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Q.1.
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2 i

A. YOUR SURVEY NUMBER

B. COUNTRY CODE

C. OUR SURVEY NUMBER

D. INTERVIEW NUMBER

206 |0]|L |3 (61-85)
0 9 (66-67)
s 1ol o 68-70)

(71-76)

What is your nationality? Please tell me the country(ies) that applies(y).

(MULTIPLE ANSWERS POSSIBLE)
Belgium

Denmark

Germany

Greece

Spain

France

freland

Italy

Luxembourg

Netherlands

Portugal

United Kingdom (Great Britain, Northern Ireland)
Austria

Sweden

Finland

Other countries

DK

1, (77-93)

16,

17,

—>Q.2

—> Close interview
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LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 — NI

Firstly, we are going to talk about opportunities to amicably settle disputes you could have
with a seller or a service provider in Northern Ireland.

Did you ever have to complain to a salesman, retailer or service provider?
(SHOW CARD ‘Q.2’ - READ OUT - ONE ANSWER ONLY)

Y8, OfEIN oottt 1(94)
YES, SOMELIMES ...ttt ee ettt e b e e e st e e e eet e s e e e e en e ee e e et e e e 2
YOS, TATEIY ..ottt ettt et e e s e et e e et e e e e et et e et 3
NO, MBVET ...ttt et e e et s e et e eeee e e e e e e e e st 4
DK ettt ettt b et b et ea et e r e e et et e e ettt 5

When you have had to complain/if you had to complain about a product or service, did you
compiain/would you complain to the salesman, retailer or service provider...?
(SHOW CARD ‘Q.3’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)

I PBIBOM ...ttt et eb ot s et eb et e e enesees et estetesae s seeeeeneete s e et eeseeeesreser s e seeeeeeaas 1, (85-101)
DY tRIEPNONE ...ttt 2,
DY POSUFAX .ottt ettt e et e et et e e e e ee e 3.
DY BTN ..o ettt et et e et e e e et et e esomr oot 4,
In another way (SPONTANEOUS) ..........cciiiiiiiieeieeieee et oo e s e eee s 5,
It depends on the product/service (SPONTANEOUS) ........cooovioiineeeeeeeee oo 6,
DK e ekttt b ettt a st ettt see e et n et et e e et et ereer et eaenes 7,

IF "BY POST/FAX" OR "BY E-MAIL", CODE 3 OR 4 IN Q.3., OTHERS GO TO Q.5.

If you had to complain in writing, did you/would you...?
(SHOW CARD ‘Q.4’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)

WIite the IBHEr YOUISEIf ..ot et 1, (102-107)
ask for the assistance of a friend or a family MEMBEr.............c.coervieeer e 2,

ask for the assistance of a consumer association/a consumer helpdesk............oveveevevveereveeienn, 3,

ask for the assiStance of @ SONICHOT............coiouiieieeeeeieee et 4,

ask for someone else's assistance (SPONTANEOUS) .........cooririoeoeeeeeeeeeoeeeee e 5,

DK et b bttt ettt et et et e e en et e s e eeee s e ee s 6,

ASK ALL

Have you ever heard of bodies, other than courts, in charge of settling consumer disputes such as
arbitrators, ombudsmen, arbitration or conciliation bodies?

YOS e e et ettt ettt et er et et e e e e e e s e et et e et e e 1(108)
N O et et st e et ettt e e e s e eeee e st eee oot et e e e e e e s e e eee e 2
DK et bt ettt ettt ettt e et et et e et e ee et et e 3
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Q..

Q.7.

Q.8.

LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 - NI

IF "YES", CODE 1IN Q.5., OTHERS GO TO Q.8.

When you have to complain about a product or a service, would you be willing to bring your

problem to the attention of such a body? Which of the following applies to you?
(SHOW CARD ‘Q.6’ - READ OUT - ONE ANSWER ONLY)

N0 etttk et e h et s e e e stk et R e e e st a e e h e e b e e e e b n et e s et ae 1 (109)
Yes, on condition that you may reject their decision .............ccccceoiiiiiiiiii e 2
YES, IN 3l CIFCUMSEANCES .......cocuvvieieiiirieeee et ee et te e e sevaee s tate s e sebabasaesesasbateeeeeesaaaaaasesresesenansnsnrenns 3
5] LG PP O T RSP TSP SO PR PTORUPORPRPPR 4

Have you any fears about these arbitration, mediation or conciliation bodies?
(IF YES) Which of these? (SHOW CARD ‘Q.7’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)

INO, NO FBAIS ..c..veieieieiiit ettt eeee e ee et e et e et eeeeeteesaesatesaseesteesaeataearss st tassbnsansesssaaeatnsasssesnraesnteesnss 1, (110-119)
Yes, that they are Not COMPELENt..........cco ottt ettt b e e eneenes 2,
Yes, that they are Not impPartial ..........ccccooie e et st e e 3,
Yes, Not KNOWING NOW theY WOTK........eocre ettt et st mee s em e e et st esbe e seneamenes 4,
Yes, not being able to put forward my OpiNIoN. .......c.cccoreiiiiiri e 5,
Yes, that the salesman/retailer/service provider does not abide by the decision.........c.ccccveeeveni. 6,
Yes, that these bodies do not respect the [aw ... e 7,
Yes, l0sing my right t0 GO t0 COUR........ooirreeiee et e et ree e e see e enaenns 8,
Yes, the cost Of the [80al PrOCESS ...ccoiiiiiiiiiiie et ee s e e ee e s et e e s eaeaa e 9,
DK ettt eee e e ettt ettt et e et ete e e era e e bbb e ete e e te e e e e te e et e et e et rer e eat e ke s ke e hat e eae e e aRe e Aeeengae s nheeareeeneeeenteentaes 10,
ASK ALL

In the last five years, after buying a product or service, have you ever had problems that you could

not settle amicably with the salesman, retailer or service provider?

Yes, could Not Settle @MICEDIY .....coeiiiiiiecieee e e st 1 (120)
NO, could SEHIE AMICADIY .......ooeieieieeiee ettt e et e snr e e st e e e e et e e nreeaats 2
NO, never had any ProbIEMS ........ooorieiiiicet e e reter e st e s e s be e e se e nea e e e 3
5] GO OO OO O USSR URTUSURPTURIN 4
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LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 — NI

IF "YES", CODE 1IN Q.8., OTHERS GO TO Q.11.

What kind of product or service was involved?
(SHOW CARD ‘Q.9’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)

FOOA PrOQUCES ..ot ettt b et et ere et s sae s emn 1, (121-137)
Car (purchase, repair, M) ..ottt seee e e nesenenas 2,
IMSUIBINCE ...ttt ettt e et ee s e s te e et e ate s e e an e s e e sne e eetns e eatatsseessessannetessnntssensseesaesarennssanns 3,
Banking/financial services (10ans, 1C.) ....cccccoriviiiiiiiiieec e 4,
HOUSENOId @PPLIENCES. .....cocviriiieiiee ettt et e er e et er e e s st s e s e smee e 5,
TVIVIAEOMHITT ...ttt ee bt e e s e s eete e e eeeesaesesasemtasensasssssnsessenns 6,
COMPULETS ..ottt et e st e e e et e eteste e teente e b seetes et eeasessasessebesantbe st st assmaesansseaneneeneesnresnses 7,
Telecommunication services (telephone, mobile, Internet connection) ............cccoocveeeivieev e, 8,
L0 [o3 11 o T« OO TSSOSO 9,
Property (rental, purchase, renovation, bUilding) ...........cccccoiivimiieiei et eeeeeeens 10,
Leisure (package holiday, time-share, C) ........c.ccoeciiiiiiiiiiiniii e 11,
Services offered by solicitors/barristers, architects, doctors, etC.. .....cc.cocevrreriiicviiciiieceere, 12,
POSt OffiICE/COUMBI SBIVICES ......oeiiieeciiiieee et e e e ettt teeesre s e are et e e e s sesenearens 13,
Travel (GIr, T B1C.) wueiiiieieeeieee ettt s et e e et e e ee e teeeaateeseranteeanareeanantaes 14,
Water, gas OF €lECHICIY SEIVICES .......cuiiciiiiieeietiie ettt reees s e s s reeeesenneen 15,
Other products/services (SPONTANEOUS) ..........ocii ittt e e 16,
N S P et et sttt ettt e ket et eeh e nhbe s eabe e n e et et e eneeesantatee enberanreenteeereeen 17,

IF "YES”, CODE 1 IN Q.8., OTHERS GO TO Q.11.

What did you do when you did not find an amicable solution with the salesman, retailer or
service provider? (SHOW CARD ‘Q.10' - READ OUT - MULTIPLE ANSWERS POSSIBLE)

1 didN't dO @NYENING ..c....ciiiitii ettt ettt e n et et 1, (138-146)
I went to see a solicitor who brought the matter to court ...........cccocoviiieiiiiiiiicc e, 2,
| brought the matter to Court MySeIf.........cccoooiiiieiee e 3,
| brought the matter to an arbitration, mediation, conciliation body ............ccceeeevevivvvnveriinnnnn. 4,
| asked for the advice of a consumer association/a consumer helpdesk,

and | brought the Matter 10 COUM. .......ccuiiiie et rer e ee e e e e e 5,
| asked for the advice of a consumer association/a consumer helpdesk,

and | brought the matter to an arbitration, mediation, conciliation body ...........ccccevvveeeiinenn. 6,
| asked for the advice of a solicitor/consumer association but did not pursue the matter......... 7,
Others (SPONTANEOUS) ..ottt ree et e sb e e eaes s e sene st e enrons 8,
DK et etttk b e sk e bt e E e et S e et Ae e e bt e e anbesrneete s s e et e saseenaesre e benaen 9,
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LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 - NI

ASK ALL

Q.11. If you had a problem with a product or service bought in Northern Ireland, what would be the
minimum amount which would make you bring it to court?
{SHOW CARD ‘Q.11" - READ OUT - ONE ANSWER ONLY)

(147)

LESS thaN £70 ..ottt ettt sttt en e nteb et et e sas s eates 1 - GOTOQ.13.
B0 ettt bt s bt raa e bt e sttt e s e bt ete e erereneas 2

ET40 ...ttt et bt e et b e e s e r e e e e b e e e e baeeesmaeeaneteesanraresons 3

30110 O SOOI 4 - GOTOQ.12a.
B 700 ettt et ee e e et e e e et e e—etaeas e et abaraetraaneeeeeeraateees e b e et e e renronees 5

| would never go to court, whatever the amount (SPONTANEOUS) ...........cccoevvveeen. 6 - GOTOQ.12.b.
DK ettt ettt e ettt ettt r e er Rt e A e et s e At et ettt eebenter et beseeteteeneenensens 7 - GOTOAQ.13.

