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Annual Report 2021
The Association for Consumer Rights Malta (ACR) established in 2011, is an independent, voluntary, non-sectarian, non-political and non-profit-making organisation, based on adult, individual membership as defined in the Voluntary Organisations Act, (Chapter 492) of the Laws of Malta. 
Due to the COVID-19 pandemic, the AGM of The Association for Consumer Rights 2021 was held virtually on Thursday 18 March 2021. This was an unusual measure but we were pleased with the cooperation of many ACR members 
ACR is committed to safeguard the interests of consumers in Malta in all aspects. Through its links, ACR is in a position to ensure consumers have the necessary information and skills when dealing with National, European and International developments of consumer affairs.
ACR Executive Committee 2021
Approved ACR Executive Committee 2021
President - Ms Pauline Azzopardi, B.Sc. (Hons), F.C.I.I., PFS (Cert.) Chartered Insurer 

Vice President - Ms Barbara Buttigieg, Dip.Educ. (Adult), A.T.C.L
Hon General Secretary - Ms Grace Attard MQR, EESC CCMI delegate
Hon Treasurer Ms Anna Dalli, MSc. Training & HRM(Leicester) Dip. Mgt.

Assistant Secretary - Ms Marie Demicoli, MCESD CS member
Cynthia Busuttil ACR FB Adm

Catherine Polidano - Environment, MCESD CS alternate

Doris Caruana - Social Activities 
Meetings of the Executive Committee held between April 2021 and February 2022
During this period, the ACR Executive Committee met 9 times on a monthly basis.
We are very grateful to NCW for the services they have been offering us, in particular the use of the NCW premises for the ACR meetings. Due to the COVID-19, ACR meetings and events were eventually held virtually 
EU Commission Transparency Register
ACR is listed on the Transparency Register: The transparency register is a database that lists organisations that try to influence the law-making and policy implementation process of the EU institutions. 
The register makes visible what interests are being pursued, by whom and with what budgets. In this way, the register allows for public scrutiny, giving citizens and other interest groups the possibility to track the activities of lobbyists. The Transparency Register is updated annually
Reaffirmation of Policy 
The following Resolutions from previous years were followed in 2021 given their ongoing importance: 
· Smoking in Public Places Leniency

· Cyber security and Financial Payment: The need for a secure ecosystem
· Improving Product Safety and Market Surveillance

· Making Online Shopping Safer 

· Stepping up Data Protection

· Strengthening the Rights of Consumers in Communication Technology

· Better management of Traffic, Public Transport Services, Parking Spaces, State of Roads and Pavements 

Approved Titles of Resolutions 2021
· Addressing the Challenges of future digitalisation 
· Ageing in dignity a fundamental right.

· Economic, technological and social changes in advanced health services for the elderly

· Product Lifetime and Consumer Information

· Ecodesign and Energy labelling requirements for consumers

· Post-COVID-19 crisis reconstruction and recovery 

· Towards a Strategy for Enhancing Green Skills and Competences for All

· Addressing issues concerning safety in the Construction and Building Sectors 

ACR Budget Proposals 2021 for MCESD CS
Every year, ACR participates in Consultation Sessions on Government White Paper on various topics with stakeholders

· ACR submitted a number of proposals to the Annual National Budget 2021 to address the needs of various sectors of society

· Addressing the needs of consumers and vulnerable groups in the transition to a digital society

· Easier access to make retail payments for the disabled and the older generation.

· Addressing Cyber Security for connected products 
Malta Council for Economic and Social Development (MCESD) 2020-2021
The MCESD CS organises monthly meetings with different sectors and discusses presentations on key issues to be addressed in the Annual Budget 2021.  
ACR nominations for elections on MCESD Civil Society Committee 2020-2021
ACR Assistant Secretary, Marie Demicoli and Catherine Polidano were appointed ACR representative and alternate respectively for the next term 2020-2021
MCESD Work Plan
Marie Demicoli and Catherine Polidano submitted a number of proposals as part of the ACR Work Plan for 2021
Marie Demicoli organized meetings with Grace Stivala, MCCAA Director Consumer Affairs and Dr. Roderick Aquilina ECC Director, in the preparation of a ppt presentation on ACR topics for Budget 2021 which were presented to the MCESD CS  Committee
 
