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EUROPEAN CONSUMER CENTRE BULGARIA

Free and individual as-
sistance for consumers, 
who have issues with 
cross-border purchases in 
the EU, Iceland or Norway.

The European Consumer Centre Bulgaria (ECC) is 
part of a network of 30 European Consumer Cen-
tres (ECC-Net), which are located in every member 
state of the European Union, Iceland and Norway.

If you travel in Europe or you buy goods and 
services from another member state, Iceland or 
Norway, consulting with us could save you time 
and money as well as help you avoid problems!

www.ecc.bg
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VACATION STARTS NOW

Regardless of how carefully you have planned your vacation, there 
is always a chance something unpleasant to happen - cancelled 
flight, damaged baggage, unexpected or even hidden fee, annulled 
hotel reservation as well as many others.
The most common are:

ВАКАНЦИЯ

Problems with the transport
The flight is delayed or the suitcase is missing

Bookings and packages
The afternoon nap is interrupted by the local 
airport’s noise

Rent a car
The deposit is not refunded due to “new” 
damages found after the car has been returned

Payments
The charged amount is higher than the one in 
the invoice

Local help
We no speak Bulgariano?!
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FASTEN SEAT BELT!

Even if you have arrived on time at the 
gate, there is no guarantee that the 
airplane will take off or land on schedu-
le. The reason for that could be of any 
sort - the aircraft has not yet arrived, bad 
weather conditions, strikes, etc.

Delay of an upcoming flight

Ask for information from the carrier’s 
representatives. After the second hour 
you may demand snacks and refresh-
ments, but if you buy them on your own, 
keep the receipts or picture them. You 
can ask for refund after that for the paid 
amounts. If the flight is re-scheduled 
for the next day, the carrier is obliged to 
provide you with accommodation as well 
as with transport to the place and back.

Delay at arrival

You might be entitled to a financial 
compensation if you reach your final 
destination 3 hours after the scheduled 
arrival.

Cancelled flight or denied boarding

Look for the air company’s info desk 
and ask for:

 ✓ re-routing as soon as possible
 ✓ re-reouting on another date
 ✓ cancel the whole trip and get re-

funded for the ticket’s amount
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LOST & FOUND

It’s important to know!
Low-cost companies have 
strict luggage rules and do 
not accept compromises. It 
is in your interest to get to 
know with their conditions in 
advance, so you don’t have to 
pay extra fees at the airport.

Each air carrier has its own baggage policy, but for 
the registered (“check-in“) ones they are compa-
ratively following same standards. Unfortunately, 
almost all of them occur at arrival. If you do not 
find your case at the baggage carousel, submit a 
claim at the Lost & Found desk at the airport while 
you are still there and keep the protocol with you. 
Send your claim to the air company, too. If the 
luggage doesn’t arrive within the next 3 weeks, its 
tracking will be suspended and considered as lost, 
or if it does arrive, but it’s broken - again send your 
complaint to the company in order to get your 
compensation.

Precautious measures

Most of the touristic insurances as well as some 
credit card unions cover these risks. However, 
avoid putting expensive or sentimental objects in 
the checked-in baggages.
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DO NOT DISTURB!

Once you have landed, it is time to 
accommodate, throw away the cases 
and dive into the ocean of tranquility. To 
ensure the smooth transition, you need 
to take a few steps of preparation.

Check the hotel/place of accommo-
dation
Check carefully the contacts, the con-
ditions, location as well as the gallery 
of the place before booking it. Every 
inconsistency you notice later will be 
compared with them. Comments by 
former guests as well as reviews could be 
useful, too.

Read the terms
Most of the hotels around the world 
have a standard check-in and check-
out time. If your place has a separate 
approach, estimate your time of arrival 
and set aside a buffer time for unex-
pected events.

Keep in mind when booking
Many websites offer intermediary 
services, where you can easily compa-
re prices and locations, and you can 
even make a booking. However, these 
reservations are not made with the 
intermediary, but with the hotel/place 
of accommodation and usually the 
payments are also to them.
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BED AND BREAKFAST

Do not forget!
These places are personal 
properties and you are obli-
ged to comply with the terms 
and conditions. Read the 
host’s rules carefully before 
booking, because they can 
be all sort of things. The most 
common disputes are about 
pets, noisy parties or extra 
guests.