IFCODE2TOS5IN Q.11, ASK

Q.12. a) Why would you not bring the matter to court for a lower amount? Is it because...?
(SHOW CARD ‘Q.12a’' - READ OUT - MULTIPLE ANSWERS POSSIBLE)

It would be too expensive in relation to what the product or service is worth ...............cooeeuneen. 1, (148-154)
The legal process would be t00 IONG........cocoiiriiiieieecicire e serraee e 2,
The legal process would be too complicated ..........ccecvviviiiinniniiicere e 3,
I would NOt KNOW WHO 10 t8IK 10 ....ccueereieceic ettt et e s et ettt e s e eneaeaaaes 4,
It would be useless/| WoUld NOT WIN ... e se s 5,
For other reasons (SPONTANEOUS)........ccomiiiiiiii e e e 6,
DK e et e e s e e b ee et sttt e e ta b et e e e bsatefeaaeeenrnnbareeaeeean 7,

IF CODE 6 IN Q.11, ASK

Q.12 b) Why would you not bring the matter to court?
{SHOW CARD ‘Q.12b’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)

It would be too expensive in relation to what the product or service is worth............c.coone..... 1, (155-161)
The legal process would be t00 ONG........coccoiiiiiiiiiiir e e e ee e e 2,
The legal process would be too complicated ..........cccccveveriiiiriiniiiiiecce e 3,
I would NOtKNOW WhO 10 taIK 10 ...ttt e ee e e e eeerreaessaneean 4,
It would be USelesSS/I WOUID NMOT WIN ......ccouviiiiiiiieecee ettt e e e eere e e e e e eesneeeeeesseneean 5,
For other reasons (SPONTANEQOUS)........cccooviiiiiiiee ettt e e eve e e e v eeeneeeeneernaaan 6,
DK ettt eh e e eh e ht et et et e aa e re b b et b et s ereenreenten e st aas e s tentenreenenenes 7,
ASK ALL
Q.13. Do you have an insurance policy that could cover the cost of a legal case concerning disputes
about consumer products/services?
Y S -ttt ettt ettt et et e ettt r e et e b ae bt e b e b be oAb e et e e e e e e sreereeebetnteatesae et eearesenssete taaeneneenneen 1 (162)
N O ettt e bt b et e ae e eAntetae e saeeenteete st ataras e sateetneeseneesraes 2
DK e et ce et e e s et e e e e e s b et e e seat b e s eetabeete e tatarae et eateneeeeeenannes 3
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LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 — NI

Q.14. Would you be more willing to defend your rights in court if you could join with other consumers who
were complaining about the same thing? (IF YES) Certainly or probably?
(IF NO) Certainly not or probably not?

YES, CEMAINIY ... et sttt sttt e st e b e s tesreer e st ses e teen e ene 1(163)
Y S, PrODADIY .....cocieireeer ettt ettt e er e b s b e e e e e e s s et tn e eenaneerenanrees 2
NO, Probably MOt ..o et e et e e e e e s en b e eb e s sbeseseseennes 3
NO, CEIAINIY NOL......eiieeieeeceec ettt e ettt st e s saee s neeees s ees e ensaneeraneaeaseesan 4
DK e bbbt e b b e st b ettt b e b et eteeteeaeeeeaeeneenn 5

Q.15. Which of the following would most encourage you to defend your rights in court with other
consumers? (SHOW CARD ‘Q.15’ - READ OUT - ONE ANSWER ONLY)

Pay my part of the legal costs only if the court decided in my favour...............ccoeveeveeveevereeerenn 1 (164)
Not to be bound by the decision of the court, even if | had asked to take partinthe case ............ 2
Benefit from a favourable decision of the court, even if | had not asked

t0 take Part iN the CASE ......oiiiiiieie ettt e e e e et e e s e nbar e s ban s e e e enen 3

Be personally and individually informed about the way the case is developing.........cc.c.cccevuvennee. 4

I would not go to court with other consumers (SPONTANEOUS).........c..c.cocooveeeeiieiiieie e, 5

DK ettt et et et ee R e et e et e e ebn s e e e etnenesoneent e areneanans 6

Q.16. In whom would you have the most confidence to defend several consumers in court?
(SHOW CARD ‘Q.16’ - READ OUT - ONE ANSWER ONLY)

YOUPSEIF ..ottt ettt e e b e s et a e e s e e r et et e e st aeen sbenssaeone 1 (165)
Another consumer who would represent all those who were complaining about the same thing .. 2
A CONSUMET @SSOCIAtION.....ceiiiiiiiiiiiiii ettt et e e e e e enree e araae e s eabae e enree s 3
A DbarriSter/DATISIErS .....cccooiiiiiiii e e 4
A PUDIIC SBIVICE. ..ottt e ettt et beenbean 5
Others (SPONTANEOUS) ........c.oiieirieeeeeeeetee ettt e ees s e s se et eeeeesta s s e es st esesseseaesesssees s eens 6
Nobody (SPONTANEOUS) .....c..ooiiiiiiiitirtcrie sttt ettt se et ev et st se e te s e e e s ssassant s senseensenne s 7
DK ettt ettt ettt e s e s b b e e ek e e n et eE e e e taer e e et aeeabe e et b e enraeseabeesnnnenenteesnteennnes 8

Q.17. If someone went to court representing several consumers who were complaining about the same
thing, what would you prefer? (SHOW CARD ‘Q.17’ - READ OUT - ONE ANSWER ONLY)

That the case is publicised and that you can join it from the start.............ccovvereeveeeceeeeeecr e 1 (166)
That the case is publicised and that you can join it later, at any time .......cc.coccoveveeeiiieiiiinie, 2

Being automatically considered as one of the consumers represented by the case,

except if you state that you do notwant to be......c...cvvviiiiiiiciii e 3

| prefer to defend myself / be defended on my own (SPONTANEOUS) ...........ooovviiiiiiiieeeee, 4

DK ettt et b et eh bt e st e h ekt e et SR e £ e Rt e st et saeenbenseenreehe eatesesent satesesenr e e 5
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LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 - NI

Q.18.  To what extent do you have confidence in the courts to settle consumer disputes efficiently? Would
you say you have...? (SHOW CARD ‘Q.18’ - READ OUT - ONE ANSWER ONLY)

a great deal Of CONIABNCE .....c.oruieiiiiiieir ettt et et ert et e sttt anees 1 (167)
a fair amount of CONfIAENCE ........cceociiiiiii e 2
not very much CONfIdENCE ..........coiiiiiiiiiiiiii et e 3
NO CONFIAENCE At All....conriiiie e e e 4
1] GO O PO OO TP OO P U SRPR PR 5

Q.19. In your opinion, how could the current justice system/the work of the courts be improved?
By ensuring... (SHOW CARD ‘Q19’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)

MOTe iNAEPENTENT JUAGES ......verieeeeeeeiecreeeete sttt es e e et e sare st te st e s e s sresansemeesanabessobesanesreesntasseesseneis 1, (168-177)
FASTEE JUAGEMENTS ....e.eeeveieieiee et e e ie e bt e sttt ettt e st e e seeeset et s see et e et e e enstennteaneensans 2,

SIMPIEE PrOCEAUIES ...ttt sttt et bt es b e s et e e s s e s eabesnessasenbesanenne 3,

MOTE trANSPATENT COSES ...uiiiiiiireerirmrieeterteetestest et eressree bt ee st eseseaeeeseessesaee st e ssee s bt eae s emtesbeesnearesenes 4,

OB COSES. .. e eetiiee e e et eeee e tetmeeaeseeee s etsseaeassenbasasansesaeeeaasnssnea s s e s assabentaeasasaansesensasesansnseransans 5,

that all the costs are reimburSed if | WIN........oiiiciiieir et ree st aes e e e s e s e 6,

more extensive legal asSiStanCe ... 7,

better information on individuals’ FIghts........cccoooiiiiiirer e 8,

Other things (SPONTANEOUS) .......cocoiuiriiiiet et ettt ste s ceres s e este s s e seesbesonebesresanensens 9,

DK ettt e e e bt e et e b e b et et e £eRe R e et R St e e e R aeeE e ke e Rt s et e ret e R ere e e n et e et e ar e e erenteenen 10,

Q.20. Who do you think can best protect your interests as a consumer?
(SHOW CARD ‘Q.20' - READ OUT - ONE ANSWER ONLY)

A COUM/tNE JUSHCE SYSIBIM . ..uivictieieiiieiiiiiieriee ettt et e te sttt et b ek sbe et st see st e e e sbe b e e e e 1(178)
An arbitration, mediation, conciliation body ..........cccoiiiiiiii e, 2
A body equally made up of consumers and salesmen/retailers/service providers................cc...... 3
A body set up by associations of salesmen/retailers/service providers ............ccccovciniiceiincecnee 4
A body set up by consumer assoCiationS........ccocviiiiiiiiini e 5
A public organisation in Northern Ireland in charge of consumer protection..........cccccciciiiennene. 6
A European public organisation in charge of consumer protection.............ccceviceiiieeiciceceneenn. 7
Other(s) (SPONTANEOUS) .......cooiiiiiieiiie ettt rrt e et s s ettt et et eenn s e e 8
DK ettt oot e et ee it et et e e be et e e aeteeneeasen s e e AR e e s en ke eeeaee ekt et e kene e aneeae et enbesmteeaeeaabeeatanhneereaenreeeeaas 9
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LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 — NI

Q.21. If you had a problem with a product or service you bought abroad, for example on a trip, by mail-
order, through a teleshopping program or on the Internet and you had not found an amicable

solution, what would be the minimum amount which would make you bring it to court?
(SHOW CARD - ‘Q.21° READ OUT - ONE ANSWER ONLY)

LeSS than £70 .....ocoiiiiiiiii ittt et et e et et r ettt sr e e et eneenesenenen 1(179)
B 70 e e et r et a e s b n b e e et e e beeeatesenreeres e besnnaseenenes 2
20 O U USSR U R RTRURTUR 3
E380. .ottt b e et et e e et ehs e etes et e et e nee st e nteeeteeanannerneen 4
E700. . ettt b et e et e e b e e e e n b e an b e e bt e e e eebteeresseate s be e et aeeenteenteeshesentenessaann 5
| would never go to court, whatever the amount (SPONTANEOQUS) ............ccoccvvveririiivercrreneennn. 6
I would never buy a product or service abroad (SPONTANEOUS) .........ccccoovvvvvieviiciiieeceeenn 7
DK et ettt e ettt e et e At e e bt ab e e et et e be e beeaereternseran s sreanseenresanreearees 8

Q.22. Have you ever had reasons to complain about a product or service you bought abroad for example,
on a trip, by mail-order, through a teleshopping program, on the internet, etc.?

Y S ettt ettt ettt et et a bt et e a b hea s te s e an e ARt n b e b e re et s nn e e easenrensintore s s eaeeseeeneare 1(180)
N0 et et et eh bt bbbk e st e s e s e a e e saans e tean e nanennan 2
I have never bought anything abroad (SPONTANEOQUS) .............cooiiiieieiiiecereee e 3
DK ettt btk Rk A stk e e e e ae e e e ete e s et s eaeer et eranesereseea 4

IF "YES" CODE 1IN Q.22., OTHERS GO TO Q.25.

Q.23. When you have had reasons to complain about product or service you bought abroad, did you do
anything? (IF YES) Did you complain...?
(SHOW CARD ‘Q.23’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)

NO, 1 didn't O @nYRING ....coeiiiiiiecc ettt et 1, (181-194)
Yes, in person to the salesman, retailer or service provider...........ccceevieece i ceee e, 2,
Yes, to the salesman, retailer or service provider by telephone .........cccoeevvviieieeieeeeeeireceeeeeeerens 3,
Yes, by writing to the salesman, retailer or service provider..........ccocooecveviieeenireeeeecer e 4,
Yes, by e-mail to the salesman, retailer or SEerviCe provider. .........c.voeevieeeeeereeieeeeeeeeeeie e eeeereees 5,
Yes, to a consumer association in the country of purchase .............cccooeeiiiiieiiece e 6,
Yes, to a consumer association in Northern Ireland ... vt 7,
YES, 10 @ SONCIOT ..eve e ettt et e s e mee s et eee e eee s s e e et e e eeeteeseaeesasnessen 8,
Yes, to an arbitration, mediation, conciliation body in the country of purchase ............................. 9,
Yes, to an arbitration, mediation, conciliation body in Northern Ireland.............ccoooveviiiieereenne.. 10,
Yes, to a courtin the country Of PUrChEse ...........ooiiiiiiiiii et 11,
Yes, to a courtin NORRErn Ir@land............oviiiiiiiiiieiciie ettt ereees s eaeasseeeaees e eranenes 12,
Yes, to someone else (SPONTANEOUS) ..o et e v e e v avaeaeen 13,
DK ettt ettt sttt h et et Rk e e e h e et en e an s e ae bt be et b e eatereret e et ante et erteereeraseanenn 14,
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Q.24.

