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Brussels, 12 June 2003 
  
     

CCFORM  PROJECT GIVES EUROPEAN CONSUMERS BETTER 
CUSTOMER CARE 

The CCform (Consumer Complaints Form) project held its final workshop at the Residence 
Palace in Brussels yesterday. The outcomes of the workshop will be used to develop an online 
complaint form which will revolutionise the way complaints are made and handled, especially 
in the area of cross-border sales. 
 
Online complaint forms have existed for some time now, but the CCform offers a number of 
features which make it unique. 
 

• It is extensible – companies will be able to adapt the form to reflect their needs. It can also be 
integrated into existing customer care systems, or used on its own. 

• Consumer confidence – It is envisaged that the system will be administered by the CCform 
Platform. Companies wishing to use the service will have to sign a contract with the Platform, 
in which they will agree to abide by the best practice rules as laid out in the Code of Conduct. 

• It is multilingual – consumers will be able to fill in the form in their own language, and the 
recipient company will be able to read it in its preferred language. 

• It has a built in escalation to dispute resolution services. 
• It is applicable to all known sectors, including government, and for sales through any 

distribution channel. 
 
The final workshop marks the culmination of a six month consensus building phase, which has 
brought together representatives from large companies, SMEs and consumer organisations, as well 
as legal experts and software researchers. 
 
Alastair Tempest, Director General of FEDMA, said “FEDMA is extremely proud to be 
coordinating this project, which we hope will bring great benefits to both customers and 
businesses”. 
 
The CCform project is funded by the European Commission under its Information Society 
Technologies programme (ref. IST-2001-34908). It is coordinated by FEDMA (the Federation of 
European Direct Marketing), in cooperation with the Centre for Research in Information Systems 
and Law (University of Namur), DMA (UK), Luxembourg Consumers Union, Selections Reader’s 
Digest, e-consult, STARlab – Systems Technology and Applications Research (VUB).  
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If you would like to add the e-mail addresses of colleagues or other contacts, please 
do not hesitate to contact us by reply e-mail. 
 
On the other hand, if you wish to be removed from this list, please reply with 
"unsubscribe" typed in the subject header. Thank you. 
 
Note to Editor: 
 
FEDMA, the Federation of European Direct Marketing, represents the direct and 
interactive marketing industry in all its forms. FEDMA’s objective is to protect and 
promote the European direct marketing business by creating, through representation, 
self-regulation and information, acceptance and confidence in direct marketing within 
a healthy commercial and legislative environment in which the sector can profitably 
operate and develop. 
 
FEDMA has more than 250 direct members and represents nearly 10,000 companies 
through its national DMA members. 
 
 
For further information contact Catherine Brett, FEDMA PR and Communications, at 
cbrett@fedma.org 
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Direct Marketing Associations in Europe and elsewhere affiliated to FEDMA: 
 
Country DMA Telephone  Fax E-mail Web site 
 
AUSTRIA  DMVÖ  43 1 911 4300  43 1 911 297 office@dmvoe.at www.dmvoe.at   
AUSTRALIA ADMA 61 2 9368 03 66 61 2 9368 08 66 rle@adma.com.au www.adma.com.au 
CANADA CMA 1 416 391 2362 1 416 441 4062 johmg@the-cma.org www.the-cma.org     
CZECH REP. ADMAZ  420 2 83890733 420 2 83890734 info@admaz.cz www.admaz.cz  
FINLAND SSML   358 922877401 358 96121039 jari.perko@ssml-fdma.fi  www.ssml-fdma.fi    
FRANCE UFMD  33 1 42563886 33 1 45639195 cbougeois@dial.oleane.com www.fevad.com  
GERMANY DDV   49 611 9779310 49 611 9779399 info@ddv.de www.ddv.de   
HUNGARY DMSZ  36 1 413 63 97 36 1 342 05 36 csaba.kis@dmsz.net www.dmsz.net  
IRELAND IDMA  353 1 6613808 353 1 2833248 info@idma.ie www.idma.ie   
ITALY AIDIM  39 02 29014157 39 0229013172 aidim@tin.it  www.aidim.it 
NORWAY NORDMA 47 22 586858 47 22 586809 sekretariat@nordma.no www.nordma.no  
POLAND SMB  48 22 654 68 33 48 22 654 55 33 mzarzycka@smb.pl www.smb.pl  
PORTUGAL AMD  351 21 4366727 351 21 4367845 amdportugal@amd.pt  
SLOVAKIA ADIMA   421 7 44455012 421 7 44455014 klc@hermesplus.sk 
SPAIN  FECEMD  349 32404070 349 32403134 lherrero@fecemd.org www.fecemd.org   
SWEDEN SWEDMA  46 86613910  46 86600713 direkt@swedma.se www.swedma.se   
SWITZERLAND SDV   41 43 322 13 30 41 43 322 13 33 daniela.reinhard@dmverband.ch www.dmverband.ch 
U.K. DMA UK  44 207 321 25 25 44 207 321 01 91 dma@dma.org.uk  www.dma.org.uk    
USA DMA US 1 212 768 72 77 1 212 768 7353 info@the-dma.org www.the-dma.org    
   

 
 


