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5. CONSUMERS IN THE DIGITAL SINGLE MARKET

This section of the Scoreboard reports on experiences, persemnd behaviour of
consumers and businesses in Eur@dgital Single Market (DSM). The findings reported

in detail below e point to a contrasting trend between the demand and supply sides of the
DSM.

On the one hand, the uptake of e-commerce by consumers, both dandsti®ss-border,
continues to grow apace. Their experience is also improving, eatrfconsumers reporting
delivery problems with their online purchases. Even more remigtkaiere is a breakthrough
surge in consumer confidence, which augurs well for the further devehdmhan integrated
European e-commerce market.

On the other hand, the supply side does not seem to follow timd. ttengagement of
businesses in e-commerce remains low (with the notablgtxeef certain sectors such as
accommodation services) and increases only marginally, even degréasa number of
countries. Retailers voice persistent concerns with onlins sal@ remain reluctant to sell to
consumers in other EU countries.

When the Commission set out its DSM strafegy identified a range of regulatory and
supply-side barriers that need to be removed, but also demand-sideled such as the
consumergtack of trust in buying online from sellers in other EU countridéss Bcoreboard
suggests that the situation is changing for consumers, and that theyowée considerably
more DSM-ready@han businesses, both in terms of trust in e-commerce (ioylartcross-
border) and in terms of actual behaviour.

5.1. E-commerce in the EU from a consumer perspective

5.1.1. Confidence in buying online domestically and cross-border

Surge in consumer confidence in online purchases
Consumer confidence in e-commerce is a key driver for the development of the DSM

While the 2014 Consumer Conditions Scoreboard had already detigetedsstrengthening
confidence in online shopping among EU consumers, the 2016 data show #attigelarly

striking in these results is the increase in consumer confidentelying online across
borders. For the first time, more than half of the consumers (57 &9%o}that they feel
confident about purchasing online goods and services from traddrsbéstd in another EU
country, a very substantial increase of 21.1 points from 2014. Reported ocgefide

domestic online shopping also increases significantly (plus 12.4 pointcto 78.4 %).

While more consumers are confident buying online from retailersein bwn country than
from those in other EU countries, the gap is significantly narrowihg first time this
happens).

! https://ec.europa.eu/commission/priorities/digitialgle-market_en
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Figure 59: Consumers' confidence in online purchase$o of persons confident buying online
(from their own country and from other EU countries) EU-28, 2016 (%)
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Source: Survey on consumer attitudes towards cross-border trade and consot@etign:. How strongly do you agree or
disagree with each of the following statements? You feedemtfpurchasing goods or services via the internet from
retailers or service (in your country/in another EU country).

Even if mainly perception-related, the importance of these laewents cannot be
overstated. It should not be forgotten that for years lack of congumsénn cross-border e-
commerce has been one of the important demand-side barrieppitogtéhe full potential of
the DSM. For the first time, we see clear signs of this obstacleingced

It is also important to note that confidence in online shopping@vavidely between Member
States. The big increase observed for the EU-28 is mdmign by a few Member States
with particularly high levels of confidence and a significant weight in Eean@-commerée

In the EU-28, the highest levels of confidence in domestic onlirghpses are reported in the
United Kingdom (87.6 %), Ireland (84.6 %), Germany (84.5 %) and Austria (84 At%)e
opposite end, confidence levels are lowest in Portugal (40.8 %), C{481%%), Bulgaria
(44.9 %) and Lithuania (46.6 %) where less than half of consumersdivaststic online
purchases.

A similar pattern can be observed for confidence in onlimeh@ses from traders established
in another EU Member StateAgain the United Kingdom leads the ranking with 77 % of
consumers expressing their trust, closely followed by Ireland ¢8%.@Rustria (75.6 %) and
Luxemburg (75.0 %). Conversely, the lowest proportion of consumers conifdentss-

2 Germany showed the highest increases in the Eidnfidence in both domestic and cross-border tciitses
(plus 20.4 and 44.5 percentage points respectively)

® The two indicators show a correlation coeffici@n country averages) equal to 0.80.
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border e-commerce is in Lithuania (31.5 %), Portugal (33.6 %), Gr8dc& %) and Latvia
(34.9 %).

Figure 60: Consumer confidence in online purchases% of persons being confident buying
online (from sellers in their country and in otherEU countries), country results, 2016

Source: Survey on consumer attitudes towards cross-border trade and consot@etiqgn:. How strongly do you agree or
disagree with each of the following statements? You fedtleomfourchasing goods or services via the internet from
retailers or service (in your country/in another EU country).

Average confidence in online shopping tends to be strongly correlatethteithet use and to
a lesser extent with age (negatively) and with the level of édacgositively). Vulnerable
consumers are less confident in e-commerce, and men appeasslightly more confident
than women.

In addition, there seems to be a positive link between confidandeactual purchasing
behaviour as suggested by the positive correlation (measured on couatyybktween the

percentage of persons who are confident and those actually buying oaotimeloimestically

and cross-bordér

* As for 2016, the correlation indexes are equaD® and 0.6 for domestic and cross-border e-conenerc
respectively.
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5.1.2. Consumer online purchases

In 10 years the share of persons buying online almost doubled

In 2016 more than half (55 %) of the EU populatiaeclared having bought online in the
previous 12 months. Most e-shoppers (corresponding to 45.3 % of the Elatpop had
done so in the previous 3 months and an additional 10 % between 3 and 12 ledorths
Compared to 2007 the proportion of online buyers almost doubled from 2275%1t %.
The increase is mainly reported for those who made their lasiegmirchase in the past 3
months (representing the more active online buyers), the pageenf which doubled from
22.7 % to 45.3 %.

Figure 61: Online shopping, EU-28 (% of the populatiorwho ordered goods or services over the
internet for private use in the last 12 months), 207-2016

Source: Eurostat Community survey on ICT usage in households and bguatiiisoc_ec_ibuy). When did you buy or
order goods or services for private use over the internet?

® The Community survey on ICT usage in householdstanindividuals covers the population between 16 a
74 years old.
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The uptake of e-commerce still varies widely between EU coastri

The proportion of people buying online varies considerably betwesmber States as has
persistently been the case for years. Some EU countriesupaee80 % e-shoppers while in
others this share remains below 30 % (Figure 62). High proportiopgayle purchasing
online can be found in the United Kingdom (82.6 %), Denmark (81.5 %) and Luxegnbour
(78.4 %), while the share is among the lowest in Romania (11.9 %) and Bulgaria (16.8 %).

Compared to 2015 the average share of e-shoppers in the EU haseddog 2.1 percentage
points. The strongest increases can be observed in Ireland @loMkia (+6.7) and Latvia
(+6.3). Six countries report a decrease in the proportion of orlimgpsrs, with the biggest
declines in Estonia (-2.5), Malta (-2.3), and Finland (-1.9).
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Figure 62: Online shopping, by country (% of populaton who ordered goods or services over the
internet for private use in the last 12 months), 207, 2015 and 2016
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Source: Eurostat Community survey on ICT usage in households and bguatiiisoc_ec_ibuy). When did you buy or
order goods or services for private use over the internet?

The uptake of e-commerce also varies strongly within the populd&pending notably on
age, education, income and employment status.

x the proportion of persons buying online declines with age: igjieekt percentage is

among those aged 25 to 34 years (72.3 %) and the lowest among individuals older
than 64 years (27.2 %);
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x the likelihood of buying online increases with the level of educatichacthe share
of e-shoppers reaches 77.9 % among highly educated individuals and just 29.5 %
among those with little or no education;

x the income of the household in which the person lives also seeneyta pble, with
70.8 % of online buyers belonging to the highest income quartile and 37.7 % to the
lowest income quartile;

x retired and other inactive persons, and the unemployed are lesstdikely online
compared to the overall population (32.1 % and 39.9 % vs 55.1 % respectiveig): at t
opposite end of the scale, high shares of e-shoppers can be olmaomeg white-
collar employees (74.3 %).
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Figure 63: Online shopping (% of the population who odered goods or services over the
internet for private use in the last 12 months), bysocio-demographic characteristics, EU-28,
2016

Source: Eurostat Community survey on ICT usage in households and bguatiisoc_ec_ibuy). When did you buy or
order goods or services for private use over the internet?

94



Consumers mostly buy online from traders located in theguatry, but cross-border e-
commerce is also progressing.

Although online purchases are only one click away, the majority of tlehgses are (still)
done domestically. In 2016, almost half of EU consumers (49.1 %) bought drdime
retailers in their country. This represents an increase af (&rcentage points compared to
2008 (up almost 1.8 times in relative terms). Conversely, the gaar 17.5 % bought online
from retailers in a different EU country. That is a surge of p&r8entage points since 2008
(i.e. almost a tripling in relative terms). The share of those purchasmgcbmpanies outside
the EU also grows in similar proportion but remains compargtiogl at 11.3 % (from 4 %
in 2008).

Figure 64: Online shopping (% of the population who odered goods or services over the
internet for private use in the last 12 months), by location of the retailer,
EU-28, 2008-2016

Source: Eurostat Community survey on ICT usage in households and bguatiisoc_ec_ibuy). From whom did you buy
or order goods or services for private use over the intem#éte last 12 months?

Looking at results by country, the following can be observed (Figure 65):

X consumers in most Member States are more likely to buy onlinerétaiters in their
country with the exception of Cyprus, Luxembourg, Malta and Austria;
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x the proportion of e-shoppers buying from traders in both thes samd other EU
countries is above average in the Nordic countries, France, therMeds, Slovakia
and the United Kingdom;

X consumers in Germany show a clear preference for domesiiengtanaking it the
only country with an above-average percentage of online buyers fromstiome
retailers and a below-average share of consumers buying onlime dileer EU
countries;

x the 11 countries with shares of e-shoppers below the EU aviraiipedomestic and
cross-border) are in either the eastern or the southern regions of.the EU

Figure 65: Online shopping (% of the population who odered goods or services over the
internet for private use in the last 12 months), byocation of the retailer and by country of the
consumer, 2016
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Source: Eurostat Community survey on ICT usage in households and by indijislb@a ec_ibuy). From whom did you buy
or order goods or services for private use over the intem#éte last 12 months?

Consumers shop online mostly for clothes and sports goods

In 2016, 33.9 % of the population bought online clothes and sports goods follywed
household goods (24.2 %) and holiday accommodation (22.9 %). Compared to 2015, the
proportions of those who bought food and groceries (+3.1) increased the most.
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Between 2010 and 2016 the biggest increases can be observed for aathsgorts goods
(increase by roughly 15 percentage points), followed by household goods (+10.2).
Interestingly, the incidence of persons buying computer software pangsbns buying
films/music online remained stable over the same 6-year timé.span

Figure 66: Online shopping (% of the population who odered goods or services over the
internet for private use in the last 12 months), byind of good/service, EU-28, 2010, 2015 and
2016

Source: Eurostat Community survey on ICT usage in households and bguatiisoc_ec_ibuy). What types of goods or
services did you buy or order over the internet for privateinghe last 12 months?

Asked separately about their online purchases of financial esrower the past 12 months,
10.5 % of respondents in the EU-28 declared in 2016 to have bought or remenvedrance

® However, this does not necessarily imply a sinskability in the overall purchase volumes (aswvbkime of
purchases per capita might have changed substgntial
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policy over the internet, while buying investment products and taking a Iaanredit have a
lower incidence (3.6 % and 2.3 % respectively).

Figure 67: Use of the internet for financial activites (% of the population), EU-28, 2016

Source: Eurostat Community survey on ICT usage in households and bguatiisoc_ec_ibuy)Pid you carry out any
of the following financial activities over the internetdlexiing e-mail) for private purposes in the last 12 montfs?

The average e-commerce expenditure per inhabitant has increased

Of the consumers who purchased online in the past 3 months (45.3 %) in 26i.6aitidhey
spent between EUR 100 and EUR 499 (18.3 % of the population) and ondfl poportion
more than EUR 1000 (4.3 % of the population).

" Data for Denmark are not available.
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Figure 68: Online shopping (percentage of the populeon who ordered goods or services over
the internet for private use in the last 3 months)by expenditure ranges, EU-28, 2016

Source: Eurostat Community survey on ICT usage in households and bguatiiisoc_ec_ibuy). How much as an
estimate did you spend buying or ordering goods or servicestwénternet (excluding shares or other financial services)
for private use in the last 3 months?

On average, each EU inhabitant between 16 and 74 years of ag®sgrea 3-month period
an estimated EUR 162 in online purchases. This corresponds to a iiicie8se from 2015
(EUR 147). The highest expenditure per capita is reported idrthed Kingdom (EUR 432),
followed by Denmark (EUR 304) and Sweden (EUR 289). At the other e spectrum,
Romania (EUR 12), Hungary (EUR 14) and Bulgaria (EUR 18) repotbthest per capita
online spending.
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Figure 69: e-Commerce expenditure per inhabitant (ireuro), EU-28, 2015 and 2016
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Source: Own estimations based on the Community survey on ICT usageehdidsisind by individuals and on population
statistics (Eurostaf)

5.1.3. Delivery problems experienced by e-shoppers

Fewer consumers report delivery problems

In 2016, 34.5% of EU consumers who bought online experienced a problerhevidblivery
of products. The incidence ranges from the highest levels reporiMdlta (73.8 %), Latvia
(60.2 %) and Belgium (55.5 %) to the lowest in France (21.1 %), Augtli& %0) and
Luxembourg (23.9 %). Within the EU, the share of e-shoppers repouiigpsoblems went
significantly down by 15.6 percentage points between 2014 and 2016 witlargest
improvement observed in France (-36.3) and the largest deterioration in Est8B2).(

8 The indicator is estimated as follows:
9

Tl= =@0 1 260y
U@s

where:

'T L& average expenditure per capita (population betvi@eand 74 years old) in country |

2zestimated expenditure value related to the i-freaditure range

Ly= share of persons (base: whole sample) whosegp#tacexpenditure falls in the i-th expenditure

range

= @ adjustment factor for country j to take into asebthe incidence of non-response in the question

on the volume of expenditure.
As for the estimated expenditure within the avaddatanges, it is assumed that the actual expeweditur
volume per respondent indicating a range is equtilg central value of the range (ex: EUR 25 ferrémge
between EUR 0 and 50); for the highest range (EOBDIor more) a value of EUR 1.300 is assumed.
The indicator for Italy is not available for 2016.
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On average for the EU, 31.4 % of buyers reported delivery problethspurchases from
domestic retailefs The highest proportions were in Romania (49.4 %), Poland (48.9 %) and
the Netherlands (45.4 %) and the lowest in Luxembourg (18.1 %), Austria%)9a®d
France (21.4 %). Between 2014 and 2016, the incidence of delivery probigndomestic
purchases decreased by 15.6 percentage points, with the bésporés reported in France
(-33.4) and the worst in Malta (+26.6).

Finally, on average for the EU, 21.9 % of buyers reported having habéem with
deliveries® from another EU country. The highest incidence was reported ita N&8.7 %),
Latvia (43.3 %) and Portugal (41.3 %) and the lowest in France (8#®é&d)nited Kingdom
(11.3 %) and Germany (12.1 %). Since 2014, the percentage of persons wiatedth@dic
problem with cross-border deliveries dropped by 5.8 percentagts jpoi average for the EU,
with the sharpest decrease in Ireland (-30.1) and the highest increase in Rogu4gal

The significant decrease in the share of buyers who experiencblgms with delivery is
quite unexpected at face value, and even more so considerinthéhablume of online
transactions carried out by the average e-shopper has increased

Interestingly, there is some statistical evidence suggeshiagy the decrease in delivery
problems may have contributed to the boost in consumer confideme#ine buying. The
change in percentage (between 2014 and 2016) of confident consumers isynoodedtted
with the change in percentage of consumers who did not experiengaryderoblems, both
with domestic and cross-border transacttans

° Out of those who bought online domestically.
9 Out of those who bought online from retailers ihes EU countries

1 From an estimated EUR 344 in 2015 to EUR 358 ih62®ource: own estimations based on Eurostat data
(survey on ICT use by households and individu&sk also footnote 89.

12 Correlation coefficient is 0.5 for both pairs @friables.
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Table 6: Problems experienced by consumers with the delivery ainline purchases (% of
consumers), by country, 2016

With a domestic retailer Wtq géetglzl e ;ronr; u Overall
Tuvs( 2016 2016-2014 2016 2016-20[4 2016 2016-2
EU-28 31.4% -15(6* 21.D% -3.8*  345% -1
BE 40%* +219 39%0* +.4 55.53%* +
BG 35.5M -0.8 29.4p06* -p.9  40.9%*
(074 43.3%* -0.7 14.2p6* HL.0 45.9%*
D 33.7% -1.0 21.8% -8.5* 41.2%*
DE 26.1%* -23.p* 12.1%* -4.5 24%* -24
EE 34.7% +5.8 29.2%* 6.8 53.A4%* +1
IE 22.1%* -6.7* 18.1% -30|1* 24.8%* -24
BL 38.9%* +4.7 28.5% 417 44 B%*
EB 40.6%0* -1.3 35.9p0* #3.0 50.9%*
FR 21.49%* -33.4% 8.8%0* -24|1*  21.1%* -34
HR 34.5M +Q.3 38.90%* 4#3.3 51.B%* +
IT 409%* +2]2 30%* +15 49.9%* +7
Cly 26.2% +15|3* 40.6%* -13.7*  49.8%*
LYy 39%* +3|3 43.3%* +0.8  60.2%* +1
Lr 35.4M% -4.2 37.8p6* -2.8  47.3%*
LU 18.1%* -12)1 23.4% -29.8*  23.9%* -2
HY 32.1% -8.8* 23.8% -9.4 7% -
MT 34.1% +26.6* 66.7%0* +5.0 73.8%*
NL 45 .4%* -18 21.5% -3 49.1%*
AT 19.8%* -10.4* 14.7%* -2818*  21.7%* -24
PL 48.9%* +1§.5 15.6% H1.2  49.5%*
PIr 30.8po -9.3 41.3p0* 8.4  43.3%*
RO 49.4%* +10.p* 18.9% -6.3 49%*
S| 25.6%* -4{9 29.1%* 4.1  40.3%* :
SK 45%* -4.3 25.9% -b.2  48.7%*
H 26.7%* -3|5 21.2% -6.0 36|6%
SE 41%* +5.3 15.7p6* -B.6 44.4%*
UK 23.6%* -32.1* 11.3%* -13|0*  24.1%* -33
15 16.6%* -0|4 23.4% +.0  3312%
NO 32% -2|4 23.6% -0.2  43.3%*

Source: Survey on consumer attitudes towards cross-border trade and consot@etign:. | will read you some statements
about problems consumers may have when shopping online. Pléase wghether you have experienced any of them during
the last 12 montHs.

