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Survey questionnaire

D1. Gender

(DO NOT ASK - MARK APPROPRIATE)
=1 1
FemMale.....ooooviiicc e 2

D2. How old are you?

[I] yearsold
[99] [REFUSAL/NO ANSWER]

D3. How old were you when you stopped full-time education?
(Write in THE AGE WHEN EDUCATION WAS TERMINATED)
[I] yearsold
[99] [REFUSAL/NO ANSWER]
[01] [NEVER BEEN IN FULL TIME EDUCATION]
[00] [STILL IN FULL TIME EDUCATION]

D4. 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, fisherman ...........ccccooooviiiiiiieeenennnen, 11
- owner of a shop, craftsman .............cccccocenieiiinne 12
- professional (lawyer, medical practitioner, accountant, architect,...) 13
- manager of a CompPany........ccccccveeiiiriiieeeee e 14
S OtNEr 15

- Employee

>ie.: - professional (employed doctor, lawyer, accountant, architect) 21
- general management, director or top management..22
- middle management, ...........cccccieiiiiii 23
-Civil servant ... 24
- Office Clerk ... 25
- other employee (salesman, nurse, etc...).................. 26
01 1= 27

- Manual worker

2>ie.: - supervisor / foreman (team manager, etc...) ............. 31
- Manual WOrKer ... 32
- unskilled manual worker...........ccccooiiiiii 33
mother s 34

- Without a professional activity

>ie.: - looking after the home ..........ccccovviiiiiii 41
- student (full iMe) .....ooeiiiiiii e 42
S PEHIEA . 43
-seeking @ job ..o 44
S ORI 45

= (RefUSal) e 99



D5. NUTS region (not to be asked)

D6. Would you say you liveina... ?
- MEtropPOlitan ZONE .........oviiiei e

- other town/urban centre ...
- TUFAl ZONE ...,



FLASH 268 — CONSUMER PROTECTION - ESTONIA

Target: general public aged 21 - 45 years

I. Campaign awareness

Qla. Have you over the past weeks seen/heard messages about consumer rights?
T (=5 TSP 1
S 1\ TS 2 GOTOQis
= IDK/NAL ettt ettt ettt e et eeae e eeeen 9 GOTOQIB
IF THE ANSWER IS “YES”
Qla_a. Can you please tell me what this/these message/s was/were?

[DO NOT READ - OPEN ENDED - CODE]
[MULTIPLE ANSWER POSSIBLE]

- The exact slogan is mentioned “Know your consumer rights!”

message With Kalevipoeg.......cccceocveveeciiie e, 01 SKIPTOQ2
- Message about the consumer rights —in general ..........cccccceeeeeennnis 02
- Messages about the consumer rights regarding internet

1 gL ] o] o 11 V-SSP 03
- Message about the consumer rights holiday packages. ..................... 04

- Message about the consumer rights regarding returning faulty

- Messages about internet shopping —without mentioning the

CONSUMET FIBNTS weiiieiiiiieeee e e 06
- Message about holiday packages—without mentioning the

CONSUMET FIZNT...eiiiiiiiiie et 07
- Message about returning faulty goods internet shopping —

without mentioning the consumer right........ccocccovviinennicinennenn. 08

- Messages about people not knowing their right as consumer

TN ESTONIA i 09
- Messages about consumer rights in EU .....ccccoevieniiiinienicceieeeeen, 10
= OthEr @NSWEIS.coieiiieeieeiee ettt st e e e 12
I 010 N TSR 99
Qib. Have you over the past weeks see/heard advertisements/news articles saying that ‘Know your
consumer rights’
I =1 PP PR 1 SKIPTOQ2
S o T O PP UPPT ORI 2
= [DK/NA] ettt sttt a et nsennens 9
Qlc Have you over the past weeks seen/heard advertisement, messages, information about
consumer rights regarding returning faulty goods, holiday packages or internet shopping?
S (=5 T PRSPPI 1
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= N 2 SKIPTOQ5

= [DK/NA] ettt st eas 9 SKIPTOQ5
Qild. Have you over the past weeks see/heard advertisements/news articles with Kalevipoeg about
consumer rights’
ST (= T O U P PSP UPPP RPN 1
N 2
= [DK/NA] ettt sttt nnens 9
Q2-Q3A-Q3 WILL BE ASKED FROM THOSE, WHO ANSWERED “YES “IN Q1A, OR Q1BOR Qic
Q2. Where did you see/hear this/these messages about consumer rights?
[MULTIPLE ANSWER POSSIBLE]
= ON TV e s e e e e s 1
o] 1 - [« [ TSP TORP 2
- IN @ NEWSPAPEI/MAZAZINEG ..ecocveeereeereeereeere et streeeteeesteeeereeeebeeeneeeens 3
- IN brochure/1Eaflet.......cueccviiieieeeicceecee e 4
= ONThEINTEINET i 5
- from family, friends, colleagues..........ccceeveiieciieiiciiee e, 6
B o o =Y PSPPSR 7
= [DK/NA] ettt ettt nnen 9
Q3A. Did you find the information you have received through these messages/this information
campaign
V7= VA V1YY U | S SSPS 4
= USETUL e 3
N o) d U111 01 o PSPPSR 2
- notuseful at all? ..o 1
N 104 1 TS 9
Q3. Did you find the information about your rights as a consumer of returning faulty goods, holiday
packages, and internet shopping, provided through the campaign on consumer rights ....
S A 1
= DHSABIEE et 2
= IDK/NAL ettt eeeen 9
Q) €ASY 1O UNAEISTANG ...oiiiiiiieeciiee ettt et e et e e e et e e e s ba e e e e breeeeaaaeesabeeesastaeesassaeeesnsesesansenenanes 129
D) EaSY 10 FEMEMIDEI? ... ettt e e e et e e et e e e e tre e e e sabeeeeentaeeenneas 129
€) CONVINGING 2 1ttt t e bt e e s te s he e s be e besaeesaeesbeeneeeatesae e st enbeeatesatenbeenbeenbesatesaeen s 129
Q5. For the following situations, please tell me if you know your rights as consumer and/if you would

be interested to learn more about your rights
- you know your rights well enough and would not like to know

10 PP 1
- you know some of your rights, but would like to know more ............ 2
- you don’t know your rights and would like to know more.................. 3
- you don’t know your rights, but don’t’ want to know more ............... 4
= [DK/NA] ettt 9
a) when an electronic or household device you just bought does not work properly..................... 129
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Qe6a.

Q6.

Q7.

b the payments on the credit you took include unexpected additional fees and charges ............. 129

c) when your package holiday is different from what the brochure promised..........c..cccccuveennneee. 129
d) when your flight is delayed or cancelled ...........cooiiieiiiniiniei et 129
e) when you don’t like what you ordered via the Internet or via teleshopping........ccccccvvevvveevieenns 129
f) ) when you have a problem with your phone bill............ccoooooiiiiiiii e 129
g) when you came across a misleading advertising ..........cccoceveerieiiinienieeneeie e 129

How would you look for information and advice about your consumer rights?
[MORE THAN ONE ANSWER POSSIBLE |

- search theinternet ... 1
- mMaking phone Calls ......oooceiiiiieeee e 2
- visit an information and advice office .......cccvvirienieniiiiee 3
- ask friends and relatives.........ooeereeierienieneee e 4
= IDK/NAL et eeen 9

Where would you go for information or advice about your consumer rights if you have a problem
with a product, a service or a seller?
[DO NOT READ OUT— ONE ANSWER POSSIBLE]

- Government, Ministry, Public Authority ..........ccoccevviiniinniiiiienneen. 01
- dial phone nuMber 6207 707 .......coeiiieeeiieee et 02
= WWW.CONSUMET.EE .eeiiiriiiiiiiieiiiieseiirteessrne e siae e e snre e snas e s snaee s 03
- non-governmental consumer association .........cccceccveeercieeeniieeennnen. 04
- shopkeepers, sellers or service providers.......cccccevcveeercveeeecveeesnnen. 05
- friends and relatives........coeevieieiiniene e 06
= AWYBTS e e e e e et e e e e aaeaaan 07
- the EU contact POINS ...coecveiiiiieniieiieenieesieeee et 08
- the European Consumer CENTIE ......ccveeevvieeeeeveeecieeeeeee e 09
- search the Internet .......ccoouvoiiiiiiii e 10
© OTNE e e 11
= IDK/NA] e 99

What institutions and organizations/associations dealing with protection of consumers’ rights do
you know?
[DO NOT READ OUT—MULTIPLE ANSWER POSSIBLE]

- Consumer Protection Board (Eesti Tarbijakaitseamet).........c.ccoecvenneee 1
- WEDSItE WWW.CONSUMEI.EE ..uveerereiiieeniieesiieeniteesieeenieeesteeesseesreesneenene 2
- Estonian Consumers Union (Eest Tarbijakaitse Liit — ETL) ................... 3

- Association of Consumers’ Protection Ugandi (Tarbijate Kaitse
Uhendus UGANDI) w...c.ooviueeiieeeeieieeeieeeeeetee ettt sens s 4

- Consumer Protection Advisory Centre of Tallinn (Tallinna
Tarbijakaitse NGUANAIA) .cccueeviriirieiieieeieeeceee e 5

- The European Consumer Centre in Estonia (Euroopa Liidu

Tarbija Noustamiske@sKUS) ........ccocveeieiiiiiiiiie et 6
- Parnumaa Consumer Protection Association .......ccccceeeeeveeiviiiieeeeenennnn, 7
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- Saaremaa Consumer Protection AssocCiation.......cccceeeeeveveeeviiiieneneeennnn, 8

- Tartu consumer Protection and Advisory Centre ........cccocccveveeeeeeccnnns 9

ASK ONLY ORGANIZATIONS/ASSOCIATIONS WHICH WERE NOT MENTIONED IN Q7.

Q8.

Have you ever heard of :

= Y S e 1

= N e 2

= IDK/NA] e e e e e 9
a) Consumer Protection Board (Eesti Tarbijakaitseamet)..........cccocueeeeiiiiieciiiec e 129
D) WEDSIEE WWW.CONSUMEBT.EE ...eeuvieiiieeiiieciieeceteectteertte et e ete e st e e s teesaaeesateebeeessaeebeesnbaeanseesaseassseenes 129
c) Estonian Consumers Union (Eest Tarbijakaitse Liit — ETL) ..c..ccceeveeeiieeereeeieeccree e eneesveesve e 129
d) Association of Consumers’ Protection Ugandi (Tarbijate Kaitse Uhendus UGANDI) ................... 129
e) Consumer Protection Advisory Centre of Tallinn (Tallinna Tarbijakaitse Nouandla) ................... 129
f) The European Consumer Centre in Estonia (Euroopa Liidu Tarbija Noustamiskeskus) ................ 129
g) Parnumaa Consumer Protection ASSOCIATION .......cccuveieiiiieeeiieeceiee ettt e e e e et e e e 129
h) Saaremaa Consumer Protection ASSOCIAtiON..........cccuiiiiiiie ettt ettt e e tae e e 129
i) Tartu consumer Protection and AdViSOry CENTIE ......cccueveerierrieriieniereerie ettt st ee e 129