Q.25.

Q.26.

LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 — NI

IF "YES", CODE 2 TO 13 IN Q.23., OTHERS GO TO Q.25.

Were you very satisfied, fairly satisfied, not very satisfied or not at all satisfied with the result?

VErY SAtISTIEA ...cc.oiieieic e e e et b eb s 1(195)
Fairly satiSfied.......cooviiiiiiiii e e 2

NOt VEry SAtISHIEA ......eiiiiiii it e st e e e et s eate s ebe e 3

NoOt at all SAHSHIEA ......oiviiiiiiii it e e ebe e 4

DK et e b€ st e Rt Rtk b et e ket s e st e e naeraaes 5

ASK ALL

In your opinion, who is most capable of settiing disputes about consumer products or services
bought abroad? (SHOW CARD ‘Q.25’' - READ OUT - ONE ANSWER ONLY)

The courts in the country Of PUIChASE .........cccoveoierieriieeeet ettt 1(196)
Special courts for these AISPULES ...........oiiirie e e enr s 2
Arbitration, mediation and conciliation bodies in the country of purchase ..........c.cccocciiiiinnnee... 3
Special arbitration, mediation and conciliation bodies for these disputes .........ccccccvvevceevicriciinnnnn. 4
Public organisations in charge of consumer protection in the country of purchase .................... 5
A European public organisation in charge of consumer protection...........cccocevereviciiriercieieeeccnnennan, 6
Other organisations (SPONTANEOUS) ...ttt re e e s sebar e e 7
D ettt ettt e e ket et Rt s bt e e R e e R e e ea £ et e be s Rt e e a b e saE e e seees e e enreatananraneans 8

There are arbitration, mediation and conciliation bodies in each country. The European
extra-judicial network, put in place by the European Commission, enables consumers who
have bought products or services abroad to contact these bodies in their own language.

a) If you had bought something abroad and a dispute arose, would you be prepared to use such a
network to...?

b) And would you be prepared to use such a network to...?

READ OUT YES NO DK
a get information about these conciliation 1 2 3
bodies (197)
b | make a complaint and follow it up 1 2 3
(198)
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Q.27.

Q.28.

Q.29.

Q.30.

LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 — NI

The European Commission created the website www.eejnet.org, available in each language of
the European Union, to inform consumers about the European extra-judicial network.
(SHOW CARD ‘Q.27’)

a) Have you ever heard about it?

IF "YES”, CODE 1IN Q.27.a., OTHERS GO TO Q.28.
b) Have you ever visited the website?

READ OUT YES NO DK
a Ever heard ! 2 (139)
b . ) 1 2 3
Ever visited the website (200)
ASK ALL

If consumers in any country of the European Union could use the same form to complain about a
product or service, would this be...? (SHOW CARD ‘Q.28’ - READ OUT - ONE ANSWER ONLY)

VEIY USEIUL ..ttt ettt ettt e e en et enenaeeeranes 1(201)
FAINY USBIUL ..ottt et e e eee s e e e emeane 2
NOL VETY USEFUL ..ottt es et st ee e s ereenemaneaneans 3
NOL AL AN USEIUL ... et e et e s res et s re e e et e s enaaes 4
DK et et et e e b et e be e e ntre et et e Rt eet e et e easesen e et e e et s enteeateneeenes 5

The European Union has created a single form available in each language of the European Union
to help consumers who wish to complain about a product or a service in any European Union
country. Have you ever seen it, or heard about it, or not?

YES, SEBEN/NGAI..........oieiiiiic e ettt es et nen 1(202)
N bbb b e st e etk ae st ateebesae bt abe e e e te b sabeten e nnene 2
DK ettt et b et a b e er e e b e saae et s e b e te e testa ot e e e e te e resaeteeteeaneetneetesaeenreen 3

Now, let's talk about the protection of your personal data.

Different private and public organisations keep personal information about us. It is sometimes said
that our privacy must be properly protected. Are you concerned or not that your privacy is being
protected? Are you...(READ OUT)

VEIY CONCEIMEA. ....e ettt et e st e et et e ae st es b ese e e eseeressseb s s s eneaneeaeenseneeseseneetesnssnrases 1 (203)
FaiMy CONCEINEA ...ttt e et e basb e st et e eeeneemeeneeeeens 2
NOEVEIY CONCEIMEA. ... ...ttt e s e e o b b e s e s e et e esen e ene 3
NOt At All CONCEIMEA. ...ttt st e et e e e e 4
DK et e b et ek e et e st ekt te e eeeaeer e eesen et e e e e e e eneeeteneenrenne 5
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Q.31.

LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 — NI

| am going to read you a list of organisations in Northern Ireland that may keep personal
information about us. For each of them, please tell me whether you trust them or not to use this

information in a way you think acceptable?

READ OUT TRUST DO NOT TRUST DK
. . 1 2 3
1 | Medical services and doctors (204)
2 | Insurance companies 1 2 (235)
3 | Credit card companies 1 2 (286)
4 | Banks and financial institutions 1 2 (237)
5 | Employers 1 2 (288)
6 | Police 1 ? (289)
7 | Social Security 1 2 (2?0)
8 | Tax authorities ! 2 (2?1 )
9 | Local authorities 1 ? (2:132)
10 | National authorities 1 2 (2:1,’3)
Credit reference agencies, that is 1 2 3
11 | organisations which keep records of (214)
people's loans
. . 1 2 3
12 | Mail order companies (215)
13 | Non-profit organisations 1 2 (2?6)
14 | Market and opinion research 1 2 3
companies (217)
15 | don't trust any of these organisations 2 7/
{(SPONTANEOUS) (218) 7
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Q32

LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 — NI

For each of the following statements, please tell me if you tend to agree or tend to disagree?
(SHOW CARD ‘Q.32)

TEND TO TEND TO

READ OUT AGREE DISAGREE DK
You should be informed why 1 2 3
organisations are gathering your (219)
personal data and If they are sharing it
with other organisations
The level of personal data protection 1 2 3
provided by the law in Northern Ireland (220)
1s high
People's awareness about personal 1 2 3
data protection in Northern Ireland ts (221)
low
You are worried about leaving personal 1 2 3
information on the Internet such as (222)
name, address, date of birth, gender
Legislation in Northern Ireland can 1 2 3
cope with the growing number of (223)
people leaving personal information on
the Internet
The organisations in Northern Ireland 1 2 3
that keep personal information should (224)
not be allowed to transfer these without
your consent to similar organisations in
a country which 1s not a member of the
European Union

1 2 3

Most non-European Union countries do

P (225)

not have data protection laws that are
as effective as the laws in place in the
European Union
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Q.33.

Q.34.

LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 —- NI

a) Before today, had you heard or not about...? (SHOW CARD ‘Q.33’)

right to oppose some uses

.33.a. .33.b.
READ OUT NOT
HEARD HEARD DK YES NO DK
Independent authorities monitoring the 1 2 3
1 application of data protection laws, (226)
hearing complaints from individuals and
imposing sanctions on law-breakers
Laws granting individuals access to 1* 2 3
personal data held by others and the (227)
2 right to correct or remove data which is
inaccurate or has been obtained
unlawfully
Q.33 (INT.: IF "HEARD", CODE 1* IN ITEM 2) 1 2 3
771 Have you ever exercised this right? (228)
ASKALL 1 2 3
Those collecting personal information (229)
3 are obliged to provide individuals with
certain information, such as their identity
and the purpose of the data collection
The right to object to the use of personal 1 2 3
4 information for the purpose of direct (230)
marketing (opt-out)
The need to have your agreement to 1 2 3
5 use your personal information and your (231)

A lot of personal data is collected when people are on the Internet. Have you ever heard of tools
or technologies limiting the collection of such data? (INT.: FOR EXAMPLE: COOKIE FILTERS)
(IF YES) And have you ever used these tools or technologies or not?

No, | have not heard about them............cccoci it er e 1(232)
Yes, | have heard about them, but | have never used them.........c.ccccvveveei e eeeereeen 2
Yes, | have heard about them and | have already used them..............coocvvevviiieiiiorceieeee e 3
D et ettt et etk A Rt e b e rRaeabaeeteereeabeene et esrt et sareans 4
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Q.35.

Q.36.

LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 — NI

IF * HEARD ABOUT THEM BUT NEVER USED THEM", CODE 2 IN Q.34.,
OTHERS GO TO Q.36.

Why have you never used these tools or technologies?
(SHOW CARD ‘Q.35’ ~ READ OUT - MULTIPLE ANSWERS POSSIBLE)

| would not know how to install them on my COMPULEr............cocoiviiviieir e ereeaean
I would not know how 10 USE them........c.coiviiiiirc e
I am not convinced that they WOrK...........cooiiiiiii e e e
| am not really concerned about my privacy when | go on the Internet ............ococoeecevevevennnnn.
They are 00 EXPENSIVE. .......c.covuiiiitce et ttsr st e b s s e st e eresertestessttsseeseeseerenaneens

Other (SPONTANEOUS) .......cocoiirirtetntt et s ettt e r et e ensas e n e

ASK ALL

In light of the fight against international terrorism, do you think that people should agree to...

a) have their telephone calls monitored? (SHOW CARD ‘Q.36’ — ONE ANSWER ONLY)

b) have their Internet use monitored? (SHOW CARD ‘Q.36° AGAIN ~ONE ANSWER ONLY)

.36.a. .36.b.
READ OUT TELEPHONE CALLS INTERNET USE
(240) (241)

1 No, the fundamental rights and freedoms of individuals must 1 1
always be respected

2 Yes, if the monitoring only affects those suspected of 2 2
terrorist activities

3 Yes, but only if monitoring takes place under the 3 3
supervision of a judge in Northern Ireland

4 | Yes, everyone should 4 4

5 | Yes, other (SPONTANEOUS) S 5

6 | DK 6 6
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Q.37.

Q.38.

LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 -~ NI

Let's move to another topic: sport.

How often do you... (SHOW CARD ‘Q.37’ WITH SCALE - READ OUT — ONE ANSWER ONLY)
a) go on the Internet?

b) watch television?

¢) play video games?

d) participate in any cultural activities?

e) exercise or play sport?

