Metropolitan area 
or City 

A town Rural Refusal 

Austria 30.34% 15.17% 54.29% 0.20% 

Belgium 22.44% 33.27% 44.09% 0.20% 

Bulgaria 64.16% 33.86% 0.99% 0.99% 

Cyprus 27.02% 57.46% 15.52% 0.00% 

Czech Republic 44.49% 28.15% 27.17% 0.20% 

Denmark 36.33% 45.91% 17.56% 0.20% 

Estonia 45.61% 23.59% 30.80% 0.00% 

Germany 41.20% 32.60% 26.20% 0.00% 

Greece 37.33% 49.70% 12.97% 0.00% 

Finland 43.71% 35.53% 20.76% 0.00% 

France 15.08% 38.10% 46.63% 0.20% 

Hungary 32.54% 33.53% 33.93% 0.00% 

Ireland 26.24% 31.21% 42.35% 0.20% 

Iceland 58.85% 33.80% 7.36% 0.00% 

Italy 41.71% 52.00% 6.29% 0.00% 

Latvia 31.63% 48.72% 19.65% 0.00% 

Lithuania 41.34% 43.50% 15.16% 0.00% 

Luxembourg 18.06% 41.87% 40.08% 0.00% 

Malta 0.40% 50.80% 47.81% 1.00% 

Netherlands 34.26% 37.05% 28.69% 0.00% 

Norway 42.74% 25.65% 31.41% 0.20% 

Poland 32.87% 36.65% 30.48% 0.00% 

Portugal 50.80% 26.10% 23.11% 0.00% 

Romania 38.55% 8.02% 51.08% 2.35% 

Slovakia 51.79% 33.07% 15.14% 0.00% 

Slovenia 28.43% 26.44% 45.13% 0.00% 
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Table 171:  Best description of location of survey respondents by country 

Country Metropolitan area 
or City 

A town Rural Refusal 

Spain 90.06% 6.24% 3.70% 0.00% 

Sweden 53.97% 27.38% 18.65% 0.00% 

United Kingdom 25.65% 45.73% 28.63% 0.00% 
Source: Consumer survey: Question D5 

Table 172 provides a country breakdown of the level of financial difficulty experienced by the 
survey respondents. In Greece, 35.3% of respondents have difficulties paying bills every month, 
followed by Spain at 22.0%. In Sweden, 92.7% of the respondents have never or almost never 
faced such financial difficulty, followed by Denmark (89.4%) and Austria (86.4%). 

Table 172:  Financial difficulty experienced by survey respondents by country 

Country During the last twelve months, would you say you had difficulties to pay your bills at 
the end of the month? 

Most of the time From time to time Almost 
never/never 

Refusal 

Austria 2.20% 8.58% 86.43% 2.79% 

Belgium 4.72% 18.70% 75.79% 0.79% 

Bulgaria 14.65% 41.39% 43.76% 0.20% 

Cyprus 16.33% 31.45% 50.40% 1.81% 

Czech Republic 4.13% 24.61% 70.67% 0.59% 

Denmark 2.59% 7.98% 89.42% 0.00% 

Estonia 7.60% 23.78% 68.03% 0.58% 

Germany 3.40% 14.80% 81.00% 0.80% 

Greece 35.33% 33.53% 30.14% 1.00% 

Finland 0.40% 14.37% 85.23% 0.00% 

France 7.94% 22.22% 67.66% 2.18% 

Hungary 21.03% 36.31% 42.66% 0.00% 

Ireland 12.13% 23.86% 63.02% 0.99% 

Iceland 15.90% 19.48% 57.26% 7.36% 

Italy 14.65% 19.80% 65.15% 0.40% 

Latvia 11.59% 40.47% 44.60% 3.34% 

Lithuania 9.06% 31.50% 57.68% 1.77% 

Luxembourg 1.39% 12.90% 83.93% 1.79% 

Malta 10.56% 23.31% 65.74% 0.40% 

Netherlands 4.58% 15.94% 79.28% 0.20% 

Norway 3.18% 9.15% 85.69% 1.99% 

Poland 6.37% 27.49% 65.74% 0.40% 

Portugal 14.54% 31.67% 52.79% 1.00% 

Romania 7.24% 40.90% 50.10% 1.76% 

Slovakia 8.76% 27.89% 62.75% 0.60% 

Slovenia 8.75% 22.47% 66.00% 2.78% 

Spain 22.03% 25.34% 52.05% 0.58% 

Sweden 2.58% 4.56% 92.66% 0.20% 

United Kingdom 5.96% 14.51% 79.32% 0.20% 
Source: Consumer survey: Question D8 
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A6.3 Type of lender used by consumers who had a loan 

Table 173:  Type of lender used by consumers who had loan, by country 

Country Bank 
Non-bank 
financial 

institution 
Other lender 

An online 
lender 

Another 
institution 

Austria 95.00% 0.60% 2.80% 1.00% 0.60% 

Belgium 83.40% 4.40% 6.80% 0.20% 5.20% 

Bulgaria 90.82% 7.59% 0.80% 0.80% 0.00% 

Cyprus 93.63% 5.34% 0.21% 0.00% 0.82% 

Czech Republic 78.04% 12.18% 6.79% 0.80% 2.20% 

Denmark 76.51% 2.01% 12.85% 0.60% 8.03% 

Estonia 93.31% 0.79% 4.33% 1.38% 0.20% 

Germany 84.52% 2.85% 9.78% 1.22% 1.63% 

Greece 98.57% 0.61% 0.61% 0.00% 0.20% 

Finland 84.71% 5.63% 7.85% 0.80% 1.01% 

France 76.35% 9.22% 8.02% 2.41% 4.01% 

Hungary 90.60% 5.60% 2.80% 0.00% 1.00% 

Ireland 77.40% 13.60% 4.00% 0.00% 5.00% 

Iceland 86.63% 7.98% 3.99% 0.60% 0.80% 

Italy 63.07% 16.77% 15.17% 0.40% 4.59% 

Latvia 72.39% 11.24% 1.78% 13.02% 1.58% 

Lithuania 81.73% 6.23% 1.61% 8.84% 1.61% 

Luxembourg 89.11% 0.81% 8.27% 1.21% 0.60% 

Malta 96.37% 0.20% 3.02% 0.20% 0.20% 

Netherlands 75.40% 10.08% 6.05% 0.20% 8.27% 

Norway 68.19% 14.51% 5.37% 0.99% 10.93% 

Poland 92.94% 2.82% 2.02% 0.60% 1.61% 

Portugal 79.67% 10.57% 9.55% 0.00% 0.20% 

Romania 89.14% 8.81% 1.03% 0.20% 0.82% 

Slovakia 81.67% 8.96% 7.57% 0.00% 1.79% 

Slovenia 90.56% 1.81% 6.63% 0.00% 1.00% 

Spain 73.73% 7.06% 9.41% 0.59% 9.22% 

Sweden 65.27% 16.37% 9.38% 0.80% 8.18% 

United Kingdom 70.20% 11.40% 11.40% 2.00% 5.00% 
Source: Consumer survey: Question 6 

A6.4 Location of institution used by consumer who had a loan 

Table 174:  Location of institution used by consumer who had a loan, by country 

Country Home country Another country Don't know 

Austria 99.8% 0.2% 0.0% 

Belgium 98.2% 1.2% 0.6% 

Bulgaria 84.8% 9.6% 5.6% 

Cyprus 97.3% 2.7% 0.0% 

Czech Republic 89.4% 5.8% 4.8% 

Denmark 84.5% 12.3% 3.2% 

Estonia 99.6% 0.4% 0.0% 

Finland 93.3% 3.1% 3.7% 

France 96.9% 3.1% 0.0% 
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Table 174:  Location of institution used by consumer who had a loan, by country 

Country Home country Another country Don't know 

Germany 96.6% 2.2% 1.2% 

Greece 96.2% 2.2% 1.6% 

Hungary 85.2% 7.2% 7.6% 

Ireland 93.4% 5.6% 1.0% 

Iceland 100.0% 0.0% 0.0% 

Italy 94.4% 3.2% 2.4% 

Latvia 97.8% 1.2% 1.0% 

Lithuania 93.8% 1.8% 4.4% 

Luxembourg 91.9% 6.3% 1.8% 

Malta 97.6% 2.4% 0.0% 

Netherlands 97.2% 2.0% 0.8% 

Norway 86.1% 8.4% 5.6% 

Poland 94.8% 2.8% 2.4% 

Portugal 90.9% 5.9% 3.3% 

Romania 84.4% 10.9% 4.7% 

Slovakia 71.3% 23.3% 5.4% 

Slovenia 92.4% 7.0% 0.6% 

Spain 94.3% 4.1% 1.6% 

Sweden 93.4% 2.8% 3.8% 

United Kingdom 94.4% 3.6% 2.0% 
Source: Consumer survey: Question 7 

A6.5 Actions taken by consumer who had taken out a loan 

Table 175:  Consumers who had a loan and tried to withdraw from the contract within the 14-
day grace period, by country 

Country Yes No 

Austria 1.00% 99.00% 

Belgium 1.20% 98.80% 

Bulgaria 1.60% 98.40% 

Cyprus 0.62% 99.38% 

Czech 2.00% 98.00% 

Denmark 0.20% 99.80% 

Estonia 0.98% 99.02% 

Germany 1.43% 98.57% 

Greece 1.84% 98.16% 

Finland 0.40% 99.60% 

France 1.20% 98.80% 

Hungary 1.00% 99.00% 

Ireland 0.00% 100.00% 

Iceland 0.40% 99.60% 

Italy 1.20% 98.80% 

Latvia 0.79% 99.21% 

Lithuania 2.61% 97.39% 

Luxembourg 0.40% 99.60% 

Malta 0.81% 99.19% 

Netherlands 1.01% 98.99% 

Norway 1.99% 98.01% 
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Table 175:  Consumers who had a loan and tried to withdraw from the contract within the 14-
day grace period, by country 

Country Yes No 

Poland 1.01% 98.99% 

Portugal 0.41% 99.59% 

Romania 3.69% 96.31% 

Slovakia 0.20% 99.80% 

Slovenia 0.40% 99.60% 

Spain 1.96% 98.04% 

Sweden 0.40% 99.60% 

United Kingdom 0.20% 99.80% 
Source: Consumer survey: Question 8 
 

Table 176:  Consumers who had a loan and tried to repay the loan before the end of the term, 
by country 

Country Yes No 

Austria 9.40% 90.60% 

Belgium 13.20% 86.80% 

Bulgaria 31.34% 68.66% 

Cyprus 10.68% 89.32% 

Czech Republic 28.74% 71.26% 

Denmark 20.88% 79.12% 

Estonia 22.44% 77.56% 

Finland 8.96% 91.04% 

France 13.32% 86.68% 

Germany 34.41% 65.59% 

Greece 13.63% 86.37% 

Hungary 31.40% 68.60% 

Ireland 36.20% 63.80% 

Iceland 26.35% 73.65% 

Italy 10.18% 89.82% 

Latvia 22.49% 77.51% 

Lithuania 30.52% 69.48% 

Luxembourg 6.45% 93.55% 

Malta 44.56% 55.44% 

Netherlands 19.56% 80.44% 

Norway 42.94% 57.06% 

Poland 32.46% 67.54% 

Portugal 13.41% 86.59% 

Romania 17.62% 82.38% 

Slovakia 18.53% 81.47% 

Slovenia 15.06% 84.94% 

Spain 10.98% 89.02% 

Sweden 26.95% 73.05% 

United Kingdom 32.40% 67.60% 
Source: Consumer survey: Question 8 
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Table 177:  Consumers who had a loan and tried to re-arrange the schedule or the number of 
repayments, by country 

Country Yes No 

Austria 3.60% 96.40% 

Belgium 5.80% 94.20% 

Bulgaria 12.38% 87.62% 

Cyprus 5.75% 94.25% 

Czech Republic 11.98% 88.02% 

Denmark 7.03% 92.97% 

Estonia 12.99% 87.01% 

Finland 3.46% 96.54% 

France 14.75% 85.25% 

Germany 20.93% 79.07% 

Greece 12.83% 87.17% 

Hungary 15.40% 84.60% 

Ireland 9.00% 91.00% 

Iceland 17.96% 82.04% 

Italy 6.39% 93.61% 

Latvia 17.16% 82.84% 

Lithuania 15.86% 84.14% 

Luxembourg 2.42% 97.58% 

Malta 9.27% 90.73% 

Netherlands 9.68% 90.32% 

Norway 18.89% 81.11% 

Poland 9.68% 90.32% 

Portugal 8.13% 91.87% 

Romania 5.53% 94.47% 

Slovakia 9.76% 90.24% 

Slovenia 5.02% 94.98% 

Spain 6.47% 93.53% 

Sweden 12.38% 87.62% 

United Kingdom 3.80% 96.20% 
Source: Consumer survey: Question 8 
 

Table 178:  Consumers who had a loan and tried to consolidate the loan, by country 

Country Yes No 

Austria 2.80% 97.20% 

Belgium 3.00% 97.00% 

Bulgaria 9.78% 90.22% 

Cyprus  5.34% 94.66% 

Czech Republic 11.98% 88.02% 

Denmark 5.42% 94.58% 

Estonia 6.10% 93.90% 

Germany 2.04% 97.96% 

Greece  10.04% 89.96% 

Finland 11.27% 88.73% 

France 11.22% 88.78% 

Hungary 6.80% 93.20% 

Ireland 6.20% 93.80% 

Iceland 5.19% 94.81% 
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Table 178:  Consumers who had a loan and tried to consolidate the loan, by country 

Country Yes No 

Italy 6.19% 93.81% 

Latvia 4.54% 95.46% 

Lithuania 4.22% 95.78% 

Luxembourg 2.22% 97.78% 

Malta 5.44% 94.56% 

Netherlands 6.65% 93.35% 

Norway 6.96% 93.04% 

Poland 8.27% 91.73% 

Portugal 5.08% 94.92% 

Romania 6.56% 93.44% 

Slovakia 11.75% 88.25% 

Slovenia 3.61% 96.39% 

Spain 4.90% 95.10% 

Sweden 7.78% 92.22% 

United Kingdom 4.40% 95.60% 
Source: Consumer survey: Question 8 
 

Table 179:  Consumers who had a loan and tried to change the currency of the loan, by country 

Country Yes No 

Austria 1.60% 98.40% 

Belgium 1.80% 98.20% 

Bulgaria 1.40% 98.60% 

Cyprus  2.05% 97.95% 

Czech Republic 0.40% 99.60% 

Denmark 0.40% 99.60% 

Estonia 4.33% 95.67% 

Germany 0.20% 99.80% 

Greece  0.61% 99.39% 

Finland 0.80% 99.20% 

France 1.40% 98.60% 

Hungary 5.00% 95.00% 

Ireland 0.40% 99.60% 

Iceland 5.19% 94.81% 

Italy 2.00% 98.00% 

Latvia 3.16% 96.84% 

Lithuania 3.82% 96.18% 

Luxembourg 0.20% 99.80% 

Malta 2.42% 97.58% 

Netherlands 1.01% 98.99% 

Norway 1.19% 98.81% 

Poland 0.40% 99.60% 

Portugal 1.02% 98.98% 

Romania 4.30% 95.70% 

Slovakia 0.00% 100.00% 

Slovenia 1.41% 98.59% 

Spain 0.20% 99.80% 

Sweden 0.60% 99.40% 

United Kingdom 0.20% 99.80% 
Source: Consumer survey: Question 8 
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Table 180:  Consumers who had a loan and tried to change the type of interest rate, by country 

Country Yes No 

Austria 2.40% 97.60% 

Belgium 2.60% 97.40% 

Bulgaria 2.79% 97.21% 

Cyprus  2.46% 97.54% 

Czech Republic 1.20% 98.80% 

Denmark 2.61% 97.39% 

Estonia 0.98% 99.02% 

Germany 0.61% 99.39% 

Greece  4.71% 95.29% 

Finland 4.43% 95.57% 

France 2.81% 97.19% 

Hungary 1.80% 98.20% 

Ireland 1.40% 98.60% 

Iceland 3.39% 96.61% 

Italy 3.39% 96.61% 

Latvia 0.99% 99.01% 

Lithuania 2.61% 97.39% 

Luxembourg 0.60% 99.40% 

Malta 2.82% 97.18% 

Netherlands 2.42% 97.58% 

Norway 6.96% 93.04% 

Poland 1.41% 98.59% 

Portugal 2.64% 97.36% 

Romania 4.71% 95.29% 

Slovakia 2.79% 97.21% 

Slovenia 1.20% 98.80% 

Spain 0.78% 99.22% 

Sweden 6.59% 93.41% 

United Kingdom 0.80% 99.20% 
Source: Consumer survey: Question 8 
 

Table 181:  Consumers who had a loan and tried to change the value of the interest rate, by 
country 

Country Yes No 

Austria 7.00% 93.00% 

Belgium 8.20% 91.80% 

Bulgaria 7.98% 92.02% 

Cyprus  4.31% 95.69% 

Czech Republic 3.99% 96.01% 

Denmark 9.44% 90.56% 

Estonia 4.72% 95.28% 

Germany 2.65% 97.35% 

Greece  6.35% 93.65% 

Finland 7.85% 92.15% 

France 8.22% 91.78% 

Hungary 3.20% 96.80% 

Ireland 3.00% 97.00% 

Iceland 7.19% 92.81% 



 Annex 6│ Summary statistics of the consumer survey results 
 

 
 

 

 

  325 
 

Table 181:  Consumers who had a loan and tried to change the value of the interest rate, by 
country 

Country Yes No 

Italy 3.79% 96.21% 

Latvia 2.96% 97.04% 

Lithuania 6.43% 93.57% 

Luxembourg 1.61% 98.39% 

Malta 5.04% 94.96% 

Netherlands 5.04% 94.96% 

Norway 13.52% 86.48% 

Poland 3.02% 96.98% 

Portugal 5.89% 94.11% 

Romania 4.71% 95.29% 

Slovakia 7.17% 92.83% 

Slovenia 3.41% 96.59% 

Spain 1.57% 98.43% 

Sweden 13.97% 86.03% 

United Kingdom 2.80% 97.20% 
Source: Consumer survey: Question 8 

A6.6 Success rate of actions taken by consumers who had a loan 

Table 182:  Success rate for consumers who tried to withdraw from the contract within the 14-
day grace period after signing, by country 

Country Successful Not successful 

Austria 40.00% 60.00% 

Belgium 83.33% 16.67% 

Bulgaria 62.50% 37.50% 

Cyprus 33.33% 66.67% 

Czech Republic 60.00% 40.00% 

Denmark 0.00% 100.00% 

Estonia 60.00% 40.00% 

Germany 85.71% 14.29% 

Greece 22.22% 77.78% 

Finland 50.00% 50.00% 

France 50.00% 50.00% 

Hungary 40.00% 60.00% 

Iceland 0.00% 100.00% 

Italy 66.67% 33.33% 

Latvia 75.00% 25.00% 

Lithuania 69.23% 30.77% 

Luxembourg 0.00% 100.00% 

Malta 75.00% 25.00% 

Netherlands 100.00% 0.00% 

Norway 80.00% 20.00% 

Poland 40.00% 60.00% 

Portugal 50.00% 50.00% 

Romania 44.44% 55.56% 

Slovakia 100.00% 0.00% 

Slovenia 100.00% 0.00% 
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Table 182:  Success rate for consumers who tried to withdraw from the contract within the 14-
day grace period after signing, by country 

Country Successful Not successful 

Spain 50.00% 50.00% 

Sweden 50.00% 50.00% 

United Kingdom 100.00% 0.00% 
Source: Consumer survey: Question 9 
 

Table 183:  Success rate for consumers who tried to repay the loan before the end of the term, 
by country 

Country Successful Not successful 

Austria 82.98% 17.02% 

Belgium 80.30% 19.70% 

Bulgaria 82.17% 17.83% 

Cyprus  88.46% 11.54% 

Czech Republic 88.19% 11.81% 

Denmark 89.42% 10.58% 

Estonia 84.21% 15.79% 

Germany 93.18% 6.82% 

Greece  61.54% 38.46% 

Finland 91.23% 8.77% 

France 82.35% 17.65% 

Hungary 65.61% 34.39% 

Ireland 92.27% 7.73% 

Iceland 84.09% 15.91% 

Italy 78.43% 21.57% 

Latvia 92.98% 7.02% 

Lithuania 92.11% 7.89% 

Luxembourg 81.25% 18.75% 

Malta 93.21% 6.79% 

Netherlands 91.75% 8.25% 

Norway 94.44% 5.56% 

Poland 94.41% 5.59% 

Portugal 83.33% 16.67% 

Romania 70.93% 29.07% 

Slovakia 83.87% 16.13% 

Slovenia 68.00% 32.00% 

Spain 87.50% 12.50% 

Sweden 91.11% 8.89% 

United Kingdom 91.98% 8.02% 
Source: Consumer survey: Question 9 
 

Table 184:  Success rate for consumers who tried to consolidate their loan, by country 

Country Successful Not successful 

Austria 64.29% 35.71% 

Belgium 80.00% 20.00% 

Bulgaria 69.39% 30.61% 

Cyprus  92.31% 7.69% 

Czech 66.67% 33.33% 

Denmark 70.37% 29.63% 
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Table 184:  Success rate for consumers who tried to consolidate their loan, by country 

Country Successful Not successful 

Estonia 74.19% 25.81% 

Germany 80.00% 20.00% 

Greece  48.98% 51.02% 

Finland 78.57% 21.43% 

France 75.00% 25.00% 

Hungary 44.12% 55.88% 

Ireland 80.65% 19.35% 

Iceland 84.62% 15.38% 

Italy 83.87% 16.13% 

Latvia 69.57% 30.43% 

Lithuania 80.95% 19.05% 

Luxembourg 72.73% 27.27% 

Malta 96.30% 3.70% 

Netherlands 72.73% 27.27% 

Norway 88.57% 11.43% 

Poland 87.80% 12.20% 

Portugal 68.00% 32.00% 

Romania 40.63% 59.38% 

Slovakia 81.36% 18.64% 

Slovenia 83.33% 16.67% 

Spain 80.00% 20.00% 

Sweden 94.87% 5.13% 

UK 72.73% 27.27% 
Source: Consumer survey: Question 9 
 
 
 

Table 185:  Success rate for consumers who tried to re-arrange the schedule or the number of 
repayments, by country 

Country Successful Not successful 

Austria 72.22% 27.78% 

Belgium 86.21% 13.79% 

Bulgaria 69.35% 30.65% 

Cyprus  85.71% 14.29% 

Czech 80.00% 20.00% 

Denmark 85.71% 14.29% 

Estonia 81.82% 18.18% 

Germany 94.12% 5.88% 

Greece  63.89% 36.11% 

Finland 91.35% 8.65% 

France 85.94% 14.06% 

Hungary 59.74% 40.26% 

Ireland 80.00% 20.00% 

Iceland 86.67% 13.33% 

Italy 59.38% 40.63% 

Latvia 81.61% 18.39% 

Lithuania 75.95% 24.05% 

Luxembourg 83.33% 16.67% 

Malta 91.30% 8.70% 
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Table 185:  Success rate for consumers who tried to re-arrange the schedule or the number of 
repayments, by country 

Country Successful Not successful 

Netherlands 89.58% 10.42% 

Norway 97.89% 2.11% 

Poland 95.83% 4.17% 

Portugal 80.00% 20.00% 

Romania 33.33% 66.67% 

Slovakia 81.63% 18.37% 

Slovenia 72.00% 28.00% 

Spain 81.82% 18.18% 

Sweden 87.10% 12.90% 

UK 73.68% 26.32% 
Source: Consumer survey: Question 9 
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A6.7 Sources used by consumers when investigating options for a credit product 

Table 186:  Sources used by consumers when investigating options for a credit product, by country 

Country 
Bank 

websites 

Online 
lending 

institutions 

Information 
provided by 

phone 

Government 
websites 

Newspapers Leaflets TV ads Radio ads Recommendations Internet 
Consumer 

organisation/
NGO 

Information 
from a branch 

of lending 
institution 

Austria 15% 3% 11% 3% 6% 10% 4% 3% 20% 11% 4% 57% 

Belgium 32% 7% 6% 9% 8% 13% 3% 2% 28% 17% 11% 44% 

Bulgaria 39% 10% 14% 1% 8% 24% 11% 6% 34% 24% 3% 79% 

Cyprus 13% 3% 12% 6% 11% 10% 10% 8% 29% 14% 2% 70% 

Czech Republic 30% 12% 19% 3% 10% 15% 11% 3% 32% 18% 5% 68% 

Denmark 24% 7% 17% 11% 6% 10% 4% 1% 19% 22% 3% 57% 

Estonia 39% 13% 15% 6% 9% 14% 8% 5% 29% 10% 2% 44% 

Finland 20% 13% 10% 5% 8% 12% 4% 1% 23% 18% 3% 67% 

France 16% 6% 15% 6% 14% 14% 11% 8% 25% 14% 1% 70% 

Germany 40% 8% 12% 19% 17% 24% 6% 3% 27% 13% 4% 75% 

Greece 23% 12% 8% 4% 8% 13% 11% 4% 19% 13% 6% 48% 

Hungary 31% 6% 23% 7% 20% 20% 19% 9% 35% 24% 10% 74% 

Ireland 22% 5% 14% 6% 13% 15% 10% 8% 27% 14% 5% 51% 

Iceland 33% 16% 31% 6% 7% 9% 6% 4% 30% 10% 2% 74% 

Italy 25% 15% 8% 6% 15% 19% 10% 4% 32% 17% 10% 39% 

Latvia 39% 26% 18% 2% 6% 17% 16% 3% 37% 27% 3% 52% 

Lithuania 57% 21% 23% 12% 16% 28% 24% 9% 50% 33% 5% 69% 

Luxembourg 16% 7% 13% 5% 7% 9% 2% 3% 26% 11% 4% 75% 

Malta 34% 6% 18% 7% 12% 17% 14% 7% 29% 21% 2% 67% 

Netherlands 27% 9% 6% 12% 9% 9% 5% 2% 18% 24% 12% 26% 

Norway 29% 13% 13% 10% 5% 15% 2% 2% 19% 12% 6% 39% 

Poland 32% 5% 21% 8% 15% 17% 12% 6% 29% 25% 3% 63% 

Portugal 12% 6% 7% 3% 4% 4% 4% 2% 20% 7% 3% 65% 

Romania 36% 17% 26% 14% 24% 43% 32% 14% 52% 24% 8% 72% 

Slovakia 27% 11% 11% 4% 9% 11% 10% 5% 28% 11% 3% 85% 

Slovenia 26% 7% 8% 3% 6% 7% 4% 3% 14% 16% 3% 58% 

Spain 12% 7% 6% 5% 4% 7% 8% 3% 20% 8% 3% 40% 

Sweden 25% 10% 10% 8% 19% 18% 5% 3% 27% 24% 9% 23% 

United Kingdom 26% 15% 8% 7% 11% 15% 8% 3% 20% 27% 11% 37% 

Source: Consumer Survey, Question 10 
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A6.8 Consumers’ assessment of information 

Table 187: Response to question “I could easily find information on a loan” 

Country Strongly 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Strongly 
disagree 

Total N 

Austria 80.71% 7.10% 7.54% 4.66% 100.00% 451 

Belgium 62.42% 25.05% 10.47% 2.05% 100.00% 487 

Bulgaria 72.82% 13.29% 10.52% 3.37% 100.00% 504 

Cyprus  72.78% 15.61% 8.44% 3.16% 100.00% 474 

Czech 61.78% 12.53% 17.83% 7.86% 100.00% 471 

Denmark 67.19% 15.61% 14.25% 2.94% 100.00% 442 

Estonia 70.99% 13.79% 12.58% 2.64% 100.00% 493 

Germany 75.37% 12.00% 8.42% 4.21% 100.00% 475 

Greece  61.54% 24.40% 9.67% 4.40% 100.00% 455 

Finland 76.63% 14.74% 6.53% 2.11% 100.00% 475 

France 57.60% 23.34% 14.13% 4.93% 100.00% 467 

Hungary 54.19% 13.29% 21.68% 10.84% 100.00% 489 

Ireland 59.92% 18.58% 15.24% 6.26% 100.00% 479 

Iceland 69.50% 14.38% 11.55% 4.58% 100.00% 459 

Italy 50.40% 27.51% 16.67% 5.42% 100.00% 498 

Latvia 68.10% 17.79% 10.63% 3.48% 100.00% 489 

Lithuania 76.41% 15.52% 6.45% 1.61% 100.00% 496 

Luxembourg 81.54% 10.34% 5.88% 2.23% 100.00% 493 

Malta 68.18% 15.91% 13.64% 2.27% 100.00% 484 

Netherlands 67.08% 22.36% 6.63% 3.93% 100.00% 407 

Norway 78.03% 11.09% 7.74% 3.14% 100.00% 478 

Poland 62.42% 14.14% 18.79% 4.65% 100.00% 495 

Portugal 64.35% 15.74% 15.97% 3.94% 100.00% 432 

Romania 82.28% 14.57% 2.36% 0.79% 100.00% 508 

Slovakia 64.78% 14.05% 15.09% 6.08% 100.00% 477 

Slovenia 73.08% 12.18% 11.11% 3.63% 100.00% 468 

Spain 52.18% 25.36% 17.05% 5.41% 100.00% 481 

Sweden 61.96% 18.42% 14.35% 5.26% 100.00% 418 

UK 74.41% 13.86% 7.89% 3.84% 100.00% 469 

Total 67.93% 16.27% 11.69% 4.11% 100.00% 13,714 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Strongly disagree’, 4 to 5 means ‘Somewhat disagree’, 6 to 7 means ‘Somewhat agree’ and 8 or greater means ‘Completely 
agree’. 
Source: Consumer survey: Section 2, Question 11 
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Table 188: Response to question “The information was clear” 

Country Strongly 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Strongly 
disagree 

Total N 

Austria 76.17% 12.25% 6.46% 5.12% 100.00% 449 

Belgium 56.57% 29.48% 11.35% 2.59% 100.00% 502 

Bulgaria 65.35% 15.05% 11.88% 7.72% 100.00% 505 

Cyprus  67.02% 21.01% 9.24% 2.73% 100.00% 476 

Czech 63.84% 13.94% 14.75% 7.47% 100.00% 495 

Denmark 58.21% 18.60% 16.41% 6.78% 100.00% 457 

Estonia 73.31% 14.34% 7.97% 4.38% 100.00% 502 

Germany 69.54% 16.81% 10.92% 2.73% 100.00% 476 

Greece  54.33% 25.54% 13.85% 6.28% 100.00% 462 

Finland 70.50% 16.95% 9.83% 2.72% 100.00% 478 

France 53.51% 24.79% 16.12% 5.58% 100.00% 484 

Hungary 58.88% 13.77% 16.97% 10.38% 100.00% 501 

Ireland 55.33% 23.36% 12.30% 9.02% 100.00% 488 

Iceland 56.44% 19.74% 14.38% 9.44% 100.00% 466 

Italy 54.78% 24.10% 13.94% 7.17% 100.00% 502 

Latvia 64.88% 20.83% 10.91% 3.37% 100.00% 504 

Lithuania 73.35% 18.24% 6.01% 2.40% 100.00% 499 

Luxembourg 77.82% 15.32% 5.85% 1.01% 100.00% 496 

Malta 69.29% 18.59% 9.09% 3.03% 100.00% 495 

Netherlands 55.91% 29.31% 10.84% 3.94% 100.00% 406 

Norway 63.73% 21.17% 11.11% 3.98% 100.00% 477 

Poland 47.49% 18.04% 24.05% 10.42% 100.00% 499 

Portugal 61.02% 16.26% 16.26% 6.46% 100.00% 449 

Romania 73.67% 19.84% 4.52% 1.96% 100.00% 509 

Slovakia 69.35% 11.69% 13.91% 5.04% 100.00% 496 

Slovenia 75.74% 10.97% 9.28% 4.01% 100.00% 474 

Spain 45.33% 23.06% 20.87% 10.74% 100.00% 503 

Sweden 54.31% 22.84% 16.55% 6.29% 100.00% 429 

UK 56.29% 23.03% 13.22% 7.46% 100.00% 469 

Total 62.90% 19.21% 12.36% 5.53% 100.00% 13,948 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Strongly disagree’, 4 to 5 means ‘Somewhat disagree’, 6 to 7 means ‘Somewhat agree’, and 8 or greater means ‘Completely 
agree’. 
Source: Consumer survey: Section 2, Question 11 
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Table 189: Response to question “I could compare offers easily” 

Country Strongly 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Strongly 
disagree 

Total N 

Austria 48.48% 15.15% 18.18% 18.18% 100.00% 396 

Belgium 44.16% 29.87% 16.88% 9.09% 100.00% 462 

Bulgaria 61.61% 14.32% 14.32% 9.76% 100.00% 461 

Cyprus  60.27% 24.55% 11.16% 4.02% 100.00% 448 

Czech 54.22% 15.56% 20.44% 9.78% 100.00% 450 

Denmark 39.29% 19.35% 22.62% 18.75% 100.00% 336 

Estonia 55.43% 13.39% 13.86% 17.32% 100.00% 433 

Germany 40.28% 18.29% 17.13% 24.31% 100.00% 432 

Greece  48.98% 25.06% 17.16% 8.80% 100.00% 443 

Finland 47.33% 25.70% 18.58% 8.40% 100.00% 393 

France 44.25% 25.75% 18.75% 11.25% 100.00% 400 

Hungary 51.95% 15.33% 18.76% 13.96% 100.00% 437 

Ireland 38.24% 23.30% 21.98% 16.48% 100.00% 455 

Iceland 44.70% 17.93% 21.72% 15.66% 100.00% 396 

Italy 38.93% 33.33% 16.33% 11.41% 100.00% 447 

Latvia 56.19% 19.47% 15.04% 9.29% 100.00% 452 

Lithuania 61.86% 22.03% 11.44% 4.66% 100.00% 472 

Luxembourg 46.76% 14.54% 11.19% 27.52% 100.00% 447 

Malta 57.31% 21.46% 16.21% 5.02% 100.00% 438 

Netherlands 31.38% 36.40% 18.83% 13.39% 100.00% 239 

Norway 41.35% 18.51% 28.13% 12.02% 100.00% 416 

Poland 47.77% 15.71% 25.27% 11.25% 100.00% 471 

Portugal 52.30% 20.40% 20.40% 6.90% 100.00% 348 

Romania 72.73% 21.15% 4.74% 1.38% 100.00% 506 

Slovakia 54.67% 13.08% 21.50% 10.75% 100.00% 428 

Slovenia 55.87% 16.71% 16.19% 11.23% 100.00% 383 

Spain 43.59% 23.59% 20.26% 12.56% 100.00% 390 

Sweden 33.24% 17.92% 33.82% 15.03% 100.00% 346 

UK 48.28% 21.51% 18.99% 11.21% 100.00% 437 

Total 49.70% 20.47% 17.97% 11.87% 100.00% 12,162 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Strongly disagree’, 4 to 5 means ‘Somewhat disagree’, 6 to 7 means ‘Somewhat agree’, and 8 or greater means ‘Completely 
agree’. 
Source: Consumer survey: Section 2, Question 11 
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Table 190: Response to question “If I asked for explanations, they were provided” 

Country Strongly 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Strongly 
disagree 

Total N 

Austria 85.32% 7.57% 3.90% 3.21% 100.00% 436 

Belgium 74.04% 18.51% 5.63% 1.81% 100.00% 497 

Bulgaria 83.97% 7.62% 4.81% 3.61% 100.00% 499 

Cyprus  76.74% 15.86% 5.50% 1.90% 100.00% 473 

Czech 83.09% 6.39% 5.98% 4.54% 100.00% 485 

Denmark 70.38% 13.59% 11.80% 4.23% 100.00% 449 

Estonia 83.84% 10.22% 4.09% 1.84% 100.00% 489 

Germany 80.87% 11.74% 4.78% 2.61% 100.00% 460 

Greece  60.18% 25.38% 10.28% 4.16% 100.00% 457 

Finland 81.47% 14.44% 3.02% 1.08% 100.00% 464 

France 60.17% 22.46% 11.86% 5.51% 100.00% 472 

Hungary 76.01% 9.27% 8.67% 6.05% 100.00% 496 

Ireland 57.51% 21.03% 13.95% 7.51% 100.00% 466 

Iceland 74.66% 13.90% 7.85% 3.59% 100.00% 446 

Italy 63.20% 24.40% 7.00% 5.40% 100.00% 500 

Latvia 78.97% 13.61% 5.98% 1.44% 100.00% 485 

Lithuania 82.89% 9.78% 5.50% 1.83% 100.00% 491 

Luxembourg 88.57% 6.94% 3.27% 1.22% 100.00% 490 

Malta 84.71% 9.05% 4.83% 1.41% 100.00% 497 

Netherlands 60.73% 28.53% 7.91% 2.82% 100.00% 354 

Norway 64.77% 16.32% 14.51% 4.40% 100.00% 386 

Poland 79.18% 10.61% 7.55% 2.65% 100.00% 490 

Portugal 72.46% 14.22% 9.93% 3.39% 100.00% 443 

Romania 79.37% 16.70% 2.95% 0.98% 100.00% 509 

Slovakia 83.60% 8.50% 5.47% 2.43% 100.00% 494 

Slovenia 79.91% 11.02% 6.91% 2.16% 100.00% 463 

Spain 57.66% 20.16% 13.31% 8.87% 100.00% 496 

Sweden 62.33% 20.87% 12.47% 4.34% 100.00% 369 

UK 56.79% 19.51% 17.28% 6.42% 100.00% 405 

Total 74.33% 14.54% 7.66% 3.47% 100.00% 13,461 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Strongly disagree’, 4 to 5 means ‘Somewhat disagree’, a 6 to 7 means ‘Somewhat agree’ and 8 or greater means ‘Completely 
agree’. 
Source: Consumer survey: Section 2, Question 11 
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Table 191: Response to question “Explanations were clear” 

Country Strongly 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Strongly 
disagree 