IFYES TOANY OF THEITEM IN Q7 OR Q8 FROM A-H

Q9A. Did you ever ask this or any of these organisations for information or help ?
[READ OUT - ONE ANSWER POSSIBLE]
Y S e 1
= N e 2
= [DK/NA] e ettt 9
IF THE ANSWER IS “YEs”
Q9B. Which one?
[OPEN ENDED - DO NOT READ. JUST CODE]
[IF RESPONDENT GIVE MORE THAN ONE ANSWER, ASK ABOUT THE LAST OCCASION !!]
- Consumer Protection Board (Eesti Tarbijakaitseamet).........ccccccuuee.. 1
- Website WWW.CONSUMEI.EE ....ocueriieiieieriienienieeie et 2
- Estonian Consumers Union (Eest Tarbijakaitse Liit — ETL)................... 3
- Association of Consumers’ Protection Ugandi (Tarbijate Kaitse
Uhendus UGANDI) ....c.eoviverieieeeeeieecieeeeeseres et aene s 4
- Consumer Protection Advisory Centre of Tallinn (Tallinna
Tarbijakaitse NOUANAIA) .....coveeriiiriiriinieeeieeeee e 5
- The European Consumer Centre in Estonia (Euroopa Liidu
Tarbija NoustamiskesKUS) ........ccccvieieiiiiiiiiiee e 6
- Parnumaa Consumer Protection AssOCiation .........ccccvveiiriiiinecinneenn. 7
- Saaremaa Consumer Protection Association.........ccccccvviiiiiiiiiinninnnns 8
- Tartu consumer Protection and Advisory Centre ........ccccceeeecveeercnnennn. 9
= OB et 10
IF THE ANSWER IS “YES”

Q9C. How satisfied were you with the outcome?
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= Very SatisSfied. ... 1

- Rather satisfied .......ooioriiii e 2
- Rather dissatisfied.........cceciiiiiniiii e 3
- DisSatisfied ...coieiee e 4
ASKALL
Q10a. Who would you trust most to give you correct information and advice on your consumer rights,
firstly?
[READ OUT —ROTATE — ONE ANSWER ONLY]
- WeDSIte WWW.CONSUMEI.EE ....eeuiiiiieeieieiie ettt e e saee e seee e 01
- The GOVEINMENT ittt 02
- A non-governmental consumer association .........ccccceeeeiiiiereeeeeeinnns 03
- phone nuMber 6207 707 .....coceevieiriieiieieeee et 04
- shopkeepers, sellers or service providers ........ccccccceeevcveeeecveeeennen. 05
- friends and relatives........coeerieieieneeee e 06
= AWYBTS e e et eeaae e e aaeaaan 07
- the EU contact points......ccccieiirceie i 08
s OB e 09
= [DK/NA] et 99

Q10b. And than secondly?
[READ OUT —ROTATE — ONE ANSWER ONLY]

- WebSite WWW.CONSUMEI.E ....eouiiiiieiiiieiieeiee sttt 01
= The GOVEINMENT  oeiiiiiiiiiieeeeee ettt s 02
- A non-governmental consumer association ..........ccccceevcvveeeecvee e, 03
- phone NUMDBEr 6207 707 ...ttt e e e e eeaaeees 04
- shopkeepers, sellers or service providers .......cccccecceeeerceeeescveeennnen. 05
- friends and relatives........ccoveviiieiner e 06
N -1V Y P 07
- the EU contact POiNtS.......ccciiiieciiec ettt et e 08
014 1= SO PP PO PP VU RPPTOPRRPPRIO 09
= [DK/NA] e et 99
ASKALL
Qilil. Would you be willing to support an independent consumer organisation by...?
= Y S e 1
= N O e 2
= [DK/NAT ettt 9
a) Paying an annual membership fee of 200 EEK .........coociiiieiiiiecciie e eeee e 129
b) Giving this association a donation which you can deduct from your income taxes...........c........ 129

¢) Giving this association a percentage of your taxes instead of paying them to the Government.12 9

Qil2. Compared to other EU countries, do you think consumers in Estonia have the same, less or more
consumer rights and protection?
Y- [ 1 01T 1
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= MIOF e 3
= IDK/NAL ettt 9
Qi3. Compared to other EU countries, do you think sellers and service providers in Estonia respect
consumer rights and protection rules equally, better or worse?
= EQUATY e e 1
= Better i 2
= WOISE e 3
= IDK/NAL ettt 9
Qi4. In general, would you say that the Estonian justice system is efficient in punishing businesses that
mislead or cheat consumers?
T Y B e e 1
= NO 2
= [DK/NA] ettt 9
Q1s. Have you over the past months had any problems with
[READ OUT - ONE ANSWER PER LINE]
= Y S e 1
= N O e e 2
- [Don’t Know/Not Applicable].......cceceeereeiieecieieeireeiieeeee et eere e 9
a) Telephone and/or mobile phone COMPANIES ......c.eecieiiieecie ettt e 129
b) Shops selling household or electronic devices (washing machine, computers, etc)................... 129
) Banks or Other credit ProVIAEIS .......cooiiiieiierieiiereerte ettt sttt ettt e st et eatesasesaeens 129
d) Tour Operators/ TraVvel @GENCIES. ......c.cuveieeireeeeieecte et ete et e st eeteeeteeee e e e eteeereebeeaseebeebeenseessesseens 129
e) Airlines or charter flight COMPANIES .....c.uviiiiieeee ettt e 129
f) Buying on the internet or via teleShOPPING ....cccveviiiiiiiiiiie et 129
IFQ15 = YEs
Qle. If yes, what did you do when this happened to you?
[DO NOT READ OUT - MULTIPLE ANSWERS POSSIBLE]
- | complain to the seller or service provider .........cccccceeeieciiieeeeeeecccinnns 1
- I seek information about my rights.........ccooueriiiiiiniiiiee 2
- lask help from a non-governmental consumer association................. 3
- lask help from a government consumer authority ...........ccccceeeeuneee. 4
- lask advice from friends and/or family .........cccocvveveniencenenccnreeieenen, 5
I oo o 1Y U 1= T F= 1A T SRS 6
- I file an official complaint (court, authorities).........ccccceecvvreeecieeennnnnnn. 7
S OTNEE e e 8
R o ] 1o V-SSR 9
= [DK/NA] et e 99
Q17. Have you over the past months been victim of a misleading advertising or a commercial practice

that you considered to be unfair?
[READ OUT]
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FLASH 268 — CONSUMER PROTECTION - ESTONIA

Target: general public aged 21 - 45 years

I. Campaign awareness

Qla. Have you over the past weeks seen/heard messages about consumer rights?
T (=5 TSP 1
S 1\ TS 2 GOTOQis
= IDK/NAL ettt ettt ettt e et eeae e eeeen 9 GOTOQIB
IF THE ANSWER IS “YES”
Qla_a. Can you please tell me what this/these message/s was/were?

[DO NOT READ - OPEN ENDED - CODE]
[MULTIPLE ANSWER POSSIBLE]

- The exact slogan is mentioned “Know your consumer rights!”

message With Kalevipoeg.......cccceocveveeciiie e, 01 SKIPTOQ2
- Message about the consumer rights —in general ..........cccccceeeeeennnis 02
- Messages about the consumer rights regarding internet

1 gL ] o] o 11 V-SSP 03
- Message about the consumer rights holiday packages. ..................... 04

- Message about the consumer rights regarding returning faulty

- Messages about internet shopping —without mentioning the

CONSUMET FIBNTS weiiieiiiiieeee e e 06
- Message about holiday packages—without mentioning the

CONSUMET FIZNT...eiiiiiiiiie et 07
- Message about returning faulty goods internet shopping —

without mentioning the consumer right........ccocccovviinennicinennenn. 08

- Messages about people not knowing their right as consumer

TN ESTONIA i 09
- Messages about consumer rights in EU .....ccccoevieniiiinienicceieeeeen, 10
= OthEr @NSWEIS.coieiiieeieeiee ettt st e e e 12
I 010 N TSR 99
Qib. Have you over the past weeks see/heard advertisements/news articles saying that ‘Know your
consumer rights’
I =1 PP PR 1 SKIPTOQ2
S o T O PP UPPT ORI 2
= [DK/NA] ettt sttt a et nsennens 9
Qlc Have you over the past weeks seen/heard advertisement, messages, information about
consumer rights regarding returning faulty goods, holiday packages or internet shopping?
S (=5 T PRSPPI 1
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= N 2 SKIPTOQ5

= [DK/NA] ettt st eas 9 SKIPTOQ5
Qild. Have you over the past weeks see/heard advertisements/news articles with Kalevipoeg about
consumer rights’
ST (= T O U P PSP UPPP RPN 1
N 2
= [DK/NA] ettt sttt nnens 9
Q2-Q3A-Q3 WILL BE ASKED FROM THOSE, WHO ANSWERED “YES “IN Q1A, OR Q1BOR Qic
Q2. Where did you see/hear this/these messages about consumer rights?
[MULTIPLE ANSWER POSSIBLE]
= ON TV e s e e e e s 1
o] 1 - [« [ TSP TORP 2
- IN @ NEWSPAPEI/MAZAZINEG ..ecocveeereeereeereeere et streeeteeesteeeereeeebeeeneeeens 3
- IN brochure/1Eaflet.......cueccviiieieeeicceecee e 4
= ONThEINTEINET i 5
- from family, friends, colleagues..........ccceeveiieciieiiciiee e, 6
B o o =Y PSPPSR 7
= [DK/NA] ettt ettt nnen 9
Q3A. Did you find the information you have received through these messages/this information
campaign
V7= VA V1YY U | S SSPS 4
= USETUL e 3
N o) d U111 01 o PSPPSR 2
- notuseful at all? ..o 1
N 104 1 TS 9
Q3. Did you find the information about your rights as a consumer of returning faulty goods, holiday
packages, and internet shopping, provided through the campaign on consumer rights ....
S A 1
= DHSABIEE et 2
= IDK/NAL ettt eeeen 9
Q) €ASY 1O UNAEISTANG ...oiiiiiiieeciiee ettt et e et e e e et e e e s ba e e e e breeeeaaaeesabeeesastaeesassaeeesnsesesansenenanes 129
D) EaSY 10 FEMEMIDEI? ... ettt e e e et e e et e e e e tre e e e sabeeeeentaeeenneas 129
€) CONVINGING 2 1ttt t e bt e e s te s he e s be e besaeesaeesbeeneeeatesae e st enbeeatesatenbeenbeenbesatesaeen s 129
Q5. For the following situations, please tell me if you know your rights as consumer and/if you would

be interested to learn more about your rights
- you know your rights well enough and would not like to know

10 PP 1
- you know some of your rights, but would like to know more ............ 2
- you don’t know your rights and would like to know more.................. 3
- you don’t know your rights, but don’t’ want to know more ............... 4
= [DK/NA] ettt 9
a) when an electronic or household device you just bought does not work properly..................... 129
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Qe6a.

Q6.

Q7.

b the payments on the credit you took include unexpected additional fees and charges ............. 129

c) when your package holiday is different from what the brochure promised..........c..cccccuveennneee. 129
d) when your flight is delayed or cancelled ...........cooiiieiiiniiniei et 129
e) when you don’t like what you ordered via the Internet or via teleshopping........ccccccvvevvveevieenns 129
f) ) when you have a problem with your phone bill............ccoooooiiiiiiii e 129
g) when you came across a misleading advertising ..........cccoceveerieiiinienieeneeie e 129

How would you look for information and advice about your consumer rights?
[MORE THAN ONE ANSWER POSSIBLE |

- search theinternet ... 1
- mMaking phone Calls ......oooceiiiiieeee e 2
- visit an information and advice office .......cccvvirienieniiiiee 3
- ask friends and relatives.........ooeereeierienieneee e 4
= IDK/NAL et eeen 9

Where would you go for information or advice about your consumer rights if you have a problem
with a product, a service or a seller?
[DO NOT READ OUT— ONE ANSWER POSSIBLE]

- Government, Ministry, Public Authority ..........ccoccevviiniinniiiiienneen. 01
- dial phone nuMber 6207 707 .......coeiiieeeiieee et 02
= WWW.CONSUMET.EE .eeiiiriiiiiiiieiiiieseiirteessrne e siae e e snre e snas e s snaee s 03
- non-governmental consumer association .........cccceccveeercieeeniieeennnen. 04
- shopkeepers, sellers or service providers.......cccccevcveeercveeeecveeesnnen. 05
- friends and relatives........coeevieieiiniene e 06
= AWYBTS e e e e e et e e e e aaeaaan 07
- the EU contact POINS ...coecveiiiiieniieiieenieesieeee et 08
- the European Consumer CENTIE ......ccveeevvieeeeeveeecieeeeeee e 09
- search the Internet .......ccoouvoiiiiiiii e 10
© OTNE e e 11
= IDK/NA] e 99

What institutions and organizations/associations dealing with protection of consumers’ rights do
you know?
[DO NOT READ OUT—MULTIPLE ANSWER POSSIBLE]

- Consumer Protection Board (Eesti Tarbijakaitseamet).........c.ccoecvenneee 1
- WEDSItE WWW.CONSUMEI.EE ..uveerereiiieeniieesiieeniteesieeenieeesteeesseesreesneenene 2
- Estonian Consumers Union (Eest Tarbijakaitse Liit — ETL) ................... 3

- Association of Consumers’ Protection Ugandi (Tarbijate Kaitse
Uhendus UGANDI) w...c.ooviueeiieeeeieieeeieeeeeetee ettt sens s 4

- Consumer Protection Advisory Centre of Tallinn (Tallinna
Tarbijakaitse NGUANAIA) .cccueeviriirieiieieeieeeceee e 5

- The European Consumer Centre in Estonia (Euroopa Liidu

Tarbija Noustamiske@sKUS) ........ccocveeieiiiiiiiiie et 6
- Parnumaa Consumer Protection Association .......ccccceeeeeveeiviiiieeeeenennnn, 7
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- Saaremaa Consumer Protection AssocCiation.......cccceeeeeveveeeviiiieneneeennnn, 8

- Tartu consumer Protection and Advisory Centre ........cccocccveveeeeeeccnnns 9

ASK ONLY ORGANIZATIONS/ASSOCIATIONS WHICH WERE NOT MENTIONED IN Q7.

