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FLASH 299

MAIN QUESTIONNAIRE

TREND 2009
ASK ALL
Ql. Please tell me if you have purchased any goods or services in the past 12 months, by distance in
the UK or elsewhere in any of the following ways.....?
[MULTIPLE ANSWERS POSSIBLE]

- Yes, from a seller/provider located in the UK.........cceeevveeieenreecneenen. 1
- Yes, from a seller/provider located in another EU country ................. 2
- Yes, from a seller/provider located outside the EU .........cccccevveeuneenee. 3
N e 4
= [DK/NA] ettt sttt ene 9
A. Via the Internet (website, email, €1C.) ..cccuiiiriiiiee e e 12349
L 20 23V o] o o [ U UPU PSRRIt 12349
C. By post (catalogues, Mail Order, BEC.) ....cciriirierieeierierie ettt 12349
TREND 2009
[ASK IF THE ANSWER IS “2” IN Q1A OR Q1B OR Q1(]
Q1lA. You said you bought something by distance (by phone, post or internet) from another EU country.

Please tell me how much you spent in total on the items you bought by distance from another EU-
country in the last 12 months, even if it’s an approximate amount.

- [ 1€ (or local currency)
- [DK/NA] ..ottt ettt et te e s esreeneeens 999999999
TREND 2009
ASK ALL
Q2. In the past 12 months have you purchased any goods while on holiday, shopping or business trip in
another EU country?
T (= PP PPTPRRTN 1
T | [ o B USRS PPP U PPPPPPPTN 2
= IDK/NA] ettt et e raeaan 9
TREND 2008
Q3. During the past 12 months have any of the following situations happened to you when purchasing

something at a distance in the UK or elsewhere?

R & F- o] o 1= =T IS 1
I 1o I g Yo fl o =1 ] 0 1= T PPN 2
= IDK/NA et 9

[ASK IF THE ANSWERIS1IN Q1. AORQ1.BORQ1.C]



A. A delay in the delivery of something purchased from a seller provider

10Cated iIN the UK ...ttt s 129

B. You purchased something from a seller provider located in the UK and it

Was Not delivered at all........coceeerieiiee e 129
[ASK IF THE ANSWER IS 2 IN Q1.A OR Q1.B OR Q1.C]

C. A delay in the delivery of something purchased from a seller provider

located in another EU COUNTIY......coiiiiiie ettt ettt e eaae e e 129

D. You purchased something from a seller provider located in another EU

country and it was not delivered at all ..........ccoooeiiiiiniiiie e 129
[ASK IF THE ANSWER IS 3 IN Q1. AORQ1.BORQ1.C]

E. A delay in the delivery of something purchased from a seller provider

located outsSide the EU......ccc.eiiiiiiiiiieceeeee et 129

F. You purchased something from a seller provider located outside the EU

and it was not delivered at all.........coeeiirininien e 129
[ASK IF THE ANSWER IS 2 IN Q1.A OR Q1.B OR Q1.C]

G. You wanted to purchase something from a seller/provider in another EU

country but the seller refused to deliver or to sell to YOU.......cccceevveeeiiiieeciiee e, 129
TREND 2008
ASK ALL
Q4. Have you purchased or signed up to any financial services (e;g. current account, credit cards,
savings account, insurance policy, mortgage, etc.) over the Internet, phone or post in the last 12
months?
[MULTIPLE ANSWERS POSSIBLE]
- Yes, from a seller/provider located in the UK........ccceeevveevreeereecneennen. 1
- Yes, from a seller/provider located in another EU country ................. 2
- Yes, from a seller/provider located outside the EU ..........ccccecvveeuneenee. 3
I [ V1o ) PSRN 4
= IDK/NA et eees 9
TREND 2008
ASK ALL
Q5. Thinking generally about purchasing goods or services from sellers providers located elsewhere in

the European Union, which we refer to as “cross-border shopping”, please tell me to what extent
you agree or disagree with each of the following statements.