Total N 

Austria 82.50% 8.86% 5.00% 3.64% 100.00% 440 

Belgium 67.86% 22.62% 7.14% 2.38% 100.00% 504 

Bulgaria 79.92% 7.95% 6.16% 5.96% 100.00% 503 

Cyprus  75.11% 16.67% 6.12% 2.11% 100.00% 474 

Czech 78.12% 9.61% 7.16% 5.11% 100.00% 489 

Denmark 69.62% 15.08% 10.86% 4.43% 100.00% 451 

Estonia 85.14% 8.43% 3.82% 2.61% 100.00% 498 

Germany 75.27% 16.13% 5.16% 3.44% 100.00% 465 

Greece  57.64% 25.11% 11.35% 5.90% 100.00% 458 

Finland 73.48% 17.17% 6.09% 3.26% 100.00% 460 

France 55.42% 25.83% 12.50% 6.25% 100.00% 480 

Hungary 74.55% 9.82% 8.62% 7.01% 100.00% 499 

Ireland 55.96% 21.49% 15.96% 6.60% 100.00% 470 

Iceland 61.37% 18.76% 12.36% 7.51% 100.00% 453 

Italy 62.23% 25.25% 7.55% 4.97% 100.00% 503 

Latvia 76.83% 14.43% 7.72% 1.02% 100.00% 492 

Lithuania 79.84% 14.11% 3.83% 2.22% 100.00% 496 

Luxembourg 80.45% 15.07% 4.07% 0.41% 100.00% 491 

Malta 82.36% 11.02% 5.01% 1.60% 100.00% 499 

Netherlands 61.83% 29.03% 6.72% 2.42% 100.00% 372 

Norway 64.75% 18.23% 13.19% 3.84% 100.00% 417 

Poland 72.27% 12.55% 11.13% 4.05% 100.00% 494 

Portugal 68.92% 15.77% 10.36% 4.95% 100.00% 444 

Romania 78.19% 15.32% 4.91% 1.57% 100.00% 509 

Slovakia 82.35% 8.72% 6.49% 2.43% 100.00% 493 

Slovenia 80.30% 8.57% 8.57% 2.57% 100.00% 467 

Spain 54.58% 23.71% 12.55% 9.16% 100.00% 502 

Sweden 60.63% 18.37% 14.96% 6.04% 100.00% 381 

UK 58.24% 18.33% 16.71% 6.73% 100.00% 431 

Total 71.18% 16.13% 8.57% 4.12% 100.00% 13,635 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Strongly disagree’, 4 to 5 means ‘Somewhat disagree’, 6 to 7 means ‘Somewhat agree’ and 8 or greater means ‘Completely 
agree’. 
Source: Consumer survey: Section 2, Question 11 
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Table 192: Response to question “There was a sufficient choice of offers” 

Country Strongly 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Strongly 
disagree 

Total N 

Austria 55.83% 10.42% 13.15% 20.60% 100.00% 403 

Belgium 49.38% 30.21% 15.21% 5.21% 100.00% 480 

Bulgaria 59.45% 11.76% 16.18% 12.61% 100.00% 476 

Cyprus  59.91% 24.23% 9.69% 6.17% 100.00% 454 

Czech 70.11% 10.74% 10.95% 8.21% 100.00% 475 

Denmark 48.54% 16.98% 20.69% 13.79% 100.00% 377 

Estonia 51.20% 10.07% 18.82% 19.91% 100.00% 457 

Germany 44.67% 14.44% 16.44% 24.44% 100.00% 450 

Greece  49.66% 28.64% 13.87% 7.83% 100.00% 447 

Finland 70.34% 17.53% 8.54% 3.60% 100.00% 445 

France 41.03% 23.78% 20.51% 14.69% 100.00% 429 

Hungary 57.59% 10.49% 13.62% 18.30% 100.00% 448 

Ireland 41.46% 23.06% 20.18% 15.30% 100.00% 451 

Iceland 46.68% 11.55% 18.92% 22.85% 100.00% 407 

Italy 36.17% 33.19% 16.38% 14.26% 100.00% 470 

Latvia 55.93% 17.16% 13.77% 13.14% 100.00% 472 

Lithuania 68.80% 16.53% 9.71% 4.96% 100.00% 484 

Luxembourg 44.73% 14.14% 13.71% 27.43% 100.00% 474 

Malta 50.10% 24.53% 18.87% 6.50% 100.00% 477 

Netherlands 44.71% 30.98% 13.33% 10.98% 100.00% 255 

Norway 68.76% 13.52% 12.35% 5.36% 100.00% 429 

Poland 51.85% 15.84% 21.40% 10.91% 100.00% 486 

Portugal 64.48% 17.27% 12.41% 5.84% 100.00% 411 

Romania 72.33% 18.97% 6.13% 2.57% 100.00% 506 

Slovakia 65.46% 10.61% 15.12% 8.80% 100.00% 443 

Slovenia 72.59% 9.88% 12.35% 5.19% 100.00% 405 

Spain 49.69% 23.90% 15.30% 11.11% 100.00% 477 

Sweden 51.52% 16.07% 20.22% 12.19% 100.00% 361 

UK 52.47% 20.71% 15.76% 11.06% 100.00% 425 

Total 55.22% 18.11% 14.88% 11.78% 100.00% 12,774 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Strongly disagree’, 4 to 5 means ‘Somewhat disagree’, a 6 to 7 means ‘Somewhat agree’ and 8 or greater means ‘Completely 
agree’. 
Source: Consumer survey: Section 2, Question 11 
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A6.9 Extent of information provided to consumers 

Table 193:  Extent of information provided to consumers  about where to go if they had a 
complaint about a loan or credit card application process, by country 

Country 
Yes, very well 

informed 
Yes, somewhat 

informed 
No, not well 

informed 
Not informed at all 

Austria 41.32% 38.92% 13.17% 6.59% 

Belgium 31.10% 40.94% 17.52% 10.43% 

Bulgaria 30.50% 36.24% 19.21% 14.06% 

Cyprus  46.77% 35.69% 13.51% 4.03% 

Czech Republic 40.16% 35.43% 16.34% 8.07% 

Denmark 18.96% 30.94% 23.55% 26.55% 

Estonia 21.64% 29.82% 21.83% 26.71% 

Germany 38.20% 39.20% 14.40% 8.20% 

Greece  33.73% 33.93% 20.16% 12.18% 

Finland 32.73% 36.53% 15.97% 14.77% 

France 44.44% 31.55% 16.47% 7.54% 

Hungary 25.99% 41.67% 19.25% 13.10% 

Ireland 37.57% 26.24% 20.87% 15.31% 

Iceland 20.48% 27.83% 30.02% 21.67% 

Italy 16.63% 48.51% 25.15% 9.70% 

Latvia 12.18% 32.81% 39.10% 15.91% 

Lithuania 37.99% 40.16% 15.75% 6.10% 

Luxembourg 37.30% 38.69% 16.07% 7.94% 

Malta 55.98% 24.10% 12.95% 6.97% 

Netherlands 21.12% 40.04% 14.34% 24.50% 

Norway 28.03% 44.53% 13.32% 14.12% 

Poland 20.52% 36.25% 14.54% 28.69% 

Portugal 34.06% 30.68% 21.31% 13.94% 

Romania 32.29% 49.90% 14.48% 3.33% 

Slovakia 45.42% 36.45% 14.34% 3.78% 

Slovenia 35.79% 34.99% 14.12% 15.11% 

Spain 32.16% 26.71% 9.94% 31.19% 

Sweden 30.75% 27.38% 19.64% 22.22% 

United Kingdom 33.80% 34.00% 20.28% 11.93% 
Source: Consumer Survey, Question 12 
 
 
 
 

Table 194:  Extent of information provided to all respondents about their rights as a consumer 
when getting a loan or credit card, by country 

Country 
Yes, very well 

informed 
Yes, somewhat 

informed 
No, not well 

informed 
Not informed at all 

Austria 36.73% 41.92% 15.57% 5.79% 

Belgium 28.35% 42.91% 20.67% 8.07% 

Bulgaria 34.06% 40.00% 17.23% 8.71% 

Cyprus  41.94% 35.69% 15.93% 6.45% 

Czech Republic 33.86% 43.70% 17.32% 5.12% 

Denmark 25.35% 37.13% 23.35% 14.17% 

Estonia 21.83% 41.52% 20.27% 16.37% 
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Germany 31.80% 47.40% 17.00% 3.80% 

Greece  25.55% 32.73% 24.75% 16.97% 

Finland 33.73% 42.32% 15.57% 8.38% 

France 42.26% 33.13% 18.06% 6.55% 

Hungary 22.82% 42.46% 21.43% 13.29% 

Ireland 33.80% 31.61% 23.26% 11.33% 

Iceland 18.49% 32.80% 31.01% 17.69% 

Italy 12.67% 50.50% 29.31% 7.52% 

Latvia 11.98% 36.35% 36.74% 14.93% 

Lithuania 40.16% 42.32% 13.98% 3.54% 

Luxembourg 33.73% 44.05% 17.26% 4.96% 

Malta 40.24% 38.65% 13.35% 7.77% 

Netherlands 15.34% 44.02% 18.92% 21.71% 

Norway 23.86% 46.72% 18.69% 10.74% 

Poland 21.31% 45.02% 19.52% 14.14% 

Portugal 31.87% 34.66% 18.92% 14.54% 

Romania 35.23% 43.64% 18.00% 3.13% 

Slovakia 41.83% 35.46% 17.33% 5.38% 

Slovenia 30.02% 40.95% 14.71% 14.31% 

Spain 32.16% 29.63% 8.58% 29.63% 

Sweden 30.95% 36.71% 22.22% 10.12% 

United Kingdom 32.80% 36.98% 23.06% 7.16% 
Source: Consumer Survey, Question 12 
 

Table 195:  Extent of information provided to all respondents about where to go for quotes and 
information on obtaining a loan or credit card, by country 

Country 
Yes, very well 

informed 
Yes, somewhat 

informed 
No, not well 

informed 
Not informed at all 

Austria 54.69% 36.33% 5.79% 3.19% 

Belgium 38.39% 46.06% 10.43% 5.12% 

Bulgaria 63.17% 24.95% 7.13% 4.75% 

Cyprus  51.41% 32.66% 11.29% 4.64% 

Czech Republic 50.00% 36.22% 9.06% 4.72% 

Denmark 39.32% 36.13% 15.97% 8.58% 

Estonia 44.83% 34.50% 9.94% 10.72% 

Germany 46.20% 44.60% 5.40% 3.80% 

Greece  39.52% 32.34% 17.37% 10.78% 

Finland 53.29% 32.53% 7.19% 6.99% 

France 54.17% 30.16% 9.72% 5.95% 

Hungary 31.15% 44.05% 13.69% 11.11% 

Ireland 41.55% 32.60% 15.71% 10.14% 

Iceland 28.03% 36.58% 24.85% 10.54% 

Italy 20.40% 56.04% 19.80% 3.76% 

Latvia 17.88% 40.47% 30.06% 11.59% 

Lithuania 63.58% 28.15% 6.50% 1.77% 

Luxembourg 50.00% 37.50% 8.73% 3.77% 

Malta 60.76% 29.28% 5.38% 4.58% 

Netherlands 27.69% 47.21% 9.96% 15.14% 

Norway 36.38% 43.74% 10.74% 9.15% 

Poland 30.08% 52.39% 9.16% 8.37% 

Portugal 36.45% 34.46% 17.93% 11.16% 

Romania 47.75% 39.14% 9.78% 3.33% 
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Table 195:  Extent of information provided to all respondents about where to go for quotes and 
information on obtaining a loan or credit card, by country 

Country 
Yes, very well 

informed 
Yes, somewhat 

informed 
No, not well 

informed 
Not informed at all 

Slovakia 60.36% 27.89% 8.37% 3.39% 

Slovenia 45.73% 38.17% 7.55% 8.55% 

Spain 35.48% 29.43% 7.02% 28.07% 

Sweden 40.08% 37.30% 13.69% 8.93% 

United Kingdom 46.92% 35.19% 11.73% 6.16% 
Source: Consumer Survey, Question 12 

A6.10 Number of creditors used by consumers to obtain 
information about most recent loan 

Table 196:  Distribution of number of creditors used by respondents to obtain information 
when looking for their most recent loan, by country 

Country 1 creditor 2 creditors 3 creditors 
More than 3 

creditors 
Don't know 

Austria 59.07% 17.54% 8.67% 4.23% 10.48% 

Belgium 45.67% 23.62% 18.70% 9.45% 2.56% 

Bulgaria 29.03% 21.87% 29.42% 17.89% 1.79% 

Cyprus  67.83% 17.51% 8.75% 4.38% 1.53% 

Czech Republic 36.63% 19.80% 20.99% 18.42% 4.16% 

Denmark 72.03% 16.49% 7.52% 2.92% 1.04% 

Estonia 64.60% 19.25% 9.11% 5.38% 1.66% 

Germany 56.53% 18.37% 10.41% 10.82% 3.88% 

Greece  57.06% 19.56% 11.69% 10.08% 1.61% 

Finland 67.36% 16.53% 8.37% 3.56% 4.18% 

France 51.62% 18.62% 16.40% 10.32% 3.04% 

Hungary 51.12% 17.59% 15.54% 13.91% 1.84% 

Ireland 59.84% 19.48% 12.05% 3.82% 4.82% 

Iceland 67.50% 16.46% 7.71% 3.13% 5.21% 

Italy 56.51% 20.44% 10.22% 10.62% 2.20% 

Latvia 58.96% 21.09% 9.98% 6.80% 3.17% 

Lithuania 47.28% 27.02% 12.85% 6.54% 6.32% 

Luxembourg 69.59% 21.63% 6.53% 1.84% 0.41% 

Malta 60.28% 28.23% 7.26% 3.02% 1.21% 

Netherlands 63.60% 11.30% 6.69% 5.23% 13.18% 

Norway 57.86% 15.72% 7.21% 3.71% 15.50% 

Poland 50.60% 18.40% 14.60% 14.00% 2.40% 

Portugal 77.67% 8.65% 4.43% 4.63% 4.63% 

Romania 48.81% 23.12% 14.62% 10.08% 3.36% 

Slovakia 33.87% 18.24% 20.64% 23.25% 4.01% 

Slovenia 56.26% 13.92% 15.71% 10.14% 3.98% 

Spain 65.67% 15.08% 8.33% 7.74% 3.17% 

Sweden 58.76% 13.59% 10.83% 9.45% 7.37% 

United Kingdom 57.89% 10.73% 10.32% 11.74% 9.31% 
Source: Consumer Survey, Question 13 
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A6.11 Consumers who used their home bank as one of their 
creditors to obtain information 

Table 197:  Distribution of the number of respondents who used their home bank as one of the 
creditors to obtain information on their most recent loan, by country 

Country Home bank Not home bank Don't know 

Austria 87.90% 8.47% 3.63% 

Belgium 86.42% 13.19% 0.39% 

Bulgaria 81.71% 16.30% 1.99% 

Cyprus  89.93% 9.63% 0.44% 

Czech Republic 80.20% 19.41% 0.40% 

Denmark 81.42% 18.37% 0.21% 

Estonia 92.34% 7.45% 0.21% 

Germany 84.08% 14.90% 1.02% 

Greece  84.88% 14.92% 0.20% 

Finland 89.54% 9.21% 1.26% 

France 80.57% 18.83% 0.61% 

Hungary 62.37% 36.81% 0.82% 

Ireland 82.93% 16.47% 0.60% 

Iceland 89.17% 8.54% 2.29% 

Italy 72.34% 27.45% 0.20% 

Latvia 60.32% 35.37% 4.31% 

Lithuania 72.55% 23.31% 4.14% 

Luxembourg 90.00% 10.00% 0.00% 

Malta 96.17% 3.83% 0.00% 

Netherlands 72.80% 25.10% 2.09% 

Norway 73.80% 20.96% 5.24% 

Poland 80.20% 19.40% 0.40% 

Portugal 77.26% 20.72% 2.01% 

Romania 77.67% 19.17% 3.16% 

Slovakia 87.98% 10.22% 1.80% 

Slovenia 89.86% 7.55% 2.58% 

Spain 78.17% 21.43% 0.40% 

Sweden 75.81% 21.66% 2.53% 

United Kingdom 65.99% 31.78% 2.23% 
Source: Consumer Survey, Question 14 

A6.12 Consumers’ assessment of creditors 

Table 198:  Response to question: “Information provided by creditor was comprehensive” 

Country Completely 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Completely 
disagree 

Don’t Know 
/No Answer 

Austria 59.48% 31.94% 3.19% 1.60% 3.79% 

Belgium 51.38% 41.14% 4.33% 1.18% 1.97% 

Bulgaria 45.74% 42.18% 6.93% 4.36% 0.79% 

Cyprus  57.86% 34.68% 5.04% 1.61% 0.81% 

Czech Republic 46.65% 42.91% 7.87% 0.98% 1.57% 

Denmark 49.30% 34.73% 10.58% 2.59% 2.79% 

Estonia 68.03% 24.76% 2.92% 1.95% 2.34% 
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Germany 56.60% 33.00% 6.80% 1.20% 2.40% 

Greece  33.13% 47.31% 10.18% 6.39% 2.99% 

Finland 47.31% 42.51% 5.99% 1.40% 2.79% 

France 42.46% 44.25% 7.14% 1.59% 4.56% 

Hungary 42.86% 41.67% 9.92% 4.76% 0.79% 

Ireland 41.95% 44.73% 7.75% 2.19% 3.38% 

Iceland 25.45% 47.12% 10.14% 7.36% 9.94% 

Italy 28.71% 60.99% 9.31% 0.99% 0.00% 

Latvia 31.63% 56.39% 9.04% 1.38% 1.57% 

Lithuania 52.17% 42.13% 3.94% 0.79% 0.98% 

Luxembourg 58.73% 32.94% 5.95% 1.19% 1.19% 

Malta 52.59% 41.24% 3.59% 1.20% 1.39% 

Netherlands 57.77% 31.27% 2.79% 1.99% 6.18% 

Norway 63.82% 24.65% 3.78% 0.60% 7.16% 

Poland 41.83% 50.40% 6.18% 1.20% 0.40% 

Portugal 52.99% 31.67% 6.97% 4.18% 4.18% 

Romania 38.36% 51.47% 8.41% 1.76% 0.00% 

Slovakia 54.58% 37.65% 3.19% 1.99% 2.59% 

Slovenia 55.86% 32.21% 7.16% 2.58% 2.19% 

Spain 30.80% 49.71% 12.28% 5.07% 2.14% 

Sweden 42.46% 35.12% 9.33% 5.36% 7.74% 

United Kingdom 43.34% 45.53% 4.57% 2.98% 3.58% 
Source: Consumer Survey, Question 15 
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Table 199:  Response to question: “Very open and shared information easily” 

Country Completely 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Completely 
disagree 

Don’t Know 
/No Answer 

Austria 62.48% 28.14% 4.19% 1.00% 4.19% 

Belgium 56.30% 36.02% 5.51% 1.18% 0.98% 

Bulgaria 49.11% 36.24% 8.12% 4.95% 1.58% 

Cyprus  59.68% 32.46% 5.04% 2.22% 0.60% 

Czech Republic 65.94% 27.56% 3.94% 1.57% 0.98% 

Denmark 56.09% 30.14% 8.38% 2.59% 2.79% 

Estonia 79.92% 15.40% 2.14% 1.36% 1.17% 

Germany 60.00% 28.40% 7.80% 0.60% 3.20% 

Greece  36.93% 44.11% 9.98% 6.19% 2.79% 

Finland 58.28% 30.14% 7.19% 1.80% 2.59% 

France 45.83% 38.10% 8.93% 2.18% 4.96% 

Hungary 58.13% 29.56% 7.14% 3.97% 1.19% 

Ireland 41.95% 37.97% 12.92% 3.98% 3.18% 

Iceland 34.00% 46.32% 8.75% 5.17% 5.77% 

Italy 33.47% 56.44% 8.12% 1.39% 0.59% 

Latvia 38.11% 48.33% 10.02% 0.98% 2.55% 

Lithuania 63.39% 29.13% 3.74% 1.18% 2.56% 

Luxembourg 62.30% 29.96% 5.36% 0.99% 1.39% 

Malta 63.75% 30.48% 4.18% 0.80% 0.80% 

Netherlands 54.18% 31.08% 4.98% 2.19% 7.57% 

Norway 66.80% 21.27% 3.58% 1.59% 6.76% 

Poland 43.82% 48.21% 6.37% 1.20% 0.40% 

Portugal 58.17% 28.88% 6.57% 2.59% 3.78% 

Romania 46.97% 40.90% 9.98% 2.15% 0.00% 

Slovakia 77.89% 18.33% 2.39% 0.60% 0.80% 

Slovenia 66.40% 22.86% 4.77% 3.78% 2.19% 

Spain 45.81% 41.52% 7.60% 4.09% 0.97% 

Sweden 52.98% 23.81% 8.93% 4.56% 9.72% 

United Kingdom 44.33% 41.15% 7.75% 3.98% 2.78% 
Source: Consumer Survey, Question 15 
 

Table 200:  Response to question: “Information provided was clear” 

Country Completely 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Completely 
disagree 

Don’t Know 
/No Answer 

Austria 62.67% 29.14% 4.19% 0.60% 3.39% 

Belgium 57.87% 34.45% 5.12% 1.57% 0.98% 

Bulgaria 57.03% 32.08% 6.53% 3.96% 0.40% 

Cyprus  64.72% 25.20% 7.66% 2.22% 0.20% 

Czech Republic 58.66% 30.71% 7.87% 1.77% 0.98% 

Denmark 53.29% 33.13% 8.58% 2.79% 2.20% 

Estonia 81.09% 14.81% 2.53% 1.17% 0.39% 

Germany 60.00% 31.20% 5.80% 1.00% 2.00% 

Greece  36.13% 43.91% 11.78% 5.79% 2.40% 

Finland 47.31% 37.52% 9.58% 2.99% 2.59% 

France 46.03% 37.70% 9.92% 1.98% 4.37% 

Hungary 65.67% 25.60% 5.56% 2.78% 0.40% 



Annex 6│ Summary statistics of the consumer survey results 
 

 
 

 

 

  342  
 

 

Table 200:  Response to question: “Information provided was clear” 

Country Completely 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Completely 
disagree 

Don’t Know 
/No Answer 

Ireland 48.51% 36.58% 8.75% 3.38% 2.78% 

Iceland 32.21% 44.93% 10.54% 5.77% 6.56% 

Italy 34.26% 53.66% 9.90% 1.98% 0.20% 

Latvia 42.04% 44.79% 11.00% 0.98% 1.18% 

Lithuania 56.89% 37.99% 3.74% 0.39% 0.98% 

Luxembourg 59.52% 31.75% 6.75% 0.99% 0.99% 

Malta 65.14% 29.28% 3.78% 1.39% 0.40% 

Netherlands 59.16% 28.09% 4.58% 2.19% 5.98% 

Norway 65.21% 22.86% 4.17% 1.59% 6.16% 

Poland 41.24% 48.21% 8.76% 1.39% 0.40% 

Portugal 57.17% 30.28% 6.18% 2.39% 3.98% 

Romania 47.55% 38.75% 10.37% 2.94% 0.39% 

Slovakia 72.31% 22.11% 2.59% 2.19% 0.80% 

Slovenia 65.81% 23.86% 4.97% 3.18% 2.19% 

Spain 40.94% 41.72% 12.09% 4.09% 1.17% 

Sweden 52.98% 29.76% 7.34% 2.98% 6.94% 

United Kingdom 51.49% 35.79% 7.95% 3.18% 1.59% 
Source: Consumer Survey, Question 15 
 

Table 201:  Response to question: “Willing to answer questions” 

Country Completely 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Completely 
disagree 

Don’t Know 
/No Answer 

Austria 73.25% 19.96% 1.20% 0.80% 4.79% 

Belgium 66.73% 27.76% 3.35% 0.98% 1.18% 

Bulgaria 76.04% 16.24% 3.96% 3.17% 0.59% 

Cyprus  68.15% 26.01% 3.23% 2.22% 0.40% 

Czech Republic 78.54% 15.94% 2.56% 0.98% 1.97% 

Denmark 69.06% 19.56% 2.79% 2.20% 6.39% 

Estonia 87.52% 7.80% 1.56% 0.78% 2.34% 

Germany 69.60% 23.40% 3.40% 0.40% 3.20% 

Greece  45.51% 39.12% 6.79% 5.59% 2.99% 

Finland 69.46% 19.56% 3.59% 2.59% 4.79% 

France 48.81% 37.50% 6.75% 1.39% 5.56% 

Hungary 77.78% 15.08% 3.97% 2.58% 0.60% 

Ireland 60.83% 25.25% 6.96% 1.79% 5.17% 

Iceland 40.76% 42.94% 4.37% 3.78% 8.15% 

Italy 41.58% 50.30% 7.33% 0.40% 0.40% 

Latvia 49.12% 42.04% 4.52% 0.20% 4.13% 

Lithuania 66.34% 25.98% 3.15% 0.98% 3.54% 

Luxembourg 69.05% 25.99% 3.17% 0.60% 1.19% 

Malta 77.49% 18.92% 1.99% 1.20% 0.40% 

Netherlands 59.36% 23.11% 1.99% 0.60% 14.94% 

Norway 66.80% 14.12% 1.79% 0.80% 16.50% 

Poland 47.01% 48.61% 3.59% 0.80% 0.00% 

Portugal 65.14% 25.70% 3.59% 1.79% 3.78% 

Romania 44.23% 42.86% 9.78% 2.54% 0.59% 

Slovakia 88.45% 8.17% 1.99% 0.40% 1.00% 
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Table 201:  Response to question: “Willing to answer questions” 

Country Completely 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Completely 
disagree 

Don’t Know 
/No Answer 

Slovenia 73.76% 16.30% 3.78% 3.18% 2.98% 

Spain 58.09% 30.41% 7.02% 2.34% 2.14% 

Sweden 56.75% 20.04% 5.16% 2.18% 15.87% 

United Kingdom 50.70% 30.22% 4.57% 1.99% 12.52% 
Source: Consumer Survey, Question 15 
 

Table 202:  Response to question: “Required me to contact them personally” 

Country Completely 
agree 

Somewhat 
agree 

Somewhat 
disagree 

Completely 
disagree 

Don’t Know 
/No Answer 

Austria 67.86% 16.57% 2.99% 7.58% 4.99% 

Belgium 54.53% 22.83% 7.68% 8.07% 6.89% 

Bulgaria 72.67% 9.90% 3.37% 9.70% 4.36% 

Cyprus  58.47% 26.21% 8.47% 5.04% 1.81% 

Czech Republic 63.98% 13.19% 5.91% 12.80% 4.13% 

Denmark 59.48% 10.38% 5.99% 16.77% 7.39% 

Estonia 57.89% 9.75% 4.48% 18.52% 9.36% 

Germany 68.80% 13.60% 5.60% 9.80% 2.20% 

Greece  41.72% 37.92% 10.38% 7.78% 2.20% 

Finland 52.89% 14.17% 8.98% 18.76% 5.19% 

France 42.66% 22.42% 8.33% 16.87% 9.72% 

Hungary 65.67% 8.73% 6.94% 11.90% 6.75% 

Ireland 53.28% 19.48% 10.34% 6.96% 9.94% 

Iceland 50.10% 25.45% 6.36% 8.55% 9.54% 

Italy 26.93% 43.56% 11.68% 10.50% 7.33% 

Latvia 34.97% 32.81% 9.82% 13.16% 9.23% 

Lithuania 47.44% 22.64% 5.71% 15.35% 8.86% 

Luxembourg 75.60% 13.10% 4.56% 3.37% 3.37% 

Malta 63.15% 18.73% 5.18% 8.37% 4.58% 

Netherlands 26.29% 14.74% 8.57% 22.91% 27.49% 

Norway 42.15% 10.54% 6.16% 22.47% 18.69% 

Poland 51.00% 30.68% 8.96% 8.96% 0.40% 

Portugal 47.81% 21.12% 7.17% 13.15% 10.76% 

Romania 32.68% 37.57% 15.85% 11.74% 2.15% 

Slovakia 70.72% 8.17% 2.39% 12.35% 6.37% 

Slovenia 58.85% 11.13% 5.57% 15.71% 8.75% 

Spain 47.76% 23.39% 8.77% 10.92% 9.16% 

Sweden 22.22% 9.92% 9.13% 42.26% 16.47% 

United Kingdom 41.35% 23.26% 11.73% 11.73% 11.93% 
Source: Consumer Survey, Question 15 
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A6.13 Consumers’ knowledge of creditor’s requirements 

Table 203:  Response to question: “Required to provide information about early repayment 
clause”, by country 

Country Yes No 

Austria 77.84% 22.16% 

Belgium 86.61% 13.39% 

Bulgaria 70.30% 29.70% 

Cyprus  57.66% 42.34% 

Czech Republic 88.39% 11.61% 

Denmark 59.48% 40.52% 

Estonia 77.39% 22.61% 

Germany 79.00% 21.00% 

Greece  58.28% 41.72% 

Finland 81.24% 18.76% 

France 85.32% 14.68% 

Hungary 86.51% 13.49% 

Ireland 57.46% 42.54% 

Iceland 57.85% 42.15% 

Italy 82.57% 17.43% 

Latvia 93.32% 6.68% 

Lithuania 66.73% 33.27% 

Luxembourg 76.39% 23.61% 

Malta 93.43% 6.57% 

Netherlands 92.63% 7.37% 

Norway 33.20% 66.80% 

Poland 89.84% 10.16% 

Portugal 62.95% 37.05% 

Romania 79.45% 20.55% 

Slovakia 94.22% 5.78% 

Slovenia 46.12% 53.88% 

Spain 64.33% 35.67% 

Sweden 61.51% 38.49% 

United Kingdom 67.20% 32.80% 
Source: Consumer Survey, Question 16 
 

Table 204:  Response to question: “Required to provide information about the right-to-
withdraw clause during the first 14 days of the contract”, by country 

Country Yes No 

Austria 75.65% 24.35% 

Belgium 88.19% 11.81% 

Bulgaria 52.48% 47.52% 

Cyprus  47.58% 52.42% 

Czech Republic 89.96% 10.04% 

Denmark 67.66% 32.34% 

Estonia 65.89% 34.11% 

Germany 84.80% 15.20% 

Greece  45.91% 54.09% 

Finland 79.24% 20.76% 



Annex 6│ Summary statistics of the consumer survey results 

 

 

 
 
345 

Table 204:  Response to question: “Required to provide information about the right-to-
withdraw clause during the first 14 days of the contract”, by country 

Country Yes No 

France 90.67% 9.33% 

Hungary 82.94% 17.06% 

Ireland 69.18% 30.82% 

Iceland 26.24% 73.76% 

Italy 86.34% 13.66% 

Latvia 89.00% 11.00% 

Lithuania 46.26% 53.74% 

Luxembourg 75.40% 24.60% 

Malta 89.44% 10.56% 

Netherlands 94.22% 5.78% 

Norway 48.31% 51.69% 

Poland 90.24% 9.76% 

Portugal 62.75% 37.25% 

Romania 69.67% 30.33% 

Slovakia 91.04% 8.96% 

Slovenia 49.11% 50.89% 

Spain 50.29% 49.71% 

Sweden 61.31% 38.69% 

United Kingdom 80.12% 19.88% 
Source: Consumer Survey, Question 16 

A6.14 Consumers’ knowledge about terms in credit contract 

Table 205:  Response to question: “Knowledge of early repayment clause in contract”, by 
country 

Country Yes No Don’t know/ No Answer 

Austria 59.40% 13.00% 27.60% 

Belgium 63.80% 15.40% 20.80% 

Bulgaria 71.06% 13.97% 14.97% 

Cyprus  58.52% 13.35% 28.13% 

Czech 77.84% 9.18% 12.97% 

Denmark 61.04% 8.03% 30.92% 

Estonia 70.67% 5.51% 23.82% 

Germany 61.71% 14.46% 23.83% 

Greece  60.25% 13.52% 26.23% 

Finland 75.86% 6.84% 17.30% 

France 70.94% 10.82% 18.24% 

Hungary 49.40% 17.00% 33.60% 

Ireland 61.60% 11.00% 27.40% 

Iceland 50.10% 25.15% 24.75% 

Italy 52.50% 16.77% 30.74% 

Latvia 68.64% 10.65% 20.71% 

Lithuania 69.28% 13.05% 17.67% 

Luxembourg 66.13% 11.69% 22.18% 

Malta 66.94% 12.90% 20.16% 

Netherlands 65.73% 8.27% 26.01% 

Norway 58.65% 11.53% 29.82% 
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Table 205:  Response to question: “Knowledge of early repayment clause in contract”, by 
country 

Country Yes No Don’t know/ No Answer 

Poland 82.86% 8.06% 9.07% 

Portugal 61.79% 9.35% 28.86% 

Romania 63.93% 12.30% 23.77% 

Slovakia 73.90% 7.37% 18.73% 

Slovenia 62.25% 10.84% 26.91% 

Spain 54.90% 20.59% 24.51% 

Sweden 70.86% 7.98% 21.16% 

UK 70.40% 7.60% 22.00% 
Source: Consumer Survey, Question 17 
 

Table 206:  Response to question: “Knowledge of right to withdraw within 14 days of signing 
the contract”, by country 

Country Yes No Don’t know/ No Answer 

Austria 53.60% 13.60% 32.80% 

Belgium 56.40% 14.80% 28.80% 

Bulgaria 35.33% 28.74% 35.93% 

Cyprus  39.43% 22.59% 37.99% 

Czech Republic 57.49% 14.37% 28.14% 

Denmark 45.18% 8.03% 46.79% 

Estonia 39.76% 10.04% 50.20% 

Germany 68.64% 8.96% 22.40% 

Greece  27.87% 31.15% 40.98% 

Finland 52.72% 10.87% 36.42% 

France 73.55% 9.62% 16.83% 

Hungary 35.00% 20.00% 45.00% 

Ireland 61.40% 8.80% 29.80% 

Iceland 12.97% 42.32% 44.71% 

Italy 48.70% 16.37% 34.93% 

Latvia 31.36% 22.49% 46.15% 

Lithuania 34.94% 25.30% 39.76% 

Luxembourg 60.28% 11.09% 28.63% 

Malta 31.65% 22.98% 45.36% 

Netherlands 34.07% 12.70% 53.23% 

Norway 38.77% 16.90% 44.33% 

Poland 69.56% 9.27% 21.17% 

Portugal 44.11% 14.63% 41.26% 

Romania 45.08% 23.98% 30.94% 

Slovakia 46.61% 8.76% 44.62% 

Slovenia 38.35% 19.08% 42.57% 

Spain 29.22% 34.31% 36.47% 

Sweden 38.92% 15.77% 45.31% 

United Kingdom 75.60% 4.80% 19.60% 
Source: Consumer Survey, Question 17 
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Table 207:  Response to question “Does your contract state that you would have to pay a fee 
for early repayment?” by country 

Country Yes No Don’t know 

Austria 10.00% 51.20% 38.80% 

Belgium 32.20% 45.40% 22.40% 

Bulgaria 34.93% 49.30% 15.77% 

Cyprus  34.09% 37.99% 27.93% 

Czech Republic 31.74% 49.50% 18.76% 

Denmark 15.46% 49.60% 34.94% 

Estonia 29.33% 40.55% 30.12% 

Germany 14.66% 60.29% 25.05% 

Greece  29.92% 37.91% 32.17% 

Finland 10.87% 61.77% 27.36% 

France 21.44% 55.31% 23.25% 

Hungary 40.60% 29.00% 30.40% 

Ireland 18.20% 58.40% 23.40% 

Iceland 16.17% 47.70% 36.13% 

Italy 27.94% 49.10% 22.95% 

Latvia 12.23% 65.09% 22.68% 

Lithuania 17.47% 60.04% 22.49% 

Luxembourg 22.78% 51.41% 25.81% 

Malta 26.01% 58.47% 15.52% 

Netherlands 11.29% 70.97% 17.74% 

Norway 5.17% 57.85% 36.98% 

Poland 12.70% 74.60% 12.70% 

Portugal 28.86% 35.37% 35.77% 

Romania 28.28% 43.03% 28.69% 

Slovakia 46.61% 32.87% 20.52% 

Slovenia 23.09% 42.77% 34.14% 

Spain 35.49% 39.02% 25.49% 

Sweden 13.17% 60.28% 26.55% 

United Kingdom 16.00% 61.20% 22.80% 
Source: Consumer Survey, Question 18 

A6.15 Consumers’ knowledge of borrowing rate type 

Table 208:  Consumer knowledge of type of borrowing rate, by country 

Country Fixed Variable Don’t know 

Austria 48.40% 24.20% 27.40% 

Belgium 75.40% 13.00% 11.60% 

Bulgaria 68.86% 23.35% 7.78% 

Cyprus  64.68% 21.56% 13.76% 

Czech Republic 68.46% 10.78% 20.76% 

Denmark 56.63% 33.94% 9.44% 

Estonia 71.85% 13.39% 14.76% 

Germany 64.36% 17.11% 18.53% 

Greece  55.74% 29.51% 14.75% 

Finland 51.11% 30.18% 18.71% 

France 86.37% 5.01% 8.62% 

Hungary 59.20% 30.20% 10.60% 
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Table 208:  Consumer knowledge of type of borrowing rate, by country 

Country Fixed Variable Don’t know 

Ireland 57.80% 29.00% 13.20% 

Iceland 36.13% 25.35% 38.52% 

Italy 75.85% 12.38% 11.78% 

Latvia 73.37% 12.43% 14.20% 

Lithuania 74.90% 17.27% 7.83% 

Luxembourg 75.40% 13.91% 10.69% 

Malta 70.77% 22.78% 6.45% 

Netherlands 41.53% 30.65% 27.82% 

Norway 32.01% 42.54% 25.45% 

Poland 65.52% 25.40% 9.07% 

Portugal 54.27% 21.14% 24.59% 

Romania 74.59% 19.06% 6.35% 

Slovakia 71.71% 11.35% 16.93% 

Slovenia 61.65% 21.89% 16.47% 

Spain 64.31% 10.39% 25.29% 

Sweden 44.71% 32.73% 22.55% 

United Kingdom 56.20% 28.00% 15.80% 
Source: Consumer Survey, Question 19 

A6.16 Consumers’ knowledge of borrowing rate 

Table 209:  Consumer knowledge of their borrowing rate, by country 

Country Yes Don’t know 

Austria 34.60% 65.40% 

Belgium 35.60% 64.40% 

Bulgaria 43.31% 56.69% 

Cyprus  41.27% 58.73% 

Czech Republic 34.33% 65.67% 

Denmark 39.56% 60.44% 

Estonia 37.20% 62.80% 

Germany 59.88% 40.12% 

Greece  41.80% 58.20% 

Finland 23.54% 76.46% 

France 51.70% 48.30% 

Hungary 30.60% 69.40% 

Ireland 28.40% 71.60% 

Iceland 14.37% 85.63% 

Italy 30.74% 69.26% 

Latvia 52.66% 47.34% 

Lithuania 60.84% 39.16% 

Luxembourg 58.06% 41.94% 

Malta 33.67% 66.33% 

Netherlands 29.23% 70.77% 

Norway 27.83% 72.17% 

Poland 34.48% 65.52% 

Portugal 13.62% 86.38% 

Romania 49.80% 50.20% 
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Table 209:  Consumer knowledge of their borrowing rate, by country 

