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Note: The basic questionnaire is provided only as a guide to the survey questions. Please see the SPSS data
definitions and document statements or the codebook for changes in coding schemes and for country specific
answer categories (political parties, income, regions etc.).



Q1.

A. YOUR SURVEY NUMBER

B. COUNTRY CODE

C. OUR SURVEY NUMBER

D. INTERVIEW NUMBER

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

(MULTIPLE ANSWERS POSSIBLE)
Belgium

Denmark

Germany

Greece

Spain

France

Ireland

Italy

Luxembourg

Netherlands

Portugal

United Kingdom (Great Britain, Northern Ireland)
Austria

Sweden

Finland

Other countries

DK

EB59.2 - Q.1. - TREND

16,
17,
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—> Q.2

—> Close interview
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Q.2.

Q.3.

Q4.

EUROPEAN OPINION RESEARCH GROUP - 60.0 - AUTUMN 2003

First, we are going to talk about the opportunities to amicably settle disputes you could

have with a seller or a service provider in (OUR COUNTRY).

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

NI 1= FEUTUT TR O PRI 1
Y €S, SOMEBLIMES ettt et e et e e et e e e et e e e et e e e et e e e et e e et e e e e et e e ee et e e raeeeereeeens 2
I =1 (=) 12U 3
NO, NMEVET ...t e e oo e ettt e e e e e e ettt e e e e e e e e e et e e e e e e e e e eeeeeeese et eesreeenreeneeens 4
13 PSPPSR 5

EB52.1 - Q.44. - TREND MODIFIED

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

g T L1 5=Te) o [T 1,
o1V =1 =] o) Vo 3T 3R 2,
o1V oo 1 71 7= (V) ST 3,
01V = T T SRS 4,
In another way (SPONTANEQUS)......coooiiiiiii e 5,
It depends on the product/service (SPONTANEQOUS) ......cccciiiiiiiiiiiiieeiiee e 6,
13 ST 7,

EB52.1 - Q.45. - TREND MODIFIED

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

If you complain/had to complain in writing, do you...? (M)
(SHOW CARD - READ OUT - MULTIPLE ANSWERS POSSIBLE)

write the letter YOUISEIf (IM) ... .o e e e et e e e e e enneee s 1,
ask for the assistance of a friend or a family member...........ccoooi i 2,
ask for the assistance of a consumer association/a consumer help desk...........cccccooveciiiieeieeninns 3,
ask for the assistance Of @ SOICILON ..........oooiiiiiee e s 4,
ask for someone else's assistance (SPONTANEQUS).........c.c.ooviiiiiiiiiiiiiiiee e 5,
DK ettt h ettt h et ket e b et eR et e bt e eE et e Rt e e eR et e heeeeReeeabeeeaReeeneeennaeeenneennee 6,

EB52.1 - Q.46. - TREND MODIFIED
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Q.5.

Q.6.

Q.7.

ASK ALL

Have you ever heard of bodies, other than courts, in charge of settling consumer disputes such as

arbitrators, ombudsmen, arbitration or conciliation bodies? (M)

Y S et ——eee e e e e————eeeeeeiee  ——eeeeeeieei ———eeeeeseaaa———eeeeiaa————araaans 1
o TP TR 2
)] T 3

EB52.1 - Q.47. - TREND MODIFIED

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

When you have to complain about a product or a service, would you be willing to bring your
problem to the attention of such a body? Which of the following applies to you?
(SHOW CARD - READ OUT - ONE ANSWER ONLY) (M)

INO (M) 1ttt e et e et e et e e te et e et e et e eteeeteeete et e e te et e aneeaateeaeeateeteenteenteneeeneeeneeereenns 1
Yes, on condition that you may reject the decision (M)..........cccuveeiiieiiiciiiieeee e 2
YES, iN All CIFCUMSLANCES .....eeiiieeeeee et et e e e et e e e e e e et e e e e e e eeneeaeeaeaeaes 3
13 R 4

EB52.1 - Q.48. - TREND MODIFIED

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

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

INO, NO TBAIS ...ttt ettt e e e e e ettt e e e e e s e et e e e e e e eee b e eeeeeeeseeeraeeeeesessaeaeeaseeeas 1,
Yes, that they are not COMPELENt ... ..o e 2,
Yes, that they are not impartial ... 3,
Yes, not Knowing how theY WOTK ...t 4,
Yes, not being able to put forward my opinioN. ... 5,
Yes, that the salesman/retailer/service provider does not abide by the decision .............c.c........... 6,
Yes, that these bodies do not respect the 1aw .........ooevvviviiiiiiiiiieeeeee e 7,
Yes, l0sing my right t0 gO t0 COUM.......uuuiiiiiiiiiiiiiiiie e eeeeeeesnnarenees 8,
Yes, the cost of the 1egal ProCEAUIE..............ueiiiiiiiieeeee e 9,
I3 PSRRI 10,

EB52.1 - Q.49. - TREND MODIFIED
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Q.8.

Q.9.

ASK ALL

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

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

Yes, could not settle amiCably ...
No, could settle amiCabIY (IM).......oi et e e e e e e e e e e e enneee s

No, never had any problems (N) .........coi i e e e e e e e sneeeesnee s

EB52.1 - Q.50. - TREND MODIFIED

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

What kind of product or service was involved?
(SHOW CARD - READ OUT - MULTIPLE ANSWERS POSSIBLE)

[loToTo [ o] (oo [¥ e: = J PP PP PRPPPRR PP
Car (purchase, repair, Nire) (M).... ... et a e e e e e e e eeeeeas
INSUFBINCE ...ttt e et et e s b et e e aa bt e e e b e e e e s b et e e e bae s e e e e naneee s
Banking/financial services (10ans, €1C.) (M)......ccuuiiiiiiiii e
[ [0 TUEST=Y g ] o BR=T o] o] 1= s To =Y PSPPI
QIR ZAY A (=T T OSSPSR
COMPULETS ..ottt e e e e ettt e e e e e e e et b e eeeeeeeesaatbaeeeaaeeesasasseeeeeeesestssaeeseaannsrnneas
Telecommunication services (telephone, mobile, Internet connection) (N)..........cccccooviiiiieneenines
(01101 { o110 To TR PSRRI
Property (rental, purchase, renovation, building) (M) ..........coooiiiiiiiie e
Leisure (package holiday, time-share, etC) (M) ..o
Services offered by solicitors/barristers, architects, doctors, etC.........ccoocviiiiiiiiii
POSt OffiCE/COUMEI SEIVICES ... s
Travel (air, rail, €1C.) (M) .. i ettt e e e e e et e e e e e e e nneeeaeeeeannes
Water, gas or €leCtriCity SEIVICES ......cooi it e e e e a e

Other products/services (SPONTANEQOUS) ........oooiiiiiiiiiee et eeee e nnee e

EB52.1 - Q.51. - TREND MODIFIED
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Q.10.

Q.11.

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

What did you do when you did not find an amicable solution with the salesman, retailer or

service provider? (SHOW CARD - READ OUT - MULTIPLE ANSWERS POSSIBLE)

[ [T o N e [oTR=T 1Y a1 T o SRRSO 1,
| went to see a solicitor who brought the matter to court ... 2,
| brought the matter to court MySelf..........c.ooiiiiiii e 3,
| brought the matter to an arbitration, mediation, conciliation body (M).........cccccoiiiiiininnnnis 4,
| asked for the advice of a consumer association/a consumer help desk,

and | brought the matter to CoOUN. ... 5,
| asked for the advice of a consumer association/a consumer help desk,

and | brought the matter to an arbitration, mediation, conciliation body (M)..........cccccoeeviienee. 6,
| asked for the advice of a solicitor/consumer association but did not pursue the matter......... 7,
Others (SPONTANEOUS). ... ..ottt ettt ettt ettt eeaeesteeateesteeaseaeeaneeaneeaneaneeanes 8,
13 S PSSO 9,

EB52.1 - Q.52. - TREND SLIGHTLY MODIFIED

ASK ALL

If you had a problem with a product or service bought in (OUR COUNTRY), what would be the

minimum amount which would make you bring it to court?
(SHOW CARD - READ OUT - ONE ANSWER ONLY)

LSS than 100 EUIOS.......eoiuieieieiieeeee ettt ettt et este e bt e aeenteeseesseesseesreenneenseenneeneennas 1
TO0 BUIOS ..ttt et et eee et et esae e e te e et et e e ateeseees s e eseesseesaeesseanseenseenseenseeseeeseenseeseenseenseaneenaenneeas 2
200 BUIOS ...eeeteeeeeee et et eueaeueeateeaeeeaae e eeameeameeeaeeeae e st e et ambeemeeemeeeReeeaeeeReeeneeseenneenseeneeeneeneeeneanns 3
LT 00T o TSR 4
000U oY= 5
| would never go to court, whatever the amount (SPONTANEQUS)...........ccccvvviiiiniceeeen. 6
3 TP UPRPRR 7

EB52.1 - Q.53. - TREND

EUROPEAN OPINION RESEARCH GROUP - 60.0 - AUTUMN 2003 Page
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GO TOQ.12.a.
GO TOQ.12.a.
GO TOQ.12.a.
GO TO Q.12.a.
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IF CODE 2 TO 5IN Q.11., OTHERS GO TO Q.12b.

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

it would be too expensive in relation to what the product or service is worth ..............cccoeenna. 1,
the legal procedure Would be t00 I0NG........cooiiiiieiiiie et 2,
the legal procedure would be too complicated .............coooiiiiiiiiiii e 3,
I would Not KNOW WO 0 talK 10 .....ooiiiiiiiiceeee e 4,
it would be useless/l would NOt WIN ..., 5,
For other reasons (SPONTANEOUS) .......cuiiiiiiiiiiiiiee ettt 6,
13 RSP URRSR 7,

EB52.1 - Q.54. - TREND

IF CODE 6 IN Q.11., OTHERS GO TO Q.13.

b) Why would you not bring the matter to court?
(SHOW CARD - READ OUT - MULTIPLE ANSWERS POSSIBLE)

It would be too expensive in relation to what the product or service is worth .............ccccevveeee. 1,
The legal procedure Would be t00 10NG .......ooiiiiiiiiiiie e 2,
The legal procedure would be too complicated .............ccooiiiiiiiiiiiii e 3,
I would Not KNOW WO 0 talK 10 .....oooiieiiiiceeee e 4,
It would be useless/l WOUId NOt WIN ...........uuuuuuiiiiiii e neeanenenenenanes 5,
For other reasons (SPONTANEOUS) .......uuiiiiiiiieiiiii ettt 6,
13 RSP URRSR 7,

EB60.0 - NEW

ASK ALL
Q.13. Do you have an insurance policy that could cover the cost of a legal case concerning disputes
about consumer products/services?
Y B ettt oot a e ea—e et —e e ea—e e ehbeeaa—eesabeeaateeetaeeatreeeaeeetaesrreenareeanes 1
N O, ettt ettt ettt ettt ettt et e ea bt e e —eeeabe e e —e e et beeetee e beeabeeaabeeaabeeeabeeareeareeeareeeareeaas 2
13 R OPPUURRRRN 3

EB52.1 - Q.55. - TREND
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Q.14.

Q.15.

Q.16.