The new technologies opened new doors of perso-
nal properties to rent. Today, you can connect via 
online platforms with the owner of an apartment, 
private room, house or a bed in a shared room, 
and even pay in advance with your smartphone. 
This easy way of making a reservation is considera-
bly cheaper and provides more personal approach 
to the guests. 

Read what is included in the price, as well as about 
services, which you might have to pay additionally. 
Usually cleaning is a service, which doesn’t show 
in the initial offer and comes out significantly more 
expensive during short visits than longer ones.
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BON VOYAGE!

It’s always easier when someone else organizes 
your holiday. It saves time and efforts, which must 
be strictly preserved for far more pleasant emo-
tions.

What is a package travel?
Tourist package is a combination of at least two 
different services (transport, accommodation, car 
rental) for the purpose of the same trip and:

A/ those services are purchased from one trader 
under a single contract, or are

B/ purchased from separate travel service provi-
ders, but the services have been advertised 
at an inclusive price, purchased from a sin-
gle point of sale and allow selection of the 
services after conlcluding the contract; online 
bookings must be confirmed within 24 hours.

Be careful!
The new regulations for 
better protection do not 
apply for all travel packages, 
e.g. booking from various 
agents transport and accom-
modation, certain types of 
business trips or packages 
with duration of less than 24 
hours and without overnight 
accommodation.
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BRIEFLY...

All Bulgarian traders, which provide travel packages are obliged to get registered. 
Type “Registry of the registered travel service providers and travel agents (Bulga-
ria)“ in any internet search engine and check your company.

The travel service provider or the travel agent has to conclude with the traveller on 
behalf of a licensed insurance company a mandatory insurance “medical expenses 
in the event of illness or tourist’s accident“ for international travels.

In case of unfortunate events during the package travel, e.g. health issues or lost 
passport, the travel service provider or the agent must assisst you, such as provi-
ding you with information on health services or consulate help, as well as finding 
an alternative travel arrangements if neccessary.

You have the right to terminate the package travel contract in case the price of 
the pacakge increases with more than 8%. In case there are changes in plans and 
you can’t travel, under certain conditions you can transfer the contract to another 
person after giving a notice to the provider 7 days at the latest before the start of 
the package travel.
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HATCHBACK OR SEDAN?

The pleasure of visiting remote corners 
or exploring breathtaking landmarks with 
the family could be easily done with a 
car.

Things to check before renting a car:

 ✓ The total amount you have to pay. 
Very often only the basic price is in-
dicated, without extra fees included, 
e.g. getting the car from the airport, 
mandatory insurances or any others

 ✓ How much additional services will 
cost you, such as baby seat or car 
navigation

 ✓ Fuel policies - whether you chould 
return the car with full tank or not

 ✓ Age restrictions for the driver 

 ✓ What amount shall be blocked 
from your credit card as a deposit 
and the conditions, under which 
you may withdraw from the con-
tract, if for whatever reason you 
have to change your trip

Keep in mind!
If you rent a car online, you are not 
entitled to a “cooling-off“ period and 
you cannot withdraw from the contract 
for a reason, out of its provisions.
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LEFT OR RIGHT STEERING WHEEL?

When you collect the vehicle, you should demand to record all visible damages on 
the car in the  pick-up protocol by the staff.

Carefully check what risks are covered by the insurance and what are not. This will 
indicate what amount will be charged your credit card with in case of damages on 
the car.

Take a look on the conditions for car crash or in the event of car accident. If the ve-
hicle breaks down, follow the instructions and do not attempt to repair it yourself 
or at your expense, without the prior consent by the company.

In case of an accident immediately notify the local police as well as the company 
and follow their instructions.

Always strive to return the car within the working time and get a document that the 
car has been inspected and accepted without notice.