Country Yes Don’t know 

Slovakia 29.08% 70.92% 

Slovenia 14.26% 85.74% 

Spain 23.73% 76.27% 

Sweden 31.74% 68.26% 

United Kingdom 27.60% 72.40% 
Source: Consumer Survey, Question 20 
 

A6.17 Consumers’ knowledge of whether APR is specified 

Table 210:  Response to question: “Knowledge of whether APR is specified”, by country 

Country Yes No Don’t know 

Austria 40.20% 15.60% 44.20% 

Belgium 56.20% 12.80% 31.00% 

Bulgaria 56.89% 13.17% 29.94% 

Cyprus  34.91% 19.51% 45.59% 

Czech Republic 54.49% 15.37% 30.14% 

Denmark 57.63% 15.46% 26.91% 

Estonia 29.92% 18.31% 51.77% 

Germany 59.67% 13.24% 27.09% 

Greece  24.80% 26.84% 48.36% 

Finland 63.38% 9.26% 27.36% 

France 61.72% 8.62% 29.66% 

Hungary 71.40% 8.60% 20.00% 

Ireland 57.00% 9.80% 33.20% 

Iceland 19.36% 28.94% 51.70% 

Italy 64.07% 11.98% 23.95% 

Latvia 44.97% 15.98% 39.05% 

Lithuania 60.24% 13.65% 26.10% 

Luxembourg 59.88% 11.49% 28.63% 

Malta 34.27% 21.17% 44.56% 

Netherlands 28.43% 21.98% 49.60% 

Norway 36.78% 28.63% 34.59% 

Poland 36.29% 11.69% 52.02% 

Portugal 48.58% 7.72% 43.70% 

Romania 48.36% 22.75% 28.89% 

Slovakia 49.00% 8.37% 42.63% 

Slovenia 48.19% 11.65% 40.16% 

Spain 50.78% 8.82% 40.39% 

Sweden 48.70% 13.77% 37.52% 

United Kingdom 71.40% 4.60% 24.00% 
Source: Consumer Survey, Question 21 
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A6.18 Consumer problems with credit or creditor 

Table 211:  Response to question “Have you had any problems or issues with the credit or the 
creditor?” by country 

Country Yes  No Don’t know/ No 
response 

Austria 3.00% 92.60% 4.40% 

Belgium 4.80% 95.20% 0.00% 

Bulgaria 14.37% 84.43% 1.20% 

Cyprus  7.19% 91.38% 1.44% 

Czech Republic 15.97% 83.23% 0.80% 

Denmark 6.63% 93.37% 0.00% 

Estonia 9.06% 90.16% 0.79% 

Germany 4.28% 95.52% 0.20% 

Greece  19.67% 79.30% 1.02% 

Finland 6.84% 92.56% 0.60% 

France 12.42% 86.77% 0.80% 

Hungary 21.00% 78.80% 0.20% 

Ireland 10.60% 88.40% 1.00% 

Iceland 20.36% 78.04% 1.60% 

Italy 9.18% 90.02% 0.80% 

Latvia 10.85% 88.36% 0.79% 

Lithuania 9.44% 89.96% 0.60% 

Luxembourg 2.82% 96.17% 1.01% 

Malta 5.24% 94.56% 0.20% 

Netherlands 5.24% 93.75% 1.01% 

Norway 3.38% 96.22% 0.40% 

Poland 10.89% 88.91% 0.20% 

Portugal 7.72% 90.45% 1.83% 

Romania 6.56% 92.42% 1.02% 

Slovakia 9.96% 88.05% 1.99% 

Slovenia 5.22% 91.97% 2.81% 

Spain 7.25% 92.75% 0.00% 

Sweden 2.79% 96.61% 0.60% 

United Kingdom 10.80% 88.60% 0.60% 
Source: Consumer Survey, Question 22 
  

Table 212:  Response to question “Have you had many problems, a few problems or one 
problem?” by country 

Country Many problems Few problems One problem 

Austria 20.00% 13.33% 66.67% 

Belgium 12.50% 29.17% 58.33% 

Bulgaria 26.39% 34.72% 38.89% 

Cyprus  11.43% 34.29% 54.29% 

Czech Republic 5.00% 30.00% 65.00% 

Denmark 15.15% 30.30% 54.55% 

Estonia 8.70% 26.09% 65.22% 

Germany 4.76% 23.81% 71.43% 

Greece  16.67% 34.38% 48.96% 
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Table 212:  Response to question “Have you had many problems, a few problems or one 
problem?” by country 

Country Many problems Few problems One problem 

Finland 5.88% 50.00% 44.12% 

France 19.35% 38.71% 41.94% 

Hungary 28.57% 29.52% 41.90% 

Ireland 13.21% 33.96% 52.83% 

Iceland 10.78% 37.25% 51.96% 

Italy 21.74% 36.96% 41.30% 

Latvia 16.36% 43.64% 40.00% 

Lithuania 6.38% 19.15% 74.47% 

Luxembourg 7.14% 50.00% 42.86% 

Malta 23.08% 23.08% 53.85% 

Netherlands 11.54% 7.69% 80.77% 

Norway 23.53% 29.41% 47.06% 

Poland 9.26% 27.78% 62.96% 

Portugal 31.58% 34.21% 34.21% 

Romania 15.63% 40.63% 43.75% 

Slovakia 20.00% 24.00% 56.00% 

Slovenia 26.92% 34.62% 38.46% 

Spain 24.32% 40.54% 35.14% 

Sweden 7.14% 14.29% 78.57% 

United Kingdom 11.11% 33.33% 55.56% 
Source: Consumer Survey, Question 23 
 

Table 213:  Response to question “Would you consider your problems to be major or minor?” 
by country 

Country Minor problem Major problem Both 

Austria 40.00% 53.33% 6.67% 

Belgium 54.17% 37.50% 8.33% 

Bulgaria 19.44% 48.61% 31.94% 

Cyprus  28.57% 65.71% 5.71% 

Czech 36.25% 51.25% 12.50% 

Denmark 39.39% 45.45% 15.15% 

Estonia 21.74% 67.39% 10.87% 

Germany 38.10% 61.90% 0.00% 

Greece  35.42% 58.33% 6.25% 

Finland 50.00% 38.24% 11.76% 

France 48.39% 33.87% 17.74% 

Hungary 20.95% 69.52% 9.52% 

Ireland 43.40% 52.83% 3.77% 

Iceland 38.24% 53.92% 7.84% 

Italy 28.26% 65.22% 6.52% 

Latvia 14.55% 72.73% 12.73% 

Lithuania 21.28% 59.57% 19.15% 

Luxembourg 50.00% 42.86% 7.14% 

Malta 46.15% 50.00% 3.85% 

Netherlands 38.46% 50.00% 11.54% 

Norway 29.41% 52.94% 17.65% 

Poland 14.81% 85.19% 0.00% 

Portugal 21.05% 57.89% 21.05% 
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Table 213:  Response to question “Would you consider your problems to be major or minor?” 
by country 

Country Minor problem Major problem Both 

Romania 40.63% 46.88% 12.50% 

Slovakia 28.00% 60.00% 12.00% 

Slovenia 50.00% 38.46% 11.54% 

Spain 21.62% 62.16% 16.22% 

Sweden 71.43% 21.43% 7.14% 

UK 38.89% 48.15% 12.96% 
Source: Consumer Survey, Question 24 
 

Table 214:  Response to question “Have you made a formal complaint as a result of any of these 
problems?” by country 

Country Yes, to lender only Yes, to lender and 
other 

No Yes, to other only 

Austria 46.67% 0.00% 46.67% 6.67% 

Belgium 37.50% 4.17% 54.17% 4.17% 

Bulgaria 15.28% 1.39% 80.56% 2.78% 

Cyprus  60.00% 0.00% 37.14% 2.86% 

Czech 22.50% 1.25% 76.25% 0.00% 

Denmark 24.24% 0.00% 75.76% 0.00% 

Estonia 17.39% 0.00% 73.91% 8.70% 

Germany 38.10% 0.00% 61.90% 0.00% 

Greece  50.00% 4.17% 40.63% 5.21% 

Finland 0.00% 0.00% 100.00% 0.00% 

France 54.84% 1.61% 35.48% 8.06% 

Hungary 21.90% 0.00% 65.71% 12.38% 

Ireland 22.64% 9.43% 62.26% 5.66% 

Iceland 31.37% 9.80% 55.88% 2.94% 

Italy 43.48% 0.00% 52.17% 4.35% 

Latvia 18.18% 0.00% 74.55% 7.27% 

Lithuania 25.53% 0.00% 74.47% 0.00% 

Luxembourg 28.57% 0.00% 71.43% 0.00% 

Malta 38.46% 0.00% 53.85% 7.69% 

Netherlands 34.62% 0.00% 65.38% 0.00% 

Norway 41.18% 0.00% 58.82% 0.00% 

Poland 25.93% 1.85% 70.37% 1.85% 

Portugal 21.05% 7.89% 55.26% 15.79% 

Romania 53.13% 0.00% 43.75% 3.13% 

Slovakia 26.00% 0.00% 72.00% 2.00% 

Slovenia 19.23% 0.00% 80.77% 0.00% 

Spain 24.32% 0.00% 70.27% 5.41% 

Sweden 57.14% 0.00% 28.57% 14.29% 

UK 38.89% 5.56% 46.30% 9.26% 
Note: “Other” includes a third party such as ombudsman, consumer organisation, consumer protection agency. 
Source: Consumer Survey, Question 25 
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Table 215:  Response to question “Was your issue resolved as a result of registering a formal 
complaint and have you taken further action?” by country 

Country Yes 
Partly, I have 

taken no 
further action 

Partly, I have 
taken further 

action 

No, I have 
taken no 

further action 

No, I have 
taken further 

action 

Austria 62.50% 25.00% 0.00% 0.00% 12.50% 

Belgium 45.45% 0.00% 27.27% 27.27% 0.00% 

Bulgaria 14.29% 0.00% 28.57% 28.57% 28.57% 

Cyprus  59.09% 4.55% 13.64% 13.64% 9.09% 

Czech Republic 31.58% 21.05% 10.53% 26.32% 10.53% 

Denmark 25.00% 12.50% 12.50% 37.50% 12.50% 

Estonia 33.33% 0.00% 8.33% 50.00% 8.33% 

Germany 25.00% 25.00% 25.00% 25.00% 0.00% 

Greece  38.60% 12.28% 3.51% 33.33% 12.28% 

France 55.00% 15.00% 2.50% 25.00% 2.50% 

Hungary 19.44% 8.33% 2.78% 52.78% 16.67% 

Ireland 45.00% 0.00% 5.00% 25.00% 25.00% 

Iceland 26.67% 15.56% 11.11% 31.11% 15.56% 

Italy 59.09% 9.09% 13.64% 9.09% 9.09% 

Latvia 42.86% 14.29% 7.14% 35.71% 0.00% 

Lithuania 33.33% 33.33% 8.33% 25.00% 0.00% 

Luxembourg 50.00% 50.00% 0.00% 0.00% 0.00% 

Malta 66.67% 8.33% 0.00% 16.67% 8.33% 

Netherlands 55.56% 0.00% 0.00% 33.33% 11.11% 

Norway 14.29% 0.00% 28.57% 42.86% 14.29% 

Poland 75.00% 0.00% 6.25% 12.50% 6.25% 

Portugal 23.53% 5.88% 0.00% 11.76% 58.82% 

Romania 22.22% 38.89% 5.56% 33.33% 0.00% 

Slovakia 21.43% 21.43% 7.14% 35.71% 14.29% 

Slovenia 40.00% 20.00% 20.00% 20.00% 0.00% 

Spain 9.09% 0.00% 0.00% 63.64% 27.27% 

Sweden 80.00% 10.00% 0.00% 10.00% 0.00% 

United Kingdom 55.17% 3.45% 6.90% 20.69% 13.79% 
Source: Consumer Survey, Question 26 

 

Table 216:  Number of respondents who did not proceed further with their problem/issue, by 
country 

Country 

I did not 
know 

where to 
go 

I did not 
believe it 

would 
help 

Issue was 
too minor 

I did not have 
time 

The 
procedure 

was too 
complex 

I tried but I 
have given 

up 

Other 
reason 

Total 

Austria 0 0 0 0 1 0 1 2 

Belgium 1 2 0 0 0 1 1 5 

Bulgaria 0 2 1 0 1 1 0 5 

Cyprus  1 1 0 1 0 1 0 4 

Czech Republic 1 3 1 2 0 1 1 9 

Denmark 0 0 0 0 1 2 3 6 

Estonia 0 2 0 0 0 3 1 6 

Germany 1 2 1 1 1 1 1 8 

Greece  2 5 2 7 10 2 6 34 

Finland 0 0 0 0 0 0 0 0 

France 3 4 2 2 7 3 2 23 

Hungary 4 6 0 0 2 4 7 23 
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Table 216:  Number of respondents who did not proceed further with their problem/issue, by 
country 

Country 

I did not 
know 

where to 
go 

I did not 
believe it 

would 
help 

Issue was 
too minor 

I did not have 
time 

The 
procedure 

was too 
complex 

I tried but I 
have given 

up 

Other 
reason 

Total 

Ireland 1 1 0 0 1 1 3 7 

Iceland 3 4 1 1 3 4 7 23 

Italy 1 0 0 1 1 0 1 4 

Latvia 2 2 1 2 3 0 2 12 

Lithuania 0 2 1 1 1 0 3 8 

Luxembourg 1 1 0 0 0 0 0 2 

Malta 1 1 0 0 1 0 0 3 

Netherlands 0 0 0 0 1 0 2 3 

Norway 0 0 1 0 0 1 1 3 

Poland 0 0 0 1 0 0 1 2 

Portugal 0 1 0 1 1 0 1 4 

Romania 1 4 2 1 3 2 2 15 

Slovakia 0 4 0 1 0 0 3 8 

Slovenia 1 1 0 0 0 0 0 2 

Spain 0 1 0 0 1 0 7 9 

Sweden 1 0 0 0 0 0 1 2 

United Kingdom 4 4 0 1 2 2 1 14 
Source: Consumer Survey, Question 27 
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A6.19 Consumer satisfaction with credit products 

Table 217: Response to “How satisfied are you with the quality of customer service for your 
current loan” by country 

Country Very 
satisfied 

Somewhat 
satisfied 

Somewhat 
dissatisfied 

Very 
dissatisfied 

Total N 

Austria 86.81% 5.32% 5.53% 2.34% 100.00% 470 

Belgium 74.29% 18.42% 5.47% 1.82% 100.00% 494 

Bulgaria 73.02% 13.49% 8.53% 4.96% 100.00% 504 

Cyprus  79.39% 15.15% 3.43% 2.02% 100.00% 495 

Czech 74.45% 12.77% 9.98% 2.79% 100.00% 501 

Denmark 76.65% 11.89% 8.49% 2.97% 100.00% 471 

Estonia 80.86% 11.61% 5.70% 1.83% 100.00% 491 

Germany 75.63% 15.83% 6.25% 2.29% 100.00% 480 

Greece  55.96% 26.87% 10.51% 6.67% 100.00% 495 

Finland 83.44% 10.14% 3.93% 2.48% 100.00% 483 

France 67.64% 22.13% 6.47% 3.76% 100.00% 479 

Hungary 72.52% 9.92% 9.30% 8.26% 100.00% 484 

Ireland 67.94% 19.44% 9.42% 3.21% 100.00% 499 

Iceland 62.58% 18.09% 14.35% 4.99% 100.00% 481 

Italy 61.21% 26.87% 8.28% 3.64% 100.00% 495 

Latvia 73.39% 20.77% 4.23% 1.61% 100.00% 496 

Lithuania 84.99% 11.56% 2.43% 1.01% 100.00% 493 

Luxembourg 87.45% 10.12% 2.23% 0.20% 100.00% 494 

Malta 77.76% 16.83% 3.81% 1.60% 100.00% 499 

Netherlands 62.81% 30.84% 4.54% 1.81% 100.00% 441 

Norway 76.01% 13.16% 8.07% 2.76% 100.00% 471 

Poland 83.80% 8.00% 5.60% 2.60% 100.00% 500 

Portugal 69.15% 16.60% 10.43% 3.83% 100.00% 470 

Romania 77.25% 18.04% 3.14% 1.57% 100.00% 510 

Slovakia 74.45% 11.07% 12.47% 2.01% 100.00% 497 

Slovenia 72.67% 14.75% 9.33% 3.25% 100.00% 461 

Spain 60.56% 23.71% 11.35% 4.38% 100.00% 502 

Sweden 74.14% 15.30% 8.62% 1.94% 100.00% 464 

UK 71.89% 16.29% 7.33% 4.48% 100.00% 491 

Total 73.77% 16.02% 7.21% 3.00% 100.00% 14,111 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Very dissatisfied’, 4 to 5 means ‘Somewhat dissatisfied’, 6 to 7 means ‘Somewhat satisfied’ and 8 or greater means ‘Very 
satisfied’. 
Source: Consumer Survey, Question 28 
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Table 218:  Response to “How satisfied are you with the customer support through a call 
centre” by country 

Country Very 
satisfied 

Somewhat 
satisfied 

Somewhat 
dissatisfied 

Very 
dissatisfied 

Total N 

Austria 64.97% 13.56% 11.30% 10.17% 100.00% 177 

Belgium 48.00% 29.87% 14.13% 8.00% 100.00% 375 

Bulgaria 62.04% 13.09% 15.71% 9.16% 100.00% 382 

Cyprus  73.95% 17.88% 6.18% 1.99% 100.00% 453 

Czech 67.78% 14.18% 12.63% 5.41% 100.00% 388 

Denmark 70.48% 12.23% 10.64% 6.65% 100.00% 376 

Estonia 72.44% 12.18% 13.46% 1.92% 100.00% 312 

Germany 47.01% 22.22% 14.10% 16.67% 100.00% 234 

Greece  57.47% 21.84% 12.41% 8.28% 100.00% 435 

Finland 64.78% 17.61% 11.94% 5.67% 100.00% 335 

France 49.69% 21.30% 13.58% 15.43% 100.00% 324 

Hungary 60.00% 14.63% 12.24% 13.13% 100.00% 335 

Ireland 61.87% 17.03% 14.63% 6.47% 100.00% 417 

Iceland 58.97% 19.84% 14.13% 7.07% 100.00% 368 

Italy 40.88% 31.77% 17.13% 10.22% 100.00% 362 

Latvia 63.20% 26.02% 7.81% 2.97% 100.00% 269 

Lithuania 69.18% 17.82% 9.37% 3.63% 100.00% 331 

Luxembourg 57.76% 16.81% 16.81% 8.62% 100.00% 232 

Malta 76.96% 10.96% 8.05% 4.03% 100.00% 447 

Netherlands 41.72% 39.40% 12.58% 6.29% 100.00% 302 

Norway 60.79% 15.50% 18.24% 5.47% 100.00% 329 

Poland 62.34% 12.47% 14.50% 10.69% 100.00% 393 

Portugal 63.25% 19.37% 10.83% 6.55% 100.00% 351 

Romania 66.42% 23.77% 7.84% 1.96% 100.00% 408 

Slovakia 59.25% 15.09% 18.11% 7.55% 100.00% 265 

Slovenia 65.69% 14.96% 13.14% 6.20% 100.00% 274 

Spain 45.18% 24.11% 19.29% 11.42% 100.00% 394 

Sweden 57.76% 16.61% 18.05% 7.58% 100.00% 277 

UK 60.37% 16.80% 11.29% 11.55% 100.00% 381 

Total 60.74% 18.90% 12.94% 7.42% 100.00% 9,926 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Very dissatisfied’, 4 to 5 means ‘Somewhat dissatisfied’, 6 to 7 means ‘Somewhat satisfied’ and 8 or greater means ‘Very 
satisfied’. 
Source: Consumer Survey, Question 28 
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Table 219: Response to “How satisfied are you with the choice of offers” by country 
Country Very 

satisfied 
Somewhat 

satisfied 
Somewhat 
dissatisfied 

Very 
dissatisfied 

Total N 

Austria 58.47% 13.66% 11.48% 16.39% 100.00% 366 

Belgium 53.28% 30.87% 12.05% 3.81% 100.00% 473 

Bulgaria 59.30% 15.97% 15.97% 8.75% 100.00% 457 

Cyprus  62.96% 26.14% 8.50% 2.40% 100.00% 459 

Czech 68.24% 12.45% 15.45% 3.86% 100.00% 466 

Denmark 54.02% 17.84% 20.85% 7.29% 100.00% 398 

Estonia 63.11% 13.69% 15.08% 8.12% 100.00% 431 

Germany 42.36% 15.97% 17.59% 24.07% 100.00% 432 

Greece  45.74% 28.25% 17.71% 8.30% 100.00% 446 

Finland 71.36% 18.54% 8.22% 1.88% 100.00% 426 

France 43.29% 30.56% 17.36% 8.80% 100.00% 432 

Hungary 54.29% 15.78% 17.40% 12.53% 100.00% 431 

Ireland 41.29% 21.72% 24.82% 12.17% 100.00% 419 

Iceland 39.84% 21.39% 23.26% 15.51% 100.00% 374 

Italy 46.82% 33.05% 13.77% 6.36% 100.00% 472 

Latvia 52.18% 31.22% 11.57% 5.02% 100.00% 458 

Lithuania 67.52% 20.09% 9.19% 3.21% 100.00% 468 

Luxembourg 48.35% 16.92% 12.31% 22.42% 100.00% 455 

Malta 55.70% 24.95% 15.05% 4.30% 100.00% 465 

Netherlands 42.62% 46.52% 7.80% 3.06% 100.00% 359 

Norway 55.59% 21.81% 17.82% 4.79% 100.00% 376 

Poland 59.08% 12.73% 20.46% 7.72% 100.00% 479 

Portugal 61.52% 16.53% 14.36% 7.59% 100.00% 369 

Romania 69.88% 21.85% 6.30% 1.97% 100.00% 508 

Slovakia 61.75% 14.75% 17.74% 5.76% 100.00% 434 

Slovenia 64.18% 16.42% 13.93% 5.47% 100.00% 402 

Spain 43.16% 26.89% 18.87% 11.08% 100.00% 424 

Sweden 45.89% 20.42% 22.28% 11.41% 100.00% 377 

UK 43.58% 22.92% 20.91% 12.59% 100.00% 397 

Total 54.62% 21.70% 15.31% 8.37% 100.00% 12,453 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Very dissatisfied’, 4 to 5 means ‘Somewhat dissatisfied’, 6 to 7 means ‘Somewhat satisfied’ and 8 or greater means ‘Very 
satisfied’. 
Source: Consumer Survey, Question 28 
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Table 220: Response to “How satisfied are you with the level of fees charged on the loan 
received” by country 

Country Very 
satisfied 

Somewhat 
satisfied 

Somewhat 
dissatisfied 

Very 
dissatisfied 

Total N 

Austria 44.74% 13.69% 27.14% 14.43% 100.00% 409 

Belgium 33.90% 38.56% 19.07% 8.47% 100.00% 472 

Bulgaria 34.48% 10.34% 24.95% 30.22% 100.00% 493 

Cyprus  55.24% 25.67% 13.14% 5.95% 100.00% 487 

Czech 35.98% 15.04% 27.85% 21.14% 100.00% 492 

Denmark 41.14% 15.23% 27.50% 16.14% 100.00% 440 

Estonia 42.95% 17.23% 27.07% 12.75% 100.00% 447 

Germany 33.70% 17.61% 27.17% 21.52% 100.00% 460 

Greece  36.25% 28.13% 18.75% 16.88% 100.00% 480 

Finland 45.10% 31.15% 15.03% 8.71% 100.00% 459 

France 35.39% 22.81% 26.01% 15.78% 100.00% 469 

Hungary 32.86% 11.97% 23.94% 31.24% 100.00% 493 

Ireland 30.99% 24.18% 25.71% 19.12% 100.00% 455 

Iceland 29.21% 15.42% 28.27% 27.10% 100.00% 428 

Italy 36.86% 31.57% 19.96% 11.61% 100.00% 491 

Latvia 36.13% 28.99% 22.90% 11.97% 100.00% 476 

Lithuania 39.29% 20.58% 22.87% 17.26% 100.00% 481 

Luxembourg 41.96% 23.38% 22.76% 11.90% 100.00% 479 

Malta 45.06% 28.19% 20.16% 6.58% 100.00% 486 

Netherlands 23.37% 46.75% 20.24% 9.64% 100.00% 415 

Norway 38.24% 16.39% 30.40% 14.96% 100.00% 421 

Poland 40.20% 16.73% 23.88% 19.18% 100.00% 490 

Portugal 46.41% 17.94% 20.10% 15.55% 100.00% 418 

Romania 50.99% 21.63% 12.90% 14.48% 100.00% 504 

Slovakia 27.65% 10.19% 25.99% 36.17% 100.00% 481 

Slovenia 45.11% 21.80% 20.30% 12.78% 100.00% 399 

Spain 35.95% 19.39% 25.27% 19.39% 100.00% 459 

Sweden 40.19% 17.94% 26.32% 15.55% 100.00% 418 

UK 39.86% 23.54% 19.58% 17.02% 100.00% 429 

Total 38.61% 21.78% 22.86% 16.75% 100.00% 13,331 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Very dissatisfied’, 4 to 5 means ‘Somewhat dissatisfied’, 6 to 7 means ‘Somewhat satisfied’ and 8 or greater means ‘Very 
satisfied’. 
Source: Consumer Survey, Question 28 
  



Annex 6│ Summary statistics of the consumer survey results 

 

 

 
 
359 

Table 221: Response to “How satisfied are you with the direct contact with the provider of the 
loan” by country 

Country Very 
satisfied 

Somewhat 
satisfied 

Somewhat 
dissatisfied 

Very 
dissatisfied 

Total N 

Austria 85.41% 6.82% 5.41% 2.35% 100.00% 425 

Belgium 66.19% 22.20% 6.92% 4.68% 100.00% 491 

Bulgaria 73.74% 9.90% 10.30% 6.06% 100.00% 495 

Cyprus  73.88% 18.78% 5.71% 1.63% 100.00% 490 

Czech 77.43% 11.39% 5.59% 5.59% 100.00% 483 

Denmark 72.06% 12.70% 10.85% 4.39% 100.00% 433 

Estonia 76.18% 11.24% 8.76% 3.82% 100.00% 445 

Germany 76.38% 13.19% 7.02% 3.40% 100.00% 470 

Greece  54.77% 25.56% 12.17% 7.51% 100.00% 493 

Finland 69.65% 15.94% 9.39% 5.02% 100.00% 458 

France 66.81% 18.51% 8.30% 6.38% 100.00% 470 

Hungary 68.27% 9.81% 11.48% 10.44% 100.00% 479 

Ireland 59.91% 16.63% 13.86% 9.59% 100.00% 469 

Iceland 60.57% 17.86% 15.03% 6.54% 100.00% 459 

Italy 56.09% 27.31% 9.03% 7.56% 100.00% 476 

Latvia 72.53% 19.34% 6.15% 1.98% 100.00% 455 

Lithuania 79.32% 12.45% 5.49% 2.74% 100.00% 474 

Luxembourg 86.90% 9.56% 2.29% 1.25% 100.00% 481 

Malta 71.37% 17.34% 8.06% 3.23% 100.00% 496 

Netherlands 53.66% 33.17% 8.54% 4.63% 100.00% 410 

Norway 61.84% 13.04% 15.94% 9.18% 100.00% 414 

Poland 74.80% 10.04% 11.48% 3.69% 100.00% 488 

Portugal 68.83% 17.26% 8.52% 5.38% 100.00% 446 

Romania 69.45% 21.18% 7.13% 2.24% 100.00% 491 

Slovakia 78.44% 10.15% 7.61% 3.81% 100.00% 473 

Slovenia 79.87% 9.07% 7.74% 3.32% 100.00% 452 

Spain 53.56% 21.18% 15.07% 10.18% 100.00% 491 

Sweden 66.09% 15.35% 11.63% 6.93% 100.00% 404 

UK 58.71% 19.20% 12.05% 10.04% 100.00% 448 

Total 69.45% 16.08% 9.19% 5.28% 100.00% 13,459 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Very dissatisfied’, 4 to 5 means ‘Somewhat dissatisfied’, 6 to 7 means ‘Somewhat satisfied’ and 8 or greater means ‘Very 
satisfied’. 
Source: Consumer Survey, Question 28 
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Table 222: Response to “How satisfied are you with the online contact with the provider of 
the loan” by country 

Country Very 
satisfied 

Somewhat 
satisfied 

Somewhat 
dissatisfied 

Very 
dissatisfied 

Total N 

Austria 73.49% 8.37% 9.77% 8.37% 100.00% 215 

Belgium 52.84% 29.64% 11.08% 6.44% 100.00% 388 

Bulgaria 58.01% 7.05% 7.05% 27.88% 100.00% 312 

Cyprus  67.25% 13.74% 8.77% 10.23% 100.00% 342 

Czech 70.76% 8.48% 10.53% 10.23% 100.00% 342 

Denmark 69.55% 12.85% 9.78% 7.82% 100.00% 358 

Estonia 70.72% 12.15% 12.15% 4.97% 100.00% 362 

Germany 46.61% 21.61% 13.56% 18.22% 100.00% 236 

Greece  47.69% 20.00% 16.62% 15.69% 100.00% 325 

Finland 64.07% 16.17% 11.38% 8.38% 100.00% 334 

France 60.70% 18.16% 11.38% 9.76% 100.00% 369 

Hungary 57.69% 10.68% 15.38% 16.24% 100.00% 234 

Ireland 50.46% 15.08% 16.00% 18.46% 100.00% 325 

Iceland 58.53% 15.00% 15.29% 11.18% 100.00% 340 

Italy 41.30% 28.33% 16.04% 14.33% 100.00% 293 

Latvia 66.30% 24.51% 7.80% 1.39% 100.00% 359 

Lithuania 66.11% 19.13% 11.41% 3.36% 100.00% 298 

Luxembourg 66.40% 17.39% 7.11% 9.09% 100.00% 253 

Malta 67.91% 17.91% 8.96% 5.22% 100.00% 402 

Netherlands 51.89% 33.33% 10.38% 4.40% 100.00% 318 

Norway 58.09% 19.08% 14.16% 8.67% 100.00% 346 

Poland 61.52% 11.24% 14.33% 12.92% 100.00% 356 

Portugal 57.87% 16.20% 15.28% 10.65% 100.00% 216 

Romania 59.56% 23.82% 8.31% 8.31% 100.00% 361 

Slovakia 70.88% 8.53% 12.65% 7.94% 100.00% 340 

Slovenia 72.27% 10.50% 11.34% 5.88% 100.00% 238 

Spain 37.88% 22.87% 17.41% 21.84% 100.00% 293 

Sweden 63.48% 17.41% 11.95% 7.17% 100.00% 293 

UK 64.35% 13.29% 10.27% 12.08% 100.00% 331 

Total 60.65% 17.17% 11.83% 10.35% 100.00% 9,179 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Very dissatisfied’, 4 to 5 means ‘Somewhat dissatisfied’, 6 to 7 means ‘Somewhat satisfied’ and 8 or greater means ‘Very 
satisfied’. 
Source: Consumer Survey, Question 28 
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A6.20 Consumer trust with various loan providers 

 

Table 223:  Response to “Do you trust banks to obey the laws which are in place to protect 
the rights of consumers?” by country 

Country 
Completely 

trust 
Somewhat 

trust 
Somewhat 

distrust 
Completely 

distrust 
Total N 

Austria 62.83% 13.96% 14.17% 9.03% 100.00% 487 

Belgium 47.64% 33.27% 12.80% 6.30% 100.00% 508 

Bulgaria 43.51% 19.36% 21.36% 15.77% 100.00% 501 

Cyprus  23.64% 25.86% 27.27% 23.23% 100.00% 495 

Czech 60.80% 15.20% 17.80% 6.20% 100.00% 500 

Denmark 53.61% 22.29% 15.86% 8.23% 100.00% 498 

Estonia 53.63% 20.77% 19.56% 6.05% 100.00% 496 

Germany 55.76% 21.41% 14.55% 8.28% 100.00% 495 

Greece  13.68% 26.96% 20.32% 39.03% 100.00% 497 

Finland 78.07% 13.88% 5.23% 2.82% 100.00% 497 

France 38.15% 28.31% 23.69% 9.84% 100.00% 498 

Hungary 31.66% 18.44% 20.44% 29.46% 100.00% 499 

Ireland 21.84% 21.04% 26.65% 30.46% 100.00% 499 

Iceland 27.81% 23.31% 21.68% 27.20% 100.00% 489 

Italy 19.03% 23.89% 30.36% 26.72% 100.00% 494 

Latvia 52.52% 26.56% 13.48% 7.44% 100.00% 497 

Lithuania 66.94% 18.07% 11.50% 3.49% 100.00% 487 

Luxembourg 77.60% 14.20% 6.60% 1.60% 100.00% 500 

Malta 60.20% 24.00% 9.80% 6.00% 100.00% 500 

Netherlands 33.60% 41.45% 16.90% 8.05% 100.00% 497 

Norway 68.48% 19.39% 9.09% 3.03% 100.00% 495 

Poland 45.88% 18.31% 24.55% 11.27% 100.00% 497 

Portugal 33.68% 22.38% 27.41% 16.53% 100.00% 478 

Romania 57.93% 20.94% 10.96% 10.18% 100.00% 511 

Slovakia 52.70% 15.35% 23.24% 8.71% 100.00% 482 

Slovenia 40.00% 19.17% 25.83% 15.00% 100.00% 480 

Spain 20.51% 19.53% 26.43% 33.53% 100.00% 507 

Sweden 60.73% 21.26% 11.94% 6.07% 100.00% 494 

UK 39.16% 22.29% 18.67% 19.88% 100.00% 498 

Total 46.26% 21.77% 18.18% 13.78% 100.00% 14,376 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Completely distrust’,  4 to 5 means ‘Somewhat distrust’, 6 to 7 means ‘Somewhat trust’ and 8 or greater means ‘Completely 
trust’. 
Source: Consumer Survey, Question 29 
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Table 224: Response to “Do you trust financial institutions other than banks to obey the 
laws which are in place to protect the rights of consumers?” by country 

Country 
Completely 

trust 
Somewhat 

trust 
Somewhat 

distrust 
Completely 

distrust 
Total N 

Austria 36.38% 9.15% 20.76% 33.71% 100.00% 448 

Belgium 15.64% 38.68% 30.04% 15.64% 100.00% 486 

Bulgaria 11.42% 10.96% 21.00% 56.62% 100.00% 438 

Cyprus  33.98% 24.09% 19.35% 22.58% 100.00% 465 

Czech 15.94% 11.59% 23.19% 49.28% 100.00% 483 

Denmark 30.30% 22.29% 24.03% 23.38% 100.00% 462 

Estonia 11.19% 15.71% 31.67% 41.43% 100.00% 420 

Germany 31.12% 26.39% 20.82% 21.67% 100.00% 466 

Greece  7.47% 13.57% 19.91% 59.05% 100.00% 442 

Finland 24.44% 36.67% 25.78% 13.11% 100.00% 450 

France 10.78% 25.37% 35.73% 28.12% 100.00% 473 

Hungary 13.80% 9.73% 16.06% 60.41% 100.00% 442 

Ireland 19.24% 23.89% 29.18% 27.70% 100.00% 473 

Iceland 13.33% 25.29% 25.29% 36.09% 100.00% 435 

Italy 6.90% 24.57% 34.91% 33.62% 100.00% 464 

Latvia 21.17% 20.13% 25.16% 33.54% 100.00% 477 

Lithuania 23.33% 26.43% 20.71% 29.52% 100.00% 420 

Luxembourg 47.23% 28.38% 15.52% 8.87% 100.00% 451 

Malta 17.07% 29.27% 29.71% 23.95% 100.00% 451 

Netherlands 8.86% 42.83% 31.43% 16.88% 100.00% 474 

Norway 21.78% 25.78% 34.89% 17.56% 100.00% 450 

Poland 6.64% 9.42% 25.05% 58.89% 100.00% 467 

Portugal 9.57% 11.84% 31.74% 46.85% 100.00% 397 

Romania 34.73% 24.35% 18.96% 21.96% 100.00% 501 

Slovakia 3.85% 4.71% 13.70% 77.73% 100.00% 467 

Slovenia 11.19% 12.44% 33.08% 43.28% 100.00% 402 

Spain 6.37% 10.33% 28.57% 54.73% 100.00% 455 

Sweden 17.77% 26.42% 34.62% 21.18% 100.00% 439 

UK 20.74% 29.69% 25.76% 23.80% 100.00% 458 

Total 18.46% 21.53% 25.69% 34.32% 100.00% 13,156 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Completely distrust’,  4 to 5 means ‘Somewhat distrust’, 6 to 7 means ‘Somewhat trust’ and 8 or greater means ‘Completely 
trust’. 
Source: Consumer Survey, Question 29 
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Table 225:  Response to “Do you trust sellers providing credit to obey the laws which are in 
place to protect the rights of consumers?” by country 

Country 
Completely 

trust 
Somewhat 

trust 
Somewhat 

distrust 
Completely 

distrust 
Total N 

Austria 19.20% 14.29% 17.86% 48.66% 100.00% 448 

Belgium 7.33% 24.24% 38.90% 29.53% 100.00% 491 

Bulgaria 5.96% 6.42% 12.16% 75.46% 100.00% 436 

Cyprus  10.86% 12.20% 16.63% 60.31% 100.00% 451 

Czech 21.10% 14.14% 24.89% 39.87% 100.00% 474 

Denmark 4.33% 10.93% 29.90% 54.85% 100.00% 485 

Estonia 20.00% 18.82% 31.76% 29.41% 100.00% 425 

Germany 28.78% 19.54% 15.97% 35.71% 100.00% 476 

Greece  4.75% 8.64% 14.25% 72.35% 100.00% 463 

Finland 15.62% 32.75% 26.46% 25.16% 100.00% 461 

France 7.69% 21.98% 37.14% 33.19% 100.00% 455 

Hungary 20.54% 12.28% 18.30% 48.88% 100.00% 448 

Ireland 5.88% 11.11% 29.85% 53.16% 100.00% 459 

Iceland 23.89% 27.87% 31.85% 16.39% 100.00% 427 

Italy 5.53% 18.03% 37.26% 39.18% 100.00% 416 

Latvia 19.46% 20.81% 22.15% 37.58% 100.00% 447 

Lithuania 23.27% 25.81% 24.19% 26.73% 100.00% 434 

Luxembourg 33.05% 22.67% 19.70% 24.58% 100.00% 472 

Malta 13.14% 20.04% 32.52% 34.30% 100.00% 449 

Netherlands 1.05% 15.76% 44.12% 39.08% 100.00% 476 

Norway 3.77% 6.50% 30.40% 59.33% 100.00% 477 

Poland 8.03% 6.55% 25.16% 60.25% 100.00% 473 

Portugal 10.61% 13.00% 25.99% 50.40% 100.00% 377 

Romania 28.26% 17.64% 16.83% 37.27% 100.00% 499 

Slovakia 14.95% 12.97% 27.03% 45.05% 100.00% 455 

Slovenia 18.01% 19.19% 29.15% 33.65% 100.00% 422 

Spain 3.70% 9.59% 20.92% 65.80% 100.00% 459 

Sweden 8.65% 16.85% 32.59% 41.91% 100.00% 451 

UK 6.43% 19.07% 34.59% 39.91% 100.00% 451 

Total 13.58% 16.51% 26.48% 43.43% 100.00% 13,157 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Completely distrust’,  4 to 5 means ‘Somewhat distrust’, 6 to 7 means ‘Somewhat trust’ and 8 or greater means ‘Completely 
trust’. 
Source: Consumer Survey, Question 29 
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Table 226: Response to “Do you trust online loan providers to obey the laws which are in 
place to protect the rights of consumers?” by country 

Country 
Completely 

trust 
Somewhat 

trust 
Somewhat 

distrust 
Completely 

distrust 
Total N 

Austria 9.41% 10.40% 17.82% 62.38% 100.00% 404 

Belgium 3.80% 17.30% 33.33% 45.57% 100.00% 474 

Bulgaria 3.47% 2.48% 12.41% 81.64% 100.00% 403 

Cyprus  8.15% 7.90% 13.33% 70.62% 100.00% 405 

Czech 5.87% 5.19% 20.09% 68.85% 100.00% 443 

Denmark 3.41% 9.17% 23.03% 64.39% 100.00% 469 

Estonia 4.87% 6.50% 20.88% 67.75% 100.00% 431 

Germany 9.98% 19.95% 24.94% 45.13% 100.00% 421 

Greece  3.15% 7.19% 11.46% 78.20% 100.00% 445 

Finland 5.11% 18.89% 31.56% 44.44% 100.00% 450 

France 5.28% 10.78% 29.13% 54.82% 100.00% 436 

Hungary 6.98% 7.30% 15.24% 70.48% 100.00% 315 

Ireland 1.66% 5.70% 26.13% 66.51% 100.00% 421 

Iceland 4.17% 7.84% 19.85% 68.14% 100.00% 408 

Italy 5.38% 20.68% 32.86% 41.08% 100.00% 353 

Latvia 15.86% 16.08% 18.72% 49.34% 100.00% 454 

Lithuania 17.30% 18.25% 21.33% 43.13% 100.00% 422 

Luxembourg 18.31% 14.94% 26.75% 40.00% 100.00% 415 

Malta 6.33% 8.82% 28.96% 55.88% 100.00% 442 

Netherlands 2.16% 14.07% 40.04% 43.72% 100.00% 462 

Norway 4.18% 7.47% 31.43% 56.92% 100.00% 455 

Poland 6.67% 3.81% 22.86% 66.67% 100.00% 420 

Portugal 3.63% 3.02% 16.31% 77.04% 100.00% 331 

Romania 21.74% 14.70% 17.18% 46.38% 100.00% 483 

Slovakia 2.90% 4.22% 14.78% 78.10% 100.00% 379 

Slovenia 3.02% 6.95% 21.15% 68.88% 100.00% 331 

Spain 2.42% 5.80% 15.22% 76.57% 100.00% 414 

Sweden 3.23% 10.20% 25.87% 60.70% 100.00% 402 

UK 4.23% 12.44% 28.87% 54.46% 100.00% 426 

Total 6.75% 10.43% 23.05% 59.77% 100.00% 12,114 
Note: Table does not include observations when the response was 'Don't know' or 'No Answer'. On a scale from 1 to 10, where 3 or less 
means ‘Completely distrust’,  4 to 5 means ‘Somewhat distrust’, 6 to 7 means ‘Somewhat trust’ and 8 or greater means ‘Completely 
trust’. 
Source: Consumer Survey, Question 29 
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Annex 7 Convergence analysis of EU27 consumer credits 
and interest rates 

Beta and sigma convergence are quantified for both the level of consumer credit on a per-capita 
basis and the cost of consumer credit.106  

A7.1 Convergence of level consumer credit on a per-capita basis 

A7.1.1 Beta convergence 

Beta convergence refers to a process by which countries with lower levels of consumer credit have 
higher growth rates of consumer credit. As a result of beta convergence, over time, the levels of 
consumer credit in the regions where they start out being lower catch up with the levels 
encountered in the regions with higher consumer credit.  