Late delivery is the most common problem reported by online shop{@5.6 % of
consumers, down 12.5 percentage points from 2014), followed by damageahgrdetivery
(12.1 % of shoppers, down 8.9 percentage points from 2014), while no debvéegsi
frequently reported (6.6 % of shoppers, down 4.0 percentage points from 2014).

13 Base: consumers who declared having bought odlimeestically, cross-border (between EU Member S)ate
and overall.
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The fact that a higher proportion of buyers report deliveoplems with domestic purchases
than with purchases from other EU countries should not be intedpieetmean that domestic
delivery is less reliable than cross-border delivery; a mucte rikely explanation is the
higher frequency of domestic e-commerce transactions compared to crossdrms’.

Figure 70: Problems experienced by consumers with ¢éhdelivery of online purchases (% of
consumers), by type problem, EU-28, 2016
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Diff. 2016-2014
Domestic -15.6* -11.9* -9.5*% -4.1*

Cross-bordg
(intra EU) -5.8* -6.4* +0.3 -1.2*
All -15.6* -12.5% -8.9* -4.0%

Source: Survey on consumer attitudes towards cross-border trade and consot@etign:. | will read you some statements
about problems consumers may have when shopping online. Pléase vehether you have experienced any of them during
the last 12 months

5.1.4. Obstacles to cross-border purchases

One out of four consumers experienced a problem which preed them from completing
their online cross-border purchase

In 2016, 24.2 % of those shopping from another EU country faced olsstalcen buying
online cross-border. Among the Member States of the EU, the higleadnce is observed

in Malta (63.4 %), Greece (49.9 %), France (36.4 %) and the United Kin(@méh%) and

the lowest in Spain (12.2 %), Italy (13.8 %), Hungary (14.9 %) and Poland (15.7 %). In

4 Evidence from a 2015 study on obstacles to thédigingle Market (available at:
http://ec.europa.eu/consumers/consumer_evidendegtnatudies/obstacles_dsm/index_en)haiso
qguoted in the 2015 Consumer Conditions Scorebsalys that when comparing the origin oMeK RS SH UV (E
latest problem with the origin of the latest pursacross-border purchases, both within and froisiae
the EU, account for a disproportionately high amafmproblems (12 % and 6 % of purchases and 21 %
and 13 % of problems respectively vs 70 % of pusekand 57 % of problems for domestic e-commerce).

103



addition, the indicator grew by 6.7 percentage points overall in theviuchanges ranging
from +23.2 percentage points in Germany to -23.3 percentage points in Luxembourg.
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Figure 71: Consumers experiencing problems when tryg to buy online from retailers in other

EU countries (% of consumers), by country, 2016

20162014
MT 63.4 +7.1
EL 49.9 o
FR 36.4 +23,0%
UK 35.2 +12,0*
LU 34.4 -23,3*
cy 315 -1.4
IE 31.1 -20,1*
RO 29.3 +33
BG 29.2 +7,0
S 28.0 +11
DK 27.7 +3,3
EE 27.5 +4,9
HR 27.3 +0,5
AT 27.2 -9,6*
BE 27.0 -4,6
DE 26.1 +23,2%
EU-28 24.2 +6,7%
SE 23.9 +7,5
Lv 23.8 5,3
cz 22.9 0,3
PT 22.6 +9,8%
FI 20.1 -3,0
NL 19.8 +7,1
LT 19.7 1,2
SK 19.1 1.0
PL 15.7 0,6
HU 14.9 143
IT 13.8 12,5
ES 12.2 3,7
IS 55.5 +20,8*
NO 24.1 +1.0

Source: Survey on consumer attitudes towards cross-border trade and consot@etign:. During the past 12 months,
have you come across any of the following problems when buying gimbdsrvices from another EU country? Base:
consumers shopping online in another EU country.

51t should be noted that results for Poland and &tenare based on very small sample sizes (92 &nd 4
respectively) and should therefore be consideréddisative.
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The most common problem experienced by consumers when buying ordsseborder is
that retailers do not accept payment from th&k Q V X Bdditdry (2.8 % of cross-border
online shoppers, up 7.9 percentage points from 2014). This is folloyveztailer&refusal to
deliver to the country of the consumer (reported by 10.1 % of cross-tsirdepers, similar
to 2014), while redirection to another site with different @mie@as relatively less frequently
reported (6.2 % of shoppers, down 2 percentage points from 2014).

Figure 72: Problems experienced by consumers wherying to buy online from retailers in other
EU countries (% of consumers), by type of problem, E\238, 2016

30 -
5 | 24.2
20 -

15 -

10 -

VG % CE} o u The retailer or service provider did The retailer or service provider You were redirected to a website ir
v}s§ %S % Cu vs (E}(UE}IPE 0]A E 5§} QQUEE KRG AZ E % E] « A E
}HVSEC different

| 2016-2014 | +6.7* | +7.9* | +0.6 | -2.0* |

Source: Survey on consumer attitudes towards cross-border trade and consot@etign: During the past 12 months, have
you come across any of the following problems when buying goodsmiwks from another EU country? base: consumers
shopping online in another EU country.

These obstacles experienced by consumers in cross-boraenngecce reflect territorial
restrictions applied by the online self€rsThe pervasiveness of such territorial restrictions
was confirmed by a large-scale mystery shopping study carrietyotiie Commissiof,
with almost two thirds of e-commerce websites found to macome form of geo-blocking
(see highlights of findings in the textbox below).

In May 2016, the Commission proposed a regulation to address @eongl and other forms
of discrimination in the Digital Single Mark& The regulation is currently under
consideration by the European Council and the European Parliament.

16 hitps://ec.europa.eu/digital-single-market/en/glm#ing-digital-single-market

17 http://ec.europa.eu/consumers/consumer_evidende#tnatudies/geo-blocking/index _en.htm

18 http://ec.europa.eu/DocsRoom/documents/16742
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Mystery shopping study of geo-blocking practices in the EU Digital SinglMarket

In December 2015, the Commission checked 10 537 e-commerce wébdigese a fuller
picture of geo-blocking practices in the EU. The mystery gimgplooked into 143 country
pairs and 8 sectors of goods and services that are most commarthagad online in thg
EU, such as electronics and computer hardware. Here are its main findings:

X

X

The results of the study informed the Commis®@8agislative proposal on geo-blocking,
adopted in May 2016.

A1

Geo-blocking practices were identified in 63% of all websitesssesl.

Shoppers were allowed to reach the last stage of the online sh@ppa&ss in only
37 % of all websites assessed, where they successfully embeiegpayment carg
detalils.

Consumers are geo-blocked at different stages of online shopping:

when accessing the website: shoppers were re-routed to anetbsite, directly
blocked or offered different products in 5% of the websites dvénabst
frequently in flight bookings (13 %) and car rental (11 %));

when registering on the website in order to place an order: 27 % of the cases;

when selecting delivery options: 32 % of the cases;
when choosing payment options: 26 % of the cases.

EU-13 online retailers (84 %) were more likely to block srberder online shoppers
compared to those based in the EU-15 (66 %).

EU-13 shoppers (74 %) were more likely to be geo-blocked compatbdde based
in the EU-15 (64 %).

For tangible goods, geo-blocking was highest for electrical househoidraggd such
as microwave ovens (86 %) and lowest for books (60 %).

For services, geo-blocking was highest for online reservatiotigel offline leisure
sector, such as sports event tickets (40 %), and lowest fol $&xveces such as hote
bookings (33 %).

Airlines were the number one source of cross-border e-corentanmplaints received in
2016 by the European Consumer Centres (EECacounting for 19.2 % of all complaints.
The other leading sectors in terms of complaints in 2016 wefrgrggoand footwear (5.5 %),
timeshare (5.1 %) furnishings (4.7 %), holiday accommodations (4.4 %) aottoeie
goods(4.0 %).

19 See footnote 49.
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Figure 73: Complaints about cross-border e-commerceeceived by ECCs=— by economic sector,
2016 (% of all complaintsy®

Airlines 19.2

Clothing and footwear
Timeshare
Furnishings
,}8§ o v }8Z €& Z}o] C

Electronic goods (non-ICT/recreation

Rental services 3.7
ICT goods 3.6
Services related to sports and hobbi 3.6
Internet services 3.4
Leisure goods (sports equipment, musical instrumeets) 2.9
Package travel 2.1
0 5 10 15 20 25

Source: ECC Network

20 Only the main categories are included
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5.2. E-Commerce from the supply-side perspective

5.2.1. Online sales

Currently, only one in five businesses sells online

As far as the supply side of e-commerce is concerned, 20.4 % oébsss (with at least 10
persons employed) declared having sold online in 2015. The highest percehbsg®ed in
the EU are around 30 %, as reported in Ireland (30.3 %), Denmark (29.0 %marGyer
(28.5 %) and Sweden (28.2 %), while the lowest proportions of businedseg snline are
found in Romania (7.4 %), Bulgaria (8.6 %), Latvia (10.2 %) and Italy (11.0 %).

Like consumers, companies increasingly engage more in e-commereg, babnsiderably
slower pace, and the trend is not uniform: in the EU, the propaofidusinesses selling
online increased by just 1.0 percentage point between 2014 and 2015 and bgénfager
points between 2009 and 2015. During the same five-year span, the mgoeeste in the EU
took place in Ireland (+9.3) and the biggest decrease in Croatia (#%i8 non-EU Norway
also reports a sharp decline (-10.1).
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Figure 74: Online sales by businesses, by countr009, 2014 and 2015% of businesses with
10+ persons employed)

IE 32.2
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NO 28.8 378

0.0 5.0 10.0 15.0 20.0 25.0 30.0 35.0 40.0
Source: Community survey on the use of ICT by enterprises (s@sen2) During 2015, did your enterprise receive orders

for goods or services placed via a website or “apps”? During 2@l your enterprise receive orders for goods or services
placed via EDI-type messages?2122

%I The survey addresses all the enterprises in thiméss economy (excluding the financial sector)leyipg at
least 10 persons. For the definition of online saiieshould be considered that 1) both businedsitiness
and business-to-consumer transactions are incl2pedth web sales and electronic data interchaBBd){
type sales are included. E-Commerce sales datthéoreference year 2015 (2014, 2009) were collected
through the 2016 (2015, 2010) wave of the survey.

2 |celand is not reported given that 2015 and 2Gdtd dre not available for the country.
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Figure 75: Percentage of businesses (10+ persons éoypd) selling online and percentage share
of the online turnover (all enterprises), by size fathe enterprise, EU-28, 2015

2014 2009
All enterori 16.4 171 13.9
enterprises 20.4 . . 19.4 14.9
| Share of online turnover (in total

turnover) 6.1 4
. m % of enterprises selling online : -
Small enterprises 185 17.3 131
Medium enterpri 12.5 114
ediim entefprises 27.9 21.9
Large enterprises 239 195
42.1 42.8 34.4

0 10 20 30 40 50

Source: Community survey on the use of ICT by enterpriseseRi&ds the value of the turnover resulting from orders
received that were placed via a websitespps?(in monetary terms, excluding VAT), in 2015. Please stateathe wof the
turnover resulting from orders received that were placedBid-type messages (in monetary terms, excluding VAT), in
2015.

The accommodation industry has the highest proportion of onlindessl

The highest share of businesses selling online can be found inctharaodation industry
(68.1 % of companies), followed by theetail trade®27.9 %) and information and
communication service®25.2 %) sectors. On the other hand, few businesses in the
construction industry (7.4 %) sell their services online, precedetiebytilities supplier<E
(11.9 %) andseal estate servic€EL2.2 %) sectors.

The accommodation industry also generates the highest shareraithever from online
sales (29.2 %), followed by the manufacturing sector (22.3 %) and ahsptrtation and
storage sector (21.5 %), while construction and real estateerviose the ranking with
respectively only 2.3 % and 2.4 % of their turnover generated online.
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Figure 76: Percentage of businesses (10+ persons éoypd) selling online and percentage share
of the online turnover, by industry, EU-28, 2015

Source: Eurostat Community survey on the use of ICT by enterprises.
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E-commerce uptake stagnant among retailers

Among a sample of EU-28 businesses (employing at least 10 persdnseHing to
consumers), the proportion of those selling online was equal to 39.2% in 80616 (
statistically significant change from 20%2)

Among retailers currently selling online, 90.5 % plan to continue doing $leimext 12
months, many of them only within their own country (46.4 %). A slightly lowepgrtion
aim to sell both domestically and to other EU countries (43.228@),very few intend to sell
only to other EU countries (0.9 %). Compared to 2014, no statisticallyfisggriichange can
be observed for these indicators.

Figure 77: Retailers (10+ persons employed) plannintp continue selling online in the next 12
months (% of those currently selling online), EU-28, 206
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[2016-2014 -0.7 +0.4 -0.7 -0.4 |

Source: Source: Survey on retailer attitudes towards cross-border aradieonsumer protection. Does your company plan
to continue to sell online over the next 12 months?

Among retailers not selling online, 21.4 % declared that they wouldteeested in starting
online sales over the next 12 months (down 4.1 points compared to 2014ar Snthose
already selling online, a majority would target consumers in their gowmly (12.8 %),
while fewer envisage selling both domestically and to consumneher EU countries
(8.1 %) or only to consumers in other EU countries (0.5 %).

23 Survey on retailer attitudes towards cross-botdete and consumer protection. The target populatfche
survey comprises companies (employing at leasteifonms) which are selling to final consumers andsgh
main economic activity is one of the following (NECREV. 2): D3512, D3514, D3523, G45, G47, H49,
H50, H51, H52, H53, 155, 156, J5914, J61, J62, KBB5, L68, N77, N79, S95 and S96. The list of
economic activities include among others: eledirieind gas services, retail sales, transport, ©icet
restaurants, travel agencies, telecommunicatiossrance, real estate agencies, repair of pergoodks.
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Figure 78: Retailers (10+ persons employed) intere=d in selling online in the next 12 months
(% of those currently not selling online), EU-28, 2016
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Total Yes z U }voC }u 8] o00Cz U Z3U }wo€S] Eoo ¢
and cross-border (EU) (EV)
2016-2014 -4.1* -2.6* -1.6* +0.1 |

Source: Survey on retailer attitudes towards cross-border trade and conptotection. Would your company be interested
in selling online in the next 12 months?

5.2.2. Confidence in selling online domestically and cross-border

In the EU as a whole, 58 % of retailers declared being confides&ilitonline. However, only
a minority say the same about selling to e-shoppers from other EU Memlas: 3@ % say
they are confident selling both domestically and cross-border and 0.8 % onlypardss-

Levels of confidence vary between Member States. In 21 of thermdjueity of retailers are
confident to sell online, in particular in Greece (80.3 %), Frai@&8 %) and Finland
(73.5 %). On the contrary, retailers in Hungary (32.3 %), Estonia (34.5 %) aendztth
Republic (40.6 %) are the least likely to express confidence in onlimggsell
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Table 7: Retailers (10+ persons employed) confideirt selling online (%), country results, 2016

z *U }Yes, both
z *U }vvo Cross Ju 8] Total Yek
}u 3] [border |and cross- 2016-
JuvS(EC (EU)  |border (EV) 2014
EU-28 | 30.0 0.8 27.2 58.0 -0.8
BE 23.1* 0.6 41.5* 65.2* | +1.1
BG 20.8* 2.1*% 17.9* 40.8* | +5.7
Cz 21.2* 0.3 19.1* 40.6* | -2.6
DK 33.7 1.0 23.0 57.7 2.4
DE 33.1 1.0 19.4* 53.5 +1.8
EE 17.6* 0.4 16.5* 34.5% | -4.7
IE 29.1 0.3 38.2% 67.6* | +1.9
EL 23.0* 2.7 54.6* 80.3* | +7.7*
ES 29.1 0.7 43.3* 73.1* | -6.7*
FR 40.8* 0.3 32.7*% 73.8* | +1.3
HR 25.3* 2.5% 39.8* 67.6* | +6.4
IT 19.1* 0.6 42.4*% 62.1 +9.9%
CY 30.2 2.6% 27.9 60.7 +12.8*%
LV 31.4 1.7 23.0 56.1 -5.1
LT 21.1* 1.0 50.7* 72.8*% +17.7*
LU 16.5* 2.8* 41.8*% 61.1 +16.0*
HU 18.6* 1.2 12.5* 32.3* | +0.9
MT 23.4 8.4* 31.6 63.4 -9.8
NL 33.2 0.3 27.8 61.3 -4.7
AT 19.8* 2.2% 33.3* 55.3 +8.1*
PL 29.9 0.0 18.0* 47.9% | +2.0
PT 22.7* 1.3 34.4* 58.4 -9.5*
RO 24.0* 1.0 23.4 48.4* | -1.8
Sl 19.0* 0.5 53.9*% 73.4% | +24.9*
SK 32.6 1.4 9.9* 43.9* | -2.4
FI 53.1* 0.3 20.1* 73.5% | +1.5
SE 40.7* 0.5 20.9% 62.1 +6.3
UK 31.4 0.5 20.4* 52.3* |-5.8
IS 39.1% 15 28.9 69.5* | -3.4
NO 37.7* 0.2 13.2* 51.1* | -8.8*

Source: Survey on retailer attitudes towards cross-border trade and conpuotection. Would you say that your company
is confident to sell online? The survey covers businesseatiast 10+ persons employed.