If you return the car after the working time, park it and drop the keys in the spe-
cified locations. You may make pictures, which will serve as proves that the car 
has been returned in a good condition. Since the cars returned after the working 
time are reviewed on the next working day, there is a possibility an amount to be 
deducted from your credit card for the reported damages.
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PAY REASONABLY

If happiness cannot be bought with 
money, let at least the fees for everything 
else be as clear as the bright sky.

Withdrawals from local ATMs in EU
Fees must not be higher than those 
when you withdraw from an ATM of 
another bank. For example, if your bank 
charges you 1 lev per withdrawal from 
an ATM of another bank in Bulgaria, then 
in Greece or in Italy the same fee should 
not be more than half a euro. Use chip 
cards (instead of magnetic stripe only) 
and cover your PIN code with hand when 
dialing it.

Currency conversion and Dynamic 
Currency Conversion (DCC) abroad
Whether you withdraw from an ATM or 
pay via a Point of sale terminal, choose 

local currency payments. If the device 
offers you to pay in leva or to use DCC, 
there is a huge possibility to pay up 
to 20% more expensive conversion. 
Since December 2019 in the EU all final 
amounts for payments must be clearly 
displayed on each device. 

Bank card payments
In the EU there are caps of the in-
terchange fees when shopping with 
consumer bank cards:

 ✓ 0,2 % of the transaction value + 
0,05 eurocents for debit cards

 ✓ 0,3 % for credit cards
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Sometimes, even the sunniest days go 
dark. That’s why it is important to have 
someone to turn to.

Europe Direct
This network has been created by the 
European Commission and is accessible 
throughout the entire EU. You can refer to 
them with general enquiries about your 
rights on working days from 9:00 till 18:00 
CET in all official EU languages. Neverthe-
less, Europe Direct does not consider indi-
vidual complaints, but will rather re-direct 
you to another competent structure.
Phone: 00 800 6 7 8 9 10 11

Diplomatic missions
The embassies and the consulates of the 
Republic of Bulgaria can mostly assist 
you with problems with your official 
documents. Check out the Ministry of the 
Foreign Affair’s website and subscribe to 
“I’m travelling for...“ service. 

Emergency centre
If you are in an urgent situation, dial 112 for 
an ambulance, police or fire department. 
112 is a common European telephone 
number for emergency services that can 
be dialed for free.

HELP ON THE SPOT
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ECC-NET: TRAVEL APP

The European Consumer Centres Network (ECC-
Net) offers a unique app: ECC-Net: Travel. It is 
designed to be a companion for when you travel 
inside the European Union, Iceland and Norway. It 
can help consumers overcome difficult situations 
on their holiday abroad and assist in exercising 
their consumer rights in the language of their des-
tination country.

The app is free of charge and works offline, so that 
you can avoid roaming charges. It works with iOS, 
Android и Microsoft Windows mobile platforms.

Easy!
Download it now and avoid 
searching later on internet 
for  contacts and addresses to 
embassies and other institu-
tions.
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OUR CASE HANDLING PROCESS

In order ECC Bulgaria to consider your case, the following is required:

to be a natural person

the company must be registered in another EU member sta-
te, Iceland or Norway, different from the one you reside in.

to possess documents - emails or any other papers, which 
can support your claim.

It’s important to know!

In order to begin the case handling procedure, you must have written to the 
trader. On each case there are two centres working at the same time - the con-
sumer’s ECC communicating with the complainant as well as the trader’s ECC, 
which contacts the company. The duration of the process is 10 weeks. 

1
2
3



For more information:
www.ecc.bg

European Consumer Centre Bulgaria
Bacho Kiro str. 14, Sofia

00 359 (0)2 986 76 72

Consumer Protection Commission Bulgaria
www.kzp.bg

00 359 (0) 0700 111 22

This brochure is part of the action 847637 — ECC-Net BG SGA 2019, which has received funding under a 
grant for an ECC action from the European Union’s Consumer Programme (2014–2020).

The content of this brochure represents the views of the author only and it is his/her sole responsibility; 
it cannot be considered to reflect the views of the European 
Commission and/or the Consumers, Health, Agriculture and 
Food Executive Agency or any other body of the European 
Union. The European Commission and the Agency do not 
accept any responsibility for use that may be made of the in-
formation it contains.