As elsewhere in the literature107, we estimated beta convergence by fitting econometrically an 
equation of the following form: 

ln(Ci,t) - ln(Ci,t-1) = α + βln(Ci,t-1) + ui,t  

where 

• Ci,t and [ln(Ci,t) - ln(Ci,t-1)] are respectively the level and the growth rate of the relevant consumer 
credit measure in per capita terms, in country i at time t; 

• ui,t is the standard error term. 

β and our variable of interest, the rate of convergence λ, are related via: 

β = -(1- e- λ t ) 

Estimates for the convergence rate λ can therefore be obtained as: 

λ = - ln (1 + β) 

We ran three regressions, one for the whole EU, one for the EU15 and one for the post-2004 
Member States (EU12). The results are summarised in the table below: 

                                                           

106 The two concepts were introduced in a series of papers in the early 1990s: Barro, Robert J. & Sala-I-Martin, Xavier, 
Convergence,(1992) ‘The Journal of Political Economy’, vol.100, nr.2, p.223-251; Barro, Robert J. Sala-I-Martin, Xavier, (1992) 
Convergence, Topic 2, “Dynamics and Convergence”, JPE; Barro, Robert J., Economic Growth in a Cross Section of Countries,(1991) 
‘The Quarterly Journal of Economics’, vol.106, nr.2, p.407-443;  Barro, Robert J.; Sala-I-Martin, Xavier; Blanchard, Oliver Jean & Hall, 
Robert E.,(1991) Convergence across States and Regions, ‘Brooking Papers on Economic Activity’, nr.1, p.107-182. 

107 op. cit. Above. 
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post financial crisis 

Table 227: Estimation results – beta convergence of consumer credit (per capita, in constant 
euro of 2005) 

 EU27 EU15 EU12 

beta -0.07329 -0.08411 -0.09886 

convergence rate 0.033055 0.038157 0.045206 

half life (years) 21 18 15 
Source: London Economics analysis of ECRI data 

All three estimated betas were statistically significant at the 95% confidence level. The term ‘half-
life’ refers to the number of years it will take at the estimated rate of convergence, for the 
differences among the nations to be reduced by 50% of their current level. 

We interpret the results above as follows: there is statistical evidence of convergence of the levels 
of consumer credit per capita both for the entire EU and for the two subgroups considered. The 
convergence rate for the EU27 is 3.3% which corresponds to a time period of 21 years for the size 
of the current differences among Member States to halve. If we look at the subgroup of the EU15 
the rate of convergence is slightly higher at 3.8% leading to a ‘half-life’ of 18 years. Finally for the 
group of Member States that joined at or after 2004 we find a 4.5% convergence rate and a period 
of 15 years for the current differences to be reduced by 50%.    

A7.1.2 Sigma convergence 

While Beta convergence focuses on detecting possible catching-up processes, Sigma convergence 
simply refers to a reduction of disparities among regions, over time. Beta convergence is necessary 
but not sufficient for sigma-convergence. Intuitively, this is either because economies can 
converge towards one another but random shocks push them apart or because, in the case of 
conditional Beta-convergence, economies can converge towards different steady-states. 

‘Sigma’ convergence measures dispersion between regions or countries based on standard 
deviation of the cross-section series of the variable of interest. When the standard deviation is 
falling over time, the differences between regions or countries in absolute terms gradually 
decrease and convergence is approached. If standard deviation does not show any clear tendency 
but instead, increases or decreases successively, then a mixed process of convergence and 
divergence takes place.  

A different way of measuring the ‘sigma’ convergence is to use the coefficient of variation which 
divides the standard deviation by the mean of the sample. The coefficient of variation is a measure 
of relative variability and is usually expressed as percentage (rather than in the units of data to 
which it refers). A decrease over time of the coefficient of variation indicates convergence. 

In our sample we looked at sigma convergence for the 27 Member States but also for subgroups 
within the EU27 in order to investigate whether disparities were disappearing faster in some 
subgroups. The evolution of the coefficient of variation of the EU27 and subgroups considered is 
depicted in the graph below. 
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Figure 87:  Sigma-convergence of consumer credit in the EU27 and subgroups  
Coefficient of variation(1)  
(of consumer credit per capita in constant 2005 euro) 

 

(1) Coefficient of variation is equal to the standard deviation divided by the average. 
Note: Data for Cyprus has been excluded due to its very high values of consumer credit and the fact that data is available only since 
2005; inclusion of Cyprus would cause a misleadingly large increase of the coefficient of variation from that date. 
Source: London Economics analysis of ECRI data 

The evolution of the coefficient of variation points to a degree of convergence but there are 
important differences across subgroups of countries. The EU15 countries appear to be progressing 
more steadily towards reduced dispersion than the group of the EU12 (Member States that joined 
the Union from 2004 onwards).  

Further, it is clear from the figure above that convergence continued after the onset of the 
financial crisis. Once again, this trend is more apparent for the EU as a whole and for the EU15 
than it is for the EU12.  

In order to take a closer look at the evolution of consumer credit within the subgroups we 
reproduce below a few graphs with the actual levels of consumer credit per capita. The first two 
graphs compare relatively high- and relatively low-credit sub-groups of the EU15. It is interesting 
to note here that in the group with higher consumer credit there are some countries that register 
a reversal of the upward trend from 2008 onwards. So what we observe is a process of 
convergence where some of the countries with highest levels of consumer credit are actually 
seeing consumer credit decrease over time.   

Interestingly, the two sub-groups below do not appear to be converging to the same levels. Indeed 
we have some of the economies in the lower credit group registering a decrease in credit levels in 
recent years. This may imply that the rate of convergence that we have estimated above may see a 
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reduction in coming years as countries with initially lower levels turn more cautious about 
increasing consumer debt.  

Figure 88:  Consumer credit per capita in EU15 countries in constant 2005 thousands of euro 
(part 1) 

 

Note: The data has been split in two figures to aid visibility. The figure here shows consumer credit per capita in the EU15 Member 
States with more than €2000 consumer credit per capita in 2011. The figure below shows the remaining countries. 
Source: London Economics analysis of ECRI data 
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Figure 89:  Consumer credit per capita in EU15 countries in constant 2005 thousands of euro 
(part 2) 

 

Note: The data has been split in two figures to aid visibility. The figure above shows consumer credit per capita in the EU15 Member 
States with more than €2000 consumer credit per capita in 2011. The figure here shows the remaining countries. 
Source: London Economics analysis of ECRI data 
 
 

Figure 90: Consumer credit per capita for post-2004 Member States 
in constant 2005 thousands of euro 

 

Note: Cyprus excluded due to much higher values than other countries in this group . 
Source: London Economics analysis of ECRI data 
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In the group of newer Member States the levels of consumer credit per capita are generally much 
lower than in the EU15.  

It is interesting to note that post-2008 consumer credit has been decreasing for a number of 
countries in this group. This reduction in consumer credit in several Member States is most likely a 
direct consequence of the financial crisis as the supply of credit was sharply reduced by financial 
institutions.  

 This fall in consumer credit is a trend which reduces the likelihood of convergence and may 
instead indicate that countries which have had very low levels of consumer credit in the past are 
likely to remain with significantly lower levels of consumer credit than the EU15 group in the 
future. Nonetheless, it is interesting that we still find evidence of beta and sigma convergence, 
indicating that consumer credit is still converging at the moment, yet that the rate of convergence 
may have been higher in the absence of the financial crisis.  

A7.1.3 Output of econometric analysis of credit level convergence 

. regress  ldelta_c_cre  lc_cre_lag 
 
      Source |       SS       df       MS              Number of obs =     351 
-------------+------------------------------           F(  1,   349) =   59.93 
       Model |  3.47886033     1  3.47886033           Prob > F      =  0.0000 
    Residual |  20.2582662   349  .058046608           R-squared     =  0.1466 
-------------+------------------------------           Adj R-squared =  0.1441 
       Total |  23.7371265   350  .067820361           Root MSE      =  .24093 
 
------------------------------------------------------------------------------ 
ldelta_c_cre |      Coef.   Std. Err.      t    P>|t|     [95% Conf. Interval] 
-------------+---------------------------------------------------------------- 
  lc_cre_lag |  -.0732875   .0094667    -7.74   0.000    -.0919065   -.0546685 
       _cons |   .5783806    .064445     8.97   0.000     .4516311      .70513 
------------------------------------------------------------------------------ 
 
. regress  ldelta_c_cre  lc_cre_lag if eu15==1 
 
      Source |       SS       df       MS              Number of obs =     187 
-------------+------------------------------           F(  1,   185) =   63.08 
       Model |  .470556149     1  .470556149           Prob > F      =  0.0000 
    Residual |  1.38012228   185   .00746012           R-squared     =  0.2543 
-------------+------------------------------           Adj R-squared =  0.2502 
       Total |  1.85067842   186  .009949884           Root MSE      =  .08637 
 
------------------------------------------------------------------------------ 
ldelta_c_cre |      Coef.   Std. Err.      t    P>|t|     [95% Conf. Interval] 
-------------+---------------------------------------------------------------- 
  lc_cre_lag |  -.0841113   .0105906    -7.94   0.000    -.1050052   -.0632174 
       _cons |   .6732222   .0795059     8.47   0.000     .5163674    .8300771 
------------------------------------------------------------------------------ 
 
. regress  ldelta_c_cre  lc_cre_lag if post2004==1 
 
      Source |       SS       df       MS              Number of obs =     131 
-------------+------------------------------           F(  1,   129) =   14.64 
       Model |  2.03447868     1  2.03447868           Prob > F      =  0.0002 
    Residual |  17.9236146   129  .138942749           R-squared     =  0.1019 
-------------+------------------------------           Adj R-squared =  0.0950 
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       Total |  19.9580933   130  .153523795           Root MSE      =  .37275 
 
------------------------------------------------------------------------------ 
ldelta_c_cre |      Coef.   Std. Err.      t    P>|t|     [95% Conf. Interval] 
-------------+---------------------------------------------------------------- 
  lc_cre_lag |  -.0988563   .0258342    -3.83   0.000    -.1499699   -.0477426 
       _cons |   .6930992   .1422383     4.87   0.000     .4116773    .9745211 
------------------------------------------------------------------------------ 
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A7.2 Convergence of cost of consumer credit  

The calculations of the rate of convergence in this section are based on the net lending rates, that 
is the rate consumers pay minus the central bank lending rate.  

A7.2.1 Beta convergence  

We estimated beta convergence fitting econometrically an equation in the following form: 

 

where 

• Ri,t and [ln(Ri,t) - ln(Ri,t-1)] are respectively the level and the growth rate of the net consumer 
credit lending rate, in country i at time t; 

• ui,t is the standard error term. 

 and our variable of interest, the rate of convergence λ, are related via: 

) 

Estimates for the convergence rate λ can therefore be obtained as: 

 

We ran three regressions, one for the whole EU, one for the EU15 and one for the post-2004 
Member States. Data was available only for a subset of the EU Member States. As such, in the set 
of EU15 countries we had data only for Austria, Belgium, Germany, Greece, Spain, Finland, France, 
Ireland, Italy, Portugal and the UK. In the post-2004 Member States group we had data for the 
Czech Republic, Hungary, Latvia, Lithuania, Poland and Romania. Given the available data, the 
group of countries of post-2004 Member States for which we have data are all countries that do 
not belong to the euro area while the EU15 group in our dataset corresponds to eurozone 
countries, plus the UK.  

The results of the three regressions are summarised in the table below: 

 Table 228:  Estimation results – beta convergence of net consumer credit interest rates in EU27 
and subgroups 

 EU27 EU15 Post-2004 MSs 

beta -0.02658 -0.03136 -0.02826 

convergence rate 1.17% 1.38% 1.24% 

half life (months) 59 50 56 
Source: London Economics analysis; data for lending rates from the European Central Bank; data for central bank rates from Eurostat 

All three estimated betas were statistically significant at the 95% confidence level. The term ‘half-
life’ refers to the number of months (because we are using monthly data) it will take at the 
estimated rate of convergence for the differences among the nations to be reduced by 50% of 
their current level.  
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The parameter of interest is statistically significant and has the expected sign, and we observe that 
the predicted rate of convergence (when translated into years) is large implying ‘half-lives’ of 
under five years both for the sample as a whole and for the two subgroups.  

However, the convergence rate may be decelerating over time and in particular in the period post 
2008. We have thus split the sample into a sub-sample of data up to end of 2008 and another sub-
sample with data from beginning of 2009. As expected, the rate of convergence is lower in the 
recent period. 

Table 229:  Estimation results – beta convergence of net consumer credit interest rates pre and 
post financial crisis 

 EU27  
to end 2008 

EU27 
from 2009 

beta -0.03017 -0.02028 

convergence rate 1.33% 0.89% 

half life (months) 52 78 
Source: London Economics analysis; data for lending rates from the European Central Bank; data for central bank rates from Eurostat 

A7.2.2 Sigma convergence 

Sigma convergence occurs when the dispersion of consumer lending rates across countries 
decreases over time. Our interest rates data covers the period from 2003 to mid-2012. The figure 
below looks at the coefficient of variation over this period.  

Figure 91:  Sigma-convergence of net consumer credit interest rates in the EU27 and subgroups  
Coefficient of variation(1)  
(of lending interest rate minus central bank discount rate) 

 

(1) Coefficient of variation is equal to the standard deviation divided by the average. 
Note: Limited data available; EU15 includes only Austria, Belgium, Germany, Greece, Spain, Finland, France, Ireland, Italy, Portugal and 
the UK and post-2004MSs data includes only the Czech Republic, Hungary, Latvia, Lithuania, Poland and Romania. 
Source: London Economics analysis; data for lending rates from the European Central Bank; data for central bank rates from Eurostat 
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For the entire sample, there is a period of rapid convergence between 2007 and 2008/beginning of 
2009, but this period is interrupted by the turmoil of the financial crisis. However, this turmoil 
affected convergence of net consumer lending interest rates in the subset of EU15 countries 
considerably less than in the group of post-2004 EU Members.  

The two graphs below provide a more detailed picture of the evolution of net lending rates in 
individual countries. Convergence is more visible among the group of EU15 countries than in 
relation to the newer Member States. 
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Figure 92:  Lending rate minus central bank rate, selection of EU15 countries and post-2004 
Member States, monthly data 

 

 

Source: London Economics analysis; data for lending rates from the European Central Bank; data for central bank rates from Eurostat 
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A7.2.3 Output of econometric analysis of credit cost convergence 

 

. regress lratechange lnetratelag 
 
      Source |       SS       df       MS              Number of obs =    1953 
-------------+------------------------------           F(  1,  1951) =   29.62 
       Model |  1.08535093     1  1.08535093           Prob > F      =  0.0000 
    Residual |  71.4864004  1951  .036640902           R-squared     =  0.0150 
-------------+------------------------------           Adj R-squared =  0.0145 
       Total |  72.5717513  1952  .037178151           Root MSE      =  .19142 
 
------------------------------------------------------------------------------ 
 lratechange |      Coef.   Std. Err.      t    P>|t|     [95% Conf. Interval] 
-------------+---------------------------------------------------------------- 
 lnetratelag |  -.0265803   .0048838    -5.44   0.000    -.0361583   -.0170023 
       _cons |   .0380201   .0077518     4.90   0.000     .0228174    .0532228 
------------------------------------------------------------------------------ 
 
. regress lratechange lnetratelag if  countrynb == "AT" | countrynb == "BE" | countrynb == "DE" | countrynb == "EL" | 
countrynb == "ES" | countrynb == "FI" | countrynb == "FR" | countrynb == "IE" | countrynb == "IT" | countrynb == "PT" | 
countrynb == "UK"  
 
      Source |       SS       df       MS              Number of obs =    1198 
-------------+------------------------------           F(  1,  1196) =   19.64 
       Model |   .43287488     1   .43287488           Prob > F      =  0.0000 
    Residual |  26.3589262  1196  .022039236           R-squared     =  0.0162 
-------------+------------------------------           Adj R-squared =  0.0153 
       Total |  26.7918011  1197  .022382457           Root MSE      =  .14846 
 
------------------------------------------------------------------------------ 
 lratechange |      Coef.   Std. Err.      t    P>|t|     [95% Conf. Interval] 
-------------+---------------------------------------------------------------- 
 lnetratelag |  -.0313642    .007077    -4.43   0.000     -.045249   -.0174794 
       _cons |   .0367206   .0091084     4.03   0.000     .0188504    .0545908 
------------------------------------------------------------------------------ 
 
. regress lratechange lnetratelag if countrynb ~= "AT" & countrynb ~= "BE" & countrynb ~= "DE" & countrynb ~= "EL" & 
countrynb ~= "ES" & countrynb ~= "FI" & countrynb ~= "FR" & countrynb ~= "IE" & countrynb ~= "IT" & countrynb ~= 
"PT" & countrynb ~= "UK"  
 
      Source |       SS       df       MS              Number of obs =     755 
-------------+------------------------------           F(  1,   753) =   13.30 
       Model |  .794311393     1  .794311393           Prob > F      =  0.0003 
    Residual |  44.9741946   753  .059726686           R-squared     =  0.0174 
-------------+------------------------------           Adj R-squared =  0.0161 
       Total |   45.768506   754  .060700936           Root MSE      =  .24439 
 
------------------------------------------------------------------------------ 
 lratechange |      Coef.   Std. Err.      t    P>|t|     [95% Conf. Interval] 
-------------+---------------------------------------------------------------- 
 lnetratelag |  -.0282584   .0077488    -3.65   0.000    -.0434702   -.0130465 
       _cons |   .0513915   .0152803     3.36   0.001     .0213945    .0813885 
------------------------------------------------------------------------------ 
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Annex 8 Correspondence between generic definition of 
various types of credit and credit types used in 
the consumer survey 

The table below establishes the correspondence between the various types of consumer credit 
used in the consumer survey and their generic description provided in the first table of this 
section. It is important to note that not all types of credit listed in the table describing generically 
the various types of credits are covered in the consumer survey. 

Correspondence between credit types in consumer survey and generic credit definition 

Consumer survey Generic description 

Authorised overdraft Formal contractual arrangement allowing an individual to access funds 
in excess of the balance of a current account held at a bank, savings 
bank, etc. 
Interest is not always charged on the amount which is in overdraft. 
(this type of credit corresponds to first generic type of credit in Table 2 
in Section 2)  

Unsecured personal 

loan 

Unsecured credit not linked to purchase of a good or service and with 
contractually determined credit amount and repayment period. 
Credit provided on the basis of a credit agreement in which the total 
amount of the credit is specified and the repayment method 
(instalments or one-time payment at the end of the credit agreement) 
is specified. The credit is not linked explicitly in the credit agreement to 
the acquisition of a particular product or service. The minimum term of 
such a credit is typically 1 year. 
(this type of credit corresponds to sixth generic type of credit in Table 2 
in Section 2) 

Revolving credit Formal contractual arrangement allowing an individual to borrow in 

one or several steps up to the limit specified in the contract at a time 

chosen by the borrower. Once the credit is repaid, new credit can be 

drawn down. Such a type of a credit is also called a personal line of 

credit. 

(this type of credit corresponds to third generic type of credit in Table 2 

in Section 2) 

Credit card This type of card allows the cardholder to decide how much to pay of 
the monthly balance shown on the monthly card statement subject to a 
minimum payment and an overall credit limit. Such cards are issued by 
financial institutions. 
Interest is not always charged on the outstanding balance. 
(this type of credit corresponds to fourth generic type of credit in Table 
2 in Section 2) 
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Store card This type of card allows the cardholder to decide how much to pay of 
the monthly balance shown on the monthly card statement subject to a 
minimum payment and an overall credit limit. Such cards are issued by 
retailers. 
Interest is not always charged on the outstanding balance. 
(this type of credit corresponds to fourth generic type of credit in Table 
2 in Section 2) 

Store/catalogue/mail 

order instalment credit 

Credit provided on the basis of a credit agreement in which the total 
amount of the credit is specified and the repayment method 
(instalments or one-time payment at the end of the credit agreement) 
is specified. The credit is linked explicitly in the credit agreement to the 
acquisition of a particular good or service. The credit is unsecured. 
Examples of such credit include credit facilities offered by some 
furniture and electronic retailers, some distance-sellers (such as 
catalogue sales), travel operators, etc. Lenders may also offer such a 
type of credit. 
Interest may not always be charged on the credit. 

(this type of credit corresponds to fourth generic type of credit in Table 

2 in Section 2) 

Car loan Credit linked to the acquisition of a car and secured by the car bought. 

The credit provided on the basis of a credit agreement in which the 

total amount of the credit is specified and the repayment method 

(instalments or one-time payment at the end of the credit agreement) 

is specified. 

(this type of credit corresponds to tenth generic type of credit in Table 

2 in Section 2) 

Student loan This is a type of a special loan granted to a restricted public under a 

statutory provision with a general interest purpose and at a lower 

interest rates than those prevailing on the market 

(this type of credit corresponds to fourteenth generic type of credit in 

Table 2 in Section 2) 

Home collected credit High cost loans by specialised lenders. This type of credit with a fixed 

amount has typically a maturity of more than 1 month and repayments 

are often in weekly instalments. The interest rate and/or the APR are 

much higher than on loans from typical main street lenders. 

(this type of credit corresponds to seventh generic type of credit in 

Table 2 in Section 2) 
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Payday loan High cost loans by specialised lenders. This type of credit with a fixed 

amount has typically a maximum term of 1 month and repayment is a 

single payment at the end of the term of the credit. The interest rate 

and/or the APR are much higher than on loans from typical main street 

lenders. 

(this type of credit corresponds to eighth first generic type of credit in 

Table 2 in Section 2) 
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Annex 9 Correspondence table of credit definitions in 
present study, benchmarking study and ECB data 

At the present time, there exists no good, comprehensive data on total consumer credit other 
than housing related credit.  

Eurofinas hosted a workshop on consumer credit statistics in June 2011 and published 
subsequently a summary of the key findings which is the best source of information on the 
different measures of consumer credit. 

It is important to note that ECB data relate to credit extended by Monetary Financial Institutions 
(MFIs), i.e. deposit-taking institutions. The data refer to “Households and non-profit institutions 
serving households (NPISHs)” and include credit for consumption purposes as well as credit 
extended sole proprietors and unincorporated partnerships. 

According to the presentation given by the ECB at the Eurofinas meeting, lending by MFIs to 
households and NPISHs is disaggregated by purpose into three categories and one sub-category: 

 Credit for consumption: This includes loans granted for the purpose of mainly personal use 

in the consumption of goods and services. Credit granted to sole proprietors and 

unincorporated partnerships is comprised in this category if the reporting MFI knows that 

the loan is predominantly used for personal purposes. 

 Lending for house purchase. As this outside the scope of the study, this category is not 

discussed further. 

 Other lending. This includes loans granted to households for purposes other than 

consumption and house purchase. This may include professional loans, debt consolidation, 

education, etc. The category may also include loans for consumption purposes to sole 

proprietors and unincorporated partnerships if these are not reported under the category 

“credit for consumption”. 

o Other lending of which other lending to sole proprietors and unincorporated 

partnerships. Information for this category is reported by MFIs unless the 

conditions for reduced reporting apply. 

According to the presentation by the ECB at the Eurofinas meeting, the information collected from 
MFIs includes instalment loans to households and NPISHs, credit card debt, revolving loans and 
overdrafts. In terms of credit card debt, the information gathered distinguishes between 
convenience credit card debt and extended credit card debt. In principle, the various types of 
credits listed above all fall under the category “credit for consumption”. However, in the case of 
overdraft, it appears that some central banks classify such credit under “other lending”, often 
because they have no information on the purpose of the overdraft (i.e. for consumer purposes or 
for business purposes) when the account holder is an individual who is also self-employed. 

 Convenience credit card debt is credit card debt granted at 0% over the one billing 

cycle – thus the interest free period of both credit cards and charge card are covered 

by this category of debt. 
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 Extended credit card debt is credit granted following the due date of a credit card’s 

billing cycle. 

A few important points should be noted: 

1) Because the ECB data cover only MFIs, in countries where other financial institutions (OFIs) are 
important providers of credit to households, the ECB data will significantly understate the total 
amount of consumer credit unrelated to housing. This is especially the case of Belgium, 
Germany, Italy, Netherlands, Portugal and the United Kingdom. OFIs are also important in 
Finland, France and Spain but in these three countries, the OFI is classified as MFI by the 
national regulator and thus the ECB data include consumer lending by these OFIs.  

2) The “other lending” category is highly heterogeneous across the EU: in the case of some 
countries it includes equity releases (Italy), agriculture loans + loans for the purchase of second 
homes and holiday residences (Finland), student loans (Netherlands), overdrafts (Italy), etc. 

3) Very short-term loan activity (payday loans) may not always be fully captured by the data even 
if national central banks collect information on lending by OFIs. This is due to the fact that the 
term of such loans is often very short and falls within the 1-month data collection cycle (for 
example, when data are collected on end-of-month outstandings). 

4) The national central bank household credit data differ in a number of cases from the data 
reported to the ECB (and published by the ECB) because of definitional differences.  

It is important to note that the definition of the “consumer” in the CCD is much narrower than in 
the ECB data: 

 In the CCD, the term “consumer” refers to a natural person who, in transactions covered 
by the CCD, is acting for purposes which are outside his trade, business or profession (art. 
3(a)). 

 In contrast, in the ECB data, the term “consumer” covers a) individuals or groups of 
individuals as consumers and as entrepreneurs (i.e. sole proprietorships and partnerships) 
and b) non-profit institutions serving households (NPISHs). This definition is consistent 
with the European System of Accounts (ESA) 1995. 

Thus, because of differences in the consumer definition, the volume of consumer credit in ECB 
data will be larger than the volume of credit that is subject to the CCD for types of credit which are 
both within the scope of the CCD and included in the ECB data.  

It is also important to note that, abstracting from differences in the consumer definition, for types 
of credit within the scope of the CCD and included in the ECB data, the volume of credit in the ECB 
data will also be larger than the one subject to the CCD because all consumer credit agreements 
below €200 and above €75 000 are outside the scope of the CCD.  

The table below provides a mapping of the set of credit types discussed and analysed in the 
present study, the data published by the ECB and the benchmarking study. Because the 
benchmarking study uses national central bank consumer credit data and does not provide a 
precise definition of the various credit types covered by the study (i.e., it is not clear whether any 
adjustments were made to national central bank data) the correspondence shown in the table 
below is based on our interpretation of the facts and related discussion in the benchmarking 
study. 
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Correspondence table of credit definitions in present study, benchmarking study and ECB data 

Credit definition in the present study Credit definition in the ECB 
statistics – MFIs only + OFIs from 
Finland, France and Spain 

Credit definition in the 
benchmarking study – MFIs + OFIs in 
all countries where OFI information 
exists 

 

Authorised overdraft 

Included in credit for consumption 
or other lending 

The benchmarking report does not 
provide a detailed description of the 
types of credits included in the 
consumer credit figures shown in the 
report. Therefore, based on the 
information provided in the 
benchmarking report, we can only 
provide a subjective assessment of 
whether a particular credit type is 
included or not in the report’s 
consumer credit figures 

 

In principle, included in consumer 
credit 

Unauthorised overdraft (overrunning) 
Included in credit for consumption 
or other lending 

In principle, included in consumer 
credit 

Personal line of credit 
Included in credit for consumption In principle, included in consumer 

credit 

Credit card 
Included in credit for consumption In principle, included in consumer 

credit 

Charge card 
Included in credit for consumption In principle, included in consumer 

credit 

Personal loan by traditional lenders Included in credit for consumption 
In principle, included in consumer 
credit 

High interest loans by specialised lenders 
(for example, door-step loans or home 
collected credit) 

Included in credit for consumption 
In principle, included in consumer 
credit 

High interest, short-term loans provided 
by specialised lenders and typically 
repaid on pay day (for example, payday 
loans) 

Included in credit for consumption 
In principle, included in consumer 
credit 

Unsecured credit linked to the 
acquisition of new good or service 

 
Included in credit for consumption 

In principle, included in consumer 
credit 

Credit linked to the acquisition of a new 
good and secured by the good bought. 

Included in credit for consumption 
In principle, included in consumer 
credit 

Credit not linked to the acquisition of a 
new good or service and secured by 
movable property owned by the 
borrower 

Not included Not included 

Leasing and hire purchase with 
obligation to buy at the end of the 
contract 

Not included ? 

Leasing and hire purchase with 
possibility but no obligation to buy at the 
end of the contract 

Not included ? 
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Special loans granted to a restricted 
public under a statutory provision with a 
general interest purpose and at a lower 
interest rates than those prevailing on 
the market 

Included in credit for consumption 
or other lending to households  

In principle, included in consumer 
credit 
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Annex 10 Default rates – selected country information 

The present annex provides information on default rates for: 

 Belgium 

 Finland 

 Germany 

 Poland 

 Portugal 

 Spain 

 Sweden  

Belgium  

The central bank of Belgium publishes detailed information108 on non-performing credit as was 
already reflected in the regulators’ survey response.  

Analysing the documents in greater detail, we see that the share of debtors in default decreased 
slightly from 5.0% to 4.1% between 2010 and 2011. However, although the number of people in 
default tended to decrease, the average size of a non-performing loan increased slightly from 
€3040 to €3064. The total number of collective settlements has been increasing by 7% but the 
number of new settlements started within the period has decreased by 10.5% over the same 
period. 

Table 213 below summarizes in detail how each credit product has performed over the last five 
years. As can be seen from the data, there have been no large changes with the exception of hire 
purchase default rates dropping from nearly 100% to 87%. However, as explained previously it 
should be noted that only a very small number of these contracts exist.  

Table 230:  Percentage of contracts in default, by type of product and year in Belgium 

 2011 2010 2009 2008 2007 

Personal loan 10% 10% 10% 10% 11% 

Deferred 
payment 

13% 12% 11% 11% 10% 

Hire purchase 87% 98% 97% 96% 97% 

Credit line 3% 6% 5% 5% 5% 

Mortgages 1% 1% 1% 1% 1% 
Source: Banque Nationale de Belgique 

Finland 

Official Statistics of Finland (OFS) publishes detailed information on the number of district court 
cases on restructuring of debt of private persons. The latest data available was from 2008 and is 
shown in Table 214 below. Overall, in 2008, 2,371 natural persons were confirmed in debt 

                                                           

108 Statistiques Centrale des crédits aux particuliers. Available at 
http://www.nbb.be/DOC/CR/CCP/Publications/BRO_CKPSTAT2011F_31122011.pdf 
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payment programmes in Finland. However, the data is not available broken down by type of 
credit. 

Table 231:  Restructuring of the debts of private persons: debts in payment programmes 
confirmed in 2008. 

Size category of payment 
programme 

Restructurings of debts 
with confirmed payment 

programme 

Debts total, 
EUR thousand 

   

Total 2371 225,908 

   

1 -   9 999 441 2,831 

10 000 -  19 999 517 7,601 

20 000 -  29 999 323 7,928 

30 000 -  39 999 225 7,849 

40 000 -  49 999 166 7,439 

50 000 -  59 999 109 5,974 

60 000 -  69 999 74 4,803 

70 000 -  79 999 68 5,120 

80 000 -  89 999 57 4,861 

90 000 -  99 999 36 3,416 

100 000 - 149 999 132 16,182 

150 000 - 199 999 67 11,573 

200 000 - 249 999 45 9,966 

250 000 - 299 999 18 4,849 

300 000 - 349 999 16 5,146 

350 000 - 399 999 10 3,767 

400 000 - 449 999 8 3,389 

450 000 - 499 999 8 3,782 

500 000 - 599 999 12 6,504 

600 000 - 699 999 7 4,606 

700 000 - 799 999 3 2,202 

800 000 - 899 999 1 852 

900 000 - 999 999 2 1,904 

1,00 mil. - 1,99 mil. 12 18,142 

2,00 mil. - 3,99 mil. 9 24,517 

More than 4 mil. 4 50,693 

No information on the size of debt 1 0 
Source: Official Statistics of Finland (OSF): Restructuring of debts [e-publication] 

Germany 

Schufa, the main German credit information agency publishes reports (Schufa Kredit Kompass) in 
which it also includes the number of loans with repayment difficulties. In 2011 the number of 
loans considered to be non-performing was 2.5% where non-performing is defined as having 
missed just one repayment even after having received an official reminder. 

As can be seen in Figure 93, this number has remained stable over the last three years. Broken 
down by age, the highest non-performing rate, 3.6%, is found in 18- and 19-year-old borrowers. 
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This rate continually drops for older borrowers, until borrowers above 74 years of age which have 
a higher non-performing rate again. Details are shown in Table 215 below.  