3TIMES A 1T0O 2 TIMES 1TO3TIMES | LESS OFTEN/
READ oUT WEEK OR MORE| A WEEK AMONTH NEVER DK
a | Go on the Internet ! 2 3 4 (232)
b | Watch television 1 2 3 4 (223)
¢ | Play video games 1 2 3 4 (22 4)
d Participate in cuitural 1 2 3 4 5
activities (245)
. 1* 2 3* 4 5
e | Sport, exercise (246)
IF CODE 1* TO 3" IN Q.37.e., OTHERS GO TO Q.39.
Where do you exercise / play the sport that you do most often?
(READ OUT - MULTIPLE ANSWERS POSSIBLE)
I @ fINESS COMIIE ...ttt ettt et st s et st amt e ee e en e 1, (247-252)
T T o [V « O SRR PUUP RS 2,
[N @ SPOMS CONIIE .ottt e e ettt e e e e err st es s estenee s s sasantetesesasseeerenessasanenessseaanns 3,
At SChOOL, UNIVETSILY, BIC. ...ociiiiiiiieiiieitieie ettt et et e e st et te e ereeteeeneneesennens 4,
Elsewhere (SPONTANEOUS) ........cooiciiiiiii ettt ettt e st e s se s e e e s reeeeeaees 5,
GO OO RURURURTORR 6,
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ASK ALL

Q.39. In your opinion, what are the main benefits of sport?
(SHOW CARD ‘Q.39’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)

To improve one’s health (mental and PhySICaI) .........cccceivieiiircece oo 1, (253-267)
Lo E= 1 (U o TSR 2,
TO RIAX. ..ttt ettt b st e et etes shenene e et asesesaate et eseseseerestreenserens 3,
TODE WIth FHENAS ...oiviieeiie et ettt rae s e e e e e e e e e e et 4,
To Make NeW aCQUAINTANCES ........covvuieiereieiiiiceeeeeeetet et et et s e e ee e e e eseasss st esenssrons 5,
To meet people from Other CUUIES ...........c.c.cooiiiiiieiieciceeet e ea e e e e ess 6,
To develop physical PErfOrMANCE.........cccviiiiicrettt ettt ee e e s s e s e e 7,
TO IMPIOVE SEIf-BSIEEIM ...ttt e et e e e e e ee e e e e e s et ee oo e 8,
TO AEVEIOP NEW SKIllS......c..cri ittt et ettt e st e s e e e e oveteseaesasesteeteseneessseseses. 9,
To build ChAracter/IdENLItY..........ccooie ettt et e e et e ee e e s e e 10,
TO AChIEVE OBJECHIVES ......ciiiiiieiecc ettt et e s e e e e e e e eeseesesens 11,
To stimulate the spirit of COMPEHION ........oceeviiiiiieieec oo e e 12,
To help disadvantaged people to integrate iNto SOCIEtY ............ocveveecemeeeeeeeeeeee e eeeeeens 13,
Others (SPONTANEOQUS) ..ottt ete sttt e e et e see e ee e e e e eeser et e s e sese e 14,
DK et ettt e b ettt e s e teer e b ottt eeteenen et ent e te st e s ee e ereeesans 15,

Q.40. In your opinion, which of the following values does sport promote the most?
(SHOW CARD ‘Q.40’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)

TEAM SPIIt....cviiiiiiic ettt ettt aee et e be ettt ene et e et e ereeae e e e steseeses 1, (268-282)
TOIBIANCE.......eiiieiit ettt ettt e e bt s teeee e et e e ee e st e sateaseeesereeeeasessesreessoseesens 2,
RESPECLIOr OtNEIS ...t e e et et e et s et e eee s e s s 3,
F@IF PLAY ...t ettt st e et e et e te et een e e e e e eete et e e s ens 4,
SEI-CONMION ...ttt e et e ettt esee e st e ree st et esesseeseees e ee s oot e s oo 5,
SHCKING 10 TN TUIES ......coeiieeicecerce ettt e e e s s s eneete e e ensee e s 6,
DISCIPINE 1.ttt b ettt r bt e st eeeeene st e e e eseare e ae s teree s e ensenr e 7,
MUtUal UNAEISIANAING ......ooeieiiee ettt et e eae e et e e s esene s 8,
o] [T F= T 41 42RO RN 9,
FrENASIID ettt ettt e e ee et eeene e et e e e e et e oo 10,
BQUAIILY ..ottt et e e et et ettt e e e et e e e e e ae et e et e et e eeeeee et snee e 11,
31 (o2 SO RSOOSR 12,
Others (SPONTANEOUS) ..........ooouomomeerreresseeeseseeeseeeseees s sssee e s e e s e e eeees oo 13,
None of these (SPONTANEOUS) ........ocoiiiiiiceeeeee et e e s es e s e 14,
D ettt e et a bttt saee s em et e e e et et e eraresseseseereas 15,
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Q.41

Q.42.

LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 - NI

For each of the following statements, can you please tell me whether you tend to agree or tend to
disagree?

TEND TO TEND TO
READ OUT AGREE DISAGREE DK
1 | Sport promotes dialogue between different cultures 1 2 (223)
2 More time should be devoted to sport in school 1 2 3
timetables (284)
3 There should be better co-operation between educational 1 2 3
institutions and sports organisations in Northern Ireland (285)
4 The European Union should be able to intervene more in 1 2 3
European sports issues (286)
5 The European Union should more actively promote 1 2 3
education through sport (287)
6 The European Union should participate in the fight 1 2 3
against doping (288)
7 Through sport, you can fight against any form of 1 2 (239)
discrimination
g | The European Union should co-operate more with 1 2 3
national sports organisations and national governments (290)
1 2 3
9 | Sport makes it easy to fight sedentary habits (291)
10 | 1tis easy to find a balance between sport and other 1 2 3
leisure activities (292)
11 | The promotion of the ethical and social values of sport 1 2 3
should be a priority for the European Union (293)

| am going to read out a list of negative things we hear about sport. Please tell me which of these
worry you most? (SHOW CARD ‘Q.42’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)

DIOPING -ttt cteteiesteseie e et e s areteeta st e b ae e e st bt sbe b et e s st e saas et en s ebeeeeRs et ets et st ere et et aesaanenrenenneenenns 1, (294-306)
Over-consumption Of fOOd SUPPIEMENES .........c.ueiieeeieiie et e seren s enee s 2,
COPTUPLION ...ttt et b s b e s e e et e b e asteseseneeneesanteresanenseeneeseeas 3,
ExXploitation of CRIlArEN ..........coviiii et e e e 4,
Exploitation of people from developing COUNIRES .......ccovvieciiiceii ettt e e et e e e s 5,
OVEIATAINMING ... et ciereeter ettt ettt s te s ee st e e s e e s bbaebeese s beeteebesesesssansestesaneesosentenasenseeseanasen 6,
Sexual 3bUSE Of ChIlrEN ..........ccuiee e et e erererene e e eaeeereeansean 7,
VIOIEINCE ...ttt e ettt e e e e e e e e etaee s e s e st e s e s aes e et sateseeeeeesasemnereressasasenreseeessnnseeen 8,
DISCIHMINGLON .....eiceiiieiiei et ee it e st e e e senae s as e s e tasassaeseeeteneeeaeeesesrasesasenresansesses 9,
Too great an eMpPhasiS ON MONEY .......c.ecvieiceecieeeie ettt et sae e s s e e ereeeeeeeeesesreseneen 10,
Others (SPONTANEOUS) ...t eeecesereeeeeer e teeeeereeseseesessessessesesssessssssessesesenseeseseessessons 1,
None of these (SPONTANEOUS) ......cc.uiiiiiiiiiit ettt et e eeee e e eee e e eeee e emaessens 12,
DK et e s et bRt e e na e te e ae et e st e et enteentsete s este et e tentennsenes 13,

Page 17




Q.43.

Q.44.

Q.45.

LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 — NI

Now, we are going to talk about the safety instructions you can find on domestic
electrical appliances.

Do you ever buy domestic electrical appliances?

IF "YES", CODE 1IN Q.43., OTHERS GO TO Q.62.

IF CODE 1 TO 3 IN Q.44.a (INT. READ Q.44.a.1 THEN Q.44.b.1, AND SO ON)

b) Do you take this information intoc account when choosing to buy the product, or not?

1(307)

a) When you are about to buy domestic electrical appliances, do you always, sometimes, rarely or
never look at or read the following information provided with the product, or not?
(SHOW CARD ‘Q.44a’ WITH SCALE)

Q.44.a. Q.44.b.
READ OUT SOME
ALWAYS TIMES RARELY | NEVER DK YES NO DK
1 The pictures / text showing how 1 2 3 4 5 1 2 3
to use it (308) (313)
2 The text telling me what 1 2 3 4 5 1 2 3
precautions to take (309) (314)
3 The pictures or symbols telling 1 2 3 4 5 1 2 3
me to be careful (310) (315)
The phone number of the
4 manufacturer or the distributor 1 2 3 4 5 1 2 3
or their representative in (311) (316)
Northern Ireland
5 The text telling me what to do in 1 2 3 4 5 1 2 3
case of accidents (312) (317)

IF CODE 1 IN Q.43, ASK:
When instructions for use are provided with a domestic electrical appliance, do you usually read
them, or not? (READ OUT - ONE ANSWER ONLY)

Yes, before using the produCt ... e e 1 (318)
Yes, but only if @ problem @riSES .........ccoiuiiiriicrcree e 2
N O, MBVET ..ttt e e e e e e e e s b e e e sebes e e s st beseseeanneneeeesesaareteeanesarssseneesesenans 3
DK e es e bt et £ e et e R e SRt et beebte e e ernearseresaeneneens 4
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IF CODE 1IN Q.45., OTHERS GO TO Q.47.

Q.46. For each of the following types of information that may be given in the instructions for use, could
you please tell me if you usually read it or not?

YES -
READ OUT USUALLY READ NO DK

1 How the product works / is 1 2 3
normally used (319)

. . 1 2 3
2 | How to assemble or install it (320)

3 Instructions for safe and proper 1 2 3
use (321)

. 1 2 3
4 | Where to put it (322)

5 | Maintenance and spare parts 1 2 3
(323)

. . 1 2 3
6 | Troubleshooting / repairs (324)

7 | What to do if an accident occurs 1 2 3
(325)

IF "YES", CODE 1IN Q.43., OTHERS GO TO Q.62.

Q.47. Do you always, sometimes, rarely or never keep the instructions for future use?
(READ OUT - ONE ANSWER ONLY)

AIWAYS ..ooeier ettt sttt eh ek R R ekt e e et R bt nt et b en b n st renns 1 (326)
SOMEBHIMES.....ceeeieeeee et et et sr s re s b e st e e st e b e s e e e e bt e rsenteerns 2
REFEIY ettt e e r e et e b e r e ea e et eb e n e aeeateeanenrnes 3
NBVEE ..ottt eb et et cae bbb b et sh e et b e R e e b e ke bR e b e s aeenaen e anenns 4
It depends (SPONTANEOUS) ........cco ittt e e et ene e s sneee st sens 5
DK et e b e et e bbbk a s e s nraes 6

Q.48. What do you think is usually the most effective way of providing instructions for use?
(READ OUT - ONE ANSWER ONLY)

ON the PACKAGING. ... e eeerrerieieiieteeiietesieeeeiteteseaseseestebastessaseesesmeesessesaeesestssnsebsetsensenseserasessersessnararss 1 (327)
ON the ProQUCTILSEIL..... ..ottt sttt e et e e e et e e et et ne e tnsesansesaeesen 2
In @1 aflet / MAaNUAL ...t e et s ae e e sab e eane e s eressabeeereenes 3
Information from the SaleSMan/WOMEN........cccccciiviiiiiiciiti ettt rea e e naeeenes 4
Other (SPONTANEOUS).......ooiii ettt et et te e s e e e e nee s e snsaeaasasasssensness 5
DK ettt ettt e et e e e e e e e ret et e baetees e e e e e tnteeaate e et eeaiaaaeanaaaaeanseiante e eban rasntannrnnren 6
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Q.49. Do you usually find instructions for use...?