Q8.

Have you ever heard of :

= Y S e 1

= N e 2

= IDK/NA] e e e e e 9
a) Consumer Protection Board (Eesti Tarbijakaitseamet)..........cccocueeeeiiiiieciiiec e 129
D) WEDSIEE WWW.CONSUMEBT.EE ...eeuvieiiieeiiieciieeceteectteertte et e ete e st e e s teesaaeesateebeeessaeebeesnbaeanseesaseassseenes 129
c) Estonian Consumers Union (Eest Tarbijakaitse Liit — ETL) ..c..ccceeveeeiieeereeeieeccree e eneesveesve e 129
d) Association of Consumers’ Protection Ugandi (Tarbijate Kaitse Uhendus UGANDI) ................... 129
e) Consumer Protection Advisory Centre of Tallinn (Tallinna Tarbijakaitse Nouandla) ................... 129
f) The European Consumer Centre in Estonia (Euroopa Liidu Tarbija Noustamiskeskus) ................ 129
g) Parnumaa Consumer Protection ASSOCIATION .......cccuveieiiiieeeiieeceiee ettt e e e e et e e e 129
h) Saaremaa Consumer Protection ASSOCIAtiON..........cccuiiiiiiie ettt ettt e e tae e e 129
i) Tartu consumer Protection and AdViSOry CENTIE ......cccueveerierrieriieniereerie ettt st ee e 129

IFYES TOANY OF THEITEM IN Q7 OR Q8 FROM A-H

Q9A. Did you ever ask this or any of these organisations for information or help ?
[READ OUT - ONE ANSWER POSSIBLE]
Y S e 1
= N e 2
= [DK/NA] e ettt 9
IF THE ANSWER IS “YEs”
Q9B. Which one?
[OPEN ENDED - DO NOT READ. JUST CODE]
[IF RESPONDENT GIVE MORE THAN ONE ANSWER, ASK ABOUT THE LAST OCCASION !!]
- Consumer Protection Board (Eesti Tarbijakaitseamet).........ccccccuuee.. 1
- Website WWW.CONSUMEI.EE ....ocueriieiieieriienienieeie et 2
- Estonian Consumers Union (Eest Tarbijakaitse Liit — ETL)................... 3
- Association of Consumers’ Protection Ugandi (Tarbijate Kaitse
Uhendus UGANDI) ....c.eoviverieieeeeeieecieeeeeseres et aene s 4
- Consumer Protection Advisory Centre of Tallinn (Tallinna
Tarbijakaitse NOUANAIA) .....coveeriiiriiriinieeeieeeee e 5
- The European Consumer Centre in Estonia (Euroopa Liidu
Tarbija NoustamiskesKUS) ........ccccvieieiiiiiiiiiee e 6
- Parnumaa Consumer Protection AssOCiation .........ccccvveiiriiiinecinneenn. 7
- Saaremaa Consumer Protection Association.........ccccccvviiiiiiiiiinninnnns 8
- Tartu consumer Protection and Advisory Centre ........ccccceeeecveeercnnennn. 9
= OB et 10
IF THE ANSWER IS “YES”

Q9C. How satisfied were you with the outcome?
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= Very SatisSfied. ... 1

- Rather satisfied .......ooioriiii e 2
- Rather dissatisfied.........cceciiiiiniiii e 3
- DisSatisfied ...coieiee e 4
ASKALL
Q10a. Who would you trust most to give you correct information and advice on your consumer rights,
firstly?
[READ OUT —ROTATE — ONE ANSWER ONLY]
- WeDSIte WWW.CONSUMEI.EE ....eeuiiiiieeieieiie ettt e e saee e seee e 01
- The GOVEINMENT ittt 02
- A non-governmental consumer association .........ccccceeeeiiiiereeeeeeinnns 03
- phone nuMber 6207 707 .....coceevieiriieiieieeee et 04
- shopkeepers, sellers or service providers ........ccccccceeevcveeeecveeeennen. 05
- friends and relatives........coeerieieieneeee e 06
= AWYBTS e e et eeaae e e aaeaaan 07
- the EU contact points......ccccieiirceie i 08
s OB e 09
= [DK/NA] et 99

Q10b. And than secondly?
[READ OUT —ROTATE — ONE ANSWER ONLY]

- WebSite WWW.CONSUMEI.E ....eouiiiiieiiiieiieeiee sttt 01
= The GOVEINMENT  oeiiiiiiiiiieeeeee ettt s 02
- A non-governmental consumer association ..........ccccceevcvveeeecvee e, 03
- phone NUMDBEr 6207 707 ...ttt e e e e eeaaeees 04
- shopkeepers, sellers or service providers .......cccccecceeeerceeeescveeennnen. 05
- friends and relatives........ccoveviiieiner e 06
N -1V Y P 07
- the EU contact POiNtS.......ccciiiieciiec ettt et e 08
014 1= SO PP PO PP VU RPPTOPRRPPRIO 09
= [DK/NA] e et 99
ASKALL
Qilil. Would you be willing to support an independent consumer organisation by...?
= Y S e 1
= N O e 2
= [DK/NAT ettt 9
a) Paying an annual membership fee of 200 EEK .........coociiiieiiiiecciie e eeee e 129
b) Giving this association a donation which you can deduct from your income taxes...........c........ 129

¢) Giving this association a percentage of your taxes instead of paying them to the Government.12 9

Qil2. Compared to other EU countries, do you think consumers in Estonia have the same, less or more
consumer rights and protection?
Y- [ 1 01T 1
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= MIOF e 3
= IDK/NAL ettt 9
Qi3. Compared to other EU countries, do you think sellers and service providers in Estonia respect
consumer rights and protection rules equally, better or worse?
= EQUATY e e 1
= Better i 2
= WOISE e 3
= IDK/NAL ettt 9
Qi4. In general, would you say that the Estonian justice system is efficient in punishing businesses that
mislead or cheat consumers?
T Y B e e 1
= NO 2
= [DK/NA] ettt 9
Q1s. Have you over the past months had any problems with
[READ OUT - ONE ANSWER PER LINE]
= Y S e 1
= N O e e 2
- [Don’t Know/Not Applicable].......cceceeereeiieecieieeireeiieeeee et eere e 9
a) Telephone and/or mobile phone COMPANIES ......c.eecieiiieecie ettt e 129
b) Shops selling household or electronic devices (washing machine, computers, etc)................... 129
) Banks or Other credit ProVIAEIS .......cooiiiieiierieiiereerte ettt sttt ettt e st et eatesasesaeens 129
d) Tour Operators/ TraVvel @GENCIES. ......c.cuveieeireeeeieecte et ete et e st eeteeeteeee e e e eteeereebeeaseebeebeenseessesseens 129
e) Airlines or charter flight COMPANIES .....c.uviiiiieeee ettt e 129
f) Buying on the internet or via teleShOPPING ....cccveviiiiiiiiiiie et 129
IFQ15 = YEs
Qle. If yes, what did you do when this happened to you?
[DO NOT READ OUT - MULTIPLE ANSWERS POSSIBLE]
- | complain to the seller or service provider .........cccccceeeieciiieeeeeeecccinnns 1
- I seek information about my rights.........ccooueriiiiiiniiiiee 2
- lask help from a non-governmental consumer association................. 3
- lask help from a government consumer authority ...........ccccceeeeuneee. 4
- lask advice from friends and/or family .........cccocvveveniencenenccnreeieenen, 5
I oo o 1Y U 1= T F= 1A T SRS 6
- I file an official complaint (court, authorities).........ccccceecvvreeecieeennnnnnn. 7
S OTNEE e e 8
R o ] 1o V-SSR 9
= [DK/NA] et e 99
Q17. Have you over the past months been victim of a misleading advertising or a commercial practice

that you considered to be unfair?
[READ OUT]
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EB FLASH QUESTIONNAIRE DG SANCO
VAGUE 2
Latvia

Context: to interim measurement of impact of information campaign on EU consumer rights

Remark: All that appears between brackets is spontaneous.
Geographical area: government controlled area Latvia
Target: general public aged 21 — 45 years

I. Campaign awareness

Q1a. Have you over the past weeks seen/heard messages about consumer rights?

I =1 TR 1
2N O s 2GOTOQ1b
13 A SRR 9GO TOQ1b

[IF THE ANSWER IS “YES”]
Q1a_a. Can you please tell me what this/these message/s was/were?

[DO NOT READ - OPEN ENDED - CODE]

- The slogan is mentioned “Runa drosi! (Tas ir tavas pateretaja

tiesibas.)” (Speak Up — (These are your consumer rights))..................... 01 SKIP TO Q2
- Message about the consumer rights —in general ............ccoooceennn. 02
- Message about the consumer rights regarding internet shopping........... 03
- Message about the consumer rights regarding holiday packages........... 04
- Message about the consumer rights regarding consumer credit............. 05
- Message about internet shopping — without mentioning the

CONSUMET FIGNTS.....eiiiiiiiiiii ettt sreee e 06
- Message about holiday packages — without mentioning the

CONSUMET FIGNT ..ttt s e e sbeeee e 07
- Message about consumer credit — without mentioning the

CONSUMET FIGNT ..t e e 08
- Messages about people not knowing their right as consumer in

0= A= S 09
- Messages about consumer rights in EU ... 10
O 1 1= = 1 E Y USRS 12
= [DIKINA] et bbb nareas 99

Q1b. Have you over the past weeks see/heard advertisements/news articles saying that “Runa
drosi! (Tas ir tavas pateretaja tiesibas.”) (Speak Up — (These are your consumer rights))?

I (= 1 SKIP TO Q2
[ T 2
(] € VA RO 9

Q1c. Have you over the past weeks seen/heard advertisement, messages, information about
consumer rights regarding consumer credit, holiday packages or internet shopping?



SN ettt e e et 2 SKIP TO Q5
S IDKINA] et r e e et s e r e 9 SKIP TO Q5

Q1d. Have you over the past weeks see/heard advertisements/news articles with a
woman/Linda who learns about consumer rights?

I =1 T TR 1
[ T 2
15110\ 9

Q2-Q3-Q4 WILL BE ASKED FROM THOSE, WHO ANSWERED “YES “IN Q1a, OR Q1b OR Q1c
OR Q1d.

Q2. Where did you see/hear this/these messages about consumer rights?