ACR Budget Proposals 2021 for MCESD CS
Every year, ACR participates in Consultation Sessions on Government White Paper on various topics with stakeholders
ACR submitted a number of proposals to the Annual National Budget 2020 to address the needs of various sectors of society
Addressing the needs of consumers and vulnerable groups in the transition to a digital society
Easier access to make retail payments for the disabled and the older generation.
Addressing Cyber Security for connected products

MCESD CS Report on tasks undertaken between 2020. And 2021 

Marie Demicoli and Catherine Polidano submitted in writing proposals from the consumer perspective on the following two items:

a.Sending proposals to the authorities about measures that Malta should take in transitioning to post-Covid-19. 

b.Proposals on issues to be addressed at the June 2021 MCESD CSC meeting which will focus on agriculture in Malta.  Marie and Catherine identified various issues and questions which are of consumer interest or concern to be included in the report 

Report of the MCSD CS by Marie Demicoli for the Feb 2021 CSC Meeting 

Pensions and the way forward, 
Gender Pay Gap  discussed during the CSC meeting 

During the February 2021 Civil Society Committee (CSC) meeting, ‘Pensions and the way forward’ was one of the topics discussed. Representative of the Association of Pensioners, Moses Azzopardi gave a presentation on the above and highlighted that more needs to be done for the elderly when it comes to pensions. He also said that the measure that ‘contributions from the age of 16 to 18 should be taken into consideration’. However if this measure is going to be implemented as drafted, it is very discriminatory.
Gender Pay Gap
NCW President, Mary Gaerty spoke about the gender pay gap and said that the gap currently stands at 11 per cent. She identified a number of issues that are leading to the gap. She said mothers who have children cannot progress in their career as their children were spending less time at school and mothers had to work on reduced hours.

ACR Proposals for MCESD CS Meeting with Minister  held on  8.6.2021  

Consumer Section

· Rebuild a fair, safe, resilient and sustainable economy should be a process that protects and respects the rights and needs of consumers .  
· Ensuring that national legislation is in line also with recent developments in European Consumer Legislation. 
· Protecting and empowering consumers is crucial if the country aspires to set once again the wheels in motion to restart the economy. 

· The COVID -19 pandemic has shown us the importance of digitalisation which must be developed in all spheres of life – work, finance, the economy, tourism, education, consumer rights in shopping transactions and social interaction.  
· Most important of all, learning from the experience of the COVID-19, we need to explore the benefits and challenges of digital transformation.  
· From a consumer perspective we would like to suggest to government to further support citizens especially the elderly and vulnerable groups, so to ensure inclusive access to digital services. 

The 2020 Pensions Strategic Review Document for Consultation

On behalf of ACR, Pauline Azzopardi and Grace Attard submitted Feedback and Recommendations to the 2020 Pensions Strategic Review Document - Pensions Systems to meet the needs of all sectors of society. As follow-up, Pauline Azzopardi has drafted a Resolution to be presented to the AGM 2021 
MCESD:  Living Income Social Benefit or Increase in Minimum Wage Questionnaire 

· ACR submitted feedback to a questionnaire on the living wage or increase in the minimum wage proposed by Caritas Malta
· ACR considers that the increase in the minimum wage should be available also in households on the lowest poverty levels living below the 30% and 40% of MEI and not just under 60% MEI is a better option.
· In Malta, employees are entitled to a national minimum wage. The idea behind the minimum wage is to find a balance between ensuring a basic standard of living and maintaining competitiveness, which is essential in job creation and retention. 
· Malta has a relatively high unionised labour force, and most collective agreements are reviewed every three years, which enables unions and employers to evaluate the financial situation of each sector of the population separately to decide on an increase or not of the minimum wage. 

ACR Virtual Meeting on Challenges and Solutions when shopping for Christmas during COVID 19 pandemic 2021
· The aims of the virtual meeting were to help consumers to be more empowered when Shopping Locally and Teleshopping and Cross border Shopping by 
· becoming more familiar with their rights and how to deal with the retailer/seller to reach an amicable agreement 

· It also aimed to help consumers to be smart in online cross border shopping, especially at Christmas time and during the COVID-19 pandemic. 

· Two types of shopping were addressed Shopping Locally - Consumers encounter several issues when Shopping Locally or 
· Teleshopping for goods or services and Cross Border Online Shopping
Guest Speakers were Phyllis Bezzina MCCAA Director, Complaints and Conciliation
and Grace Stivala, MCCAA Director General (Consumer Affairs) 

Grace Attard sent an information sheet on the topics to be discussed 

Invitation to ACR to participate in the External Alerts Programme -2021
Grace Stivala, MCCAA Director, Enforcement Directorate, Office for Consumer Affairs invited  Association to participate in the External Alerts Programme. 