R Vo) 7 1|V -{ Y SR 1
R F=T0 Vo I o I = =T USRS 2
S =Y o1 B o X e [ 1Yo o < T PPN 3
- TOtally diSABIEE ..eeeiieieeee s 4

= [DK/NAT ettt 9



A. You are prepared to purchase goods and services using another European Union language1 2349

B. You know where to get information and advice about cross border shopping in the European

C. In the next 12 months, you intend to make cross-border purchases worth more than those you

made in the Past 12 MONtS........oo e e 12349
D. You are not interested in cross-border shopping because you are uncertain about your rights12349
E. You are not interested in cross border shopping because you do not have access to the

INEEINET...eiiiiiiiii i e 12349
F. You are not interested in making a cross border transaction in the European Union in the next

L2 MONENS ..ttt 12349
G. You are not interested in making a cross-border transaction because you are worried that

difficulties could arise if there was a need to resolve problems such as complaints, returns

Of AUty ProdUCLS, ELC. .eivuiiiiiiiii e 12439
H . You are not interested in making a cross-border transaction because you are worried that you

could fall victim to scams or frauds when purchasing goods or services...........ccoeeu... 12349

I. You are not interested in making a cross-border transaction because you are worried about the

(o L= 1R =Y o P 12349
TREND 2008
ASK ALL
Qeé. For each of the following, would you be more confident making purchases from sellers/providers

located in another European Union country, in (OUR COUNTRY) or equally confident in both?

- More confident in sellers from another EU country.........cccceeevvveennes 1

- More confident in sellers from (OUR COUNTRY) than in

aNother EU COUNTIY ...t e 2

- Equally confident .....c.c.eoeiieiieiiieee e 3

= [DK/NA] ettt sttt ene s 9
A. Purchasing goods or services via the INtErNEet.........ccccuiieieciii et e 1239
B. Purchasing goods or services by phone or POSt.........ceeiiiiiciiiiiiii e e 1239
C. Purchasing goods or services from sales representatives at your home or work .................... 1239

D. Purchasing goods or services from a seller provider whilst on holiday, on a shopping trip or a

TV [T o o o P SUTRRN 1239

Q7. Currently, when you purchase a good or a service from a seller/ provider abroad, your transaction
is likely to be governed by the law of the seller/provider.
If in such transactions uniform European rules would be applied irrespective of where the
seller/provider is established, would you be more willing, equally willing or less willing to make
such cross-border purchases:



= MOTE WIllING o 1

= EQUAIlY WIllING e 2

= LSS WHlING e e 3

= IDK/NA] ettt na e raeaen 9
A. ... IN €-COMMEICE SITUATIONS ...ttt e e e s et e e e e e s e sne et e e e e s esanneee 1239
B. ... iN ON-Premises SITUATIONS ....coiiiiii i s s e s s 1239

TREND 2009
ASK ALL
Q8. Have any of the following happened to you in the past 12 months?

[MULTIPLE ANSWERS POSSIBLE]

S (=1 U 1
SR \ Lo TSP UUUURRRRRIRt 2
S 1] /417 [ 9

A. You came across unsolicited commercial advertisements, statements or offers (cold calls, spam
emails, commErcial SIMIS, E1C.) ...uuiiiiiie e ettt et e 129

B. You came across misleading or deceptive advertisements, statements or offers .........cccceeueee. 129

[ASK C IF YES TO ITEM B]

C. You responded to an advertisement or offer that turned out to be misleading or deceptive ....129

D. You came across fraudulent advertisements, statements or offers ........ccccccevvvveieeiiiiiiveeeneeenn. 129

[ASK E IF YES TO ITEM D]

E. You responded to an advertisement or offer that turned out to be fraudulent .......................... 129
TREND 2009
ASK ALL
Q9. In the past 12 months, have you encountered any problem when you bought something the UK?
- Yes—and | complained about it to the
seller/provider/manufacturer ........ccoooeeeceeeciee e e 1
- Yes —but | did not complain about it to the
seller/provider/manufacturer ..........ccoveeveeieecieceeseece e 2
R \ o OO 3
= IDK/NA] e ettt et e aaeraan 9
TREND 2009

[ASK IF Q9=1]

Q10A.

In general, were you satisfied or not with the way your complaint(s) was (were) dealt with by the
seller provider/manufacturer?
= Very Satisfied .. e 4

- Fairly satisfied .....ooceeiiiicieeece e 3

- Not very satisfied ....oooeeiiiee e 2



- Notatall Satisfied .....eciiiieeiiiieee e 1

o IDK/NA] ettt ee st ee e sr e 9

TREND 2009
[ASK IF Q9=2]
Q108B. What was the main reason why you did not file a complaint?
- It was unlikely you would get a satisfactory remedy to the

problem you encountered...........ccceevceeeeeiiieeccee e 1
- The sums involved were t00 SMall......cccccceviiiiiiiiniiiiniiecnieee e 2
- You did not know how or where to complain.........ccoccevvveeeeieiccnnneenn.. 3

