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Flash 282 - CONSUMER PROTECTION IN
THE INTERNAL MARKET

CONSUMER SWITCHING

Q21. In general, how easy do you think it is to compare offers from different banks when looking
for a current account?

i L 0 A ) TP PRP 1
= FaITlY CaSY.iiiiiiiicii et rb e e 2
— Fairly difficult........ccccooiiiii e 3
= Very diffiCult ..oooeeieiicceee e e 4
- I DON’T HAVE A BANK ACCOUNT ....ooiiiiiiieee et 5GO TO Q23
[ DEK/NA] ettt bttt et nbe e 9

Q22. Have you tried to switch your current account from one bank to another in the last two
years?
ONLY ONE ANSWER IS POSSIBLE

— Yes, you switched and it Was €aSy.......c.cceeeverriierieeneenieeneenrenee e enesne s 1
- Yes, you switched but it was difficult ...........ccccoeeeiiiriiiiii e, 2
- Yes, you tried to switch but YOu ave UP......cccevvevieriiecrieiierieeree e 3
- No, you did not try because you are not interested in switching................ 4
- No, you did not try because you thought it might be too difficult............. 5
— NO, fOr Other TEASOMNS ....eoiiiiiiiiiiieeiee e 6
= [DEK/NAT ettt ettt 9

= VBT CASY ettt ettt ettt st 1
= FaITlY CaSY.iiiiiiiiciiceeeeece ettt 2
— Fairly difficult......c.cccveoiieieiece et 3
= Very difficult .....ooeieeeeee e 4
- [state monopoly /mot applicable] ........cccveeciiiiiiiieiiieeieeeee e 8
[ DK/ A ettt sttt et e ne et eneeneas 9

Q24. Have you tried to switch your electricity provider in the last two years?
ONLY ONE ANSWER IS POSSIBLE

- Yes, you switched and it Was €aSy........cccceeveerveerieeeiieeie e 1
- Yes, you switched but it was difficult ...........ccceovvevivirciieiinieieeeeee 2
- Yes, you tried to switch but you gave up........ccoeceevieviieieeieenieereeneeeee 3
- No, you did not try because you are not interested in switching............... 4
- No, you did not try because you thought it might be too difficult............. 5
— NO, TOI OthET TEASONS ...eeeviiiiiiieiiiiieee ettt e e e e e s e s 6
- [state monopoly /mnot applicable] ........cccuveeciiiiiiiieiiieeiieeee e 8
e 0] SN USSP 9



Q25. Which of the following has your present electricity provider done in the past 12 months?
ONLY ONE ANSWER IS POSSIBLE

— They increased the PriCe .......ccecvriiieriieriierierierie e 1
— They reduced the Price..........ccoevieiiirieniieie et 2
— The price of the service remained the same.............cccceeeevveviieccieeeeeeenen. 3
- You could not tell if the price of the service changed ............cccccceevennenee. 4
— [DEK/NA] ettt ettt ettt ettt ettt st e et et beeteensenneennas 9

DISTANCE SALES

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

Q1_A. Please tell me if you have purchased any goods or services in the past 12 months, by
distance in the UK or elsewhere via the Internet (website, email, etc.)

[MULTIPLE ANSWERS POSSIBLE)]

- Yes, from a seller/provider located in the UK ...........cccoeevverieiieieenieennnne, 1
- Yes, from a seller/provider located in another EU country ....................... 2
- Yes, from a seller/provider located outside the EU .............ccoeevviennnnnen. 3
N O ettt st st 4
[ DK/INA] ettt ettt b aees 9

Q1_B. Please tell me if you have purchased any goods or services in the past 12 months, by
distance in the UK or elsewhere by phone?
[MULTIPLE ANSWERS POSSIBLE)]

- Yes, from a seller/provider located in the UK ..........cccoeevvevierinieenieennnnn, 1
- Yes, from a seller/provider located in another EU country ....................... 2
- Yes, from a seller/provider located outside the EU ............cccoeevviennennnen. 3
N O ettt st 4
[ DEK/INA] ettt ettt et sbeeees 9

Q1 _C. Please tell me if you have purchased any goods or services in the past 12 months, by
distance in the UK or elsewhere by post (catalogues, mail order, etc.)?
[MULTIPLE ANSWERS POSSIBLE]

- Yes, from a seller/provider located in the UK ...........cccoeevvevieciinieenieennenn, 1
- Yes, from a seller/provider located in another EU country ...........c........... 2
- Yes, from a seller/provider located outside the EU ............ccoeeevvvennennen. 3
N O ettt e 4
[ DEK/NA] ettt bttt sttt 9

ASKIFQl1 A,BORC=2

Q1A. You said you bought something by distance (by phone, post or internet) from another EU
country. Please tell me how much you spent in total on the items you bought by distance in the last
12 months, even if it’s an approximate amount.

