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FLASH 275 — CONSUMER PROTECTION

Gender
[DO NOT ASK - MARK APPROPRIATE]

How old are you?
- [][_]years old
- [00] [REFUSAL/NO ANSWER]

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

- LT T et years old
- [OO0] cieeeeeee e [STILL IN FULL TIME EDUCATION]
- [O1T i [NEVER BEEN IN FULL TIME EDUCATION]
- [99 T i [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]

- Self-employed

ie.: - farmer, forester, fIShErMAaN ..............ccocoveevieiiiiicieeececee e 11
- owner of @ Shop, CraftSman ...........c.ocecverveiniinnee e 12
- professional (lawyer, medical practitioner, accountant, architect,...)............... 13
- MANAZET OF & COMPANY ...euveviieviieiiieteieieeeteert ettt sse e s saeteneeseseesenas 14
2 OTNCT ettt ettt seere et et nes 15

- Employee

2> 1ie.: - professional (employed doctor, lawyer, accountant, architect).................o...... 21
- general management, director or tOp MaNaZEMENt ..........cocveereereeereereerereenenes 22
- Middle MANAZEMENL .......eueevenieeeiiieiirieieeee ettt ettt esenes 23
= CIVIL SEIVANL. ...ttt nenas 24
= OFFICE CLETK ...t 25
- other employee (salesman, MUISE, €LC...) ..oveerrereririeirreiriereieieesieerieeeeeeeesenes 26
= OERCT Lttt 27

- Manual worker

2>ie.: - supervisor / foreman (team manager, €tC...) ......ccveverreirreerreereeeresreesreessenens 31
= ManUal WOTKET ......c.ouiuiriiiieicciicc ettt 32
- unskilled manual WOTKET ........c.ceiririririeieei e 33
2 OLRCT L.ttt 34

- Without a professional activity

2ie.:  -looking after the hOme .........ccceeuiiiiiininnnniccc e 41
- StUAENt (fUIl tME) ...vviveeveeiereeieieiieecte ettt sb e esenas 42
S TELTEA ottt 43

= SEEKING @ JOD c.viiiniieieieeeee et 44



= [REIUSAL] ottt ettt ettt e sttt e s e b e s neeteenennen 99
D6. Would you say you liveina ...?
- MEtropPolitan ZONE .....ooiieeiieiei e e 1
- Other tOWN/Urban CENTIE .....ooveeieieie ettt 2
S TUFAl ZONE. e s 3
= [RETUSAI]ceeii ettt e bre s 9
Q1l. 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

AT =P 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
B[]0\ ) TSP 9

a) when you want to return a household appliance or electronic device that that doesn’t work
1o o114 VA o J= T s o o TSR 12349

b) when take out a credit to make a major purchase such as a computer, car, washing machine, carel

2349
c) when you take a package holiday trip .....ccceueeceeiiieiie et seee e 12349
d) when your flight is delayed or cancelled..........occvevieriiiieeiieeec e e 12349
e) when you buy something via the Internet or via teleshopping.......ccccceeveeieieevieecieceeeienn, 12349
f) when you have a problem with your phone bill ...........coooiiiiiiiiiii e 12349

g) when you feel a seller has given you misleading or incomplete information about a product or

SEIVICE YOU DOUGNT .. .eiieiiiiiieeee e e s e 12349
Q2a. How would you try to find information and advice about consumer rights FIRSTLY?
[READ OUT — RECODE IN THE PRE-CODED LIST —ONE ANSWER ONLY PER QUESTION ]
o BY PRONE e e e e 1
= S€Arch ON WED ..o 2
= SN EELEI e 3
= WIrit€ @-Mail e 4
- GO O WWW.DNAP.OIZ .ttt et et eeeanes 5
= OTHER ettt bbbt be e 6
= DK/NAL et 9

Q2b. THAN SECONDLY?
[READ OUT — RECODE IN THE PRE-CODED LIST — ONE ANSWER ONLY PER QUESTION ]



Q3.

