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FLASH 300 — CROSS BORDER 2010 DG SANCO

SCREENERS
B1. Does your company sell directly to final consumers?
S Y S 1
e \ o TSP PPPUUPRRRRPPRt 2 ENDINTERWIEV
o IDK/NA et 9
B2. How many employees do you have in your company?
- [LILILILIL_IEmployees = If less than 10, interview to be
terminated
= [DK/NA] ettt 999999
DEMOS
D1. In how many EU countries outside Malta do you have subsidiaries or retail outlets?
- [L][_]Countries [DK/NAJ......ccieiieireeriecteereereerresteesteere e s sre e 99
D2. What was your companies’ turnover in 2009?
S P
= [DK/NA] ettt en 999999999
D3. Which of the following sales channels do you use?
[MULTIPLE ANSWER IS POSSIBLE]
= IN-PremMisSes SAlES....cccccviii et 1
S INTEINEE e, 2
I o o[ o =TT PUU 3
S POST 4
- DOOrStEP SEIING .eveeeeiee e 5
- Other out-of-premises channels .........cccccoeiieeiieieciieeeccee e, 6
o IDK/NA ettt 9
DA4. Which of the following product categories is the largest in your sales?
[ONLY ONE ANSWER IS POSSIBLE]
SR SoToTe IF- o [o [T 0] PSSP 1

- Clothing, footwear and accessories (including jewellery and
COSIMETICS) uuriiiieiiiee ettt e eecite e ettt e e ettt e e et e e eeate e e e tbeeeeeteeeeeaneeeeeasaeaans 2
- Furniture, furnishings and decoration (including do-it-yourself
goods and maintenance Products) ......cccccueeeevciereeceeeerree e, 3

- Household appliances, electronic goods and information

Lu=Tel o] [o] [o7=4 VN -JoTo Lo [H PSRRI 4
- Leisure goods (ex. books, audiovisual material, toys...)....cccccevevverneens 5
- Cars, motor vehicles and parts.......ccceeeeeieiiiiiee e, 6
I O T=T = To Yo Lo [P PUUU 7

= FINANCIAl SEIVICES covvvieieieieeeeeeeeeeeeeeeeeeeeeeeee 8



- TelecommuUNICAtiONS SEIVICES .uvvviiiiiiiiirieeiee ettt 9

- Energy or transport SEIVICES .....ciiviiiiiiiiiiiiiieiiciieeeeeeeeeeeee e 10
- Hotels and restaurants.......cccceeecveeeeriieeiecies e 11
0 1 o [T G Y=Y o VT o Y P 12
= [DK/NA] ettt ettt ettt ra e ran 99
D5. Besides Malta, to how many EU countries do you actively market/advertise to final consumers?
[READ OUT — ONE ANSWER ONLY]
WRITE IN:
- [L][_]Countries (0 — 26)
= [DK/NA] ettt ettt aa e ran 99
De6. In how many EU languages are you currently prepared to carry out transactions with consumers?

[READ OUT—-ONE ANSWER ONLY]

- In Maltese 1anguage only ..........eeeeeiieiiiiiiee e 1
WRITE IN:
- [_][_IJLanguages
= IDK/NA] ettt ettt sa e nsennens 9
MAIN QUESTIONNAIRE
CROSS BORDER SALES
ASK ALL
Al. To how many EU countries do you currently make cross-border sales to final consumers?

“In our definition, a cross-border sale is a sale by phone, post or e-commerce or by a home visit to a
final consumer (i.e. the general public) resident in a different EU Member State from that of the
seller. The origin of the products sold is not relevant. Of prime importance is that the final
customer is resident in a different EU country from the seller, when the transaction takes place.
Sales in shops to people from another EU country, who are on holidays or on a shopping trip, do
not qualify as cross-border transactions.”