- [ J€(orlocal currency)

= [DEK/NAT ettt ettt st 999999999

Q2. In the past 12 months have you purchased any goods while on holiday, shopping or business
trip in another EU country?



N O ettt ————— 2
= [DERINAT ittt et ettt et et et e b e et e e eteesraesane e 9
COMPLAINT

Q5. In the past 12 months, have you encountered any problem when you bought something in the
UK?

- Yes —and I complained about it to the seller/provider.........c..cccveeruvennnen. 1
- Yes —but I did not complain about it to the seller/provider ...................... 2
N O e s st 3
[ DEK/NA] ettt ettt ettt ettt et neeteeneennas 9

ASKIFQ5 =1
QG6A. In general, were you satisfied or not with the way your complaint(s) was (were) dealt with by
the seller/provider?

= Very SatiSTIEA ....ccoiiieiieciie e e 4

— Fairly satiSfied .....cccovveeiiiiiciiccccee e e 3

— NOt Very SatiSTIEd.......ceoieriiiiiiieeieeeere et 2

— Notatall satisfied ........ccovviiiiiiiiiieeee e 1

[ DK/ A ettt ettt et e n et sneeneas 9
ASK IF Q5=2

Q6B. What was the main reason why you did not file a complaint?

- It was unlikely you would get a satisfactory remedy to the

problem you enCOUNLETEd .........cveerieeiveeiieiiereeeeseesresresereeereesreeseeseeens 1
— The sums involved were t00 small ..........cocceriiiiiiininiiiineneceeeee 2
- You did not know how or where to complain .........c.cccecceeveererreerieennnne. 3

- You did not complain to the seller/provider but went straight to a
third party (consumer association, solicitor, arbitration, mediation,

conciliation body, t0 COUTt).......ccirrirriirieiieeie ettt 4
ettt sttt 5
= [DEK/NAT ettt sttt 9

ASK IF Q6A=1 OR 2
Q7. How did you proceed further?
[MULTIPLE ANSWERS POSSIBLE)]

- You took no further action...........ccoeceeverieierinieee e 1
- You asked for the advice of a consumer association/consumer help

ESK ettt 2
- You asked for the advice of @ [AWYET .....cccveviieiiiiieiieieeeee e 3
- You brought the matter to an arbitration, mediation or conciliation

DOAY ittt sttt saee s 4
— You brought the matter t0 COUTT.........cervurrrrierreeriierierieere e ereesreeseesenees 5
- You complained to a public authority (consumer authority,

regulator or local/regional authority).........cccceeveevieriieniieniieiecece e, 6
i L8 1715 o [ R UUUUURRRUS 8



ASK IF Q6A=4 OR 3
Q8. What was the most important thing that the retailer did to solve your complaint satisfactorily?
ONLY ONE ANSWER IS POSIBLE

— Replaced the product ..........cccueeeiiiiiiieciiecieeee e 1
— Repaired the product.........cccccveveieeieeiienierieeie e 2
— ReIMbBUISEd......coooiiiiiiiie e e 3
— Reduced the PriCe .....cooviiiiiiiiiiiciiece e 4
L 11 1 1<, TSRS P 8
[ DEK/NA] ettt bttt ettt b aeas 9

ASKIF Q5 =1

Q9. Thinking about the most recent complaint you made to a seller or provider or to a third party,
what was the main reason for the complaint?