R o T RSO RROT 1
S @ o T = To [ TSP 2
- 1N @ NeWSPaper/MagaziNe ...........ooooiiiiiiieie e 3
-Inbrochure/leaflet ... 4
-ON the iNternet ... 5
- From family, friends, colleagues............ccoooviiieiiiiiii i 6
R O 1 o= RS S 7
B [0 RS S 9

Q3. Did you find the information you have received through these messages/this information

campaign
S VEIY USEIUL ..o 4
L U E=T= ] (| TP 3
S NOE USEIUL OF ... 2
—Not USEfUl At AlI7 ... e 1
2 IDKINA] e e e e e 9

Q4. Did you find the information about your rights as a consumer of consumer credit, holiday
packages, and internet shopping, provided through the campaign on consumer rights ....

S AGIEE .. 1

= DHSAQIEE ..o 2

S [DKINAL ettt 9
a) Easy to understand 7 ... 129
D) Easy 10 remember?...... .o 129
(o3 I ©70) 11771 0 Tox 13T 02RO 129

Il. Interest in consumer rights

[ASK ALL]

Q5. For the following situations, please tell me if you know your rights as consumer and/if you
would be interested to learn more about your rights

- You know your rights well enough and would not like to know more .1
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- You know some of your rights, but would like to know more ............. 2

- You don’t know your rights and would like to know more ................. 3
- You don’t know your rights, but don’t want to know more ................. 4
= [DKINA] et e e ee e 9
a) When an electronic or household device you just bought does not work
Lo 1T | RO R 129
b) The payments on the credit you took include unexpected additional fees and
(o 4 T= o 1= S O PP SR 129
¢) When your package holiday is different from what the brochure promised.............. 129
d) When your flight is delayed or cancelled ............cccoouiiiiiiiiii e, 129
e) When you don’t like what you ordered via the Internet or via teleshopping ............ 129
f) When you have a problem with your phone bill ..., 129
g) When you came across a misleading advertising ..........ccccceeeviiiiiiiiieeee e, 129

lll Sources of information on consumer rights

Q6a. How would you look for information and advice about your consumer rights?
More than one answer possible

-Search the internett ...........oooiiiiiiii e 1
- Making phone CallS .........ueeiei s 2
- Visit an information and advice office ..........uovveeeeiiiiieee e 3
- ASK friends and relatiVesS...........ooeeeeeeieeeeeeeeeeeee e 4
= [DKINA] oot e e e e e e et ae e aanaees 9

Q6. Where would you go for information or advice about your consumer rights if you have a
problem with a product, a service or a seller?
[DO NOT READ OUT — ONE ANSWER POSSIBLE]

- Government, Ministry, Public Authority ..........cccocoiviiiiiii 01
- A non-governmental consumer assocCiation ................eeevveeevieiiieiiiiieieinin. 03
- Shopkeepers, sellers or service providers.........ccccccveeeeeiecciiiieeeeeee e 04
- Friends and relatives ...........ooooviiiiii e 05
2 LAWYETS. . e 06
- The EU contact point ... 07
- The European Consumer Centre ..........cccceeeiiiiiiiieiieee e 08
-Search the Internet .........oooiiiii i 09
O 1 o= SRR 10
110 SRR 99

Q7. What institutions and organizations/associations dealing with protection of consumers’
rights do you know?
[DO NOT READ OUT — MULTIPLE ANSWER POSSIBLE]

Consumer Rights Protection Center (Pateretaju tiesibu aizsardzibas

(0T 011 T PSPPSR 1
Club for Protection of consumer interests (Patérétaju interesu
AIZSTAVIDAS KIUDS) ... 2

Latvian National Association for Consumer Protection (Patérétaju

intereSu aizstavibas asoCiACija) .......c.evvuvireiiiiiie e 3
CoNSUMET SUPPOIE CENIIE ....uveeeiiieiiiciiieeee e 4
The European Consumer Centre in Latvia (Eiropas Patérétaju

INFOrMESANAs CENIIS) ... e 5
OtNEr e 6



ASK ONLY ORGANIZATIONS/ASSOCIATIONS WHICH WERE NOT MENTIONED IN Q7.

Q8. Have you ever heard of :

I - S 1

o SR 2

1 N SRS SR 9
a) Consumer Rights Protection Center...........cccceviviiiieiiiciie e 129
b) Club for Protection of consumer interests..........ccccceveiiiiiiiciee e 129
c) Latvian National Association for Consumer Protection..............ccccccceeevnnnneen. 129
d) CoNSUMET SUPPOIT CENEET ......viiieiiiiiie ettt et e et e e e e e sneeeee s 129
e) The European Consumer Centre in Latvia ..........cccceviiieeiiiii e 129

IF YES TO ANY OF THE ITEM IN Q7 OR Q8 FROM A-E

Q9. Did you ever ask this or any of these organization/magazine for information or help?
[READ OUT - ONE ANSWER POSSIBLE]

R (=TT 1
e 1 TR 2
2 IDKINA] e e e e e e e e e e e e araees 9
[IF THE ANSWER IS “YES” IN Q9]
Q9A. Which one?
ONLY ONE ANSWER IS POSSIBLE
Consumer Rights Protection Center ..., 1
Club for Protection of consumer interests............cocooooomeeeiiieiiiieeeeeeeeeeee, 2
Latvian National Association for Consumer Protection ...........cccooovveiieinnens 3
CoNsUMEr SUPPOIT CENTET .....ooiiiiiiiiieiiee e 4
The European Consumer Centre in Latvia...........ccccoveeeiiiiiiiiiiiiieeec e 5
[DK/NA] .. et e e e e e e e e e e e e e e e e e e e e e s raraaaaeaaan 9
[IF THE ANSWER IS “YES” IN Q9]
Q9B. How satisfied were you with the outcome?
- Very SatiSfied ... 1
= Rather SAtISTIEA.........e e 2
-Rather dissatiSfied ............oo i 3
= DHSSAtISTIEA. ...t e 4
2 IDKINA] e a e 9

[ASK ALL]

Q10. Who would you trust most to give you correct information and advice on your consumer
rights firstly?And than secondly?
[READ OUT — ROTATE — ONE ANSWER ONLY]

- The GOvernment ... 01
- A non-governmental consumer association.............ccccocveeeeenne. 02
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- Shopkeepers, sellers or service providers .........cccccceeeeeeeicnnnneen. 04

- Friends and relatives........ccooooooiiiiiiiiici e, 05

S LAWYETS e 06

- The EU contact points.........ccuveeiiieeieiciiieeeee e 07

- The European Consumer Centre .........ccccceveeeeeeciiieeeeee e 08

O N e 09

S [DKINA] oot 99
FIE St e e e 12345678999
SECONAIY: ..t 12345678999

[ASK ALL]

Q11. Would you be willing to support an independent non-governmental consumer
organisation by...?

a) Paying an annual membership fee of 8 Lats.........cccccoiiiiiiiie, 129
b) Giving this association a donation which you can deduct from your

TpTeTo) o g 1= TR =) = S 129
c¢) Giving this association a percentage of your taxes instead of paying

them to the GovernmeENt .............oeiiiiiiiii e 129

Q12. Compared to other EU countries, do you think consumers in Latvia have the same, less or
more consumer rights and protection?

B 110 0 [T 1
=TT SRR 2
17 (o] = PSPRR 3
[ 0 AN SO RERTRRRR PP 9

Q13. Compared to other EU countries, do you think sellers and service providers in Latvia
respect consumer rights and protection rules equally, better or worse?

S EQUAILY s 1
B = 11 £ (= N 2
AT (o] (1= TS 3
[ 20 AN SR ERRPPR 9

Q14. In general, would you say that the Latvian justice system is efficient in punishing
businesses that mislead or cheat consumers?

e =1 TP 1
2N O e et 2
R 13 A SRR 9
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EB FLASH QUESTIONNAIRE DG SANCO
VAGUE 3
Latvia

Context: to interim measurement of impact of information campaign on EU consumer rights

Remark: All that appears between brackets is spontaneous.
Geographical area: government controlled area Latvia
Target: general public aged 21 — 45 years

I. Campaign awareness

Q1a. Have you over the past weeks seen/heard messages about consumer rights?

I =1 TR 1
2N O s 2GOTOQ1b
13 A SRR 9GO TOQ1b

[IF THE ANSWER IS “YES”]
Q1a_a. Can you please tell me what this/these message/s was/were?

[DO NOT READ - OPEN ENDED - CODE]

- The slogan is mentioned “Runa drosi! (Tas ir tavas pateretaja

tiesibas.)” (Speak Up — (These are your consumer rights))..................... 01 SKIP TO Q2
- Message about the consumer rights —in general ............ccoooceennn. 02
- Message about the consumer rights regarding internet shopping........... 03
- Message about the consumer rights regarding holiday packages........... 04
- Message about the consumer rights regarding consumer credit............. 05
- Message about internet shopping — without mentioning the

CONSUMET FIGNTS.....eiiiiiiiiiii ettt sreee e 06
- Message about holiday packages — without mentioning the

CONSUMET FIGNT ..ttt s e e sbeeee e 07
- Message about consumer credit — without mentioning the

CONSUMET FIGNT ..t e e 08
- Messages about people not knowing their right as consumer in

0= A= S 09
- Messages about consumer rights in EU ... 10
O 1 1= = 1 E Y USRS 12
= [DIKINA] et bbb nareas 99

Q1b. Have you over the past weeks see/heard advertisements/news articles saying that “Runa
drosi! (Tas ir tavas pateretaja tiesibas.”) (Speak Up — (These are your consumer rights))?

I (= 1 SKIP TO Q2
[ T 2
(] € VA RO 9

Q1c. Have you over the past weeks seen/heard advertisement, messages, information about
consumer rights regarding consumer credit, holiday packages or internet shopping?



SN ettt e e et 2 SKIP TO Q5
S IDKINA] et r e e et s e r e 9 SKIP TO Q5

Q1d. Have you over the past weeks see/heard advertisements/news articles with a
woman/Linda who learns about consumer rights?

I =1 T TR 1
[ T 2
15110\ 9

Q2-Q3-Q4 WILL BE ASKED FROM THOSE, WHO ANSWERED “YES “IN Q1a, OR Q1b OR Q1c
OR Q1d.

Q2. Where did you see/hear this/these messages about consumer rights?

R o T RSO RROT 1
S @ o T = To [ TSP 2
- 1N @ NeWSPaper/MagaziNe ...........ooooiiiiiiieie e 3
-Inbrochure/leaflet ... 4
-ON the iNternet ... 5
- From family, friends, colleagues............ccoooviiieiiiiiii i 6
R O 1 o= RS S 7
B [0 RS S 9

Q3. Did you find the information you have received through these messages/this information

campaign
S VEIY USEIUL ..o 4
L U E=T= ] (| TP 3
S NOE USEIUL OF ... 2
—Not USEfUl At AlI7 ... e 1
2 IDKINA] e e e e e 9

Q4. Did you find the information about your rights as a consumer of consumer credit, holiday
packages, and internet shopping, provided through the campaign on consumer rights ....