- Isell only to consumers in My OWN COUNIY......ccocveereierienneeenieenieenane 0

- [_][_]Countries

= [DK/NA] ettt et ras 99
ASK ALL
A2. Please indicate an estimate of the percentage of your total turnover from:
A. E-commerce/internet sales
- LT %
= [NOT APPLICABLE - =] ottt ettt ettt ettt 888
0144 N S 999
B. Other distance sales (by phone, by post, by home-visit)
- L] %
= [NOT APPLICABLE - =] i ottteiteeiee ettt sie e e siee e st 888
= [DK/NA]L et s e s 999
[IF THE ANSWER IS OTHER THAN “000” OR “888” OR “999” IN A2_A.]
A3. Of the total value of your E-COMMERCE/INTERNET SALES, can you estimate the percentage to
consumers living in other EU countries?
- LD %

- [NOT APPLICABLE - No internet sales] .......cccoeeeeneerieeiieenieenieeee. 888



= IDK/NAL s 999

[IF THE ANSWER IS OTHER THAN “000” OR “888” OR “999” IN A2_B.]
A4. Now, summing up, can you estimate what percentage of your total sales to final consumers by
phone, post, e-commerce and home-visit are cross-border sales to EU countries?

| |

- [NOT APPLICABLE - No remote sales to consumers located in a
different CoUuNTry] ..o 888

= [DK/NA]L e 999

MEASURES TO FACILITATE CROSS BORDER SALES
ASK ALL
A5. If the provisions of the laws regulating transactions with consumers were the same throughout the
27 Member States to how many EU countries would you be interested in making cross-border
sales to final consumers?
- None, we have no interest in cross-border sales........cccccvvvevereerreeeennns 0

- [L][_]Countries

= IDK/NAL et 99

INFORMATION AND AWARENESS OF LEGAL OBLIGATIONS TOWARD CONSUMERS

ASK ALL
A6. How well informed are you about your legal obligations towards consumers arising from consumer
legislation in your country?
By consumer legislation we mean legislation dealing with the economic interests of consumers
which does not include product safety. When questions relate to product safety, it will be
explicitly stated.
= FUlly INFOrMEd ... e 1
= WelliNfOrMEd .. 2
- Notwell informed .....ooceeviiiiiie e 3
- Notinformed at all.......cccoecueiiiienii i 4
= IDK/NAL ettt 9
ASK ALL
A7. How well informed are you about the legislation on product safety?
= FUlly informed ..o 1
= Wellinformed ......ooiiiiieeeeee e 2
- Notwell informed ....ooceoviiiiiii 3
- Notinformed at all.......cccoeciiiiiierii e 4
- Not relevant because you don’t sell products ........ccccoveereeenienneenne 8
N 10104 Y U 9
ASK ALL
A9. How well informed are you about the legislation on food safety?
= FUlly INFOrMEd ... e et 1
= WellINfOrmMed .....oeeciieiiecce e e e 2
- Not well informed ..o 3
- Notinformed at all.......cccoviiiiiiiriiii e 4

- Not relevant because you don’t sell food products...........cccvveennenn. 8



= IDK/NAT e e 9

ASK ALL
A10. Do you know where you can find or get relevant information and advice about consumer
legislation either regarding your own country or other EU countries?
[READ OUT— MULTIPLE ANSWER IS POSSIBLE]

- Yes, with regard to legislation in my own country........ccccceecveeennnnnn. 1
- Yes, with regard to legislation in other EU countries..........ccccceeeuneenn. 2
- [Yes, mentioned the European Consumer Centre specifically]........... 3
- No, neither for my country nor for other EU countries ........cccceeeuvee.. 4
= [DK/NA] e bbbttt 9

A10b. If the provisions of the laws regulating transactions with consumers were the same throughout the
27 member states of the EU do you think that the level of your cross-border sales would ...
[READ OUT- ONE ANSWER ONLY]

= INCrE@se @ 10T ..ii e e 4
= INCrease a little ..o e e 3
- Decrease alittle ....oo.eoieeiiieiie e 2
- DeCrease @alot .o e 1
- [Would Not change] ......oeeeeiiieceeeee e e 8
= [DK/NA] e et 9

KNOWLEDGE OF CONSUMER LEGISLATION
SPLIT BALLOT
Al11_a. The cooling off period is the legal right of a consumer to return a product purchased on the
internet, phone or post within a certain period without paying a penalty. What is the length of the
cooling-off period in your country? Please state your reply in CALENDAR days
- [L1[][_ICalendar days