Compared to 2014, at EU level retailer confidence in selling onlasenot changed in a
statistically significant manner, nor has the level of confideim sales to consumers in the
same country only. A decrease by 1.7 percentage points can, amntheryg be observed in

24 Statistically significant differences are indiahteith an asterisk. Statistical significance iscoddted at the
95 % confidence level, meaning that the null hypsth of no difference has been rejected at 5%
probability level. For the data per answer categasterisks represent statistically significanfeténces
between a country and the EU-28 average. For wawgpadsons, asterisks represent the statistically
significant differences between two waves.
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the proportion of retailers declaring their confidence in seltioth domestically and cross-
border.

Figure 79: Retailers (10+ persons employed) being ocfident to sell online (%),
EU-28, 2016
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|2016-2014 -0.8 +0.7 -1.7* +0.2 |

Source: Survey on retailer attitudes towards cross-border trade and conptotection. Would you say that your company
is confident to sell online?

The above findings draw a contrast between increasingly confidentaetnee online
consumers on the one hand and the still reluctant retailers on the other hand. Theyttsaiggest
at present consumers may be considerably nid&M-ready@han businesses, both in terms
of trust in e-commerce (in particular cross-border) andemms of actual behaviour (e-
commerce uptake, i.e. purchasing by consumers versus selling by retailers)
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5.2.1. Barriers for retailers to sell online cross-border

Retailers are concerned about different tax regulations, g risk of fraud and non-
payment in online sales to other EU countries

Online retailers identify a range of barriers to cross-bord@mnemerce, as shown in Figure
80. The most frequently quoted are the higher risk of fraud and difesse@ncnational tax
regulations (by 39.7 % and 39.6 % of online retailers respectively), fildy differences in
national contract law (38.1 %) and differences in national conspiragction rules (37.4 %).
Less frequently mentioned are extra costs arising from langutigeedces and restrictions
on cross-border sales imposed by manufacturers or suppliers (26r%2%2 %,
respectively).

It should be noted that all reported barriers decrease warele compared to 2014 (and all
decreases are statistically significant, except for réistne on cross-border sales imposed by
manufacturers or suppliers). The highest decrease is obsknvedhnsport costs due to
geographical distance (-5.5), followed by differences in national ocwgrsprotection rules (-
4.9) and a higher risk of fraud (-4.8).
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Figure 80: Importance of obstacles to cross-border-eommerce as stated by retailers (10+ persons empél) selling online (% of retailers), EU-28, 2016
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Vivr% Cu v$e ]vegdhaliens (e.g. VAT rules)  contractlaw consumer protection rules to geographic distance  involved in solving }JE & o]A EC skwie ifEcross-border }E E + 0 + ]u % }kanguade differences
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cross-border

I 2016-2014 -4.8* -4.1* -2.7* -4.9* -5.5* -3.7* -4.0* -2.7* -1.9 -2.0%

Source: Survey on retailer attitudes towards cross-border trade and conprotection: How important are the following obstacles to the kigwveent of online sales to other EU countries by your
company? base: retailers selling online (EU-28).The question slfommultiple responses.
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Finally, it is worth noting that attitudes change slightly when lexaiell online to other EU
countries compared to those that do not. Concerns about differentaes regulations are
relatively less important in this case compared to fraud and nongrd and differences in
consumer rules. On the other hand, retailers not selling to otheb&feBtates are more
concerned by transport costs due to geographic distance than those sellilgpiess-

Table 8: Importance of obstacles to cross-border e-aamerce as stated by retailers (10+ persons
employed) selling online (% of retailers), EU-28, 201@reakdown by kind of retailer.

. Selling cross-| Not selling cros
Kind of obstacle bordegr (EV) border (gEU)

% Rank % Rank diff. PP
JPZ & EJel }I( (E p v vivi%e CE wSe v Eleer }E 381 1 404 2 -2.7 %
Differences in national consumer protection rules 37§ 2 373 6 +0.3
Differences in national tax regulations (e.g. VAES) 37.2 3 413 1 -4.1*
Differences in national contract law 36 4 39.4 4 -3.6 *
JJPZ E }e&e }( Eleer JE E o]A EC }oPh @EC 3} 334 5 355 7 -2.1
W18 v3] 00C Z]PZ E }e5¢ JVA}GWASe Jv *}oHIN® -} umietr 1AL 5 383 5 -4.9 *
Higher transport costs due to geographic distance 334 5 40 3 -6.6 *
Extra costs from after-sales service in cross-botdmsactions 2D 8 324 8 -3.8*
Z +SE] Sl}lve lv Eleer JE E ¢ 0 SWBhiE 1€ up%pheo]| E27.2 9 304 9 -3.3*
Extra costs arising from language differences 23.2 10 28 10 -4.8 *

Source: Survey on retailer attitudes towards cross-border trade and conprotection: How important are the following
obstacles to the development of online sales to other EU coupyrigsur company?

Retailers often refer to the nature of the business as the redsomot selling online.

Among retailers not selling online, the most frequently quoted reasorofengaging in e-
commerce is theature of their busines®1.6 %), followedby the higher risk of fraud and
non-payment46.6 %). Even if indicated by more than one third of retaiesa costs from
after-sales servic€35.7 %) andootentiallyhigher costs involved in resolving complaints and
disputes onling€37.7 %) appear to matter the least.
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Figure 81: Importance of obstacles to online sellings stated by retailers (10+ persons employed) nselling online (% of retailers), EU-28, 2016

60.0 -

50.0 -

40.0 -
30.0 -
20.0 -
10.0 -
0.0

v SuE }(Htg[aqar(ﬂ':sk of fraud andAddmonal consumer Extra need for IT skills,]PZ & }+§« }( ExtdAeed for capltal W}s§ v8] ooC Z] Exdraost} fHm after-

busmess v}ivr% Cu v$ protection rules for investment in involved in resolving sales service
development of IT complaints and disputes
applications online
2016-2014 +0.3 " -0.2 " -0.1 ! 06 +12 12 -0.3 -2.0%

Source: Survey on retailer attitudes towards cross-border trade and conpuotection: How important are the following obstacles to the igwaent of online sales by your company? The
question allows for multiple responses. base: retailers dimg®nline.
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6. ANNEX
6.1. COUNTRY CONSUMER STATISTICS

The country consumer statistics provide detailed indicatwredch Member State, as well as
Iceland and Norway. The data are mostly extracted from theysuoveconsumer and retailer
attitudes towards cross-border trade and consumer protection.ohddliti data on the length
of judicial proceedings and the information provided by Member Statgsiblic funding for
national consumer organisations are included.

A table presents the 2016 data for each country showing the evolution overysrg@ars
and the difference between country scores and the EU-28 average (sduoh is marked in
green/red if the country score is within a quarter of the best/worst valties EU).

The charts show country performance based on the three components of the Consumer
Conditions Index: (1) Knowledge and Trust; (2) Compliance and Enforceraadt;(3)
Complaints and Dispute Resolution (whose composition is descnbgetail in Annex 6.2).

The colours in the charts indicate the quartile that each cofafigyinto in a ranking of all

the 30 countries (dark green represents the best results daihe reorst, with light green and
orange falling in between).

The qualitative commentsfocus on consistent country developments over time. In addition,
a country is mentioned if it scores among the three highest/lowastsvan a given
indicator®

% The trends were identified on the basis of theeslcoefficient of the regression equation y = &t where y
is the indicator and t the years. Only those coigfiits that are equal or greater than 0.03 anastatatly
significant at the 9% probability level have been considered.
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Belgium
Consumers 2009-2008 | 20142012 | 20162014 | 2016  rounty-EU-28| |Retailers 20092008 | 20102009 | 2011-2010 | 2012-2011 | | 2016 country- EU-28|
Knowledge of consumer rights* , : -0.8 1 44 1 46.0: -3.2 Knowledge of consumer rights* . v 10 ¢ 71 ¢ 18 59.8! 6.3
Trust in organisations Po-1ad 642 -14 745 24 ! ! ! ! ! !

Trust in public authorities I -12.4 741 28] 708 17 ! ! g g I i

Trust in retailers and service providers | -12.5 15.9] 0.9 79.6 3.9 i | i i i |

Trustin NGOs | -19.9 -4.8i -2.4; 73.3 15 | | | | | |
Trust in redress mechanisms H -21. -6 .1-13 33.0 : -13.8 H H H H H H

Trustin ADR I 216 -5 -11.4 379 -14f ! ! ! ! ! !

Trustin courts i 212 i 181 -150 280  -13p i i i i i i
dEUS ]V % E} pu § + ( §C | -188 6.9 -56] 746 34 |dEu-3 ]V %E} u s ( 3C i i i -89 | 760 -0.4
Trust in environmental claims | | -8.8 | 51.8 | -14.0| | Trustin environmental claims | | | | | 76.5 | 7.7
Confidence infvo]v *Z}% % ]vP lu ¢S] ©00C 119 + 743 : 19 }v(] v Jv }ivo]v e+ 0o]vP 1}u e8] goC : : : : 64.6 1 7.4
National public funding to consumer organisatioinsg per 1000 inhabitant 'NoDatd NoDath 0 ! 9 ! 45!
Exposure to unfair commercial practices | | | | | | 1.9 | 18.7 | 1.9 Prevalence of unfair commercial practices | | | | | | 23.2 | -6.9
Other illicit practices H : H H H v -02 ; 103 : 21 Compliance with consumer legislation H i H : H . 708 ¢ 27

! ! ! ! ! ! ! ! VOE u vs }( }vepu E v j#!e (§d o Pldo1g7 ! 15! ! 723! 104
Problems and complaints (composite indicator) i | | i 03 917 28 Participation in ADR mechanisms i i | | | | 25.1 | -6.7
Non-negligible problems, but no complaint H . H . 15 . 156 : -45 H H H : H H H
No problems encountered ! ! ! 22! 07! 858! 58 ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | No Datd
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
I T —— | B—— ]

vRetailers in Belgium have the third highest knaige of consumers' rights in the EU

vBelgium had the third highest score in the EUlen ¢onsumers' problems and complaints compositddatbr

vdZ % E v8 P }( oP]vVv }vepul}(EwSAE} VICVERSEY 0 ue ] $Z

$Z]E z]PZ +% ]v hio

* comparison with previous years based on compaalestions only
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Bulgaria
Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* , : . . 64 1 66 1 50 . 443.: -5.0 Knowledge of consumer rights* . 226 1 06 07 . -22. -2.8. 40.3: -13.2
Trust in organisations ' 89! 55! 90 45 52 48  490-231 ! ! ! ! ' ! ! !
Trust in public authorities | 114 | 44 | 1131 311 -1121 62! 493 -19.9 [ [ [ g I ! ! !
Trust in retailers and service providers | 59 | 76 | 72| 00 122] 89| 615 -14.2 i | i i i i | |
Trustin NGOs | 9.3 | 45 | 8.5 | 10.4; —16.6i -09; 36.3 -35.4 | | | | | | | |
Trust in redress mechanisms H 3.5 5.4 8.7 6.0 -5.3 0:1 2é.4—18.3 H H H H H H H H
Trustin ADR ! 45 | 66 ! 65! 68! -55! 18! 306 -214 ' ! ! ! ! ! ' !
Trust in courts i 26 | 42 1 1091 511 -52i -161 262 -153 ! ! i i i ! ! !
dEU-3 ]V %E} u § » ( 3C | -88 | 114 98| 68| -169] 18] 533 -247 ||dEp-3 ]V %E} u 5 ( 5C i i i | 115 07 | -52| 582 -182
Trust in environmental claims | | | | | | 3.1 | 46.7 | -19.2 | |Trustin environmental claims | | | | | | -4.1 | 53.7 | -15.1
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : v 148 449 @ -275 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : i 43 387 : -185
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath -3 ! 0! 4! 2! 3!
Exposure to unfair commercial practices | | | | | | 0.1 | 27.1 | 10.3 | |Prevalence of unfair commercial practices | | | | | | -2.6 | 48.4 | 18.3
Other illicit practices H : H H H v -84 219 137 Compliance with consumer legislation H i H : H .21 ; 576 -106
! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1le (8¢ o Pldo-84 | 290 ! 112! -16! 453! 167
Problems and complaints (composite indicator) i i i | | | 35 i 87.0 i -1.9 Participation in ADR mechanisms i i | | | | -5.1 | 21.5 | -10.2
Non-negligible problems, but no complaint H . H H H v 15 1 444 243 H H H : H H H H
No problems encountered ! ! ' 04! 28! 95! 49! 834! 34 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | 70.0 | -30.0 1 280.0!
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vBulgaria has the EU's second lowest score on tiosvledge and trust composite indicator

vConsumer trust in organisations in Bulgaria idthdwest among the EU28 with trust in consumer Ng3f@ing thesecond lowest in the EU
VA positive evolution in trust in organisations amdre particular trust in retailers and service piders can be seen since 2008

vConsumer trust in ADR and in environmental clamBulgaria are the third lowest in the EU28

V }vepu E+ ]Jv poP E] Z A 3Z <8} % @IALE (&N ]V hib

vConsumer confidence in online shopping is thecthiwest in Bulgaria among the EU28 countries

VZ §]o Ee]v poP E] Z A §Z v SMEPpYAS8 EEQy §Z o}Au¥sSEpo v JvARE}W
vRetailers in Bulgaria have the third lowest cogafide in online selling in the EU

vBulgaria has the EU's second lowest score ondhgtance and enforcement composite indicator

vBulgaria has the second highest proportion in Bi¢of consumers being exposed to other illicit ceential practices from domestic retailers.
vZ&Jlo Ee]v poP €] E 8ZvZlv huiisZoAl oC}uvs E h We [SBESZ ]E }u% 3§
VZ3]o Es]v poP E] € SZSENNIEZ0]ES pi% oI S E+ }u% CC \A] §X P EFEHOSP] {088]}ve
vZ §]o Ees]v HOP E] & 8Z8}8Z3Wwlo}wsua]Eo@ % E} p 8§ «E& S@(@@®]+0 S]}ve

VAdZ % E}%}ES]IV }( E *%}v vSe AZ}%|EY D wellwSu@&@P E] Z « I(Ni]v E «]VvP «]v

V HOP E] Z « 8Z « }v Z]PZ 510 EB%AES]}v VIS v Ju% 0 JvE %XEY 8ZQuRBZ £Z( vv}§ (]IX +v Po]P] o
* comparison with previous years based on compaalestions only
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Czech Republic

Consumers 20092008 | 20102009 | 2011-2010 |

Knowledge of consumer rights*

2016 county-Eu28| |Retailers

20092008 | 20102009 | 2011-2010 | 2012-2011 |

Trust in environmental claims
Confidenceinfvo]v *¢Z}% % ]vP }u 3] ©00C

Trust in organisations T 57 48] 0l
Trust in public authorities o1 ! 61 1 -731
Trust in retailers and service providers | 63 | 87 | 20 |
Trustin NGOs { 109 ¢ 05 17.3}

Trust in redress mechanisms : 7.1 -5.2 7.8
Trustin ADR P 7a ! 48! 72!
Trust in courts I 67 56 1 841

dEP-3 Jv % E} pu § + ( $C i b1

I | |

|
i

4137 | 131
i

National public funding to consumer organisatioimsg per 1000 inhabitants, 2015 data)

Exposure to unfair commercial practices | | |
Other illicit practices : H H
I | I

i 59.2: 100 Knowledge of consumer rights* : v 97 + -79 1 50
8§ 56/5-15.7 ! ! ! !
11 506l -18.6 i ! i i
09| 753 -0.4 i i i i
0.7, 4371 -280 i i i i
1.9 34.112.7- : ' ! !
I392 .12, ! ! ! !
191 200 12 i i i i
07 799 18| |[dEu-S v %E} pu &« ( EC i i i 10,9
. | 49.9 | -16.0 [ | Trustin environmental claims | | | |
1 736 ¢ 1.2 }v(l] v Jv }ivo]v e« oo]vP qoC : : .
NoDatd NoDath 2 I 1
i 24.0 | 7.2 Prevalence of unfair commercial practice | | | |
. 78 ¢ -04 Compliance with consumer legislation H H H H
! ! VOOE u v }( Jvepu E v % E} lele ( 3¢ o Plio-@4 | 02

Problems and complaints (composite indicator)
Non-negligible problems, but no complaint

89.4 : 05 Participation in ADR mechanisms

| |
i 119 . -82

No problems encountered 0.6 -2.7 . 78.6! -1.3 . .
Length of judicial proceedings (days, 2015 data) | | | | | -443.01 424.01
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| T | — ] B |

vKnowledge of consumer rights in Czech Republieisecond highest in the EU28

vWith the exception of the period between 2012 a2{il1, consumer trust in retailers and service pdevs in Czech Republic has been increasing
VZ 38]o @ ]lvsEZ | Z2Z %podbCE FZ d $R&AIv] §Z |E Ju%e¥BFFIES <} (%GCVA]§Zeuu E o Pleo §]}ve

* comparison with previous years based on comparajplestions only
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Denmark

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* , : . . 25 1 51 14 . 552:. 59 Knowledge of consumer rights* . , 81 75 1 05 -46. -4.3 1 56.6: 3.1
Trust in organisations 31 84 13 63 28 24 772 50 ! ! ! ! ! ! ! !