[MULTIPLE ANSWERS POSSIBLE]

- Quality of the product (OF SEIVICE).......ccueervuieririeeririeriieeire e e ereeeiaeeeenens 1
—  After sales OF TATESS ....oouieuieiiiiieiere e 2
- Delivery, provision, instalment (including customer service)................... 3
— Price, tariff, Invoice Or BIll.....cccevvviiiiiiiiiiiiiiiceeeeeeee e 4
— Contract terms OF GUATANLEES .......eeeeveeerereerrrerireerreeereeessreesseessseeesneenses 5
- Misleading advertisement, aggressive selling or fraudulent

PTACKICES ..ttt et ettt testte st eeteeteete e be e bt e sseesneesmeesnseeabeenseenseenseesseens 6
— Lack of clear information ...........ccccceeoeiiiiiiinieiienee e 7
- Incidence related to unsafe products Or SEIVICES ......ccceevververreeveeveeneenn, 8
— Ethical or environmental aSpects .........coceevueeriierienienieeieeieere e 9
= PIIVACY ISSUES ..eiiceriiiiiieeiieectee ettt et ve e s e e e e sebeeesaae e 10
- Difficulties in switching / changing provider..........cccceeevevcvencvencrennreennn, 11
= ORI e ettt 88
= [DEK/NA] ettt ettt ettt ettt sttt b et nseeseensenseennen 99

Q10. For each of the following statements, please tell me if you agree or disagree with it. In the
UK...

e 12 U0) 174 | A T (< PSP 1
e 2 V4 < SRR PP 2
= DHSAGICE ...vvevieceieere ettt e et e st e e b e e b e r e e bt e reesraeeraeenreenns 3
— Strongly diSAGIEE .......eevvieriieiieeiieie ettt reesaee s es 4
— [DEK/NA] ettt ettt ettt sttt ettt st aete et e beeneensenaeennas 9

A. It is easy to resolve disputes with sellers/providers through an arbitration,
mediation or conciliation body (malfunctioning goods, late/ non-delivery,

BUC.) teitieeitee ettt et e et e et e e a e e et e e e tbe e e bee e tae e tbee e bae e tbeeanbae e bbeeetbeeanraeetbeeanraeantes 12349
B. It is easy to resolve disputes with sellers/ providers through the courts ............. 12349
C. You trust independent consumer organisations to protect your rights as a

COTISUITICT ...evtteeutteeneteesatteeatteesuteeeabeeebteesateesabaeennbeesabeeenbeeeanbeesabeeebteennteesabeeennnes 12349
D. You trust public authorities to protect your rights as a consumer ...................... 12349
E. You feel that you are adequately protected by existing measures to protect

COTISUITIEES .uuvieeutteenuteeenteeenueeesteeenuteesuteeebeeesmteesabaeesseeesabeeensteesabeesabaeensseesbeeenses 12349
F. In general, sellers/ providers in the UK respect your rights as a consumer......... 12349



G. You would be more willing to defend your rights if you could join with

other consumers who were complaining about the same thing.......................... 12349
H. You have changed your consumer behaviour as a result of a media story
(e.g. changed Shop OF PrOAUCE).....ccveeeiiieiieeciie et 12349
UNFAIR PRACTICE

We’re now going to talk about Unfair Commercial Practices - for example advertisements which are
either unsolicited, misleading or even fraudulent. Misleading or deceptive advertisements are those
which contain false information or present factually correct information in a misleading manner about
the goods or services to be sold, whereas fraudulent advertisements actually attempt to obtain money
without selling anything, for example a lottery scam.

Q3A. Have any of the following happened to you in the past 12 months?
You came across unsolicited commercial advertisements, statements or offers (cold calls, spam
emails, commercial SMS, etc.)

Y S ettt e ettt 1
N 2
= [DEK/NAT ettt et ettt e eanas 9

Q3B. Have any of the following happened to you in the past 12 months?
You came across misleading or deceptive advertisements, statements or offers

Y S ettt 1
N O ettt artta———— 2
e 18] N OSSP 9

IF Q3B=1
Q3C. Have any of the following happened to you in the past 12 months?
You responded to an advertisement or offer that turned out to be misleading or deceptive

Y S i 1
N O ettt 2
= [DEK/NAT ettt e 9

Q3D. Have any of the following happened to you in the past 12 months?
You came across fraudulent advertisements, statements or offers

Y S e 1
N O et e et 2
= [DEK/NAT et et eanas 9

IF Q3D=1



Q3E. Have any of the following happened to you in the past 12 months?
You responded to an advertisement or offer that turned out to be fraudulent

Y S et 1
N O ettt ————— 2
= [DEK/NAT ittt ettt et e e e e e e b e e tbaeenraeenns 9

Q4. Unfair commercial practices can take many different forms. For each of the following unfair
commercial practices, could you tell me whether you came across this practise in the past 12
months, in the UK or in other EU countries?

