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The Omnibus Directive covers changes across 4 areas:

• Consumer Rights

• Price Indications

• Unfair Contract Terms

• Unfair Commercial Practices

Central to these changes lies greater transparency for consumers online.

In an effort to increase transparency on e-commerce sites and marketplaces, the 

Directive addresses the following:

Identity of suppliers

When transacting online, it’s not always obvious whether the seller is a professional 

trader or private individual from a consumer’s point of view. Consumers must 

be warned EU consumer protection rules only apply in business-to-customer 

transactions.

Disclosure of responsibility

Marketplaces must advise consumers who is responsible for contractual obligations, 

such as delivery and returns - i.e. the online marketplace versus third party supplier.

Ranking offers 

Consumers need to know the main criteria used to rank search results - e.g. paid 

advertising, distance, pricing and reviews. 

Pricing

Consumers must be informed if automated decision making was used to personalise 

their price, for example, potentially increased prices due to profiling.

The EU Omnibus Directive, also known as the Enforcement 

and Modernisation Directive, aims to expand the scope of EU 

Consumer Law. Published in January 2020, Member States 

had until 28 November 2021 to adopt it. Coming into force on 

28th May 2022, the Directive looks to modernise EU consumer 

protection rules across a variety of industries engaged in B2C 

transactions in response to the acceleration to digital.

Introduction

https://eur-lex.europa.eu/legal-content/EN/TXT/PDF/?uri=CELEX:32019L2161&from=EN
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Visibility of consumer rights

Marketplaces and e-commerce sites must provide consumers with upfront awareness of consumer 

rights and details of whom they can complain to if they believe their rights have been denied.

Dual quality products

Marketing products in identical or similar packaging across Member States, where their components 

differ across countries, is not allowed unless there is a legitimate reason.

Fake reviews

The new Directive prohibits fake reviews and the manipulation of reviews including:

• Posting fake reviews

• Transferring or merging endorsements from one product to another 

• Deleting negative reviews (‘review gating’)

• Claiming consumer reviews have been verified when they haven’t 

Implications for Consumers

EU consumers will welcome the changes as the Directive means they will benefit from more 

traditional rights, better choice and increased transparency when buying digital goods, services and 

content from online marketplaces and e-commerce sites.

Implications for Marketplaces

Online traders’ and marketplaces’ pricing processes, reviews verification procedures and transparency 

practices will be greatly affected. Marketplaces will ultimately be responsible for ensuring private 

individual traders on their platform comply with regulation and will need to have processes in place 

to verify the authenticity of reviews on their platform (potentially only permitting reviews from 

verified purchasers).  They will also need to be transparent with consumers about how they verify the 

authenticity of their reviews.

They will need to consider:

• Where are the reviews hosted?

• What review management software is used?

• How is a consumer’s identification verified for the purpose of reviews?

• How will consumers be advised of the verification process?
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How will the new Directive be enforced?

Heavy fines, up to 4% of annual turnover in the EU state in which goods and services are provided, 

will be levied against businesses not complying with the regulation. Where it is not possible to 

calculate the annual turnover, a fine of €2million will be imposed. Member States could also impose 

higher fines where appropriate.

How will businesses outwith the EU be affected?

UK traders selling to consumers in EU Member States will also need to comply with the new 

regulations. Additionally, the UK Government has shown commitment to introducing similar measures 

in the UK in alignment with the EU. On 20 April 2022, they announced reforms to protect the public 

from misleading marketplace reviews. Existing plans include making it illegal to commission or host 

fake reviews. Consultations on the new legislation will look to prevent traders and marketplaces from:

• commissioning users to submit fake reviews

• hosting consumer reviews without verifying their authenticity

• offering or advertising to submit, commission or facilitate fake reviews

The Consumer Green Paper also tackles greater transparency for consumers in the UK around 

personalised pricing practices, data portability and alternative dispute resolution, proposing fines 

capped at 10% of a firm’s worldwide turnover for breaches of consumer protection legislation.

A more transparent way forward

Europe is set to lead the charge in increased regulation of marketplaces and e-commerce sites and 

with many US businesses operating in Europe, they will need to follow suit. Consumers have long 

been waiting for stronger protection and rights when shopping online. With the rapid shift to digital 

over the past number of years and corresponding rise in fraudulent behaviour online, improved 

consumer transparency will be very much welcomed.

https://assets.publishing.service.gov.uk/government/uploads/system/uploads/attachment_data/file/699937/modernising-consumer-markets-green-paper.pdf
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Protecting consumers from misleading reviews

IE Enforcement Modernisation Directive

Directive (EU) 2019/2161 of the European Parliament and of the Council

The Authenticity of Online Reviews and Consumer Trust

Why the CMA is Investigating Reviews Platforms

The Role of Reviews in the Customer Decision Making Process

Fabricated Reviews - How Fake Review Detection Software is the Answer

Resources

About Pasabi
Bad actors are smart, but Pasabi is smarter. By identifying patterns of negative behaviour, our AI 

platform stops them in their tracks. Pasabi helps you decide who you can trust, eliminating the bad 

actors from your platform and keeping your users safe.

 

You might think you’ve got this covered with ID verification, but at Pasabi trust and safety isn’t a one-

and-done deal, it’s every single day. Give your users the authentic and trusted experience they deserve 

while you get on with growing your business.

Onboarding is just the start. We’re here for the rest of the journey.

www.pasabi.com
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