READ OUT YES NO DK
1 | hard to read ! 2 >
(328)
2 | understandable ! 2 (329)
3 | comprehensive ! 2 (320)
4 | short and to the point 1 2 (321)
5 | written in English ! 2 (322)
6 | too technical ! 2 (323)

Q.50. Do you always, sometimes, rarely or never comply with safety instructions? (READ OUT — ONE

ANSWER ONLY)

AIWEYS ..ottt ettt ea et e e et e e ettt e st ke eat ettt et eE e e e Rt eateekar s eataersbenteetntetsaaeenseeseaeraeenreins 1 (334)
SOMEBLIMES ...t e ettt sar e e e sb e st et s ne e e e s neeenenens 2
REFEIY ettt ettt ettt etk b e st ek e e et e et e rteebaeehaeraeerteeaseeneeenesne 3

NBVET ..ottt e e bbb e e bR se e e e e et e e e e e e aneene 4

DK ettt ettt et et et s et s e na sk e AR Rt SRR ea A bt e e e b e b e e sern s et e e peabeanas 5

Q.51. Do you prefer to get safety instructions from...? (SHOW CARD ‘Q.51' - READ OUT - ONE ANSWER

ONLY)
Only SYmMDOIS OF 0GOS .....occuviiiiiiici e s 1 (335)
ONIY EXE <. ettt sttt et e sae et b b et s e s e r e et eeentesaneas 2
A combination of symbols / 10g0s @nd teXt..........ceececiriiriirirsie i s 3
The SAIESMAN / WOM@N......oiiiiiiiieiiieereit et srt s s st ess e s st s s b e s sbeasabessreesnbas bt sareeseses sareeansenesnes 4
It depends (SPONTANEOUS).........ccccorinrieinienterr sttt ise s teete e e e e erbesae et e sessesessreesmsentennns 5
DK ettt et et m b e aE e be e h e be sttt e be e et et et e b e re e beeas ke sreeeneantesnns 6

Q.52. If these safety instructions are given by symbols / logos, do you usually find them...?
(READ OUT - MULTIPLE ANSWERS POSSIBLE)

ON the PACKAGING......oceieitieeiiii ettt ettt te e e r st s e s aeesba e tserbneasbeeesesentesesneaennsessetesaseenn 1, (336-340)
ON the ProdUCE ISEI..........ooiiiee et et e et et e e s eeeas e sreeean 2,
In@leaflet / MANUAL ... et e e et s a e e e e e e e e snrares e s eesesneees 3,
Other (SPONTANEGOUS).......coieitcirreen e et tesee st e e e e s rrete s e e e eata s te e eseaeensesbesrnsensens 4,
15 RO SO U TSROSO 5,
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Q.53. Who do you think puts these symbols / logos on products?
(SHOW CARD ‘Q.53’ - READ OUT - ONE ANSWER ONLY)

The MANUFBCIUIET ........coiiiic e bbb me b e st et et 1(341)
The QiSTDULOT.....cooonii et eee e e 2
A CONSUMEF OFJANISAION .....eceiiiiiitieiiitieieteectie et e e ee e e re et es s eee s s sreeesssambesaesereseesensererans 3
Other (SPONTANEOUS)..........ooovumieeeeeeeeeeeeeeseeeeseeeseseeseeesesssesasesesssesesessssesssassssessessses e 4
DK ettt et b et st e b et et te b eatere et et eresae e seensene 5

Q.54. If safety instructions are given in text, do you usually find them...?

READ OUT YES NO DK
1 | hard to read ! 2 (332)
2 | understandable ! 2 (323)
3 | comprehensive ! 2 (334)
4 | short and to the point ! 2 (335)
5 | written in English ! 2 (336)
6 | too technical ! 2 (327)

Q.55. For each of the following statements about safety instructions, could you please tell me if you tend
to agree or tend to disagree?

TEND TO

TEND TO

READ OUT AGREE DISAGREE DK

Safety instructions explain 1 2 3
precisely what to do (348)

. 1 2 3
They can prevent accidents (349)
They should mention the risks to 1 2 3
children, elderly people or people (350)
with disabilities when using the
product
They should be more specific 1 2 3
about the consequences if you do (351)

not follow these instructions
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Q.56.

Q.57.

Q.58.

Q.59.

LANSDOWNE MARKET RESEARCH 60.0 - AUTUMN 2003 — NI

Have you ever seen the following safety instructions, or not?

READ OUT YES NO DK

To reduce the risk of fire or electric 1 2 3

1 | shock, do not expose this product (352)
to rain or moisture
Never obstruct the ventilation 1 2 3

2 | openings which are provided to (353)
prevent overheating

3 Never put objects or liquids of any 1 2 3
kind in the appliance (354)
Make sure that the appliance is 1 2 3

4 | plugged into the right power (355)
source
Having the appliance repaired by 1 2 3

5 | an unqualified person can be (356)
dangerous

Do you think safety symbols can prevent accidents?

Y ES .otiiieeeeietee et ee e tete e aeeae s e be et e e s et s R Ae R e e Re e e Rt e b s R A e A b es e R s eh etk s et eaeea et ebant e bereaeaneasenentsaneseene s 1(357)
N O ettt ettt e e et e et et he et ek aee R e e bt ekt ek et £t £ e Re e et ek e e an e e s e e st erseeraeerbaeaneeteens 2
It depends (SPONTANEOUS) ...ttt aa e e s 3
DK ettt AL e e e e g bt e et s en e Rt e e e e s b et e e e aee s e traaaeeeernarrneann 4

Do you usually take these symbols into account when choosing a domestic electrical appliance?

YBS coveterteitieter et b et et e e bt et he R bR e Rt b e s e R SRR R e bt btk e Rt R et e enteea antantennenen 1 (358)
O ettt e e e h et h e e SR e s et e bt ke e e b e entesabestaeereenan 2
0 OO P PSP TTPURPTTURPIINE 3

Do you think these symbols should be standardised like the symbols used on clothes tags?

Y S ettt ettt ettt bttt h e e et e SR eh £ ee b eb e e et eR e e R e et bt e A e ReeR et e g et e teaneene s bensenn 1 (359)
O ettt et et b e et tebesae se e e h e e ok et et £ bt aE st bt £ e ee b e e e eReeareaeneebe et sanenrene 2
DK ettt ettt et e e e ete b bt s e b E e e s e sehe e et s e e R eatee s e s A ae e e et nhniaren e s e atateeeeessetnbarseeenn 3
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Q.60. Have you ever seen the following symbols on domestic electrical appliances you have at home?
(SHOW CARD ‘Q.60’)

YES NO DK
1 | symsoL 1 ! 2 (320)
2 | symsoL 2 ! 2 (321 )
3 | symBoL 3 ! 2 (322)
4 | sYMBOL 4 ! 2 (323)
5 | SYMBOL 5 1 2 (32 "
6 | syMBoL s ! 2 (325)
7 | symoL 7 ! 2 (326)

Q.61. a) Do you know the meaning of all, most, a few or none of these safety symbaols?

AL e et r ettt e s b st ae et ke et e et et en b e st saene e e seeneeeeeateneeteas 1 (367)
MOSE ..ttt et e e b e e e et e et st e e eteren e et e e ereees 2
ATBW bttt sttt b e s st et e e e et enen 3
NN e b et et b e s et e s e testsaeoneren seneenns 4
DK e ettt st s e st enesten e s aeeneas 5

IF CODE 1 TO 3 IN Q.61.a., OTHERS GO TO Q.62.
Q.61 b) Do you always, sometimes, rarely, never do what the symbols recommend?

AIWAYS ...ttt e b ettt e e n et ae bbb st ev et ea e te e e ee et et eeeeeereneeneann 1 (368)
SOMELIMES ...t e e et et s teeaseb e st st eab b e e eneerene e e et s e s e esens 2
RATEIY ..ottt sttt e b ettt et ab et et e et ne et er e st eesens 3
NBVET <.ttt st et e e s bt e e er et e e e e e e et aseeteans 4
D et be et e e e s re st et st e e s et eebe st et e e e ee e e e eereeteenenens 5
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ASK ALL

Let's move to another topic: buying on the Internet.

Have you ever bought anything on the Internet?

(369)
YES ceueeteererieit ettt ettt n ket h e et b stttk e e seent et eaent et s eteeaneteeeresrrabeas 1 GO TO Q.63.
INO ettt sttt e a s en e e be skttt b e b b e R es e R Rt b er et et ettete et enseaseraeseasaneeeeran 2 GOTOAQ.74.
DK ettt ettt et b e ettt et es bt b e et e as e aeat et et et e et et et et st e eteaneaesnraneas et ateanes 3 GOTOAQ.74.

IF CODE 1IN Q.62, ASK - OTHERS GO TO Q.74.

How often do you buy things on the Internet? (SHOW CARD ‘Q.63’ - READ OUT - ONE ANSWER
ONLY)

Once @ Week Or MOTE OtEN ......c...cciiiiiir et et 1 (370)
ONCE 8 MONEN ..ottt et ettt et e et et e s et e reseseesbe s ensentessmeeressnbesaneens 2
ONCE EVENY 3 MONNS.....coiiiiiieie ettt ettt ettt e e e e e s st senteteseneensaone 3
ONCE BVENY B MONENS.........eeiiieieeeeeee ettt st esat e eeeste s etessnneeranaess 4
ONCE @ YEAT ... ciieeieicrie et eeee et tr e s n s s sn e et e e e e s st et e s s e s am b e s arenareeesnsaenstesastenarenessneenss 5
T3 ) (=T o PSP RSN URRRP 6
DK ettt ettt e e h ek be s b bttt euer e e Re R et e b e R et et e s aseneereateteetsetennan 7

When buying something on the Internet, are you worried about any of the following?
(SHOW CARD ‘Q.64' - READ OUT - MULTIPLE ANSWERS POSSIBLE)

Security Of PAYMENE.......ociiiric ettt sr bbbttt e 1, (371-379)
Credibility of information on the Internet.......c......coovviirciriic e, 2,
Delivery (damaged goods, delay, non-delivery, €1C.) .....c.c.ccconiirieiiiinicenniniiirenriee e e 3,
Your rights as a consumer being respected ..o s 4,
Ability to get a warranty or refund ...t 5,
ANONYMILY OFf SEHETS. ....eeiiieiiee ettt et s sreesa e e be e st esbe e eaasssen s 6,
I am not worried (SPONTANEOUS) ...ttt v 7
Other (SPONTANEOUS). .........eeeeeeeereeeeeereereeeseseesensasreeseseseseessesestareseesssessesesesssereressenns 8,
DK ettt ettt et e ettt te et e he e et e e et R Ae e e e ehae e e bntneseenreees sabaeansennnenans 9,
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Q.66.

Q.67.
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Why do you buy things on the Internet?

(SHOW CARD ‘Q.65’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)

YOU Get the DSt dEalIS ......cc...coouiii ettt e e s e e e e e e e
You like getting the product delivered to your home or to a convenient address.........ccccoveevnnnn.
It is easier to make comparisons between various Providers..............ccocveveeeeveeeoeeseeeeeeeeeeeesssennns
You have access to offers from suppliers in other countries............c.coovovveveeeeeereeecee e
You have access to offers available only on the Internet............c.cocoooivieiieeeee e
You can order products and services at any time of the day/Week ............coeoveeeeeeoieeeecceeeevirann,
You don't need to go to the shop or the SErvice Provider..........ccc.cucvcvveeieeeeiereeiresee s eesereenns
Other reasons (SPONTANEOUS) ..ottt vttt eee e s eeter e e vasessessansen

On which websites do you prefer to buy things?