ACR has  received acceptance to particpate in the new CPC Regulation, as well as the Guide on how to access and make use of the system. Amongst a number of improvements, this new Regulation will be allowing external bodies such as consumer and trade associations, and European Consumer Centres to post alerts and signal issues to authorities and the Commission 
Reports by ACR President Pauline Azzopardi for the 2022 AGM that covers the period 2021 up to 28th February 2022 

EIOPA European Insurance and Occupational Pension Authority: Insurance and Reinsurance Stakeholder Group (IRSG) and the Occupational Pensions Stakeholder Group (OPSG)

2021 was the second year of appointment of Pauline Azzopardi, ACR President on the European Insurance and Occupational Pensions Authority (EIOPA) stakeholder groups.  She represents Maltese insurance consumers and pension beneficiaries. Various roundtables, workshops, conferences and seminars were attended. Amongst other topics which are addressed in the other nine fixed yearly meetings, is the forthcoming Pan European Personal Pension (PEPP), a pension that anyone in the EU can contribute to; 

Consumer Disclosures- what needs to change; topics of financial sustainability of insurance companies and pension providers; the effect of digitalization on these industries; the development of pension tracking services; and the development of pension dashboards and the protection of the collected pensions data. 

Pension tracking services aim to provide an overview of accrued and projected retirement income of individual citizens from state and supplementary pension provision (micro level), while pension dashboards seek to assist the EU and Member States in monitoring the adequacy and sustainability of pension systems and formulating policy responses (macro level). 

Some other activities related to EIOPA where Pauline Azzopardi was involved were: 

20th January: she attended a seminar organised by the Actuarial Association of Ireland as to how pensions can be run at half the cost.
On the 19, 21,26 January 2021, the President attended three two hour workshops on “Good practices in debt advice”. Debt can have a far reaching impact on the quality of life many  households.   These seminars give council of how debt can be predicted, minimised and managed including the importance of financial education. 

22nd January: Attended an Eiopa workshop on Defined Contribution pensions risk management  

27th January:  A meeting of the OPSG was held. From this meeting we decided the working groups for the year. One of these is based on “Full cost transparency of pensions” and ACR President volunteered to be part of this group. She submitted her feedback based on the local situation as the deadline was 17th February 2021.  She looked at the local pension schemes which were at the time are provided by only two companies with several intermediaries and at the costs that were declared noting that with-profit schemes do not clearly state the full costs.   

24th February: IRSG meeting. She worked on the following papers “Open Insurance”, “Own  Risk Self-Assessment and Covid”, “IORPs feedback”

3rd March:  Discussion with other EIOPA experts on Open Finance  

22nd March: EIOPA OPSG meeting, she gave feedback on the draft paper on “Funded pensions contributions to income in later life, growth and unemployment”  

30th March: IRSG taxonomy discussion where she gave feedback on the consultation paper and the deadline was 14th April 2021. The European Supervisory Authorities (ESAs) welcomed comments on this consultation paper setting out the proposed Regulatory Technical Standards (hereinafter “RTS”) on content and presentation of disclosures pursuant to Article 8(4), 9(6) and 11(5) of Regulation (EU) 2019/2088 (hereinafter Sustainable Finance Disclosure Regulation “SFDR”) and in particular on the specific questions summarised in Section 3 of the consultation paper under “Questions to stakeholders”. 

6th May EIOPA IRSG meeting: she gave feedback on the “Bancassurance” consultation and also worked on the EIOPA consultation paper on Blockchain. I contributed to the “Letter on Insurability of Business Interruption Losses” to Peter Braumuller and the “Legal Entity Identifier” response and the “Value for Money in Unit Linked Products”.   

3rd June: ACR President  had a call discussion on blockchain with Pier Paolo Murano 

10th June:  A call was made with the Subgroup on Risk Assessment of IORPs providing DC schemes. She also gave feedback on this paper.