Trust in public authorities I 631 47 1 221 001! 25! 211 815 124 [ [ [ g I [ ! !

Trust in retailers and service providers | -07 | 204 -16| -155] 183 55] 833 7.6 i | i i i i | |

Trustin NGOs | -2.4 | 01 i 31 | -35 | -12.3; -o.4i 66.8; -4.9 | | | | | | | |
Trust in redress mechanisms H -21.3 8.&) 12:9 -4,8 1.8 23 844 -19 H H H H H H H

Trustin ADR I 152! 53! 140! -106] 45! 21! 461 -6 ' ! ! ! ! ! ' !

Trust in courts | -27.3 1 107 1 1181 091 -081 251 438 21 ! [ [ i i ! ! !
dEU-3 ]V %E} u § » ( 3C | 91 -15 | 121 -23; 07 15] 759 21 |dEp-3 v % E} u 5 ( 5C i i i | 47 | 102 -01] 734; -30
Trust in environmental claims | | | | | | 2.9 | 75.1 | 9.3 Trust in environmental claims | | | | | | -6.7 | 68.2 | -0.6
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : 56 : 838 : 114 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : i -34 @ 567 : -0.5
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath -3 ! 16! 9! 41 429
Exposure to unfair commercial practices | | | | | | 0.1 | 20.6 | 3.8 Prevalence of unfair commercial practices | | | | | | -4.8 | 13.5 | -16.6
Other illicit practices H : H H H 17 ¢ 81 : -01 Compliance with consumer legislation H i H : H . 04 671 -10

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1l (8¢ o Pldo®? ! 65 ! 68! -41! 504! -26
Problems and complaints (composite indicator) i i i | | i -0.4 i 92.1 | 3.2 Participation in ADR mechanisms i i | | | | -2.8 | 32.3 | 0.5
Non-negligible problems, but no complaint H . H H H 29 ¢ 938 . -109 H H H : H H H H
No problems encountered ! ! ! 41 ! 138! 78! 03! 845! a5 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | I No Data
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
I T —— | B—— ] I

vZ §lo Ee]v vu El E 8Z b $45Z0N oC JwvEZE h We (E}u $Z ]E }u% S]3}E-
vDenmark has the second highest score in the Eth@consumers' problems and complaints compositdi¢ator
vThe percentage of consumers in Denmark who hagedaon-negligible problems but didn’t complain abthem is the third lowest in the EU

* comparison with previous years based on compaalestions only

125



Germany
Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 . -33 1 24 1+ 40 . 559. 6.7 Knowledge of consumer rights* . . 02  -57 . 80 . -31. -1.0: 62.3. 8.8
Trust in organisations ' 54 78 26 -88 -08 1809 832110 ! ! ! ! ! ! ! !

Trust in public authorities | -40 | 1111 o011 -68! 78! 1671 86 135 [ [ [ g I [ ! !

Trust in retailers and service providers | 62 | 59 | 19 | -138; 137 103 847 9.0 i | i i i i | |

Trustin NGOs | -6.0 | 6.4 | 5.7 | -5.7 | —23.8i 29.8! 82.1i 10.4 | | | | | | | |
Trust in redress mechanisms H -8.4 15.2 55 -9:9 -3.8 230036 135 H H H H H H H H

Trustin ADR ! 57 ! 148! 50! -112! -66! 266 657 137 ' ! ! ! ! ! ' !

Trustin courts | -11.0 | 1561 601 -861 -L11 194/ 548 133 i i i i i ! ! i
dEU-3 ]V %E} u § » ( 3C | 32 | 94 | 51| -25; 89 194] 926 146 | |dEP-3 ]V % E} u 5 * ( 5C i i i | 26 | -22 | 02 767 03
Trust in environmental claims | | | | | | 37.7 | 79.3 | 13.4 | |Trustin environmental claims | | | | | | -2.7 | 63.3 | -5.5
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : 1 204 845 : 121 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : 12 ¢ 525 -47
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath -1144 961l  -72 6! 1020
Exposure to unfair commercial practices | | | | | | -8.9 | 4.8 | -12.0 | |Prevalence of unfair commercial practices | | | | | | -5.3 | 28.2 | -2.0
Other illicit practices H : H H H . -383 ; 36 : -46 Compliance with consumer legislation H i H : H . -50 : 683 : 0.1

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1¥le (3¢ o Pldo-86 | 57 ! 47! 20! 568! 52
Problems and complaints (composite indicator) | i i | | i -10 | 898} 09 Participation in ADR mechanisms i | | | | | -0.9 | 30.9 | -0.8
Non-negligible problems, but no complaint H . H H H v 169 ¢ 228 ¢ 27 H H H : H H H H
No problems encountered ! ! ! -04 ! 151! 102! 10! 813" 13 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | I No Data
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

V' E@uvG Z -+ 8Z h-e+ }v Z]PZviho }E W SEPS Ju%}e]s Jv ] S}CE

V' Eu VvG ¢ }JE * §Z]E }v }vepu EuWVYRCEIPZEC }ve

vGerman consumers have the third highest trustetailers and service providers in EU28

VdZ % E}%}IESIIV }( }vepu E+ Jv EGE UGCZAL)BEWSAE §Z]E Z]BZS<wobPE@AZ] (}E $EUS]v Z < ]v }uES-

vV }vepu E }v(] v Jv }volv ¢Z}% % PP FZ]E' EHEWPZ S u}vP 3Z hiod

V Jvepu E SEP*3 ]V %E} U 5 o WdVIe ]V |E&u@ 2|48 §Z (]E-A §lul 3 AQSZ28Zv SE v JVP %kpeB]A HA %SigZ v 1l
vZ3]o @ ]Jv'®uvGC ZA 3Z Z|PZ-uulBAoEPPZE. Jv §Z h

* comparison with previous years based on compaalestions only
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Estonia

Consumers

Knowledge of consumer rights*

Retailers 20092008 | 20102009 | 20112010 | 2012-2011 |

2016

Trust in organisations

Trust in public authorities
Trust in retailers and service providers

Trustin NGOs

Trust in redress mechanisms

Trustin ADR
Trust in courts

dEU*S Jv %o E} pn 8§ » ( §C
Trust in environmental claims

Confidence infvo]v

e Z1% %o ]VP lu 3]

National public funding to consumer organisatioims§ per 1000 inhabitants, 2015 data)

Exposure to unfair commercial practices

Other illicit practices

202 |
76.9

Problems and complaints (composite indicator)

Non-negligible problems, but no complaint
No problems encountered

Length of judicial proceedings (days, 2015 data)

Knowledge & Trust

19 ¢ 16 . 468 Knowledge of consumer rights* . 39 . -124: 32 .
67 od  ea7 A A A
1641 371 692 ! ! i i i
871 38| 13 I A A
-5.0 i 2.8 i 57'4i i i i i i
9:5 28 628 -18.1 H H H 1 H
26l 33l 7 b b
651 221 194 i ! i i i
11.6] -5.8] 713 dEU-3 ]V %E} u &+ ( 3C i i i | -05 |
i 25 | 62.0 | Trust in environmental claims | | | | |
. 51 ¢ 579 }v(] v ]v }volv - oo]vP }u 8] goC : : :
'NoDatd Nobath 0 ! 0!
i | 5.4 | 25.4 | Prevalence of unfair commercial practices | | | | |
H v 15 ¢ 103 Compliance with consumer legislation H i H : H
! ! ! ! VOE u vs }( }vepu & v % E} le!le (8¢ o Pldo-185 ! 125!
i 19 i 878 | Participation in ADR mechanisms i i | |
¢ 6.0 @ 218 : : : :
25 | 19! 791! ! ! ! !
| | | I
Compliance & Enforcement Complaints & Dispute Resolution
| B—— ] I

vRetailers in Estonia have the second lowest carfoé in online selling in the EU
uleh sJvo G4V &Z }ulle S]S}E-
*Slvl] €& S$Z SZJEhA} (S oh W€ ]v

vzZ3sJ]o E-]v
vZs§lo E-]v

‘3lv] & &z

JUu% GOEAIEZ $V+BE @& Py+o S]}ve

* comparison with previous years based on compaalestions only
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Ireland

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* , : . . 35 1 -06: 99 . 515 2.3 Knowledge of consumer rights* . . 07 ¢ 58 : -51. 09 -1.3! 45.3! -82
Trust in organisations 1220 970 73 28  -6b 144 836114 ! ! ! ! ! ! ! !

Trust in public authorities l 111 1 1151 -1071 121 031 155 84 132 [ [ [ g I [ ! !

Trust in retailers and service providers | 153 | 94 | 64| -L1; 29 5.4 | 84.6 8.9 i | i i i i | |

Trustin NGOs | 101 ¢ 82 | -4.9 | 8.1 | -23.2; 22.4; 83.7i 12.0 | | | | | | | |
Trust in redress mechanisms H 12.{3 12.7 -4.8 -27 2.7 6.8 .159 12.3 H H H H H H H H

Trustin ADR l 163! 162! 61! 70! 21! 67! 638 118 ! ! ! ! ! ! ! !

Trust in courts i 93 | 92 i 361 161 331 701 544 129 i i i i i i i i
dEU-3 ]V %E} u § » ( 3C | 119 | 39 | 04| -27; -28] 127 937 156 | |dEP-5 ]V %eE} u 5+ ( 5C i i i | 20 | -26 | -14| 823 59
Trust in environmental claims | | | | | | 10.4 | 79.3 | 13.5 | |Trustin environmental claims | | | | | | -0.4 | 818 | 129
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : 1 113 © 846 @ 122 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : 1 26 @ 673 10.1
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath -1 ! -3 NoDdta NoDhata No Data
Exposure to unfair commercial practices | | | | | | -12.3 | 3.7 | -13.2 | |Prevalence of unfair commercial practices | | | | | | -0.9 | 27.2 | -3.0
Other illicit practices H : H H H v -13.8 ;1 34 : -49 Compliance with consumer legislation H i H : H 26 726 44

! ! ! ! ! ! ! ! VOE u vs }( }vepu E v j#!e (§d o Pldo®2! 70! 29! 23! 758! 138
Problems and complaints (composite indicator) | i i | | {24 1 893} 04 Participation in ADR mechanisms i i | | | | 7.3 | 38.5 | 6.8
Non-negligible problems, but no complaint H . H H H 111 0 322 121 H H H : H H H H
No problems encountered ! ! ! 61 ! -108! 45! 69! 826! 27 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | I No Data
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
I T —— | B—— ]

vConsumers in Ireland have the third highest tinsNGOs in the EU

VvdZ % E}%IESIIV }( }vepu Ee |weSHVORWERD}SZA EE]+ §Z + RBv Z]PZ +§ v §Z
vConsumers in Ireland have the second highest demite in online shopping in the EU

vRetailers in Ireland have the second highest tingnvironmental claims in the EU

V }vepu E+ Jv/E ov E <« }v 0 S}SpoJl]eE }HLbE] 0 %o E S] wepbvESZ hid }
vZ&§]o & ]Jv/Eov €& 8Z +33v ks od] &C Jwepu E Vv %«B}3}S+s (ESCvQ}HE

* comparison with previous years based on compaalestions only
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Greece

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 L 7.2 1 20 v 19 . 269 -223 Knowledge of consumer rights* . . -38 1 -115: 50 6.2 | -9.9! 40.1) -135
Trust in organisations Poo-14t 260 01 33 24 09  464-258 ! ! ! ! ! } ! !

Trust in public authorities I 501 64 | -271 -621 69! -121 456 -236 [ [ [ g I [ ! !

Trust in retailers and service providers j 18 | 30 | -05| -57; 137 107 59.1 -16.6 i | i i i i | |

Trustin NGOs | -0.9 | -17 ¢ 3.0 | 2.1 | -13.4; —6.9i 34.5; -37.2 | | | | | | | |
Trust in redress mechanisms : -10.4 Gé 1.5 -1.9 2:3 -45 737 -9.0 ' ' ' ' H H H

Trustin ADR I 15! 61! 05! 64! 35! .01l 440 -8g ' ! ! ! ! ! ' !

Trust in courts | -193 1 66 | 341 261 111 -90I 3.4 -10. i [ i i i i i i
dEU-3 ]V %E} u § » ( 3C | 79| 91 | -7.7 -39, 108 02| 537 -243||dEp-3 ]v %E} u 5 ( 5C i i i | -11 | -14 | 50| 658 -10.7
Trust in environmental claims | | | | | | 3.9 | 46.7 | -19.1 | |Trustin environmental claims | | | | | | -2.2 | 58.7 | -10.1
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : 1 35 ' 49.0 @ -234 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : 1 56 775 203
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath -8 | -12! 0! 0! 0!
Exposure to unfair commercial practices | | | | | | 1.8 | 33.7 | 16.9 | |Prevalence of unfair commercial practices | | | | | | -6.3 | 40.5 | 10.3
Other illicit practices H : H H H v -7.3 0 127 0 44 Compliance with consumer legislation H i H : H . 10 : 629 : -53

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1l (8d o Pldox ! -07! 07! -11! 493! 127
Problems and complaints (composite indicator) i i i | | | 6.1 i 90.8 i 1.9 Participation in ADR mechanisms i i | | | | -4.1 | 21.8 | -10.0
Non-negligible problems, but no complaint H . H H H . 26 ¢ 473 271 H H H : H H H H
No problems encountered ! ! P12 a7l 126! 92! 89l 92 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | | 365.0 |
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vGreece has the EU's lowest score on the knowlexdhgktrust composite indicator

vGreek consumers have the lowest knowledge of coresurights in the EU

V }vepu E- v 'E Z A §Z 0}Al=S13EWSVVv%HEPSY po EoC Jv E'KeU Jv 8Z h

V'E | }vepu E+ Z A §Z « }v oS ¥ S EPp J(83E §C Jv 8Z h

vRetailers in Greece have the third lowest knowkedfjconsumers' rights in the EU

vRetailers in Greece have the third lowest truseivironmental claims in the EU

vRetailers in Greece have the highest confidenaeniime selling in the EU

vGreece has the third highest proportion of consuskeeing exposed to unfair commercial practicesrfrdomestic retailers

V'E | }vepu €+ E S5SZ u}*S 0o]JSo0Q@ IBEZ EhVEG % E} o ue v Sl VvEYZ Lu%o Wwilws & vivrv Po]J]P] o % E} o u

* comparison with previous years based on compaalestions only
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Spain

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 . 40 1+ 08 1 -17 . 453.: -3.9 Knowledge of consumer rights* . . 66 58 : 24 44 . -36. 50.6: -3.0
Trust in organisations P-760 44! 18 16 08 25 610 2L ! ! ! ! ! } } !

Trust in public authorities |l 931 531 -171 -431 -49! 69! 519 -17 [ [ [ g I [ ! !

Trust in retailers and service providers j 109 | 50 | 41| -89 138 1.1 66.6 -9.1 i | i i i i | |

Trustin NGOs | -25 | 3.0 | 31 83 | -9.8 | -0.7: 64.4i -7.3 | | | | | | | |
Trust in redress mechanisms H -5.1 10.2 6.§ -2,6 1.8 —6.9 136 -10.7 H H H H H H H H

Trustin ADR ! 13! 103! e8! 50! 38! -200 413 -10 ' ! ! ! ! ! ' !

Trust in courts | -89 1 1001 701 -031 -021 03] 309 -10 [ [ [ ! I [ ! [
dEU-3 ]V %E} u § » ( 3C | -86 | 90 | -7.3| 44 -39 -42] 595 -186||dEp-3 ]V %E} u 5 ( 5C i i i i 01 | -13 | 08 704; -60
Trust in environmental claims | | | | | | 0.4 | 53.4 | -12.5| | Trustin environmental claims | | | | | | -0.3 | 712 | 2.4
Confidence infvo]v  *Z}% % ]vP }u 8] ©00C : : : : 6.7 @ 610 -114 tv(] v Jv }ivo]v e+ 0o]vP }u ¢S] goC : : : : 1 =65 724 : 152
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'No Datd No Dath No Data NoData NoData 2 5D
Exposure to unfair commercial practices | | | | | | -0.4 | 34.5 | 17.7 | |Prevalence of unfair commercial practices | | | | | | -7.8 | 32.4 | 2.3
Other illicit practices H : H H H =31 153 71 Compliance with consumer legislation H i H : H . 30 : 625 -57

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1¥le (3¢ o Pldo-46 | 61 ! -130! 31! 525! 95
Problems and complaints (composite indicator) i i i | | | 25 i 89.3 i 0.3 Participation in ADR mechanisms i i | | | | -1.9 | 39.3 | 75
Non-negligible problems, but no complaint H . H H H vo-12 0 114 -87 H H H : H H H H
No problems encountered ! ! ! 05 ! -104! 59! 60! 828! 28 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | 100.0 | -158.81 236.2!
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vSpain has the second highest proportion of constmie the EU who were exposed to unfair commengrattices from domestic retailers

* comparison with previous years based on compaalestions only
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France
Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* , , 1 . -46 1 -03 . 177 5B37:. 45 Knowledge of consumer rights* . v 202 ¢ 27 . 06 . 95 . -1.0: 57.9. 4.4
Trust in organisations 35! o7 69 40 -1h 165 835114 ! ! ! ! ' ! ! !

Trust in public authorities | 87 | -181 1031 -65!1 17! 2331 835 144 [ [ [ g I [ [ !