- You did not complain to the seller/provider but went straight

to a third party (consumer association, solicitor, arbitration,

mediation, conciliation body, to court) .........cceeeviiiiiiiii e 4
N @ 1 o1 f SR P 8
S 014417 TSR 9

TREND 2009
[ASKIF Q10A=1OR 2]
Qil. How did you proceed further?
[MULTIPLE ANSWERS POSSIBLE]
- You took no further action .........cccceeieeieieciii e 1
- You asked for the advice of a consumer association/consumer
NEIP dESK...eiiieieee e s 2
- You asked for the advice of a lawyer .........cccoeeieciiiieciiecceeeeeee, 3
- You brought the matter to an arbitration, mediation or
conCiliation BOAY ...cc.eeviieiie e 4
- You brought the matter to CoUrt .......oooviiiiiiieeeiiee e 5

- You complained to a public authority (consumer authority,

regulator or local/regional authority).......c.ccccceeveivercieenieccie e 6
I [0 1 1= ol PSR TN 8
= IDK/NA] et ettt aa e raeren 9
TREND 2009
ASK ALL
Qi2. For each of the following statements, please tell me if you agree or disagree with it. In the UK...
R o 0] 0 Y=d NV 4 YU 1
I ¥ -{ T TSP PUPPPO U PRPPPPPRN 2
I D 117 V= T BRI PPPPN 3
= SErONGIY diSABIEE....uii et 4

 IDK/NAT oot e s es s s s s es s es e sesn e 9



>

... It is easy to resolve disputes with sellers/providers through an arbitration, mediation or

conciliation body (malfunctioning goods, late/ non-delivery, etc.) .....ccccevervrerrrennnene 12349
B. ... Itis easy to resolve disputes with sellers/ providers through the courts..........c....cuo...... 12349
C. .. You trust independent consumer organisations to protect your rights as a consumer...12349
D. ... You trust public authorities to protect your rights as a consumer.........ccccccevvveeeeeeecnnneeen. 12349
E. ... You feel that you are adequately protected by existing measures to protect consumers 12349
F. ... In general, sellers/ providers in the UK respect your rights as a consumer.............ccuo...... 12349
G. ... You would be more willing to defend your rights if you could join with other consumers who

were complaining about the same thing........ccoeviiriiiiin e 12349

... You have changed your consumer behaviour as a result of a media story (e.g. changed shop

(oYl o Yo [¥ o1 o IS SRR 12349

NOW | WOULD LIKE TO ASK YOU ABOUT A DIFFERENT TOPIC.

TREND 2009

ASK ALL
Q13.

Thinking about all non-food products currently on the market in the UK, do you think that ...?

- Essentially all products are safe........cccceeeeiiieeeciiee e 1
- A small number of products are unsafe..........ccccccceeeeeieiiciieececieees 2
- Asignificant number of products are unsafe.........ccccecoevivcieeincienenns 3
- [Depends on the product].........cccccieiiiiiieeeiiieeeceee e e 4
= IDK/NA] ettt et a e 9

NEW

ASK ALL

Ql4. And thinking about all food products currently on the market in the UK, do you think that ...?
- Essentially all food products are safe........cccccceeeeiiiiieciiee e 1
- A small number of food products are unsafe ...........ccccceeeecieeeecieneenns 2
- Asignificant number of food products are unsafe ........c.cccccevevierenns 3
- [Depends on the product].......cccceecieieieiieeeceeeecee e 4
R 10107 ) [ 9

MODIFIED 2009

ASK ALL

Q15. Have you ever been personally affected by recall of a product from the market?

- Yes —anon-food product........ccceeecieiiiiieeecciie e 1
= YeS —afood ProAUCT. ..ottt ettt e e ta e e 2
= YES, FOR BOTH .ottt ettt ettt e e e e e s e s e e e e e 3
= N 4



TREND 2009
[ASK IF Q15 IS “1” OR “2” OR “3"]
Q16A. What did you do in that situation?
[MULTIPLE ANSWERS POSSIBLE]

- You did not take any action ........cccceeeiiiiiiniii s 1
- You contacted the retailer/distributor........ocoeeeeveeeeveeeee e 2
- You contacted the Producer .......ccceeeeieeeeciiee e 3
- You contacted the national public authorities.........cccccovveeiiiininnnee... 4
- You contacted a consumer organisation ........cc.ccecceeveeneeninceneeneenen. 5
- You took some other action .........ccceeeeeieeiienienieneeeee e 6
I [0 1 o T=1 ol IO SO SR U U UU SUOTUU TSR 7
= IDK/NA ettt eeen 9