Consumer Policy Advisory Group 
As a member of the EU Consumer Policy Advisory Group representing Malta, the ACR President discusses the current situations on EU level and this includes responding to several surveys, a recent one in February 2022, where she described the current consumer scenario in Malta and where she hopes it will make a difference to improve customer care in Malta.  
The objectives of these surveys are to improve accessibility to good customer advice and identify good practices, to collect key information on enforcement capacities and activities of national organisations that are publicly funded e.g. administrations, consumer associations, etc., for the enforcement of horizontal consumer law (UCPD, UCTD, CRD and package travel) and the GPSD via administrative powers, injunctions and representative actions. 

A stakeholder dialogue was held on the 21st October 2021. Using a very innovative way of interaction, the dialogue centred on the topic “The Impact of COVID-19 on European Consumer Behaviour”

On the 3rd March 2021, a CPAG conference was held where the it was explained the important role of CPAG within the governance of the New Consumer Agenda. 
15th March 2021: 10am-2pm Attended the Consumer Summit 

15th June 2021 : Country experts meeting.  The  Mandate, objectives and working methods of the CPAG subgroup. EU Consumers and the post pandemic recovery Introduction by the Commission; Update on traveller rights; Update on ongoing work on consumer indebtedness and debt advice.  Views and input from consumers’ organisations, on the basis of the discussion paper; Update of the guidance documents – UCPD, CRD and PID directives.  

22nd June Workshop: This was an update of the Commission’s Guidance documents, where there were three discussion documents regarding Directives 2005/29/EC, 2011/83/EU and 98/6/EC. After the discussion at the Workshop the ACR President submitted written comments on these documents by 25 June 2021.

Financial Education  

In February 2022, the ACR President took part in a conference that deal with financial matters; the European Supervisory Authorities’ high-level conference ESAs in financial  education and literacy “How to enhance financial education.” 
Transparency Register  

The President together with the General Secretary ensure that ACR keeps a public profile by maintaining ACR on the EU Transparency Register. The Association for Consumer Rights Malta is registered in the Transparency Register under the TR ID number: 719495934670-17. The reason for registering are to demonstrate a strong commitment to openness about the interests ACR represents in its relations with the EU institutions; raise ACR profile in Brussels; show ACR partners and competitors that ACR is bound by the Register’s code of conduct; carry out a number of activities that are not possible for unregistered groups.
2020 Pensions Strategic Review Document for Public Consultation

As a financial expert, the ACR President took part in the pension feedback to the Government pension working group.  This was Feedback to the 2020 Pensions Strategic Review Document for Public Consultation and was sent February 2021.  Various recommendations were made including the use of PEPP, equalisation of pensions and increase in the tax reliefs amongst others. It also included past ACR resolutions which were still relevant for this feedback. 
ACR Joint Webinar with MACM entitled “Coping with Loans and Debt” 
· Debts in Malta are not a small problem. 
· When we look at the court data, we find that in 2020, 1933 warrants were issued by the Qorti Magisterjali and 1832 by the Qorti Superjuri. From the Qorti Magisterjali there were issued 3186 judicial letters called 166A and from the Qorti Superjuri 168 judicial letters. 
· These The one hour webinar was held via Zoom on the 27th May at 5.30pm and Josef Busuttil, Director General of the Malta Association of Credit Management and 
· ACR President gave out information on types of debt, how much to borrow, budgeting and how to deal with debt. 
· An article on coping with loans and debt was also published on the topic for Business Weekly include both individual and corporate entities. 

. 

EIOPA Financial education map.
ACR President succeeded in placing the ACR website on the EIOPA Financial Education interactive map where EU citizens can find this map online and can search in each country which websites offer financial information, in order to make informed choices, to understand key concepts about insurance and pensions. 
https://www.eiopa.europa.eu/interactive-map_en
The EU project “Consumer PRO – Boosting professionals in consumer protection” 
In October 2021, ACR collaborated via a survey and an interview with Mr Benny Borg Bonello, President of Ghaqda Konsumaturi, the other Maltese consumer, in a needs analysis for training of the NGOs.  Training will be based on Digital Rights and Consumer Law. 
This project called Consumer Pro is being organised by European Commission, the European consumer organisation BEUC, to strengthen the consumer movement across Europe. It will help to identify the training needs of consumer professionals, and will be instrumental in organising tailored capacity building activities that will run until 2023
Annual Report by Cynthia Busuttil on FB administration for ACR AGM 2021

ACR April and May 2020 Executive Meetings 

Cynthia Busuttil reported that new-friend requests are being received regularly. The number of FB friends now (April 2021) stands at 360 .