(SHOW CARD ‘Q.66" - READ OUT - MULTIPLE ANSWERS POSSIBLE)

Websites of well-known traditional (INT.: "Off-line") brands/retailers...........oooveeeoeeveeeeeereeeeenennnn.
Websites of well-known e-commerce only brands/retailers (INT.: e.g. "Amazon”)........c.ccceruenn....
Others (SPONTANEOUS) ..ot ee v tsste e s ettt et e et er e st e re e et s reneesaeeesnnes

When you are deciding to shop on a website, do you think that it is important or not that...?

READ OUT IMPORTANT |NOT IMPORTANT DK
1 | the site is in your own language 1 2 ( 33 3)
2 | the site is from Northern Ireland 1 2 (334)
. A~ 1 2 3
rices are clearly indicated
S|P y (395)
4 | the site allows alternative ways of payment 1 2 3
(396)
5 information on product/service availability is 1 2 387
clear and complete (397)
6 information on delivery conditions is clear and 1 2 g
complete (398)
7 accurate information is supplied about 1 2 3
delivery status (399)
8 | deliveries are usually reliable 1 2 (480)
9 information on contractual terms and 1 2 31
conditions are clear and complete (401)
10 | your rights as a consumer are clearly outlined 1 2 3
(402)
11 there is no problem returning the product and 1 2 3
getting reimbursed if something is wrong (403)
informati ight t I th 1 2 3
12 | information on your right to cancel the (404)
purchase is clear
Il st lear whil ki 1 2 3
13 | all steps are clear while you are making a (405)
purchase
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Q.68. Have you heard or not of the "right to cancel a purchase” in respect of Internet purchases?

WBS ettt e h e etttk e bR At h e s e s R e s e eas e bt eteeneenras 1 (406)
N e b b a e et eb et e e b e et et st et et a e seens 2
DK e etk b e e b s b e 3

IF "YES", CODE 1 IN Q.68., OTHERS GO TO Q.71.

Q.69. Do you think it refers to the possibility of ...?
(SHOW CARD ‘Q.69’ - READ OUT - ONE ANSWER ONLY)

cancelling the purchase within a certain time period without reason or penalty ..............c.c.ccvnu..... 1 (407)
cancelling the purchase and sending back the product within a certain time period

provided that you have not Unpacked it .........ccoooeieiiieiici e e e s e 2
cancelling the purchase and sending back the product within a certain time period

ONly if it IS AAMAGEA .....ceiiiiiiii ettt et s e e s be e snee et aas 3
Other (SPONTANEOQUS)...... .ottt re et s e e st e e e s b e s am b e s s e bt e e s sananteseretneesnsantesesens 4

DK e et ettt et e e et e e e e e s b e e e e e e e re e e e bt e e e s anteeeseerteeeeesretesarans 5

Q.70. For how many days do you think that this right can be exercised in Northern Ireland?
(INT.: IF "DK", CODE "999")

Days (408-410)

IF CODE 1 AT Q.62, ASK
Q.71. If you had a problem after making a purchase on the Internet, where would you be
most likely to go to first for assistance? (SHOW CARD ‘Q.71 - READ OUT - ONE

ANSWER ONLY)

The website on which you made the purchase.........cccovvviiicionicieecc e e 1(411)
CONSUMET ASSOCIAHIONS ....cocuiiieiiiiitiie ettt e sttt sea s sr e s bt etaesabesssaeree et ensneastessnsesaeenseen 2
PUDIIC AUENOTIHIES ...ttt e e a e st a e eeneere e res e smbatssaeeoee 3
A website specialised in assisting consumers making purchases on the Internet..........cococeceee... 4
The organisation where websites go to get their trustmark...........ococcviiiieiiiiiiiiciiies e 5
An off-line mediation, conciliation or arbitration body which resolves disputes without

goING through the COUMS .....c..eiiiiriiiitie ettt erte e e st et te e ettt s e ree s b e enn e e teeeresaeen 6
An on-line mediation, conciliation or arbitration body which resolves disputes without

goiNG throUGh the COUMS ........iiice e ettt s bt e s s e eeaeann 7
Other (SPONTANEOQUS).......cocoiiiiiieieie it cse s e ste et s e satesa e e e nesrmeebessrseeresanessmn e enaneenanan 8
DK ettt et h e bttt e Ao e st e Rt ea e et e e s earesesanteserterenetessasereeenteean 9
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Q.72. a) After making an Internet purchase, have you ever had reason to complain?
(IF YES) To whom did you complain...?
(SHOW CARD ‘Q.72a) - READ OUT - MULTIPLE ANSWERS POSSIBLE)

Yes, directly to the website On-line............c.ocirriiiirieeii e 1, (412-419)
Yes, to the organisation owning/running the website (Off-liNe) ............cocveeveevveeeeeecereeereeeeennn, 2,
Yes, 10 @ CONSUMET OFgANISAON.....c.ccccumiineieieee ettt e ettt eeee e e e e s e e e eseseer s e seessests oo 3,
Yes, 10 @ GOVEINMMENE DOAY ...veiiieiiiiieiee ettt eeceee e ee e e e eeseree e s eee e e oo e eoeeesss 4,
Yes, to another organisation, asSOCIAtION ............ccoviceiicieniiieeeeeee et eere e e e e eae s e 5,
Yes, but | did NOthing @bOUt it..........coviiiiiiiicr et er e e e e e er e 6,
NO, MO COMPIAINT ..ot r e e e e et e s e eeee e e et s eeeeessotee e e oo e 7,
DK ettt ettt e et e e st baeea e e teeareenrtene et e ententasareeereeareareen 8,

IF "YES", CODE 1 TO 5IN Q.72.a.,, OTHERS GO TO Q.73.
Q.72 b) For what reason? (SHOW CARD ‘Q.72b’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)

You never received the product/Service you ordered..........c.ucieeevcveeiriveiieieecsi e 1, (420-431)
The product was not delivered on tiMe ..........ocooviiiieiiiiecc ettt e e 2,
The product you received was damaged ..........ocuviuiieieiiiiceer st es e e 3,
The product/service you received was not the one you ordered..........cceoeeeeeeeeeecvveeeeeeeeenn, 4,
You had payment ProbIEMS ..ottt ettt e e s et et e e st esse s eaneeeeas 5,
The website has refused to reimburse you for a product you returned to them .........cccoee........ 6,
There was a lack of information on the website about the contractual terms and

conditions HNked t0 YOUr PUICRASE .........ciiiiiee et e s e e eeeeeeea e 7,
There was a lack of information about your rights as a conSUMEr .........c.coceeeceveeereveeeeeeesennn, 8,
You were not aware that you had committed yourself to buying another product/service........ 9,
You bought a product/service on a website without being aware of it..........cccoeeeveveeveverveeennn. 10,
Other reasons (SPONTANEQUS) ........coocieiiiiiicieie ettt eee e eee e eesee et eae e 11,
15 OO O O OO OTP OO U RO PRSO 12,

FOR EACH IDENTIFIED IN Q.72a

Q.72. c) Were you satisfied or dissatisfied with the way your complaint was handled?

READ OUT SATISFIED DISSATISFIED DK

1 | By the website on-line 1 2 3
(432)

2 By the organisation owning/running the 1 2 3
website (off-line) (433)
3 | By a consumer organisation 1 2 (434)
4 | By a government body 1 2 (435)

— - 1 2 3
5 | By another organisation, association (436)
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IF CODE 1IN Q.62, ASK

Q.73. Have you ever used a website’s Alternative Dispute Resolution/On-line Dispute
Resolution mechanism? (IF YES) Were you satisfied, or not?

Yes, you Were Satisfied .........ocoouiverioiiriierc e e s 1(437)
Yes, but you were not satisfied .........c.ccccceiiiieiiiiiiie e 2
Yes, but You dOnt KNOW Yet ......cooeiiiiiiiiiiiccin ettt sne e s s e 3
NO, NMEVEI USEU......eeeeeieeeeceeeees ettt crre e ree e st s e ea et s e te e eesetesssreresassesassetentesessensnneeees 4
DK ettt e s e e e ettt e e b et ekt a e e ern s e e e has e e e e bbateeaeseserntnreeees 5

IF "HAS NOT BOUGHT SOMETHING ON THE INTERNET", OR “DK”, CODE 2 OR 3 IN
Q.62., OTHERS GO TO Q.77.

Q.74 Why have you never bought anything on the Internet?
(SHOW CARD ‘Q.74’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)
You do not have access to the Internet...........ccccccvieinecnincie e 1, (438-447)
You do NOttrUSE the INEEIMEL.........ooeieeeeeiee ettt e r e e e e s s e e eenaearens 2,
Using the Internet is to0 eXpensive .........cccociiiiniciiin e 3,
You are not interested in buying anything on the Internet.............cc.ccovviiriiiiiecnn s 4,
Buying something on the Internet is too complicated..........ccccoocvvrviiiriiiiiiinciniicenceee 5,
The Internet is too ComMPplicated ..........coveeiciiiiiiiiiciie e 6,
You do NOthave @ Credit Card .........coivvviiieiieiiici e s e es i e reeesanennen 7,
You do not understand the language well enough ...........ccoovveeviieiiicecicc e, 8,
Other reasons (SPONTANEOUS) ...t e e 9,
DK e et ettt e st e e et anreeteseb e nnsenteea 10,

IF "DO NOT TRUST THE INTERNET", CODE 2 IN Q.74., OTHERS GO TO Q.76.

Q.75. For which of the following reasons do you not trust buying something on the Internet?
{SHOW CARD ‘Q.75’ - READ OUT - MULTIPLE ANSWERS POSSIBLE)
SECUNLY OF PAYMENL ...ttt s s st e e sb e bt ses et e s eren st seneneneen 1, (448-455)
Credibility of information on the Internet..............ccoeciiiiir s 2,
Delivery (damaged goods, delay, non-delivery, €tC.) .......ccccocivnimiiniie i, 3,
Your rights as a consumer being reSPected.........cc.uimieiiii e 4,
Ability to get a warranty or refund.............c.cooiiie e 5,
ANONYMItY OF SEIEIS ...ttt e et e et oo s e e 6,
Other (SPONTANEQUS) ...ttt et e b e st e et e ree e e 7,
DK ettt et et btk et e Rt SR e Re b areee e e ete e teenreeasenbee sreeneeentenatesenen 8,
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IF "NOT INTERESTED IN BUYING SOMETHING ON THE INTERNET", CODE 4 IN Q.74.,
OTHERS GO TO Q.77.