Trust in retailers and service providers j 18 | 25 | 22| -79| 99, 136; 828 7.1 i | i i i i | |

Trustin NGOs | 0.1 | 13 ¢ 82 | 2.3 | -15.9: 12,6 84.3i 12.6 | | | | | | | |
Trust in redress mechanisms H -2.1 B.é 12:4 -11.0 1.2 16.3 1.7 6. 149 H H H H H H H H

Trustin ADR I 25! 87! 90! -139! 59! 144! 661 141 ' ! ! ! ! ! ' !

Trustin courts | -16 1 80 | 1591 ~-80! -361 1831 57.3 158 i i [ i i ! ! !
dEU-3 ]V %E} u § » ( 3C | 36 | -20 | 21| -19; 21 286] 935 155 | |dEp-3 ]V %E} u 5+ ( 5C i i i | 38 | 43 | 23| 736] -28
Trust in environmental claims | | | | | | 22.3 | 79.7 | 13.8 | |Trustin environmental claims | | | | | | 2.8 | 73.2 | 4.4
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : ¢ 161 : 818 : 94 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : 13 : 735 : 163
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath -6 | NoDdta NoData -3 51
Exposure to unfair commercial practices | | | | | | -18.8 | 4.7 | -12.1 | |Prevalence of unfair commercial practices | | | | | | -2.0 | 29.3 | -0.9
Other illicit practices H : H H H . 81 26 : -56 Compliance with consumer legislation H i H : H . 59 730 49

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1l (8¢ o Pldo-81 ! 37 ! 07! s50! 787! 167
Problems and complaints (composite indicator) i i i | | i 0.0 i 90.4 i 15 Participation in ADR mechanisms | | | | | | 2.2 | 20.6 | -11.2
Non-negligible problems, but no complaint H . H H H v 07 ¢ 273 7.2 H H H : H H H H
No problems encountered ! ! ' 00 ! 55 ! 32! -20! 838! 39 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | | 836.0 |
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vFrance has the EU's highest score on the knowledgktrust composite indicator

vConsumers in France have the second highest inisGOs in the EU

vFrench consumers’ trust in redress mechanismseshighest in the EU, with the highest trust in dswand the second highest in ADR

V Jvepu E+ v &E v Z A 57 SZ|ZEE PRV % @}Auos}e ( §C v v JVAJZE}Wu vE 0o o ]

vOverall, trust in public authorities among Fremdmsumers has a positive trend, with slight dropserved between 2011 and 2012 and between 2009201® but with a big rise from 2014 to 2016
vTrustin courts is in the highest point since fhret time the question was asked in France, shayarbig increase since 2014 after having decreass#aieen 2011 and 2014

vRetailers in France have the second highest cenfid in online selling in the EU

vFrance has the EU's third highest score on thepitance and enforcement composite indicator

vZ3s]o Es]v &E v E $Z U}So0]lACIMWBEZ Ehv % E} u § » ESQVOIE]-0 §]}ve

* comparison with previous years based on compaalestions only
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Croatia
Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 2011-2010 | 2012-2011 | | 2016
Knowledge of consumer rights* 1 , 1 . i -18 1 43 1 354 -138 Knowledge of consumer rights* . 1 1 : 36.2
Trust in organisations ! ! ' ! ' 09 | 29 ! 517! -205 ! ! ! !

Trust in public authorities ! ! ! ! 22 | 20 | 338! -353 ! ! ! I

Trust in retailers and service providers i i i i |} 57 | 31 | 654 -103 i | i i

Trustin NGOs | | | | | -5.3 | 35 | 55.9 | -15.9 | | | |
Trust in redress mechanisms : : H ' 22 ¢ 00 : 298 -17.0 ' ' ' ' H

Trustin ADR ! ! ! ! b a7 ! 28! 386! -134 ' ! ! ! !

Trust in courts ! ! [ i I -03 1 281 2091 -206 i [ i i i
dEpP5 Jv % E} p § + ( 5C i i i i 1-02 0 17 | 624 -156||dEu+5 v %E} p 5+ ( 5C i i i i 725 |
Trust in environmental claims | | | | | | -3.6 | 36.1 | -29.8 | |Trustin environmental claims | | | | 68.0 |
Confidence inftvo]v  *Z}% % ]vP }u 8] ©0o0C : : : v 172 ¢ 472 ¢ -252 tv(] v ]v }vo]v e+ 00o]vP }u *38] qoC : : : . 65.1 !
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'No Datd No Dath No Data No Data No Data 3
Exposure to unfair commercial practices | | | | | | 3.3 | 40.9 | 24.1 | |Prevalence of unfair commercial practices | | | | | 311 |
Other illicit practices H : H H H . 06 : 239 : 157 Compliance with consumer legislation H i H : H 64.8 !

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} lele (83d o Pldo 8 ! ! 46.4 |
Problems and complaints (composite indicator) i i i i i | 45 i 85.7 i -3.2 Participation in ADR mechanisms i i | | 24.3
Non-negligible problems, but no complaint H . H H H . 22 185 -16 H H H :
No problems encountered ! ! ! ! ' 18 ! 60 ! 736! -63 ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | 310.0!
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vCroatia has the EU's third lowest score on thevikieaige and trust composite indicator

vConsumers in Croatia have the second lowest kndgéeof consumer rights in the EU

vThe degrees of consumer trust in public authostand in environmental claims in Croatia are thedst in the EU

vRetailers in Croatia have the lowest knowledgeasfsumer rights in the EU

vCroatia has the EU's third lowest score on the gldamce and enforcement composite indicator

vConsumers in Croatia are the most exposed to urfanmercial practices and to other illicit commiadgractices from domestic retailers in the EU.
vZ3]o s ]Jv €} 8] € $Z 3Z]E d} DpWN ofvinu E v %@}3)}Se ESCvE}HE

vCroatia scores second lowest on the consumeddilgms and complaints composite indicator in the EU

vdZ % E v8 P }( &} 3] Vv }vepu YEVAZE JYCVHISE} 0 ue ]+ §Z SZAE o}A «§]v 8Z h

* comparison with previous years based on compaalestions only
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Italy
Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 . -85 1 137 . -29 . 457. -3.5 Knowledge of consumer rights* . 28 1+ 73 30 72 -4.2 . 52.5! -1.1
Trust in organisations ' 84! 142 98 13 16 43 6012 0L ! ! ! ! ! ! ! !

Trust in public authorities | 123 1 1471 -1741 -381 231 35! 538 -155 ! ! [ g I [ [ [

Trust in retailers and service providers | 41 | 177 -89 -10; 91 3.2 60.4; -15.3 i | i i i i | |

Trustin NGOs | 8.7 | 10.3 | -3.0 | 0.9 | 67! 56 66.5i -5.3 | | | | | | | |
Trust in redress mechanisms H -4.4 155 -6.3 -7.3 16.3 -3.4336 : -13.1 H H H H H H H H

Trustin ADR ! 20 ! 163! -38! -128/ 139/ 46 384 -135 ' ! ! ! ! ! ' !

Trustin courts | -11.7 1 1471 -881 -181 661 -221 287 -128 i i i i i ! ! i
dEU-3 ]V %E} u § » ( 3C | 44 | 131 -62| -22| -47] 43| 592 -188 ||dEp-3 ]V %E} u 5 ( 5C i i i | 95 | -86| 64| 712 -53
Trust in environmental claims | | | | | | 2.2 | 49.8 | -16.0 | | Trustin environmental claims | | | | | | -1.0 | 63.4 | -5.4
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : ¢ 160 :© 606 @ -11.8 }v(] v Jv }ivo]v e+ 0o]vP 1}u e8] goC : : : : 1 107 © 615 : 43
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath 16 | NoDdta NoDhata 0! 74
Exposure to unfair commercial practices | | | | | | -2.0 | 23.4 | 6.6 Prevalence of unfair commercial practice | | | | | | -4.4 | 28.6 | -1.6
Other illicit practices H : H H H v 44 0 110 ;. 28 Compliance with consumer legislation H i H : H 16 : 633 -49

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1!l (8¢ o Pldo-69 ! 19 ! 17! 45! 631! 11
Problems and complaints (composite indicator) i i i | | | 4.0 i 86.5 i -2.4 Participation in ADR mechanisms i i | | | | 2.0 | 21.6 | -10.2
Non-negligible problems, but no complaint H . H H H v -16 ¢ 199 : -0.2 H H H : H H H H
No problems encountered ! ! 07! 72! 92! 59! 746! 54 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | 1 36501 0.0 | 730.0!
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

VZ 5]0o @+ v /S 0C & 5Z « Z}v ho}(*3ZA GBZ Y¥+8i+
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Cyprus

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 . 34 . 66 : -02. 385.: -10.7 Knowledge of consumer rights* . v 115 1 -134: 44 . -18.9:. 14.2! 47.3 -6.9
Trust in organisations ' -10d 88 50 -08 57 3b  47.6-246 ! ! ! ! ! ! ! !

Trust in public authorities | -182 1 1081 -461 -641 -132 109 479 -213 ! [ [ g I [ [ !

Trust in retailers and service providers | <181 | 141, -28, -64| 122 -7.5) 43. -32.1 1 i i i i i i i

Trustin NGOs | 3.6 | 14 | 76 10.3; —16.1i 8.2i 51.2i -20.5 | | | | | | | |
Trust in redress mechanisms : -0.5 4.1 3.§ 2.4 -11.2 -42 530 -16.2 ' ' ' ' H H H H

Trustin ADR b 21! 92! 9! 53! 10 51 342 179 ' ! ! ! ! ! ' !

Trust in courts | -30 | -10 1 1341 1001 -115 -341 269 -14p ! [ [ | i ! ! !
dEU-3 ]V %E} u § » ( 3C | 67 | 83| -67] 09 32| -57] 549 -232||dEp-3 ]V %E} u 3 ( 5C i i i | -163 | 275 -124] 59.6] -16.9
Trust in environmental claims | | | | | | -8.8 | 41.6 | -24.3 | |Trustin environmental claims | | | | | | 6.7 | 65.0 | -3.9
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : v 215 432 : -29.2 tv(] v Jv }ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : 1 115 @ 581 : 09
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath 10 !  -103'  -33! 3! 53!
Exposure to unfair commercial practices | | | | | | -4.2 | 180 © 12 Prevalence of unfair commercial practice | | | | | | 4.5 | 36.8 | 6.7
Other illicit practices H : H H H v =87 . 57 . -25 Compliance with consumer legislation H i H : H . 09 : 621 : -6.0

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 13l (8¢ o Pldo-82 | 64 ! 03! -25! 535! -85
Problems and complaints (composite indicator) i i i | | i -3.8 i 87.7 i -1.2 Participation in ADR mechanisms i i | | | | 0.8 | 17.1 | -14.7
Non-negligible problems, but no complaint H . H H H v 161 . 408 . 206 H H H : H H H H
No problems encountered ! ! ! -06 ! -188! 265! 55! 832! 32 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | I No Data
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I
V C% E]}S }vepu E+ Z A 8Z + }JEPOYRA KWEUYS §Z O0}A 8 SEUEAY EHIEJAE«EV v §Z h
V Jvepu € SEPS ]V %o E} U § ¢ (SBQr05 B GEILE]voMA]E}vu vE o}A FEe D} B2 $Z }hio JuvSE] -
V }vepu Ee ]Jv C% Eus Z A 8Z + viv]o}Aue83iviVolv «Z}% % ]vP ]Jv §8Z h
VZ §]o Ee]v C%ENs Z A 35Z v3ZI @B} oPAEIS S &Ep= BC v §Z h
V C% Epe Z « 3Z h—e o }v 0}A %S0c [MBE+ }v 3Ze%HuS E *}opsllv Ju%}e]ls Jv ] $}E
vdZ % E VE P }( C%E]}S }vemdbo@|AZA V] SZ}EPE 8Z C Z A v }juous % E}vdvuy PodR $Z]|E Z]PZ +§]v §Z h
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Latvia

Consumers 2009-2008

20092008 | 20102009 | 20112010 | 2012-2011 |

51.8:

403.01

Knowledge of consumer rights* 1 , 70 . 68 . 488 -0.4 Knowledge of consumer rights* . 109 ¢ 14 : 3.6
Trust in organisations I -88! 58 03  57.9-14.2 ! ! ! !

Trust in public authorities I -19.6 | -1.8!  -591 543  -14. ! ! ! !

Trust in retailers and service providers L1 3.4 | 93| 77.0 1.3 i | i i

Trustin NGOs | -7.9 —17.6i -4.4: 425 -292 | | | |
Trust in redress mechanisms H —S.é . -7.2 —é.l 926 -19.9 H H i :

Trustin ADR I 92 ! ! 78! 21! 348 172 ! ! ! !

Trust in courts i -85 | i 661 -100 189 -226 i i i i
dEPS ]V % E} p 8§« ( §C | -10.6 | i -1.8 07 644 -137|[dEH3 ]V %E} u § « ( 3C | | i | 2.6
Trust in environmental claims | | | | 7.5 | 66.1 0.2 Trust in environmental claims | | | |
Confidence infvo]v *Z}% % ]vP lu 8] 00C : © 6.3 ' 502 @ -22.2 e 00J]vP lu 8] qoC : : :
National public funding to consumer organisatioinsg per 1000 inhabitant 'No Datd NoDath NoData 0
Exposure to unfair commercial practices | | | | | | 1.8 | 28.1 : 11.3 | |Prevalence of unfair commercial practices | | | | |
Other illicit practices H : H H H v -0.7 165 8.2 Compliance with consumer legislation H i H : H

! ! ! ! ! ! ! j&!e ($d o Pldoa7 ! 09 !
Problems and complaints (composite indicator) i | | 3.0 i 89.4 0.5 Participation in ADR mechanisms i i | |
Non-negligible problems, but no complaint H . . 52 . 170 -3.1 H H H :
No problems encountered ! ! 26 | a4 ! g2 2.3 ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | |
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
I T —— | B—— ]

vlLatvia has the EU’s third lowest score on consutmst in NGOs
vConsumer trust in redress mechanisms is third Isvemd in courts is second lowest in the EU
vZ§]o Ee]v>8A] E $Z +3Zv b $33% ]JESIC] W Z v]eus
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Lithuania

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 , -131 7 20 6.7 1 365 -12.7 Knowledge of consumer rights* . . 36 1 55 1 27 . 11 . -66. 39.5! -14.1
Trust in organisations ' -130 66! 7.6 11 40 -3k 50i7-215 ! ! ! ! ! ! ! !

Trust in public authorities I -119 1 1151 221 01l 751 -36] 414 -27.7 [ [ [ g I [ ! !

Trust in retailers and service providers | 74 | 20 | 140 -04; 119 -51; 63.6 -12.1 i | i i i i | |

Trustin NGOs | 0.7 | 62 : 68 | 35 | -7.4; -16: 46.9i -24.8 | | | | | | | |
Trust in redress mechanisms H -2.4 7.6 8.5 -0:9 -4.9 —i.? 424 -22.4 H H H H H H H H

Trustin ADR ! 03 ! 92! 82! 17! -63! 66! 253 -268 ' ! ! ! ! ! ' !

Trust in courts | -52 1 65 1 871 -011 -351 131 236 -17.9 ! [ [ i i ! ! !
dEU-3 ]V %E} u § » ( 3C | -155 | 18 | 101 59| 66| -24] 639 -14P2|dEP-3 ]V %E} u 5 ( 5C i i i | 05 | -28 | 84| 86| 7.1
Trust in environmental claims | | | | | | -4.2 | 51.8 | -14.1| | Trustin environmental claims | | | | | | 0.8 | 54.5 | -14.3
Confidence infvo]v  *Z}% % ]vP }u 8] ©00C : : : : 1 23 ' 466 @ -258 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : v 174 718 ¢ 146
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath -4 ! 1! 16! -g! 13!
Exposure to unfair commercial practices | | | | | | -2.1 | 21.4 | 4.6 Prevalence of unfair commercial practice | | | | | | 1.2 | 31.7 | 15
Other illicit practices H : H H H =33 92 : 10 Compliance with consumer legislation H i H : H . 29 , 674 -08

! ! ! ! ! ! ! ! VOQE u vs }( }vepu & v % E} 1l (8¢ o Pldo&2 ! 09 ! 53! 70! 611! -09
Problems and complaints (composite indicator) | i i | | | 10 | 883 | -0.6 Participation in ADR mechanisms i i | | | | -3.4 | 12.3 | -19.5
Non-negligible problems, but no complaint H . H H H v 51 273 7.2 H H H : H H H H
No problems encountered ! ! ! 55 ! 41! 39! 09! 834! 35 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | 310 | 66.0 1 236.0!
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vConsumers in Lithuania have second lowest trugtiblic authorities in the EU

vRetailers in Lithuania are the third least awaféd®R mechanisms in the EU
vZ§]o Ee]v >]8Zuv] E SZha} % dBE]o %]\ SEv

Zu

vConsumers in Lithuania have second lowest trus¢ éiiess mechanisms, with the lowest degree of tinsADR in the EU
vConsumer trust in retailers and service provideas grown in Lithuania in comparison with 2008 bas fallen since 2014
vRetailers in Lithuania have the second lowest kiralge of consumers' rights in the EU
vRetailers in Lithuania have the second lowestttrngnvironmental claims in the EU

vLithuania has the EU's lowest score on the compdand dispute resolution composite indicator

Z v]eue

* comparison with previous years based on compaalestions only
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Luxembourg

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 . 01 : -06 : 185 53.0: 38 Knowledge of consumer rights* . V244 1 -120: 36 1 -48. -2.8 51.0 -2.5
Trust in organisations ! 62! 56! 15 08 -7 43 845124 ! ! ! ! ! } } !

Trust in public authorities | 142 1 33 1 291 211 -481 83! 866 175 ! [ [ g I [ [ !