A birthday greeting is sent on behalf of the ACR to each member on their birthday 
Admin Cynthia Busuttil finds it necessary to post more information regarding COVID-19 in a bid to encourage cooperation with our NHS. As a consequence of COVID-19 some consumers may encounter issues with outlets. Therefore, more information about consumer rights is being posted.
In April 2020 a complaint was received on fb about a product described as sub-standard.  After some dialogue and consultation with the Committee, advice was offered which was appreciated by complainant.
In May 2019 a complaint regarding notarial fees was received by Admin. After some dialogue, Admin consulted the Committee and advised complainant accordingly. There was no further communication.

Cynthia Busuttil alerted the Executive Committee to the L-Ahrax and Mizieb development plans issue. As a follow-up, formal objections were sent to the Planning Authority regarding Tigne and Rabat and l-Ahrax and Mizieb development plans. An ACR  Press Release on L-Ahrax and Mizieb development was also sent to the Press and was given publicity in The Malta Independent. Cynthia Busuttil and Catherine Polidano prepared two colour posters for FB and also participated in the sit down protest. and participated in a one-hour sit-in held at Castille Place on 31.10.2020 organised by Graffiti "in protest of a controversial government decision to hand over the management of the Miżieb and Aħrax woodland areas to hunters". 
(follow link: Activists Hold Sit-Down Protest Outside Castille Against Controversial Hunter's Woodland Deal (lovinmalta.com). ACR sent a number of objections to the Planning Authority regarding proposed development plans in sensitive areas on the island 
Report on ACR FB as at September 2020

Information related to COVID-19 is still being posted while the pandemic is still around.

A number of questions were posted on FB page to find out the views of the general public on residential homes for the elderly (State/Private/Church)

Feedback from one of the FB individuals suggested that in homes for the elderly and other caring institutions should require that all staff are certified by the competent authority of being able to communicate in the Maltese language
Another individual expressed concern that not all Private and Church Homes are following the same procedures and therefore there is the need to draw attention to these concerns to ensure the health and safety of the elderly inmates and staff 
Reflections and proposals 
General information regarding our Social Services was posted which caught some attention.Several items of interest related to International Consumer Rights Day 2021 were posted in March in order to encourage interest in consumer rights. There seems to be a little more response to posts which were of a local nature. 
Whilst thanking all those who visit the ACR page on a regular basis, she encouraged the 
Executive Committee members to visit ACR page more often in a bid to encourage more
 participation.
Grace Attard Reports on participation in Events and Activities 

GA was invited to  the virtual APS Bank Annual Malta Sustainability Forum – 25-29 January 2021
Highlights of the Conference 

Opening Session- Interview with H. E. Dr G. Vella President of Malta 

Ocean Plastic Pollution by Prof Alan Deidun: 
Youth for a sustainable future by Vladislav Kaim 

Building a Greener Future by Basima Abdulrahman 

Eating our way to a healthier planet by Prof Elliot M. Berry: There are many aspects of sustainability in relation to food. Food choices and diet have an impact climate change, biodiversity and food security.

Leading with a purpose:  Businesses no longer exist for the sole purpose to make money, but also play a role in making the world a better place.
The transition to a carbon neutral economy: Europe is aiming to become carbon-neutral by 2050. Discover how your business can face this urgent challenge to help build a better future for all.

Women: Having a balanced representation of women in decision making situations is beneficial. Gender inequalities in modern society. 

Sustainability Reporting: Disclosing your business’s sustainable practices has its benefits, including improved corporate reputation.

Link: https://maltasustainabilityforum.com/agenda/
EU Commission Virtual Conference Consumer Agenda Operational Priorities for the year ahead  
General Secretary Grace Attard was invited by the EU Commission to participate in a Virtual European Consumer Summit 15.3.21 entitled Consumer agenda operational priorities for the year ahead – 
Workshop 1: COVID -19 pandemic – Addressing the most urgent impacts on the protection of consumers

Workshop 2: Greening Consumption -How to accelerate green choices

Workshop 3: Consumers in the Digital Transformation – How to use benefits, but contain risks

Workshop 4: Enforcement of consumer legislation - How to develop capacities and tools of authorities and other actors
The European Economic and Social Committee (EESC) 
GA has been participating regularly in the EESC Plenary Sessions during the months of September, November 2020 and February, March and April 2021. 
GA Participation in EESC Plenary Session
Debates on: 

