
 

 

Self-regulation : January 2013 Update  

 

ERA Europe’s self-regulation programme was established to encourage fair, ethical and 
responsible marketing practices that promote consumer confidence in electronic retailing. The 
association has adopted the ‘Self Regulation Charter for Electronic Retailers’ that must be signed 
and adhered to by all members.  

The self-regulation programme will boost  consumer confidence in electronic retailing and distance 
selling. 

ERA Europe’s new self-regulation officer is Klaus Parchent, formerly General Counsel at QVC in 
Germany, and a lawyer who runs his own practice, Parchent Rechtsanwälte, in Düsseldorf, 
Germany, specializing in Trade Law, Media Law, Business Law and Intellectual Property Law.  

Q: What do you see as the key challenges ahead in t erms of the industry’s self-regulation?  

A: It shouldn’t be that challenging because the self-regulation programme of ERA Europe is 
already long existing and has just been updated. Besides it is just a commitment to fulfill the legal 
requirements of the markets in which our members are acting. And we are very confident that the 
vast majority of our members already fulfill these requirements. What is new to the association now 
is that we have a programme that for the first time makes it possible for the consumer to get in 
touch with us and we are not yet sure how many complaints will come out of this new initiative.  

Q: So will the association become the pre-eminent c hannel for consumer complaints?  

A: No, that’s not the main purpose. It’s our understanding and conviction that approaching our 
members should be the fastest and most effective way for consumers to get a complaint handled 
and solved, also in the future. By providing a communications channel, however, we think we’ll 
improve the trust consumers have in our industry and therefore also improve our reputation.  

Q: How do you think consumers view the teleshopping /homeshopping industry?  

A: Trust in the industry has really improved. In my opinion it’s never been higher than it is today. 
But there’s still room for improvement and if we compare TV shopping to the  other trade 
businesses, there’s still some difference in levels of trust. We have to admit that there are black 
sheep in the industry but they are not within our association and this [self-regulation] is the exact 
reason. The Self Regulation Seal “Shop with confidence” we have introduced will help make sure 
consumers immediately realise that companies without that seal have to be treated with care.  

Q: So what are your priorities as ERA Europe’s new s elf-regulation officer?   

A: The implementation of the revised self-regulation programme as fast as possible! I want to build 
on the work done so far to create a trusted Seal, to make it a trust mark for the industry and to help 
all members remain or become compliant to our self-regulation programme. Every ERA Europe 
member is committed to the charter. My job now is to be reactive in terms of dealing promptly with 
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complaints and to be proactive by monitoring progress and ensuring that everything is progressing 
as we intended it to do under the self-regulation regime.  

 

Q: As the self-regulation programme beds in, how wi ll your role change?  

A: One of the issues in our association is the big variety of members we have. From big companies 
who probably don’t need much help exploring their legal rights and obligations to small members 
and new entrants who need support and help to understand their obligations. The educational side 
of my role is important. We’re working on how to offer our members more information and support.  

Q: How does the Seal work?  

A: It’s not a product, it’s a logo given to members to put on their website, literature and stationery 
and to link to the ERA Europe Shop With Confidence website (www.shopwithconfidence.eu) where 
consumers will be able to find details about the association and the process to follow in the event 
of a complaint. We are encouraging our members to use it widely to help educate consumers and 
instill confidence in us as an industry.  

Q: What measures is ERA Europe taking to protect th e probity of the Seal?  

A: The Seal is a Registered Trademark and as such is our intellectual property (IP). Clearly, if a 
company is not a member it may not display the seal on its website or its stationery. The 
Association will send a cease and desist letter to anyone who violates our IP and we will take legal 
action in their country if necessary. Quite apart from any IP litigation, the use of our Seal by a non-
member would breach competition law in most EU countries because they’d be making false 
claims with regards to the membership of a Self Regulation Programme and that would expose 
them to other legal action.  

Q: And how will ERA Europe control the compliance o f the members? 
 
A: Of course, there already is quite an inside control via other members acting in the same market. 
If any member has an issue with regards to non-compliance of another member it either will 
directly approach the non-compliant member itself or get in touch with me as the Self Regulation 
Officer of ERA-Europe. Not forgetting the consumers who will definitely make use of the channel 
via www.shopwithconfidence.eu 
Besides there also is a concept of regular monitoring of the members in place in order to make 
sure that there is no member violating the rules.  
In all of these approaches there is a detailed process in place how to proceed to sort this issue out 
together with the member. 
If in the end of this process an infringement cannot be solved and/or is not remedied to the 
conviction of the association the member runs the risk of being expelled from ERA Europe. 
This is the only way for the association to make sure that our self regulation programme will fulfill 
its aim: improving the reliability and the reputation of our members and in the end of the whole 
industry. 
 