S AGIEE .. 1

= DHSAQIEE ..o 2

S [DKINAL ettt 9
a) Easy to understand 7 ... 129
D) Easy 10 remember?...... .o 129
(o3 I ©70) 11771 0 Tox 13T 02RO 129

Il. Interest in consumer rights

[ASK ALL]

Q5. For the following situations, please tell me if you know your rights as consumer and/if you
would be interested to learn more about your rights

- You know your rights well enough and would not like to know more .1
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- You know some of your rights, but would like to know more ............. 2

- You don’t know your rights and would like to know more ................. 3
- You don’t know your rights, but don’t want to know more ................. 4
= [DKINA] et e e ee e 9
a) When an electronic or household device you just bought does not work
Lo 1T | RO R 129
b) The payments on the credit you took include unexpected additional fees and
(o 4 T= o 1= S O PP SR 129
¢) When your package holiday is different from what the brochure promised.............. 129
d) When your flight is delayed or cancelled ............cccoouiiiiiiiiii e, 129
e) When you don’t like what you ordered via the Internet or via teleshopping ............ 129
f) When you have a problem with your phone bill ..., 129
g) When you came across a misleading advertising ..........ccccceeeviiiiiiiiieeee e, 129

lll Sources of information on consumer rights

Q6a. How would you look for information and advice about your consumer rights?
More than one answer possible

-Search the internett ...........oooiiiiiiii e 1
- Making phone CallS .........ueeiei s 2
- Visit an information and advice office ..........uovveeeeiiiiieee e 3
- ASK friends and relatiVesS...........ooeeeeeeieeeeeeeeeeeee e 4
= [DKINA] oot e e e e e e et ae e aanaees 9

Q6. Where would you go for information or advice about your consumer rights if you have a
problem with a product, a service or a seller?
[DO NOT READ OUT — ONE ANSWER POSSIBLE]

- Government, Ministry, Public Authority ..........cccocoiviiiiiii 01
- A non-governmental consumer assocCiation ................eeevveeevieiiieiiiiieieinin. 03
- Shopkeepers, sellers or service providers.........ccccccveeeeeiecciiiieeeeeee e 04
- Friends and relatives ...........ooooviiiiii e 05
2 LAWYETS. . e 06
- The EU contact point ... 07
- The European Consumer Centre ..........cccceeeiiiiiiiieiieee e 08
-Search the Internet .........oooiiiii i 09
O 1 o= SRR 10
110 SRR 99

Q7. What institutions and organizations/associations dealing with protection of consumers’
rights do you know?
[DO NOT READ OUT — MULTIPLE ANSWER POSSIBLE]

Consumer Rights Protection Center (Pateretaju tiesibu aizsardzibas

(0T 011 T PSPPSR 1
Club for Protection of consumer interests (Patérétaju interesu
AIZSTAVIDAS KIUDS) ... 2

Latvian National Association for Consumer Protection (Patérétaju

intereSu aizstavibas asoCiACija) .......c.evvuvireiiiiiie e 3
CoNSUMET SUPPOIE CENIIE ....uveeeiiieiiiciiieeee e 4
The European Consumer Centre in Latvia (Eiropas Patérétaju

INFOrMESANAs CENIIS) ... e 5
OtNEr e 6



ASK ONLY ORGANIZATIONS/ASSOCIATIONS WHICH WERE NOT MENTIONED IN Q7.

Q8. Have you ever heard of :

I - S 1

o SR 2

1 N SRS SR 9
a) Consumer Rights Protection Center...........cccceviviiiieiiiciie e 129
b) Club for Protection of consumer interests..........ccccceveiiiiiiiciee e 129
c) Latvian National Association for Consumer Protection..............ccccccceeevnnnneen. 129
d) CoNSUMET SUPPOIT CENEET ......viiieiiiiiie ettt et e et e e e e e sneeeee s 129
e) The European Consumer Centre in Latvia ..........cccceviiieeiiiii e 129

IF YES TO ANY OF THE ITEM IN Q7 OR Q8 FROM A-E

Q9. Did you ever ask this or any of these organization/magazine for information or help?
[READ OUT - ONE ANSWER POSSIBLE]

R (=TT 1
e 1 TR 2
2 IDKINA] e e e e e e e e e e e e araees 9
[IF THE ANSWER IS “YES” IN Q9]
Q9A. Which one?
ONLY ONE ANSWER IS POSSIBLE
Consumer Rights Protection Center ..., 1
Club for Protection of consumer interests............cocooooomeeeiiieiiiieeeeeeeeeeee, 2
Latvian National Association for Consumer Protection ...........cccooovveiieinnens 3
CoNsUMEr SUPPOIT CENTET .....ooiiiiiiiiieiiee e 4
The European Consumer Centre in Latvia...........ccccoveeeiiiiiiiiiiiiieeec e 5
[DK/NA] .. et e e e e e e e e e e e e e e e e e e e e e s raraaaaeaaan 9
[IF THE ANSWER IS “YES” IN Q9]
Q9B. How satisfied were you with the outcome?
- Very SatiSfied ... 1
= Rather SAtISTIEA.........e e 2
-Rather dissatiSfied ............oo i 3
= DHSSAtISTIEA. ...t e 4
2 IDKINA] e a e 9

[ASK ALL]

Q10. Who would you trust most to give you correct information and advice on your consumer
rights firstly?And than secondly?
[READ OUT — ROTATE — ONE ANSWER ONLY]

- The GOvernment ... 01
- A non-governmental consumer association.............ccccocveeeeenne. 02
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- Shopkeepers, sellers or service providers .........cccccceeeeeeeicnnnneen. 04

- Friends and relatives........ccooooooiiiiiiiiici e, 05

S LAWYETS e 06

- The EU contact points.........ccuveeiiieeieiciiieeeee e 07

- The European Consumer Centre .........ccccceveeeeeeciiieeeeee e 08

O N e 09

S [DKINA] oot 99
FIE St e e e 12345678999
SECONAIY: ..t 12345678999

[ASK ALL]

Q11. Would you be willing to support an independent non-governmental consumer
organisation by...?

a) Paying an annual membership fee of 8 Lats.........cccccoiiiiiiiie, 129
b) Giving this association a donation which you can deduct from your

TpTeTo) o g 1= TR =) = S 129
c¢) Giving this association a percentage of your taxes instead of paying

them to the GovernmeENt .............oeiiiiiiiii e 129

Q12. Compared to other EU countries, do you think consumers in Latvia have the same, less or
more consumer rights and protection?

B 110 0 [T 1
=TT SRR 2
17 (o] = PSPRR 3
[ 0 AN SO RERTRRRR PP 9

Q13. Compared to other EU countries, do you think sellers and service providers in Latvia
respect consumer rights and protection rules equally, better or worse?

S EQUAILY s 1
B = 11 £ (= N 2
AT (o] (1= TS 3
[ 20 AN SR ERRPPR 9

Q14. In general, would you say that the Latvian justice system is efficient in punishing
businesses that mislead or cheat consumers?

e =1 TP 1
2N O e et 2
R 13 A SRR 9
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EB FLASH QUESTIONNAIRE DG SANCO
VAGUE 2
Lithuania

Context: to interim measurement of impact of information campaign on EU consumer rights

Remark: All that appears between brackets is spontaneous.
Geographical area: government controlled area Lithuania
Target: general public aged 21 — 45 years

I. Campaign awareness

Q1a. Have you over the past weeks seen/heard messages about consumer rights?

I =1 TR 1
2N O s 2GOTOQ1b
13 A SRR 9GO TOQ1b

[IF THE ANSWER IS “YES”]
Q1a_a. Can you please tell me what this/these message/s was/were?

[DO NOT READ - OPEN ENDED - CODE]

- The slogan is mentioned “Zinok savo teises ir laimék - Know your

FIGhES @NA WIN....oeieeeeec e 01 SKIP TO Q2
- Message about the consumer rights —in general ......................... 02
- Message about the consumer rights regarding internet shopping............ 03
- Message about the consumer rights regarding holiday packages........... 04
- Message about the consumer rights regarding consumer credit............. 05
- Message about internet shopping — without mentioning the

CONSUMET FIGNTS.....eeiiiiiiieie ettt e e 06
- Message about holiday packages — without mentioning the

CONSUMET FIGNT ... 07
- Message about consumer credit — without mentioning the

CONSUMET FIGNT ... e 08
- Messages about people not knowing their right as consumer in

LIthU@NIa. ... 09
- Messages about consumerrightsin EU ...................oco 10
= Other @NSWETS ..o e e e e s raaeeeee s 12
S [DKINA]L e 99

Q1b. Have you over the past weeks see/heard advertisements/news articles saying that “Zinok
savo teises ir laimék - Know your rights and win”?

I == 1 SKIP TO Q2
R [ 2
S IDKINA] e e 9

Q1c. Have you over the past weeks seen/heard advertisement, messages, information about
consumer rights regarding consumer credit, holiday packages or internet shopping?



....................................................................................................... 2 SKIP TO Q5
S IDKINA] et r e e et s e r e 9 SKIP TO Q5

Q1d. Have you over the past weeks seen/heard advertisements/news articles with a consumer
fighting for his rights in a boxing ring ?

R == 1
R [ 2
S [DKINA] et 9

Q2-Q3-Q4 WILL BE ASKED FROM THOSE, WHO ANSWERED “YES “IN Q1a, OR Q1b OR Q1c

OR Q1d.
Q2. Where did you see/hear this/these messages about consumer rights?
20N TV ettt e e abe e erea e 1
B oI - To [T TSRS 2
- In @ NEWSPAPEI/MAGAZINE .....ooiiiiiiiie ittt 3
-Inbrochure/leaflet ... 4
-ONthe iNternet ... 5
- From family, friends, cOlleaguUES...........cccceeeiiiiiiiiiiie e 6
B O 1 1= RS RRR 7
B (10N RO 9

Q3. Did you find the information you have received through these messages/this information

campaign
Y YUY | S RSTR 4
<7< V| N 3
Ao 1 A 1=T=] {0 | o N 2
— Not useful @t All? ..o 1
S [DKINA] e e e e e e e aarea s 9

Q4. Did you find the information about your rights as a consumer of consumer credit, holiday
packages, and internet shopping, provided through the campaign on consumer rights ....

S AGIEE e e 1

= DISAQIEE .o 2

S [DKINAL e 9
a) Easy to understand? ..........ccoiiiiiiiiiii e 129
b) Easy t0 remembEr? ... 129
(o3 I 0701011 o Tor ] o [ PP PUUUPRt 129

Il. Interest in consumer rights

[ASK ALL]

Q5. For the following situations, please tell me if you know your rights as consumer and/if you
would be interested to learn more about your rights
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- You know your rights well enough and would not like to know more .1
- You know some of your rights, but would like to know more ............. 2

- You don’t know your rights and would like to know more ................. 3
- You don’t know your rights, but don’t want to know more ................. 4
S [DKINA] e e a e 9
a) When an electronic or household device you just bought does not work
1] 0= 5 1Y 2SSOSR 129
b) The payments on the credit you took include unexpected additional fees and
(o 4 T= o = S PP PR 129
c) When your package holiday is different from what the brochure promised.............. 129
d) When your flight is delayed or cancelled ............cccoccveiiiiiiiiiiiie e 129
e) When you don't like what you ordered via the Internet or via teleshopping............ 129
f) When you have a problem with your phone bill ..., 129
g) When you came across a misleading advertising ...........cccccoecieeiiiieee e, 129

lll Sources of information on consumer rights

Q6a. How would you look for information and advice about your consumer rights?
More than one answer possible

-Search the INTErNEt ........covve e 1
- Making phone Calls ..o 2
- Visit an information and advice office ..o 3
- ASK friends and relatiVesS..... ... e eeeee e 4
2 IDKINA] e 9

Q6. Where would you go for information or advice about your consumer rights if you have a
problem with a product, a service or a seller?
[DO NOT READ OUT — ONE ANSWER POSSIBLE]

- Government, Ministry, Public Authority .............cccvveee... 01
- Dial phone number 8 800 00008............cccceevrercererieenen 02
- A non-governmental consumer association ................... 03
- Shopkeepers, sellers or service providers...................... 04
- Friends and relatives..........oocceieeiie i 05
S LAWYETS .. 06
-The EU contactpoint ... 07
- The European Consumer Centre..........ccccceeeeeeeeeeccnnvnneenn. 08
- Search the Internet.........cccoooeiiiiiiiie e, 09
S OFNEI e 10
= [DKINA] e 99

Q7. What institutions and organizations/associations dealing with protection of consumers’
rights do you know?
[DO NOT READ OUT — MULTIPLE ANSWER POSSIBLE]

a) State Consumer Rights Protection Authority (Valstybiné vartotojy teisiy

APSAUGOS tANNYDA) ....eeeiiiieie e 1
b) Lithuanian National Consumer Confederation (Lietuvos nacionalié vartotojy

1(=10 L1 =T - ) SRR 2
c) Lithuanian Consumer Association (Lietuvos vartotojy asociacija) ..........ccccceeevvvereennnen. 3
d) Lithuanian Consumer Institute (Lietuvos vartotojy institutas) ..........ccccceeveeevicieneeennen. 4
e) The European Consumer Centre in Lithuania (Europos Vartotojy Centras