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

YOS, COIMAINIY ...oceeiiiiii ettt ettt e e et e et e e e be e e be e e eaeeeebeeeeaeeeetaeeeaneeeaeesaaeeaneeeenns 1
TSI o] o] o -1 o) | R P 2
[N Lo T 0T o] o T=1 o)1V oo AR 3
NO, CEIAINIY MOL.......eiiiiieiiete ettt ettt et st e et este e ete e teeteeareeaeeebeeneeeaeeeseenns 4
DK ettt ettt e ettt oo e e e e Eaeeeeeeeeeaaaaeeeeteeeeeaansteeteeeeeaaannbeeeeaaeaeaannaeaaeeaaannrneeaaaann 5

EB52.1 - Q.56. - TREND

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

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

10 take Part 1N the CASE ... ei ittt ettt ee e eseeeseeeneeeneeeneennas 3
Be personally and individually informed about the way the case is developing ..........ccccceecevrennee. 4

I would not go to court with other consumers (SPONTANEOUS)........c.coveiiiiiiiiie e 5
13 S 6

EB52.1 - Q.57. - TREND

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

Y OUISEIE ...ttt e e e e e e e et e e e e e e e et e e e e e e se et eeeeeeeseseabaeeeeeseeaaaaeaneeess 1

Another consumer who would represent all those who were complaining about the same thing... 2

A CONSUMET @SSOCIALION ......eiiiiiiiieiit et e e e e e e et e s e e eneneee s 3
A DArTISTEIDAITISIEIS ...t e e et e s s 4
N o0 o] 1o Y=Y Vo SRR 5
Others (SPONTANEOUS) ..ottt ettt ettt et e e e eeeseeeeeeneeeneeeneeaneeseeens 6
NObOdY (SPONTANEOUS).......oiiieiiiie ittt ettt et nee et e e e smeeeneeeneenneeneeenee e 7
I3 PSRRI 8

EB52.1 - Q.58. - TREND
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Q.17. If someone went to court representing several consumers who were complaining about the same
thing, what would you prefer? (SHOW CARD - READ OUT - ONE ANSWER ONLY)

That the case is publicised and that you can join it from the start.................occoiii s 1
That the case is publicised and that you can join it later, at any time...........cccccccovii e, 2
Being automatically considered as one of the consumers represented by the case,

except if you state that you do not want to De..........ccccocviiiiiiiiiiiciccecceece e 3
| prefer to defend myself / be defended on my own (SPONTANEOUS) .......coooeiiiiiiiiiiieiiiiiiieenn. 4
13 S 5

EB52.1 - Q.59. - TREND

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

a great deal Of CONTIABNCE. .........ueiiiiiiiceie e e e e e e e e e e e e san e e ae e s eanes 1
a fair amount of CONFIABNCE............ii i e e 2
NOt Very MUCh CONFIAENCE ......coiiiiiii et 3
(ol eTe g1 ile [TgToTcYR= Y = USRS 4
13 SRR 5

EB52.1 - Q.60. - TREND

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

MOre INAEPENAENT JUAGES ... e e e e e e e e e e e e e e e e e e eaaaas 1,
17215 (= g0 [0 1= 00T o c= SRR 2,
SIMPIET PrOCEAUIES ...ttt b et s bt e e ab et e e e bt e e st e e e e saneeeabreeenan 3,
MO trANSPArENT COSES ...t et e e e e e e e e e e e e e e e e enereees 4,
JOWET COSES. ...ttt ettt e e e e e ettt e e e e e e et e et e e e e e e e etbeaaeeeeeesesbaeeeeeeeensreeens 5,
that all the costs are reimbursed if | WiN..........ooiiiiiiiiiiii e eeaeaaaeaeee 6,
more extensive legal asSiSTaNCe ............ooi i 7,
better information on individuals' fightS...........oocuiiiiiii e 8,
Other things (SPONTANEOUS).........ooiiitieiieieeie ettt ettt s te e sreeereeaeeaseeaseereesraens 9,
13 S 10,

EB52.1 - Q.61. - TREND
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Q.20. Who do you think can best protect your interests as a consumer?
(SHOW CARD - READ OUT - ONE ANSWER ONLY)

A COUM/TNE JUSHICE SYSIEIM ..o e e e e et e e e e e e st e e aaeeas 1
An arbitration, mediation, conciliation body (M) .........eiiiiiiiiiiee e 2
A body equally made up of consumers and salesmen/retailers/service providers .............ccccc....... 3
A body set up by associations of salesmen/retailers/service providers............cccccceevieeiiiiciieennn.n. 4
A body set up by CONSUMEr @SSOCIAtIONS ........ciiiiiiiiiiiiiie e 5
A (NATIONALITY) public organisation in charge of consumer protection............ccccccoviiieiinnnenn. 6
A European public organisation in charge of consumer protection ............ccccooiiiiiiiiiie. 7
Other(s) (SPONTANEOUS).......oiiiiiieiieeieetee et e ettt et e ste e teeneeemeeaseesaeesaeeaseeaseanneeneeeneenseanseaneees 8
13 S 9

EB52.1 - Q.62. - TREND SLIGHTLY MODIFIED

Q.21. If you had a problem with a product or service you bought abroad, for example on a trip, by mail-
order, through a teleshopping program or on the Internet and you had not found an amicable
solution, what would be the minimum amount which would make you bring it to court?

(SHOW CARD - READ OUT - ONE ANSWER ONLY) (M)

LSS than 100 EUIOS ......eeeieiieie ettt ettt et e st e bttt enteeseesseesteesteesseeeeeneeeneesneanseeneenneenes 1
(O[O =T o T SRS 2
200 EUIOS ... eeeeeeee et et eueeaueaateete e eeameeameeaaeeaaeeaaeeneeemeeemeeameeeeeeeReeeeeeaneenneenneenseenseeseeeneeaseteanteaneeanneas 3
500 EUIOS ... eeeteeee et eueeeueeeteeateate e et emeeameeemeeeaeeeae e et amteemeeemeeeeeeemeeeeeeane e st emseenseenseeseeaneeaseteenteaneeaneeas 4
TO00 EUIOS ....eeneeeneeeneeeieeeiee et e ete e et e et e et eneeeseeaseeaseeaaeeeeemeeemeeemeeeme e seemseameeamseaesesseesseesaeeasesseeaneeaseannen 5
I would never go to court, whatever the amount (SPONTANEQUS)..........ccccoviviiiiiiiieeiee e 6
| would never buy a product or service abroad (SPONTANEOUS).........cccccoviiiiereiieeeeee e 7
13 S 8

EB52.1 - Q.63. - TREND MODIFIED

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

B =T TSR 1
Lo ST 2
I have never bought anything abroad (SPONTANEOUS)........ccoiiiiriiiiiee e 3
13 S 4

EB52.1 - Q.64. - TREND MODIFIED
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IF "YES" CODE 1IN Q.22., OTHERS GO TO Q.25.

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

[N o T I [ 1o o N e ToTR=T 1Y a1 o OSSP 1,
Yes, in person to the salesman, retailer or service provider ..........cccoccvveiiiieiiiiiie e 2,
Yes, to the salesman, retailer or service provider by telephone.............ccocceeiiiiiiiiii e, 3,
Yes, by writing to the salesman, retailer or service provider ............ccooociiiiiiiiiii e 4,
Yes, by e-mail to the salesman, retailer or service provider. ...........cccoooiiiiiiiiiiiiiie e 5,
Yes, to a consumer association in the country of purchase (M)..........cccooviiiiiiiiniic e 6,
Yes, to a (NATIONALITY) consumer association (M) ........cceieiieireniiiee e e e e 7,
Y S, 10 @ SOICION. ..ot e e e et e e e e e e e et et e e e e e e e e et e e eeeeee et eeraeeenneeraeenn 8,
Yes, to an arbitration, mediation, conciliation body in the country of purchase (M) ...................... 9,
Yes, to a (NATIONALITY) arbitration, mediation, conciliation body (M)..........cc.ccovevviveiceeieeenenee. 10,
Yes, to a court in the country of PUrChAse (M) .........ccueiouiiieieecee ettt 11,
Yes, 1o @ (NATIONALITY) COUI (IM)....veeireeereecee e ettt ete ettt ae e e eneeeaeete e enes 12,
Yes, to someone else (SPONTANEQOUS)........ooiiiiiiie ittt see e s 13,
13 SRR 14,

EB52.1 - Q.65. - TREND MODIFIED

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

Q.24.  Were you very satisfied, fairly satisfied, not very satisfied or not at all satisfied with the result?

RV oY= (153 1= [ 1
T V== (153 1= U 2
NOE VEIY SALISTIEA ......veeeeeeeeceieetieetee ettt ettt ettt e et e et e et e st e eteesaeeeteeeteeneeeneeesseeseeaeeeneeeseenns 3
N[ = 1= T[T 1) =Y SRS 4
3 OSSR 5

EB52.1 - Q.66. - TREND
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Q.25.

Q.26.

Q.27.

a)

b)

a)

b)

EUROPEAN OPINION RESEARCH GROUP - 60.0 - AUTUMN 2003

ASK ALL

In your opinion, who is most capable of settling disputes about consumer products or services
bought abroad? (SHOW CARD - READ OUT - ONE ANSWER ONLY)

The courts in the country of PUrChase (M) .........ccoiiiiiiiiei e e 1
Special courts for theSe dISPULES ........ocuiiiiiiiiie et 2
Arbitration, mediation and conciliation bodies in the country of purchase (M).........ccccccevveeens 3
Special arbitration, mediation and conciliation bodies for these disputes (M) ............ccccccceee. 4
Public organisations in charge of consumer protection in the country of purchase (M)............ 5
A European public organisation in charge of consumer protection .............ccceeevveviieeenieeene 6
Other organisations (SPONTANEOUS) .........coiiiiiiieiieie ettt 7
13 RSP SS 8

EB52.1 - Q.67. - TREND MODIFIED

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

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

And would you be prepared to use such a network to...?
READ OUT YES NO DK
a get ?nformation about these conciliation 1 2 3
bodies
b | make a complaint and follow it up 1 2 3

EB60.0 - NEW

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

Have you ever heard about it?

IF "YES", CODE 1IN Q.27.a., OTHERS GO TO Q.28.

Have you ever visited the website?
READ OUT YES NO DK
a Ever heard 1 2 3
b Ever visited the website 1 2 3
EB60.0 - NEW
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Q.28.

Q.29.

ASK ALL

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

VEIY USETUL ..ottt ettt e te et e et e ae e e s e et e e ete e teenseeneesneesneesaesseesneenseannas 1
L=V YA U TST=Y {0 OSSR 2
oLy Y=Y T T U T 3
NOL AL AII USEIUL..... ettt ettt e e e e te s eeeaees e e e eneeseeebeneeaneeeesneeneas 4
DK ettt ettt e ettt oo e e e e Eaeeeeeeeeeaaaaeeeeteeeeeaansteeteeeeeaaannbeeeeaaeaeaannaeaaeeaaannrneeaaaann 5

EB52.1 - Q.68. - TREND

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

Y ES, SEENINEAIT. ...ttt e e e e e ettt e e e e e e e e e e e e e e e e s e e e e e e s eaareaeaeans 1
N O et e e e — e e — e e e e —eeeeeteeeee ——eeeee—eeeeeaeeeeai—eesieaeeeeaeeesaiaaaesianans 2
)] T 3

EB52.1 - Q.69. - TREND
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Now, let's talk about the protection of your personal data.

Q.30. Different private and public organisations keep personal information about us. It is sometimes said
that our privacy must be properly protected. Are you concerned or not that your privacy is being
protected? Are you...(READ OUT)

RV oo o Tot=Y g o T=Y o R 1
T VoY e) g LeY=Y ¢ o= ISR 2
NOL VEIY CONCEINEM. .......ioeiiiiiitie ittt ettt ettt ettt et esaeesaeeseeesaeeseenseenseensenseeasenneenneenes 3
N[0 8= 1= 1[I ot )Tty YT SRS 4
13 GO RTSS PRI 5

EB45.1 - Q.47.- TREND
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Q.31.

| am going to read you a list of (NATIONALITY) organisations that may keep personal information
about us. For each of them, please tell me whether you trust them or not to use this information in a
way you think acceptable?