Trust in retailers and service providers j 35 | 84 | -12; -69; 74, -03;] 840 83 i | i i i i | |

Trustin NGOs | 0.8 | 5.2 | 29 | 7.2 | —7.8i 4.7 83.0i 11.3 | | | | | | | |
Trust in redress mechanisms H 8.2 14 14.5 -54 4.4 -0.2 556 9.7 H H H H H H H H

Trustin ADR b 44 ! 13! 157! 121! 58! 18! 618 98 ' ! ! ! ! ! ' !

Trust in courts | 120 | 42 1 1321 131 301 -221 5.2 97 ! ! i i i ! ! !
dEU-3 ]V %E} u § » ( 3C | 05 | 43 | -141; 84| 09 85| 890 110 | |dEp-3]v %E} u 5 ( 5C i i i | -14 | -32 | -7.7, 733; -31
Trust in environmental claims | | | | | | 3.6 | 78.2 | 12.4 | |Trustin environmental claims | | | | | | -2.9 | 73.7 | 4.9
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : : 110 : 824 : 10.0 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : 1 151 @ 583 : 1.1
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath -64! -32!  -211 34 17h
Exposure to unfair commercial practices | | | | | | -4.1 | 3.8 | -13.0 | |Prevalence of unfair commercial practices | | | | | | -2.5 | 19.9 | -10.3
Other illicit practices H : H H H v -29 ¢ 22 . -6.0 Compliance with consumer legislation H i H : H <14 761 7.9

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1l (8¢ o Pldoxs ! 175! 70! 64! 720! 100
Problems and complaints (composite indicator) i i i | | i -2.7 i 90.0 - Participation in ADR mechanisms i i | | | | -0.7 | 29.3 | -2.5
Non-negligible problems, but no complaint H . H H H . 80 1 223 22 H H H : H H H H
No problems encountered ! ! | 39! 54! 18! 65! 812! 13 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | I No Data
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

v Trust of consumers in Luxembourg in organisatisriie second highest, with trust in public authi@s the highest in the EU

V Jvepu E SEp+3 Jv JUESe Z @B NiopuvEo3]ioidJC (S Z « 0 A 00  u% ]V

vLuxembourg has the EU's highest score on the camgt and enforcement composite indicator

V }vepu Ee Jv >pE u JpEP E P EEBo}=S HpvG ]G Yuu E ] 0o %0ESp]b oC 8§} }v A%} 35} }18ZEUdody }S]%E 55]o E+ ]Jv §Z h
vZs§]o Ee]v>ukE upEP E §&Z]ve3Z3v SPSwW}inwS E h We (E}u SZ ]E }u% S]S}E

VZ §]o Ee]v >ukE uuEP E RBZEBZIKESWIZIW]IEDCE Ju%o $PISh@ee YuHeo ¢ AJSZ 0 ®E o Pleo 3]}ve
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Hungary

Consumers 20002008 | 2010-2009 | 2011-2010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 ountry-EU-28| |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 ;. -106 ¢ -0.3 1 10.8: 458! -3.5 Knowledge of consumer rights* . » 30 ¢ 77 . 03 -76. -4.5 1 49.9! -3.6}
Trust in organisations ' 60 85 -2d 15 112 65 830108 ! ! ! ! ! ! ! !

Trust in public authorities I 90 ! 1111 -301 381 731 68! 88 147 ! ! [ g I [ [ [

Trust in retailers and service providers | -28 | 73 | -24 | -48| 214 6.2 81.9 6.2 i | i i i i | |

Trustin NGOs | -6.0 | 7.1 | -06: 56 | 5.1 | s.ei 83.2i 11.4 | | | | | | | |
Trust in redress mechanisms H 1.3 -0.2 7.§ 15 1.4 -14.0 7 28.-23.0 H H H H H H H H

Trustin ADR ! 59 | 60! 14! 40! 33! -102 286 -234 ' ! ! ! ! ! ' !

Trust in courts | -33 1 651 1321 711 -061 -871 188 -227 ! ! i i i ! ! !
dEU-3 ]V %E} u § » ( 3C i L7 | 19 | 13 35 12 44 769 -12 |dEP-3 ]V %E} u 5 ( 5C i i i | 97 | 72| 32| 81 67
Trust in environmental claims | | | | | | 12.9 | 7.7 | 11.9 [ |Trustin environmental claims | | | | | | -8.6 | 75.7 | 6.8
Confidence infvo]v  *Z}% % ]vP }u 8] ©00C : : : : ¢ 150 @ 624 @ -10.0 }v(] v Jv }ivo]v e+ 0o]vP 1}u e8] goC : : : : 01 311 : -26.1
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath -5 |  -74! -3 -3! 221
Exposure to unfair commercial practices | | | | | | -8.7 | 20.5 | 3.7 Prevalence of unfair commercial practice | | | | | | -13.3 | 34.0 | 3.9
Other illicit practices H : H H H v -49 ¢ 142 6.0 Compliance with consumer legislation H i H : H . -46 ; 576 ; -105

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1l (8d o Pldox ! 71 ! 02! -41! 663! 44
Problems and complaints (composite indicator) | | i | | | 0.8 | 87.3 | -1.6 | |Participation in ADR mechanisms i i | | | | 5.2 | 50.0 | 18.2
Non-negligible problems, but no complaint H . H H H 19 ¢ 151 : -50 H H H : H H H H
No problems encountered ! ! ' 80 ! 110! o8 ! 27! 749! 50 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | -68.0 | 146.0 |

Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

V,UVP EC Z » §Z h[+ 0}A «§ ¢ }J@ |yvE}VEH I U@ SEM}eueX dEU-S v JU&EEpd BZ &}P $Z « }v oRAD.d BVB §Z-
V Jvepu € SEP-3 ]V E §]0 Ee Zve » @APV-IoEYADCEHY E +]vPZ:]VPRIFGUIAIEZ & } + EA SA v it v 1103
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Malta

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* , : . v 34 1 40 01 1 474 -1.8 Knowledge of consumer rights* . i 365 -152: -06: -87. -11.1 46.3  -7.2
Trust in organisations P590 500 31 14 08 02 e43 -9 ! ! ! ! ' ! ! !

Trust in public authorities I 8341 77 1 071 141 221 21! 694 03 ! ! g g I | [ !

Trust in retailers and service providers | 125 | 34 | 56 | -66| 157] -3.2 57.§ -17.9 i | i i i i | |

Trustin NGOs | -1.9 | 41 ¢ 30 : 93 | -14 zi 1.8i 65.6  -6.1 | | | | | | | |
Trust in redress mechanisms : 0.2 Z.é 6.& 4.0 3.0 0:0 3é.2 6 -8 ' ' ' ' H H H H

Trustin ADR b2a ! 11} 96! 14! 48! 08! 496 24 ' ! ! ! ! ! ' !

Trust in courts I 201 451 271 671 121 -081 267 -14 ! ! i | i ! ! !
dEU-3 ]V %E} u § » ( 3C | 193] 130 20| -02; -61] ~-57] 6LL -169 ||dEp-3 v %eE} u 5+ ( 5C i i i | 89 | -14 | 97| 829 135
Trust in environmental claims | | | | | | 7.2 | 49.8 | -16.0 | |Trustin environmental claims | | | | | | 3.3 | 67.6 | -1.2
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : v 7.0 : 522 : -20.2 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : 1 -16.9 @ 550 : -22
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath 14 | NoDdta No Dhta No Data No Data
Exposure to unfair commercial practices | | | | | | 5.4 | 20.5 | 3.6 Prevalence of unfair commercial practices | | | | | | -4.9 | 30.1 | 0.0
Other illicit practices H : H H H . 6.2 ;. 186 : 104 Compliance with consumer legislation H i H : H . 10 : 672 -09

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1ele (3d o Pldoxs ! 134! 36! 151! 717! 97
Problems and complaints (composite indicator) i i i | | i -3.7 i 85.9 i -3.0 Participation in ADR mechanisms i i | | | | 8.8 | 62.3 | 30.6
Non-negligible problems, but no complaint H . H H H 51 : 202 : 00 H H H : H H H H
No problems encountered ! ! ! 33! 54! 15! 68! 771! -28 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | I No Data
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vConsumers in Malta have the second lowest trustitailers and service providers in the EU

VvZ3]o @ ]JvDos§ ZA §Z « w}ZBEZ % EEp-SF-]e ( $C Jv §Z h

vMalta has the third highest proportion in the Efloonsumers who have been exposed to other iltoinmercial practices from domestic retailers
vMalta has the EU's second highest score on theptaimts and dispute resolution composite indicator

vMalta has the third lowest score in the EU on flieblems and complaints composite indicator

vRetailers in Malta are the most aware in the EWBR mechanisms

vZs§]o E]JvDos§ & 35Z * Zv Wi¥FW]ESC]% & v Z u Z v]eue

* comparison with previous years based on compaalestions only
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Netherlands

Consumers 20002008 | 2010-2009 | 2011-2010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 ountry-EU-28| |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 16 1+ -09 . 06 . 431: -6.2 Knowledge of consumer rights* . . 05 156 : 41 . -53. 0.5 55.7! 2.1
Trust in organisations ' -10d 54 04 4d 05 39 727 o ! ! ! ! ! ! ! !

Trust in public authorities | 64 1 44 1 231 1021 -211 -211 738 47 ! ! g g I | [ !

Trust in retailers and service providers | 97 | 92 | -82| -50; 168] -17] 76.7| 1.0 i | i i i i | |

Trustin NGOs | -13.9 | 25 | 710 69 | -13.3; -7.9: 67.6i -4.1 | | | | | | | |
Trust in redress mechanisms H -15.7 9.5 7.§ -2,8 1.5 -84 939 -69 H H H H H H H H

Trustin ADR l.a81! 118! 64! 53! 52! .11d 437 -83 ! ! ! ! ! ! ! !

Trust in courts | 1331 721 931 -021 -221 -49] 360 -5 i i i i i i i i
dEU-3 ]V %E} u § » ( 3C | 143 | 83 | 57| 25| -43;] -30] 788 08/ |dEp-3 ]V %E} u 5 - ( 5C i i i | 37 | -62| 17| 850 86
Trust in environmental claims | | | | | | -2.5 | 48.3 | -17.5 | |Trustin environmental claims | | | | | | -6.1 | 59.9 | -8.9
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : 1 99 : 801 : 77 tv(] v Jv }ivo]v e+ 0o]vP }u ¢S] goC : : : : 1 =46 @ 610 3.8
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath 23 |  -41! 8! 0! 0!
Exposure to unfair commercial practices | | | | | | -0.6 | 159 : -0.9 | |Prevalence of unfair commercial practices | | | | | | -4.5 | 27.3 -2.9
Other illicit practices H : H H H 01 72 : -10 Compliance with consumer legislation H i H : H v -11 ; 736 54

! ! ! ! ! ! ! ! VOE u vs )( j#!e (§d o Pldo1a7 ! 43! 27! 01! 666! 46
Problems and complaints (composite indicator) | | | | | | 1.0 | 89.8 i 0.9 Participation in ADR mechanisms i i | | | | -2.9 | 425 | 10.7
Non-negligible problems, but no complaint H . H H H 16 : 100 : -10.1 H H H : H H H H
No problems encountered ! ! ! 22 ! 202! 138! -07! 774! 25 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | | 271.0 |
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
I T —— | B—— ]

vRetailers in the Netherlands are the second megi@ in the EU of ADR mechanisms

* comparison with previous years based on compaalestions only
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Austria
Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* , : . . 17 1+ 04 : 108 551:. 59 Knowledge of consumer rights* . v 04 27 1 35 -29. 2.4 . 57.31 3.7
Trust in organisations ' 40! e7! 18 35 -0 77 840118 ! ! ! ! ' ! ! !

Trust in public authorities I -122 1 1091 001 -321 641 36! 842 151 [ [ [ g I [ [ !

Trust in retailers and service providers j 71 | 66 | 38| 91| 84| 23] 849 92 i | i i i i | |

Trustin NGOs | 6.2 | 2.6 | 16 | 18 | -17.4; 17.3; az.ai 111 | | | | | | | |
Trust in redress mechanisms H 3.9 11.2 51 -9:1 2:4 129 258 114 H H H H H H H H

Trustin ADR ! 36 | 155! 23! -96! -07! 142! 621 101 ' ! ! ! ! ! ' !

Trustin courts | 41 1 69 | 791 -851 541 1171 543 128 i i i i i ! ! i
dEU-3 ]V %E} u § » ( 3C | 1.7 | 82 | -85 18 61 113} 925 145 | |dEp-3 ]V % E} u 5 * ( 5C i i i | 56 | 83 | -64| 791 26
Trust in environmental claims | | | | | | 20.9 | 82.5 | 16.6 | |Trustin environmental claims | | | | | | 1.7 | 70.9 | 2.0
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : ¢ 161 © 840 : 116 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : 69 @ 531 : -41
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath -1 ! 69! 21 93! 371
Exposure to unfair commercial practices | | | | | | -8.6 | 3.4 | -13.4 | |Prevalence of unfair commercial practices | | | | | | 1.3 | 30.0 | -0.1
Other illicit practices H : H H H . 54 24 : 58 Compliance with consumer legislation H i H : H . -05 : 679 -03

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1¥le (3d o Pldo-80 ! 39 ! 74! 06! 580! -40
Problems and complaints (composite indicator) i i i | | i -1.8 | 90.2 | 1.3 Participation in ADR mechanisms i i | | | | -3.9 | 38.4 | 6.7
Non-negligible problems, but no complaint H . H H H v 204 0 241 ;. 40 H H H : H H H H
No problems encountered ! ! ! 05! 87! 28! 05! 830! 31 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | I No Data
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vAustria has the EU's third highest score on thevdedge and trust composite indicator

vConsumers in Austria have the third highest tinsbrganizations in the EU with second highestttingpublic authorities and in retailers and servjgroviders
vConsumers in Austria have the highest trust ininmental claims in the EU

vConsumer exposure to domestic unfair commerciatpces is lowest in Austria

V jvepu Ee+ Jv peSE] E 85Z HL«E O} }SZ0oEH Joo@] B % E S]]o EE}v 3L s E §

* comparison with previous years based on compaalestions only
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Poland

Consumers 20002008 | 2010-2009 | 2011-2010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 ountry-EU-28| |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 10 ¢ -19 1 45 1 482 -1.0 Knowledge of consumer rights* . . 45 1 24 0 43 7 32 -11. 49.5! -4.1
Trust in organisations Po23] 85l 7.7 48 61 57 665  -§7 ! ! ! ! ' ! ! !

Trust in public authorities |l 221 871 741 671 68! 751 586 -10. ! [ [ g I [ [ [

Trust in retailers and service providers | -14 | 103 | 44 | -56;| 126 6.1] 74.% -1.6 i | i i i i | |

Trustin NGOs | 34 © 65 @ 112: -22 | 0.7 | 3.4; 66.8  -5.( | | | | | | | |
Trust in redress mechanisms H —3.i G.é 2.§ 0.3 3.0 -1.3 33.912.8 H H H H H H H H

Trustin ADR I 26 ! 100! 22! 12! 15! -09! 406 114 ' ! ! ! ! ! ' !

Trust in courts | -38 1 311 681 -061 451 -181 273 -14. ! ! i i i ! ! !
dEU-3 ]V %E} u § » ( 3C | 190 164 -22; 04 57, 80] 793 11 |dEp-3 ]V %E} u 5 - ( 5C i i i | 37 | -05| 53| 751 -14
Trust in environmental claims | | | | | | 4.4 | 64.6 | -1.3 Trust in environmental claims | | | | | | 1.9 | 74.7 | 5.9
Confidence infvo]v  *Z}% % ]vP }u 8] ©00C : : : : 1 93 ' 673 : -51 tv(] v Jv }ivo]v e+ 0o]vP }u ¢S] goC : : : : 1 29 ¢ 479 @ -93
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath 0 ! ol al 6 ! 16!
Exposure to unfair commercial practices | | | | | | -4.4 | 32.4 | 15.6 | |Prevalence of unfair commercial practices | | | | | | 0.1 | 57.1 | 27.0
Other illicit practices H : H H H v -29 125 43 Compliance with consumer legislation H i H : H . 45 619 -6.2

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} lele (8¢ o Pldo-87 | 12! -125! 36! 432! 188
Problems and complaints (composite indicator) | | i | | | 18 | 87.6 | -1.3 | |Participation in ADR mechanisms i i | | | | 3.0 | 26.0 | -5.8
Non-negligible problems, but no complaint H . H H H v -28 ; 107 : -94 H H H : H H H H
No problems encountered ! ! o5 ! -127! 43! 15! 721! 78 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | I 110 | | No Data

Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vit]8Z 82 £ %8]1}v }( o]v I$U W Vtfiu \E BEPS Jv E § ]Jo @Eze ¥ oo EAPS %@&EAJv & <+]vPve]v 1ii6 Jv W}o

vPoland has the EU's lowest score on the compliamceenforcement composite indicator

vZs§]lo Es]v W}lov
vZs]o Es]v Wlo v
VvV }vepu E- Jv W}o v
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* comparison with previous years based on compaalestions only
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Portugal

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 » 19 ¢ -04 7 19 . 426 -66 Knowledge of consumer rights* . v 115 112 411 -56. 0.9 54.2! 0.7
Trust in organisations ' 161 08 36 66 -4b 08 621 11 ! ! ! ! ! ! ! !