= IDK/NAT et 999

Al12_a. Please complete the following statement correctly. “The consumer has the right to ask for a
defective product to be repaired...
- Within 1 year from the date of the original purchase or..................... 1

- Within 2 years from the date of the original purchase or ................... 2

- Within minimum 2 years from the date of the original

purchase and longer for some specific products........c.cccceevvveerunenn. 3
- [None of the @aboVe] ......coocuiiiieeeeee e 4
o IDK/NAT et 9
ASK ALL
Al3. | will read 4 statements about legislation in our country concerning commercial practices. There

are prohibited and non-prohibited practices. For each statement, could you please indicate if it is
prohibited or not?

= Prohibited e e 1
= NOt Prohibited......coeiieiieiie e 2
= [DK/NA] e e e e e 9

A. To include an invoice or a similar document seeking payment in marketing material................. 129



B. To advertise products at a very low price compared to other offers without having a

reasonable quantity of products for sale.. ......cccooiiiiiieciiice e 129

C. To make exaggerated statements in an advertisement.. .......cccccveeeiiiiieiee e 129

D. To describe a product as ‘free’ although it is only freely available to customers calling a

ASK ALL
Al4.

premium rate PhonNe NUMDET .. ... e e e e e e e bare e e e e e e eaens 129

| will read 4 statements about legislation in your country concerning product safety. There are true
and false statements. For each statement, could you please indicate if it is true or false?

L I €0 L= TSP UPPT T RPTRPP 1
= FISE e st e e 2
- [Not relevant because we do not sell products].......cccccevvvevecierenrenn. 8
= [DK/NA] e ettt ee 9

A. Upon the authorities’ request, retailers must cooperate with the authorities to prevent risks

posed by products which they supplied. ........ccceoriiriii e 1289
B. Retailers must not place unsafe product on the market. .......ccccceecvveeeecieeivciee e 1289
C. Retailers must immediately recall unsafe products from their customers ...........cccoceeeevvieenns 1289
D. 1289
ASK ALL
Al4bis. | will read 4 statements about legislation in your country concerning food safety. There are true
and false statements. For each statement, could you please indicate if it is true or false?
5 U TTUB e 1
I - | £ I UUPUT R 2
- [Not relevant because we do not sell food products].........ccccvverunnnn. 8
= [DK/NA] ettt s et 9
A. All businesses selling food to final consumers are responsible for its safety.......cc.cccoceervueenee. 1289

B. All businesses selling food to final consumer must be able to identify and trace back all their

LY 0] o] o] [T=T USSR 1289

C. All businesses selling food to final consumers must have in place and implement HACCP

(Hazard Analysis Critical Control Point) procedures for risk containment purposes. ........ 1289

D. The presence of an allergen in food must be highlighted through a special warning on the labell 2 8 9

COMPLIANCE WITH CONSUMER LEGISLATION

ASK ALL
A15.

ASK ALL
Al6.

In the past twelve months, have you come across fraudulent advertisements, statements or offers
made by your competitors?

B =T ot B\ V=T £ | o Lol or= 1 (o] 1 K 1
= YBS, ONCE OF TWICE ..nieeeeiiiiieeeeeeeeettiee e e e e e e e ettt e e s e e e eeranaeeeeeeesesesnnaeeeeaes 2
= N O e 3
= IDK/NA et 9

In the past twelve months, have you come across misleading or deceptive advertisements,
statements or offers made by your competitors?