EB45.1 - Q.48. - TREND

EUROPEAN OPINION RESEARCH GROUP - 60.0 - AUTUMN 2003
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Q.32. For each of the following statements, please tell me if you tend to agree or tend to disagree?
(SHOW CARD)

TEND TO TEND TO

READ OUT AGREE DISAGREE

DK

You should be informed why 1 2 3

organisations are gathering your
personal data and if they are sharing it
with other organisations

The level of personal data protection
2 | provided by the law in (OUR
COUNTRY) is high

People's awareness about personal
3 | data protection in (OUR COUNTRY) is
low

You are worried about leaving personal
4 | information on the Internet such as
name, address, date of birth, gender

(NATIONALITY) legislation can cope 1 2 3
with the growing number of people
leaving personal information on the
Internet

The (NATIONALITY) organisations that 1 2 3
keep personal information should not
be allowed to transfer these without
your consent to similar organisations in
a country which is not a member of the
European Union

Most non European Union countries do
not have data protection laws that are
as effective as the laws in place in the
European Union

EB60.0 - NEW
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IF " HEARD ABOUT THEM BUT NEVER USED THEM", CODE 2 IN Q.34.,

OTHERS GO TO Q.36.

Q.35. Why have you never used these tools or technologies?
(SHOW CARD - READ OUT - MULTIPLE ANSWERS POSSIBLE)
| would not know how to install them on my computer ............ccccoiiiiiiii 1,
| would Not KNOW hoW t0 USE theM ..........ceeiiiieeeee e 2,
I am not convinced that they WOTK ............ceoiiiiiii s 3,
I am not really concerned about my privacy when | go on the Internet...................ccoccciis 4,
They are t00 EXPENSIVE. ....ccoiuriiiiiiiit ettt et s e e e e ne 5,
Other (SPONTANEOUS) ...ttt sttt ettt et e eneesteeste e eeeaseaeeeneeaneeeneanneenes 6,
13 RSP SSO 7,

EB60.0 - NEW

ASK ALL

Q.36. In light of the fight against international terrorism, do you think that people should agree to...

a) have their telephone calls monitored? (SHOW CARD - READ OUT - ONE ANSWER ONLY)
b) have their Internet use monitored? (SHOW SAME CARD - READ OUT - ONE ANSWER ONLY)

Q.36.a. Q.36.b.
READ OUT
TELEPHONE CALLS INTERNET USE
1 No, the fundamental rights and freedoms of individuals must 1 1
always be respected
9 Yes, if the monitoring only affects those suspected of 2 2
terrorist activities
3 Yes, but only if monitoring takes place under the 3 3
supervision of a (NATIONALITY) judge
4 | Yes, everyone should 4 4
5 | Yes, other (SPONTANEOUS) 5 5
6 | DK 6 6

EB60.0 - NEW
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Q.37.

Q.38.

Let's move to another topic: sport.
How often do you... (SHOW CARD WITH SCALE - READ OUT - ONE ANSWER ONLY)

a) go on the Internet?
b) watch television?

c) play video games?

d) participate in any cultural activities?

e) exercise or play sport?

rewour [, dress | iozTes [ oarues | essoren [ o
a | Go on the Internet 1 2 3 4 5
b | Watch television 1 2 3 4 5
c | Play video games 1 2 3 4 5
d zcatﬁjﬁ:gzte in cultural 1 2 3 4 5
e | Sport, exercise 1 2 3 4 5
EB60 - NEW

IF CODE 1 TO 3IN Q.37.e., OTHERS GO TO Q.39.

Where do you exercise / play the sport that you do most often?

(READ OUT - MULTIPLE ANSWERS POSSIBLE)

[N @ FIINESS CONIIE. ..ot e et e e et e e e et e e et e e et e e e et e e e e e e e e e e reeeens 1,

TN @ ClUD et et e et et e e e e e et e e e e e e e et e et e e aas 2,

O] oo eY=Y o1 (=S 3,

At SChOOI, UNIVETSITY, BIC. ...uviiiiiiiiiiic et ettt et e be e e ete e eaee e e 4,

Elsewhere (SPONTANEOUS) ......oiiiiiiiieit ettt naesneesreesaeesneeee e 5,

13 SR 6,

EB60 - NEW
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ASK ALL

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

To improve one’s health (mental and physical)..............cooiiiiiiiiiiiiii e 1,
TO NAVE TUN ...t e e et e e et e e e et e e e et e e e ee e e eaeeeeeenteeeaan 2,
[ X =] = D R SERSR 3,
TODE WIth frIENAS. ...t e et e e e et e e e e e e e eeeeeerteneens 4,
TO MaKe NEW ACUAINTANCES .........uiiiiiiiieiiti ettt et e e s e e e e e saree e 5,
To meet people from Other CUUIES .........cooiiiii i e 6,
To develop physical PerfOrMaNCE .............eiiiiiiii e e e e e e e e 7,
TO IMPrOVE SEIf-ESIEEM ... et e e e e e e e e e e e e e e arreeeesannes 8,
TO AEVEIOP NEW SKIllS ...ttt ettt e et e e e tee et e e etteeeaeeeenteeeneeesreeeneeeenreas 9,
To build character/fIdentity ......... ..ot e e e e e e e 10,
TO AChIBVE ODJECHIVES .....ocviciiiciiciiecee ettt ettt et ete e et e e beebeenaesnsenseerne s 11,
To stimulate the spirit of COMPELItION.........c..oiiei et 12,
To help disadvantaged people to integrate into socCiety ..........coovvveveiiiii 13,
Others (SPONTANEOUS) ......oouiiiiiiiite ettt ettt et ne e e 14,
I3 RSP TPPP 15,
EB60 - NEW

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

TAIM SPIMIE ...ttt ettt ettt ettt e et e et e et e et eesaeeaaesaeesaeesaeenseenteesseeseeebeesbeebeteentesseesnneas 1,
TOIBIANGCE ... et e e e e e e e e et e e e e e e e e e e e e et e e e et e e e e eea e e e e e e eateaeaans 2,
YT oT=Yor (o o 41T 3,
= 1 o] =SSP RS PTRPROP 4,
SBIF-CONIION. ..ottt ettt e e e e e e et e e e e e e e e et eeeeeeee e et et eeeneeee e eeeeeesenneeeeenenaans 5,
SHCKING 10 thE TUIES.......ceeeceieeeee ettt ettt et e e e st eeteete e et e eteeeteesteeteeneenteeneesrneas 0,
DYl o] 1 =Y 7,
Y T T (T TR0t [=Y £ ¢= g o g Yo TP 8,
Yo To =1 41RO 9,
=Y T [ oo RO RTRS 10,
o U= 11y SRR 11,
) PRSP 12,
Others (SPONTANEOUS) ...ttt ettt e e e e e et e e e e e e e e nnreeeaaaaeeaanneas 13,
None of these (SPONTANEOUS) ..ottt eie e ettt e e saeaseeesee e e eneeeneesneesaeesaeaneeanes 14,
DK ettt ettt ettt ettt b e e Rt h e ARt R e R e Rt R e R eR R e s eR e Rt R en Rt R en s e Rt et et et en s st esentenennenen 15,
EB60 - NEW
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Q.41 For each of the following statements, can you please tell me whether you tend to agree or tend to

disagree?
TEND TO TEND TO
READ OUT AGREE DISAGREE DK
1 | Sport promotes dialogue between different cultures L 2 3
9 More time should be devoted to sport in school 1 2 3
timetables
3 There should be better co-operation between educational 1 2 3
institutions and sports organisations in (OUR COUNTRY)
4 The European Union should be able to intervene more in 1 2 3
European sports issues
5 The European Union should more actively promote 1 2 3
education through sport
6 The European Union should participate in the fight 1 2 3
against doping
' . 1 2 3
7 Through sport you can fight against any form of
discrimination
8 The European Union should co-operate more with 1 2 3
national sports organisations and national governments
. i . 1 2 3
9 | Sport makes it easy to fight sedentary habits
10 | Itis easy to find a balance between sport and other 1 2 3
leisure activities
11 | The promotion of the ethical and social values of sport 1 2 3
should be a priority for the European Union

EB60 - NEW
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Q.42. | am going to read out a list of negative things we hear about sport. Please tell me which of these
worry you most? (SHOW CARD - READ OUT - MULTIPLE ANSWERS POSSIBLE)

37T} g o SRR 1,
Over-consumption of fOOd SUPPIEMENTES .......ooiiiiiiiiiii e 2,
(07T (U] o1 (1o o ISR 3,
EXploitation Of CRILAIEN ..........ocuiiiiiiie ettt ettt et ae e ae e 4,
Exploitation of people from developing COUNLIIES..........cuiiiiiiiiiiiiiee e 5,
(@10 7=Y (=131 o TS 6,
Sexual abUSE Of CRIIAIEN.........e e e e s 7,
VIOIBINCE ...ttt e e e e e et e e e e e e e e e et e e e e e e e e e et eee e e e e e e e ——teee e e e e e —eeaa e ————aaan 8,
DISCIIMUNATION ..ttt e e e ettt e e e e e e e et e e e e e e e e et e eeeeee et e eeeeeeeeeeeeeesseeneeeneeenn 9,
Too great an eMPNASIS ON MONEY...........cooueieeeieeeeeeeee e etee et e eteeeeeeeeeeeaeeeteeeteeeteeteeaesraesreesreeseeas 10,
Others (SPONTANEOUS) ... oo eeeeeeee e e eeee e eees e e s seee e ese e e s eeeeeeeseee e sees e ereseens 11,
None of these (SPONTANEQOUS)........ciiiiiieii ettt ettt et st ee e sneesreesaeesneenneenes 12,
DK ettt ettt ettt ettt te et e teehe et e At ea e es e ke eReeRe Rt e Rt en s et e beeteeRe Rt e Rt ens et e bes s et etenreeteene e 13,
EB60 - NEW
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Q.43.

Q.44.

Q.45.

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

Do you ever buy domestic electrical appliances?

D T SO R U UPR PR 1

[ TSP 2

D] OO EP PSS PPPPP PP 3
EB60.0 - NEW

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

a) When you are about to buy domestic electrical appliances do you always, sometimes, rarely or

never look at or read the following information provided with the product, or not?
(SHOW CARD WITH SCALE)

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

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

Q.44.a. Q.44.b.
READ OUT SOME
ALWAYS TIMES RARELY | NEVER DK YES NO DK
1 The pigtures / text showing how 1 2 3 4 5 1 2 3
to use it
2 The tex.t telling me what 1 2 3 4 5 1 2 3
precautions to take
3 The pictures or symbols telling 1 2 3 4 5 1 2 3
me to be careful
The phone number of the
manufacturer or the distributor
4 or their representative in (OUR 1 2 3 4 S L 2 3
COUNTRY)
5 The text teII_lng me what to do in 1 2 3 4 5 1 2 3
case of accidents
EB60.0 - NEW

When instructions for use are provided with a domestic electrical appliance, do you usually read
them, or not? (READ OUT - ONE ANSWER ONLY)

Yes, before using the ProduCt ............oooi i 1

Yes, but only if @ Problem @riSES ...........cooiiuiiiiiie e 2

N Lo TR 01T SRS 3

I3 SRRSO 4
EB60.0 - NEW
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IF CODE 1IN Q.45., OTHERS GO TO Q.47.