ONE ANSWER PER LINE
i 5 TSP UPPR 1
N O e st et st e st e e b e narees 2
= DK/NA e 9
A. So called “free” products (For example - Products advertised as “free”” when
in fact you have to buy another thing to get the “free” product)..........cceevvevvvenennne. 129
B. Misleading health Claims ...........ccoecieriierieniinie it 129
C. Misleading green Claims .........ccceviiriiiieiiieeieesee ettt ettt st eee et eeeens 129
D. Misleading prize draws or Misleading lOtteries. .........ccvevveereereeriiesresreereereeveeeens 129
E. Misleading or aggressive telephone Selling ..........ccccoeeveviienienienienieniesieeeeeenn 129
F. Misleading or aggressive doorstep Selling ...........ccocvevuvevienienieniienieeieeeeeeeeeen 129
G. Omission of information on expensive telephone numbers............cccceecveercvieenreenee. 129
H. Unsolicited deliveries (Delivering something to you which you did not order
) ettt ettt ettt ettt e —eatt et ettt e te bt et et antente st en s e beaaten s e eRten s e st ensenseeseenseeseensenseentensennn 129
L Pyramid SCREIMES.........cooiiiiiiiii ettt e e e eeeae e e 129
J. Misleading price e.g. hidden Charges...........ccovveveeiiiiiiieieee e 129

NON-FOOD SAFETY

We are now talking about non-food products, such as toys, cosmetics, electrical household appliances,
tools, stationery, childcare articles, motor vehicles, clothes etc.

Q10A. In the past 12 months, did you actively look for safety information about non-food
products?

- Yes, you looked for information ...........ccceceeveverciieciieniienieniesee e 1

- No, you did not look for such information .............ccoeeeerveeiienennienninnnnne 2

= [DEK/NAT ettt ettt 9
IF Q10A=1

Q11A. Where did you look for safety information for non-food products?
[MULTIPLE ANSWERS POSSIBLE)]

- On websites or in publications from consumer protection

AUEROTIEIES ... 1
- On websites or in publications from consumer organisations.................... 2
- On specialised TV or radio shows, magazines, etC...........ccceevvrerveeenreennen. 3



- You asked the producers or SEllers .........cccccvveviiercieieiiiecie e 4
- You read labels and notices on the products (markings, standards,

WATTIIIZS ) ¢.uvvevtenteenteenteeteenteesteesatesaseenseeseesseesseesnsesnseanseeseenseesseesasesnsesnsens 5
i L8 17515 o [ USRS UURSPS 8
= [DEK/NAT ettt 9

Q12. Thinking about all non-food products currently on the market in the UK, do you think that
22

- Essentially all products are safe..........ccccceeveieeviienciieecieeeeecee e 1
— A small number of products are unsafe .............ccceevvevievieriienieencreere e, 2
- A ssignificant number of products are unsafe............ccceeevvrerirciirciienieennnnnn, 3
— [Depends on the product]..........ccceeviieriiiiiiiiiiie e 4
[ DK/ A ettt ettt ettt n et eneeneas 9

Y S ettt e e et ———————. 1
N O ettt 2
= [DEK/NAT et 9

IF Q13 =1
Q14A. Where did you hear about the recall?
[MULTIPLE ANSWERS POSSIBLE)]

= Word of MOUth.......cciiiiiie e 1
— Television, radio, NEWSPAPETS. .....cc.eerurriirerieerteeriieniesieeeeeeeesteesieesieeseeens 2
= The INTEIMEL....c.eiiiiieieeeeee et st e 3
— Warning notices in SHOPS......c.cccvieviiirierieriecie et 4
— Direct contact by the SUPPLIET.......cccevierierierieeie et 5
= JOREIT it et e areas 8
i 0] AN USSP 9

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

Y S ettt e e et 1
N 2
= DK/NAT ettt et e eaeeeeanas 9

IF Q15=1
Q16A. What did you do in that situation?
[MULTIPLE ANSWERS POSSIBLE]