· Digitalisation and Sustainability - for action from a civil society perspective

· Building trust in human-centric artificial intelligence 

· New skills/Social inclusion - Future skills and education, while ensuring social inclusion

· The protection of unaccompanied minors in Europe

· EESC Press Release Artificial Intelligence must benefit everybody
(relevant background docs are available on request )
EESC/Consultative Commission on Industrial Change (CCMI) 2020-2021
The CCMI is made up of representatives of a wide range of Industrial sectors and delegates representing various sectors of Civil Society organizations, including youth, the elderly, women, consumers, people with disabilities among others. Grace Attard represents consumers on the CCMI
· Current issues addressed were the following:
· CCMI 161 Industrial Policy towards 2030

· CCMI 164 Creative Europe 

· CCMI 170 Artificial Intelligence in the Automative Sector 

· CCMI/167 The industrial perspective of reconciling climate and energy policies

· Industrial and energy transition: the industrial, economic and social consequences

· Industrial Changes in the European Pharmaceutical Sector

· Industrial Change in the Health Sector

GA has been re-elected delegate on the EESC/CCMI for the term 2020-2025. She was appointed on the Study Groups on the CCMI 178 Sustainability of Batteries Opinion and CCMI 185 Opinion Updating the new industrial strategy – Impacts on the health industrial ecosystem 

GA contributed to the documents, highlighting the need for consumers to be included in the stakeholder list and the role of Vocational Education Colleges to train young people for the related new developments which include the digitalised processes of the manufacture of batteries and health technology for a sustainable future. 

Association of Former EESC Members (AFM)
The role of the AFM is to be the link between the EESC and the EESC Former members and to keep them in touch with the initiatives of the EESC. 
The Association organises regular Bureau meetings to discuss how to further develop the functions and activities of the organization to be submitted and discussed with members at the AGM. AFM also publishes news and articles received from former EESC members in the newsletter CONNECT. 

Grace Attard was elected Vice-President of the Bureau of Association for EESC Former members (AFM) 2018 -) Due to the COVID-19 pandemic AFM meetings were reduced to a minimum

Initiatives by Grace Attard
In her role as AFM Vice-President, she drafted a new procedure regarding some aspects of the AGM, including a quicker way for conducting Bureau membership elections
Vice-President Grace Attard replaced President Roger Briesch who sent sent in his resignation due to health reasons.

Discussion are ongoing on the situation of AFM Meetings due to the COVID-19 which affected AFM physical functions which had to be postponed . 

Activities included Hybrid meetings, 

Preparations for AGM 2022: Checking of past members and new members lists according to AFM Statute - Rules of procedure 

AGM Preparations for elections: Renewal of AFM Bureau in 2022

Finalising Activity Report 2020-2021. 
Setting up a WhatsApp for AFM Bureau Members

ANEC The Voice of European Consumers in Standardisation
The following are a number of topics researched and discussed during the ANEC Digital Society Working Group to be submitted to the EU Commission 
· Guide for addressing standards in accessibility for vulnerable groups
· Eco-design of household appliances & material efficiency
· Digitization aspects and consumer requirements in relation to “smart” toys - implementation in standardization
· Household and similar electrical appliances – Accessibility of control elements, doors, lids, drawers and handles

· The European Green Deal
· Accessibility
· Hazardous chemicals in products

ANEC Working Groups 
· ANEC Toy Safety and ANEC Child Safety Working Groups: ACR Hon Treasurer Anna Dalli has been Member since 2019

· Gen Secretary, Grace Attard has been reappointed member on ANEC Accessibility Working Group and ANEC  Digital Society Working Group since 2014
Participation in Working Groups 

Grace Attard report on ANEC Meetings
ANEC Full Day Meeting of the Digital Society Group 15.3.2021
Topics discussed:
· Union Annual Standardisation Work programme 2021
· Electronic Communications products and services

· Radio Equipment Directive (Directive 2014/53/EU): common chargers
· Privacy and cybersecurity standardisation
· Standards on Vaccine Certificate
· Smart and sustainable cities and communities

· Access to Information Society by older persons and persons with disabilities

ANEC Sustainability Working Group

Grace Attard Member of ANEC participated in 
· Sustainability Working Group Meetings on 
Sustainable Choices - Standards on the EU Green Deal Policy Goals, including policy update on durability and material efficiency aspects of Ecodesign requirements ( now made public by the EC)
· ANEC Virtual Meeting on New European Standard on access of the built environment (FprEN 17210)
· ANEC Virtual Meeting on Artificial Intelligence in Healthcare