Figure 93:  Percentage of loans repaid on time in Germany 

 

Source: SCHUFA Holding AG 
 

Table 232:  Non-performing rate in Germany, by age group 

Age Non-performing rate 

18-19 3.6 

20-24 3.3 

25-29 3.2 

30-34 3.2 

35-39 2.8 

40-44 2.3 

45-49 2.1 

50-54 1.9 

55-59 1.8 

60-64 1.9 

65-74 1.8 

>74 2.5 
Source: SCHUFA Holding AG 

Poland 

The National Bank of Poland used to provide detailed data on non-performing credit, broken down 
into “Sub-standard”, “Doubtful” and “Loss” categories, by type of credit. However, as of February 
2011 the only available figures are for “Impaired loans” for “Consumer loans to individuals” which 
combines the three previous categories as well as all credits classified as impaired according to the 
International Financial Reporting Standards (IFRS).  

Figure 94 below shows the evolution of the percentage of impaired consumer loans in Poland 
since March 2009. Up until the end of 2010 there was a strong increase in the percentage of 
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impaired loans up to around 17%. From 2011 onward this ratio has remained stable at around 
18%.  

Figure 94:  Percentage of consumer loans to individuals considered impaired, Poland 

 

Source: Analysis National Bank of Poland 

Portugal 

Similarly in Portugal, there was an increase in the percentage of loans overdue. However, unlike 
Poland, the increase is still ongoing with now 11.4% of all loans for consumption and other 
purposes currently overdue. 

Sole trading financing here refers to credit to the self-employed. Depending on the definition used, 
some Member States include credit to the self-employed under “consumption credit” while others 
do not. “True” consumption credit, used exclusively for consumption purposes, therefore is credit 
for “consumption and other purposes” net of “sole trading financing”.  

Table 233:  Ratio of overdue loans in Portugal, % 

  
Housing consumption and other purposes 

Total household 
overdue loans 

  
 Total 

Sole trading 
financing 

 

 2009   Mar   1.5 5.9 5.7 2.5 

   Jun   1.6 6.3 6.3 2.6 

   Sept   1.6 7.1 7.6 2.9 

   Dec   1.7 7.3 8.1 2.9 

 2010   Mar   1.7 7.6 9.2 3 

   Jun   1.9 7.9 9.9 3.2 

   Sept   1.9 8.5 10.3 3.3 

   Dec   1.9 8.5 9.4 3.3 

 2011   Mar   1.9 8.6 9.2 3.3 

   Jun   1.9 9.2 9.8 3.4 
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Table 233:  Ratio of overdue loans in Portugal, % 

  
Housing consumption and other purposes 

Total household 
overdue loans 

  
 Total 

Sole trading 
financing 

 

   Sept   2 10.1 11 3.7 

   Dec   2 10.5 12.2 3.7 

 2012    Mar   2 10.8 11.8 3.8 

   Jun   2.2 11.5 12.5 4 

   Sept   2.2 11.4 13.4 4 
Source: Banco de Portugal 

Spain 

The statistical bulletin from the Bank of Spain109 gives the total loans to various categories of 
borrower and by type of spending as well as the total doubtful loans to those sectors. This is 
further broken down into deposit-taking institutions and specialised lenders. For instance, the 
stock of outstanding loans to households for consumer durables in Q2 2012 stood at €34.7 billion, 
with €2.0 billion of that doubtful, i.e. 5.8%. However, total loans to households are at €780.0 
billion with only €31.2 billion of that doubtful, which is 4%. Unfortunately this bulletin does not 
give specific data for all types of credit that the Directive applies to. 

There are differences in proportions of doubtful loans by the type of lender, between specialised 
credit institutions (SCIs) and those that take deposits. For consumer durables, SCIs reported figures 
of €398 million out of €7.25 billion, which is 5.5%, whereas the figures for deposit-taking 
institutions were €1.6 billion doubtful of a total of €27.5 billion, giving a similar proportion of 5.8%. 
In total, SCIs have doubtful loans of €2.5 of €25.4 billion, i.e. 9.8%; however, for deposit-taking 
institutions that figure falls to 3.8%: €28.8 billion out of €754.6 billion. 

Sweden 

In Sweden, the Enforcement Authority tries to prevent the granting of credit in some 
circumstances in order to reduce overall indebtedness. Thus it collects data on which loans tend to 
be non-performing and which groups tend to default. There was a “drastic increase in unpaid SMS 
loans especially among young adults”, despite the fact that “studies of 600 people show that a 
normal credit check should have led to a third of the loans not being granted.”110 But overall, it 
reports “the debt servicing ability of the households will remain good”. (From Sveriges Riksbank, 
Financial Stability Report)  

                                                           

109 http://www.bde.es/webbde/es/estadis/infoest/a0413e.pdf 
110 http://www.kronofogden.se/5928.html 
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Annex 11 Indebtedness and over-indebtedness – country-
specific information 

The desk research identified a number of studies and reports providing country specific 
information on indebtedness. This information is summarised in Table 217 below. 

Table 234: Consumer average indebtedness in different European countries, by 
age where available 

Country Age 
Percentage of population 

with debt 
Percentage of population 

without debt 

Austria Under 25 25 75 

 25-34 50 50 

 35-44 56 44 

 45-54 53 47 

 55-64 42 58 

 65-74 20 80 

 74+ 13 87 

France Under 25 38 62 

 25-34 65 35 

 35-44 73 27 

 45-54 65 35 

 55-64 51 49 

 65-74 29 71 

 Over 74 8 92 

Spain Under 35 68.6 31.4 

 35-44 72.2 27.8 

 45-54 60.0 40.0 

 55-64 48.5 51.5 

 65-74 22.9 77.1 

 Over 74 9.9 90.1 

United 
Kingdom 

all 34 66 

Source: see text below 

The UK figure is taken from the BIS report “credit, debt and financial difficulty in Britain 
(2009/10)”, using the YouGov Debt Track online survey. The results are based on four cross-
sectional surveys, conducted at three-month intervals between November 2009 and October 
2010. The figures are based on the combined sample of 13,172 respondents to the four surveys in 
this period, so represent average figures for 2009/10. 

The data for Spain comes from the EFF2008, the third edition of the Spanish Survey of Household 
Finances. It is a survey conducted by the Banco de España which offers a picture of the structure of 
households’ assets and debts. It includes almost 7,000 participants. The information was collected 
by means of personal interviews with the households, conducted between November 2008 and 
June 2009.  

The French figures are extracted from the survey « enquête statistique sur les Revenus et les 
conditions de vie (SRCV) 2008 » led by the national statistical institute (INSEE). 12,000 households 
were surveyed between May 2007 and June 2008. 
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The numbers for Austria are from the survey “Geldvermögensbefragung 2004” and as a result are 
the oldest figures displayed above.  

Although the data has been gathered over a slightly different period and with potentially slightly 
different methodologies (for example different sample sizes), the table gives a good overview of 
the indebtedness in the countries. Interestingly, where the breakdown by age category is 
available, we can see that the data is in line with the permanent income hypothesis. The number 
of people in debt increases with age, reaches a maximum for those aged between 35 and 44 and 
decreases rapidly thereafter. Among the respondents of more than 74 years of age, less than 15% 
are indebted. 

Spain 

The “Survey of household finances”, run by the central bank of Spain, gives further detail on the 
breakdown of consumer credit in Spain. Table 218 below shows certain types of consumer credit 
broken down by income group and Table 219 shows the breakdown by age. 

 

Table 235:  The fraction of the population with outstanding consumer credit in 
Spain, by income 

Income percentile Personal Loans Credit Cards  Some type of debt 

Less than 20 9% 3% 16.5% 

Between 20 and 40 22% 4% 42.3% 

Between 40 and 60 30% 11% 63.6% 

Between 60 and 80 29% 11% 61.2% 

Between 80 and 90 30% 10% 68.5% 

Between 90 and 100 22% 5% 64.7% 
Source: Banco de Espana, Survey of Households Finances 2008 (EFF) 

 

Table 236:  The fraction of the population with outstanding consumer credit in 
Spain, by age 

Age Personal Loans Credit Cards  Some type of debt 

Under 35 31% 13% 68.6% 

35-44 29% 11% 72.2% 

45-54 30% 9% 60.0% 

55-64 22% 6% 48.5% 

65-74 14% 2% 22.9% 

Over 74 6% 1% 9.9% 
Source: Banco de Espana, Survey of Households Finances 2008 (EFF) 

The poorest consumers are least likely to hold either personal loans or credit card debt; for the 
remainder of the population there appears to be no clear pattern in relation to income. For age 
the data are in line with the permanent income hypothesis. Young consumers are more likely to 
hold consumer credit and those aged over 74 are by far the least likely to have either a personal 
loan or credit card debt. For credit cards, however, there is likely to be also a cohort effect since 
the older generation were not exposed to credit cards in their formative years.  
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United Kingdom 

The following section presents the results from different surveys carried out in the recent years by 
several institutions in the United Kingdom.  

Department for Business Innovation and Skills (BIS) survey 

A number of surveys focusing on household debt and over-indebtedness have been undertaken by 
Mori and subsequently YouGov for the UK government department responsible for consumer 
credit policy (see, for example, DTI 2005 and BIS 2010 and 2011). The survey collects information 
from households on the level of their mortgage debt and unsecured debt by type of unsecured 
credit.  

We present below a survey that took place over the period November 2009 - October 2010. 
According to the survey which covers only Great Britain111: 

 37% of British households had one or more secured debts and the average amount per 
household owing such debt was £99,000 

 58% of British households had one or more unsecured debts and the average unsecured 
debt owed by these households was £10,000 

 The overlap between secured and unsecured debt is limited  

 30% of British households do not have any debt 

 12% of British households carry only secured debt 

 33% of British households carry only unsecured debt 

 25% of British households carry both secured and unsecured debt 

The table below presents the share of each unsecured loan in the total of unsecured debt and its 
average value. 

                                                           

111 In other words, Northern Ireland is not covered by the survey. 
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Source: BIS, Credit, Debt & financial Difficulty in Britain, 2009/10, June 2011 in London Economics report “Funding debt advice in the 
UK – A proposed model” 

 
A report from the department for Business Innovation and Skills written in 2010 gives more 
information about debt level in the UK. Rather than using an absolute level of indebtedness, the 
report uses a debt-to-income ratio. This is calculated by dividing the total value of outstanding 
household debt (unsecured, secured or both) by the total income of the household over the year. 
The following table presents the ratio of unsecured debt-to-income ratio for both households 
using unsecured credit and for all the households. 
 

Table 238:  Ratio of debt-to-income – households using unsecured credit and all households 
in Great Britain 

Ratio of debt to income 
Households using 

unsecured credit (%) 
All households (%) 

zero n/a 46 

10% or less 38 20 

>10% to 20% 17 9 

>20% to 40% 17 9 

>40% to 60% 9 5 

>60% to 80% 6 3 

More than 80% 13 7 

Base = 100% 5863 10887 
Source: Department for Business Innovation and Skills (2010). 'Over-indebtedness in Britain: Second follow-up report' 

We see that more than half of the households (54%) use unsecured credit. A fifth of the 
households using unsecured credit have actually a debt-to-income ratio that is superior to 60% 

Table 237: BIS/YouGov survey: types of unsecured credit commitments and average debt in 
Great Britain(£), 2009/10 

 % of survey participants Average amount owed by 
households by type of debt 

Credit card account 62  

Credit card  27 4,400 

Authorised overdraft 22 1,400 

Student loan 16 11,200 

Unsecured personal loan 15 7,700 

Mail order catalogue 10 700 

Car finance loan 9 5,400 

Loan from friends and family 9 3,700 

Store card account 16  

Store card  5 800 

Hire purchase agreement 4 3,000 

Home collected credit 1 1,200 

DSS/Social Fund loan 1 400 

Payday loan 1 2,800 

Credit Union loan 1 1,700 

Pawnbroker / cash converter loan 0 400 

Any non-mainstream 2  

Other 1 10,600 
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and 13% are indebted to more than 80% of their income. On the other hand, the majority of 
households using unsecured credit reach levels of indebtedness inferior to 20% of their annual 
income. 

UK Wealth and Assets Survey (WAS) 

The Wealth and Assets Survey (WAS) is a survey, which was initiated with a wave of interviews 
carried out over two years from July 2006 to June 2008. The second wave covers the period July 
2008 - June 2010 and the third wave covers the period July 2010 - June 2012. The WAS sampled all 
private households in Great Britain. This means that people in residential institutions, such as 
retirement homes, nursing homes, prisons, barracks or university halls of residence, and also 
homeless people are not included in the sample.  

The following table presents another breakdown of unsecured debt. The figures are quite similar 
to the one presented above for credit cards, overdrafts and personal loans. However, they are very 
different for student loans (the BIS survey found 16%) and hire purchase (previously 4%). 

Table 239:  Unsecured debt owed by households in Great Britain 2006-08, in £ 

Type of debt Percentage of total Great 
Britain households  

Average amount owed (£) 

Credit card and charge card (excluding cards 
not in use or fully settled each month) 

25 3,200 

Overdrafts in use 17 1,300 

Personal and cash loans 15 9,300 

Hire purchase 14 5,100 

Mail order 9 500 

Store cards and charge accounts 5 500 

Student loans 3 7,700 

   

Any non-secured credit debt 48 7,200 

Any non-secured credit excluding overdrafts 44 7,300 

Any non-secured credit excluding student loans 47 6,800 
Source: ONS (2009) in London Economics report “Funding debt advice in the UK – A proposed model” 

Bank of England survey  

The Bank of England regularly undertakes a survey presenting the types of debt held by 
households, based on the categories listed in the following table and some aggregate debt figures. 
The results from September 2010 show that: 

 32.5% of UK household carried a mortgage debt and the average amount owed was 
£90,000; and 

 52% of UK households held one or more unsecured debts and the average unsecured 
debt held by households owing such debt is £5,620. 

As in the case of the previous two surveys, the overlap between secured and unsecured debt is 
limited:  

 38% of UK households do not have any debt 

 12% of UK carry only secured debt 
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 29% of UK households carry only unsecured debt 

 21% of UK households carry both secured and unsecured debt. 

 

Table 240:  Types of debt held by UK households based on Bank of England survey 

Type of debt % of UK households 

Secured debt 32.5% 

(average amount: £90,000) 

Unsecured debt 52% 

(average amount: £5,620) 

Credit card 21.1 

DSS social funds 2.3 

Hire purchase 9.4 

Mail order purchase 4.7 

Overdraft 10.9 

Personal loans 14.5 

Store card 5.4 

Student loan 6.1 

Other 1.8 
Source: London Economics in the report “Funding debt advice in the UK – A proposed model” of Bank of England data in 
nmgsurvey2010.xls 

France 

A report from the national institute of statistics in France (INSEE) shows that the households tend 
to be more indebted as their level of income increases. Twenty-four percent of the households in 
the first quintile are contracting credit while this proportion rises to 68% in the wealthiest quintile 
of the sample.  Consumption credit is decreasing with age, in accordance with the permanent 
income hypothesis. 

 

Table 241:  Indebted households according to their income, their age and the nature of the loan 
in France. 

Age and income Housing credit only 
% 

Consumption 
credit only % 

Housing and 
consumption credit % 

Total 
% 

None 
% 

Under 25  3 33 2 38 62 

25-34 22 30 13 65 35 

35-44 31 22 20 73 27 

45-54 27 21 17 65 35 

55-64 21 21 9 51 49 

65-74 11 15 3 29 71 

74+ 2 6 0 8 92 

Q1 5 18 1 24 76 

Q2 11 24 5 40 60 

Q3 18 24 11 53 47 

Q4 28 20 18 66 34 

Q5 36 13 19 68 32 

Together 20 20 11 50 50 
Source : INSEE, enquête statistique sur les Revenus et les conditions de vie (SRCV) 2008 
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Some of these surveys are reproduced every year which gives us the opportunity to study the 
evolution of the indebtedness over time and through the financial crisis. Unfortunately, the BIS / 
YouGov survey is the only one that can provide us with pre-and post-crisis data. We report below 
the evolution of consumer credit and indebtedness in the UK between 2008 and 2011. 
 
Overall, after the crisis it seems that consumers tend to choose more secured than unsecured 
credit products. The average proportion of households with unsecured credit commitments 
declined from 64% in 2008-2009 to 58% in 2009-2010 and to 54% in 2011112. The proportion of 
credit users holding four or more different types of credit also declined from 11% to 8% and to 6% 
in these respective years.  
 
The proportion of respondents who had applied for an unsecured credit product in the previous 
six months was 16% in 2011, which is slightly lower than in 2009-2010 (18%). In terms of average 
level of debt, there has been little change in the recent years. In 2011 the mean amount of 
unsecured debt was around £8,500 (median £4,600). Almost half of the consumers had an 
unsecured debt of £4,000 or less while 30% owed more than £10,000.  
 
The BIS/YouGov survey showed a decrease in the proportion of households who were more than 3 
months in arrears on bills and payments. On average in 2011, 7% of households were in this 
situation while it was 9% in 2009-2010 and 2008-2009. In total, 5% of the 2011 sample was subject 
to a formal arrangement or an agreement to deal with debts while this figure was 6% in 2009-2010 
and 5% the year before.  

                                                           

112 The level of unsecured credit can move very quickly as it consists in good part of outstanding credit card balances. 
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Annex 12 Additional tables on APRs found in 
advertisement collection 

A12.1 Distribution of APRs listed in advertisements 

Table 242:  Distribution of APRs across countries 

Country mean (%) median (%) std dev
 

min (%) max (%) 

Austria 10.77 7.15 8.77 0.00 21.70 

Belgium 7.81 5.80 5.31 0.00 19.50 

Bulgaria 62.41 17.46 160.35 0.00 634.00 

Cyprus 11.72 10.75 3.76 8.00 18.10 

Czech Republic 16.53 16.00 12.38 0.00 63.91 

Denmark 12.32 10.10 7.35 0.00 29.80 

Estonia 17.35 16.00 32.49 0.00 196.17 

Finland 72.50 16.01 265.51 2.94 1388.00 

France 7.99 5.07 8.77 0.00 53.30 

Germany 6.08 5.65 4.20 0.00 14.98 

Greece 6.64 4.50 7.65 0.00 16.03 

Hungary 18.13 22.65 14.49 0.00 45.37 

Iceland 9.76 5.47 14.67 0.00 47.50 

Ireland 15.00 10.75 23.58 0.00 157.30 

Italy 8.79 8.40 5.25 0.00 20.96 

Latvia 48.17 0.00 83.43 0.00 144.50 

Lithuania 65.20 7.00 104.06 3.25 185.34 

Luxembourg 4.83 4.49 4.04 0.00 11.50 

Malta 7.42 6.80 2.12 5.67 9.78 

Netherlands 12.27 13.00 3.26 7.99 16.00 

Norway 15.49 17.80 8.73 0.00 31.17 

Poland 21.20 21.88 13.78 0.00 50.00 

Portugal 15.86 12.14 7.69 0.00 32.60 

Romania 18.88 16.70 10.64 0.00 48.73 

Slovakia 20.30 15.89 15.73 0.00 70.38 

Slovenia 6.68 6.28 8.74 0.00 35.00 

Spain 23.18 9.53 97.57 0.00 669.00 

Sweden 9.45 7.35 7.28 0.00 34.49 

UK 60.43 12.55 251.81 0.00 1737.00 
Note: std dev = standard deviation 
Source: London Economics 
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Table 243:  Distribution of APRs across credit products 

Category mean (%) med (%) std dev
 

min (%) max (%) 

Car Loan 12.46 6.83 49.81 0.00 634.00 

Credit Card 22.00 17.90 55.81 0.00 669.00 

Deferred 
Payment 10.93 7.99 11.01 0.00 50.00 

Personal Loan 32.71 11.86 153.59 0.00 1737.00 
Note: std dev = standard deviation 
Source: London Economics 
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Austria 
Economic and Financial 
Literacy Programme Jun-05 1 0 0 0 0 1 1 1 1 1 0 0 1 1 1 1 0 

Austria 
Finanzführerschein - 
Financial driver's licence n.a. 0 0 1 0 0 1 1 0 0 0 0 1 1 1 0 1 1 

Austria Fit for Financial matters 2005 0 1 1 0 0 0 0 0 0 1 0 1 0 0 0 0 0 

Austria 
Schuldenkoffer - Debt 
suitcase n.a. 0 0 1 0 1 1 1 0 0 0 1 1 1 1 0 0 1 

Austria The cash - on tour n.a. 0 0 1 0 0 0 1 0 0 0 1 1 1 0 0 0 1 

Belgium InvestAcademy 1992 0 0 1 0 0 0 0 0 0 0 0 1 0 0 0 0 0 

Bulgaria Finance for students 2004 1 0 0 0 0 1 1 0 0 0 0 1 0 0 0 1 0 

Cyprus Citizens’ Service Desk n.a. 1 0 0 0 0 0 0 0 0 1 0 0 0 0 1 1 0 

Czech Rep. 
Economic and Financial 
Literacy Programme 2008 1 0 0 0 0 1 1 1 0 1 0 1 1 1 1 1 0 

Czech Rep. Financial Education n.a. 1 1 0 0 0 0 0 1 0 0 0 0 0 1 1 1 0 

Czech Rep. We Understand Money 2006 0 0 1 0 0 1 1 1 0 0 0 1 0 0 1 1 0 
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Denmark Moneyville online game 2009 0 0 0 1 0 0 1 0 0 0 0 0 1 0 0 1 0 

Denmark 
online teaching material 
Control Your Money n.a. 0 0 0 1 0 1 1 0 0 0 0 0 1 0 0 1 0 

Estonia 
Financial Education at 
School 2006 1 0 0 0 0 1 1 1 0 0 0 0 1 0 0 1 0 

Estonia 
Financial Education 
Programme 2006 1 0 0 0 0 0 1 0 0 1 0 0 1 0 0 1 0 

Estonia 
Minuraha Facebook 
account 2011 1 0 0 0 1 0 1 0 0 1 0 0 1 1 0 1 0 

Estonia 
National Strategy for 
Financial Literacy pending 1 0 0 0 0 0 0 0 0 1 0 1 0 1 1 1 0 

Estonia Nupukas 2006 1 1 0 0 0 1 1 1 0 1 0 0 1 0 1 0 0 

Finland 

Pörssisäätiö Börsstiftelsen - 
Introduction to the Finnish 
Stockmarket n.a. 0 0 1 0 0 0 0 0 0 1 0 1 1 1 0 0 0 

France 
La Finance pour Tous 
France: ABCBanque.fr 2011 0 0 0 1 0 1 1 0 0 0 0 0 1 0 0 1 0 

France 
Finances & Pédagogie - 
Finance and Education 1957 0 0 1 1 0 1 1 0 0 0 1 1 1 0 1 1 0 

France La Finance pour Tous 2006 0 0 1 0 0 1 1 1 0 0 0 0 1 0 1 1 0 

Germany 
(f)in-fit - Financial Training 
for Migrants n.a. 0 0 1 0 0 0 0 0 0 1 0 1 0 0 1 0 1 

Germany 

Unterrichtshilfe 
Finanzkompetenz - 
Teaching materials for 
financial skills n.a. 1 0 1 0 1 1 1 1 0 0 0 1 1 0 1 1 0 

Greece Banks in Action 2007 0 0 0 1 0 1 0 0 0 0 0 1 1 0 1 0 0 

Hungary 
Financial Education 
Programme 2004 1 0 0 0 0 1 0 1 0 1 0 0 0 0 1 1 0 

Hungary Financial Education Project 2008 1 0 0 0 0 1 0 1 0 1 0 0 1 0 0 1 0 
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Iceland 
Fjarmalaskolinn (School of 
Finance) 2011 0 0 1 0 0 1 1 1 0 0 0 1 1 0 1 1 0 

Iceland 
Institute for Financial 
Literacy n.a. 0 0 1 0 0 1 0 0 0 1 0 0 0 0 1 1 0 

Ireland Baby Steps 2011 1 0 0 0 0 0 0 0 0 1 0 0 1 0 1 1 1 

Ireland Get smart with your money n.a. 1 1 0 0 0 1 1 1 0 0 0 0 0 0 1 1 0 

Ireland It's Your Money n.a. 1 0 0 0 1 1 1 0 0 1 1 1 1 0 1 1 1 

Ireland Money Matters 2010 1 1 0 0 0 1 1 1 0 0 0 0 1 0 1 1 0 

Ireland Money Skills for Life 2011 1 1 0 1 0 0 0 0 0 1 0 1 0 0 1 1 1 

Ireland 

The National Pensions 
Awareness Campaign 
(NPAC) n.a. 1 0 0 0 0 0 1 0 0 1 0 1 1 1 0 1 1 

Italy Economia Scuola n.a. 0 0 1 0 0 0 1 1 0 0 0 0 1 0 0 1 0 

Italy 
Financial Education for 
Schoolchildren 2007 1 0 0 0 0 1 1 1 0 0 0 0 0 0 1 1 0 

Italy 
Financial Education: Know 
then Decide 2007 1 0 0 0 0 0 0 0 0 1 0 0 1 0 1 1 1 

Italy Monitorata 2008 0 0 1 0 0 0 0 0 0 1 0 1 1 0 1 1 1 

Latvia Money world 2005 1 0 0 0 0 0 0 0 0 1 1 0 0 0 0 1 0 

Lithuania 
Campaigns on retirement 
savings 2003 1 0 0 0 0 0 0 0 0 1 0 0 1 1 0 1 0 

Lithuania 
Consumer education 
initiatives 2000 0 0 1 0 0 0 0 0 0 1 0 0 1 1 0 1 0 

Lithuania Financial Fitness for Life 2002 0 0 1 0 0 1 1 0 0 0 0 1 1 0 1 1 0 

Malta 
Women Entrepreneurs 
project n.a. 0 0 1 0 0 0 1 0 0 1 0 1 0 0 1 1 0 

Netherlands 

Learning to Manage Money 
- Learning Goals and 
Competencies n.a. 0 0 1 0 0 1 1 1 0 0 0 1 1 1 1 1 0 



Annex 13│ Financial education literature review 
 

 
 

 

 

 

  404 
 

Netherlands 
Money Wise - Plateform for 
Financial Awareness 2008 1 1 1 1 0 1 1 0 0 1 1 1 1 0 0 1 0 

Norway Finansportalen 2008 1 0 0 0 0 0 1 0 0 1 0 0 1 0 0 0 0 

Norway 
The Consumer Council of 
Norway (Forbrukerrådet) 1953 1 1 0 0 0 0 0 0 0 1 0 0 1 0 0 0 0 

Poland 
Szkolna Kasa Oszczednosci - 
School Savings Fund n.a. 0 0 0 1 1 1 1 0 0 0 1 1 0 0 0 1 0 

Portugal 
Banking Sector Strategy for 
Financial Education 2012 0 0 0 1 0 1 0 0 1 1 0 1 1 0 0 1 0 

Portugal 
Bank customer website 
Portal do Cliente Bancario 2008 1 0 0 0 0 0 0 0 0 1 0 0 1 0 0 1 1 

Portugal 

Financial education 
programmes and initiatives 
for adults and children 2004 0 0 1 0 0 0 1 0 0 1 0 0 1 1 1 1 0 

Portugal 
From Mathematics to 
Financial Literacy n.a. 0 0 1 1 0 1 1 1 0 0 1 1 1 0 1 1 1 

Portugal 
National Plan for Financial 
Education (PNFF) 2011 1 0 0 0 0 0 0 0 0 1 0 0 0 0 1 1 0 

Portugal 

Project Educação + 
Financeira (Education + 
Finance) n.a. 0 0 1 1 0 0 0 0 0 1 0 0 1 0 0 1 0 

Romania 
Learn to choose! Private 
pension, young decision! 2010 1 0 1 0 0 1 1 0 0 1 0 1 1 1 1 1 0 

Romania 
The National Strategy for 
Financial Education 2011 1 0 1 0 0 0 0 0 0 1 0 0 1 0 1 1 0 

Slovakia 
Poznaj svoje peniaze - Get 
to Know Your Money 2001 0 0 1 0 0 1 1 0 0 0 0 1 1 0 1 1 0 

Slovenia 
National Programme on 
Financial Education (NPFE) 2011 1 0 0 0 0 1 1 0 0 1 0 0 1 0 1 1 1 
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Spain Consumer protection n.a. 1 0 0 0 0 0 0 0 0 1 0 0 1 0 1 1 0 

Spain Edufinet 2007 1 0 0 1 0 0 0 0 0 1 0 0 0 0 1 1 1 

Spain 
Financial Assesment and 
Education 2007 1 0 1 0 0 0 0 0 0 1 1 0 1 0 1 1 1 

Spain Financial education courses n.a. 0 0 1 0 0 1 1 0 0 1 0 1 0 0 0 1 0 

Spain 

Financial Education Plan - 
Plan de Educación 
Financiera 2008 1 0 0 0 0 0 0 0 0 1 0 0 1 0 0 1 0 

Spain Finanzas para todos n.a. 1 0 0 0 0 0 1 0 0 1 0 0 1 0 0 1 0 

Spain 
Learn to manage your 
money n.a. 0 0 0 1 0 1 1 0 0 0 0 1 0 0 1 1 0 

Spain Valores de futuro n.a. 0 0 0 1 0 0 0 1 0 0 0 1 0 0 1 1 0 

Spain 
www.educaciofinancera.cat 
Web Portal n.a. 1 0 1 0 0 1 1 1 0 1 0 0 1 0 0 1 1 

Sweden 

National assembly for 
increased financial self-
confidence (“Nationella 
samlingen för ökat 
finansiellt självförtroende”) 2010 1 0 1 1 0 0 0 0 0 1 0 1 1 0 1 1 1 

United 
Kingdom 

ABCUL Credit Union 
Financial Information 
leaflets n.a. 0 0 1 0 0 0 0 0 0 1 0 0 0 0 1 1 1 

United 
Kingdom 

Consumer Credit 
Counselling Service (CCCS) n.a. 0 0 1 0 0 0 0 0 0 1 0 0 1 0 0 1 1 

United 
Kingdom 

Debt advice by Citizens 
Advice n.a. 0 0 1 0 0 0 0 0 0 1 1 0 1 0 0 1 1 

United 
Kingdom Devon Pound n.a. 0 0 1 0 0 1 1 0 0 1 1 0 1 0 0 1 1 
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United 
Kingdom MoneySense for Schools n.a. 0 0 0 1 0 1 1 0 0 1 1 0 1 0 0 1 1 

United 
Kingdom MyBnk Programmes 2007 0 0 1 0 0 1 1 0 0 0 1 1 0 0 1 1 0 

United 
Kingdom 

National Strategy for 
Financial Capability 2003 1 0 0 0 0 0 0 0 0 1 0 0 1 0 0 1 0 

United 
Kingdom Pounds and Pence n.a. 1 0 0 0 0 1 0 1 0 0 0 0 0 0 1 1 0 

United 
Kingdom The Money Advice Service 2011 1 0 0 0 0 0 0 0 0 1 1 0 1 0 0 1 1 

United 
Kingdom Credit Union Street n.a. 1 0 0 0 0 0 1 0 0 0 0 1 1 0 1 1 1 

Source: OECD (http://www.financial-education.org/gdofe.html) 

  

http://www.financial-education.org/gdofe.html
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Annex 14 Mystery shopping evaluation forms 

A14.1 Personal Loan Evaluation Form 

 
Lender's information Answer choices Comments 

  Country Name list           

  Name of company visited Name list 
Other 

(specify) 
      

Please note: This is the name of the organisation 
you have visited but it might not be the lending 
organisation 

  Address of the branch you visited Address Town Region list   Postcode   

  Type of credit product enquiry 
Personal 

loan 
          

  Date of visit dd/mmm/yy           

  Time Time in 
Time 
out 

        

        

 
Confirm the size and duration of loan requested   

 
              

  Amount of loan €         
Shopper to confirm amount requested as 
validation 

  Duration No. of mths         
60 months is the default but if not available the 
shopper must confirm duration 

 
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the 
provider.   

 



Annex 14│ Mystery shopping evaluation forms 
 

 
 

 

 

 

  408 
 

 

 
Please provide details of the information you were asked for during the meeting:   

 
              

 
Shopper information Answer choices Comments 

 
Were you asked for the following 
information? 

          
If not asked for this information the shopper 
does not have to prompt - just report which was 
requested 

 
Name Yes No         

 
A form of ID Yes No         

 
Date of birth Yes No       

Shoppers should be a minimum age of 25 years 
old 

 
Employment status Yes No       Shoppers must be employed 

 
Length of time in current job Yes No       

The shopper can choose as long as it is above the 
minimum requirement 

 

Income (you could be asked for annual, 
monthly or weekly earnings before and 
after tax) 

Yes No       
30,000 EUR gross income or equivalent in 
country of assessment 

 

Expenditure (you could be asked what your 
main outgoings are for the same period as 
your income) 

Yes No       
Some institutions will insist on approx.1,000 EUR 
of disposable income before approving a loan (or 
country equivalent) 

 
Home owner Yes No       

Shoppers with mortgages are preferred but 
those in rented accommodation can be used if 
necessary 

 
Length of time in current home Yes No       

The shopper can choose as long as it is above the 
minimum requirement 

 
Bank account holder (with any bank) Yes No       

All shoppers must have a  bank account in their 
resident country. If the credit product requires 
the shopper to have a bank account with the 
lender they should say they would be prepared 
to do so once they have seen the loan conditions 
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Other personal loans or unsecured debt Yes No       

Shoppers may have other outstanding loans but 
they must be up-to-date 

 
Any county court judgments (or country 
equivalent) 

Yes No       
Only shoppers with no CCJs can be used on this 
project 

 

Did the lender's representative carry out an 
affordability assessment? (e.g. Determining 
the amount of disposable income available 
by asking about your income and outgoings) 

Yes No         

 

If, as  a result of any of your answers in this 
section, the lender refuses to proceed any 
further please provide a detailed 
explanation 

Text box 
Shoppers should do all they can to ensure they 
provide answers that will not disqualify them 
from the loan enquiry process 

 
 

 
Credit checks Answer choices Comments 

  
Were you able to proceed with your loan 
enquiry without undertaking 
 a credit check? 

Yes No       
Only shoppers with good credit histories can be 
used on this project 

  
If Yes, did the lender's representative explain 
that before a loan could be approved your 
creditworthiness would be checked? 

Yes No         

  If No, did you agree to undergo a credit check? Yes No         

  
If you agreed to a credit check did the lender's 
representative explain clearly what the 
process entailed? 

Yes No         

 

 
It is important to know what detailed loan information you were given and how it was given to you (verbally only, or both verbally and in writing). This 
section covers the key features, the cost of the credit and any related costs.  
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* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the 
provider. 

 
Cost of the credit Answer choices Comments 

 
  Yes     

 
Key features of the credit product Answer choices Comments 

 
  Yes     

 
  Unprompted Prompted     

  
If applicable were you given the details of the lending 
organisation (if you were dealing with an intermediary)? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 
The finance might be underwritten by 
company with a different name to the 
branch visited 

  Was the total amount of credit confirmed to you?  
Written + 

verbal 
Verbal 

only 
Written + 

verbal 
Verbal 

only 
No 

This is the amount the shopper is to 
borrow 

  Was the duration of the loan confirmed? 
Written + 

verbal 
Verbal 

only 
Written + 

verbal 
Verbal 

only 
No This is the length of the loan 

 
Were you told how and when credit would be provided? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 
This refers to how the loan will be made 
available (e.g. a direct credit into the 
shopper's account) 

 
If Yes, specify how Text box   

  
Were you given details of the repayments to be made? This 
should  include the amount of each instalment, the number 
and the frequency 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  If Yes, specify the repayment details Text box   

 
Was it confirmed whether of not the proposed loan was 
linked to any specific goods or service? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

 
Did the lender ask for any security/sureties for the loan? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   
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  Unprompted Prompted     

  
Were you given  details of the type of the 
proposed rate of interest? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  
If Yes, please give details e.g. Was it fixed or 
variable (if variable were you given details of 
the index it was linked to?) 

Text box   

  
Were you given the value of the proposed rate 
of interest? (e.g.  5%) 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  
If applicable did the details of the proposed 
rate of interest include any variations to be 
applied following an initial rate? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  If yes, please give details Text box   

  
Was the APR expressed as a percentage given 
to you? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 

The term annual percentage rate (APR) is a rate expressed in 
percentage that represents the rate you pay in total for the loan on 
average through the year that combines the borrowing rate and any 
other charges. 

  If Yes, what was the rate? Text box   

  
Were you informed of the specific charges 
used in calculating the APR given to you? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 
We are looking for each of component charge that is included in the 
calculation for APR 

  If Yes, please specify Text box   

  
Were there any other conditions attached to 
obtaining the loan in question? E.g. That you 
had to take out an insurance policy or similar? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 
Some lenders will insist on payment protection insurance. If this is the 
case we need the amount recorded 

  If Yes, please specify Text box   

  
Was the total amount repayable given to you? 
(This should include capital, interest and costs) 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  If Yes, please specify Text box   

 
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the provider.  
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Any related costs Answer choices Comments 

  
Was there a requirement for you to have a current account 
with the Credit provider in order for you to obtain the 
proposed loan? 

Yes No         

  If Yes, provide details Text box   

  
Were there any additional charges for making repayments by 
a specific means (other than by direct debit?) 

Yes No         

  Were any charges for late payments specified? Yes No         

  If Yes, provide details Text box We need to record the charges 

  
Were the consequences of missing payments made clear to 
you? 

Yes No         

  If Yes, provide details Text box We need to record the charges 

  
Were any conditions mentioned under which the charges 
could be changed by the lender during the loan 

Yes No         

  If Yes, provide details Text box   

  Were any other charges specified? Yes No         

  If Yes, provide details Text box   

 
 
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the 
provider. 

 
 

 
Other legal aspects Answer choices Comments 

  
Was your right to withdraw from an agreement 
within 14 days explained? 

Yes No       
We are looking for confirmation of the 14-day 
cooling off period and then any options for the 
consumer 

  If Yes, provide details  Text box   
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  Was your right to repay the loan early explained? Yes No       

Firstly, is there a right to repay early and if so, 
state the related costs (often the lender is 
entitled to compensation in the form of a 
number of monthly repayments) 

  If Yes, provide details Text box   

 

Did the lender's representative explain that 
should the lender decide to decline your 
application after consultation with a credit 
referencing agency you would be informed 
immediately? 

Yes No         

 
 
 

 
The application process and quality of 
information 

Answer choices Comments 

 
If visiting a high street branch was it easy to see 
someone about your loan enquiry? 

Yes No         

  
Were you able to obtain a personalised pre-
contract (SECCI)document containing detailed 
credit information? 