TREND 2009

[ASK IF Q15 is “4” OR 9”]

Q16B. What would you do if you had been affected by a recall of a non-food product?
[MULTIPLE ANSWERS POSSIBLE]

- You would not take any action ........cccccerieeiiiiniinnee e, 1
- You would contact the retailer/distributor......ccccocveveeveeiveieeieeeeeee 2
- You would contact the producer .......ccccceeeicieeeeciie e 3
- You would contact the national public authorities..........ccccceeennnneee... 4
- You would contact a consumer organisation........cccceveveerveenieenieennnn. 5
- You would do something other than the mentioned options ............. 6
m IOENEI ] et 7
= IDK/NA ettt eeen 9

TREND 2010

ASK ALL

Ql7. Considering everything you bought last week; did the environmental impact of any product (or

service) influence your choice?

S Y S i ——————————— 1
S N ——————————— 2
o IDK/NA ettt 9
TREND 2010
ASK ALL
Q1s. If you consider environmental impact when purchasing product / service, where would you like

the environmental impacts of products (or for services) to be displayed?



D1.

D2.

D3.

D4.

- No -1 would not consider environmental impacts of products

(oYl o] gRY =Y Vol 1) ISR 1
- Onthe product (if NOt @ SEIVICE) ...cuvvveeeiee e 2
- Displayed in the store / when itissoldtome ......ccccoevveeeeeecreecneennen. 3
- Ontheinternet/homepage/Website........c.cccovevrieeieeenreecieeeee e, 4
= IDK/NA] ettt et b e e et b e e b eaaesanenreen 9
Gender
[DO NOT ASK - MARK APPROPRIATE]
- [1] Male

- [2] Female

How old are you?
- [_I[] years old

- [00] [REFUSAL/NO ANSWER]

How old were you when you stopped full-time education?
[Write in THE AGE WHEN EDUCATION WAS TERMINATED]

- SR years old
- [OO] oo [STILL IN FULL TIME EDUCATION]
- LOL] oot [NEVER BEEN IN FULL TIME EDUCATION]
- 99T et [REFUSAL/NO ANSWER]

As far as your current occupation is concerned, would you say you are self-employed, an

employee, a manual worker or would you say that you are without a professional activity? Does it
mean that you are a(n)...

[IF A RESPONSE TO THE MAIN CATEGORY IS GIVEN, READ OUT THE RESPECTIVE SUB-CATEGORIES -
ONE ANSWER ONLY]

- Self-employed

2ie.: - farmer, forester, fiShermMan ... 11
- owner of a shop, CraftsSmMan ... 12
- professional (lawyer, medical practitioner, accountant, architect,...) ............. 13
- MaNager of @ COMPANY .....ceeciieiieeeeece ettt e sttt eaaesaean 14
SO et a et aeers 15

- Employee

2>ie.: - professional (employed doctor, lawyer, accountant, architect).............c........ 21
- general management, director or top management..........cocoeevererenenenienene 22
- Middle MANAZEMENT.....ceiiieeee et et enaeaean 23
= CIVIE SEBIVANT et sttt 24
= OFfICE CIEIK et 25
- other employee (salesman, NUISE, eC...) . ucurvirieriiriereececeeree e 26
SO et eaas 27

- Manual worker

2ie.: - supervisor / foreman (team mManager, etC...) . minerenerreererreeereeeeee e 31
R\ T o TV VYo o = USRI 32
- unskilled Manual WOIKEr .........ooouieieeee et 33



- Without a professional activity

2ie.: - looking after the ROME .....c.veeeeececeeeee et 41
= STUAENT (Ul EIME) ettt ettt et e 42
STEEITEA i ettt ettt st nae e 43
R =11 1Y =3 1 (o] « USRS PRRR 44
o 11 01T SO OO SRRSO 45
S [REFUSAI] ettt ettt et st e st e e be e e be e e st e eebeeeabeeebeeeteesareenns 99
TREND 2009
B6. Would you say you live ina ...?
R (U = | IV 11 - = PPN 1
R Y 11T 1 o1 o PP 2

- Midsized town
.......................................................................................................... 3

- Large town

.......................................................................................................... 4
N €117 Lor-Y o 1 7 | RO S PR RRRP 5
I o o USSR 9
TREND 2009
B7. Do you have internet connection available at home...
I o o USSP 1
I o OSSR 2

= IDK/NA] ettt 9