= SENA EELEI i s 3
= WL €-MAl ot 4
= OTHER e e e s 5
- GO O WWW.DNAP.OIE eerriiiiiiiciee ettt e et e e s eaee e 6
= [DK/NA e e bbb 9
What institutions and organizations/associations dealing with protection of consumers’ rights do you
know?
[DO NOT READ OUT - RECODE IN THE PRE-CODED LIST - MULTIPLE ANSWERS POSSIBLE.]
- the Government, MiINIStry ......oocceeriieiiiies e 01
- the Commission on Consumer Protection...........c.cevevvenereencncnennen. 02
- alocal or regional consumer association ..........cccceevvvveeiiieeeiciieeiinneenn, 03
- anational consumer association ..........ccevceercernieniieenieeeneenie e 04
- the Bulgarian National Consumer Association .........ccccccceveeeeveeeennnen. 05
- shopkeepers, sellers or banks........ccccvvvevrrceriniiiinnieeere e 06
- friends and relatives ..o 07
N F= 1YY USSP 08
= EUIOPE DIFECE cevviiieiiiiiee ettt e e 09
- aconsumer magazine/Potrebitel ........ccccceevereeviiieseceereee e 10
- European Consumer Centre in Sofia ......cccecvveviieiiriie e 11
= OTHER e 12
= DK/INA ettt 99

[ASK ONLY THOSE ITEMS THAT WERE NOT MENTIONED IN Q3.]

Q4.

Have you ever heard of :

R =T 1

m N e e e 2

B 114\ Y TSP 9
a) the GOVErNMENT, IMINISTIY ..c..eiiiiiiiiieeeieeere ettt st s bttt sbe et st esae e e beeaeas 129
b) the Commission 0N CONSUMET PrOtECLION ....ccuvvieiureeiiiieeicireeeeieececiteeestreeeeareeeebeeeesaeeeeeasaeeeenreeens 129
c) a local or regional cONSUMEr aSSOCIAtION .....cccuiieiiciiieeie ettt ae e s r e et e san s 129
d) the Federation of Consumers in Bulgaria..........cccoooiiiiiiiei et e 129
e) the independent Union of consumers in BUlgaria .........cccoceeeciierirereesie et 129
f) the Bulgarian National Consumer ASSOCIAtiON........c.cecueerieeciierieeieeree e e sre e e sre e e sre e e eneas 129
=g STV o =3 D Yo U PRRUSTSRPSE 129
h) a consumer Magazing/POtrEDItel........cccveiiiiieiiiiecieeece ettt e sreeaeereesaeereebanens 129
i) European Consumer CeNtre in SOfIa ...cocuiiceeiieeiieee ettt et see s 129

IF THE ANSWER IS “YES” TO ANY OF THE ITEM IN Q3 OR Q4



Q5.

Q6.

Have you ever asked any of these (organization/magazine) for information or help?
[READ OUT -ONE ANSWER PER LINE]

S YOS 1

= NO 2

= [DK/NAL ettt sttt b e r et r et sraan 9
a) the Commission on CoONSUMET PrOTECTION .....ccveiiieiiiiiiie ettt et e e e e e aneas 129
b) the Bulgarian National Consumer ASSOCIAtiON........cccuiiiuieiieeii e eee et sae et sae e 129
c) the Federation of Consumers in BUlGaria.........ccceoviiieiiiie et et ane e 129
d) the independent Union of consumers in Bulgaria ........ccccoeovevieiiiiciiee e 129
e) European Consumer Centre in SOI@ .....ceocciiiiiiii ittt et sare e e eae e 129
f) a consumer Magazine/PoOtrebitel........cuivuerieiiericie ettt s ereas 129
8) OTHER ...ttt ettt e r e r e Rt e re R r e e e R e e e e e sreenesreerenrenr e 129

Who would you trust to give you correct information and advice on your consumer rights?
[READ OUT—ROTATE — ONE ANSWER ONLY]