Trust in public authorities | 1851 -331 101 211 -111 47! 598 -93 ! [ [ g I [ [ [

Trust in retailers and service providers | 74 | 67 | 49 ; 85| -27 -26; 589 -16.8 i | i i i i | |

Trustin NGOs | 225 | -4.7 | 5.0 | 9.1 | —8.2i 0.3; 67.7i -4.1 | | | | | | | |
Trust in redress mechanisms H 6.1 1.0 11:4 24 -4.4 3,9 34.712.1 H H H H H H H H

Trustin ADR ! 131! 02! 120! 08! 55 25! 4068 1.4 ' ! ! ! ! ! ' !

Trust in courts | -08 | 22 1 1001 411 -331 531 288 -12 ! ! i | i ! ! !
dEU-3 ]V %E} u § » ( 3C | 23| 98 | -84, 77 -46] 17| 6L4 -166|dEP-3 ]V %E} u 5 ( 5C i i i | 44 | 24 | 37 672] -92
Trust in environmental claims | | | | | | -0.6 | 59.7 | -6.1 Trust in environmental claims | | | | | | 0.4 | 65.6 | -3.2
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : 20 : 408 @ -31.6 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : 1 105 572 : 00
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath 19! -151 521 -3! 55!
Exposure to unfair commercial practices | | | | | | 0.8 | 21.3 | 4.5 Prevalence of unfair commercial practices | | | | | | -6.0 | 26.6 | -35
Other illicit practices H : H H H v -21 ; 90 : 08 Compliance with consumer legislation H i H : H . 58 ; 603 : -79

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1ele (3¢ o Pldome ! -17 ! 125! 82! 643! 23
Problems and complaints (composite indicator) i i i | | i -2.6 i 88.3 i -0.6 Participation in ADR mechanisms i i | | | | 21.6 | 52.2 | 20.4
Non-negligible problems, but no complaint H . H H H . 52 . 141 . -6.0 H H H : H H H H
No problems encountered ! ! 212! 85! 42! 46! 804! 05 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | I -29.0 | 153.01
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vConsumer trust in retailers and service providerBortugal is the third lowest in the EU

vConfidence in online shopping is the lowest intégal among the EU28 countries

vPortugal has the EU's third highest score on trmlaints and dispute resolution composite indicato
vZS§]o Ee]v WIESPP o E SBEZSZHGE} Ud-ED)N%WC]Mv Z u Z v]eue

* comparison with previous years based on compaalestions only
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Romania

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1  -11.0: 00 : 02 : 36.0: -13.2 Knowledge of consumer rights* . v 99 1 -31: 17 . 107 -1.4. 54.9: 1.4
Trust in organisations 1220 0d el 04 3.7 78 612 -1} ! ! ! ! ! ! ! !

Trust in public authorities l 1151 311 691 -111 191 541 551 -14 [ [ [ g I [ ! !

Trust in retailers and service providers j 129 | 00 | 63| -28; 14.2] 7.1 70.4 -5.9 i | i i i i | |

Trustin NGOs | 12.2 | 0.4 | 5.0 | 5.1 | -s.oi 9.3 | 58.4i -13. | | | | | | | |
Trust in redress mechanisms H 9.9 0.1 13.7 2.3 -2.7 Wi 55.58.7 H H H H H H H

Trustin ADR b 120! 07! 131! 02! -20/ 70! 603 82 ' ! ! ! ! ! ' !

Trust in courts i 70 i -051 1431 481 -33i 831 507 92 i [ i i i i i i
dEU-3 ]V %E} u § » ( 3C | 35| 71| 79 07 31 66| 565 -21.5||dEp-3]v %E} u 3 ( 5C i i i | 58 | -64 | -05] 5.7 -248
Trust in environmental claims | | | | | | 8.9 | 58.0 | -7.8 Trust in environmental claims | | | | | | -6.3 | 76.6 | 7.8
Confidence infvo]v  *Z}% % ]vP }u 8] ©00C : : : : 71 ¢ 573 : -152 tv(] v Jv }ivo]v e+ 0o]vP }u ¢S] goC : : : : 1 =23 ' 474 @ 98
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath 0 ! 0 ! NoDdta NoDhta No Data
Exposure to unfair commercial practices | | | | | | -5.3 | 20.7 | 3.9 Prevalence of unfair commercial practice | | | | | | -3.7 | 37.6 | 7.4
Other illicit practices H : H H H . -5.0 : 163 : 81 Compliance with consumer legislation H i H : H . 00 : 710: 29

! ! ! ! ! ! ! ! VOQE u vs }( }vepu & v % E} 1¥le (3¢ o Plio2s6 | 23! 46! -43! 662! 42
Problems and complaints (composite indicator) i i i | | i 0.0 i 83.7 | -5.2 Participation in ADR mechanisms i i | | | | -6.4 | 21.3 | -10.5
Non-negligible problems, but no complaint H . H H H . -10.3 ;. 287 . 86 H H H : H H H H
No problems encountered ! ! 07 ! a9 ! 72! 21! 751! .48 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | -370.01 -130.01 230.0!
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vConsumers in Romania have the third lowest le¥é&nowledge of consumer rights in the EU

Vit]8Z 8Z /£ %3]}V }( 3Z % E]RIITEA}ve iUiiEVEE NS v E § Jo @&+ W Z}EA] DrE}A] PE p 00y E +]vP ]v
vThere has been a consistent increase in the degfemnsumer trust in redress mechanisms, in ADRiartourts in Romania since 2008

VvZ&]o Ee]vZiuv] ZA §Z o BEFp-Sev (}¥C Jv §Z h

vRomania has the EU's third lowest score on thepamts and dispute resolution composite indicator

vRomania scores has the lowest score on the conssimeoblems and complaints composite indicatotiia EU

* comparison with previous years based on compaalestions only
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Slovenia

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 v -102 0 1260 0.2 1 428 -6.4 Knowledge of consumer rights* . v -81 1 17 . 46 . -10. -4.3 . 47.3! -6.2]
Trust in organisations ' 31 o1 73 o7 0.4 89 580 -14.1 ! ! ! ! ! ! ! !

Trust in public authorities I 26 | -131 -921 06! -03! 98! 429 -263 ! [ [ g I [ [ !

Trust in retailers and service providers | 41 | 57 | -67 | -82;| 103j 7.0 72.4 -3.3 i | i i i i | |

Trustin NGOs | 27 ¢ -40 | -5.6 | 9.7 | -a.gi 9.7; 58.6i -13. | | | | | | | |
Trust in redress mechanisms H —S.i -1.5 -2.7 9.8 -8.6 21.3 284 -4.0 H H H H H H H H

Trustin ADR ! 28! 53! 05! 31! -48) 53! 344 176 ' ! ! ! ! ! ' !

Trust in courts | -76 1 23 1 -481 1651 -125| 3731 511 96 ! ! i i i ! ! !
dEU-3 ]V %E} u § » ( 3C | -108 | 43 | -74, 42 -103] 06| 599 -181 ||dEp-3 ]V %eE} u 5 ( 5C i i i i 00 | -12| -34, 740; -25
Trust in environmental claims | | | | | | -0.9 | 48.3 | -17.5 | |Trustin environmental claims | | | | | | 7.6 | 72.0 | 3.2
Confidence infvo]v  *Z}% % ]vP }u 8] ©00C : : : : ¢ 119 : 615 : -10.9 }v(] v Jv }ivo]v e+ 0o]vP 1}u e8] goC : : : : 1 276 729 : 157
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath 39! 97! .14 0! 0!
Exposure to unfair commercial practices | | | | | | 4.1 | 23.5 | 6.7 Prevalence of unfair commercial practices | | | | | | 5.8 | 31.6 | 15
Other illicit practices H : H H H 03 97 : 14 Compliance with consumer legislation H i H : H . 35 ; 583 -98

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} l3le (8¢ o Pldo-84 | 93 ! 71! 43! 544! 76
Problems and complaints (composite indicator) i i i | | i 1.0 i 93.0 o4l Participation in ADR mechanisms i i | | | | 16.1 | 47.2 | 15.4
Non-negligible problems, but no complaint H . H H H . -6.8 118 : -83 H H H : H H H H
No problems encountered ! ! ' 39 ! 120! 89! -07! 864! 64 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | -50.0 I 89.0 | 270.0!
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vConsumer trust in public authorities in Slovesighe third lowest in the EU28

vThe degree of consumer trust in courts has inceeka lot since 2014, after a period of fluctuatibaetween 2008 and 2014
vSlovenia scores first in the EU28 on the consuhpeodblems and complaints composite indicator

VAOIA V] Z + 8Z + }v Z]PZ +3 YUE®eAZSIIV M}IS}vy Juvsd E VG % E} o u

* comparison with previous years based on compaalestions only
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Slovakia

Consumers 20002008 | 2010-2009 | 2011-2010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 ountry-EU-28| |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 » 35 1+ 51 1 30 : 59.7:. 105 Knowledge of consumer rights* . v 213 1 -121: 36 1 -12. -3.0! 45.1. -85
Trust in organisations P09 15 65 17 02 05  5714-148 ! ! ! ! ' ! ! !

Trustin public authorities I 081 14| 681 -36! 151 00! 509 -181 ! i [ i i ! ! i

Trust in retailers and service providers j 07 | 24 | 65| -02;| 108j 1.3 736 -2 i | i i i i | |

Trustin NGOs | -2.6 | 06 i 6.1 | 8.9 | -12.8: 0.4 47.8i -24.0 | | | | | | | |
Trust in redress mechanisms H 2.1 2.5 7.7 6.4 7.4 —1&.5 27.219.6 H H H H H H H H

Trustin ADR I 41! 33! 66! 103! 95! -184 329 -192 ' ! ! ! ! ! ' !

Trust in courts I 02 | 14 1 881 251 531 -861 214 -20.1 ! [ [ ! i ! i !
dEU-3 ]V %E} u § » ( 3C | 49 | 95 | -122; 13| -62] 84| 672 -10.9|dEp-3 ]V %E} u 3 - ( 5C i i i i 79 | 22 70| 781 17
Trust in environmental claims | | | | | | 18 | 53.2 | -12.7 | | Trustin environmental claims | | | | | | 2.3 | 61.7 | 7.1
Confidence infvo]v  *Z}% % ]vP }u 8] ©00C : : : : 80 @ 643 : -81 tv(] v Jv }ivo]v e+ 0o]vP }u ¢S] goC : : : : i =10 425 : -14.7
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath -10!  -1! -8 ! 0! 4!
Exposure to unfair commercial practices | | | | | | -2.1 | 29.6 | 12.8 | |Prevalence of unfair commercial practices | | | | | | -1.9 | 47.4 | 17.2
Other illicit practices H : H H H v 42, 135 52 Compliance with consumer legislation H i H : H . -33 : 574 -10.7

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} l#!e (8¢ o Pldo1s8 ! 51! 45! 06! 513! 107
Problems and complaints (composite indicator) i i i | | i -0.3 i 88.4 | -0.6 Participation in ADR mechanisms i i | | | | -4.4 | 19.8 | -12.0
Non-negligible problems, but no complaint H . H H H 29 ;. 114 : -88 H H H : H H H H
No problems encountered ! ! I c19 ! -100! 103! 12! 7770 22 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | -73.0 1 62.0 | 413.0!

Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vSlovakia scores first on consumer knowledge obuoarer rights in the EU
V }vepu € S$EpS Jv E §]o E« Zve =SEAJoCHVEFA]s E=]v 1iid

* comparison with previous years based on compaalestions only

146



Finland

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* , , 1 . -86 ¢ -09: 04 . 386: -10.6 Knowledge of consumer rights* . 46 1 32 12 . -6.3. -1.2 55.9. 2.4
Trust in organisations ' 65  -285 4.5, 0.1 33 3b 2 5o ! ! ! ! ! ! ! !

Trustin public authorities | 49 1 281 341 65! 151 -531 789 98 ! i [ i i ! ! i

Trust in retailers and service providers | <109 | -23 | 37| -7.8| 10.8] 0.3 822 6.5 i | i i i i | |

Trustin NGOs | -3.6 | -2.4 | 63 14 | -2.4; -3.9; 70.5; -1.2 | | | | | | | |
Trust in redress mechanisms : -3.7 9.4 8.& 1.9 2.3 -7.8 44.5-2.3 ' ' ' ' H H H H

Trustin ADR oo ! 79! 74! 76! -63! -46! 583 63 ' ! ! ! ! ! ' !

Trust in courts | -75 1 1091 901 -39i 1100 -11.0 308 -10P [ [ [ ! I [ ! [
dEU-3 ]V %E} u § » ( 3C | -42 | 24 | -24, -02; -05; -83] 809 28 ||dEp-3 ]V %E} 3 - (5C i i i i 61 | -27 | -L7| 920 156
Trust in environmental claims | | | | | | -6.1 | 57.4 | -85 Trust in environmental claims | | | | | | 3.7 | 86.1 | 17.3
Confidence infvo]v  *Z}% % ]vP }u 8] ©00C : : : : © 6.4 702 @ 22 tv(] v Jv }ivo]v e+ 0o]vP }u ¢S] goC : : : : 15 : 732 : 16.0
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath 176!  -188 2! 36! 160
Exposure to unfair commercial practices | | | | | | 3.8 | 29.6 | 12.8 | |Prevalence of unfair commercial practices | | | | | | 0.5 | 321 | 1.9
Other illicit practices H : H H H » 23, 82 : 00 Compliance with consumer legislation H i H : H . -15 ; 76.0; 78

! ! ! ! ! ! ! ! VOQE u vs }( }vepu & v % E} 1l (8¢ o Pldo-84 ! 24 ! 00! 13! 748! 128
Problems and complaints (composite indicator) i i i | | | 0.8 i 89.7 i 0.8 Participation in ADR mechanisms i i | | | | 1.4 | 44.9 | 13.2
Non-negligible problems, but no complaint H . H H H . -38 . 55 ! -146 H H H : H H H H
No problems encountered ! ! ! 36 ! a111! 35! 09! 727! 72 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | I No Data
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

>

V HE]VP 8Z 0 8 A C E+U IVIAZEP u}(vP &l ]EZE]Ppuu E+ Z » o] VIwR S AJSZCEZ PP 8§ E}% Bil]vwP %bidd X g
VZ3]o E]va&lvov Z A 3Z Z}PZ%EF@BSS| v ]v §Z h

vRetailers in Finland have the highest trust iniesvmental claims in the EU

vRetailers in Finland have the third highest coefide in online selling in the EU

VvZ §lo Ee]v &lvov & $Z 7] $0}8Z]o]I13ZCI{E }u 8] JuPsZS]IFI@RU JH %0 CeoE} u § ¢ ( 8C 0 Pleo 3]}ve

vdZ % & v8 P }( &]vv]eZ }Vvepu}EwSAE} VIC VEEIVO U ]e 3Z ¢ IO PAZPE |¥Z852% B VvE P }( E +%@ VE}IEZVIPO]RPIVE % E} 0 u u3 B Mg Moo A 8 Jv §Z h

-
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* comparison with previous years based on compaalestions only
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Sweden

Consumers 20002008 | 2010-2009 | 2011-2010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 ountry-EU-28| |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 =79 23 17 416 -7.7 Knowledge of consumer rights* . . 86 1 21 . -08.: -31. -1.6. 61.5. 8.0
Trust in organisations ' 99 51 08 168 -3B -0k 658 4-4 ! ! ! ! ! ! ! !

Trust in public authorities |l 941 721 -051 341 05! -031 747 56 ! [ [ g I [ [ !

Trust in retailers and service providers | -86 | 61 | -24 | -92;| 124 1.1 72.4 -3.3 i | i i i i | |

Trustin NGOs | -11.6 | 2.0 | 15 ¢ 10.7; -24.2] =270 502 -215 | | | | | | | |
Trust in redress mechanisms H -19.0 8.1 2.§ 4.2 -3.7 —6.8 328 -185 H H H H H H H H

Trustin ADR b 173! 63! 32! 19! 01! o7! 373 14 ' ! ! ! ! ! ' !

Trust in courts | 2061 98 I 271 641 -7.31 -231 192 -223 ! ! i i i ! ! !
dEU-3 ]V %E} u § » ( 3C | -48 | -11| 16| -85 36| 33| 685 -9.6 |dEW-3 ]V %E} u 3 (5C i i i | 36 | 56| 59| 879 115
Trust in environmental claims | | | | | | 2.2 | 51.2 | -14.7 | | Trustin environmental claims | | | | | | 2.7 | 79.7 | 10.8
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : 86 : 801 : 77 tv(] v Jv }ivo]v e+ 0o]vP }u ¢S] goC : : : : 1 58 : 616 44
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath 878! -813  -18! -22 111
Exposure to unfair commercial practices | | | | | | 0.9 | 26.4 | 9.6 Prevalence of unfair commercial practices | | | | | | -3.0 | 262 1 -39
Other illicit practices H : H H H 30 : 110 : 27 Compliance with consumer legislation H i H : H . 06 : 717 36

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1l (3¢ o Pldo@ ! 131! 49! 71! 662! 42
Problems and complaints (composite indicator) i i i | | i -1.1 | 90.0 Pl Participation in ADR mechanisms i i | | | | -1.9 | 67.2 | 35.5
Non-negligible problems, but no complaint H . H H H . 15 . 68 : -133 H H H : H H H H
No problems encountered ! ! I 12 ! a165! 159! -05! 795! .04 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | I No Data
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vConsumer trust in courts in Sweden is the thindést in the EU28

vRetailers in Sweden have the second highest kndgdeof consumers' rights in the EU
vZ&lo Es]Jvr"A Vv ZA 3Z SZVBVIZIPZ%eEF @ 5e5]( §C Vv
vSweden has the EU's highest score on the comlaind dispute resolution composite indicator
VAA v e }E ¢+ }v 0 +8]vEZ MRIv]IwhEuu®Ees A}u%o Jv§
VZ §]lo Ee]vrA v E 3Z ulsd Bl@3Q 1%SZ ]vh Z u Z v]eus

AV S8ZPuPZ GZ % ENW0}E

Jv]weAE§Zu S 0 o

(1v e v Po]P] o X

* comparison with previous years based on compaalestions only
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UK

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* , : . . 54 1 13 . 176 552:. 59 Knowledge of consumer rights* . v -01 ¢ -34: 43 . -85. 2.0 ! 43.6:  -9.9
Trust in organisations ' 30’ 76 -28 08 28 92 853131 ! ! ! ! ! ! ! !