— You did not take any acCtion ...........ceeeveerrveriieesieeseesierieereereeseeeseesnesneens 1
- You contacted the retailer/distributor ...........ccccveeeeiieeiieiiieeceeeiee e, 2
— You contacted the producCer...........cccveeeeierciieicie e 3
- You contacted the national public authorities.............cceevevvereerieerieennenns 4
- You contacted a consumer organisation .............cecceeeeereereereeereeeseeenneenne 5
— You took some other action.........c.ccevieiiiiiiiiiiiiieeie e 6



IF Q15=2
Q16B. What would you do if you had been affected by a recall of a non-food product?
[MULTIPLE ANSWERS POSSIBLE)]

— You would not take any action ..........cceeeeveereerierienieereerieesee e e sne e 1
- You would contact the retailer/distributor............cccoeeeveeeiiieiiieeciie e, 2
- You would contact the producer..........cccccecvveviiiiiiieccii e, 3
- You would contact the national public authorities .............ccevveereervennens 4
- You would contact a consumer organisation .............cceccverververnercvensnennns 5
- You would do something other than the mentioned options...................... 6
= JOTNETT e e 8
[ DEK/INA] ettt bttt et et aeas 9
PRIVACY NOTICE

Q17. How often have you read privacy notices on websites in the last 12 months?

- Thave not visited any websites in the last 12 months.........c.ccccceverienenenee. 1 GO TO Q26
L O 1= 1 PP TPSRRRRPO 2
= SOMELIITIES ..euveeieuieieeieeteet ettt te et te e st e et eet et e st eneesseeneeteseeeneenaeas 3
= RATCIY ittt enbeenne 4
N VT ettt sttt et e b e aes 5
e 15 €0\ 2N USRS 9

IFQ17=20R30OR4
Q18A. Overall, did you find these privacy notices...?

e = 0 ] (ST | SRR 1
= QUILE CLEAT....ccvieeetie et et ete e et e e e eaeas 2
= QUILE UNCICAT......ccuiiiiiii ettt et ereas 3
= VIV UNCICAT ...uviiiiiiciie ettt ettt e e e etae e ta e e ssbeeeeaeesnreas 4
= [DEK/NAT ittt ve et e s s e b e bt et eetb e e b e ebaesraenrae e 9

IFQ17=5

Q18B. Why don’t you read these notices?
— I thought they would be t00 1oNg.......cccvvvviiiiiiieiieeeece e, 1
- I think thought they would be to difficult to read.......c...cceevveviververvennens 2
— I did not have the time .........cccooieiiiiiiiii e 3
- I trusted the provider so I did not need to read them............cccceeveeriennnne 4
- I thought that Consumer rules would protect me anyway ...........cc.ccueeeenne 5
= ORI et 8
— [DEK/NA] oottt ettt ettt sttt ettt ere e beentebeereensesneeneas 9

IFQ17=20R3 OR 4
Q19. In the past 12 months, have you visited a website, or used an online service, where you did
not feel confident that your privacy was sufficiently protected; for example, your personal



information was recorded, shared with third parties or used for purposes other than those you
have agreed to.

L0 ) 7= ¢ W PRRRRRRRRRRRN 1
S 18] 10153 518 11 SRS 2
e S 15 2P 3
U UNCVRT s 4
= [DERINAT ittt ettt st ettt e b e b e e sraesaaesane e 9

ONLY IF Q19=1,20R 3
Q20. Did you use the website/online service even though you had these concerns?

Y S ettt e et 1

N 2

= [DEK/NAT et ettt et e eanas 9
FINANCIAL PRODUCTS

AND FINALLY I WOULD LIKE TO AKS A COUPLE QUESTIONS ON FINANCIAL
PRODUCTS.

Q26. We are now talking about financial products. When we talk about simplifying financial
services we mean that they may be difficult to understand so they could be structured in a
different way to try to make them clearer for consumers. This could for example concern the way
fees or interest are charged or money is earned. Thinking about this - To what extent do you
agree with the following statements?

e 12 (0 174 | A T (<SPPSR 1

= ALZICE et ettt sttt ettt e bt eeaees 2

= DHSAGICE ..etie ettt et e et e b e e sbaeeraeeeareas 3

= Strongly diSAEIEE .....veevvieriieriieeiieieerteerte e ere ettt sre b e ebeesaaesene e 4

— [Neither agree/nor diSAZIEE | .......ccvverierieerierieeieeieeieeieeree e snesae e e 5