- the Government, MiNiStry .....cocceeiicieeiiies e 01
- the Commission on Consumer Protection.......c.ccceeveeveenieeniecniennneen. 02
- alocal or regional consumer association ...........ccceceeeeviiieeiiieeeennenn. 03
- anational consumer assoCiation .........ccceveercieerieeiieeneeeeesee e 04
- the Bulgarian National Consumer Association .........ccccceeveeviieceennen. 05
- shopkeepers, sellers or banks........ccccoveerrrieiiniininniieee e 06
- friends and relatives ... 07
= AWYBES e e e et eare e e earaeean 08
- EUIOPE DIFECL .o 09
- aconsumer magazine/Potrebitel ........ccccceeveevieviiieieeee e 10
- European Consumer Centre in Sofia ......cccoeevvevvieevniie i 11
B 101 N TSI 99

IF RESPONDENT ASKED THE BULGARIAN NATIONAL CONSUMER ASSOCIATION FOR HELP (Q5B =1)

Q7.

Please tell me whether you agree or disagree with the following statements regarding the service
received from BNAP
[READ OUT — ONE ANSWER PER LINE]

I Ko 7 114 - TSR 4

= SOMEWNAL @BIEE.....ei ettt ettt e e e e eanes 3

- SOMEWhat diSABIEe ....c..eeeieeiiieeecee e 2

= TOtally diSAIrEE.ccueeii it e 1

= [DK/NAL ettt 9
a) The people working at BNAP were helpful .........cocuieiiiiiiiececeee e 43219
b) The advice received from bnap Was USEfUl.........ccccviieiiiiiiii e 43219

c) The handling of my request at BNAP was effective.......cccceevieicieeiienccee e 43219



Q8. Would you encourage your friends or relatives to ask bnap for information and / or advice?
[READ OUT— ONE ANSWER ONLY]

= YeS, defiNItlY .uveieeiee s 4
= YES, ProbabIY ..oeeeieeccee e e 3
= NO, Probably NOt........ccuiiiieeee s 2
= NO, definitely NOT....ui i 1
S 1014 Ny TR 9

IF RESPONDENT ASKED EUROPEAN CONSUMER CENTRE IN SOFIA (Q5E = 1)
Q9. Please tell me whether you agree or disagree with the following statements regarding the service
received from the European Consumer Centre in Sofia
[READ OUT — ONE ANSWER PER LINE]

I Ko 7 11 T=4 TSRO 4

= SOMEWNAL @BIEE....uei ittt s eare e et eeeanes 3

- SOMEWhat diSABIEE .....vveeeiiieeciie ettt et e s 2

= Totally diSAIEe.....uuei ettt 1

= [DK/NAL ettt e 9
a) The people working at ECC were helpful .........ccooviiiiiicieceeece e 43219
b) The advice received from ECC Was USEUL.........ccoiviiiiiiiiiiiiee e 43219
c) The handling of my request at ECC was effective.......cccccevvcieeicieiiciiie e, 43219

Q10. Would you encourage your friends or relatives to ask the European Consumer Centre in Sofia for

information and / or advice?
[READ OUT - ONE ANSWER ONLY]

= YeS, defiNItelY .veeeeeieecee e 4
= YES, ProbabIY ..oeeeieeccee e e 3
= NO, Probably NOt........ccuiiiiiieece s 2
= NO, definitely NOT....ui it 1
= [DK/NAL ettt ettt 9
Ql1. Would you be interested in an independent consumer magazine or website that gives you results of

independent comparative tests of the quality of products and services such as washing machines,
mobile phones, and food products?