· ANEC – BEUC Virtual Meeting on Rescaled Energy Labelling

· ANEC Virtual Meeting on EU Green Deals Standards 

Commission Consumer PRO Project 
This project was an initiative of the EC under the European Consumer Project. It involved the participation by ACR Members in Training Session organised by Mr B. Borg Bonello (CAM) in collaboration with BEUC 18-19 November 2020. 
Highlights of the Training sessions: 
· Key Consumer Rights and Obligations, 
· Main challenges concerning general consumer policy, 
· Legal and Commercial guarantees, 
· Unfair Commercial practices
· EU law and National Level, 
· The Right of Withdrawal (or cancellation), 
· Alternative Dispute Resolution (ADR)among others 
Pauline Azzopardi, Cynthia Busuttil, Marie Demicoli and Grace Attard participated 
GA sent docs on Commercial and Legal Guarantees and other information for the Training Sessions 

Press Releases

During 2020-2021 ACR published a number of Press Releases on the following issues:

· Time to seriously reactivate the No Smoking Ban in Practice

· Re-organisng Mater Dei Hospital Car Park 

· Our Beaches are for everyone to enjoy 

· Transport Malta Action Needed to Stop Car Park Attendants abusive behaviour of demanding payment
· Strengthening the European Union - for a more effective consumer protection
· Malta needs to strengthen its efforts in addressing the coronavirus emergency 
· Flaws in information regarding the HSBC Malta Loyalty Reward Programme for Premier and HSBC Advance Customers
· Responsibility and law enforcement in the protection of consumers and the environment 

EESC/Consultative Commission on Industrial Change CCMI 

The CCMI is made up of representatives of a wide range of Industrial sectors and delegates representing various sectors of Civil Society organizations, including youth, the elderly, women, consumers among others, as delegates

Grace Attard has been re elected delegate representing consumers (2020 - 2025)

During this term some of the issues addressed were the following
· CCMI 161 Industrial Policy towards 2030

· CCMI 164 Creative Europe 

· CCMI 170 Artificial Intelligence in the Automative Sector 

· CCMI/167 The industrial perspective of reconciling climate and energy policies

· Industrial and energy transition: the industrial, economic and social consequences

· Industrial Changes in the European Pharmaceutical Sector 

· Industrial Change in the Health Sector

· The Future of a Changing Industry in Europe 

· Towards a Paradigm Shift in the Car Industry 
MEUSAC Sessions

ACR representatives participated in a number of  MEUSAC events, including:

Information Session: CE Marking and RAPEX

Work-Life Balance – The Right to Disconnect
The Role of NGOs in Advancing Sustainable Development: Looking ahead to 2050
Enhancing the role of stakeholders in Social Dialogue

New Deal for Consumer Rights Package
The Malta Competition and Consumer Affairs Authority (MCCAA)
ACR has established links with Odette Vella MCCAA - Information and Education Officer for exchange of information and with Grace Stivala MCCAA Director General on Consumer Affairs.  ACR keeps a record of all the MCCAA information material compiled by Odette Vella on The Sunday Times issue for dissemination to members. 
MCCAA Initiative ‘Servizz bi Tbissima’ ‘Service with a Smile’

Every year the MCCAA organizes an Award Ceremony of ‘Premju Servizz bi Tbissima’ with its sixth edition in 2019. The aim of this Award is to promote and encourage good business practices. ‘When companies and sellers invest in high-quality customer care service they invest in their own future and success’
Marie Demicoli has been member of the MCCAA organising committee for the last 10 years.. 