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

READ OUT YES NO DK
1 How the product works / is 1 2 3
normally used
2 | How to assemble or install it 1 2 3
3 Instructions for safe and proper 1 2 3
use
4 | Where to put it 1 2 3
5 | Maintenance and spare parts 1 2 3
6 | Troubleshooting / repairs 1 2 3
7 | What to do if an accident occurs 1 2 3
EB60.0 - NEW
IF "YES", CODE 1IN Q.43., OTHERS GO TO Q.62.
Q.47. Do you always, sometimes, rarely or never keep the instructions for future use?
(READ OUT - ONE ANSWER ONLY)
AIWAYS ...ttt e ettt e et e e ae e bt ettt e s et et et es e e eR e e eReeeRe st enteenseeR s e eR e e eRe e te e eeenteeneeeneeeeenreenreeareennan 1
Yo T00 =Y 110 0TSRRI 2
L 1= YRR 3
N LT ST 4
It depends (SPONTANEOUS) ......oiiiii ettt ettt ettt e a bt e eeeneesneeseeesneeaneeneenes 5
13 USSR 6
EB60.0 - NEW
Q.48.  What do you think is usually the most effective way to provide instructions for use?
(READ OUT - ONE ANSWER ONLY)
(@] o8 (TN o Y-Tor = o 1 o TSRS 1
ON the ProAUCE IESEIF........oeeieicie ettt ettt ete et e et e e e eaeeeae e 2
In@leaflet / MANUAL..........oo ettt e e e e e e eneeeneeeneenes 3
Information from the SalesSman/Woman ..............oooiiiiiiiii e 4
Other (SPONTANEOUS) ...ttt ettt et e st et e e et eeme e s meeseeeeeeneeeneeeneeeneeneenes 5
13 S 6

EB60.0 - NEW
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Q.49. Do you usually find instructions for use...?

READ OUT YES NO DK
1 | hard to read 1 2 3
2 | understandable 1 2 3
3 | comprehensive 1 2 3
4 | short and to the point 1 2 3
5 | written in (NATIONAL LANGUAGE) 1 2 3
6 | too technical 1 2 3

EB60.0 - NEW

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

AQWAYS ...ttt ettt ettt e ettt ettt e et e h e b e e eae e eae e beeateeateeae e bt e ebeeebe e teeteeteaae e et e eteesreeareennas 1
RS Te] 0 1CY 134T TSR 2
=Y 1Y 3
N BV ettt ettt ettt a oot bRtk R e Aottt Rt Rt Rt Rt eR e et e bt ARt Rt eRe e e e neeene e e 4
3 GO PR STRRR 5

EB60.0 - NEW

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

ONlY SYMDOIS OF I0QOS....ceeiitiieeeiiie ettt e ettt e e et e e st e e e s mte e e e e nee e e e enneeeeanneeeeeneeeeennes 1
(@] 011V (=« SO 2
A combination of symbols /10g0s and teXE..........cooiiiiiiiiiii e 3
ThE SAIESMAN / WOMEBN ......uiitiiiieiie ettt ettt ettt ettt e st e s teesteesseesseeneeeneeeseesseesseeseenseensesneesnnsneeas 4
It depends (SPONTANEOUS) ......oiiiiiiiee ettt ettt e neesreesreesaeesaeeee e 5
13 SRR 6

EB60.0 - NEW

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

(@ o (=N oF=To 2= T 1o o FU R 1,
(@] o8 (=N o] T [N ot 1T ST 2,
INaleaflet / MANUAL...............oooeeee e et e e e etee e e enaeee s 3,
Other (SPONTANEQOUS) ...ttt e e e e e s et e e e e e e e et e e e e e e e e eanntaeeeaaeeeannneas 4,
13 ORI 5,

EB60.0 - NEW
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Q.53. Who do you think puts these symbols / logos on products?
(SHOW CARD - READ OUT - ONE ANSWER ONLY)

THE MANUFBCIUMET . .....ceeeiie ettt ettt sttt et ae et e st st tese e st e tesae st ete st et etesae e etesaeseneesenaens 1

L= L3O o TSRS 2

A CONSUMET OFGANISALION ...ttt et e et e e e bt e e s eaneeeeaneee s 3

Other (SPONTANEQOUS) ...ttt ettt e e e e e e ettt e e e e e e e ettt e e e e e e eanntaeeeaaeeeannneas 4

3 GO PR STRRR 5
EB60.0 - NEW

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

READ OUT YES NO DK
1 | hard to read 1 2 3
2 | understandable 1 2 3
3 | comprehensive 1 2 3
4 | short and to the point 1 2 3
5 | written in (NATIONAL LANGUAGE) 1 2 3
6 | too technical 1 2 3

EB60.0 - NEW

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

TEND TO TEND TO
READ OUT AGREE DISAGREE DK
Safety instructions explain 1 2
1 : 3
precisely what to do
2 | They can prevent accidents 1 2 3
They should mention the risks to 1 2
3 children, elderly people or people 3
with disabilities when using the
product
They should be more specific 1 2
4 | about the consequences if you 3
don't follow these instructions
EB60.0 - NEW
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Q.56. Have you ever seen the following safety instructions, or not?

READ OUT YES NO DK
To reduce the risk of fire or electric 1 2
1 | shock, do not expose this product 3
to rain or moisture
Never obstruct ventilation 1 2
2 | openings which are provided to 3
prevent overheating
Never put objects or liquids of any 1 2
3 A ; 3
kind in the appliance
Make sure that the appliance is 1 2
4 | plugged into the right power 3
source
To have the appliance repaired by 1 2
5 | an unqualified person can be 3
dangerous
EB60.0 - NEW
Q.57. Do you think safety symbols can prevent accidents?
Y B ettt ehe bttt e et —eeteeeheeete e eae bt eateeaeeeheeebe e be e beeateeateeaeeeaeeteeeteeereeereenras 1
N O ettt ettt ettt ettt et et e et et eete bt beeabe et b e eateeheeeheeeteeebeeteereeateereaneeeneeeaeeereenns 2
It depends (SPONTANEOUS) ......cooviiiiieecie ettt ettt ettt ettt ereene e 3
3SR 4

EB60.0 - NEW

Q.58. Do you usually take these symbols into account when choosing a domestic electrical appliance?

Y S et e e e e e ——e e e —ee e e —ee e e ——eeee—ee e e aee e e teeeianaesiiaeans 1
N O ettt et e e e e e e e e ee e e e e ean e 2
0] 3

EB60.0 - NEW

Q.59. Do you think these symbols should be standardised like symbols used on clothes tags?

Y S ettt e e e et et e e e en s 1
N O ettt e e e e e e e e et e e ee e e e e e aae e 2
0] 3

EB60.0 - NEW
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Q.60. Have you ever seen the following symbols on domestic electrical appliances you have at home?

(SHOW CARD)
YES NO DK
1 | SYMBOL 1 1 2 3
2 | SYMBOL 2 1 2 3
3 | sYmBOL 3 1 2 3
4 | SYMBOL 4 1 2 3
5 | SYMBOL 5 1 2 3
6 | SYMBOL 6 1 2 3
7 | SYMBOL 7 1 2 3

EB60.0 - NEW

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

L OSSP PPPPPR TR 1

IVIOSE <.ttt ettt ettt ettt et ettt heeae sttt e et e teeteete et et e teereebeereeneeteeaeeneas 2

A TBW et e et et e et b e e eate e e beeeabe e ebeeeabeeaaeeaateeareenareeaens 3

[N o] o =Y OSSOSO PRSPPI 4

15 RSO UPRRRRN 5
EB60.0 - NEW

IF CODE 1 TO 3 IN Q.61.a., OTHERS GO TO Q.62.

b) Do you always, sometimes, rarely, never do what the symbols recommend?

AIWAYS ...ttt ete et e e e ete e e et e et e e teeete e te et e et e et e aaeeeae e et e ete bt ateeteeateeraeataeateeateententeenteareeas 1

SOMELIMES ...ttt ettt ettt ettt et et et ae et et e e e e e be et e e beeseese et e s ebesseebesssessensaneeneas 2

= 1= USSR 3

N BV ...ttt et ettt ettt ettt e et e et e et e e st e e be e e ae e e beeeaae e e et eeeaaeeeateeeaaneeetaeeaaaeesteeareeereeans 4

15 RSO UPRRRRN 5

EB60.0 - NEW
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ASK ALL
Let's move to another topic: buying on the Internet.

Q.62. Have you ever bought anything on the Internet?

Y S e e 1 GO TO Q.63.
N e e e e 2 GOTOAQ.74.
DK et 3 GOTOQ.74.

EB60.0 - NEW

ASK Q.63. TO THOSE WHO BOUGHT SOMETHING ON THE INTERNET, CODE 1 IN Q.62.,

OTHERS GO TO Q.74.
Q.63. How often do you buy things on the Internet? (SHOW CARD - READ OUT - ONE ANSWER ONLY)

ONce a Week Or MOre OftEN......ccooiiiii e s 1
(@] oI T35 ToT oo I 2
ONCE EVEIY 3 MONTNS ... oottt ettt ettt et et e s teeeteereeneeeaeeeae e 3
ONCE EVEIY B MONTNS .....couiiiiiiicie ettt ettt ettt ettt st esre et e re e e e aeeeae e 4
ONCE @ YA ...ttt ettt ettt e te e te et e et e et e e be e et e et e et eessesaeesaeeereebeeateenreeasanns 5
[T o1 = o IS 6
D PO PP PPPPPTN 7

EB60.0 - NEW

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

SeCUItY Of PAYMENT .......eiiiiiiicie ettt et e e ete e teete e eaee s 1,
Credibility of the information on the Internet ..., 2,
Delivery (damaged goods, delay, non-delivery, etC.) .......cccoccvviiiiieiiiiiiicice e 3,
Your rights as a consumer being respected...........ooouiiiiiiiiiiiie e 4,
Ability to get warranty or refund ............coiooiii i 5,
ANONYMILY OF SEIIBIS .....ooiviiiiiiiie ettt ettt ettt et e et e e aae s e saeeereenas 6,
I am not worried (SPONTANEQOUS) .......voiiiieiiie ettt ettt et e et eaee e 7,
Other (SPONTANEOUS) .......oiiiiiiiiee ettt 8,
3] TSRS 9,

EB60.0 - NEW
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Q.65. Why do you buy things on the Internet?
(SHOW CARD - READ OUT - MULTIPLE ANSWERS POSSIBLE)

o TU e L= A (=N o1ty e == R 1,
You like getting the product delivered to your home or to a convenient address.............ccccvvvveeee. 2,
It is easier to make comparisons between various Providers...........coocviveiriiiiiniiee e 3,
You have access to offers from suppliers in other countries.............ccceviiiiiiii e 4,
You have access to offers available only on the Internet ..., 5,
You can order products and services at any time of the day/week ...........ccccccoviiiiiiiiiiiic e, 6,
You don't need to go to the shop or the service provider ... 7,
Other reasons (SPONTANEOQUS) ......oooiiiiiiiiiiie ettt 8,
13 S 9,

EB60.0 - NEW

Q.66. On which websites do you prefer to buy things?
(SHOW CARD - READ OUT - MULTIPLE ANSWERS POSSIBLE)

Websites of well-known traditional (INT.: "Off-line") brands/retailers ..............cccccoveeiieiiiiiiienne.n. 1,
Websites of well-known e-commerce only brands/retailers (INT.: e.g. "Amazon").........ccccccevunen. 2,
Others (SPONTANEOUS) .....ooiuiiiietieie ettt ettt et este e eesnsesne e sseesaeeseenbeenseensesseeseees 3,
13 SRR 4,

EB60.0 - NEW
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Q.67.