I = PSPPPPPPPP 1

5 N O e ——————————————ttaaataaaaaaaaeens 2

= DK/NA ettt sttt e s neenes 9
E )Y A =P SS 129
Y I TAT L] o T 1 =IO RRRR PR 129

Ql2. Would you be prepared to pay
[ONE ANSWER ONLY]
- 20lev for a subscription (10 magazines per year)........ccecceeeueerveeveenne 1

- 3levs for a single magazine at a kiosk ........ccccoeeiiiiiiieicieice e, 2



- 2 levs by credit/debit card for the results of a test via the website
o] g F= o 2] o USSRt 3

- 12 levs for a one year period of acees to results of comparative

tests on the website bNap./org .....cceeeeeeeviece i 4
= [DK/NAL ettt ettt et et b e re et eaaas 9
Qi13. Would you be willing to support an independent Bulgarian consumer association by Paying an annual
membership fee...?
I €= PP PP PPPPPPPPP 1
N 1o T TR PP PPPPPPPPPP 2
= IDKINAL et ettt e aaeearean 9

a) of 12 leva, if this included on-line access to 10 issues of an independent consumer magazine with
results of comparative tests of products and SErviCes........cccvvvieiirieiiniie e 129

b) of 20 leva, if this included 10 issues of an independent consumer magazine with results of
comparative tests of products and services plus the printed version as well ....................... 129

c) of 40 leva, if this included on-line access to 10 issues (print and) of an independent consumer
magazine with results of comparative tests of products and services’ plus the printed version
as well, plus legal advice if NEEAEA ........coivviiieiiece e e 129

d) Giving this association a percentage of your taxes instead of paying them to the Government.129

e) Giving this association a donation which you can deduct from your income taxes ............cc....... 129
Qia. Compared to other EU countries, do you think consumers in Bulgaria have the same, less or more
consumer rights and protection ?
S S AIMIE e e e et e e s s e e s e e reeeas 1
© LSS e e e e e e e s s e e e e eareeeas p
= MOTE i 3
R 101 N SRR 9
Q15. Do you think sellers in Bulgaria respect consumer rights and protection rules the same, less or more ?
S S AIMIB e e s e e s et e e e e e et e e e e e e s srnnees 1
S LSS 2
= IMOF@ e 3
= [DK/NATL ottt st ettt neenres 9
Q1le. In general, would you say that the Bulgarian justice system is efficient in punishing businesses that

mislead or cheat consumers?



Flash EB Series #275

Consumer protection
and consumer
rights in Bulgaria

Survey conducted by The Gallup Organization,
Hungary upon the request of the
European Commission,
Directorate-General “Health and Consumer
Protection”

EUROBAROMETER

Coordinated by Directorate-General
Communication

This document does not represent the point of
view of the European Commission.
The interpretations and opinions contained in it
are solely those of the authors.

THE GALLUP ORGANIZATION



Annex Flash EB N° 275- Consumer protection and consumer rights (BG - wave 1)

Survey details

This “Flash 275 — Consumer protection and consumer rights Special Target Survey, Bulgaria - wave
3" was conducted for the European Commission, Directorate-General SANCO, Health and Consumer
Protection.

Telephone interviews were conducted in Estonia between the 02/09/2009 and the 06/09/2009 by
Vitosha Reaseach Bulgarian partner institute.

Representativeness of the results

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

Sizes of the sample

The sample size was planned 1000 respondents in Bulgaria, 1003 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.

page 50



Flash EB N° 275- Consumer protection and consumer rights (BG - wave 1) Annex

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, 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% 21% 1.5% 14% 1.0% 0.7%
10% 186% 83% 59% 48% 42% 29% 2.1% 1.9% 13% 0.9%
25% | 26.8% 12.0% 85% 69% 6.0% 42% 3.0% 27% 1.9% 13%
50% |31.0% 13.9% 98% 80% 69% 49% 35% 3.1% 22% 1.5%
75% | 268% 12.0% 85% 69% 6.0% 42% 3.0% 27% 1.9% 13%
90% 186% 83% 59% 48% 42% 29% 2.1% 1.9% 13% 0.9%
95% 13.5% 6.0% 43% 35% 3.0% 21% 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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