Q.76. Why are you not interested in buying something on the Internet?
(SHOW CARD ‘Q.76" - READ OUT - MULTIPLE ANSWERS POSSIBLE)

You like going 10 the ShOPS........cccoiiiiicrre ettt et et re e s e e e 1, (456-464)
You need to see and touch the product you intend to buy............coecvviiveieeieee e 2,
You prefer to get face-t0-face AaVICE.........cccoivieieieeeei e et e e 3,
Prices are not better than in “NOrmal” ShOPS.........c.occuiiiiiiiiericit et v e e e ie e e e e 4,
Choice is not better than in "NOMMAI" SKOPS .....cvuvuicreiiiiieiee ettt e e e e eere e eer e eer e e st eees 5,
You are not sure you will get after-sales SerVICe .........ccuccevreeuieieiirieieiisie e 6,
Products may not work in Northern Ireland.............ccccvuvevieeecieicieiccecccec e e, 7,
Other reasons (SPONTANEOUS)..........c.oouioioieeictettee ettt ee e et ee e e e e e e e eesenees 8,
DK ettt et b et st e bt te e e et e re e tee bt e te et et e es e et etes et enteteneneens 9,
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ASK ALL

For each of the following, could you please tell me if you would feel very confident, fairly
confident, not very confident or not at all confident about buying it on the Internet? (SHOW
CARD ‘Q.77° WITH SCALE)

VERY FAIRLY NOT VERY | NOT AT ALL
READ ouT CONFIDENT | CONFIDENT | CONFIDENT | CONFIDENT DK
1 A train ticket 1 2 3 4 5
(465)
2 A plane ticket 1 2 3 4 5
(466)
3 A ticket for the theatre, a 1 2 3 4 5
concert, etc. (467)
4 Hotel booking 1 2 3 4 5
(468)
5 Car rental 1 2 3 4 5
(469)
6 Clothes, shoes, etc. 1 2 3 4 5
(470)
7 Books, DVDs, videotapes, 1 2 3 4 5
cd's 471)
8 A PCllaptop, a software 1 2 3 4 5
package (472)
9 Furniture, decoration 1 2 3 4 5
(473)
10 Food 1 2 3 4 5
(474)
1 Financial products/services 1 2 3 4 5
(475)
12 Antiques 1 2 3 4 5
(476)
13 A car 1 2 3 4 5
477)
14 A package tour 1 2 3 4 5
(478)
15 Do-it-yourself products, 1 2 3 4 5
garden tools (479)
16 Domestic electrical 1 2 3 4 5
appliances (480)
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Q.78. a) Would you be more confident in buying things on the Internet if you could benefit from a
guarantee of your bank/credit card issuer if you were to encounter problems with the delivery of
the product or with the transaction itself?

Y B et et se et sttt et e e e e e en e eeeene et 1(481)
N e b ettt n et eens 2
DK ettt ettt ettt et seena 3

IF "YES", CODE 1IN Q.78.a., OTHERS GO TO Q.79.

Q.78 b) Would you be prepared to pay a small additional charge to your bank/credit card issuer for this

guarantee?
Y BS oottt ettt ettt ettt b et et e s a Rt et e et eaeR e e R e st e et e e smeete e et et et e ree e e et eseeerennres 1(482)
O ettt et ettt e te st e bt b be s e et e et e e e et e e eeeesartenasteeeteesnaans 2
DK et e b et s et n et sttt et st ne s e et e tenn et e teeransens 3
ASK ALL
Q.79. Do you think you are going to shop on the Internet in the next three months, or not?
Y B ittt et sttt e b et et e ereebeate s e st et st ene et et et e ete et eate et e e e et eereennats 1(483)
N O ettt et e e s e et e e e b et e st e n e et er e e nteseneesee et enteenntesreenne s 2
D ettt ettt et e s st b et e st e e e e reetee e e reenreeteeeeeres 3
Q.80. Would you say that shopping on a website from another European Union country is
more risky than on a website in Northern Ireland?
YOS e e bt et ettt b e e n e eh e be e e e st ent et e st e e e ateere e e eees 1 (484)
O e e et b e eae et et e e bt e b e et entt e et e e teeanteeenreseereserensan 2
it depends on the country (SPONTANEOUS)............cooouiiiiiieiiceecieee et e e s eee e e e 3
D e sttt b s et r et e st es e e e e teeeeene et e e et e eeeeneeean 4
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Q 81 a) In the context of the Internet, have you ever heard of ?

FOR EACH ITEM, ASK Q.81.a, b, c IN TURN (IF NECESSARY)

b) Have you seen any on the websites you use/visit?

¢) And have you read them? (SHOW CARD ‘Q.81c’ WITH SCALE)

.81 b: 1c:
Qs81a Q.81b: Q8ic:
IFCODE1InQ81a IFCODE1iInQ81b
READ OUT NOT SEVER]
YES NO DK YES NO DK |APPLIC{ONCE| AL INEVER DK
ABLE TIMES
. 7 7
1 Internet trust marks 1 2 3 1 2 3 4 i % /
(485) (489) A
statements about the
1 2 3 1 2 3 4 1 2 3 4
2 | protection of personal (486) (490) (493)
data
3 statements about the 1 2 3 1 2 3 4 1 2 3 4
secunty of payment data (487) (491) (494)
statements about on-
line dispute resolution or
4 amicable resolution, 1 2 ( 428) 1 2 3 ( 432) 1 2 3 ( 435)
other than through the
courts

IF CODE 1 FORITEM 1IN Q.81.a.,, OTHERS GO TO Q.84

Q82 Compared with other websites, do you think that websites with Internet trust marks are  ?
{(READ OUT - ONE ANSWER ONLY)

more reliable 1 (496)
about as reliable 2
less reliable 3
DK 4
Q 83. If the Internet trust mark owner were not based in Northern Ireland, which of the
following opinions would come closest to yours? (SHOW CARD ‘Q.83' - READ OUT -
ONE ANSWER ONLY)
You would be more confident about the trust mark 1 (497)
You would be as confident about the trust mark 2
You would be less confident about the trust mark 3
It depends on the trust mark owner (SPONTANEOUS) 4
DK 5
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ASK ALL

Let's move to the end of the questionnaire by talking about people with

a) Are you aware that 2003 is the European Year of People with Disabilities?

IF CODE 1IN Q.84.a., OTHERS GO TO Q.85.

disabilities.

(498)

1 GOTOQ.84.b.
2 GOTOQ.S8s.
3 GOTOQ.SS.

b) (IF YES) How did you find out? (SHOW CARD ‘Q.84b’ - READ OUT - MULTIPLE ANSWERS

POSSIBLE)

Through a member of Your family ...........cooviieieiiiee e e
Through @ fHIENG........ccuiiere ettt e e e e e seseoes
Through an aCqUAINTANCE .......covveiieeec et e e
Through @ rade UNION.........cccovviiiniiieeiec et e e e sos
Through an NGO (Non Governmental organisation)...........c..ccoveeveeveeeeereveeesoeesseeno,
Through an organisation or association representing people with disabilities...............
Through another organisation or @ssoCiation ...............c.oeevcvirecerceeeree e
Through national, regional or local aUthOMLIES ...........c.cccvivecueereeeeeeee e eeeee e,
Through the media (TV, radio, WHEN PreSs).........cc.ooiriereeieeeeeeeeeeeeeee e oo
Through the INterNet ... ...t e e e eeeen
Through European Union publiCationS .........cc.oociivieviiiiececceereeeee e eee e ees e s
Through an event organised for this OCCASION ...........ocoevvvvviireeeeee e e
Other(s) (SPONTANEOQUS) .......c.cuvioiirieiiiiiiece ettt s e e s e eseas e
DK ettt ettt re et ee et et er e e eeeesaen
ASK ALL

1, (499-512)

In your opinion, what is the purpose of the European Year of People with Disabilities?

(SHOW CARD ‘Q.85' - READ OUT - 2 ANSWERS MAX.)

To raise money for disabled PEOPIE ..........coueeueeuiieriieireeee oo e e e e 1, (513-519)
To increase understanding of disability ISSUES............c.c.oovieeeoveceeeeeeeeeeeeer e 2,
To promote the rights of people with disabilities .................cocveeveeeeereeeee e 3,
To give a more positive image of people with disabilities............ccveeveeereereeveeeos e 4,
To show that people with disabilities face many types of discrimination........................ 5,
Other (SPONTANOUS) ..ottt et et e e e e e e 6,
DK ettt a et et et et e et e e e s te e e e e s s oo seoo s 7,
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Q 86 The European Year of People with Disabilities may have contributed to improvements in the quality
of ife of people with disabilities in Northern ireland For each of the following, could you please tell
me if you tend to agree or tend to disagree (SHOW CARD ‘Q.86)

THE EUROPEAN YEAR OF PEOPLE WITH DISABILITIES...

TEND TO TEND TO
READ OUT AGREE DISAGREE DK
... has contributed to informing people about the 1 2 3
1 | difficulties faced by people with disabilities in their daily
ife (520)
2 has paved the way towards really getting the same 1 2 3
nights for people with disabilities as everyone else (521)
3 has improved access to public places (builldings and 1 2 3
transport) for physically disabled people (522)
4 has improved access to public places (buildings and 1 2 3
transport) for intellectually disabled people (523)
5 has helped physically disabled people to exercise the 1 2 3
same rights of access to services as other people (524)
6 has helped intellectually disabled people to exercise 1 2 3
the same rights of access to services as other people (525)
7 has improved access to employment for people with 1 2 3
physical disabilities (526)
8 has improved access to employment for people with 1 2 3
intellectual disabilities (527)
9 has improved access to standard educational systems 1 2 3
for people with physical disabilities (528)
10 has increased understanding of physical disability 1 2 3
Issues (529)
1 has increased understanding of intellectual disability 1 2 3
Issues (530)
12 has increased media coverage of physical disability 1 2 3
ISsues (531)
13 has increased media coverage of intellectual disability 1 2 3
Issues (532)
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Q.87. I am going to read you some statements about people with disabilities and work. Please answer
yes or no to the following statements.

READ OUT YES NO DK
1 People with disabilities have the same legal right as 1 2 3
anybody else to a job (533)
2 People with disabilities have the same legal right as 1 2 3
anybody else to take part in training (534)
3 There are European laws against discrimination in the 1 2 3
workplace on the grounds of disability (5635)
4 In general, employers make the necessary changes in 1 2 3
the workplace to employ disabled people (536)
5 People with severe physical or intellectual disabilities 1 2 3
should only work in sheltered workshops (537)

Q.88. Do you personally know anyone who has any long-lasting illness, disability or infirmity that limits
their activities in any way? (IF YES) Who are they? (SHOW CARD ‘Q.88 - MULTIPLE ANSWERS

POSSIBLE)

N O et b ettt b e s et e et e e teas et e eresmeen b be s e et e eneerenes 1, (5638-549)
Yes, a member(S) Of Your family ... ee e eee e 2,
R (=T Te [ IR OSSR 3,
Y8, @N aCUAINTANCE(S) ....viiieiirieiiriert et ete e nr e te et e s st et e b etr et e sten b e sb et enesseresesteeaseseneeneeeas 4,
YES, @ NEIGHDOUI(S) ....oeiiiiiiiiii ittt ettt ettt er et se et se et e et etes et eneeeeeesenteseesessreas 5,
YES, @ COHBAGUE(S) ....ceeiiieeiiriieiiieeii ettt te et e et e st s raeseeeetessb b e s e s e st een e et eeeseseeenseeesaseesnns 6,
Y8, @ CBME(S) .eeiiiiiieieecer ettt e e e ettt e eses e tebeeesaansneeaessaseeees e esseteteeeeeeseenees 7,
YeS, PUPII(S) 8L SCROO! ..ottt ettt st eme et e s teean e e s e seenen 8,
Yes, student(s) at UniVErSity ..........coiiiiiciiieiiisecre ettt et s e e s s e e es e eane 9,
YES, ONEI(S) ..ttt ettt e e et st st et e e et seeee e e et enneenteserens 10,
Yes, | regard myself as @ QiSADIEU PEISON ......c.c.eiiiuiieieieeee e eee s e e e e e e ee e e s eteseseee s seesae s 11,
DK ettt e s b bk s a ek et e e b e st et etesestes st eae et et ene st et aeeesaaes 12,
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Q.89. How aware are you of the various types of disabilities? Would you say you are fairly aware or fairly
unaware of the various types of disabilities?