Y U A0 1= PRSP 5
f) Western Lithuanian Federation (Vakary Lietuvos vartotojy federacija).........c..c.cccceenne.e. 6
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g) ConsUMEr MAGAZINE KUIES ....uveiieiiiiieiiiiiee ettt e ettt e e et e e e s nbee e e e ntae e e e s nteeeeenbaeeeennnes 7
0 T 1 2 =Y USRS PRRPPRPR 8

ASK ONLY ORGANIZATIONS/ASSOCIATIONS WHICH WERE NOT MENTIONED IN Q7.
Q8. Have you ever heard of:

S (- R 1

o 2

= [DIKINA] ettt et eneeas 9
a) State Consumer Rights Protection Authority ...........cccccoviiiiiiiiiiii e 129
b) Lithuanian National Consumer Confederation .............ccccceviiiiiiiiiee e 129
c) Lithuanian Consumer ASSOCIAtIoON ........cccuiiiiiiiiiie e 129
d) Lithuanian Consumer INStULe ...........cooiiiiiiiii e 129
€) The European Consumer Centre in Lithuania ...........cccocceeeei i, 129
f) Western Lithuanian Federation...............oooooi i 129
g) ConsumMEr MAagaziNe KUIES .....uuiiiiiiiiiieiiiie ettt e e nenee s 129

IF YES TO ANY OF THE ITEM IN Q7 OR Q8 FROM A-F
Q9. Did you ever ask this or any of these organization/magazine for information or help?
[READ OUT - ONE ANSWER POSSIBLE]

R (=TT 1
e 1 T 2
[ AN S PPURRR PSP 9

[IF THE ANSWER IS “YES” IN Q9]
Q9A. Which one?
ONLY ONE ANSWER IS POSSIBLE

a) State Consumer Rights Protection Authority ...........ccccoiiiiiiiiiiiiiiee 1
b) Lithuanian National Consumer Confederation............ccccccceeeeviiieeeiiieenennns 2
c) Lithuanian Consumer ASSOCIAtioN ..........cceeveiiiiieeiiiiie e 3
d) Lithuanian Consumer INStUte ..........c.eeviiiiiiiiiiie e 4
e) The European Consumer Centre in Lithuania............ccccooeeeieiiiniciiinennn, 5
f) Western Lithuanian Federation.............ccccveeiiiiiiiiciicee e 6
g) Consumer Magazing KUrdS .....cooiiiceiiiiieiie e 7
) L SR 8

[IF THE ANSWER IS “YES” IN Q9]
Q9B. How satisfied were you with the outcome?

Very satiSfied .......veeiiiiiec e 1
- RAther SAtiSfied.... ..o 2
- Rather dissatiSfied ........coovveieiii e 3
= DISSAtISTIO. ..ot 4
S [DKINA] oottt e et e e anrea s 9

[ASK ALL]
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Q10. Who would you trust most to give you correct information and advice on your consumer
rights firstly? And than secondly?
[READ OUT — ROTATE — ONE ANSWER ONLY]

- The GOVErNMENT ....oooiiiiiiiiiee e 01

- A non-governmental consumer association.............ccccocceeeeenee. 02

- Phone number 8 800 00008...........cceeeieiiieeeiieee e 03

- Shopkeepers, sellers or service providers .........cccccceeeevicvvnnnen. 04

- Friends and relatives ... 05

S LAWYETS .. 06

- The EU contact points.........cceeeiiiieiiiiieeeee e 07

- The European Consumer Centre...........ccceeeeeeeeeciiieeeeeeeeeeeeee, 08

RO 1 = USSR 09

= [DKINA] e e 99
Sty e 12345678999
SECONAIY: ittt 12345678999

[ASK ALL]

Q11. Would you be willing to support an independent non-governmental consumer
organisation by...?

a) Paying an annual membership fee of 50 Litas...........cccooeeeeeeeiiiiiiiiiieeee e 129
b) Giving this association a donation which you can deduct from your

INCOIME tAXES ...eeeiiie ittt e e e e e e e e reeeaa e e e s 129
c¢) Giving this association a percentage of your taxes instead of paying

them to the GOVEIrNMENT ..........oviiiiii e 129

Q13: Would you be interested to subscribe to a (non-profit) consumer magazine that gives you
results of independent comparative tests/quality and price of products and services and
information about your rights/advice?

R (=TT 1
e L T 2
[ A P PRRUR PP 9

Q14 Compared to other EU countries, do you think consumers in Lithuania have the same,
less or more consumer rights and protection?

RS 7= 11 1 1= TS 1
Y= 2 2
|7 (o] = O PPOPRR 3
[ 0 AN RO 9

Q15 Compared to other EU countries, do you think sellers and service providers in Lithuania
respect consumer rights and protection rules equally, better or worse?

S EQUAILY e s 1
B = 11 £ (= N 2
AT (o] 1= TS 3
S 1 L3\ 9



Q16. In general, would you say that the Lithuanian justice system is efficient in punishing
businesses that mislead or cheat consumers?

I =1 TR 1
e [ PR 2
1 L3\ 9
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EB FLASH QUESTIONNAIRE DG SANCO
VAGUE 3

I. Campaign awareness

Q1a. Have you over the past months seen/heard messages about consumer rights?

I =1 TSR 1
N[ TR 2GOTOQ1b
1510\ 9GO TOQ1b

[IF THE ANSWER IS “YES”]
Q1a_a. Can you please tell me what this/these message/s was/were?

[DO NOT READ - OPEN ENDED - CODE]

- The slogan is mentioned “Zinok savo teises ir laimék - Know your

FIghts @nNd WIN ... 01 SKIP TO Q2
- Message about the consumer rights —in general ..........cccccoviieiiiiiieeen. 02
- Message about the consumer rights regarding internet shopping............ 03
- Message about the consumer rights regarding holiday packages........... 04
- Message about the consumer rights regarding consumer credit............. 05
- Message about internet shopping — without mentioning the

CONSUMET FIGNES. ... e 06
- Message about holiday packages — without mentioning the

CONSUMET FIGNT ... e 07
- Message about consumer credit — without mentioning the

CONSUMET FIGNT ...eeeiiiiiiii s 08
- Messages about people not knowing their right as consumer in

) T =T o = SO 09
- Messages about consumer rights in EU ...........cccooiiiiinie 10
- Smart consuMEr EleCtioN.............uviiiiiie e 11
= Other @NSWETS ..ot e e e e e s 12
1 0 N TS 99

Q1b. [ASK ALL] Have you over the past months seen/heard advertisements/news articles
saying “Zinok savo teises ir laimék - Know your rights and win”?

I (=1 1 SKIP TO Q2
B 1o T 2
S [DKINA] e 9

Q1c. Have you over the past months seen/heard advertisement, messages, information about
consumer rights regarding consumer credit, holiday packages or internet shopping?

I =T T 1
2N O e 2 SKIP TO Q5
S IDKINA] e e e 9 SKIP TO Q5
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Q1d. Have you over the past months seen/heard advertisements/news articles with a consumer
fighting for his rights in a boxing ring ?

R == 1
R [ 2
S [DKINA] e a e 9

Q2-Q3-Q4 WILL BE ASKED FROM THOSE, WHO ANSWERED “YES “IN Q1a, OR Q1b OR Q1c

OR Q1d.
Q2. Where did you see/hear this/these messages about consumer rights?
B ] o T N RS RS 1
B ] o1 - To [T TSRS 2
- INn @ NEWSPAPEI/MAGAZINE .....ooiiiiiiiie ittt 3
- In brochure/leaflet ... 4
-ONthe iNterNet ... 5
- From family, friends, COlleagUES...........ccoeeeiiiiiiiiiiiie e 6
SO 11 oY 7
= [DKINA] oottt e e e e e a e e e e e e e anaraas 9

Q3. Did you find the information you have received through these messages/this information

campaign
S VEIY USEIUL .. s 4
=7 V| N 3
Ao L A 1=T=] {0 | o N 2
— NOtUSEIUl @t @lI7 ... e e e e e e aeaan 1
S [DKINA] oot e e e e e e anaea s 9

Q4. Did you find the information about your rights as a consumer of consumer credit, holiday
packages, and internet shopping, provided through the campaign on consumer rights ....

B Yo | (== SRR 1

= DISAQIEE .. 2

[0 R RRRRR 9
a) Easy to understand? ... 129
b) Easy t0 remMembEr? ... 129
(o I 07010171 o Tor | o [ PSPPI 129

Il. Interest in consumer rights

[ASK ALL]

Q5. For the following situations, please tell me if you know your rights as consumer and/if you
would be interested to learn more about your rights

- You know your rights well enough and would not like to know more .1

- You know some of your rights, but would like to know more ............. 2
- You don’t know your rights and would like to know more ................. 3
- You don’t know your rights, but don’t want to know more ................. 4
S [DKINA] e a e 9



a) When an electronic or household device you just bought does not work

[010] 0 =5 1Y APPSR 129
b) The payments on the credit you took include unexpected additional fees and

o 0= 1o 1= TP 129
¢) When your package holiday is different from what the brochure promised.............. 129
d) When your flight is delayed or cancelled ............cccoouiiiiiiiiiiie e, 129
e) When you don’t like what you ordered via the Internet or via teleshopping ............ 129
f) When you have a problem with your phone bill ..., 129
g) When you came across a misleading advertising ............ccccovveiiiiiiieiiiiieee e, 129

lll Sources of information on consumer rights

Q6a. How would you look for information and advice about your consumer rights?
More than one answer possible

-Searchthe iNterNet .........ooveeoiii e 1
- Making phone Calls .......cooiiiiiii 2
- Visit an information and advice offiCe ...........ccvvveverireriiiiiiiieeaas 3
- Ask friends and relativVes.............ueveveverereierii s 4
B [ 0 AN U PURRR PSP 9

Q6. Where would you go for information or advice about your consumer rights if you have a
problem with a product, a service or a seller?
[DO NOT READ OUT — ONE ANSWER POSSIBLE]

- Government, Ministry, Public Authority ................ccccc..... 01
- Dial phone number 8 800 00008.................cceeeeeeeeeeeee.n. 02
- A non-governmental consumer association .................... 03
- Shopkeepers, sellers or service providers...................... 04
- Friends and relatives..........coouiiieeii e, 05
SLAWYEIS ., 06
-The EU contactpoint ... 07
- The European Consumer Centre .........ccccceevvveeeeniiiieeeennne 08
-Search the Internet..........ccooociiiieie e, 09
S OtNEr 10
S [DKINA] oot 99

Q7. What institutions and organizations/associations dealing with protection of consumers’
rights do you know?
[DO NOT READ OUT — MULTIPLE ANSWER POSSIBLE]

a) State Consumer Rights Protection Authority (Valstybiné vartotojy teisiy

= 10Tz 10 e [t r= 14 1) o7 S PPRRRN 1
b) Lithuanian National Consumer Confederation (Lietuvos nacionalié vartotojy

L{=T0 =T = o7 - ) PR PRR 2
c) Lithuanian Consumer Association (Lietuvos vartotojy asociacija) ..........ccccceevvveereennnnen. 3
d) Lithuanian Consumer Institute (Lietuvos vartotojy institutas) ...........cccccoeeeeiiiinennnnn. 4
e) The European Consumer Centre in Lithuania (Europos Vartotojy Centras

LY (1 1Y o] 1= PO OTPRPR PRI 5
f) Western Lithuanian Federation (Vakary Lietuvos vartotojy federacija)............c.cccceeennee. 6
g) ConsuMEr MAGAZINE KUIES ....uviiieiiiiie et ettt s st e e s stee e e st ee e e s esee e e e e sbee e e ennreeeeeannees 7
) 1 0T SRR 8
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ASK ONLY ORGANIZATIONS/ASSOCIATIONS WHICH WERE NOT MENTIONED IN Q7.
Q8. Have you ever heard of:

S Y B e 1

= N O e 2

1 0N SRR 9
a) State Consumer Rights Protection AUthOrity ...........cooociiiiiiiie e 129
b) Lithuanian National Consumer Confederation .............cccccoiiiiiiiiniii e 129
c) Lithuanian Consumer ASSOCIAtION ........oocuuiiiiiiiiii e 129
d) Lithuanian Consumer INSHIULE ...........cooiiiiiiiii e 129
e) The European Consumer Centre in Lithuania ..........c...ccocceiiiiiii e 129
f) Western Lithuanian Federation...........c.ccooiiiiiiiiiie e 129
g) Consumer MAagazing KUFES ....cooiuiiiiiiee et e e e e e e e 129

IF YES TO ANY OF THE ITEM IN Q7 OR Q8 FROM A-F
Q9. Did you ever ask this or any of these organization/magazine for information or help?
[READ OUT - ONE ANSWER POSSIBLE]

I =1 TP 1
e [ TP 2
1 L3\ 9

[IF THE ANSWER IS “YES” IN Q9]
Q9A. Which one?
ONLY ONE ANSWER IS POSSIBLE

a) State Consumer Rights Protection Authority..........ccooecviiiviieeiiicciiiee. 1
b) Lithuanian National Consumer Confederation............cccoccceeiiiieiiiniceens 2
c¢) Lithuanian Consumer ASSOCIAtioN ..........cceeiiiiiiiiiiiiiieee e 3
d) Lithuanian Consumer INStitute ..o, 4
e) The European Consumer Centre in Lithuania............ccccooceeiiiiiieeiicienne 5
f) Western Lithuanian Federation............ccccccoveiiiiiiiiie e 6
g) Consumer Magazing KUIES ......oooiuiaiiiiiiie it siee e e e e e 7
) [DK/NA] -ttt e b s 8

[IF THE ANSWER IS “YES” IN Q9]
Q9B. How satisfied were you with the outcome?

- Very SatiSfied ... 1
- Rather SatiSfied......coooe e 2
- Rather dissatiSfied ........ooovveieiieei e 3
O B 11T (1511 4
2 IDKINA] e e e e e e e e e e e e e e eararaees 9

Q10: Are you aware of a consumer free phone line 8 800 00008 and would you consider calling
there if you had a problem with a good or service?

- | know the number, | have already used it and would use it again............... 1
- | know the number, | have already used it but would not use it again.......... 2
- | know the number and would USE it ..........cooiiiiiiiiiiiee e 3
- | know the number but would Nnot use it..........cceviiiiiiiiiii e, 4
- | haven’t known the number but would consider using it in the future ......... 5
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- I haven’t known the number and I’'m not interested in using it ..................... 6
= [DKINA] bbb saee e 9

[ASK ALL]

Q11. Who would you trust most to give you correct information and advice on your consumer
rights firstly? And than secondly?
[READ OUT — ROTATE — ONE ANSWER ONLY]

- The GOVENMENT ......oiiiiii e 01

- A non-governmental consumer association.............ccccoecveeeenne 02

- Phone number 8 800 00008...........cooi i 03

- Shopkeepers, sellers or service providers ..........ccccccceeeennnneen. 04

- Friends and relatives ... 05

S LAWYEIS e 06

- The EU contact points.......cccooeeieieieiiieeeeeeeeeeeeee e, 07

- The European Consumer Centre ..........ccccevviiieeeiiiene e 08

= OB s 09

= [DKINA] e 99
FIr St e 12345678999
Y=o o] o || 12345678999

[ASK ALL]

Q12. Would you be willing to support an independent non-governmental consumer
organisation by...?

I (=TSP TP PPPUPTPPPRPRN 1
2N O e 2
1 N SR RP 9
a) Paying an annual membership fee of 50 Litas...........cccovieiiiiiiiiie, 129

b) Giving this association a donation which you can deduct from your

INCOME TAXES ...ttt e ettt e e b e e e e rabe e e e s aabeeeeeaaes 129
c) Giving this association a percentage of your taxes instead of paying
them to the GovernmeENt ...........ooo i 129

Q13. Compared to other EU countries, do you think consumers in Lithuania have the same,
less or more consumer rights and protection?

RS 7= 11 1 1= 7S 1
Y1 S 2
1Y (o] 3
1 L3\ 9

Q14. Compared to other EU countries, do you think sellers and service providers in Lithuania
respect consumer rights and protection rules equally, better or worse?

S EQUAILY s 1
B = 1Y £ (= N 2
A 0] £=1= TP 3
B (10N RSP RST 9
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Q15. In general, would you say that the Lithuanian justice system is efficient in punishing
businesses that mislead or cheat consumers?

S == N 1
N O e 2
S [DKINA] ettt e e e e e e et a e e e annreas 9
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Flash EB N° 268- Consumer protection and consumer rights (EE) Annex

Survey details

This “Flash 268 — Consumer protection and consumer rights Special Target Survey, Estonia - wave 2"
was conducted for the European Commission, Directorate-General SANCO, Health and Consumer
Protection.

Telephone interviews were conducted in Estonia between the 07/03/2009 and the 11/03/2009 by Saar
Poll Estonian partner institute.

Representativeness of the results

The national sample was representative of the population aged between 21 — 45 years.

Sizes of the sample

The sample size was planned 1000 respondents in Estonia, 1004 interviews were conducted in all.

A weighting factor was applied to the national results in order to compute a marginal total for the
country in proportion to its population.

Questionnaires

1. The questionnaire prepared for this survey is reproduced at the end of this results volume, in English

(see hereafter).
2. The institute translated the questionnaire in their national language.
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Annex Flash EB N° 268- Consumer protection and consumer rights (EE)

Sampling error

Surveys are designed and conducted to provide an estimate of a true value of characteristics of a
population at a given time. An estimate of a survey is unlikely to exactly equal the true population
quantity of interest for a variety of reasons. One of these reasons is that data in a survey are collected
from only some — a sample of — members of the population, this to make data collection cheaper and
faster. The “margin of error” is a common summary of sampling error, which quantifies uncertainty
about (or confidence in) a survey result.

Usually, one calculates a 95 percent confidence interval of the format: survey estimate +/- margin of
error. This interval of values will contain the true population value at least 95% of time.

For example, if it was estimated that 45% of EU citizens are in favour of a single European currency
and this estimate is based on a sample of 100 EU citizens, the associated margin of error is about 10
percentage points. The 95 percent confidence interval for support for a European single currency
would be (45%-10%) to (45%+10%), suggesting that in the EU the support for a European single
currency could range from 35% to 55%. Because of the small sample size of 100 EU citizens, there is
considerable uncertainty about whether or not the citizens of the EU support a single currency.

As a general rule, the more interviews conducted (sample size), the smaller the margin of error. Larger
samples are more likely to give results closer to the true population quantity and thus have smaller
margins of error. For example, a sample of 500 will produce a margin of error of no more than about
4.5 percentage points, and a sample of 1,000 will produce a margin of error of no more than about 3
percentage points.

Margin of error (95% confidence interval)

Survey Sample size (n)
estimate 10 50 100 150 200 400 800 1000 2000 4000
5% 13.5% 6.0% 43% 35% 3.0% 2.1% 1.5% 14% 1.0% 0.7%
10% 18.6% 83% 59% 48% 42% 29% 21% 19% 13% 0.9%
25% | 268% 12.0% 85% 69% 6.0% 42% 3.0% 27% 1.9% 1.3%
50% | 31.0% 13.9% 98% 80% 69% 49% 35% 3.1% 22% 1.5%
75% |26.8% 12.0% 85% 69% 6.0% 42% 3.0% 27% 1.9% 13%
90% 18.6% 83% 59% 48% 42% 29% 21% 19% 13% 0.9%
95% 13.5% 6.0% 43% 35% 3.0% 2.1% 1.5% 14% 1.0% 0.7%

(The values in the table are the margin of error — at 95% confidence level — for a given survey estimate and

sample size)

The examples show that the size of a sample is a crucial factor affecting the margin of error.
Nevertheless, once past a certain point — a sample size of 800 or 1,000 — the improvement is small. For
example, to reduce the margin of error to 1.5% would require a sample size of 4,000.
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Flash EB N° 268- Consumer protection and consumer rights (EE - wave 3) Annex

Survey details

This “Flash 268 — Consumer protection and consumer rights Special Target Survey, Estonia - wave 3"
was conducted for the European Commission, Directorate-General SANCO, Health and Consumer
Protection.

Telephone interviews were conducted in Estonia between the 27/05/2009 and the 31/05/2009 by Saar
Poll Estonian partner institute.

Representativeness of the results

The national sample was representative of the population aged between 21 — 45 years.

Sizes of the sample

The sample size was planned 1000 respondents in Estonia, 1000 interviews were conducted in all.

A weighting factor was applied to the national results in order to compute a marginal total for the
country in proportion to its population.

Questionnaires

1. The questionnaire prepared for this survey is reproduced at the end of this results volume, in English

(see hereafter).
2. The institute translated the questionnaire in their national language.
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Annex Flash EB N° 268- Consumer protection and consumer rights (EE - wave 3)

Sampling error

Surveys are designed and conducted to provide an estimate of a true value of characteristics of a
population at a given time. An estimate of a survey is unlikely to exactly equal the true population
quantity of interest for a variety of reasons. One of these reasons is that data in a survey are collected
from only some — a sample of — members of the population, this to make data collection cheaper and
faster. The “margin of error” is a common summary of sampling error, which quantifies uncertainty
about (or confidence in) a survey result.

Usually, one calculates a 95 percent confidence interval of the format: survey estimate +/- margin of
error. This interval of values will contain the true population value at least 95% of time.

For example, if it was estimated that 45% of EU citizens are in favour of a single European currency
and this estimate is based on a sample of 100 EU citizens, the associated margin of error is about 10
percentage points. The 95 percent confidence interval for support for a European single currency
would be (45%-10%) to (45%+10%), suggesting that in the EU the support for a European single
currency could range from 35% to 55%. Because of the small sample size of 100 EU citizens, there is
considerable uncertainty about whether or not the citizens of the EU support a single currency.

As a general rule, the more interviews conducted (sample size), the smaller the margin of error. Larger
samples are more likely to give results closer to the true population quantity and thus have smaller
margins of error. For example, a sample of 500 will produce a margin of error of no more than about
4.5 percentage points, and a sample of 1,000 will produce a margin of error of no more than about 3
percentage points.

Margin of error (95% confidence interval)

Survey Sample size (n)
estimate 10 50 100 150 200 400 800 1000 2000 4000
5% 13.5% 6.0% 43% 35% 3.0% 2.1% 1.5% 14% 1.0% 0.7%
10% 18.6% 83% 59% 48% 42% 29% 21% 19% 13% 0.9%
25% | 268% 12.0% 85% 69% 6.0% 42% 3.0% 27% 1.9% 1.3%
50% | 31.0% 139% 98% 80% 69% 49% 35% 3.1% 22% 1.5%
75% |26.8% 12.0% 85% 69% 6.0% 42% 3.0% 27% 1.9% 13%
90% 18.6% 83% 59% 48% 42% 29% 21% 19% 13% 0.9%
95% 13.5% 6.0% 43% 35% 3.0% 2.1% 1.5% 14% 1.0% 0.7%

(The values in the table are the margin of error — at 95% confidence level — for a given survey estimate and

sample size)

The examples show that the size of a sample is a crucial factor affecting the margin of error.
Nevertheless, once past a certain point — a sample size of 800 or 1,000 — the improvement is small. For
example, to reduce the margin of error to 1.5% would require a sample size of 4,000.
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Flash EB N° 268- Consumer protection and consumer rights (LV) Annex

Survey details

b

This “Flash 268 — Consumer protection and consumer rights Special Target Survey, wave 2 - Latvia’
was conducted for the European Commission, Directorate-General SANCO, Health and Consumer
Protection.