Trust in public authorities | 33 1 1191 -321 -06! 02! 68! 89 148 [ [ [ g I [ [ !

Trust in retailers and service providers j 20 | 53 | 57| -32| 90 30| 861 104 i | i i i i | |

Trustin NGOs | 37 @ 55 | 0.6 | 5.4 | -17.7; 17.9: 85.9i 14.1 | | | | | | | |
Trust in redress mechanisms H —4.i 16.7 -4.1 -6.5 -0.5 13.361.6 : 14.8 H H H H H H H H

Trustin ADR 23 ! 120! 22! .140! 04! 155 672 152 ! ! ! ! ! ! ! !

Trust in courts i 1081 2151 -591 091 -151 111 560 145 i i i i i i i i
dEU-3 ]V %E} u § » ( 3C | -11 | -10 | 28 -33; -10] 106] 944 163 | |dEp-3 ]V % E} u 5 * ( 5C i i i | 112 | -19 | 12| 845; 81
Trust in environmental claims | | | | | | 13.0 | 80.7 | 14.8 | |Trustin environmental claims | | | | | | 2.1 | 76.6 | 7.7
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : 1 88 876 @ 152 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : i 63 ' 517 : -55
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'NoDatd NoDath 222! 475! 367 95! 1288
Exposure to unfair commercial practices | | | | | | -15.8 | 3.9 | -12.9 | |Prevalence of unfair commercial practices | | | | | | 0.4 | 229 | 7.2
Other illicit practices H : H H H v <111 20 : -6.2 Compliance with consumer legislation H i H : H . -36 : 763 82

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1ele (8d o Pldost ! 34 ! 64! -40! 731! 111
Problems and complaints (composite indicator) | i i | | {18 | 897 | 0.8 Participation in ADR mechanisms i i | | | | 9.3 | 35.5 | 3.7
Non-negligible problems, but no complaint H . H H H v 193 . 284 83 H H H : H H H H
No problems encountered ! ! | 66 ! 82! 38! 90! 821! 22 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | I No Data
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — —

vThe United Kingdom scores first in consumer timsirganizations, in retailers and service provaén NGOs and in ADR.

vConsumer trust in redress mechanisms and in cdartee United Kingdom are the second highest ia BU28

vConsumer trust in public authorities in the Unit&thgdom is the third highest in the EU28

V }vepu Ee Jv §Z hv]d <]VP }u Z+A SEZu-H[v2PZ p § o ( §C vZ 3% SE[ee§ W VARE}VU v 0 0 Jue

vConfidence in online shopping is the highest ia thhited Kingdom among the EU28 countries

vUnited Kingdom has the EU's second highest scotb@compliance and enforcement composite indicato

vConsumers in the United Kingdom are the least erpidto other illicit practices from domestic retis in EU28

vZ&Jlo E+]vsEZ hvl]d <]vP }u S®]BBC-]vI¥Zu}lh 3} 3Z]vl §Z NE-}JuBmo CIAS BI$vepuu E v %IE}ve § « ( §C o Pleo

* comparison with previous years based on compaalestions only
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Iceland

Consumers 20002008 | 2010-2009 | 20112010 | 2012-2011 | 2014-2012 | 20162014 | 2016  country-eu-28] |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* , : . . 03 1 -36 . 45 . 481.: -1.1 Knowledge of consumer rights* . v 150 31 ¢ 09 . -96. -2.2. 57.5. 4.0
Trust in organisations ! ! ' ! 57 | 122! 07! 584! -13§ ! ! ! ! ! ! ! !

Trust in public authorities ! ! ! I 43 1 1661 011 4551 -237 [ [ [ g I [ ! !

Trust in retailers and service providers i i i | -82 | 129 -09, 634 -12.3 i | i i i i | |

Trustin NGOs | | | | -47 | 7.0 | 3.0 | 66.3 | -5.4 | | | | | | | |
Trust in redress mechanisms H H H 33 12 : -51: 327: -141 H H H H H H H H

Trustin ADR ! ! ! b 61! 63! 76! 208! 222 ' ! ! ! ! ! ' !

Trust in courts ! ! | I -06 1 87 1 271 3551 -60 ! [ ! ! I | ! !
dEU-3 ]V %E} u § » ( 3C i i i i 27 | 34 | 01| 696] -84||dEu-3 ]V %E} u 3 ( 3C i i i | 1.0 | -27 | -66| 70.0] -65
Trust in environmental claims | | | | | | -5.9 | 455 | -20.3 | |Trustin environmental claims | | | | | | 134 | 75.3 | 6.4
Confidence infvo]v  *Z}% % ]vP }u 8] ©00C : : : : 1 69 : 785 : 6.1 tv(] v Jv }ivo]v e+ 0o]vP }u ¢S] goC : : : : 1 =31 @ 68.0 @ 10.8
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'No Datd No Dath No Data No Data No Data No Data NolData
Exposure to unfair commercial practices | | | | | | 1.0 | 13.0 | -3.8 | |Prevalence of unfair commercial practices | | | | | | -6.1 | 23.7 | -6.4
Other illicit practices H : H H H 129 . 145 63 Compliance with consumer legislation H i H : H . 04 ; 740 58

! ! ! ! ! ! ! ! VOQE u vs }( }vepu & v % E} l3éle (8¢ o Pldo-80 ! 52 ! 76! 98! 571! -48
Problems and complaints (composite indicator) i i | i | | -1 5 892 | 0.2 Participation in ADR mechanisms i i | | | | -8.1 | 26.9 | -4.9
Non-negligible problems, but no complaint H . H H H . 15 ; 115 : -86 H H H : H H H H
No problems encountered ! ! ! ' 57! 20! o5 ! 789! -10 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | I No Data
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I

vConsumer knowledge of unsolicited products indoellis the second highest of all 30 countries

v/ ov «}E ¢« $Z]E }( o0 il IMVEE]Jus EUEERUECS v ZU ps SEWF Y vEDC ¢« o]w]vP «]v  TiiiX
vConsumers’ trust in environmental claims in Icel@the third lowest of all 30 countries

vRetailers in Iceland are the least aware about AigRhanisms in all 30 countries

* comparison with previous years based on compaalestions only
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Norway

Consumers 20002008 | 2010-2009 | 2011-2010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 ountry - eU-28| |Retailers 20092008 | 20102009 | 20112010 | 2012-2011 | 2014-2012 | 2016-2014 | 2016 country - EU-28]
Knowledge of consumer rights* 1 , 1 . 23 1 35 -05:. 517: 2.5 Knowledge of consumer rights* . 65 1 44 1 46 1 -11.2. -3.0! 54.1! 0.5
Trust in organisations ! ! ' ' 50! 90 ! -39! 731! 09 ! ! ! ! ! ! ! !

Trust in public authorities ! ! ! I 42 1 1091 -191 8151 123 ! [ [ g I [ [ !

Trust in retailers and service providers i i i | -11.9 ; 220 -05| 785] 2.8 i | i i i i | |

Trustin NGOs | | | | 11 | -6.0 | -9.4 | 59.3i -12.4 | | | | | | | |
Trust in redress mechanisms H H H . 52 82 : -83: 431: -37 H H H H H H H H

Trustin ADR ! ! ! ! 88! 87 ! 82! 470! 50 ' ! ! ! ! ! ' !

Trust in courts ! ! [ 17 0 77 1 841 3921 -23 ! [ ! ! I | ! !
dEU-3 ]V %E} u § » ( 3C i i i i 01 | 10 | 16 | 844| 63 ||[dEu-3 ]V %E} u $ + ( 3C i i i | 07 | -59 | 39| 840| 7.6
Trust in environmental claims | | | | | | 0.8 | 63.1 | -2.7 Trust in environmental claims | | | | | | 25 | 81.2 | 124
Confidence infvo]v *Z}% % ]vP lu 8] 00C : : : 79 ¢ 872 : 148 tv(] v Jv 3ivo]v e+ 0o]vP 1}lu ¢S] goC : : : : ¢ -9.0 : 508 : -6.4
National public funding to consumer organisatioins€ per 1000 inhabitants, 2015 data) 'No Datd NoDath NoData 674  -854 186 2536
Exposure to unfair commercial practices | | | | | | 0.7 | 203 i 35 Prevalence of unfair commercial practices | | | | | | -5.3 | 24.4 | -5.8
Other illicit practices H : H H H . -07 © 85 : 03 Compliance with consumer legislation H i H : H . -10 ¢ 720 39

! ! ! ! ! ! ! ! VOE u vs }( }vepu & v % E} 1¥le (3d o P14o-83 ! 24 ! 63! 87! 692! 7.3
Problems and complaints (composite indicator) i i i | | i -0.5 i 89.8 | 0.9 Participation in ADR mechanisms | | | | | | -6.4 | 40.1 | 8.3
Non-negligible problems, but no complaint H . H H H v -13 ¢ 122 : -80 H H H : H H H H
No problems encountered ! ! ! | c184 ! 185! 19! 796! -03 ! ! ! ! ! ! ! !
Length of judicial proceedings (days, 2015 data) | | | | | | I No Data
Knowledge & Trust Compliance & Enforcement Complaints & Dispute Resolution
| — ] | T — I
VE}YEA Pl v }vepu e Z A 3Z « }v ZMWZu38}v(iNo]v *Z}%%]vP @ENVP SZEA Cpuvs
VAdEps v E'Ke Jv E}EA C Z + ]v]WR-i}¥ v (8§ E -u oo JVi®& «i1%A v i
vZ &lo E+]vEYEACZA $Z vEAABE3VRZvESoS@ s ]]v 00 il Juv3E] -«

* comparison with previous years based on compaalestions only
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6.2. CONSUMER CONDITIONS INDEX

The Consumer Conditions Index (CCI) is a composite indicator, edécubt country level, to benchmark national consumer environments tesd
links between consumer conditions and other economic, social and goveinrdioatrs. It is based on a set of key indicators (relating to dmmes
transactions), stemming from EU-wide consumers’ and retagerseys. The indicators are grouped under three main pillaxis,he&ing an equal
weight (33.3%) in the total score:

1) Knowledge and Trust (with two separate sub-pillars, having an equal weight &6)16.7
2) Compliance and Enforcement
3) Complaints and Dispute Resolution

A score for each (sub-)pillar is calculated as a simple aritbrae¢rage of the indicators contained in it.
The CCI has undergone a thorough statistical &udiit particular, the correlation and principal component anslgessulted in minor adjustments to

the initial version of the CCI, which improved its overall robess. The sensitivity and uncertainty analyses showed that thetaladardisation,
different aggregation formulas or unequal weighting of pillars/indicatorsdamatl considerably change the overall results.

Consumers’ Survey Retailers’ Survey

PILLAR 1: KNOWLEDGE & TRUST —33.3 %

Knowledge sub-pillar — 16.7 %

Knowledge of consumer rights : Average percentage of consumers’ correct | Knowledge of consumer rights : Average percentage of retailers’ correct
answers to 3 questions (distance purchases cooling-off period, product | answers to 5 questions (product guarantees, seeking payment in marketing
guarantees, and unsolicited products). material, insufficient quantity of discounted products, promoting products for
children, and premium rate phone number).

%6 More information is available in chapter 2.5 offVRoy, V., Rossetti, F., Piculescu, V. (2015). Goner conditions in the EU: revised framework angieizal investigation,
JRC science and policy report, JRC934@#y://publications.jrc.ec.europa.eu/repositoryiefIRC93404
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Consumers’ Survey

Retailers’ Survey

Trust sub-pill

ar—16.7 %

Trust in organisations : Average percentage of consumers who agree that in
their country public authorities protect their rights as a consumer; retailers and
service providers respect their rights as a consumer; and non-governmental
consumer organisations protect their rights as a consumer.

Trust in redress mechanisms : Average percentage of consumers who agree
that in their country it is easy to settle disputes with retailers and service
providers through an out-of-court body and that it is easy to settle disputes
through the courts.

Trust in product safety : Percentage of consumers who think that essentially all
non-food products on the market in their country are safe or that a small number
of products are unsafe.

Trust in product safety : Percentage of retailers who think that essentially all
non-food products on the market in their country are safe or that a small number
of products are unsafe.

Trust in environmental claims : Percentage of consumers who agree that most
environmental claims about goods or services in their country are reliable.

Trust in environmental claims : Percentage of retailers who think that most
environmental claims about goods or services in their sector in their country are
reliable.

Confidence in online shopping : Percentage of consumers who feel confident
purchasing goods or services on the internet from retailers or service providers
in their country.

Confidence in online selling : Percentage of retailers who are confident selling
online only to consumers in their own country or who are confident when selling
both in their own country and in other EU countries.

PILLAR 2: COMPLIANCE &

ENFORCEMENT —33.3 %

Unfair commercial practices : Average percentage of consumers who report
having experienced the following unfair commercial practices by retailers or
service providers in their country in the past 12 months (persistent sales calls or
messages, fake limited-time offers, fake free-of charge offers, asking to pay
money to collect a fake prize, or other unfair commercial practices).

Unfair commercial practices : Average percentage of retailers who report
coming across unfair commercial practices by their domestic competitors in the
past 12 months (persistent commercial calls or messages, fake limited-time
offers, fake free-of charge offers, asking to pay for unsolicited products, fake
reviews, or other unfair commercial practices).

Other llicit practices : Average percentage of consumers who report having
experienced unfair contract terms and unanticipated charges by retailers or
service providers in their country in the past 12 months.
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Consumers’ Survey

Retailers’ Survey

Compliance with consumer legislation  : Average percentage of retailers who
agree that in their country: their competitors comply with consumer legislation; it
is easy to comply with consumer legislation in their sector; and the costs of
compliance with consumer legislation in their sector are reasonable.

Enforcement of consumer and product safety legislation Average
percentage of retailers who agree that in their sector and in their country: public
authorities actively monitor and ensure compliance with consumer legislation;
consumer NGOs actively monitor compliance with consumer legislation; self-
regulatory bodies actively monitor compliance with relevant codes; media
regularly report on businesses that do not respect consumer legislation; and
public authorities actively monitor and ensure compliance with product safety
legislation.

PILLAR 3: COMPLAINTS & DISPUTE RESOLUTION —33.3 %

Problems and complaints : Composite indicator based on questions on the
occurrence of problems in the past 12 months when buying or using any goods
or services domestically, follow-up on complaints to different bodies
(retailer/service provider, manufacturer, public authority, ADR body, court),
reasons for not complaining and satisfaction with the handling of the complaint.

Participation in ADR mechanisms : Percentage of retailers who are willing or
required by law to use ADR mechanisms for consumer complaints.
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6.3. MULTIVARIATE ANALYSIS ON SELF-ASSESSED VULNERABILITY

A multivariate analysis between self-assessed vulneraldlityg the socio-demographic
characteristics of the persons interviewed has been carrie@ifmutiependant variable in the
regression is a binary variable which takes the value oftHeiperson has declared to feel
vulnerable as consumer for one or more socio-demographic factgredtioextent or to some
extent) and 0 otherwise. The analysis has been performed ondiedata from the 2016
Survey onConsumer attitudes towards cross-border trade and consumer profgctovers
the EU-28. A logit regression model was used for the dependent vafsditeassessed
vulnerability). The table shows the estimated predicted piitiees of the model for the
dependent variable according to the different values of the independentefariab

Table 9: Estimated predicted probabilities to feel vuterable as consumer broken down by
different socio-demographic groups

Self-assessed Self-assessed
vulnerability vulnerability
Age Phone usage
18-34 0.29 A Mobile phone line 0.31 A
34-54 0.32 B Fixed telephone line 0.31 A
55-64 0.33 B
65+ 0.32 AB Language
One 0.29
Gender Two 0.33 A
Female 0.32 Three 0.33 AB
Male 0.30 Four or more 0.37 B
Education Financial difficulty
Low (ISCED 0-2) 0.34 B s EC 1] pos 0.55
Medium (ISCED 3-4) 0.32 AB & 1]EoC 1((] pos 0.38
High (ISCED 5-8) 0.30 A & J]EoC - C 0.25 A
s EC - C 0.25 A
Employment status
N o(r u%o}C 0.31 A Numerical skills
White collar 0.26 high 0.30
Blue Collar 0.35 B medium 0.32 A
hv u%.o}C 0.33 AB low 0.34 A
Seeking a job 0.40 D
Student 0.40 CD Region
Retired 0.35 ABC Northern EU region 0.37
Southern EU region 0.42
Internet use Eastern EU region 0.50
]oC 0.31 A Western EU region 0.16
t loC 0.33 AB
D}vS§Zo C 0.32 AB Mother Tongue
, E oC A & 0.32 AB Official national or regional langualge 0.31
Never 0.34 B Other language 0.42
Living area
Rural area 0.34
Small town 0.31 A
Large town 0.29 A

Source: Survey on consumer attitudes towards cross-border trade and consunmenrp(@06).

Note: Values in the table represent estimated predicted probabitifithe multivariate models. Letters allow to compare
predicted probabilities/scores within the same socio-demograjtsicacteristic. Values sharing a letter are not significantly
different at the 5 % level.

2" Example: the estimated probability of being vultide is equal to 30 % among men and 32 % among wome
The difference is statistically significant.
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