Q.68.

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

READ OUT IMPORTANT NOT IMPORTANT DK
1 | the site is in your own language 1 2 3
2 | the site is (NATIONALITY) 1 2 3
3 | prices are clearly indicated 1 2 3
4 | the site allows alternative ways of payment 1 2 3
5 information on product/service availability is 1 2 3
clear and complete
6 information on delivery conditions is clear and 1 2 3
complete
7 | information tracking the delivery is accurate 1 2 3
8 | deliveries are usually reliable 1 2 3
9 information on contractual terms and 1 2 3
conditions are clear and complete
10 | your rights as a consumer are clearly outlined 1 2 3
11 there is no problem returning the product and 1 2 3
getting reimbursed if something is wrong
12 information on your right to cancel the 1 2 3
purchase is clear
all ste lear whil ki 1 2 3
13 ps are clear while you are making a
purchase
EB60.0 - NEW

Have you heard or not of the "right to cancel a purchase" in respect of Internet purchases?

Y S et e e ——eee e e e e e ———eeeee e eei——eeteeeiaai————teeeeeeaaa——eeeeiaa———raraeans 1
N O ettt et —ee e e e e ———eeeeeeeee———eeteeeaaee————teeeetaae ———teeeeeeiae—reeesieai—aaaeaeas 2
)] SRR 3

EB60.0 - NEW
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IF "YES", CODE 1IN Q.68., OTHERS GO TO Q.71.

Q.69. Do you think it is the possibility ... ?
(SHOW CARD - READ OUT - ONE ANSWER ONLY)

to cancel the purchase within a certain time period without reason or penalty ............ccccvvvvviiiiiiiinnnnn. 1

to cancel the purchase and send back the product within a certain time period provided
that you have NOt UNPACKEA I ..........eeiiiiiiiiiiiiiiii et eaeaeaeaeeeaesessnenenssensnnssesnsnnnes 2

to cancel the purchase and send back the product within a certain time period only if it is damaged..3

Other (SPONTANEOUS) ... .ottt st 4

EB60.0 - NEW

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

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

days

EB60.0 - NEW

IF "YES", CODE 1IN Q.62., OTHERS GO TO Q.74.

Q.71. If you had a problem after making a purchase on the Internet, where would you be
most likely to go to first for assistance?
(SHOW CARD - READ OUT - ONE ANSWER ONLY)

The website on which you made the purchase ... 1
CONSUMET @SSOCIATIONS.....c.iteiiiiiiit ettt e et e e et sn e e e e e e e s enee e naneee 2
U oY ToaR=TU o o] =Y 3
A website specialised in assisting consumers making purchases on the Internet ......................... 4
The organisation where websites go to get their trustmark............ooo 5
An off-line mediation, conciliation or arbitration body which resolves disputes without

goiNg through the COUS ...... ... e e e e s e e e e e e 6
An on-line mediation, conciliation or arbitration body which resolves disputes without

goiNg through the COUS ... e e e e e s e e e e e 7
Other (SPONTANEOUS) ...ttt ettt et e st et e e et eeme e s meeseeeeeeneeeneeeneeeneeneenes 8
I3 PSRRI 9

EB60.0 - NEW
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Q.72. a) After making an Internet purchase, have you ever had reason to complain?
(IF YES) To whom did you complain...?
(SHOW CARD - READ OUT - MULTIPLE ANSWERS POSSIBLE)

Yes, directly to the Website ON-lINE............uuuii e 1,
Yes, to the organisation owning/running the website (off-lin€) ...........ccccooiiiiiiie 2,
Yes, t0 @ CONSUMETr OrganiSAtioN ........coiiiiiiiiiiiiie et e e e e e e e et bee e e e e e e e ennees 3,
Yes, to a (NATIONALITY) government DOy .........c..coiiiiiiiiiieiiiie e 4,
Yes, to another organisation, assoCiation...............oooiiiiiiii e 5,
Yes, but | did NOthiNg @DOUL it..........ccuiiiiiiciee e e 6,
NO, NO COMPIAINT ...ttt e et ettt e e et e eae e s teeeteeteeaeeeateebeeebeesbeeaeenseaaeeneeas 7,
13 RSP SSO 8,

EB60.0 - NEW

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

You never received the product/service you ordered .............ccoeceeeeiiiieeiiiee e 1,
The product was not delivered on time...........ooovviiiiiiiiiiiieeeeeeeeeeeeeeee s 2,
The product you received was damaged............ooiuuiiiiiiiiiiiee e 3,
The product/service you received was not the one you ordered ............ccccoeeeveiiiieieeeeeecinee. 4,
You had payment ProbIEMS ..........uuuieii s 5,
The website has refused to reimburse you for a product you returned to them........................ 6,
There was a lack of information on the website about the contractual terms and

conditions liNKed {0 YOUFr PUICNASE .........ueiiiiiiiiiiiiiiiiiiieieeeee ettt e e e e eee e eeeeeeeeeeeeeeees 7,
There was a lack of information about your rights as a consumer .............cccoccceeiiiiieiincnee, 8,
You were not aware that you had committed yourself to buy another product/service............. 9,
You bought a product/service on a website without being aware of it..........c.c.cccoeeeeiiiiieenennnn, 10,
Other reasons (SPONTANEQOUS).......ccuiiiiiiiiieiieae et eie e see e e steeteeeeeneeenaesneeseeeseeeaeeaeeanes 11,
13 RSP URRSR 12,

EB60.0 - NEW
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IF "YES", CODE 1 TO 5IN Q.72.a: FOR EACH ITEM IDENTIFIED IN Q.72.a,
OTHERS GO TO Q.73

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

READ OUT SATISFIED DISSATISFIED DK
1 | By the website on-line 1 2 3
feati ; ; 1 2 3
2 By the organisation owning/running the
website (off-line)
3 | By a consumer organisation 1 2 3
4 | By a (NATIONALITY) government body 1 2 3
5 | By another organisation, association 1 2 3

EB60.0 - NEW

TO THOSE WHO BOUGHT SOMETHING ON THE INTERNET, CODE 1 IN Q.62.,
OTHERS GO TO Q.74.

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

Yes, YOU Were SatiSfIEd .........cccoiiiiiiiiiiiccie ettt 1
Yes, but you were not satisfied ... 2
Yes, but you don't KNOW Yet.........ooiiiiii e 3
NO, NMEVET USEA ...ttt e et e e e e e e ettt e e e e e e e e et e e e e e e e e reeeeenaans 4
13 SO TRR 5

EB60.0 - NEW

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

Q.74. Why have you never bought anything on the Internet?
(SHOW CARD - READ OUT - MULTIPLE ANSWERS POSSIBLE)

You do not have access to the INternet ..............ooocuviiiooie i 1,
You do Not trust the INtErNEt...........cc.ooiiieeeeee e 2,
Using the Internet is t00 EXPENSIVE ........ccciiiiiiiiii e 3,
You are no interested in buying anything on the Internet ... 4,
Buying something on the Internet is too complicated ............cccooiii i 5,
The Internet is t00 complicated ..........cooovviiiiiiiiiiiiiiieeeeeeeeeeeeeeeee e 6,
YOU have NO Credit CArAS........uiiiee it e e e e et eeeaa e eeeas 7,
You do not understand the language well enough .............ouviiiiiiiiiiiiiiiiiiiiieeeeeeeeeeeee 8,
Other reasons (SPONTANEOUS).........coieiieieecteeceeeeee ettt ee ettt eee s 9,
D G O OPURUSRPRI 10,

EB60.0 - NEW
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IF "DO NOT TRUST THE INTERNET", CODE 2 IN Q.74., OTHERS GO TO Q.76.

Q.75. For which of the following reasons do you not trust buying something on the Internet?
(SHOW CARD - READ OUT - MULTIPLE ANSWERS POSSIBLE)

SECUMLY OF PAYMENT .....ocveeieieceeeceee ettt et et e et e st e s teeeteeteeteeaeeeteeeteesteeteeneesneeneeaneeas 1,
Credibility of the information on the Internet ... 2,
Delivery (damaged goods, delay, non-delivery, etC.) ..........ccceiiiieiiiiiiie e 3,
Your rights as a consumer being reSPeCted............eviiiiiiiiiiiii i 4,
Ability to get warranty Or FefUN ..........cooiiii e 5,
ANONYMILY OF SEIIEIS ...ttt ettt e ae e bt et e e e e neeeneesneeemeeeneeaneaneeaneannes 6,
Other (SPONTANEOUS) ...ttt ettt ettt e et et e e teaeeeseemeeeseeaaeeseaneeeneeaneeaneeneenes 7,
13 S 8,

EB60.0 - NEW

IF "NOT INTERESTED IN BUYING SOMETHING ON THE INTERNET", CODE 4 IN Q.74.,
OTHERS GO TO Q.77.

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

You like goiNg 10 the SHOPS ... .ciiuiiiiieiiee ettt s ee e e ene e 1,
You need to see and touch the product you intend to buy ...........coooiiiiiiiiii 2,
You prefer to get face-to-face adViCe ..........coouiiiiiiiiiii s 3,
Prices are not better than in “Normal” ShOPS .........oooiiiiiii e 4,
Choice is not better than in "normal” ShOPS .........cooiiiiii e 5,
You are not sure you will get after-sales ServiCe...........ccovriiiiii i 6,
Products may not work in (OUR COUNTRY)......oiuiiiiiiiiie et e e e e 7,
Other reasons (SPONTANEOUS) ......cooouiiiieiiieite ettt ettt ettt teeeteeereeee e e eneesreeereens 8,
I3 PSRRI 9,

EB60.0 - NEW
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ASK ALL

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

READ OUT GONFIDENT | GONFIDENT | GONFIDENT | CONFIDENT

1| Atrain ticket 1 2 3 4
2 | A plane ticket 1 2 3 4
3 A ticket for the theatre, a 1 2 3 4

concert, etc.
4 | Hotel booking 1 2 3 4
5 | Car rental 1 2 3 4
6 | Clothes, shoes, etc. 1 2 3 4
7 Books, dvds, videotapes, 1 2 3 4

cd's
8 | A PCllaptop, a software 1 2 3 4
9 | Furniture, decoration 1 2 3 4
10 | Food 1 2 3 4
11| Financial products/services 1 2 3 4
12 | Antiques 1 2 3 4
13| Acar 1 2 3 4
14 | A package tour 1 2 3 4
15 Do-it-yourself 1 2 3 4

products/garden tools
16 Dom_estic electrical 1 2 3 4

appliances

EB60.0 - NEW
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Q.78.

Q.79.

Q.80.

a) Would you be more confident in buying things on the Internet if you could benefit from a

guarantee of your bank/credit card issuer if you encounter problems with the delivery of the
product or with the transaction itself?

Y S et e e e e e e —eeeeeeeee———eeeeeeiae i ———eeeeeeiaei————eaeeesaae———aeeeiearaaes 1
[N o TSR POPRRRRTT 2
)] O 3

EB60.0 - NEW

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

b) (IF YES) Would you be prepared to pay a small additional charge to your bank/credit card

issuer for this guarantee?

Y S et e e e e —eee e et e ———eeeeeeiae i ————eeeeeiae i ————eaeseeaai———aeeeiearaaes 1
[N o TR POPRRRRTT 2
)] ST P PP 3

EB60.0 - NEW

ASK ALL

Do you think you are going to shop on the Internet in the next three months?