Misleading or deceptive advertisements are advertisements which contain false information or
present factually correct information in a misleading manner about the goods or services to be

sold.
= Yes, 0N SEVEral OCCASIONS .....uvveeeeeiieiiirieeeeeeeecrree e e e eeeare e e e e e e e e snareeeas 1
= Y, ONCE OF tWICE ...ttt et e e e e e e e e e e s e e esaaaneeeaes 2
T o T PP UPPP ORI 3
= IDK/NAT ettt 9
ASK ALL
Al7. In the past twelve months, are you aware that your competitors knowingly sold any unsafe
products?
By unsafe products, we mean consumer products, not industrial or food products which do not
comply with safety standards.
- Yes, 0N SEVEral OCCASIONS ...cccuvveeieeiiiiiiieeiiee et eeeare e e earreeees 1
= YBS, ONCE OF tWICE «..eeeeeiiiieeeeeeeeetitieeeeeeeeeetae e e e e e eeeranaeeeeeeesessatnnaeeeaes 2
N O 3
- Not relevant because | don’t sell products ........cccccvveeeviieeccieee e, 4
= [DK/NA] et st e areens 9
ASK ALL
A18. Now, thinking about all legislation dealing with the economic interests of consumers, please say

whether you strongly agree, agree, disagree or strongly disagree with the following statements.
Let me confirm once more that all responses are strictly anonymous.

4 0] ¥4 V- V= o T USSR 1
S AT e 2
= DISABIEE ittt e 3
= SEroNglY diSAGIEE....cciciiee ettt 4
= [DK/NA] e bt ee 9
A. You comply with consumer [egislation.. .........occcuiiiiiiiiiciiie e 12349
B. Your competitors comply with consumer legislation ...........ccccvviviieeeecii e, 12349
ASK ALL
A19. In relation to consumer legislation, did any of the following take place in the past two years?
= Y S e 1
= N e 2
= [DK/NA] ettt een 9

A_1. You were contacted by the consumer authorities in the context of an inspection concerning
YOUF NATIONAL SAIES..c..eeiiie e e e e e et e e s e e e e sateeeesataeeesanaeeesanaeaean 129
B_1. One of your competitors has been the subject of an inspection by the consumer authorities. 129

ASK ALL
C. You have been informed by the consumer authorities (or by consumer organisations) that they

consider you are breaching consumer legislation. For example, in a meeting or telephone
call with an official, by sending you a letter or email notifying non-compliance with
legislation, by taking you to court, or through an injunction. ..........cccccoveiiiiiieieeiiciiieeeee, 129

ASK ALL



D. One of your competitors has been informed by the consumer authorities (or by consumer

ASK ALL

organisations) that they consider that they are breaching consumer legislation. ............... 129

F. You have learned through the media about a breach of consumer legislation in your market. .12 9

G_1. You were contacted by the consumer authorities in the context of a inspection concerning

ASK ALL
H

ASK ALL
A20.

°© 0 ® »

F.

ASK ALL
A21.

oLV ol o N o To] e [T Y- LT USRI 129

. You were contacted by an European Consumer Centre concerning a specific consumer

[ole] 09T o] =110} AR TP P PSP PRRRPPPTOPPROPPRIOt 129

In relation to product safety, did any of the following take place in your firm the past two years?

T Y B e 1

= NO 2

- [NOT RELEVANT, DON’T SELL PRODUCTS] ....eeeeeniierieeieeiesieeneeeneeeneenne 8

= [DK/NA] ettt een 9
You received consumer complaints about the safety of any of the products you sold........... 1289
The authorities checked the safety of any of the products you were selling ..........cccccuuue.. 1289
The authorities asked you to withdraw or recall any of the products you were selling ......... 1289

The authorities asked you to issue a public warning about the safety of any of the products
YOU WETE SEIING ettt e e e e e st e e et e e e e aaaeessnsaeeesntreeeannteeeennens 1289
You, as a retailer, carried out any tests to make sure that any of the products you were selling
WEEE SAT@ 1.ttt ettt st e e st h e e b et et s b e e e bt e s beesate e naeennneeane 1289

Other action (SPONTANEOUS) ......ccccvieeeiiiieeciee e ceee e eee e ere e s e e e s saree e e rteeessnsaeeessteeeennsaeeennnees 1289

The following statements relate to monitoring compliance with consumer and product safety
legislation. Please say whether you strongly agree, agree, disagree or strongly disagree with the
following statements.