Telephone interviews were conducted in Latvia between the 14-18 May, 2009 by Latvian Facts
partner institute.

Representativeness of the results

The national sample was representative of the population aged between 21 — 45 years.

Sizes of the sample

The sample size was planned 1000 respondents in Latvia, 1004 interviews were conducted in all.

A weighting factor was applied to the national results in order to compute a marginal total for the
country in proportion to its population.

Questionnaires

1. The questionnaire prepared for this survey is reproduced at the end of this results volume, in English

(see hereafter).
2. The institute translated the questionnaire in their national language(s).
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Annex Flash EB N° 268- Consumer protection and consumer rights (LV)

Sampling error

The results in a survey are valid only between the limits of a statistical margin caused by the sampling
process. This margin varies with three factors:

1. The sample size (or the size of the analyzed part in the sample): the greater the number of
respondents is, the smaller the statistical margin will be;

2. The result in itself: the closer the result approaches 50%, the wider the statistical margin will be;
3. The desired degree of confidence: the more "strict" we are, the wider the statistical margin will be.

As an example, examine this illustrative case:

1. One question has been answered by 500 people;

2. The analyzed result is around 50%;

3. We choose a significance level of 95 % (it is the level most often used by the statisticians, and it is
the one chosen for the Table hereafter);

In this illustrative case the statistical margin is: (+/- 4.4%) around the observed 50%. And as a
conclusion: the result for the whole population lies between 45.6% and 54.4 %.

Hereafter, the statistical margins computed for various observed results are shown, on various sample
sizes, at the 95% significance level.

STATISTICAL MARGINS DUE TO THE SAMPLING PROCESS (AT THE 95 % LEVEL OF
CONFIDENCE)

Various sample sizes are in rows;
Various observed results are in columns:

5% 10% 15% 20% 25% 30% 35% 40% 45% 50%
N=50 6,0 8,3 9,9 11,1 120 12,7 132 13,6 13,8 139
N=500 1,9 2,6 3,1 3,5 3,8 4,0 4,2 4,3 4,4 4,4
N=1000 14 1,9 2,2 2,5 2,7 2,8 3,0 3,0 3,1 3,1
N=1500 1,1 1,5 1,8 2,0 2,2 2,3 2,4 2,5 2,5 2,5
N=2000 1,0 1,3 1,6 1,8 1,9 2,0 2,1 2,1 2,2 2,2
N=3000 0,8 1,1 1,3 1,4 1,5 1,6 1,7 1,8 1,8 1,8
N=4000 0,7 0,9 1,1 1,2 1,3 1,4 1,5 1,5 1,5 1,5
N=5000 0,6 0,8 1,0 1,1 1,2 1,3 1,3 1,4 1,4 1,4
N=6000 0,6 0,8 0,9 1,0 1,1 1,2 1,2 1,2 1,3 1,3
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Flash EB N° 268- Consumer protection and consumer rights (LV) Analytical Report

Survey details

b

This “Flash 268 — Consumer protection and consumer rights Special Target Survey, wave 3 - Latvia’
was conducted for the European Commission, Directorate-General SANCO, Health and Consumer
Protection.

Telephone interviews were conducted in Latvia between the 2-6 November, 2009 by Latvian Facts
partner institute.

Representativeness of the results

The national sample was representative of the population aged between 21 — 45 years.

Sizes of the sample

The sample size was planned 1000 respondents in Latvia, 1001 interviews were conducted in all.

A weighting factor was applied to the national results in order to compute a marginal total for the
country in proportion to its population.

Questionnaires

1. The questionnaire prepared for this survey is reproduced at the end of this results volume, in English

(see hereafter).
2. The institute translated the questionnaire in their national language(s).
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Annex Flash EB N° 268- Consumer protection and consumer rights (LV)

Sampling error

The results in a survey are valid only between the limits of a statistical margin caused by the sampling
process. This margin varies with three factors:

1. The sample size (or the size of the analyzed part in the sample): the greater the number of
respondents is, the smaller the statistical margin will be;

2. The result in itself: the closer the result approaches 50%, the wider the statistical margin will be;
3. The desired degree of confidence: the more "strict" we are, the wider the statistical margin will be.

As an example, examine this illustrative case:

1. One question has been answered by 500 people;

2. The analyzed result is around 50%;

3. We choose a significance level of 95 % (it is the level most often used by the statisticians, and it is
the one chosen for the Table hereafter);

In this illustrative case the statistical margin is: (+/- 4.4%) around the observed 50%. And as a
conclusion: the result for the whole population lies between 45.6% and 54.4 %.

Hereafter, the statistical margins computed for various observed results are shown, on various sample
sizes, at the 95% significance level.

STATISTICAL MARGINS DUE TO THE SAMPLING PROCESS (AT THE 95 % LEVEL OF
CONFIDENCE)

Various sample sizes are in rows;
Various observed results are in columns:

5% 10% 15% 20% 25% 30% 35% 40% 45% 50%
N=50 6,0 8,3 9,9 11,1 120 12,7 132 13,6 13,8 139
N=500 1,9 2,6 3,1 3,5 3,8 4,0 4,2 4,3 4,4 4,4
N=1000 14 1,9 2,2 2,5 2,7 2,8 3,0 3,0 3,1 3,1
N=1500 1,1 1,5 1,8 2,0 2,2 2,3 2,4 2,5 2,5 2,5
N=2000 1,0 1,3 1,6 1,8 1,9 2,0 2,1 2,1 2,2 2,2
N=3000 0,8 1,1 1,3 1,4 1,5 1,6 1,7 1,8 1,8 1,8
N=4000 0,7 0,9 1,1 1,2 1,3 1,4 1,5 1,5 1,5 1,5
N=5000 0,6 0,8 1,0 1,1 1,2 1,3 1,3 1,4 1,4 1,4
N=6000 0,6 0,8 0,9 1,0 1,1 1,2 1,2 1,2 1,3 1,3
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Annex Flash EB Ne 268- Consumer protection and consumers’ rights (LT/W2)

Survey details

This “Flash 268 — Consumer protection and consumers’ rights Special Target Survey, wave 2 -
Lithuania ” was conducted for the European Commission, Directorate-General SANCO, Health and
Consumer Protection.

Telephone interviews were conducted in Lithuania between the 14-18 May, 2009 by Baltic Survey
partner institute.

Representativeness of the results

The national sample was representative of the population aged between 21 — 45 years.

Sizes of the sample

The sample size was planned 1000 respondents in Lithuania, 1002 interviews were conducted in all.

A weighting factor was applied to the national results in order to compute a marginal total for the
country in proportion to its population.

Questionnaires

1. The questionnaire prepared for this survey is reproduced at the end of this results volume, in English

(see hereafter).
2. The institute translated the questionnaire in their national language(s).
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Flash EB Ne 268 - Consumer protection and consumers’ rights (LT/W2) Annex

Sampling error

The results in a survey are valid only between the limits of a statistical margin caused by the sampling
process. This margin varies with three factors:

1. The sample size (or the size of the analyzed part in the sample): the greater the number of
respondents is, the smaller the statistical margin will be;

2. The result in itself: the closer the result approaches 50%, the wider the statistical margin will be;
3. The desired degree of confidence: the more "strict" we are, the wider the statistical margin will be.

As an example, examine this illustrative case:

1. One question has been answered by 500 people;

2. The analyzed result is around 50%;

3. We choose a significance level of 95 % (it is the level most often used by the statisticians, and it is
the one chosen for the Table hereafter);

In this illustrative case the statistical margin is: (+/- 4.4%) around the observed 50%. And as a
conclusion: the result for the whole population lies between 45.6% and 54.4 %.

Hereafter, the statistical margins computed for various observed results are shown, on various sample
sizes, at the 95% significance level.

STATISTICAL MARGINS DUE TO THE SAMPLING PROCESS (AT THE 95 % LEVEL OF
CONFIDENCE)

Various sample sizes are in rows;
Various observed results are in columns:

5% 10% 15% 20% 25% 30% 35% 40% 45% 50%
N=50 6,0 8,3 9,9 11,1 120 12,7 132 13,6 13,8 139
N=500 1,9 2,6 3,1 3,5 3,8 4,0 4,2 4,3 4,4 4,4
N=1000 14 1,9 2,2 2,5 2,7 2,8 3,0 3,0 3,1 3,1
N=1500 1,1 1,5 1,8 2,0 2,2 2,3 2,4 2,5 2,5 2,5
N=2000 1,0 1,3 1,6 1,8 1,9 2,0 2,1 2,1 2,2 2,2
N=3000 0,8 1,1 1,3 1,4 1,5 1,6 1,7 1,8 1,8 1,8
N=4000 0,7 0,9 1,1 1,2 1,3 1,4 1,5 1,5 1,5 1,5
N=5000 0,6 0,8 1,0 1,1 1,2 1,3 1,3 1,4 1,4 1,4

N=6000 0,6 0,8 0,9 1,0 1,1 1,2 1,2 1,2 1,3 1,3
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Flash EB Ne 268 - Consumer protection and consumer rights (LT/W3) Analytical Report

Survey details

This “Flash 268 — Consumer protection and consumers’ rights Special Target Survey, wave 3 -
Lithuania ” was conducted for the European Commission, Directorate-General SANCO, Health and
Consumer Protection.

Telephone interviews were conducted in Lithuania between the 2-6 November, 2009 by Baltic Survey
partner institute.

Representativeness of the results

The national sample was representative of the population aged between 21 — 45 years.

Sizes of the sample

The sample size was planned 1000 respondents in Lithuania, 1000 interviews were conducted in all.

A weighting factor was applied to the national results in order to compute a marginal total for the
country in proportion to its population.

Questionnaires

1. The questionnaire prepared for this survey is reproduced at the end of this results volume, in English

(see hereafter).
2. The institute translated the questionnaire in their national language(s).
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Annex Flash EB Ne 268- Consumer protection and consumers’ rights (LT/W3)

Sampling error

The results in a survey are valid only between the limits of a statistical margin caused by the sampling
process. This margin varies with three factors:

1. The sample size (or the size of the analyzed part in the sample): the greater the number of
respondents is, the smaller the statistical margin will be;

2. The result in itself: the closer the result approaches 50%, the wider the statistical margin will be;
3. The desired degree of confidence: the more "strict" we are, the wider the statistical margin will be.

As an example, examine this illustrative case:

1. One question has been answered by 500 people;

2. The analyzed result is around 50%;

3. We choose a significance level of 95 % (it is the level most often used by the statisticians, and it is
the one chosen for the Table hereafter);

In this illustrative case the statistical margin is: (+/- 4.4%) around the observed 50%. And as a
conclusion: the result for the whole population lies between 45.6% and 54.4 %.

Hereafter, the statistical margins computed for various observed results are shown, on various sample
sizes, at the 95% significance level.

STATISTICAL MARGINS DUE TO THE SAMPLING PROCESS (AT THE 95 % LEVEL OF
CONFIDENCE)

Various sample sizes are in rows;
Various observed results are in columns:

5% 10% 15% 20% 25% 30% 35% 40% 45% 50%
N=50 6,0 8,3 9,9 11,1 120 12,7 132 13,6 13,8 139
N=500 1,9 2,6 3,1 3,5 3,8 4,0 4,2 4,3 4,4 4,4
N=1000 14 1,9 2,2 2,5 2,7 2,8 3,0 3,0 3,1 3,1
N=1500 1,1 1,5 1,8 2,0 2,2 2,3 2,4 2,5 2,5 2,5
N=2000 1,0 1,3 1,6 1,8 1,9 2,0 2,1 2,1 2,2 2,2
N=3000 0,8 1,1 1,3 1,4 1,5 1,6 1,7 1,8 1,8 1,8
N=4000 0,7 0,9 1,1 1,2 1,3 1,4 1,5 1,5 1,5 1,5
N=5000 0,6 0,8 1,0 1,1 1,2 1,3 1,3 1,4 1,4 1,4
N=6000 0,6 0,8 0,9 1,0 1,1 1,2 1,2 1,2 1,3 1,3
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