— [I do not use this product/SErvice] ........ccceeevrerireririeeiieerie e 6

e 0] A0 N USRS P 9
A. Pensions need to be simplified.........ccccoevvievienieniiiiieieeeee e 1234569
B. Savings accounts need to be simplified ...........cccceeviiriiiiieiiicieeeeee 1234569
C. Shares/Bonds need to be simplified..........ccceevvevrieviienienieniecie e 1234569
D. Other investment products need to be simplified .........c.ccecceveriinenennencnne. 1234569
E. Mortgages need to be simplified ...........ccoeeeeeiiieiiiiiiiieieee e 1234569
F. Personal loans need to be simplified .........ccceeeviieeiiiiiiieniiecie e 1234569
G. Credit cards need to be simplified ..........ccceeevieiieciienieieecee e 1234569
H. Current accounts need to be simplified..........cccecceeviiniiniiniinieieeeeeee 1234569
L. Debit cards need to be simplified ........ccceeeviiiiiiiciieiece e 1234569

b. Socio-demographic variables

D1. Gender

[DO NOT ASK - MARK APPROPRIATE]



D2.

D3.

D4.

- [1] Male
- [2] Female
How old are you?
- [][ ] years old
- [00][REFUSAL/NO ANSWER]

How old were you when you stopped full-time education?

[Write in THE AGE WHEN EDUCATION WAS TERMINATED]

- [ SRR years old
- [O0] coeieieeeireeeeee [STILL IN FULL TIME EDUCATION]
- U S [NEVER BEEN IN FULL TIME EDUCATION]
- [90] o [REFUSAL/NO ANSWER]

As far as your current occupation is concerned, would you say you are self-employed, an
employee, a manual worker or would you say that you are without a professional activity?

Does it mean that you are a(n)...

[IF A RESPONSE TO THE MAIN CATEGORY IS GIVEN, READ OUT THE

RESPECTIVE SUB-CATEGORIES]

- Self-employed

2 ie.: - farmer, forester, fIShErMan ........c.cccooiviiviiiiiiceceeeeeeeeeeeeeee e 11
- owner of a shop, craftSman .............coeeveeieeirinieneecereeeeese e 12
- professional (lawyer, medical practitioner, accountant, architect,...)... 13
- MANAZETr Of & COMPANY ....veveeeiiiiiieiiriieiertetete st siete et ee et seeseeeenens 14
= OLRCT Lt ettt et e be e teereeanas 15

- Employee

—>ie.: -professional (employed doctor, lawyer, accountant, architect)............ 21
- general management, director or top management..............cccooereeenens 22
- middle MANAZEMENL .......ccvevviriieieierieeeeieiere et eie et sae e seeeaensens 23
= CIVIL SEIVANT.....ooiiiiiiiciece e ettt et et e 24
= OFFICE CLETK ..ttt 25
- other employee (salesman, NUISE, €LC...) ....cvvirrerierrerererrerreeeesressesaenens 26
SO ottt 27

- Manual worker

> 1ie.: -supervisor/ foreman (team manager, €tC...) ....cocoveerevirrererrerereereeenenenns 31
= ManUAl WOTKET.........coiivieieiiiiceececeeee e 32
- unskilled manual WOTKET ...........cccveeuiiiieieciiiicieeeeeeeeeeeeee e 33
SO ottt anens 34

- Without a professional activity

2 ie.:  -looking after the hOme.........coceeveeirieirieiiieieeeee e 41
- student (fUll tHME) ....ocvievieiieiieieeeeeeceeeeeeeee et 42
S TRHITEA .oiviieiiiietece ettt ettt et ettt et aneretens 43
= SEEKING @ JOD ..ueiiiiiiieeet e e 44

10



B6. Would you say you live ina ...?

— RUTAL VIIIAZE ..evvieevieiieiiecteceee ettt ettt st sene e 1
= SMAIL TOWIL...ceiiiiiieiieieerie ettt ettt s esnseeseesaesseessnenes 2
- Midsized town

L ettt ettt ettt et e et et a et et e et et e st et e teer e et easeentenseene et eseentensenees 3
- Large town

L et et et et e e st et e e e e et e e et e s et e et et e et et e s e e st et e et e en s e seestenseeseesseseentensenres 4
e 12O USSP RPN 5
e 10 A0 N TSRO P 9
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