T S 1
o SR 2
DK e et e e s s 3

EB60.0 - NEW

Would you say that shopping on a website from another European Union country is
more risky than on a (NATIONALITY) website?

D T SR 1
o TSP 2
It depends on the country (SPONTANEOUS) .....ccoiiiiiiiiiiee et eeee e e 3
I3 SRRSO 4

EB60.0 - NEW
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Q.81. a) In the context of the Internet, have you ever heard of...?

IF CODE 1IN Q.81.a. (INT. : READ Q.81.a.1., THEN Q.81.b.1. AND SO ON)

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

IF CODE 1 IN Q.81.b. (INT. : READ Q.81.b.2., THEN Q.81.c.2. AND SO ON)
(EXCEPT FOR ITEM 1)

¢) And have you read them? (SHOW CARD WITH SCALE)

Q.81.b. Q.81.c.
Q.81.a
IF CODE 1in Q81.a IF CODE 1in Q81.b
READ OUT
NOT SEVERAL
YES | NO | DK || YES | NO DK [APPLI|ONCE| 5\ ™| NEVER
CABLE
1 Internet trust marks 1 2 3 1 2 3 4

statements about
protecting personal data

statements about the
security of payment data

statements about on-
line dispute resolution or

4 | amicable resolution, 1 2 3 1 2 3 4 1 2 3 4
other than through the
courts
EB60.0 - NEW
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Q.82.

Q.83.

TO THOSE WHO ANSWERED "INTERNET TRUST MARKS",
CODE 1 FORITEM 1IN Q.81.a.

Compared with other websites, do you think that websites with Internet trust marks are...?

(READ OUT - ONE ANSWER ONLY)

Lol =N =Y 1= o LSRR 1

ADOUL A TEIHADIE ......eieieieeiee ettt b ettt sttt sttt e 2

[E€SS TEIIADIE ... ..ttt 3

5 PP PR 4
EB60.0 - NEW

TO THOSE WHO ANSWERED "INTERNET TRUST MARKS",

CODE 1 FOR ITEM 1IN Q.81.a.

If the Internet trust mark owner were not based in (OUR COUNTRY), which of the

following opinions would come closest to yours?

(SHOW CARD - READ OUT - ONE ANSWER ONLY)

You would be more confident about the trust mark................cco i 1

You would be as confident about the trust mark ..., 2

You would be less confident about the trust mark................ccooo 3

It depends on the trust mark owner (SPONTANEOUS).......ccuiiiiiiieiee e 4

5 PP PP 5

EB60.0 - NEW
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ASK ALL
Let's move to the end of the questionnaire by talking about people with disabilities.

Q.84. a) Are you aware that 2003 is the European Year of People with Disabilities?
(INT.: USE OFFICIAL NAME IN EACH COUNTRY)

Y B ettt ettt 1 GO TOQ.84.b.
N Ottt h bbbttt b et 2 GOTOAQ.85.
DK et bbbt h ettt 3 GOTOQ.85.

EB60.0 - NEW

IF CODE 1IN Q.84.a., OTHERS GO TO Q.85.
b) (IF YES) How did you find out? (SHOW CARD - READ OUT - MULTIPLE ANSWERS POSSIBLE)

Through a member of your family ..........cccooiiiiriii e 1,
Through @ fHIENG ... e e e e eeaa e as 2,
Through an acquaINtaNCe............uiiiiiiiii et a e eeaa e 3,
Through @ trad@ UNION ........cooiieiie e e e e e e nraeeaaa s 4,
Through an NGO (Non Governmental organisation) ............ccceceeviiiiieeiniiec e 5,
Through an organisation or association representative of people with disabilities ........ 6,
Through another organisation or assocCiation .............coevviviiiiiiieieiiieiiieieieeeeeeeeeeeeeeeeee 7,
Through national, regional or local authorities............ccccoiiiiii e, 8,
Through the media (TV, radio, Written Press) .........oovceveiiiie e 9,
Through the INterNet ... ..o e e 10,
Through European Union publications .............oooiiiiiiiiiiiie e 11,
Through an event organised for this 0CCaSION...........cccceiiiiiiiiiiiiii e 12,
Other(s) (SPONTANEOQUS) ....cuuiiiiie ittt 13,
D OSSPSR 14,

EB60.0 - NEW

ASK ALL
Q.85. In your opinion, what is the purpose of the European Year of People with Disabilities?

(SHOW CARD - READ OUT - 2 ANSWERS MAX.)

To raise money for disabled PEOPIE .......coeeiiiiiiieiie e 1,

To increase understanding of disability iISSUES ..........cccveiiiiiiiiii e 2,

To promote the rights of people with disabilities............cccccoviriiiiiici 3,

To give a more positive image of people with disabilities................cccovveeeieiiiiiiiennen. 4,

To show that people with disabilities face many types of discrimination ...................... 5,

Other (SPONTANOUS)......coiiiitieitieii ettt ettt 6,

13 TSP USURRPI 7,

EB60.0 - NEW
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Q.86. The European Year of People with Disabilities may have contributed to improvements in the quality
of life of people with disabilities in (OUR COUNTRY). For each of the following, could you please tell
me if you tend to agree or tend to disagree. (SHOW CARD)

TEND TO TEND TO

READ OUT AGREE DISAGREE

DK

The European Year of People with Disabilities has
1 | contributed to informing people about difficulties faced by 1 2 3
people with disabilities in their daily life

The European Year of People with Disabilities has paved
2 | the way towards really getting the same rights for people 1 2 3
with disabilities as everyone else

The European Year of People with Disabilities has
3 | improved access to public places (buildings and 1 2 3
transport) for physically disabled people

The European Year of People with Disabilities has
4 | improved access to public places (buildings and 1 2 3
transport) for intellectually disabled people

The European Year of People with Disabilities has
5 | helped physically disabled people to exercise the same 1 2 3
rights of access to services as other people

The European Year of People with Disabilities has
6 | helped intellectually disabled people to exercise the 1 2 3
same rights of access to services as other people

The European Year of People with Disabilities has
7 | improved access to employment for people with physical 1 2 3
disabilities

The European Year of People with Disabilities has
8 | improved access to employment for people with 1 2 3
intellectual disabilities

The European Year of People with Disabilities has
9 | improved access to standard educational systems for 1 2 3
people with physical disabilities

The European Year of People with Disabilities has

10 increased understanding of physical disability issues L 2 3

11 The European Year of People with Disabilities has 1 5 3
increased understanding of intellectual disability issues
The European Year of People with Disabilities has

12| . . . C 1 2 3
increased media coverage of physical disability issues

13 The European Year of People with Disabilities has 1 2 3

increased media coverage of intellectual disability issues

EB60.0 - NEW
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Q.87. | am going to read you some statements about people with disabilities and work. Please answer
yes or no to the following statements.

READ OUT YES NO DK

People with disabilities have the same legal right as

1 ) 1 2 3
anybody else to a job
People with disabilities have the same legal right as

2 . o 1 2 3
anybody else to take part in training
There are European laws against discrimination in the

3 Lo 1 2 3
workplace on the grounds of disability
In general, employers make the necessary changes in

4 - 1 2 3
the workplace to employ disabled people

5 People with severe physical or intellectual disabilities 1 2 3
should only work in sheltered workshops

EB60.0 - NEW

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

N O ettt et e e ——eeeeeeeee————eteeeaeeee——teeeeeeaee——eeeeeeaaeir—aeeeraaer———————— 1,
Yes, a member(s) Of YOUr FaMIlY ........oii e 2,
Y S, FHIENA(S) 1.uveeuteeiieie ettt ettt ettt e et e et e et e et e ebe e eb e et e e be et e et e st e saeeeaeeteeereeereannas 3,
NI L= Tete [UE= T ] c= Lo o7 =T (=) SRR 4,
NI N =T [T TN T () TSRS 5,
TSI Wt | [T o U=y £ SRS 6,
NG W= 0 ) PSPPSR 7,
I o0 o115 IE= L =Te! Vo T | OSSR 8,
Yes, student(s) at UNIVEISItY .......oooiiiiiiii e 9,
B CTT o2 T=Y 4 () SR 10,
Yes, | regard myself as a diSabled PEIrSON ...........cceeiuiiiiiiieiie ettt 11,
15 TS 12,

EB54.2 - Q.49.a. - TREND
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Q.89. How aware are you of the various types of disabilities? Would you say you are fairly aware or fairly
unaware of the various types of disabilities?

READ OUT ANARE | uuaware | O
1 | Visual disabilities 1 2 3
2 | Hearing impairments 1 2 3
3 | Neuromuscular impairments 1 2 3
4 | Skeletal impairments 1 2 3
5 | Cerebral palsy 1 2 3
6 | Spinal cord injury 1 2 3
7 | Head injury (cerebral vascular accident) 1 2 3
8 | Stroke (cerebral vascular accident) 1 2 3
9 | Loss of limbs 1 2 3
10 [ Multiple sclerosis 1 2 3
11 | Muscular dystrophy 1 2 3
12 | Arthritis 1 2 3
13 | Asthma 1 2 3
14 | Cancer 1 2 3
15 | Diabetes 1 2 3
16 | Epilepsy 1 2 3
17 | Brain injury 1 2 3
18 | Alzheimer's disease 1 2 3
19 | Parkinson's disease 1 2 3
20 | Mental retardation 1 2 3
21 | Psychiatric disabilities 1 2 3

EB54.2. - Q.54. - TREND
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Q.90. What percentage of the population in (OUR COUNTRY) do you think has a disability of
any kind? (INT.: DO NOT SHOW CARD - DO NOT READ OUT - ONE ANSWER ONLY) (M)

(YT g F= T o Ty TR 1
T 0 ettt e e e e e e a——eeeeeee e e e —tatteeaeea e ntaeteeaeeaaantaeeeeeaanbrteeeaeeeaannn 2
D00 ettt e et e et e e e e e e eat———eeeeeeaaaatatteaeaeeeaanntetaeaaeeaaantaateeeeatbaaaaaaeeeaanns 3
F0mT4 0 oottt e et — et e e e e e e ateeeeeaeeaaaantaeeeeeaeaaaantaeeeeaaeannreaeaeaeaann 4
T 10/ ettt e et te e et e e e e e e ateteeeeeeaaaantaetteeaeaaaantaeeeeeaeaneneaeaeaeaann 5
200 OF MOTE ..neeeteeeteeeteeateeaeeaaeeaeeameeaseaaaeeaeameeameeasseaseeameeameeaseameeamseamseeneeaseenseanseensesneesneesannseanenannnas 6
3 O SRR 7

EB54.2. - Q.55. - TREND MODIFIED
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ONLY IN EURO ZONE

Let's finish with two questions on the euro.

Q.91. All things considered, do you personally feel very pleased, fairly pleased, not very pleased, not at
all pleased that the euro became our currency? (ONE ANSWER ONLY)

VEIY PIEASEA......c.ueieiiie ettt et et e e e te e et e et e et e et e e e te e teete et e et e eaeeteeeaeeereannas 1
FaIrly PIEASEA ...ttt ettt ettt ettt e e te e teete e te et e eateaeeeaeeereenns 2
N[0 A Y YA o] [T 1T S 3
N oL A=Y =] [ o] (==Y =Y R 4
None of these (SPONTANEQOUS)......c..oiiiiiiie ettt ettt ettt ettt st areeae e 5
3 O SRR 6

EB57.1 - Q.70. - TREND

Q.92. Do you totally agree, tend to agree, tend to disagree or totally disagree with the statement that: "By
using euros instead of (FORMER NATIONAL CURRENCY), we feel more European than before"?