T | e | o
1 | Visual disabilities 1 2 6gm
2 | Heanng impairments 1 2 (521)
3 | Neuromuscular impairments 1 2 3
(552)
4 | Skeletal impairments 1 2 (51533)
5 | Cerebral palsy 1 2 (524)
6 | Spinal cord injury 1 2 (525)
7 | Head inury (cerebral vascular accident) 1 2 (526)
8 | Stroke (cerebral vascular accident) 1 2 3
(557)
9 | Loss of imbs 1 2 (528)
10 | Multiple sclerosis 1 2 (529)
11 | Muscular dystrophy 1 2 (520)
12 | Arthritis 1 2 (521)
13 | Asthma 1 2 (522)
14 | Cancer 1 2 (523)
15 | Diabetes 1 2 (524)
16 | Epilepsy 1 2 (525)
17 | Brain injury 1 2 (526)
18 | Alzheimer's disease 1 2 (527)
19 | Parkinson's disease 1 2 (5:638)
20 | Mental retardation 1 2 (529)
21 | Psychiatnc disabilities 1 2 (51_30)
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What percentage of the population in Northern Ireland do you think has a disability of
any kind? (INT.: DO NOT SHOW CARD - DO NOT READ OUT - ONE ANSWER ONLY)

Less than 1%

................................................................................................................................. 1(571)

PUNCHER NOTE: NO COLS. 572-573
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DEMOGRAPHICS

In political matters people talk of "the left" and "the right".
How would you place your views on this scale? (SHOW CARD ‘D.1’)
(INT.: DO NOT PROMPT - IF CONTACT HESITATES, TRY AGAIN)

LEFT RIGHT
1 2 3 4 5 6 7 8 9 10
REFUSA! ...ttt ettt sttt e s hesa bt b s ee et e en b e b e srbe et s beeenbesabeanaeenneees 11 (574-575)
3] OO OO USSR 12

NO QUESTIONS D.2. TO D.6.

Could you give me the letter which corresponds best to your own current situation?
(SHOW CARD ‘D.7’ - READ OUT - ONE ANSWER ONLY)

Y =T 1Yo [ O OO  OT O SOOsTPS U R USSR 1 (576-577)
REMEIMIBA .. ..ot eeee ettt e e st et e ea e e bt s bt e s e e e e e aessesanterarassaesaesnnseansens sseassbesennnsansenessessines 2
Unmarried, currently living With partner ..............ccccoiiiiiiii e e s ceee e 3
Unmarried, having never lived with @ Pantner ...t e 4
Unmarried, having previously lived with a partner, but now on my own............cocooevivrciieicicin e, 5

DIVOICEA ... ettt e e e et b s emea e cr e e s nt e s ae e e aneneteesaneeinea 6

SEPATALEA ...ttt e e et sttt e e s e e e ae e s an e e te s aabenanseenes 7

WIOWE ...ttt et st eae s eh et et esa b et e e e erana e sseasaassesabeabannns enrean 8

Other (SPONTANEOUS). ...ttt e re s b et e e s s smrae e s e bta s seansasansnsnneean 9

Refusal (SPONTANEOUS) .......coooiiiiiieerieceece e s e s e e e b eneecbe e beesbs sssensesan s eenras 10

How old were you when you stopped full-time education? (INT.:IF “STILL STUDYING”, CODE ‘00’)

(578-579)

NO QUESTION D.9.

Gender.
MBI ittt ettt et e et e bt e et et e e ae e e ee e et teen e e et eaar et eeteaaeantareaaantereeaarantaeeaanseeens 1 (580)
FRIMAIR. ... ettt e e e e e e e et e e e s s e eaeaeaeasmeaeean s aseresmataee st teenaeeeeennansantmtenteiesenananres 2

How old are you?

(581-582)

NO QUESTION D.12. TO D.14.
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D.15. a) What is your current occupation?

IF NOT DOING ANY PAID WORK CURRENTLY —CODES 1 TO4IND. 15. a.
b) Did you do any paid work in the past? What was your last occupation?

D.15.a. D.15.b.
CURRENT LAST
OCCUPATION | OCCUPATION
(583-584) (585-586)
NON-ACTIVE
Responsible for ordinary shopping and looking after the home, or without any 1
current occupation, not working
Student 2
Unemployed or temporarily not working 3
Retired or unable to work through iliness 4
SELF EMPLOYED
5 1
Farmer
Fisherman 6 2
Professional {lawyer, medical practitioner, accountant, architect, etc.) 7 3
Owner of a shop, craftsmen, other self-employed person 8 4
Business proprietors, owner (full or partner) of a company 9 5
EMPLOYED 10 6
Employed professional (employed doctor, lawyer, accountant, architect)
General management, director or top management (managing directors, director 1 7
general, other director)
Middle management, other management (department head, junior manager, 12 8
teacher, technician)
Employed position, working mainly at a desk 13 9
Employed position, not at a desk but travelling (salesmen, driver, etc.) 14 10
Employed position, not at a desk, but in a service job (hospital, restaurant, 15 11
police, fireman, etc.)
Supervisor 16 12
Skilled manual worker 17 13
Other (unskilled) manual worker, servant 18 14

NO QUESTIONS D.16. TO D.18.

D.19. Are you in your household, the person who contributes most to the household income?
(READ OUT)
| (=T T OO SO ST OSSR RRORORTN 1 (587)
NO ettt et et etk e et e e b b shte e te e e e nbeene srsaneeneentesanenes 2
BOth @QUAEILY ... e e nb e s eebee s 3
DK ettt e et et e et et e ann e e e b e e ateee e areeeereeeenbesseaen s 4
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NO QUESTION D.20.

IF "NO", CODE 2 IN D.19.
D.21. a) What is the current occupation of the person who contributes most to the household income?
IF "NOT DOING ANY PAID WORK CURRENTLY"”, CODE 1 TO 4 IN D.21.a.
b) Did he/she do any paid work in the past? What was his/her last occupation?

D.21.a. D.21.b.
CURRENT LAST
OCCUPATION| OCCUPATION
(588-589)

NON-ACTIVE
Responsible for ordinary shopping and looking after the home, or without any current 1
occupation, not working
Student 2
Unemployed or temporarily not working 3
Retired or unable to work through illness 4
SELF EMPLOYED

5 1
Farmer
Fisherman 6 2
Professional (lawyer, medical practitioner, accountant, architect, etc.) 7 3
Owner of a shop, craftsmen, other self-employed person 8 4
Business proprietors, owner (full or partner) of a company 9 5
EMPLOYED
Employed professional (employed doctor, lawyer, accountant, architect) 10 6
General management, director or top management (managing directors, director 11 7
general, other director)
Middle management, other management (department head, junior manager, teacher, 12 8
technician)
Employed position, working mainly at a desk 13 9
Employed position, not at a desk but travelling (salesmen, driver, etc.) 14 10
Employed position, not at a desk, but in a service job (hospital, restaurant, police, 15 11
fireman, etc.)
Supervisor 16 12
Skilled manual worker 17 13
Other (unskilled) manual worker, servant 18 14
NEVER DID ANY PAID WORK m 15
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NO QUESTIONS D.22. TO D.24.

D.25. Would you say you live in a...? (READ OUT)

FUrAl @r@a OF VIllAgE ........ccveeeecr et et bbb 1(592)
small or Middie SIZEA tOWN........cooiiiiiiiiiciir e et 2
JAIGE HOWIN ..ottt et et te e n e s et e et stnesh e e s teer e e nesannennen 3
DK e e e e e e a et e e e r e e neeabeterbtesaneeeneesateesasaesnnesens 4

NO QUESTIONS D.26. TO D.28.

D.29. We also need some information about the income of this household to be able to analyse the
survey results for different types of households. Here is a list of income groups. (SHOW CARD ‘D.1*)
Please count the total wages and salaries PER MONTH of all members of this household; all
pensions and social insurance benefits; child allowances and any other income like rents, etc...Of
course, your answer as all other replies in this interview will be treated confidentially and referring
back to you or your household will be impossible. Please give me the letter of the income group
your household falls into BEFORE tax and other deductions.

B et h bbb e e R e s b e s et e e Rb et e bt e et eeatemn s entntentanis 1 (593-594)
LI OO USRS UT R 2
P et r b LR bR A etk e s et e R e R et s eae s ereennestentenes steeneeeee 3
B et ettt e R e e b es e s b n e re e s e e re s neeae et enrensasteetenns 4
et e A e e bbb e e s e et as bbb erteaneteseanis 5
H e ettt e bbbt e s e b eraent et e tesasbeeb e e nne 6
L et bbb ek e e ae R e Rt s e bs et e bertensr et e sanenns 7
N ettt e bkt e e etk es e s e be s e st ete s b e eren et ereeresbeteeesnen 8
R ettt sttt sttt e b e st ea b et et e st e s eateenenaabestseneantannsnen 9
Ve ke R bt bk et et ekt s b ekttt e e Rean st beare e eresee s annaras 10
S e e bt h et et e e st Rt e e b e te et ebeeteenee e eteaneer et nas 11
K et s e et b et e ae bRt a b et e e be b e b eteeteereneerene e 12
REFUSAL ...ttt et e e ba b e et ereeneeeneeteeeree st eereens 13
DK et e h st a etk At bRt a sttt et e en s eb e et seabea e e neensabeeeeateaeenns 14
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INTERVIEW PROTOCOLE

DAY MONTH
P.1. - DATE OF INTERVIEW (595-596) (597-598)

HOUR MINUTES
P.2. - TIME OF THE BEGINNING OF THE INTERVIEW | soc'eto | i601-602)

(INT.:USE 24 HOUR CLOCK)

P.3. - NUMBER OF MINUTES THE INTERVIEW LASTED 05-605)
P.4. Number of persons present during the interview, including interviewer.
Two (interviewer and reSPONAENT) .........cvieerierereerierereere et st b e ens 1 (606)
TREEE e eveeeeeeeete et ee s et ees e st e teseseeaeeesesae e beeutasseereenn e nR e s e e ne kS e ntabe e eEe skt eeben s e st e neeanterte e ntebetereneenne 2
O 1ttt ettt e s et e e saeeeeaeseebaeessean e e saeeaseebeeehee e b e er e e e n e e en e s e e R et s e e R e e e Ee s eh e s e ae e e s n e sn e 3
Y=Y g 14 o) 1= OO OO OO 4
P.5. Respondent cooperation
EXCEIENE ..o veeeeeeieeerieteteeveetese et ettt st e s s es b se e ee e asseseaeeseseess st e et aben et e e e aranereeR et ot senns s ereanenenren 1 (607)
=Y OO PO 2
F XY =Y o - SO OO OO OO SR O PO RSO OTOTORON 3
B ..vtieeeere it ettt ee et et et eir e b e n bk b e bRt R e R R e e e bt R b eu b e b e Rt 4

P.6. Size of locality

Less than 2,000 PEOPIE......ccooviiieeciii e ettt e 1 (608)
2,001 - 20,000 PEOPIE......viiiiieeeei ettt ettt e e e s 2
20,001 - 100,000 PEOPIE........ueeiiiiiireeciiiiree it 3
100,001 PEOPIE AN MOTE.......cciiiiiriireciiiiiiis ittt e e 4

PUNCHER: THERE ARE NO COLS. 609-611

INTERVIEWER: THERE IS NOP.7

P.8. Postal code

(612-619)
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P.10.

P.12.
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a)

b)

Sample point number

(620-627)
Interviewer number

(628-635)
Weighting factor

(636-643)

Fixed telephone available in the household?
Y B e e et b et e ee e et e e e et e e 1 (644)

Y S ettt et ettt e s e et ettt 1 (645)
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