Malta Communications Authority - MCA

ACR regularly receives important information reports on handling of online complaints 

MCA publishes its reports every six months. The Authority is a reference point regarding online transactions and related issues which are raised by consumers

Malta Reform Programme 2020-30 (ongoing)
Addressing Environment and Climate Change 

In line with the recommendations by European Council 2019 Report on Malta, ACR Executive Committee member responsible for Consumption and Environment is working “to promote the need for a shift towards a more sustainable and resource-efficiency economy, for example by 
· investing in the untapped potential for energy efficiency and renewables, 
· the water-management cycle, 
· waste management, 
· tackling the growing emissions from air conditioning, 
· climate action and sustainable mobility, including emissions from road transport.
Single-Use Plastic Project 
Catherine Polidano, responsible for environment, has been working on a Single-Use Plastic Project. In her role as School Administrator of the Project on SUP she made proposals for ACR to collaborate. The project had attracted other young students from other schools. However, due to the COVID-19 pandemic this initiative was discontinued 
Environment Resources Authority (ERA)
Cynthia Busuttil and Catherine Polidano attended the Environment Resources Authority (ERA) Consultation session and participated in the discussion on Single Use Plastic. Catherine Polidano sent a number of key points as recommendations to ACR Executive Committee which were submitted to ERA through the online consultation on behalf of ACR including recommendations to the ERA Single Use Plastics consultation. ACR addressed this theme in one of its resolutions for 2020 
Websites submitted for information and capacity building of ACR Executive Committee members:

MCCAA (Malta Competition and Consumer Affairs Authority)

http://mccaa.org.mt 

Office for Competition and Office for Consumer Affairs 

MCA (Malta Communications Authority)

https://mca.org.mt 

(The Malta Communications Authority was set up to regulate communications services, which include, fixed and mobile telephony, Internet and TV distribution services
CAC (Consumer Affairs Council Malta)

http://consumeraffairscouncil.gov.mt
European Consumer Centre Malta Centre
http:/eccnetmalta.gov.mt

(The European Consumer Centre of Malta (ECC Malta) forms part of the European Consumer Centres Network (ECC-Net) with offices throughout all European Union Member States. The aim of the ECC-Net is to help with questions consumers may have concerning their activities in the European market. The objective is to make consumers feel as confident shopping throughout the EU as they do in their country of residence).

ACR Programme for 2020 - 21 and beyond 

The Report of the EU Commission Summit (30-31 January 2020) entitled Setting the scene for the future of Consumer Policy will be the basis of our initiatives for the next five years
The ACR programme for 2020-21 is focusing on 

· Monitoring the situation in Malta and in Europe regarding COVID-19,

· Call for immediate action from the Health Authorities to address the risks of COVID 19 in Private Homes for the Elderly and in Hospitals

· Adequate law enforcement, privacy and security and empowerment of consumers through standardization - key areas to be safeguarded.

· Understanding terms and conditions of contracts, timeframes of legal and commercial guarantees and their rights to claim compensation and essential tools. 

· Cybersecurity and financial payment: The need for a secure ecosystem 

· ACR will increase its initiatives in line with the Commission’s drive to ensure standardization in both products and services . 

· Addressing Safety measures in ‘Smart’ Toys

· ACR will increase its ‘market watch” (market surveillance) especially with the  contribution of members in informing ACR of unfair practices. 

· Addressing the digital transition will also be one of our major priorities, to ensure that no consumers and vulnerable groups are left behind

· ACR will give priority to information for vulnerable consumers through talks and discussions on current as well as emerging issues. 

· The General Product Safety Directive (GPSD)

· Sustainability
· Accessibility
Topics of complaints received by the Association
The Association regularly receives a number of queries and complaints on various products and services by phone or email. These are dealt with by Grace Attard, ACR General Secretary. First advice given is encouraging consumers to contact the seller and try to reach an amicable agreement. This is followed by explaining the rights of consumers in the different situations Very often a compromise is reached and if not there is always the need for further action, sometimes through MCCAA
Examples of complaints received: 

· White goods,
· Furniture
· Technology devices, and security 

· Issues concerning guarantees of renting of cars in Europe 
· Queries re contract information of bank services

· Better safety measures in products and services  

· Online shopping information and guarantees
· Mobile telephony
· Faulty tablets
· Late deliveries 
· Gift vouchers

· Price Indication
· Shopping during sales

· Second hand goods 

· Clarifications on Consumer Rights when returning goods

Members and friends are urged to participate and voice their complaints and their recommendations, as together we are determined to move forward in empowering the Maltese consumer
Conclusion
I am grateful to all the Executive Committee members whose commitment to the Association has been crucial to the development of its initiatives during the past 12 years We urge all our members to support us in our work. We are sure that you all have a wealth of ideas and talents to offer for the benefit of society





Thank you 
It is well to give when asked; but it is better to give unasked, through understanding

(Kahlil Gibran - The Prophet)
Pauline Azzopardi





Grace Attard

President






General Secretary