(ONE ANSWER ONLY)

o] €= Y= oY SR USTURURRRI 1
TENA O AQIEE ...ttt ettt ettt e e e et e e e e te e e teeeteete et e eaeeeteeeteeeteeebeetenteenteanneas 2
TENA 0 QISAGIEE ... ettt ettt ettt e e te e e et e aeeemeeemeeeaeesaeebeenteaneeaneanteaneeanneas 3
TOLAllY ISAQIEE. ... .o ettt ettt e et e e s te e steebe et e eabeeaeeebaesbeesbe e e enbeenreanneas 4
It has nothing to do with how European we feel (SPONTANEOUS)........ccccociiiiiiieiiiieeiee e, 5
I am not interested in Europe (SPONTANEQOUS) ......ccooiiiiiiiiie e 6
I3 RSP TPPP 7

EB57.1.-Q.71. - TREND
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D.1.

D.7.

D.8.

D.10.

DEMOGRAPHICS

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

LEFT RIGHT
1 2 3 4 5 6 7 8 10

RETUSAL.......ee e et et e et e e e e e e e e 11

DK e e ettt ettt e et e e e e e e 12

EB59.2 - D.1. - DEMO TREND

NO QUESTIONS D.2. TO D.6.

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

Y =y T SRS 1
LT 1T T4y 1T [ 2
Unmarried, currently living With partner..............oooiiii e 3
Unmarried, having never lived With @ partner.............c..ueiiiii e 4
Unmarried, having previously lived with a partner, but now on my own..........ccocccoiiiiiiiieeeen. 5
D17 ot =Y S 6
Y=Y T 121 (=Y OSSR 7
WIAOWE ...ttt ettt ettt sttt sttt s e et e et e s e es e e besees e ebeseeseebeseeseebesseseebeseebeneeneate e 8
Other (SPONTANEOUS) ..ottt ettt sb et nree e 9
Refusal (SPONTANEQOUS).......coiiiiiiiiie ettt ettt ettt e et e steesteesaeaseeneeaneeeseesseenseeneeeneees 10

EB59.2 - D.7. - DEMO TREND

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

EB59.2 - D.8. - DEMO TREND
NO QUESTION D.9.

Gender.
1Y =1 L= TSR RTRRTTTRT 1
FOMAIR ... et e e ettt e e e e e e e et e e e et e e e et e e e e e e e e e e e e e e eeaaaas 2

EB59.2 - D.10. - DEMO TREND

How old are you?

EUROPEAN OPINION RESEARCH GROUP - 60.0 - AUTUMN 2003

EB59.2 - D.11. - DEMO TREND
NO QUESTION D.12. TO D.14.
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D.15. a) What is your current occupation?

IF NOT DOING ANY PAID WORK CURRENTLY, CODES 1 TO 4IN D.15.a.
b) Did you do any paid work in the past? What was your last occupation?

CORRENT | TAST

OCCUPATION | OCCUPATION
NON-ACTIVE | | | 1 %/ /
(l;{uer?grc:trmgg)c!ﬁ;g;grrf|rr]1§tr¥vzrr1|?iﬁzmg and looking after the home, or without any %/%
Student 2 %///////////////
Unemployed or temporarily not working 3 Z//////////%
Z(Ieztli_r:e:dEol\r/lt:Laglj;oDwork through illness 4 /////////////%
Professional (lawyer, medical practitioner, accountant, architect, etc.) 7 3
Owner of a shop, craftsmen, other self-employed person 8 4
Business proprietors, owner (full or partner) of a company 9 5
EMPLOYED
Employed professional (employed doctor, lawyer, accountant, architect) 10 6
General manag_ement, director or top management (managing directors, director 1 7
general, other director)
thggiéirizrr,ntzr;ﬁ%ﬁ;;ir;t, other management (department head, junior manager, 12 8
Employed position, working mainly at a desk 13 9
Employed position, not at a desk but travelling (salesmen, driver, etc.) 14 10
Employed position, not at a desk, but in a service job (hospital, restaurant, 15 11
police, fireman, etc.)
Supervisor 16 12
Skilled manual worker 17 13
Other (unskilled) manual worker, servant 18 14
NEVER DID ANY PAID WORK %/////////////% 15

EB59.2 - D.15. - DEMO TREND

NO QUESTIONS D.16. TO D18.

D.19. Are you in your household, the person who contributes most to the household income?
(READ OUT)
Y S ettt ettt h et h et e Rt eR e ARt Rt ARt Rt e e At e Rt R e n s Rt R et e st et et en e Re e seneenennenee 1
L TSRS PRRURRRR 2
107 {0 =Y (=1 TSRS 3
3]G SO PPT S SPPPPR PP 4

EB59.2 - D.19. - DEMO TREND
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NO QUESTION D.20.

IF "NO", CODE 2 IN D.19.
D.21. a) What is the current occupation of the person who contributes most to the household income?
IF "NOT DOING ANY PAID WORK CURRENTLY", CODE 1 TO 4 IN D.21.a.

b) Did he/she do any paid work in the past? What was his/her last occupation?

D.21.a. D.21.b.
CURRENT LAST
OCCUPATION] OCCUPATION

7
NON-ACTIVE
Responsible for ordinary shopping and looking after the home, or without any current 1
occupation, not working |

% a
Student 2
Unemployed or temporarily not working 3 ; %
Retired or unable to work through illness 4 / %
SELF EMPLOYED

5 1
Farmer
Fisherman 6 2
Professional (lawyer, medical practitioner, accountant, architect, etc.) 7 3
Owner of a shop, craftsmen, other self-employed person 8 4
Business proprietors, owner (full or partner) of a company 9 5
EMPLOYED
Employed professional (employed doctor, lawyer, accountant, architect) 10 6
General management, director or top management (managing directors, director 1 7
general, other director)
Middle management, other management (department head, junior manager, teacher, 12 8
technician)
Employed position, working mainly at a desk 13 9
Employed position, not at a desk but travelling (salesmen, driver, etc.) 14 10
Employed position, not at a desk, but in a service job (hospital, restaurant, police, 15 11
fireman, etc.)
Supervisor 16 12
Skilled manual worker 17 13
Other (unskilled) manual worker, servant 18 14
%

NEVER DID ANY PAID WORK / / 15

EB59.2-D.21. a. & b. - DEMO TREND
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NO QUESTIONS D.22. TO D.24.

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

FUFAl @rea OF VIllAQE ...ttt e e e e et e e e e e e e et ee e e e aneeeeeas 1
small or MIAdIE SIZEA tOWN ........c.eiiiiiiiiec ittt ettt ettt e e e sbeeseesareas 2
E2T (0 T= Y (o). TSR 3
D OO PPPPPPPPPPPRS 4

EB59.2 - D.25. - DEMO TREND

NO QUESTIONS D.26. TO D.28.

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

= TR 1
LTSS 2
TSP 3
B ettt ettt ettt E et R e e A e Rt et AeE RS ReR e eeeAeA et R eReeE A eRe s e ReE e R s eRe et eReEe et aeneRe s eseseneeaeee e esenas 4
TP 5
TSRS 6
S 7
TSRS 8
TSRS 9
OO P SR TTSTSSP 10
S TSSOSO 11
K ettt E e E R R R e R R R R R R R R AR Rt E et b ettt n bt ee 12
REFUSAL. ...ttt et bbb et bbbttt n e 13
] TSSO TUSTRRTSTPRPVSTN 14

EB59.2 - D.29. - DEMO TREND
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P.4.

P.5.

P.6.

P.7.

P.8.

INTERVIEW PROTOCOLE

P.1. - DATE OF INTERVIEW DAY MONTH
P.2. - TIME OF THE BEGINNING OF THE INTERVIEW HOUR MINUTES
(INT.:USE 24 HOUR CLOCK)
P.3. - NUMBER OF MINUTES THE INTERVIEW LASTED MINUTES

Number of persons present during the interview, including interviewer.
Two (interviewer and reSPONUENT)..........uii it e e 1
T O e 2
FOUL e e et 3
IV OF MO et e e e e ememmmnnn 4
Respondent cooperation
o= 1= PSSO UUUUUURRURRI 1
B il e e nnnnnnnnnns 2
AAVETAQE ...ttt ettt et ettt e et e et e et e e e et e e ae e eae e ehe e be e beeabeeat e b b e ebaeete e be e teeteeaneeaeeteeereeereannas 3
B e, 4

Size of locality (LOCAL CODES)

Region (LOCAL CODES)

Postal code

EUROPEAN OPINION RESEARCH GROUP - 60.0 - AUTUMN 2003
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P.9.

P.10.

P.11.

P.12.

P.13.

a)

Sample point number

Interviewer number

Weighting factor

Fixed telephone available in the household?

ASK ONLY IN LUXEMBOURG, BELGIUM AND FINLAND
Language of interview

EUROPEAN OPINION RESEARCH GROUP - 60.0 - AUTUMN 2003
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Technical Specifications
Standard Eurobarometer 60.0
October 2003

1. INTRODUCTION

Between 1% September 2003 and 30 September 2003, the European
Opinion Research Group, a consortium of Market and Public Opinion
Research agencies, made out of INRA and GfK Worldwide, carried out
wave 60.0 of the Standard Eurobarometer, on request of the European
Commission, Directorate-General Press and Communication, Public
Opinion Analysis Unit.

The following topics are covered in this wave:

v Complaints and redress (Q.2 - Q.29)

v' Data Protection (Q.30 - Q.36)

v' European Year of Education through Sport (Q.37 - Q.42)

v Safety Instructions/Domestic Electrical Appliances (Q.43 - Q.61)
v E-Commerce (Q.62 - Q.83)

v' European Year of People with disabilities (Q.84 - Q.90)

v Euro (Q.91 - Q.92)

Standard Eurobarometer surveys cover the population of the respective
nationalities of the European Union member states, aged 15 years and
over, resident in each of the member states. The basic sample design
applied in all member states is a multi-stage, random (probability) one. In
each EU country, a number of sampling points is drawn with probability
proportional to population size (for a total coverage of the country) and to
population density.

For doing so, points are drawn systematically from each of the
‘administrative regional units’, after stratification by individual unit and
type of area. Hence, they represent the whole territory of member states
according to EUROSTAT NUTS 2 (or equivalent) and according to the
distribution of resident population of the respective EU nationalities in
terms of metropolitan, urban and rural areas. In each of the selected
sampling points, a starting address is drawn at random. Further addresses
are selected as every N address by standard random route procedures,
from the initial address. In each household, respondent is drawn at
random. All interviews are face-to-face in the respondent's home and in
the appropriate national language.




