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Introducing … 
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Our mission … 
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The mission of our national helpdesk Biocides is to 
give companies, in particular SMEs, easier access to 
adequate information on all aspects of the new 
Regulation and the still existing national procedures, 
so that they can meet their legal obligations. 



Counterexample … 
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1. Some history 

- Until the end of 2010: Questions on biocides 
directly treated by a member of the biocides 
service via Outlook (time-consuming) 

- January 2011: Integration of 
info.biocides@health.fgov.be in the             
project (Front office vs. Back office) 

- September 2013: Integration of the new 
Regulation 528/2012 in the helpdesk activities 
(cf. art. 81, §2.) + support from ECHA 
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2. Organisation of the helpdesk 
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2. Organisation of the helpdesk 
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CC = Contact Center              

(Telephone / E-mail / Webform) 



2. Organisation of the helpdesk 
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2. Organisation of the helpdesk 

HelpNet = network of 29 
national helpdesks biocides 
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2. Organisation of the helpdesk 
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2. Organisation of the helpdesk 
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2. Organisation of the helpdesk 
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2. Organisation of the helpdesk 

http://echa.europa.eu/contact/helpdesk-contact-form 
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3. Treatment of incoming 
questions 
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 Company asks a question via the CC (FO) 
 02/524.97.97 
 info.biocides@environment.belgium.be  
 Webform at www.health.belgium.be 

 Question comes up in "Ariane" (electronic transfer 
platform) 

 Creation ticket number 2-XXXXXXXXX 
 Transfer to corresponding helpdesk (CLP, Biocides, 

Products, Chemicals) (BO) 
 Helpdesk provides an adequate response within 5-10 

days 
 Directly based on FAQ / database with Q/A pairs 
 After consulting an expert within the unit(s) involved 

 

mailto:info.biocides@environment.belgium.be
http://www.health.belgium.be/


2. Treatment of incoming 
questions 
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3. Treatment of incoming 
questions 
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Communication preferably by e-mail: 
 

 Technical nature of the subject 
 Facilitates research work 
 Promotes the set-up of a qualitative Q/A database and 

FAQ 
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4. Some statistics (2012) 

18 december  2013 Belgian Helpdesk Biocides 21 

76% questions on biocides 
(total amount of 2012 = 816) 



4. Some statistics (2011-2013) 
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 2011: 545 questions 
 2012: 621 
 2013: 559 … 

Around 150 questions per 
quarter 



4. Some statistics (2012) 
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About 87.5% received by 
the CC 



4. Some statistics (2012) 
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75% asked by companies 



4. Some statistics (2012) 
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Majority of the questions 
are in Dutch 



4. Some statistics (2012) 
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+85% of the questions gets 
an answer within 10 days 
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5. Satisfaction survey 2012 
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446 organizations surveyed, of whom 82% 
companies 

101 respondents have participated = 22,5% 

CONCLUSIONS (attention: for all the helpdesks together !!!): 
- 26% very satisfied                 23% unsatisfied 
- Satisfied, because: 

- Contact information is easy to find (82%) 
- Phone conversations go smoothly (91%) 

- Unsatisfied, because: 
- Information seems unclear and incomplete (25%) 
- Waiting time is too long (50%) 
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6. Communication actions 
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www.biocide.be 



6. Communication actions 
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www.echa.europa.eu  

 Stakeholder’s day (foreseen May 2014, Helsinki) 
 2013: http://echa.europa.eu/view-article/-/journal_content/2a841ed1-7761-479d-

91a8-3e439a11ebbb 

Guidance documents 
 http://echa.europa.eu/en/guidance-documents/guidance-on-biocides-legislation 

 Specific web pages for SMEs 
 http://echa.europa.eu/web/guest/support/small-and-medium-sized-enterprises-

smes 

 IT tools, procedures, lists of approved biocides and 
substances, … 
 http://echa.europa.eu/regulations/biocidal-products-regulation 

http://www.echa.europa.eu/
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7. Future activities 
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 Further reorganisation of our website (new content, 
new look) 

 Separate alias for the helpdesk  
 www.helpdesk-biocides.be 

 

 

 Publication of the first FAQ on BPR 

Webinars, training on IT tools, … 

Guidance developments 

http://www.helpdesk-biocides.be/
http://www.helpdesk-biocides.be/
http://www.helpdesk-biocides.be/


Finally … 

Thank you for your attention ! 
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Questions about biocides? 
 Contact the Belgian Helpdesk Biocides !!! 
 T : 02/524.97.97 
 E : info.biocides@environment.belgium.be 
 W : http://www.biocide.be 

mailto:info.biocides@environment.belgium.be
http://www.biocide.be/
http://www.biocide.be/
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