= SEIONEIY @I .ot e 1
S A e 2
= DHSABIEE et 3
= SErONGlY diSABIEE. .....uiiieiee ettt 4
- [NOT RELEVANT, DON’T SELL PRODUCTS] ..cceocvieeeiiieeeeieeeeeeeesveeenne 8
= [DK/NA] e ettt 9

The public authorities actively monitor and ensure compliance with consumer legislation in

MY SECLOr IN MY COUNTIY. .eiiiiiiiiiiiiiie ettt s e s e e e e s eaneeas 123489

. The public authorities actively monitor and ensure compliance with product safety legislation

IN MY SECLOT IN MY COUNTIY. 1ottt e e e e e e e e e e e e e e e eeeeas 123489
The public authorities actively monitor and ensure compliance with food safety legislation in

MY SECLOT IN MY COUNTIY. 1iiiiiiiiieeeeeiciete e e e s eertre e e e e e e e tree e e e e s ssaatraeeeeesssnaraeaeeeesnssrnneeaens 123489

. Consumer NGOs actively monitor compliance with consumer legislation in my sector in my

[T 10T o) 4 Y PPPPPPPPPPPPPPP 123489



E. The self-regulatory bodies actively monitor respect of codes of conducts or codes of practice
IN MY SECLOT IN MY COUNTIY. coiiiiiiiiiiiiieieiieeeceereee e e e e e e e e e e e e e e e ee e 123489
F. The media regularly report on businesses which do not respect consumer legislation. .. 123489

G. | changed my commercial practices as a result of a media story........ccecceeevcieeeeciee e, 123489

REDRESS

A22a. In the past two years, have you used Alternative Dispute Resolution (ADR) mechanisms (i.e.
arbitrators, mediators, ombudsmen, conciliation bodies, consumer complaints boards, other out-
of-court dispute resolution bodies) to settle disputes with customers? (multiple answers possible)

- No, and | do not know any of those mechanisms.........cccccceevvevervennnn. 1
- No, but | know some ADR Mechanisms .........ccceevuveeeiieiiiinreeeeeeeininnnens 2
- No, butlam member of an ADR body ........ccccveieviiiiiciiiieeieeeeieea, 3
- Yes, | have used ADR MechaniSmSs .......cccueeeeeeeieciieeeeeeeeccirreeeeeeeeennnes 4
- Yes, | regularly use those mechanisms.........cccccceeevcieeeecieecccieee e, 5
- Yes, through the ADR body | am a member of..........cccccevvveveiveeeinnennnn. 6
= [DK/NA] ettt s ae e nreens 9

A23. Would you prefer to settle a dispute with a group of consumers over the same problem through

w?
ONLY ONE ANSWER IS POSSIBLE

= INAIVIAUAI ADR OF eeeieiiieeees ettt ettt ettt e e e aee e e taeaenns 1
= COlIECLIVE ADR OF...eiiiciiieeeiieeeciieeeesiieeeestee e seaeeeeeseteeeesaaeeessnaeeeesnseeesnnes 2
- Individual court proceedings Or ........cccceeeieveiciiee e e 3
- Collective court proceedings?.......cccccvveeeiieeeiiieeeeiieeeecreeessreeeesree e 4
= [DK/NA] et s e ae e reeas 9

OTHER

ASK ALL

A25. Thinking about all non-food products currently on the market in your country, do you think that...?

[ONLY ONE ANSWER IS POSSIBLE]

- Essentially all products are safe.........ccceeeveeiiciiee et 1
- A small number of products are unsafe.........ccccceeciieeeciiiicciiee e, 2
- Asignificant number of products are unsafe.........ccccceeevevivcceeeicienn. 3
- Not relevant because we do not sell non-food products..................... 8
N 10104 Y RSSO 9

ASK ALL

A26. Thinking about all food products currently on the market in your country, do you think that...?

[ONLY ONE ANSWER IS POSSIBLE]

- Essentially all products are safe........ccceeeieeiiciiee v, 1
- A small number of products are unsafe.........cccceeeciieeeiiiiccciiee e, 2
- Asignificant number of products are unsafe.........ccccceeevvvevcceee e, 3
- Not relevant because we do not sell food products...........ccccueeenneenn. 8

= IDK/NAT e eesee s ses s s seses s se s es e se s seeeesaeeereseseene 9