2. COUNTRIES, NATIONAL INSTITUTES, FIELDWORK PERIOD, NET
SAMPLE SIZE AND EXTRAPOLATION FIGURES
START - END EU

COUNTRY INSTITUTE FIELDWORK NET SsIAZ\:lPLE P(I)\Z:II.DA]'-I'SI:)N
(x 000)
Belgium INRA BELGIUM 01/09 - 30/09 1030 8,458
Denmark GfK DANMARK 01/09 - 30/09 1000 4,355
Germany (East) | INRA DEUTSCHLAND 01/09 - 19/09 1014 13,164
Germany (West) | INRA DEUTSCHLAND 02/09 - 19/09 1043 56,319
Greece MARKET ANALYSIS 06/09 - 30/09 1000 8,899
Spain INRA ESPANA 08/09 - 29/09 1000 34,239
France CSA-TMO 01/09 - 22/09 1051 47,936
Ireland LANSDOWNE Market Research 01/09 - 28/09 1001 3,004
Ttaly INRA Demoskopea 02/09 - 28/09 1000 49,531
Luxembourg ILReS 01/09 - 30/09 606 357
The Netherlands | INTOMART 01/09 - 30/09 1023 13,010
Austria SPECTRA 02/09 - 28/09 1031 6,770
Portugal METRIS 04/09 - 25/09 1000 8,620
Finland MDC MARKETING RESEARCH 01/09 - 30/09 1011 4,245
Sweden GfK SVERIGE 01/09 - 30/09 1000 7,252
Great Britain MARTIN HAMBLIN LTD 01/09 - 23/09 1004 46,370
Northern Ireland | ULSTER MARKETING SURVEYS 02/09 - 24/09 310 1,314
Total Number of Interviews 16124 313,843




3. COMPARISON BETWEEN SAMPLE AND UNIVERSE, AND WEIGHTING

For each Standard Eurobarometer survey, a comparison between sample
and universe is carried out, per country. The universe description is
derived from EUROSTAT population data.

There are 19 sample areas: one for each country of the European Union,
in addition Germany is divided into East and West, and United Kingdom
into Great Britain and Northern Ireland, one for Norway and one for
Iceland.

Each sample area contains a number of interviews, this number may be
somewhat above or below that aimed at. The target is 1,000 per sample
area, except for Northern Ireland, 300, and Luxembourg and Iceland, 600.

WEIGHTS DELIVERED WITH THE EUROBAROMETER DATA SET:
There are 16 different weights used in the Eurobarometer survey.

W.1 WEIGHT RESULT FROM TARGET (also WEIGHTP or WSAMPLE)

W.2 DROPPED

W.3 WEIGHT SPECIAL GERMANY (also WEIGHTGER)

W.4 WEIGHT SPECIAL UNITED KINGDOM (also WEIGHT1)

W.5 WEIGHT EURO 6 (also WEIGHT6)

W.6 WEIGHT EURO 9 (also WEIGHT9)

W.7 WEIGHT EURO 10 (also WEIGHT2)

w.8 WEIGHT EURO 12 - Former EAST GERMANY (also WEIGHT3M)

W.9 WEIGHT EUROPE 12 (also WEIGHT3P)

W.10 WEIGHT EURO +3 (also WEIGHTNEW)

W.11 WEIGHT EUROPE 15 (also WEIGHT15 or WEURO)

W.12 WEIGHT NORWAY (also WEIGHTNOR)

W.13 WEIGHT TOTAL (also WEIGHT15P or WCPLUS)

W.14 WEIGHT STANDARD SIZE - GERMANY AND UNITED KINGDOM
EXTRAPOLATED (also WEIGHTC or WNATION)

W.15* WEIGHT EURO 11 (without Greece)

W.162 WEIGHT EURO 12 (with Greece)

For each EU member state, a national weighting procedure, using
marginal (RIM) and intercellular weighting (Iterative Proportional Fitting -
IPF), is carried out, based on this universe description. As such, in all
countries, minimum gender, age, region NUTS 2 are introduced in the
iteration procedure (W.1).

An additional factor (extrapolation) is added, to bring former East and
West Germany together in one entity (W.3). Former East Germany counts
for 20.8% and former West Germany counts for 79.2%.

! From Eurobarometer 59.2 onwards, this weight is not used anymore.
? Ibidem.



The same principle is used to bring Northern Ireland together with Great
Britain, to form the United Kingdom (W.4). Here Northern Ireland counts
for 2.5% and Great Britain, for 97.5%.

For the sake of analysis, historical weights were created, bringing
countries together, contained in historical entities such as Europe of the 6,
9, 10, and 12. (W.5 from to W.10). Countries not inserted in these
weights are set to 0.

In order to make a European 15 weight, the data are extrapolated using
population figures for each sample area (15 members = 17 sample areas)
(W.11).

Standard Eurobarometer surveys may include data from Norway. A special
weight is created only for Norway (W.12).

For international weighting, INRA applies the official population figures as
provided by EUROSTAT in the Regional Statistical Yearbook (data for
1997). Total population figures for input in this post-weighting procedure
are listed above. The result is WEIGHT TOTAL (W.13)

W.14 extrapolates the new and old Lander to their respective proportion in
the whole of Germany, (former East Germany (20.8%), former West
Germany (79.2%) and does the same for Great Britain (97.5%) and
Northern Ireland (2.5%). The other countries are left untouched.

From Eurobarometer 49 onwards, a new weight (W.15) was created to
separate the 11 countries that accepted to introduce the euro, as of
01/01/1999.

From Eurobarometer 54 onwards, a new weight (W.16) was created to
add Greece into the group of countries that accepted to introduce the
euro. For an analysis of these 12 countries, use W.16.

From Eurobarometer 59.2 onwards, W.15 or W.16 are not used anymore.
To compare results of euro-zone 12 (11), pre-in 3 (4) and EU15 use W.11.



PRECISION OF WEIGHTS:

Each weight is expressed in 10,000. This means that a person with weight
equal to 1 will have the weight 10,000, a person with weight equal to
1.534 will have the weight 15,340. In other words, we use 4 decimal point
digits. Hence, you need to divide by 10,000 to have the number of people
interviewed contained in the data set.

WEIGHTED RESULTS

wi w3 w4 W5 weé w7 ws w9 wio wii1 wig
BE 1030 1030 1030 278 336 360 367 380 0 441 1030
DK 1000 1000 1000 0 168 180 184 190 0 221 1000
WG 1043 1651 1043 1872 2266 2426 2474 2562 0 2975 1651
GE 2057 2073 2057 1872 2266 2426 2474 3145 0 3651 2073
EG 1014 422 1014 0 0 0 0 583 0 676 422
GR 1000 1000 1000 0 0 368 375 388 0 451 1000
SP 1000 1000 1000 0 0 0 1443 1494 0 1735 1000
FR 1051 1051 1051 1607 1944 2082 2123 2199 0 2552 1051
IR 1001 1001 1001 0 116 124 127 131 0 152 1001
IT 1000 1000 1000 1579 1911 2047 2087 2162 0 2509 1000
LU 606 606 606 11 14 15 15 16 0 18 606
NL 1023 1023 1023 424 514 550 561 581 0 674 1023
AU 1031 1031 1031 0 0 0 0 0 1146 354 1031
PO 1000 1000 1000 0 0 0 363 376 0 437 1000
FI 1011 1011 1011 0 0 0 0 0 705 217 1011
sw 1000 1000 1000 0 0 0 0 0 1191 367 1000
NI 310 310 34 0 52 56 57 59 0 69 34
GB 1004 1004 1273 0 1796 1924 1962 2032 0 2359 1273
UK 1314 1314 1306 0 1849 1980 2019 2091 0 2427 1306
EU15 16124 | 16140 | 16116 | 5772 9117 | 10133 | 12137 | 13154 | 3042 | 16207 | 16132




COUNTRY ABBREVIATIONS:

Belgium BEL
Denmark DEN
Germany (East) EGE
Germany (East & West) GER
Germany (West) WGE
Greece GRE
Spain SPA
France FRA
Ireland IRL

Italy ITA

Luxembourg LUX
The Netherlands NET
Austria AUS
Portugal POR
Finland FIN

Sweden SWE
Great Britain GB

Northern Ireland NIR

United Kingdom UK



CO-OPERATING AGENCIES AND RESEARCH EXECUTIVES

BELGIQUE

DANMARK

DEUTSCHLAND

ELLAS

ESPANA

FRANCE

IRELAND

ITALIA

LUXEMBOURG

NEDERLAND

AUSTRIA

PORTUGAL

FINLAND

SWEDEN

GREAT BRITAIN

The European Opinion Research Group EEIG
Christine Kotarakos
111, rue Colonel Bourg — B-1140 Brussels
Tel: +32 272489 15 - Fax : +32 2 724 89 12

e-mail: christine.kotarakos@eorg.be

INRA in Belgium - International Coordination Office SA/NV

159-165, avenue de la Couronne — B-1050 Brussels
Tel: +322 64247 11 - Fax: +32 2 648 34 08

INRA BELGIUM
159, avenue de la Couronne
B-1050 BRUXELLES

GfK DANMARK
Sylows Allé, 1
DK-2000 FREDERIKSBERG

INRA DEUTSCHLAND
Papenkamp, 2-6
D-23879 MOLLN

Market Analysis
190 Hymettus Street
GR-11635 ATHENA

INRA ESPANA

Avda de Burgos N° 12, 82 planta
28036 Madrid

SPAIN

CSA-TMO
30, rue Saint Augustin
F-75002 PARIS

LANSDOWNE Market Research
49, St. Stephen’s Green
IRL-DUBLIN 2

INRA Demoskopea
Via Salaria, 290
1-00199 ROMA

ILReS
46, rue du Cimetiére
L-1338 LUXEMBOURG

Intomart
Noordse Bosje 13-15
NL - 1201 DA HILVERSUM

SPECTRA
Brucknerstrasse, 3-5/4
A-4020 LINZ

MetrisGFK

Rua Marqués da Fronteira, 8 — 1° Andar

1070 - 296 LISBOA

MDC MARKETING RESEARCH Ltd
Itdtuulenkuja 10 A
FIN-02100 ESPOO

GfK SVERIGE
S:t Lars vag 46
S-221 00 LUND

MARTIN HAMBLIN LTD
Mulberry House, Smith Square 36
UK-London Swip 3HL

Mr. Jean-Michel Lebrun
Jean-Michel.Lebrun@inra.com

Mr. Finn Villemoes
Finn.Villemoes@gfk.dk

Mr Christian HOLST
christian.holst@inra.de

Mr. Spyros Camileris
markanalysis@
marketanalysis.gr

Ms Victoria MIQUEL
victoria.miquel@
consulting.ecoipsos.es

Mr. Bruno JEANBART
bruno.jeanbart@csa-tmo.fr

Mr Roger JUPP
roger@Lmr.ie

Mrs Maria-Adelaide SANTILLI
Santilli@demoskopea.it

Mr Charles MARGUE
charles.margue@ilres.com

Mr. Dré Koks
Dre.Koks@intomart.nl

Ms Jitka NEUMANN
neji@spectra.at

Ms Mafalda BRASIL
mafaldabrasil@metris.gfk.pt

Mr. Mika Kiiski
Mika.Kiiski@tns-gallup.fi

Mr Rikard EKDAHL
rikard.ekdahl@gfksverige.se

Mr. Ross Williams
ross.williams@
martinhamblin.co.uk

tel.
fax

tel.
fax

tel.
fax

tel.

fax.

tel.
fax

tel.
fax

tel.
fax

tel.
fax

tel.
fax

tel.
fax

tel.
fax

tel.
fax

tel.
fax

tel.
fax

tel.
fax

++/322 642 47 11
++/32 2648 34 08

++/45 38 32 20 00
++/45 38 32 20 01

++/49 4542 801 0
++/49 4542 801 201

++/30 1 75 64 688
++/30/1/70 19 355

++/34 91 7672199
++/34 91 3834254

++/33 144 94 59 10
++/33 1 44 94 40 01

++/353 1 661 34 83
++/353 1661 34 79

++/39 06 85 37 521
++/39 06 85 3501 75

++/352 49 92 91
++/352 49 92 95 555

++/31/35/625 84 11
++/31/35/625 84 33

++/43/732/6901
++/43/732/6901-4

++/351 210 000 200
++/351 210 000 290

++/358 9 613 500
++/358 9 613 50 423

++/46 46 18 16 00
++/46 46 18 16 11

++/44 207 222 81 81
++/44 207 396 90 46
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