Yes, 
without 
asking 

Yes, but 
had to 

ask 
No     

Consumers are entitled to written pre-contract 
documents so if not offered they should be requested 

  
Were you given any other information? (E.g. Risks 
that could lead to increased costs) 

Yes, 
without 
asking 

Yes, but 
had to 

ask 
No     

You may be given documents that explain 
circumstances which might lead to increases in costs 

  
If Yes, please upload these documents or provide 
details 

Provide a description of the documents uploaded   

  
Was it difficult to understand the information 
given to you? 

Yes No         

  If Yes, provide details Text box 
Please list the various aspects you found difficult to 
understand 
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Where there manners in which information was 
provided to you (oral explanation, documents, 
etc…) that were particularly difficult to 
understand ? 

Yes No         

  If Yes, provide details Text box 

Please list the particularly easy and the particularly 
difficult manners. Please make a clear distinction 
between both aspect. E.g: Difficult manners were… and 
Easy manners were...  

 

Did the lender's representative ensure that you 
had all the information you needed to make a 
decision about your loan? 

Yes No         

 
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the provider 
 

 

A14.2 Car loan Evaluation Form 

 

 
Lender's information Answer choices Comments 

  Country Name list           

  Name of company visited Name list 
Other 

(specify) 
      

Please note: This is the name of the organisation 
you have visited but it might not be the lending 
organisation 

  Address of the branch you visited Address Town Region   Postcode   

  Type of credit product enquiry Car loan           

  Date of visit dd/mmm/yy           

  Time Time in Time out         

        

 
Confirm the size and duration of loan requested   
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  Make and model of car specified Text box As per the briefing notes 

  Total price of the car specified €         The list price of the model in each country 

  Amount of loan €           

  Duration No. of Years           

 
 
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the 
provider. 

 
 

 
Please provide details of the information you were asked for during the meeting:   

 
              

 
Shopper information Answer choices Comments 

 
Were you asked for the following 
information? 

          
If not asked for this information the shopper does 
not have to prompt - just report which was 
requested 

 
Name Yes No         

 
A form of ID Yes No         

 
Date of birth Yes No       Shoppers should be a minimum age of 25 years old 

 
Employment status Yes No       Shoppers must be employed 

 
Length of time in current job Yes No       

The shopper can choose as long as it is above the 
minimum requirement 

 

Income (you could be asked for annual, 
monthly or weekly earnings before and 
after tax) 

Yes No       
30,000 EUR gross income or equivalent in country 
of assessment 

 
Expenditure (you could be asked what your 
main outgoings are for the same period as 

Yes No       
Some institutions will insist on approx. 1,000 EUR 
of disposable income before approving a loan (or 
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your income) country equivalent) 

 
Home owner Yes No       

Shoppers with mortgages are preferred but those 
in rented accommodation can be used if necessary 

 
Length of time in current home Yes No       

The shopper can choose as long as it is above the 
minimum requirement 

 
Bank account holder (with any bank) Yes No       

All shoppers must have a  bank account in their 
resident country. If the credit product requires the 
shopper to have a bank account with the lender 
they should say they would be prepared to do so 
once they have seen the loan conditions 

 
Other personal loans or unsecured debt Yes No       

Shoppers may have other outstanding loans but 
they must be up-to-date. Shoppers with existing 
car loans are not suitable for this type of loan 
assessment 

 
Any county court judgments (or country 
equivalent) 

Yes No       
Only shoppers with no CCJs can be used on this 
project 

 

Did the lender's representative carry out an 
affordability assessment? (e.g. Determining 
the amount of disposable income available 
by asking about your income and outgoings) 

Yes No         

 

If, as  a result of any of your answers in this 
section, the lender refuses to proceed any 
further please provide a detailed 
explanation 

Text box 
Shoppers should do all they can to ensure they 
provide answers that will not disqualify them from 
the loan enquiry process 

 
 

 
Credit checks Answer choices Comments 

  
Were you able to proceed with your loan 
enquiry without undertaking a credit check? 

Yes No       
Only shoppers with good credit histories can be 
used on this project 
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If Yes, did the lender's representative explain 
that before a loan could be approved your 
creditworthiness would be checked? 

Yes No         

  If No, did you agree to undergo a credit check? Yes No         

  
If you agreed to a credit check did the lender's 
representative explain clearly what the 
process entailed? 

Yes No         

 
 
 

 
Key features of the credit product Answer choices Comments 

 
  Yes     

 
  Unprompted Prompted     

  
If applicable were you given the details of the lending 
organisation (if you were dealing with an 
intermediary)? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 
The finance might be underwritten by company 
with a different name to the company you are 
visiting (e.g. The car dealer) 

  Was the total amount of credit confirmed to you?  
Written + 

verbal 
Verbal 

only 
Written + 

verbal 
Verbal 

only 
No This is the amount the shopper is to borrow 

  Was the duration of the loan confirmed? 
Written + 

verbal 
Verbal 

only 
Written + 

verbal 
Verbal 

only 
No This is the length of the loan 

 
Were you told how and when credit would be 
provided? 

Written + 
verbal 

Verbal 
only 

N/A N/A No 
This refers to the way in which the funds will be 
provided once the agreement comes into effect. 
E.g. Funds would be credited to your bank account 

 
If Yes, specify how Text box   
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Were you given details of the repayments 
(instalments) to be made? This should  include the 
amount of each instalment, the number and the 
frequency 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  If Yes, specify the repayment details Text box 
The instalments might be different at the beginning 
and the end. We need as much detail as possible 

 

If Yes, were the details of the vehicle recorded by the 
lender's representative (e.g. Make, model, year, cash 
price)? 

Yes No         

 

Was it confirmed that the vehicle for which the loan 
was intended to finance would be used as 
security/surety for the loan? 

Yes No         

  
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the provider. 

 
Cost of the credit Answer choices Comments 

 
  Yes     

 
  Unprompted Prompted     

  
Were you given details of the type of the 
proposed rate of interest? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  
If Yes, please give details e.g. Was it fixed 
or variable (if variable were you given 
details of the index it was linked to?) 

Text box   

  
Were you given the value of the proposed 
rate of interest? (e.g.  5%) 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  
If applicable did the details of the proposed 
rate of interest include any variations to be 
applied following an initial rate? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  If yes, please give details Text box   
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Was the APR expressed as a percentage 
given to you? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 

The term annual percentage rate (APR) is a rate expressed in 
percentage that represents the rate you pay in total for the 
loan on average through the year that combines the borrowing 
rate and any other charges. 

  If Yes, what was the rate? Text box   

  
Were you informed of the specific charges 
used in calculating the APR given to you? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 
We are looking for each of component charge that is included 
in the calculation for APR 

  If Yes, please specify Text box   

  

Were there any other conditions attached 
to obtaining the loan in question? E.g. That 
you had to take out an insurance policy or 
similar? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 
Some lenders will insist on payment protection insurance. If 
this is the case we need the amount recorded 

  If Yes, please specify Text box   

  
Was the total amount repayable given to 
you? (This should include capital, interest 
and costs) 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  If Yes, please specify Text box   

 

 
Any related costs Answer choices Comments 

  
Was there a requirement for you to have a 
current account with the Credit provider in 
order for you to obtain the proposed loan? 

Yes No         

  If Yes, provide details Text box   

  
Were there any additional charges for 
making repayments by a specific means 
(other than by direct debit?) 

Yes No         

  Were any charges for late payments Yes No         
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specified? 

  If Yes, provide details Text box We need to record the charges 

  
Were the consequences of missing 
payments made clear to you? 

Yes No         

  If Yes, provide details Text box We need to record the charges 

  
Were any conditions specified under which 
the charges mentioned above could be 
changed by the lender 

Yes No         

  If Yes, provide details Text box   

  Were any other charges specified? Yes No         

  If Yes, provide details Text box   

 
 
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the 
provider. 

 

 
Other legal aspects Answer choices Comments 

  
Was your right to withdraw from the 
agreement within 14 days explained? 

Yes No       
We are looking for confirmation of the 14-day 
cooling off period and then any options for the 
consumer 

  If Yes, provide details  Text box   

  
Was your right to repay the loan early 
explained? 

Yes No       

Firstly, is there a right to repay early and if so, 
state the related costs (often the lender is entitled 
to compensation in the form of a number of 
monthly repayments) 

  If Yes, provide details Text box   
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Did the lender's representative explain that 
should the lender decide to decline your 
application after consultation with a credit 
referencing agency you would be informed 
immediately? 

Yes No         

 
 

 
The application process and quality of 
information 

Answer choices Comments 

 
If visiting a high street branch was it easy to 
see someone about your loan enquiry? 

Yes No         

  
Were you able to obtain a personalised pre-
contract (SECCI)document containing 
detailed credit information? 

Yes, 
without 
asking 

Yes, but 
had to 

ask 
No     

Consumers are entitled to written pre-contract 
documents so if not offered they should be 
requested 

  
Were you given any other information? (E.g. 
Risks that could lead to increased costs) 

Yes, 
without 
asking 

Yes, but 
had to 

ask 
No     

You may be given documents that explain 
circumstances which might lead to increases in 
costs 

  
If Yes, please upload these documents or 
provide details 

Provide a description of the documents uploaded   

  
Was it difficult to understand the 
information given to you? 

Yes No         

  If Yes, provide details Text box 
Please list the various aspects you found difficult 
to understand 

  

Where there manners in which information 
was provided to you (oral explanation, 
documents, etc…) that were particularly 
difficult to understand ? 

Yes No         
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  If Yes, provide details Text box 

Please list the particularly easy and the particularly 
difficult manners. Please make a clear distinction 
between both aspect. E.g: Difficult manners 
were… and Easy manners were...  

 

Did the lender's representative ensure that 
you had all the information you needed to 
make a decision about your loan? 

Yes No         

 
 
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the provider. 
 

A14.3 Credit Card Issuers Form 

 
Credit card issuer's 
information 

Answer choices Comments 

  Country Name list           

  Name of company visited Name list 
Other 

(specify) 
      

Please note: This is the name of the organisation 
you have visited but it might not be the lending 
organisation 

  Address of the branch you visited Address Town Region   Postcode   

  Type of credit product enquiry Credit card           

  Date of visit dd/mmm/yy           

  Time Time in Time out         

 

 
Confirm the type of credit card and credit 
limit 

          
Shopper will be briefed to explain the features of 
the card 
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  Name of the credit card enquired about Text box   

  Monthly credit limit €         
Shopper will be briefed to ask for 3,000 EUR but 
will accept lower in order to continue with 
evaluation 

  
List the main features of the credit card you 
enquired about (reward points, gold card, 
discounts etc.) 

Text box   

 
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the provider. 

 

 
Shopper information Answer choices Comments 

 
Were you asked for the following 
information? 

          
If not asked for this information the shopper does 
not have to prompt - just report which was 
requested 

 
Name Yes No         

 
A form of ID Yes No         

 
Date of birth Yes No       Shoppers should be a minimum age of 25 years old 

 
Employment status Yes No       Shoppers must be employed 

 
Length of time in current job Yes No       

The shopper can choose as long as it is above the 
minimum requirement 

 

Income (you could be asked for annual, 
monthly or weekly earnings before and 
after tax) 

Yes No       
30,000 EUR gross income or equivalent in country 
of assessment 
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Expenditure (you could be asked what 
your main outgoings are for the same 
period as your income) 

Yes No       

Some institutions will insist on approx. 1,000 EUR 
of disposable income before approving a loan 
which we assume applies to credit cards as well (or 
country equivalent) 

 
Home owner Yes No       

Shoppers with mortgages are preferred but those 
in rented accommodation can be used if necessary 

 
Length of time in current home Yes No       

The shopper can choose as long as it is above the 
minimum requirement 

 
Bank account holder (with any bank) Yes No       

All shoppers must have a  bank account in their 
resident country. If the credit product requires the 
shopper to have a bank account with the credit 
card issuer they should say they would be prepared 
to do so once they have seen details of the credit 
card terms and conditions 

 
Other personal loans or unsecured debt Yes No       

Shoppers may have other outstanding loans but 
they must be up-to-date. 

 
Any county court judgments (or country 
equivalent) 

Yes No       
Only shoppers with no CCJs can be used on this 
project 

 

Did the credit card issuer's representative 
carry out an affordability assessment? 
(e.g. Determining the amount of 
disposable income available by asking 
about your income and outgoings) 

Yes No         

 

If, as  a result of any of your answers in 
this section, the credit card issuer refuses 
to proceed any further please provide a 
detailed explanation 

Text box 
Shoppers should do all they can to ensure they 
provide answers that will not disqualify them from 
the credit card enquiry process 
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Credit checks Answer choices Comments 

  
Were you able to proceed with your credit 
card enquiry without undertaking a credit 
check? 

Yes No       
Only shoppers with good credit histories can be 
used on this project 

  

If Yes, did the credit card issuer's 
representative explain that before a credit 
card application could be approved your 
creditworthiness would be checked? 

Yes No         

  If No, did you agree to undergo a credit check? Yes No         

  
If you agreed to a credit check did the credit 
card issuer's representative explain clearly 
what the process entailed? 

Yes No         

 

 
It is important to know what detailed loan information you were given and how it was given to you (verbally only, or both verbally and in writing). This 
section covers the key features, the cost of the credit and any related costs.  

        

 
Key features of the credit product Answer choices Comments 

 
  Yes     

 
  Unprompted Prompted     

  
If applicable were you given the details of the 
lending organisation (if you were dealing with an 
intermediary)? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 
The card issuer and lending organisation might be 
different to name of the branch visited 

  
Is there any card fee applicable for the Credit card 
you asked for? (e.g. a fixed amount to be paid 
every year for getting the card) 

Written + 
verbal 

Verbal 
only 

N/A N/A No   
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Was the credit limit confirmed to you, or the 
method by which the credit card issuer would 
determine what you credit limit would be?  

Written + 
verbal 

Verbal 
only 

N/A N/A No 
The credit card issuer may want to determine the credit 
limit based on a creditworthiness report 

  

Were you given details of the repayments to be 
made? This should  include the minimum 
repayment amount each month (most likely 
expressed as a percentage of the outstanding 
amount) 

Written + 
verbal 

Verbal 
only 

N/A N/A No 
There might be also be details of the length of time 
credit is extended each month (e.g. 45 days) 

  If Yes, specify the repayment details Text box   

  

Was the method by which payments would be 
allocated to outstanding amounts explained? 
(different rates may apply to different outstanding 
balances) 

Written + 
verbal 

Verbal 
only 

N/A N/A No 

An order of payments for every credit card specifies 
which balance(s) will be paid first. In nearly all cases 
payments apply to lowest-rate balances first - highest-
rate last. 

  If Yes, please specify Text box   

  
Was the total amount repayable given to you? 
(based on a purchase of 1,500€ paid back over one 
year) 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 

Shoppers will be briefed to ask about the total cost (total 
amount repayable) of borrowing 1,500 euros over one 
year. This would assume any other balances are settled 
in full each month by the repayment date. 

 
Was the duration of the credit specified as being 
open-ended? 

Written + 
verbal 

Verbal 
only 

N/A N/A No   

  

Were you advised of any restrictions on how you 
could use the credit (e.g. What you could use the 
credit to purchase, or maximum usage in a week 
or month)? 

Written + 
verbal 

Verbal 
only 

N/A N/A No   

 
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the 
provider. 
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Cost of the credit Answer choices Comments 

 
  Yes     

 
  Unprompted Prompted     

  
Were you given details of the proposed 
rate of interest? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  
If Yes, please give details e.g. Was it fixed 
or variable (if variable were you given 
details of the index it was linked to?) 

Text box   

  
Were you given the value of the proposed 
rate of interest? (e.g.  5%) 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  

If applicable did the details of the 
proposed rate of interest include any 
variations to be applied based on different 
types of balances ? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No See explanation in the scenario 

  If yes, please give details Text box   

  
If applicable did the details include any 
charges for different kinds of drawdown? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No   

  If yes, please give details Text box   

  
Was the APR expressed as a percentage 
given to you? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 

The term annual percentage rate (APR) is a rate 
expressed in percentage that represents the rate 
you pay in total for the loan on average through 
the year that combines the borrowing rate and any 
other charges. 

  If Yes, what was the rate? Text box 
If there is more than one rate because of cash vs 
purchases, or balance transfers, we need all 
relevant rates 

  
Were you informed how the APR given to 
you would be calculated? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 
We are looking for each of component charge that 
is included in the calculation for APR 
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  If Yes, please specify Text box   

  

Were there any other conditions attached 
to the credit card in question? E.g. That 
you had to take out an insurance policy or 
similar? 

Written + 
verbal 

Verbal 
only 

Written + 
verbal 

Verbal 
only 

No 
Some credit card issuers will insist on payment 
protection insurance. If this is the case we need the 
cost 

  If Yes, please specify Text box   

 
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the 
provider. 

 

 
Any related costs Answer choices Comments 

 

Was there a requirement for you to have 
a current account with the Credit provider 
in order for you to obtain the credit card? 

Yes No         

 
If Yes, provide details Text box   

  
Were there any additional charges for 
making repayments by a specific means 
(other than by direct debit?) 

Yes No         

  
Were any possibility for partial repayment 
of the balance? 

Yes No         

  
Were any charges for late payments 
specified? 

Yes No         

  If Yes, provide details Text box We need to record the charges 

  
Were the consequences of missing 
payments made clear to you? 

Yes No         

  If Yes, provide details Text box We need to record the charges 

  
Were any conditions under which the 
charges mentioned above could be 

Yes No         
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changed by the lender 

  If Yes, provide details Text box   

  
Was the cost of the card provider issuing a 
default notice mentioned? 

Yes No         

  If Yes, provide details Text box   

  
Were there any other charges specified? 
(E.g in case of cash withdrawal at a ATM) 

Yes No         

  If Yes, provide details Text box   

 
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the provider. 

 
Other legal aspects Answer choices Comments 

  
Was your right to withdraw from the 
credit card agreement within 14 days 
explained? 

Yes No         

  If Yes, provide details  Text box   

 

Did the credit card issuer's representative 
explain that should the credit card issuer 
decide to decline your application after 
consultation with a credit referencing 
agency you would be informed 
immediately? 

Yes No         

 
  
* Blue refers to questions of the scenario. These elements have to be confirmed in case the information is not provided promptly by the 
provider. 
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The application process and quality of 
information 

Answer choices Comments 

 

If visiting a high street branch was it easy 
to see someone about your credit card 
enquiry? 

Yes No         

  
Were you able to obtain a personalised 
pre-contract (SECCI) document containing 
detailed credit information? 

Yes, 
without 
asking 

Yes, but 
had to 

ask 
No     

Consumers are entitled to written pre-contract 
documents so if not offered they should be 
requested 

  
Were you given any other information? 
(E.g. Risks that could lead to increased 
costs) 

Yes, 
without 
asking 

Yes, but 
had to 

ask 
No     

You may be given documents that explain 
circumstances which might lead to increases in 
costs 

  
If Yes, please upload these documents or 
provide details 

Provide a description of the documents uploaded   

  
Was it difficult to understand the 
information given to you? 

Yes No         

  If Yes, provide details Text box 
Please list the various aspects you found difficult to 
understand 

  

Where there manners in which 
information was provided to you (oral 
explanation, documents, etc…) that were 
particularly difficult to understand ? 

Yes No         

  If Yes, provide details Text box 

Please list the particularly easy and the particularly 
difficult manners. Please make a clear distinction 
between both aspect. E.g: Difficult manners were… 
and Easy manners were...  

 

Did the lender's representative ensure 
that you had all the information you 
needed to make a decision about your 
loan? 

Yes No         
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Annex 15 Consumer survey questions 

Hello, my name is [NAME], calling from Ipsos a market research company. We are doing a study on behalf of the European Commission about the 
experience people have with obtaining credit and loans, and the institutions such as banks and financial companies that provide credit and loans. I assure 
you that the information you provide to us is confidential and will only be used in aggregate.   
 
Section 1. Current use of loans 
 
1. To help me make the questionnaire more relevant, could you tell me whether you had any of the following loans or credit in the past five years? 

(READ OUT EACH STATEMENT – ONLY ONE ANSWER POSSIBLE PER ROW) 

IF NO FOR ALL IN Q1, ASK Q2: 
2. Have you tried to obtain this type of loan or credit in the past five years, but more than three months ago?  
 
FOR EACH “YES” (CODE 1) IN Q1 OR “YES” (CODE 1) IN Q2, ASK IMMEDIATELY AFTER: 
3. And, is this loan “secured” that is, you are using your mortgage, as security or another kind of deposit or pledge, to guarantee the loan? (READ OUT 

EACH STATEMENT – ONLY ONE ANSWER POSSIBLE PER ROW)  
 

 

Q1: Had loan 

IF NO TO Q1: 

Q2 

Tried loan 

IF YES TO Q1 or 

Q2, 

Q3 

 
Yes No Yes No 

Yes 

Secured 

No, not 
secured 

Authorised overdraft – this allows you to 
temporarily access funds even if you do not 
have the money in your account. 

1 2 1 2 1 2 
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A personal loan – a general loan which is not 
linked to the purchase of a particular good 
or service. 

1 2 1 2 1 2 

Revolving credit – a loan that allows you to 
choose when and how much you borrow or 
pay back within the fixed limit 

1 2 1 2 1 2 

Credit card – requires the payment of a 
specified minimum balance each month and 
not of the full balance shown on the 
statement 

1 2 1 2 1 2 

Store card – is similar to a credit card but the 
card is issued by a retailer and not by a 
financial institution 

1 2 1 2 1 2 

Car loan – a loan obtained to purchase a car 1 2 1 2 1 2 

Student loan – a special loan for the 
purposes of financing the cost of education 

1 2 1 2 1 2 

Home collected credit - a loan offered by 
specialist lenders with typically more than 1 
month maturity.  

1 2 1 2 1 2 

Payday loan – a loan which generally has to 
be repaid in a short time period such as one 
month.  

1 2 1 2 1 2 

 
 
RECORD VARIABLE TRIED = 1 IF YES TO ANY IN Q2.  
 
IF RESPONDENT HAS NO LOANS in Q1 (CODE 2) and HAS NOT TRIED TO OBTAIN LOANS (CODE 2 in Q2), THANK AND CONCLUDE INTERVIEW. 
 



Annex 15│ Consumer survey questions 
 

 

 
 

 

 

 
                                                                                                                                                                                           
433  

 

MAXIMUM 20% FROM RESPONDENTS WHO HAVE “ONLY TRIED” TO OBTAIN A LOAN 
 
 
IF YES TO ANY IN Q2 (TRIED = 1), READ: 
For the remainder of this survey, we would ask that you think about the credit product you tried to obtain when we ask about credit products.  
 
FOR EACH UNSECURED LOAN HELD IN Q1 (CODE 1) OR TRIED TO OBTAIN (CODE 1) IN Q2  and unsecured, ASK Q4: 
 

4. Was the value of the loan or limit on the credit card between 200 eurosand 75,000 euros? (READ OUT STATEMENT MENTIONED IN Q1– ONLY ONE 
ANSWER POSSIBLE PER ROW) 

 

  Yes No DK/NA 

1 Authorised overdraft 1 2 3 

2 Unsecured personal loan 1 2 3 

3 Revolving credit 1 2 3 

4 Credit card 1 2 3 

5 Store card 1 2 3 

6 Store/catalogue/mail order instalment credit 1 2 3 

7 Car loan 1 2 3 

8 Student loan 1 2 3 

9 Home collected credit 1 2 3 

10 Payday loan 1 2 3 

 
* [note: for countries not using Euros, convert to local currency at current exchange rates / round for ease of administration] 
 
CONTINUE IF LOAN IS BETWEEN 200 AND 75,000 EUROS. OTHERWISE, THANK AND CONCLUDE INTERVIEW. 
 
IF MORE THAN ONE CREDIT PRODUCT AT Q4, ASK Q5.  
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5. Which one product have you taken out or tried to obtain most recently? (READ OUT – ONLY ONE ANSWER POSSIBLE -  INSERT ALL RESPONSES FROM 
Q4 BETWEEN 200 AND 75K) 

1  Authorised overdraft 

2  Unsecured personal loan 

3  Revolving credit 

4  Credit card 

5  Store card 

6  Store/catalogue/mail order instalment credit 

7  Car loan 

8  Student loan 

9  Home collected credit 

10  Pay day loan 

 
 
RECORD LOAN TYPE [RESPONSE TO Q4 OR MOST RECENT LOAN IN Q5]. 
 
6. Which best describes the lender you used for your [insert loan type]? 

(READ OUT – ONLY ONE ANSWER POSSIBLE) 

1  Your bank (the bank where you currently have an account) 

2  Another bank 

3  Non-bank financial institution 

4  Other lender (e.g. seller of a good) 

5  An online lender (meaning an institution that does not have any branches or offices) 

6  Another institution 

 
 
7. Was this institution based in your home country or another country?  
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(READ OUT - ONLY ONE ANSWER POSSIBLE) 

1  Home country 

2  Another country 

3  Don’t know 

 
IF ‘TRIED ONLY’ (CODE 1 AT Q2), SKIP Q8 AND Q9 
 
8. Since you took the loan, have you tried to... (READ OUT EACH STATEMENT – ONLY ONE ANSWER POSSIBLE PER ROW) 

 
FOR EACH YES (CODE 1) in Q8, ASK DIRECTLY AFTERWARDS: 
9. Was your attempt to [INSERT STATEMENT FROM Q8] successful or not successful?  

(ONLY ONE ANSWER POSSIBLE PER ROW) 

 

  Q8. Q9. 

  Yes No Successful 
Not 

successful 

A 
Withdraw from the contract within the 
14 day grace period after signing  

1 2 1 2 

B 
Repay the loan before the end of the 
term 

1 2 1 2 

C Consolidate the loan 1 2 1 2 

D 
Re-arrange the schedule or the amount 
of repayments 

1 2 1 2 

E Change the currency of the loan 1 2 1 2 

F Change the value of interest rate 1 2 1 2 

E Change of type of interest rate 1 2 1 2 

F Other 1 2 1 2 
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TO ALL 

Section 2: Information and knowledge  

10. Did you use any of the following sources when investigating options for a credit product? (READ OUT EACH STATEMENT – ONLY ONE ANSWER 
POSSIBLE PER ROW) 

 

  Yes No DK 

1 Bank websites 1 2 9 

2 Online lending institutions 1 2 9 

3 Information provided by phone 1 2 9 

4 Government websites 1 2 9 

5 Newspapers 1 2 9 

6 Leaflets 1 2 9 

7 Television advertisements 1 2 9 

8 Radio advertisements 1 2 9 

9 Recommendation from family or friends 1 2 9 

10 Internet (e.g. forum) 1 2 9 

11 Consumer organisation or NGO 1 2 9 

12 Information from a branch of lending institution 1 2 9 

 
 
11. On a scale from 1 to 10, where ‘1’ means you strongly disagree and 10 means you strongly agree, please indicate the extent to which each statement 

describes your experience when investigating loan options: (READ OUT EACH STATEMENT – ONLY ONE ANSWER POSSIBLE PER ROW) 

 

 STRONGLY 
DISAGREE 

    STRONGLY 
AGREE 

DK/ 
NA 

 1 2 3 4 5 6 7 8 9 10 11 

A I could easily find information on a loan 1 2 3 4 5 6 7 8 9 10 11 
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B The information was clear 1 2 3 4 5 6 7 8 9 10 11 

C I could compare offers easily 1 2 3 4 5 6 7 8 9 10 11 

D If I asked for explanations, they were provided  1 2 3 4 5 6 7 8 9 10 11 

E Explanations were clear 1 2 3 4 5 6 7 8 9 10 11 

F There was a sufficient choice of offers 1 2 3 4 5 6 7 8 9 10 11 
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12. Do you feel well informed about...:  
(READ OUT EACH STATEMENT – ONLY ONE ANSWER POSSIBLE PER ROW) 

  
Yes, 

very well 
informed 

Yes, 
somewhat 
informed 

No,  
not well 

informed 

Not 
informed 

at all 

A 
Where to go to if you have a complaint about a 
loan or credit card application process 

1 2 3 4 

B 
Your rights as a consumer when getting a loan or 
credit card 

1 2 3 4 

C 
Where to go for quotes and information on 
obtaining a credit card or loan 

1 2 3 4 

 
IF LOAN IS ‘STUDENT LOAN’, SKIP Q13 and Q14 AND GOTO Q15 
 
13. How many creditors did you obtain information from when you were looking for your most recent loan? (READ OUT - ONLY ONE ANSWER POSSIBLE) 

 

1  1 creditor 

2  2 creditors 

3  3 creditors 

4  More than 3 creditors 

5  Don’t know 

 
14. Was one of these creditors your home bank, that is, the financial institution where you conduct most of your financial transactions? (ONLY ONE 

ANSWER POSSIBLE) 
 

1  Yes 

2  No 

3  Don’t know 
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15. Please think now about creditor(s) you investigated when you were looking for your most recent loan. To what extent does each of the following 
describe the creditor(s) for your [INSERT LOAN TYPE]:  
(READ OUT EACH STATEMENT AND SCALE – ONLY ONE ANSWER POSSIBLE PER ROW) 
 

  
Completely 

agree 
Somewhat 

agree 
Somewhat 

disagree 
Completely 

disagree 
Don’t 
know 

A 
The information provided 
was comprehensive 

1 2 3 4 9 

B 
Very open and shared 
information easily 

1 2 3 4 9 

C 
The information provided 
was clear 

1 2 3 4 9 

D Willing to answer questions 1 2 3 4 9 

E 
Required me to contact them 
personally 

1 2 3 4 9 
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16. To the best of your knowledge, are creditors required to provide the following information prior to signing the contract?  
(READ OUT EACH STATEMENT – ONLY ONE ANSWER POSSIBLE PER ROW) 

 

  Yes No 
DK/ 
NA 

1 Early repayment clause 1 2 3 

2 Withdrawal clause during the first 14 days of the contract 1 2 3 

3 Type of borrowing rate (fixed or variable) 1 2 3 

4 Value of borrowing rate 1 2 3 

5 

The APR or the annual percentage rate of charge  
READ IF NECESSARY: This is the annual rate of charge for the 
credit, or the rate of the amount you pay in total for the loan 
on average through the year combining the borrowing rate 
and any other charges. 

1 2 3 

 
 
IF ONLY TRIED IN Q2, SKIP Q17 TO Q27 AND GOTO Q28. 
Please think now about the contract for your [INSERT LOAN TYPE].  

17. To the best of your knowledge, were the following included in your contract? 
(READ OUT - ONLY ONE ANSWER POSSIBLE PER ROW) 

 

  Yes No 
DON’T 
KNOW 

1 
The right to withdraw within 14 days after you signed 
the contract  

1 2 3 

2 A right to early repayment 1 2 3 

 
 
18. If you wanted to pay your credit product before the end of the term, would your contract require you to pay a penalty charge? That is, does your 

contract state that you would have to pay a fee for early repayment? (ONLY ONE ANSWER POSSIBLE) 
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1  Yes 

2  No 

3  Don’t know 

 
19. Is the borrowing rate for your [INSERT LOAN TYPE] a fixed rate or a variable rate?  (ONLY ONE ANSWER POSSIBLE) 

 

1  Fixed 

2  Variable 

3  Don’t know 
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20. What was the initial borrowing rate of your [INSERT LOAN TYPE]: 

(WRITE IN NUMBER BELOW) 

 

  ______________________ 

99  Don’t know 

 
 
21. In addition to the borrowing rate, there is also an annual percentage rate of charge or APR. This is a rate expressed in percentage that represents the 

rate you pay in total for the loan on average through the year that combines the borrowing rate and any other charges. Is the APR specified in your 
loan contract? (ONLY ONE ANSWER POSSIBLE) 

 

1  Yes 

2  No 

3  Don’t know 

 
 
Section 3: Complaint and Dispute Issues  
 
22. Thinking now about any credit you have had in the last five years, have you had any problems or issues with the credit or the creditor? (READ OUT - 

ONLY ONE ANSWER POSSIBLE) 

 

1  Yes 

2  No 

3  Don’t know / no response 

 
 
IF YES IN Q22, ASK Q23 AND Q24: 
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23. And, specifically have you had many problems, a few problems or one problem? (READ OUT - ONLY ONE ANSWER POSSIBLE) 

1  Many problems 

2  A few problems 

3  One problem 
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24. And overall, would you consider your problems to be major or minor? (READ OUT - ONLY ONE ANSWER POSSIBLE) 

1  Minor problem 

2  Major problem 

3  Both 

 
 
25. Have you made a formal complaint as a result of any of these problems? (READ OUT - ONLY ONE ANSWER POSSIBLE) 

 

1  Yes, to the lender 

2  Yes, to a third party such as ombudsman, consumer organisation, consumer protection agency 

3  No 

 
 

IF YES (CODE 1 OR 2) IN Q25, ASK: 

26. Was your issue resolved as a result of registering a formal complaint and have you taken further action? (READ OUT - ONLY ONE ANSWER POSSIBLE) 

 

1  Yes 

2  Partly, I have taken no further action 

3  Partly, I have taken further action 

4  No, I have taken no further action 

5  No, I have taken further action 

 
 

IF NO FURTHER ACTION REPORTED (CODE 2 OR CODE 4) AT Q26, ASK: 
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27. Why did you not proceed further? (READ OUT - MULTIPLE RESPONSES POSSIBLE) 

 

1  I did not know where to go 

2  I did not believe it would help 

3  Issue was too minor 

4  I did not have time 

5  The procedure was too complex 

6  I tried but I have given up 

9  Other: specify 

 
 
  



Annex 15│ Consumer survey questions 
 

 
 

 

 

 

  446 
 

TO ALL 

Section 4: Overall satisfaction 

28. On a scale from 1 to 10, where 1 means not satisfied at all and 10 means completely satisfied, how satisfied are you with each of the following with 
respect to your [INSERT LOAN TYPE]? 
(READ OUT EACH STATEMENT – ONLY ONE ANSWER POSSIBLE PER ROW) 
 

 

29. O
n a 
scale 
from 

1 to 
10 , 
wher
e 1 

mea
ns 

you 
do 

not 
trust 

at all and 10 means fully trust, to what extent do you trust the following loan providers to obey the laws which are in place to protect the rights of 
consumers?   

READ OUT EACH STATEMENT – ONLY ONE ANSWER POSSIBLE PER ROW) 

 DO NOT TRUST 
AT ALL 

 COMPLETELY TRUST DK/ 
NA 

 1 2 3 4 5 6 7 8 9 10  

 NOT SATISFIED 
AT ALL 

 COMPLETELY 
SATISFIED 

DK/ 
NA 

 1 2 3 4 5 6 7 8 9 10  

A Quality of customer service for your current loan 1 2 3 4 5 6 7 8 9 10 11 

B Customer support through a call centre (READ IF REQUIRED: 
That is a general number not associated with a branch or 
personal contact) 

1 2 3 4 5 6 7 8 9 10 11 

C 
Choice of the offers 1 2 3 4 5 6 7 8 9 10 11 

D Level of fees charged for the loan received 1 2 3 4 5 6 7 8 9 10 11 

E Direct contact with the provider of the loan 1 2 3 4 5 6 7 8 9 10 11 

F Online contact with the provider of the loan 1 2 3 4 5 6 7 8 9 10 11 
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A) Providers 

5 Banks 1 2 3 4 5 6 7 8 9 10 11 

6 Financial institutions other than banks 1 2 3 4 5 6 7 8 9 10 11 

7 Sellers providing credits 1 2 3 4 5 6 7 8 9 10 11 

8 Online loan providers 1 2 3 4 5 6 7 8 9 10 11 
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TO ALL 

Socio-Demographic Profile 

D1. Gender 

(DO NOT ASK‐ MARK APPROPRIATE) 
 

1  Male 

2  Female 

 

D2. How old are you? 

(Write in THE AGE) 
 

  _____________________ years-old 

99  [REFUSAL/NO ANSWER] 

 
 
D3. How old were you when you completed your full‐time education? 

(Write in THE AGE WHEN EDUCATION WAS TERMINATED) 
 

  _____________________ years-old 

00  [STILL IN FULL TIME EDUCATION] 

01  [NEVER BEEN IN FULL TIME EDUCATION] 

99  [REFUSAL/NO ANSWER] 

 
 
IF STILL IN EDUCATION IN D3, SKIP D4. 
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D4. Which of the following best describes your current employment status? 

[ONE ANSWER ONLY] 

1  Employed full time outside the home 

2  Employed part time outside the home 

3  Self employed 

4  Not employed outside the home 

4  Retired 

9  (Refusal) 

 
D5. Which best describes where you live...? (READ OUT - ONLY ONE ANSWER POSSIBLE) 
 

1  Metropolitan area or City 

2  A town 

3  Rural  

9  (Refusal) 

 
 

D6. Do you have access to the Internet at your home? (ONLY ONE ANSWER POSSIBLE) 

1  Yes 

2  No 

 

D7. Which of the following categories best describes the total monthly household income before tax? 
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[DP: CATEGORIES WILL BE ADJUSTED BY COUNTRY / NO UNIQUE LIST / WILL BE DIFFERENT FOR EACH COUNTRY] 
 

1  Under lowest quartile 

2  Between lowest quartile and median 

3  Between median and highest quartile 

4  Above highest quartile 

5  Don’t know/ 

6  Prefer not to answer 

 
 

D8. During the last twelve months, would you say you had difficulties to pay your bills at the end of the month…? 
 

1  Most of the time 

2  From time to time 

3  Almost never\ never 

9  Refusal (SPONTANEOUS) 

 
 
D9. Do you either fully or jointly hold a mortgage on a property such as your home, a rental property or a 2nd home? (ONLY ONE ANSWER POSSIBLE) 

1  Yes 

2  No 

 

D10. Compared to five years ago, would you say that the level of personal debt that you hold has (READ OUT - ONLY ONE ANSWER POSSIBLE) 
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1  Increased significantly 

2  Increased a little bit 

3  About the same 

4  Decreased a little bit 

5  Decreased a lot 

 
 
D11. From the point of your household budget, do you have ever have problems to repay your loans? (READ OUT - ONLY ONE ANSWER POSSIBLE) 

1  No 

2  Yes, occasionally 

3  Yes, all the time 

 
 

  



Annex 15│ Consumer survey questions 
 

 
 

 

 

 

  452 
 

TO ALL 

Financial literacy 

D12. In the past five years have you thought of applying for credit, but did not apply because you thought your application would not be approved? (ONLY 
ONE ANSWER POSSIBLE) 
 

1  Yes 

2  No 

 
 

D13. You are comparing two offers of a personal loan of 1000 Euros* for one year. In both cases, the loan is repaid through equal monthly repayments. In 
the first offer, the interest rate is 5% and the APR is 8%. In the second offer, the interest rate is 6% and the APR is 7.0%. Which offer will cost you more at 
the end of the one year term? 

(READ OUT - ONLY ONE ANSWER POSSIBLE) 

1  First offer 

2  Second offer 

3  Both the same [volunteered] 

4  Don’t know 

   

*Adapt for currency 
 

Protocol variables (TO BE CODED BY DP) 

P1. Region (NUTS CODES OR EQUIVALENT) 
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P2. Recode city/town size  

1. Less than 2,000 residents 

2. From 2,001 to 10,000 residents 

3. From 10,001 to 20,000 residents 

4. From 20,001 to 50,000 residents 

5. From 50,001 to 100,000 residents 

6. From 100,001 to 500,000 residents 

7. More than 500,001 residents 
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Annex 16 Stakeholder survey questionnaires 

The present annex provides the questionnaires used in the surveys of: 
 Regulators (p. 455) 

 National banking associations (p. 469) 

 National associations of lenders other than banks (p.480) 

 Lenders (p. 491) 

 Credit databases (p.498) 

 Consumer associations (p. 502) 

 Consumer protection bodies (p.508) 

 Ombudsman (sector specific or general) (p. 513) 
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A16.1 Survey of regulators 

Name of person responding to the 
survey 

 

Contact details of person responding 
to the survey 

 

 Address  

 Telephone  

 e-mail address  

 

Which are the main providers in your 
country of consumer credit not secured by 
real estate property? Please list the 10 
largest credit institutions (banks) and the 10 
largest non-bank specialist lenders.   

10 largest credit institutions (i.e. deposit-taking institution) 
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10 
 
10 largest specialist lenders (non-deposit-taking institution)  
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10 
 

Please, provide overleaf an estimate for 
2011 of: 
 

a) the share of consumer credit (not 
secured by real estate property) 
extended by credit institutions in 
the total volume of consumer 
credit (not secured by real estate 
property 

b) the share of cross-border consumer 
credit into your home country in 
the total volume of consumer 

Total volume of consumer credit outstanding at the end of the year 
volume (in millions of domestic currency) ……………….. 
Information source 
 
 
Share of consumer credit in total credit to consumers 
share: ….. 
Information source:…. 
 
Share of cross-border consumer credit into the country in total 
consumer credit 
share: ….. 
Information source:…. 
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credit  
c) the share of foreign currency 

consumer credit provided during 
the year in total consumer credit 
provided during the year 

d) the share of foreign currency 
consumer credit outstanding at the 
end of the year in total consumer 
credit outstanding at the end of the 
year 

e) the share of variable rate consumer 
credit provided during the year in 
total consumer credit provided 
during the year 

f) the share of variable rate consumer 
credit outstanding at the end of the 
year in total consumer credit 
outstanding at the end of the year 

Please, provide also the source of this 
information and the year to which the 
information refers 

Share of foreign currency credit provided during the year in total 
consumer credit 
share: ….. 
Information source:…. 
 
Volume foreign currency consumer credit outstanding at the end of 
the year  
volume ( in millions of domestic currency): ….….. 
Information source:…. 
 
Share of variable rate consumer credit in total consumer credit 
provided during the year 
share: ….. 
Information source:…. 
 
Share of variable rate credit outstanding in total consumer credit 
outstanding at the end of the year  
share: ….. 
Information source:…. 
 

Do you have any information on market 
concentration in the provision of consumer 
credit (not secured by real estate property), 
either for the total of such credit or for 
specific types of consumer credit such car 
loans, credit cards, etc.? 
 
Please provide the relevant information in 
the box overleaf together with its source. 

 

Do credit providers use intermediaries to 
distribute various consumer credit (not 
secured by real estate property) products in 
your country? 
If the answer yes, please list the credit 
products in the box overleaf and specify 
whether these credit products are 
exclusively distributed through 
intermediaries or through the credit 
provider directly and/or intermediaries. 
 
Please, provide a description of the 
intermediary channels (post office, 
supermarkets, etc.) and an indication of how 
its importance has changed over the last 5 
years.  
 
Please provide overleaf the name of any 
data source giving quantitative information 
on the importance of the intermediary 
channels in the distribution of credit in your 
country? 

Yes:…. 
No:….. 
 
Types of credit products distributed through intermediaries 
 
 

Product Exclusively 
distributed 
through 
intermediaries  

Direct 
distribution and 
through 
intermediaries 

   

   

   

   

 
 

Description of 
intermediary 
channel 

Change in importance since 2007 

No 
change 

Increased Decreased 

    

    

    

 
 
Name of data source: 
……………………………… 
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……………………………… 
 
 

Please indicate in the box overleaf how 
common different types of consumer credit 
(in domestic currency and in foreign 
currency and by source – domestic versus 
cross-border) are in your home country by 
selecting the relevant box. 
 
For further information on the definition of 
the various types of credit, please see the 
attached table providing precise definitions 
and examples. 

Credit type Very 
common 

Common Rare Does 
not 
exist 

Overdraft facility  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Unauthorised overdraft 

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Personal line of credit  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Credit card from major networks (such as Visa, Mastercard, etc 

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
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cross-border 
provision 

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Charge card  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Charge card – 
foreign 
currency 

    

Retailer/store credit card  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Personal loan (unsecured) by traditional lender  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

High interest loans by specialised lenders (for example, door-
step loans or home collected credit)  

domestic     
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currency, 
domestic 
provision 

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

High interest, short-term loans provided by specialised lenders 
and typically repaid on pay day (for example, payday loans)  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Unsecured credit linked to the acquisition of new good or 
service  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Secured credit linked to the acquisition of a new good. The 
surety is the good  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  
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foreign 
currency, 
cross- 
provision 

    

Credit not linked to the acquisition of a new good or service 
and secured by movable property owned by the borrower  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Car lease / hire with no obligation to purchase at the end of 
contract  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Car lease / hire with obligation to purchase at the end of 
contract  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Other consumer good / service loan through retailer  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 
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foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Other consumer good / service loan directly from lender  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Consumer good lease/hire with no obligation to purchase at 
the end of contract  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Consumer good lease/hire with obligation to purchase at the 
end of contract  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Special student loans granted to a restricted public under a 
statutory provision with a general interest purpose and at a 
lower interest rates than those prevailing on the market  

domestic     
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currency, 
domestic 
provision 

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Other special  loans granted to a restricted public under a 
statutory provision with a general interest purpose and at a 
lower interest rates than those prevailing on the market  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

 
 

  

If you indicated in the previous response 
that a particular type of credit does not exist 
in your country, please explain overleaf why 
this is the case. In particular, please 
elaborate whether this is due to 
regulatory/legal factors.  

 

Please provide overleaf links to data sources 
in your country providing information on the 
relative importance of different types of 
consumer credit in consumers’ total debt (in 
aggregate and/or at the level of the 
household/consumer) 

 

Only for Bulgaria, Estonia, France, Latvia, 
Lithuania, Luxembourg and Portugal 
Does a credit database exist in your 
country? Please tick the relevant box 
overleaf. 
 
If the answer is yes, please provide the 
name and the contact details for the credit 
database in the box overleaf.  
 
If the answer is no, please provide the name 
and the contact details for the alternative 

 

No   

Yes  

Name and contact details 
for  credit database 

 

Name and contact details 
of alternative source of 
information on non-
performing consumer 
credit  
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source of information on non-performing 
consumer credit in the box overleaf 

In your country, are lenders required by law 
or regulation to assess the suitability of a 
credit product to the needs of the borrower 
before signing a credit agreement?  
 
Are there particular requirements for 
foreign currency loans? 
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please provide the 
relevant section of the law/regulation in the 
box overleaf. 
 

General requirement for all lending 
 

No   

Yes  

 
 
Specific requirements for foreign currency lending 
 
 

No   

Yes  

 
Relevant section of the law / regulation 
 
 
 
 
 
 
 
 
 
 
 

What types of credit (among those listed 
above) are most frequently non-
performing?  
 
Please list the types of credit in the box 
overleaf, starting with the type of credit 
with the highest non-performing rate. 
Please indicate clearly whether the 
information relates to credit in domestic or 
foreign currency and fixed (FR) or variable 
rate (VR) by ticking the relevant box 
 
If the information is available, please 
provide for each type of credit, the 
percentage of credit agreements which are 
non-performing.  
 

Type 
of 

credit 

Currency of credit Percentage of 
credit 

agreements 
which are non-
performing, in 

domestic 
currency – fixed 

and variable 
rate 

Percentage of 
credit 

agreements 
which are non-
performing, in 

foreign currency 
– fixed and 

variable rate  

Domestic Foreign 

FR VR FR VR 
FR VR FR VR 

         

         

         

         

         

In your view, are lenders fully aware of their 
obligations, in particular concerning the 
provision of information and of explanations 
to the consumers? 
 
Please tick the relevant box overleaf. 

 

All lenders are aware   

A majority of lenders are 
aware  

 

A minority of lenders are 
aware 
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Do you check whether lenders fulfill their 
obligations, in particular concerning the 
provision of information and of explanations 
to the consumers? 
 
Please tick the relevant box overleaf 
 
If your answer is “Yes”, please describe in 
the box overleaf how you check whether 
lenders fulfill their obligations 
 
 

 

No   

Yes  

 
 
Description of how fulfillment by lenders of their obligations is 
checked 
----------------------------------------------------------------------------- 

Have you taken any enforcement actions in 
2010 or 2011 related to the non-fulfillment 
by lenders of their obligations, in particular 
concerning the provision of information and 
of explanations to the consumers? 
 
Please tick the relevant box overleaf 
 
If your answer is “Yes”, please describe in 
the box overleaf the enforcement actions 
that you have taken 
 

 

No   

Yes  

 
 
Description of enforcement actions 
----------------------------------------------------------------------------- 

In your view, are lenders aware of 
consumers’ rights as borrowers? 
 
Please tick the relevant box overleaf. 

All lenders are aware   

A majority of lenders are 
aware  

 

A minority of lenders are 
aware 

 

 

Do public authorities (national, regional, 
etc.) run special programs/campaigns 
aiming at raising consumers’ financial 
education? 
 
If the answer is yes, please provide overleaf 
a list of such programs/campaigns 
undertaken over the last 3 years  

 

No  

Yes  

 

Name of the 
program / 
campaign 

Last year it was 
run 

Periodicity of 
program 
(quarterly, half-
yearly, annual, 
bi-annual, etc) 

1.   

2.   

3.   

4.   

5.   

6.   

7.   

8.   

9.   

10.   

 
 

If the answer to the previous question is yes, 
please indicate overleaf the form in which 
each of the program(s)/campaign(s) 
was/were run.  
 

 

Name of the program Form 

1.  

2.   

3.   
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Potential forms include: TV, Radio, General 
Printed Press, Specialised Printed Press, 
General Mail, Inserts with credit statements, 
Flyers/other material  handed out in the 
street, Flyers /other material  in lenders’ 
branches, Flyers/other material in offices of 
debt counsellors, Internet – on comparison 
websites, Internet – on institution’s website, 
Internet – social media, in school class 
rooms, other (please specify) 

4.   

5.   

6.   

7.   

8.   

9.   

10.  

 
 

Has any assessment/evaluation been 
undertaken of the impact of such consumer 
financial education programs/awareness? 
 
If the answer is yes, please provide overleaf 
a link to the relevant study. 
 

 
 

No  

Yes  

 
Links: 
……… 
……… 
 
 

Did your country make use of the provision 
under article 2(5) of the CCD to exempt, 
under certain conditions from the 
application of the CCD credit agreements 
concluded by not-for-profit savings mutuals 
or cooperatives fulfilling a social purpose 
specified by legislation and providing credit 
at a below market APR? 
 
If the answer is “Yes”, please  describe 
overleaf the impact of the use of this 
provision on the functioning of the internal 
market and on consumers 
 

 

No  

Yes  

 
 
Description of the impact 
---------------------------------------------------------------------------- 
 
 
 
 

  

Did your country make use of the provision 
under article 2(6) of the CCD to limit the 
application of the CCD in the case of credit 
arrangements in respect of deferred 
payment or repayment methods in cases 
where the consumer is already in default on 
the initial credit agreement? 
 
If the answer is “Yes”, please describe 
overleaf the impact of the use of this 
provision on the functioning of the internal 
market and on consumers 
 
 

 

No  

Yes  

 
 
Description of the impact 
---------------------------------------------------------------------------- 

Does legislation in your country require the 
indication of the annual percentage rate of 
charge in advertising concerning credit 
agreements which does not indicate an 

 

No  

Yes  
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interest rate or any figures relating to any 
cost of credit to the consumer (art 4(1) of 
the CCD)? 
 
If the answer is “Yes”, please describe 
overleaf the impact of such a requirement 
on the functioning of the internal market 
and on consumers 
 

Description of the impact 
---------------------------------------------------------------------------- 

Has your country made use of the provision 
of article 4(2)(c) allowing Member to decide 
that the annual percentage rate of charge 
does not need to be provided in advertising 
for overdraft facilities repayable on demand 
and within 3 months? 
 
If the answer is “Yes”, please describe 
overleaf the impact of the use of the 
provision on the functioning of the internal 
market and on consumers 

 
 

No  

Yes  

 
 
Description of the impact 
---------------------------------------------------------------------------- 
 

Has your country made use of the provision 
of article 6(2) of the CCD allowing Member 
to decide that the annual percentage rate of 
charge does not need to be provided in pre-
contractual information for overdraft 
facilities repayable on demand and within 3 
months? 
 
If the answer is “Yes”, please describe 
overleaf the impact of the sue of the 
provision on the functioning of the internal 
market and on consumers 
 

 
 

No  

Yes  

 
 
Description of the impact 

 
 

Article 10(1) of CCD stipulates that credit 
agreements shall be drawn up on paper or 
on another medium. All the contracting 
parties shall receive a copy of the credit 
agreement. This article shall be without 
prejudice to any national rules regarding the 
validity of the conclusion of credit 
agreements which are in conformity with 
Community law. 
 
Please describe overleaf the impact of this 
article on the functioning of the internal 
market and on consumers 
 

 
Description of the impact 

 
 
 

Has your country made use of the provision 
of article 10(5)(f) of the CCD allowing 
Member States to decide that, in the case of 
credit agreements concerning overdraft 
facilities to be repaid within 3 months or on 
demand, the annual percentage rate of 
charge does not have to be provided? 

 

No  

Yes  
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If the answer is “Yes”, please describe 
overleaf the impact of this article on the 
functioning of the internal market and on 
consumers 
 
 

Description of the impact 

 
 
 
 
 
 

Has your country made use of the provision 
in article 14(2) stating that, where in the 
case of a linked agreement, as defined in 
article 3(n) of the CCD, national legislation at 
the time of the entry into force of the CCD 
already provides that funds cannot be made 
available to the consumer before the expiry 
of a specific period, Member States may 
exceptionally provide that the period of 
withdrawal of 14 days foreseen by the CCD 
may be reduced at the specific request of 
the consumer to the specific period set in 
the national legislation? 
 
If the answer is “Yes”, please describe 
overleaf the impact of the use of the 
provision on the functioning of the internal 
market and on consumers 

 
 

No  

Yes  

 
 
Description of the impact 

 
 

Regarding early repayment, has your 
country made us of the provision of article 
16(4) which stipulates that Member States 
may provide that: 

(a) such compensation may be claimed 
by the creditor only on condition 
that the amount of the early 
repayment exceeds the threshold 
defined by national law. That 
threshold shall not exceed €10 000 
within any  period of 12 months; 

(b) the creditor may exceptionally 
claim higher compensation if he 
can prove that the loss he suffered 
from early repayment exceeds the 
amount determined under 
paragraph 2. If the compensation 
claimed by the creditor exceeds the 
loss actually suffered, the 
consumer may claim a 
corresponding reduction. In this 
case, the loss shall consist of the 
difference between the initially 
agreed interest rate and the 
interest rate at  which the creditor 
can lend out the amount repaid 

 
 

No  

Yes  

 
 
Description of the impact 
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early on the market at the time of 
early repayment, and shall take into 
account the impact of early 
repayment on administrative costs 

 
If the answer is “Yes”, please describe 
overleaf the impact of the use of the 
provision on the functioning of the internal 
market and on consumers 
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A16.2 Survey of national banking associations 

Which are the main providers in your country of 
consumer credit not secured by real estate 
property? Please list the 10 largest credit 
institutions (banks) and the 10 largest non-bank 
specialist lenders.   

10 largest credit institutions (i.e. deposit-taking institution) 
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10 
 
10 largest specialist lenders (non-deposit-taking institution)  
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10 
 

Please, provide overleaf an estimate for 2011 of: 
 

g) the share of consumer credit (not secured 
by real estate property) extended by 
credit institutions in the total volume of 
consumer credit (not secured by real 
estate property 

h) the share of cross-border consumer credit 
into your home country in the total 
volume of consumer credit  

i) the share of foreign currency consumer 
credit provided during the year in total 
consumer credit provided during the year 

j) the share of foreign currency consumer 
credit outstanding at the end of the year 
in total consumer credit outstanding at 
the end of the year 

k) the share of variable rate consumer credit 
provided during the year in total consumer 
credit provided during the year 

l) the share of variable rate consumer credit 
outstanding at the end of the year in total 
consumer credit outstanding at the end of 
the year 

Please, provide also the source of this information 
and the year to which the information refers 

Total volume of consumer credit outstanding at the end of the 
year 
volume (in millions of domestic currency) ……………….. 
Information source 
 
 
Share of consumer credit in total credit to consumers 
share: ….. 
Information source:…. 
 
Share of cross-border consumer credit into the country in total 
consumer credit 
share: ….. 
Information source:…. 
 
Share of foreign currency credit provided during the year in total 
consumer credit 
share: ….. 
Information source:…. 
 
Volume foreign currency consumer credit outstanding at the end 
of the year  
volume ( in millions of domestic currency): ….….. 
Information source:…. 
 
Share of variable rate consumer credit in total consumer credit 
provided during the year 
share: ….. 
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Information source:…. 
 
Share of variable rate credit outstanding in total consumer credit 
outstanding at the end of the year  
share: ….. 
Information source:…. 
 

Do you have any information on market 
concentration in the provision of consumer credit 
(not secured by real estate property), either for the 
total of such credit or for specific types of consumer 
credit such car loans, credit cards, etc.? 
 
If Please provide the relevant information in the box 
overleaf together with its source. 

 

Do credit providers use intermediaries to distribute 
various consumer credit (not secured by real estate 
property) products in your country? 
If the answer yes, please list the credit products in 
the box overleaf and specify whether these credit 
products are exclusively distributed through 
intermediaries or through the credit provider 
directly and/or intermediaries. 
 
Please, provide a description of the intermediary 
channels (post office, supermarkets, etc.) and an 
indication of how its importance has changed over 
the last 5 years.  
 
Please provide overleaf the name of any data source 
giving quantitative information on the importance of 
the intermediary channels in the distribution of 
credit in your country? 

Yes:…. 
No:….. 
 
Types of credit products distributed through intermediaries 
 
 

Product Exclusively 
distributed 
through 
intermediaries  

Direct 
distribution and 
through 
intermediaries 

   

   

   

   

 
 

Description of 
intermediary 
channel 

Change in importance since 2007 

No 
change 

Increased Decreased 

    

    

    

 
 
Name of data source: 
……………………………… 
……………………………… 
 
 

Please indicate in the box overleaf how common 
different types of consumer credit (in domestic 
currency and in foreign currency and by source – 
domestic versus cross-border) are in your home 
country by selecting the relevant box. 

 

Credit type Very 
common 

Common Rare Does 
not 
exist 

Overdraft facility  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign     
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currency, 
cross- 
provision 

Unauthorised overdraft 

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Personal line of credit  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Credit card from major networks (such as Visa, Mastercard, etc 

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Charge card  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
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domestic 
provision  

foreign 
currency, 
cross- 
provision 

    

Charge card – 
foreign 
currency 

    

Retailer/store credit card  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Personal loan (unsecured) by traditional lender  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

High interest loans by specialised lenders (for example, door-
step loans or home collected credit)  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

High interest, short-term loans provided by specialised lenders 
and typically repaid on pay day (for example, payday loans)  

domestic 
currency, 
domestic 
provision 
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domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Unsecured credit linked to the acquisition of new good or 
service  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Secured credit linked to the acquisition of a new good. The 
surety is the good  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Credit not linked to the acquisition of a new good or service 
and secured by movable property owned by the borrower  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
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provision 

Car lease / hire with no obligation to purchase at the end of 
contract  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Car lease / hire with obligation to purchase at the end of 
contract  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Other consumer good / service loan through retailer  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Other consumer good / service loan directly from lender  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  
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foreign 
currency, 
cross- 
provision 

    

Consumer good lease/hire with no obligation to purchase at 
the end of contract  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Consumer good lease/hire with obligation to purchase at the 
end of contract  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Special student loans granted to a restricted public under a 
statutory provision with a general interest purpose and at a 
lower interest rates than those prevailing on the market  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Other special  loans granted to a restricted public under a 
statutory provision with a general interest purpose and at a 
lower interest rates than those prevailing on the market  

domestic 
currency, 
domestic 

    



Annex 16│ Stakeholder survey questionnaires 
 

 
 

 

 

 

  476 
 

provision 

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

 

If you indicated in the previous response that a 
particular type of credit does not exist in your 
country, please explain overleaf why this is the case. 
In particular, please elaborate whether this is due to 
regulatory/legal factors. 

 

Please provide overleaf links to data sources in your 
country providing information on the relative 
importance of different types of consumer credit in 
consumers’ total debt (in aggregate and/or at the 
level of the household/consumer) 

 

Does your association have data on the level of 
indebtedness of consumers? If yes, please provide 
overleaf a web link to such information or attach the 
data/document to your reply. 

Information of consumer indebtedness is available. 
Yes:…. 
No:….. 
 
Link to information:……….. 
 
 
Document/data is attached 

What types of credit (among those listed in the list 
above of different types of credit) are most 
frequently non-performing?  
 
Please list the types of credit in the box overleaf, 
starting with the type of credit with the highest non-
performing rate. Please indicate clearly whether the 
information relates to credit in domestic or foreign 
currency credits 
 
If the information is available, please provide for 
each type of credit, the percentage of credit 
agreements which are non-performing.  
 

Type of 
credit 

Currency of credit Percentage of 
credit 

agreements 
which are 

non-
performing, in 

domestic 
currency 

Percentage 
of credit 

agreements 
which are 

non-
performing, 

in foreign 
currency  

Domestic Foreign 

     

     

     

     

Please provide overleaf your best estimate of the 
share in total consumer credit (not secured by real 
estate property) of cross-border credit provision 
through branches or subsidiaries of institutions from 
outside your country or through direct provision by 
institutions outside your country 

Share of total consumer credit (not secured by real estate 
property) provided by: 
1. branches of foreign institutions:… 
2. subsidiaries of foreign institutions:…. 
3. directly by institutions from outside your country:…. 
 

Please list in the box overleaf the key barriers the 
members of your association face in providing cross-
border credit through branches or subsidiaries of 
institutions outside your country or through direct 
provision to borrowers outside your country 

 

Barriers faced in cross-border consumer credit provision 

Type of cross-border 
provision 

Nature of the barriers 

Subsidiaries  

Branches  
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Direct cross-border 
lending 

 

 

Did the adoption and transposition of the CCD have 
any impact on the overall volume of new credit 
granted? Please tick the relevant box overleaf. 
 
If the answer is yes, please tick the box overleaf 
which best describes the impact of the CCD on the 
volume of new credit extended  

 

No  

Yes  

 
 

Quantitative impact of the CCD on the volume of new 
consumer credit  

More 
than 
+10% 

+5% 
to 
10%  

0% 
to 
+4.9
% 

0% 0%  
to -
4.9% 

-5% 
to -
10% 

more 
than 
10% 

       

 
 

In your country, are lenders required by law or 
regulation to assess the suitability of a credit 
product to the needs of the borrower before signing 
a credit agreement?  
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please provide the relevant 
section of the law/regulation in the box overleaf. 
 

 
 

No   

Yes  

 
 
 

In your view, has consumer satisfaction with the 
provision of information received as part of the 
negotiation of a credit agreement risen/fallen over 
the last five years? 
 
Please tick the relevant box overleaf. 

 

Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, has consumer satisfaction with the 
rights of withdrawal from a contract agreement 
risen/fallen over the last five years? 
 
Please tick the relevant box overleaf. 

 

Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, has consumer satisfaction with the 
rights of early repayment of a consumer credit 
risen/fallen over the last five years? 
 
Please tick the relevant box overleaf. 

 

Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

If relevant, does the use by your national authorities 
of the option (in the transposition of the CCD) under 
article 2(5) of the CCD to exclude certain types of 
consumer credit from some of the CCD obligations 
impact on the functioning of the domestic credit 
market?  
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please describe the impact. 
 

 
 

No   

Yes  

 
Description of the impact: 
…………………………………………………………………………. 

If relevant, does the use by your national authorities 
of the option (in the transposition of the CCD) under 
article 2(6) of the CCD to exclude arrangements in 
respect of deferred payment or repayment methods 
from some of the CCD obligations impact on the 

 
 

No   

Yes  
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functioning of the domestic credit market?  
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please describe the impact. 
 

Description of the impact: 
…………………………………………………………………………. 

The CCD provides for that agreements involving a 
total amount of credit less than €200 or more than 
€75 000 are outside the scope of the CCD. 
 
Do these thresholds impact on the functioning of 
the domestic consumer credit market? 
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please describe the impact. 
 
 

 

No   

Yes  

 
Description of the impact: 
…………………………………………………………………………. 

Is the standard amount of credit indicated in 
assumptions in Annex I (namely €1 500) 
representative for the majority of credit products in 
your country? 
 
Please tick the relevant box overleaf. 
 
If the answer is no, please provide overleaf an 
estimate of the amount which would be 
representative. 
 

 

Yes  

No  

 
Amount of credit : 
…………………………………………………………………………. 

In the case of early repayment, article 16 of the CCD 
specifies that compensation may not exceed: 

 1% of the amount of credit repaid early if 
the period of time between the early 
repayment and the agreed termination of 
the credit agreement does exceed 1 year  

 0,5% of the amount of the credit repaid 
early if the period of time between the 
early repayment and the agreed 
termination of the credit agreement does 
not exceed 1 year  

 
Moreover, article 16(4) allows Member States to 
specify that compensation may be claimed by a 
creditor only on the condition that the amount of 
early repayment exceeds the threshold defined by 
national law, subject to the condition that the 
threshold does not exceed €10 000 within any 
period of 12 months.  
 
Please provide overleaf the threshold and 
compensation percentages applied in your country. 

 
 
 
 
 
 
 
 
 
 
 

Threshold in €  

Percentage for credits 
with a remaining term of 
more than 1 year 

 

Percentage for credits 
with a remaining term of 
less than 1 year 

 

 

Do the threshold and percentages applied in your 
country impact on the functioning of the domestic 
credit market? 
 
Please tick the relevant box overleaf. 
 
 
If your answer is yes, please describe overleaf the 
impact 

 

No   

Yes  

 
Description of the impact: 
…………………………………………………………………………. 
…………………………………………………………………………. 
 

Alternative threshold and percentages 
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If your answer is yes, please provide alternative 
threshold and percentage figures which, in your 
view, would improve the function of the domestic 
consumer credit market.  

Threshold in €  

Percentage for credits 
with a remaining term of 
more than 1 year 

 

Percentage for credits 
with a remaining term of 
less than 1 year 
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A16.3 Survey of national associations of lenders other than banks 

Which are the main providers in your country of 
consumer credit not secured by real estate 
property? Please list the 10 largest credit 
institutions (banks) and the 10 largest non-bank 
specialist lenders.   

10 largest credit institutions (i.e. deposit-taking institution) 
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10 
 
10 largest specialist lenders (non-deposit-taking institution)  
1. 
2. 
3. 
4. 
5. 
6. 
7. 
8. 
9. 
10 
 

Please, provide overleaf an estimate for 2011 of: 
 

m) the share of consumer credit (not secured 
by real estate property) extended by 
credit institutions in the total volume of 
consumer credit (not secured by real 
estate property 

n) the share of cross-border consumer credit 
into your home country in the total 
volume of consumer credit  

o) the share of foreign currency consumer 
credit provided during the year in total 
consumer credit provided during the year 

p) the share of foreign currency consumer 
credit outstanding at the end of the year 
in total consumer credit outstanding at 
the end of the year 

q) the share of variable rate consumer credit 
provided during the year in total consumer 
credit provided during the year 

r) the share of variable rate consumer credit 
outstanding at the end of the year in total 
consumer credit outstanding at the end of 
the year 

Please, provide also the source of this information 
and the year to which the information refers 

Total volume of consumer credit outstanding at the end of the 
year 
volume (in millions of domestic currency) ……………….. 
Information source 
 
 
Share of consumer credit in total credit to consumers 
share: ….. 
Information source:…. 
 
Share of cross-border consumer credit into the country in total 
consumer credit 
share: ….. 
Information source:…. 
 
Share of foreign currency credit provided during the year in total 
consumer credit 
share: ….. 
Information source:…. 
 
Volume foreign currency consumer credit outstanding at the end 
of the year  
volume ( in millions of domestic currency): ….….. 
Information source:…. 
 
Share of variable rate consumer credit in total consumer credit 
provided during the year 
share: ….. 
Information source:…. 
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Share of variable rate credit outstanding in total consumer credit 
outstanding at the end of the year  
share: ….. 
Information source:…. 
 

Do you have any information on market 
concentration in the provision of consumer credit 
(not secured by real estate property), either for the 
total of such credit or for specific types of consumer 
credit such car loans, credit cards, etc.? 
 
If Please provide the relevant information in the box 
overleaf together with its source. 

 

Do credit providers use intermediaries to distribute 
various consumer credit (not secured by real estate 
property) products in your country? 
If the answer yes, please list the credit products in 
the box overleaf and specify whether these credit 
products are exclusively distributed through 
intermediaries or through the credit provider 
directly and/or intermediaries. 
 
Please, provide a description of the intermediary 
channels (post office, supermarkets, etc.) and an 
indication of how its importance has changed over 
the last 5 years.  
 
Please provide overleaf the name of any data source 
giving quantitative information on the importance of 
the intermediary channels in the distribution of 
credit in your country? 

Yes:…. 
No:….. 
 
Types of credit products distributed through intermediaries 
 
 

Product Exclusively 
distributed 
through 
intermediaries  

Direct 
distribution and 
through 
intermediaries 

   

   

   

   

 
 

Description of 
intermediary 
channel 

Change in importance since 2007 

No 
change 

Increased Decreased 

    

    

    

 
 
Name of data source: 
……………………………… 
……………………………… 
 
 

Please indicate in the box overleaf how common 
different types of consumer credit (in domestic 
currency and in foreign currency and by source – 
domestic versus cross-border) are in your home 
country by selecting the relevant box. 

 

Credit type Very 
common 

Common Rare Does 
not 
exist 

Overdraft facility  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign     
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currency, 
cross- 
provision 

Unauthorised overdraft 

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Personal line of credit  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Credit card from major networks (such as Visa, Mastercard, etc 

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Charge card  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  
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foreign 
currency, 
cross- 
provision 

    

Charge card – 
foreign 
currency 

    

Retailer/store credit card  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Personal loan (unsecured) by traditional lender  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

High interest loans by specialised lenders (for example, door-
step loans or home collected credit)  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

High interest, short-term loans provided by specialised lenders 
and typically repaid on pay day (for example, payday loans)  

domestic 
currency, 
domestic 
provision 
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domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Unsecured credit linked to the acquisition of new good or 
service  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Secured credit linked to the acquisition of a new good. The 
surety is the good  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Credit not linked to the acquisition of a new good or service 
and secured by movable property owned by the borrower  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Car lease / hire with no obligation to purchase at the end of 
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contract  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Car lease / hire with obligation to purchase at the end of 
contract  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Other consumer good / service loan through retailer  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Other consumer good / service loan directly from lender  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  
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foreign 
currency, 
cross- 
provision 

    

Consumer good lease/hire with no obligation to purchase at 
the end of contract  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Consumer good lease/hire with obligation to purchase at the 
end of contract  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Special student loans granted to a restricted public under a 
statutory provision with a general interest purpose and at a 
lower interest rates than those prevailing on the market  

domestic 
currency, 
domestic 
provision 

    

domestic 
currency, 
cross-border 
provision 

    

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

Other special  loans granted to a restricted public under a 
statutory provision with a general interest purpose and at a 
lower interest rates than those prevailing on the market  

domestic 
currency, 
domestic 
provision 

    

domestic     
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currency, 
cross-border 
provision 

foreign 
currency, 
domestic 
provision  

    

foreign 
currency, 
cross- 
provision 

    

 

If you indicated in the previous response that a 
particular type of credit does not exist in your 
country, please explain overleaf why this is the case. 
In particular, please elaborate whether this is due to 
regulatory/legal factors. 

 

Please provide overleaf links to data sources in your 
country providing information on the relative 
importance of different types of consumer credit in 
consumers’ total debt (in aggregate and/or at the 
level of the household/consumer) 

 

Does your association have data on the level of 
indebtedness of consumers? If yes, please provide 
overleaf a web link to such information or attach the 
data/document to your reply. 

Information of consumer indebtedness is available. 
Yes:…. 
No:….. 
 
Link to information:……….. 
 
 
Document/data is attached 

What types of credit (among those listed in the list 
above of different types of credit) are most 
frequently non-performing?  
 
Please list the types of credit in the box overleaf, 
starting with the type of credit with the highest non-
performing rate. Please indicate clearly whether the 
information relates to credit in domestic or foreign 
currency credits 
 
If the information is available, please provide for 
each type of credit, the percentage of credit 
agreements which are non-performing.  
 

Type of 
credit 

Currency of credit Percentage of 
credit 

agreements 
which are 

non-
performing, in 

domestic 
currency 

Percentage 
of credit 

agreements 
which are 

non-
performing, 

in foreign 
currency  

Domestic Foreign 

     

     

     

     

Please provide overleaf your best estimate of the 
share in total consumer credit (not secured by real 
estate property) of cross-border credit provision 
through branches or subsidiaries of institutions from 
outside your country or through direct provision by 
institutions outside your country 

Share of total consumer credit (not secured by real estate 
property) provided by: 
1. branches of foreign institutions:… 
2. subsidiaries of foreign institutions:…. 
3. directly by institutions from outside your country:…. 
 

Please list in the box overleaf the key barriers the 
members of your association face in providing cross-
border credit through branches or subsidiaries of 
institutions outside your country or through direct 
provision to borrowers outside your country 

 

Barriers faced in cross-border consumer credit provision 

Type of cross-border 
provision 

Nature of the barriers 

Subsidiaries  

Branches  
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Direct cross-border 
lending 

 

 

Did the adoption and transposition of the CCD have 
any impact on the overall volume of new credit 
granted? Please tick the relevant box overleaf. 
 
If the answer is yes, please tick the box overleaf 
which best describes the impact of the CCD on the 
volume of new credit extended  

 

No  

Yes  

 
 

Quantitative impact of the CCD on the volume of new 
consumer credit  

More 
than 
+10% 

+5% 
to 
10%  

0% 
to 
+4.9
% 

0% 0%  
to -
4.9% 

-5% 
to -
10% 

more 
than 
10% 

       

 
 

In your country, are lenders required by law or 
regulation to assess the suitability of a credit 
product to the needs of the borrower before signing 
a credit agreement?  
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please provide the relevant 
section of the law/regulation in the box overleaf. 
 

 
 

No   

Yes  

 
 
 

In your view, has consumer satisfaction with the 
provision of information received as part of the 
negotiation of a credit agreement risen/fallen over 
the last five years? 
 
Please tick the relevant box overleaf. 

 

Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, has consumer satisfaction with the 
rights of withdrawal from a contract agreement 
risen/fallen over the last five years? 
 
Please tick the relevant box overleaf. 

 

Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, has consumer satisfaction with the 
rights of early repayment of a consumer credit 
risen/fallen over the last five years? 
 
Please tick the relevant box overleaf. 

 

Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

If relevant, does the use by your national authorities 
of the option (in the transposition of the CCD) under 
article 2(5) of the CCD to exclude certain types of 
consumer credit from some of the CCD obligations 
impact on the functioning of the domestic credit 
market?  
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please describe the impact. 
 

 
 

No   

Yes  

 
Description of the impact: 
…………………………………………………………………………. 

If relevant, does the use by your national authorities 
of the option (in the transposition of the CCD) under 
article 2(6) of the CCD to exclude arrangements in 
respect of deferred payment or repayment methods 
from some of the CCD obligations impact on the 
functioning of the domestic credit market?  
 

 
 

No   

Yes  

 
Description of the impact: 
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Please tick the relevant box overleaf. 
 
If the answer is yes, please describe the impact. 
 

…………………………………………………………………………. 

The CCD provides for that agreements involving a 
total amount of credit less than €200 or more than 
€75 000 are outside the scope of the CCD. 
 
Do these thresholds impact on the functioning of 
the domestic consumer credit market? 
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please describe the impact. 
 
 

 

No   

Yes  

 
Description of the impact: 
…………………………………………………………………………. 

Is the standard amount of credit indicated in 
assumptions in Annex I (namely €1 500) 
representative for the majority of credit products in 
your country? 
 
Please tick the relevant box overleaf. 
 
If the answer is no, please provide overleaf an 
estimate of the amount which would be 
representative. 
 

 

Yes  

No  

 
Amount of credit : 
…………………………………………………………………………. 

In the case of early repayment, article 16 of the CCD 
specifies that compensation may not exceed: 

 1% of the amount of credit repaid early if 
the period of time between the early 
repayment and the agreed termination of 
the credit agreement does exceed 1 year  

 0,5% of the amount of the credit repaid 
early if the period of time between the 
early repayment and the agreed 
termination of the credit agreement does 
not exceed 1 year  

 
Moreover, article 16(4) allows Member States to 
specify that compensation may be claimed by a 
creditor only on the condition that the amount of 
early repayment exceeds the threshold defined by 
national law, subject to the condition that the 
threshold does not exceed €10 000 within any 
period of 12 months.  
 
Please provide overleaf the threshold and 
compensation percentages applied in your country. 

 
 
 
 
 
 
 
 
 
 
 

Threshold in €  

Percentage for credits 
with a remaining term of 
more than 1 year 

 

Percentage for credits 
with a remaining term of 
less than 1 year 

 

 

Do the threshold and percentages applied in your 
country impact on the functioning of the domestic 
credit market? 
 
Please tick the relevant box overleaf. 
 
 
If your answer is yes, please describe overleaf the 
impact 

 

No   

Yes  

 
Description of the impact: 
…………………………………………………………………………. 
…………………………………………………………………………. 
 

Alternative threshold and percentages 
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If your answer is yes, please provide alternative 
threshold and percentage figures which, in your 
view, would improve the function of the domestic 
consumer credit market.  

Threshold in €  

Percentage for credits 
with a remaining term of 
more than 1 year 

 

Percentage for credits 
with a remaining term of 
less than 1 year 
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A16.4 Survey of lenders 

Please, provide overleaf an estimate for 2011 of the 
volume of consumer credit (i.e., not related to real 
estate) properties extended in 2011 and the amount of 
credit outstanding at the end of 2011 and 2007: 
 

s) to residents of the country in which you are 
based 

t) at a fixed rate in domestic currency to residents 
of the country in which you are based 

u) at a variable rate in domestic currency to 
residents of the country in which you are based 

v) at a fixed rate in foreign currency to residents 
of the country in which you are based 

w) at a variable rate in foreign currency to 
residents of the country in which you are based 

 
Please also show overleaf the units in which the 
information is provided (i.e., thousands, million, billion) 
and the currency in which the figures are expressed. 
 

 
Unit:            
 
Currency:         
 
 

 Credit 
extended 
in 2011 

Credit outstanding at 
the end of  

2011 2007 

Total Credit     

Credit at a fixed 
rate in domestic 
currency 

   

Credit at a 
variable rate in 
domestic 
currency 

   

Credit at a fixed 
rate in foreign 
currency 

   

Credit at a 
variable rate in 
foreign currency 

   

 

Please provide overleaf  
a) the percentage of all consumer credit 

agreements which are in default 
b) your institution’s definition of “default” 
c) for each type of credit that your institution 

extends, the percentage of credit agreements 
which are default. If a certain type of credit Is 
not extended by your institution, please enter 
“n.a.” in the  column “Credit type” 

 
Percentage of consumer credit agreements in default:……. 
 
 
Definition of default:…………………………… 
 
 
 
Percentage of consumer credit agreements in default by 
type of credit agreement 
 

Credit type Domestic 
currency, 
fixed rate 

Domestic 
currency, 
variable 
rate 

Foreign 
currency 
fixed 
rate 

Foreign  
currency, 
variable 
rate 

Overdraft facility  

     

Unauthorised overdraft 

     

Personal line of credit  

     

Credit card from major networks (such as Visa, Mastercard, 
etc 

     

Charge card  

     

Retailer/store credit card  

     

Personal loan (unsecured) by traditional lender  
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High interest loans by specialised lenders (for example, door-
step loans or home collected credit)  

     

High interest, short-term loans provided by specialised lenders 
and typically repaid on pay day (for example, payday loans)  

     

Unsecured credit linked to the acquisition of new good or 
service  

     

Secured credit linked to the acquisition of a new good. The 
surety is the good  

     

Credit not linked to the acquisition of a new good or service 
and secured by movable property owned by the borrower  

     

Car lease / hire with no obligation to purchase at the end of 
contract  

     

Car lease / hire with obligation to purchase at the end of 
contract  

     

Other consumer good / service loan through retailer  

     

Other consumer good / service loan directly from lender  

     

Consumer good lease/hire with no obligation to purchase at 
the end of contract  

     

Consumer good lease/hire with obligation to purchase at the 
end of contract  

     

 
 

Does your institution provide cross-border consumer 
credit in the EU through subsidiaries outside your 
institution’s home country, branches outside your home 
country and direct cross-border lending ( i.e., the 
consumer credit is booked in your institution’s home 
country and the borrower resides in another EU Member 
State)? 
 
Please tick the relevant box overleaf and, if the answer is 
yes, please describe the nature the cross-border 
consumer credit and provide an indication of the 
importance of the cross-border credit in the total volume 
of credit (on a consolidated basis) provided by your 
institution 

 
Provision 
of cross-
border 
credit 

Yes No Type of 
credit 
provide 
cross-
border 

Share (%) of 
the volume of 
such consumer 
credit in the 
total volume of 
credit provided 
by your 
institution (on 
a consolidated 
basis) 

Through 
subsidiaries 

    

Through 
branches 

    

Through 
direct 
lending 

    

 
 
 

Please list in the box overleaf the key barriers your 
institution faces in providing cross-border credit through 
branches or subsidiaries of institutions outside your 
country or through direct provision to borrowers outside 
your country? 

 
Barriers faced in cross-border consumer credit provision 

Type of cross-border 
provision 

Nature of the barriers 

Subsidiaries  

Branches  

Direct cross-border  
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lending 
 

Have these barriers prevented your institution from 
entering another EU consumer credit market. Please tick 
the relevant box overleaf and if the answer is yes, please 
tick the relevant box if the barriers prevented entry 
through subsidiaries, branches and/or direct cross-border 
lending 

 
No  

Yes  

 
Country Subsidiaries Branches Direct 

AT    

BE    

BG    

CY    

CZ    

DK    

DE    

EE    

EL    

ES    

FR    

FI    

IE    

IT    

HU    

LV    

LT    

LU    

MT    

NL    

PL    

PT    

RO    

SI    

SK    

SE    

UK    

 
 
 

Did the adoption and transposition of the CCD have any 
impact on the overall volume of new credit granted by 
your institution? Please tick the relevant box overleaf for 
total consumer credit, fixed rate consumer credit in 
domestic currency, fixed rate consumer credit in foreign 
currency, variable rate consumer credit in domestic 
currency and variable rate consume credit in foreign 
currency 
 
If the answer is yes, please tick the box overleaf which 
best describes the impact of the CCD on the volume of 
new credit extended  

Total consumer credit 
 

No  

Yes  

 
Quantitative impact of the CCD on the volume of new 
consumer credit granted by your institution 

More 
than 
+10% 

+5% 
to 
10%  

0% to 
+4.9% 

0% 0%  
to -
4.9% 

-5% 
to -
10% 

more 
than 
10% 

       

---------------------------------------------------------------- 
 
Fixed rate consumer credit in domestic currency 
 

No  

Yes  
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Quantitative impact of the CCD on the volume of new 
consumer credit granted by your institution 

More 
than 
+10% 

+5% 
to 
10%  

0% to 
+4.9% 

0% 0%  
to -
4.9% 

-5% 
to -
10% 

more 
than 
10% 

       

---------------------------------------------------------------- 
 
Variable rate consumer credit in domestic currency 
 

No  

Yes  

 
Quantitative impact of the CCD on the volume of new 
consumer credit granted by your institution 

More 
than 
+10% 

+5% 
to 
10%  

0% to 
+4.9% 

0% 0%  
to -
4.9% 

-5% 
to -
10% 

more 
than 
10% 

       

---------------------------------------------------------------- 
 
Fixed rate consumer credit in foreign currency 
 

No  

Yes  

 
Quantitative impact of the CCD on the volume of new 
consumer credit granted by your institution 

More 
than 
+10% 

+5% 
to 
10%  

0% to 
+4.9% 

0% 0%  
to -
4.9% 

-5% 
to -
10% 

more 
than 
10% 

       

---------------------------------------------------------------- 
 
Variable rate consumer credit in foreign currency 
 

No  

Yes  

 
Quantitative impact of the CCD on the volume of new 
consumer credit granted by your institution 

More 
than 
+10% 

+5% 
to 
10%  

0% to 
+4.9% 

0% 0%  
to -
4.9% 

-5% 
to -
10% 

more 
than 
10% 

       

 
 

Did the adoption and transposition of the CCD have any 
impact on the types of credit granted by your institution? 
Please tick the relevant box overleaf.   
 
If the answer is yes, please list in the box overleaf the 
types of credit which were impact and how they were 
impacted  

 
 
 
 

No  

Yes  

 
Type of credit Nature of the impact 
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What is the percentage of new credit client who 
withdraw within 14 days of signing the credit agreement? 
Please tick the relevant box overleaf. 
 
Please, provide also the year to which your response 
refers to 

 
Percentage of clients who withdraw before the legal 
deadline 

0% to 
less than 
2.5% 

2.5% to 
less than 
5% 

5% to 
less than 
7.5% 

7.55 to 
less than 
10%  

More 
than 
10% 

     

 
 
Year:…… 
 

What is the percentage of new credit client who repay 
credit agreements early? Please tick the relevant box 
overleaf for the various types of credit agreements listed 
overleaf. If the particular type of credit Is not extended by 
your institution, please, enter “n.a.” in the first column 
under “0% to less than 2.5%” 
 
Please, provide also the year to which your response 
refers to 

 
Percentage of clients who repay the credit agreement early 

0% to less 
than 2.5% 

2.5% to 
less than 
5% 

5% to 
less than 
7.5% 

7.55 to 
less 
than 
10%  

More 
than 10% 

Personal loan (unsecured) by traditional lender  

     

High interest loans by specialised lenders (for example, door-
step loans or home collected credit)  

     

High interest, short-term loans provided by specialised lenders 
and typically repaid on pay day (for example, payday loans)  

     

Unsecured credit linked to the acquisition of new good or 
service  

     

Secured credit linked to the acquisition of a new good. The 
surety is the good  

     

Credit not linked to the acquisition of a new good or service 
and secured by movable property owned by the borrower  

     

Car lease / hire with no obligation to purchase at the end of 
contract  

     

Car lease / hire with obligation to purchase at the end of 
contract  

     

Other consumer good / service loan through retailer  

     

Other consumer good / service loan directly from lender  

     

Consumer good lease/hire with no obligation to purchase at 
the end of contract  

     

Consumer good lease/hire with obligation to purchase at the 
end of contract  
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Year:…… 
 

 
Does the provision in the CCD of fair and objectively 
compensation for costs directly linked to early repayment 
of credit affect the pattern and volume of early 
repayments of consumer credits? 
 
Please tick the relevant box overleaf. 

 
 

No  

Yes, it reduces a lot the volume of early 
repayments 

 

Yes, it reduces somewhat the volume of  
early repayments 

 

Yes, it reduces a little the volume of early 
repayments 

 

 
 

In your view, has consumer satisfaction with the provision 
of information received as part of the negotiation of a 
credit agreement risen/fallen over the last five years? 
 
Please tick the relevant box overleaf. 

 
Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, has consumer satisfaction with the rights of 
withdrawal from a contract agreement risen/fallen over 
the last five years? 
 
Please tick the relevant box overleaf. 

 
Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, has consumer satisfaction with the rights of 
early repayment of a consumer credit risen/fallen over 
the last five years? 
 
Please tick the relevant box overleaf. 

 
Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

What is the percentage of consumers holding one or 
several credit agreements with your institutions who 
complained about one or several aspects of the credit 
agreement in the last year for which you have such 
information? 
 
Please provide also the percentage of consumers holding 
one or several credit agreements with your institutions 
who complained about issues related to a) early 
withdrawal; b) early repayment; and c) irresponsible 
lending. 
 
Please provide also the year to which the information 
refers to.  

 
Percentage of customers 
who complained - total 

 

Percentage of customers 
who complained about 
issues/problems with 
withdrawal 

 

Percentage of customers 
who complained about 
issues/problems with early 
repayment 

 

Percentage of customers 
who complained about 
irresponsible lending 
issues 

 

 
Year:….. 
 

Please provide overleaf a brief overview of how 
consumer complaints related to consumer credit 
agreements are addressed by your organisation 
 

 

At the end of the complaint resolution process, does your 
institution ask whether the consumer is satisfied with the 
proposed solution? Please tick the relevant box overleaf. 
 
If the answer is yes, please provide, for the last year for 
which you have such data, the percentage of consumers 
who expressed satisfaction with the resolution of their 
problem 

 
No  
Yes  
Percentage of consumers 
who are satisfied with the 
resolution of their 
problem 
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Please provide also the year to which the information 
refers to. 

 
Year:….. 

 
In your view, does the fact that the CCD does not apply 
below the threshold of €200 and above the threshold of 
€75 000 create any problems? 
 
Please tick the relevant box overleaf. 
 
 
If your answer is “yes”, please describe these problems in 
the box overleaf.  
 
 

 

No   

Yes  

 
 
Description of the problems caused by the thresholds 
 

In your view, should these thresholds be changed? 
 
Please tick the relevant box overleaf. 
 
 
If your answer is “Yes”, please explain overleaf why and 
how the thresholds should be changed 

 

No   

Yes  

 
Explanation of why and how the thresholds should be 
changed 
 
 
 
 
 

 

  



Annex 16│ Stakeholder survey questionnaires 
 

 
 

 

 

 

  498 
 

 

A16.5 Survey of credit databases 

Name of credit database 
 

Name of respondent to the survey 
 

Contact details of person responding to the survey 
 

 Address 
 

 Telephone 
 

 e-mail address 
 

Please indicate in the box overleaf the non-
performing rate of various consumer credit 
instruments if such information is available. 
 
For further information on the definition of the 
various types of credit, please see the attached table 
providing precise definitions and examples. 

Credit type Credit agreements 
which are not 
performing as a % of 
the total number of 
credit agreements 
for particular type of 
credit – please 
provide information 
separately  for 
credits in domestic 
currency and in 
foreign currency 

 in 
domestic 
currency  

in 
foreign 
currency 

Overdraft facility   

Unauthorised overdraft   

Personal line of credit   

Credit card from major 
networks (such as Visa, 
Mastercard, etc) 

  

Charge card   

Retailer/store credit card   

Personal loan (unsecured) by 
traditional lender 

  

High interest loans by 
specialised lenders (for 
example, door-step loans or 
home collected credit) 

  

High interest, short-term 
loans provided by 
specialised lenders and 
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typically repaid on pay day 
(for example, payday loans) 
Unsecured credit linked to the 
acquisition of new good or 
service 

  

Secured credit linked to the 
acquisition of a new good. The 
surety is the good bought 

  

Credit not linked to the 
acquisition of a new good or 
service and secured by 
movable property owned by 
the borrower 

  

Car lease / hire with no 
obligation to purchase at the 
end of contract 

  

Car lease / hire with obligation 
to purchase at the end of 
contract 

  

Other consumer good / service 
loan through retailer 

  

Other consumer good / service 
loan directly from lender 

  

Consumer good lease/hire with 
no obligation to purchase at 
the end of contract 

  

Consumer good lease/hire with 
obligation to purchase at the 
end of contract 

  

Special student loans granted 
to a restricted public under a 
statutory provision with a 
general interest purpose and at 
a lower interest rates than 
those prevailing on the market 

  

Other special loans granted to 
a restricted public under a 
statutory provision with a 
general interest purpose and at 
a lower interest rates than 
those prevailing on the market 

  

 

Does the database provide a comprehensive picture 
of all the debts of a consumer/household? 
 
Please select the relevant box overleaf. 

 
 

No  

Yes  

 
 

If the answer is no, please provide information on 
the reason for incomplete coverage in the box 
overleaf. 
 
If the reason for incomplete coverage is that some 
consumer debts are not reported to the credit 
database, please indicate overleaf which types of 
consumer debt are not covered by ticking the 
relevant box 

 
No – because there exist several credit 
databases in the country and not all 
consumer debts are reported to all 
credit databases 

 

No – because some consumer debt is 
not covered by the database. 

 

 
In the latter case, please tick below the type of consumer 
debts which are not covered by the credit registers. 
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Credit type Credit type is not 

covered by the 
database or partly 
covered (in the later 
case please provide 
the percentage of 
the credit which is 
covered) 

Overdraft facility  

Unauthorised overdraft  

Personal line of credit  

Credit card from major 
networks (such as Visa, 
Mastercard, etc) 

 

Charge card  

Retailer/store credit card  

Personal loan (unsecured) by 
traditional lender 

 

High interest loans by 
specialised lenders (for 
example, door-step loans or 
home collected credit) 

 

High interest, short-term 
loans provided by 
specialised lenders and 
typically repaid on pay day 
(for example, payday loans) 

 

Unsecured credit linked to the 
acquisition of new good or 
service 

 

Secured credit linked to the 
acquisition of a new good. The 
surety is the good bought 

 

Credit not linked to the 
acquisition of a new good or 
service and secured by 
movable property owned by 
the borrower 

 

Car lease / hire with no 
obligation to purchase at the 
end of contract 

 

Car lease / hire with obligation 
to purchase at the end of 
contract 

 

Other consumer good / service 
loan through retailer 

 

Other consumer good / service 
loan directly from lender 

 

Consumer good lease/hire with 
no obligation to purchase at 
the end of contract 

 

Consumer good lease/hire with 
obligation to purchase at the 
end of contract 

 

Special student loans granted 
to a restricted public under a 
statutory provision with a 
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general interest purpose and at 
a lower interest rates than 
those prevailing on the market 

Other special  loans granted to 
a restricted public under a 
statutory provision with a 
general interest purpose and at 
a lower interest rates than 
those prevailing on the market 

 

 

Does your organisation record the number of times 
that lenders consult the database to check the 
creditworthiness of a specific potential borrower? 
Please tick the relevant in the box overleaf. 
 
If your answer is “Yes”, please specify overleaf: 
 

a) the period over which the number of 
checks is recorded  
 
b) the number of checks above which the 
creditworthiness of the potential borrower 
is affected negatively 
 

 
No  

Yes  

 
 
 
 
 

Period  

Number of checks   
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A16.6 Survey of consumer associations 

Name of consumer association  

Name of person responding to the survey  

Contact details of person responding to the survey  

 Address  

 Telephone  

 e-mail address  

Do foreign lenders provide cross-border 
consumer credit (through subsidiaries, 
branches or direct lending from outside your 
home country) to borrowers in your home 
country? Please tick the relevant box. 
 
If your answer is yes, pleased indicate how, in 
your view, the cross-border credit offer(s) is 
(are) attractive to prospective borrowers 
relative to domestic offers in terms of cost of 
credit and other terms of conditions. In your 
answer, please specify whether the credit is 
offered in foreign currency or in national 
currency. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
Please describe in the box overleaf the 
advantages and disadvantages of cross-
border consumer credit provision 

 
Yes  

No  

 
 Attractiveness of cross-

border credit offer(s) 
relative to domestic 
offer (s) 

Credit 
product 

Credit 
dimensions 

More Equal Less 

1. Personal 
unsecured 
loan 

Cost    

Other    

     

2.Credit 
card 

Cost    

Other    

     

3.Car loan     

    

     

4. Other 
type of 
consumer 
credit 
(please 
specify) 

Cost    

Other    

     

     

     

 
Advantages of cross-border credit provision 
----------------------------------------------------------- 
 
 
 
 
 
 
 
Disadvantages of cross-border credit provision 
-------------------------------------------------------------- 
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Did the adoption and transposition of the 
CCD have any impact on the overall volume 
of new credit granted? Please tick the 
relevant box overleaf. 
 
If the answer is yes, please tick the box 
overleaf which best describes the impact of 
the CCD on the volume of new credit 
extended  

 
No  

Yes  

 
 

Quantitative impact of the CCD on the volume of new 
consumer credit  

More 
than 
+10% 

+5% 
to 
10%  

0% 
to 
+4.9
% 

0% 0%  
to -
4.9% 

-5% 
to -
10% 

more 
than 
10% 

       

 
 

To what extent do consumers make use of 
their right to withdraw from a credit 
contract? 

 
Frequently  

Occasionally  

Rarely  

Never  
 

To what extent do consumers make use of 
their right to repay a credit early?   

 
Frequently  

Occasionally  

Rarely  

Never  

 
 

To what extent do consumers switch credit 
providers?   

 
Frequently  

Occasionally  

Rarely  

Never  

 
 

The CCD provides for greater provision of 
information to a prospective borrower and 
for easier comparability of credit offers. Have 
these two factors contributed to increase the 
switching of credit providers by borrowers?  

 
No  

Yes, it increased the switching rate by a 
little  

 

Yes, it increased the switching rate  
somewhat  

 

Yes, it increased the switching rate very 
much  

 

 
 

The CCD provides for greater provision of 
information to a prospective borrower and 
for easier comparability of credit offers. Have 
these two factors contributed to the 
provision of consumer credit better adapted 
to the consumers’ needs? 

 
No  

Yes, a little   

Yes, somewhat   

Yes, very much   
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The CCD provides for greater provision of 
information to a prospective borrower and 
for easier comparability of credit offers. Have 
these two factors contributed to reduce 
default rates on consumer credit? 

 
No  

Yes, a little   

Yes, somewhat   

Yes, very much   

 
 

The CCD requires has a creditworthiness 
analysis. Has such a requirement contributed 
to the provision of consumer credit better 
adapted to the consumers’ needs? 

 
No  

Yes, a little   

Yes, somewhat   

Yes, very much   

 
 

The CCD requires has a creditworthiness 
analysis. Has such a requirement contributed 
to a reduction in default rates? 

 
No  

Yes, a little   

Yes, somewhat   

Yes, very much   
 

 
Does the provision in the CCD of fair and 
objectively compensation for costs directly 
linked to early repayment of credit affect the 
pattern and volume of early repayments of 
consumer credits? 
 
Please tick the relevant box overleaf. 

 
 

No  

Yes, it reduces a lot the volume of early 
repayments 

 

Yes, it reduces somewhat the volume of  
early repayments 

 

Yes, it reduces a little the volume of early 
repayments 

 

 
 

In your view, has consumer satisfaction with 
the provision of information received as part 
of the negotiation of a credit agreement 
risen/fallen over the last five years? 
 
Please tick the relevant box overleaf. 

 
Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, has consumer satisfaction with 
the rights of withdrawal from a contract 
agreement risen/fallen over the last five 
years? 
 
Please tick the relevant box overleaf. 

 
Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, has consumer satisfaction with 
the rights of early repayment of a consumer 
credit risen/fallen over the last five years? 
 
Please tick the relevant box overleaf. 

 
Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

Please indicate on the scale of 1 (very poor) 
to 5 (very good) your assessment of: 

a) the quality of advertisements 
b) the information received by consumers 
c) the compliance of credit providers with 
the CCD? 

 
Please tick the relevant boxes overleaf 

Quality of advertisements 
 

1 2 3 4 5 

     

 
Information receive by consumers 
 

1 2 3 4 5 
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Compliance of credit providers with CCD 
 

1 2 3 4 5 

     

 
 

Does your organisation run special 
programs/campaigns aiming at raising 
consumers’ financial education? 
 
If the answer is yes, please provide overleaf a 
list of such programs/campaigns undertaken 
over the last 3 years and describe the 
objectives of the campaigns. 
 

 
No  

Yes  

 

Name of the 
program / 
campaign 

Objective 
of the 
campaign 

Last 
year it 
was run 

Periodicity 
of program 
(quarterly, 
half-yearly, 
annual, bi-
annual, etc) 

1.    

2.    

3.     

4.    

5.    

6.    

7.     

8.    

9.    

10.    

 
 
 
 

If the answer to the previous question is yes, 
please indicate overleaf the form in which 
each of the program(s)/campaign(s) 
was/were run.  
 
Potential forms include: TV, Radio, General 
Printed Press, Specialised Printed Press, 
General Mail, Inserts with credit statements, 
Flyers/other material  handed out in the 
street, Flyers /other material  in lenders’ 
branches, Flyers/other material in offices of 
debt counsellors, Internet – on comparison 
websites, Internet – on institution’s website, 
Internet – social media, in school class rooms, 
other (please specify) 

 
Name of the program Form 

1.  

2.   

3.   

4.   

5.   

6.   

7.   

8.   

9.   

10.  

 
 
 

  

Has any assessment/evaluation been 
undertaken of the impact of such consumer 
financial education programs/awareness? 
 
Please tick the relevant box overleaf. 

 
 

No  

Yes  

 
Links: 



Annex 16│ Stakeholder survey questionnaires 
 

 
 

 

 

 

  506 
 

 
 
If the answer is yes, please provide overleaf a 
link to the relevant study.  

……… 
……… 

 
 

Has consumer financial literacy increased as a 
result of the programs/campaigns run by 
your organization or other organisations and 
aiming at raising consumers’ financial 
education? 
 
Please tick the relevant box overleaf. 
 
 

 
No  

Yes, a little   

Yes, somewhat   

Yes, very much   
 

If relevant, does the use by your national 
authorities of the option (in the transposition 
of the CCD) under article 2(5) of the CCD to 
exclude certain types of consumer credit 
(granted by the organisations of mutual 
interest) from some of the CCD obligations 
impact on the protection of consumers in the 
domestic credit market?  
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please describe the 
impact. 
 

 
 

No   

Yes  

 
Description of the impact: 

…………………………………………………………………………. 

If relevant, does the use by your national 
authorities of the option (in the transposition 
of the CCD) under article 2(6) of the CCD to 
exclude arrangements in respect of deferred 
payment or repayment methods from some 
of the CCD obligations impact on the 
protection of consumers in the domestic 
credit market?  
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please describe the 
impact. 
 

 
 

No   

Yes  

 
Description of the impact: 

…………………………………………………………………………. 

What is the number of consumers who 
complained to your organisation about one 
or several aspects of their credit 
agreement(s) in the last year for which you 
have such information? 
 
Please provide also number of consumers 
who complained about issues related to a) 
early withdrawal; b) early repayment; c) 
irresponsible lending; and d) problems with 
currency loans e) unexpected increase of 
interest rate (variable), f) charges or other 
issues. 

 
Number of consumers  who 
complained about one or 
several aspects of their 
consumer credit agreement(s) 

 

Number of customers who 
complained about 
issues/problems with 
withdrawal from their consumer 
credit agreement 

 

Number of customers who 
complained about 
issues/problems with early 
repayment of their consumer 
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Please provide also the year to which the 
information refers to.  

credit agreement 

Number of customers who 
complained about irresponsible 
lending issues related to their 
consumer agreement 

 

Number of customers who 
complained about cross-border 
credit 

 

Number of customers who 
complained about foreign 
currency credit 

 

Number of customers who 
complained about changes in 
interest rates 

 

Number of customers who 
complained about charges 

 

Number of customers who 
complained about other issues 
related to their consumer 
agreement (please specify these 
issues:………………………………) 

 

 
Year:….. 

 

In your view, what are the major consumer 
credit problems encountered by consumers 
in your country? 
 
Please describe these problems in the box 
overleaf.  
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A16.7 Survey of consumer protection bodies 

Name of organisation  

Name of person responding to the survey  

Contact details of person responding to the survey  

 Address  

 Telephone  

 e-mail address  

In your view, has consumer satisfaction with the 
provision of information received as part of the 
negotiation of a credit agreement risen/fallen 
over the last five years? 
 
Please tick the relevant box overleaf. 

 
Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, has consumer satisfaction with the 
rights of withdrawal from a contract agreement 
risen/fallen over the last five years? 
 
Please tick the relevant box overleaf. 

 
Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, has consumer satisfaction with the 
rights of early repayment of a consumer credit 
risen/fallen over the last five years? 
 
Please tick the relevant box overleaf. 

 
Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, are lenders fully aware of their 
obligations, in particular concerning the 
provision of information and of explanations to 
the consumers? 
 
Please tick the relevant box overleaf. 

 
All lenders are aware   

A majority of lenders are 
aware  

 

A minority of lenders are 
aware 

 

 

In your view, are lenders aware of consumers’ 
rights as borrowers? 
 
Please tick the relevant box overleaf. 

 
All lenders are aware   

A majority of lenders are 
aware  

 

A minority of lenders are 
aware 

 

 

In your view, are lenders aware of their 
obligation to undertake a creditworthiness check 
before concluding a credit agreement? 
 
Please tick the relevant box overleaf 

 
All lenders are aware   

A majority of lenders are 
aware  

 

A minority of lenders are 
aware 

 

 

What is the number of consumers who 
complained about one or several aspects of their 
credit agreement(s) in the last year for which 
you have such information? 
 
Please provide also number of consumers who 
complained about issues related to a) early 
withdrawal; b) early repayment; c) irresponsible 

 
Number of consumers  who 
complained about one or 
several aspects of their 
consumer credit agreement(s) 

 

Number of customers who 
complained about 
issues/problems with 
withdrawal from their consumer 
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lending; and d) other issues. 
 
Please provide also the year to which the 
information refers to.  

credit agreement 

Number of customers who 
complained about 
issues/problems with early 
repayment of their consumer 
credit agreement 

 

Number of customers who 
complained about irresponsible 
lending issues related to their 
consumer agreement 

 

Number of customers who 
complained about cross-border 
credit 

 

Number of customers who 
complained about foreign 
currency credit 

 

Number of customers who 
complained about changes in 
interest rates  

 

Number of customers who 
complained about charges  

 

Number of customers who 
complained about other issues 
related to their consumer 
agreement (please specify these 
issues). 
 

 

 
Year:….. 

 

Please provide a breakdown of the complaints 
provided in the previous answer by type of 
credit. 
 
 For further information on the definition of the 
various types of credit, please see the attached 
table providing precise definitions and examples. 

 
Credit type Number of 

complaints 

Overdraft facility  

Unauthorised overdraft  

Personal line of credit  

Credit card from major 
networks (such as Visa, 
Mastercard, etc) 

 

Charge card  

Retailer/store credit card  

Personal loan (unsecured) by 
traditional lender 

 

High interest loans by 
lenders (for example, door-
step loans or home 
collected credit) 

 

High interest, short-term 
loans provided by lenders 
and typically repaid on pay 
day (for example, payday 
loans) 

 

Unsecured credit linked to the 
acquisition of new good or 
service 

 

Secured credit linked to the  
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acquisition of a new good. The 
surety is the good bought 

Credit not linked to the 
acquisition of a new good or 
service and secured by 
movable property owned by 
the borrower 

 

Car lease / hire with no 
obligation to purchase at the 
end of contract 

 

Car lease / hire with obligation 
to purchase at the end of 
contract 

 

Other consumer good / service 
loan through retailer 

 

Other consumer good / service 
loan directly from lender 

 

Consumer good lease/hire with 
no obligation to purchase at 
the end of contract 

 

Consumer good lease/hire with 
obligation to purchase at the 
end of contract 

 

Special student loans granted 
to a restricted public under a 
statutory provision with a 
general interest purpose and at 
a lower interest rates than 
those prevailing on the market 

 

Other special loans granted to 
a restricted public under a 
statutory provision with a 
general interest purpose and at 
a lower interest rates than 
those prevailing on the market 

 

 

Please provide overleaf a brief overview of how 
consumer complaints related to consumer credit 
agreements are addressed by your organisation 
 

 

At the end of the complaint resolution process, 
does your organisation ask whether the 
consumer is satisfied with the proposed 
solution? Please tick the relevant box overleaf. 
 
If the answer is yes, please provide, for the last 
year for which you have such data, the 
percentage of consumers who expressed 
satisfaction with the resolution of their problem 
 
Please provide also the year to which the 
information refers to. 

 
No  
Yes  
Percentage of consumers 
who are satisfied with the 
resolution of their 
problem 

 

 
Year:….. 

 

If relevant, does the use by your national 
authorities of the option (in the transposition of 
the CCD) under article 2(5) of the CCD to exclude 
certain types of consumer credit (granted for 
mutual interest) from some of the CCD 
obligations impact on the protection of 

 
 

No   

Yes  

 
Description of the impact: 

…………………………………………………………………………. 
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consumers in the domestic credit market?  
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please describe the impact. 
 

If relevant, does the use by your national 
authorities of the option (in the transposition of 
the CCD) under article 2(6) of the CCD to exclude 
arrangements in respect of deferred payment or 
repayment methods from some of the CCD 
obligations impact on the protection of 
consumers in the domestic credit market?  
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please describe the impact. 
 

 
 

No   

Yes  

 
Description of the impact: 

…………………………………………………………………………. 

In your view, what are the major consumer 
credit problems encountered by consumers in 
your country? 
 
Please describe these problems in the box 
overleaf.  
 
 

 

In your view, does the fact that the CCD does not 
apply below the threshold of €200 and above the 
threshold of €75 000 create problems for 
consumers?  
 
Please tick the relevant box overleaf. 
 
 
If your answer is “yes”, please describe these 
problems in the box overleaf.  
 
 

 
No   

Yes  

 
 
Description of the problems caused by the thresholds 
 

In your view, should these thresholds be 
changed? 
 
Please tick the relevant box overleaf. 
 
 
If your answer is “Yes”, please explain overleaf 
why and how the thresholds should be changed 

 
No   

Yes  

 
Explanation of why and how the thresholds should be 
changed 
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A16.8 Survey of ombudsman (sector-specific or general) 

Name of organisation  

Name of person responding to the survey  

Contact details of person responding to the survey  

 Address  

 Telephone  

 e-mail address  

In your view, has consumer satisfaction with 
the provision of information received as part of 
the negotiation of a credit agreement 
risen/fallen over the last five years? 
 
Please tick the relevant box overleaf. 

 
Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, has consumer satisfaction with 
the rights of withdrawal from a contract 
agreement risen/fallen over the last five years? 
 
Please tick the relevant box overleaf. 

 
Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, has consumer satisfaction with 
the rights of early repayment of a consumer 
credit risen/fallen over the last five years? 
 
Please tick the relevant box overleaf. 

 
Satisfaction has risen  

No change in satisfaction  

Satisfaction has fallen  
 

In your view, are lenders fully aware of their 
obligations, in particular concerning the 
provision of information and of explanations to 
the consumers? 
 
Please tick the relevant box overleaf. 

 
All lenders are aware   

A majority of lenders are 
aware  

 

A minority of lenders are 
aware 

 

 
 

In your view, are lenders aware of consumers’ 
rights as borrowers? 
 
Please tick the relevant box overleaf. 

 
All lenders are aware   

A majority of lenders are 
aware  

 

A minority of lenders are 
aware 

 

 
 

What is the number of consumers who 
complained about one or several aspects of 
their credit agreement(s) in the last year for 
which you have such information? 
 
Please provide also number of consumers who 

 
Number of consumers  who 
complained about one or 
several aspects of their 
consumer credit agreement(s) 

 

Number of customers who 
complained about 
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complained about issues related to a) early 
withdrawal; b) early repayment; c) 
irresponsible lending; and d) problems with 
currency loans e) unexpected increase of 
interest rate (variable), f) charges or other 
issues . 
 
Please provide also the year to which the 
information refers to.  

issues/problems with 
withdrawal from their consumer 
credit agreement 

Number of customers who 
complained about 
issues/problems with early 
repayment of their consumer 
credit agreement 

 

Number of customers who 
complained about irresponsible 
lending issues related to their 
consumer agreement 

 

Number of customers who 
complained about cross-border 
credit 

 

Number of customers who 
complained about foreign 
currency credit 

 

Number of customers who 
complained about changes in 
interest rates 

 

Number of customers who 
complained about charges 

 

Number of customers who 
complained about other issues 
related to their consumer 
agreement (please specify these 
issues:………………………………) 

 

 
Year:….. 

 

Please provide a breakdown of the complaints 
provided in the previous answer by type of 
credit. 
 
 For further information on the definition of 
the various types of credit, please see the 
attached table providing precise definitions 
and examples. 

Credit type Number of 
complaints 

Overdraft facility  

Unauthorised overdraft  

Personal line of credit  

Credit card from major 
networks (such as Visa, 
Mastercard, etc) 

 

Charge card  

Retailer/store credit card  

Personal loan (unsecured) by 
traditional lender 

 

High interest loans by 
specialised lenders (for 
example, door-step loans or 
home collected credit) 

 

High interest, short-term 
loans provided by 
specialised lenders and 
typically repaid on pay day 
(for example, payday loans) 

 

Unsecured credit linked to the 
acquisition of new good or 
service 

 

Secured credit linked to the 
acquisition of a new good. The 
surety is the good bought 
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Credit not linked to the 
acquisition of a new good or 
service and secured by 
movable property owned by 
the borrower 

 

Car lease / hire with no 
obligation to purchase at the 
end of contract 

 

Car lease / hire with obligation 
to purchase at the end of 
contract 

 

Other consumer good / service 
loan through retailer 

 

Other consumer good / service 
loan directly from lender 

 

Consumer good lease/hire with 
no obligation to purchase at 
the end of contract 

 

Consumer good lease/hire with 
obligation to purchase at the 
end of contract 

 

Special student loans granted 
to a restricted public under a 
statutory provision with a 
general interest purpose and at 
a lower interest rates than 
those prevailing on the market 

 

Other special loans granted to 
a restricted public under a 
statutory provision with a 
general interest purpose and at 
a lower interest rates than 
those prevailing on the market 

 

 

Please provide overleaf a brief overview of 
how consumer complaints related to consumer 
credit agreements are addressed by your 
organization 
 
 
 

 

  

At the end of the complaint resolution process, 
does your organisation ask whether the 
consumer is satisfied with the proposed 
solution? Please tick the relevant box overleaf. 
 
If the answer is yes, please provide, for the last 
year for which you have such data, the 
percentage of consumers who expressed 
satisfaction with the resolution of their 
problem 
 
Please provide also the year to which the 
information refers to. 

 
No  
Yes  
Percentage of consumers 
who are satisfied with the 
resolution of their 
problem 

 

 
Year:….. 

 

If relevant, does the use by your national  
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authorities of the option (in the transposition 
of the CCD) under article 2(5) of the CCD to 
exclude certain types of consumer credit 
(granted for the mutual interest of the 
members of an organization) from some of the 
CCD obligations impact on the protection of 
consumers in the domestic credit market?  
 
Please tick the relevant box overleaf. 
 
If the answer is yes, please describe the 
impact. 
 

 

No   

Yes  

 
Description of the impact: 

…………………………………………………………………………. 

If relevant, does the use by your national 
authorities of the option (in the transposition 
of the CCD) under article 2(6) of the CCD to 
exclude arrangements in respect of deferred 
payment or repayment methods from some of 
the CCD obligations impact on the protection 
of consumers in the domestic credit market?  
 
Please tick the relevant box overleaf. 
 

1. If the answer is yes, please describe the 
impact.  

2.  
3.  

 
 

 
 

No   

Yes  

 
Description of the impact: 

…………………………………………………………………………. 

4. In your view, what are the major 
consumer credit problems 
encountered by consumers in your 
country? 

 
Please describe these problems in the box 
overleaf.  
 
 

 

 

 

 

 


