CONSUMER EMPOWERMENT EB 73

EU27 - Number of interviews: Fieldwork:

53.402 26/02-01/04/2010
PL Number of interviews: Fieldwork:

2.000 27/02-29/03/210

Methodology: face-to-face

1. Consumer confidence

QA48. In general, when choosing and buying goods and services, how...? QA48. Overall indicator

Confident do you feel as a 1 14% NN 50°> N 22% [ 4% 1%

consumer 21% 50% 2% | 4% 4% -
Feel confident, protected and _

knowledgeable

Knowledgeable do you feel as [ 10°% NN 53% NN 31% [ 5% 1%

a consumer 14% 49% 29% 5% 3%

Feel at least one of the three
(confident, protected,
knowledgeable) but not all

Well protected by consumer 7% NN <& N 32 W &% | 5%

law do you feel | 10% 43% 3% %% 6%
Feel neither confident, _ 17%
neither protected nor
EU @ u = & = knowledgeable 15%
PL e
Very Quite Not very Not at all Don't
know

2. Consumer skills

Basic numeracy skills*

3 correct answers

34%

2 correct answers

15%

1 correct answer
14%

6%

(_nI

0 correct answer
%

*Proportion of correct answers given to 3 questions:

QA42.The same flat-screen TV is on sale in shop A for 500 Euros with 10% discount and in shop B for 400 Euros. Which one is cheaper?

1. The one sold in shop A; 2. The one sold in shop B (CORRECT ANSWER)
QA43. Thinking now about savings or deposit accounts, which of the following would be the best interest rate?
1.1%; 2. 2%; 3. 3%; 4. 4% (CORRECT ANSWER)
QA44., A family is charged interest at 6% per year on a 50.000 euro home loan. How much is the interest for the first year?
1. 300 Euros; 2.3.000 Euros (CORRECT ANSWER); 3. 5.000 Euros; 4. 6.000 Euros

41%

44%

45%

42%
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2. Consumer skills (cont.)

QA45. Looking at this picture, please could you tell me how many grams of fat there are in 100 grams of this product?

Correct answer (1,59 / 100g) e

L

Less than the correct answer W

More than the correct answer
14%

per 100g

Energy 1602 k]

376 kcal

Pratein 159
Carbohydrate 75g
-of which sugars 179

159

05g
259
Sodium 0850 Don't know

QA46. Still looking at the same picture, could you please tell me by which date is it suggested you can eat this product?

33%

June 2008 (CORRECT ANSWER)

- -

Other dates

B

No date
6%

Im

3%
JLHE 200

. -
Don't know 24% * EU

PL
The show card used in Poland differed from that used in other Member States; lJunel was part of the small print, with only (20081 printed in large font in the white block
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2. Consumer skills (cont.)

Share of respondents Share of respondents knowing
familiar with the logo the meaning of the logo

EU27 PL EU27 PL

The product is organically farmed 13% 34%

The product conforms with the relevant European legislation

The product meets strict ecological standards: it is eco-friendly

The product is made of paper that can be recycled

The product will be detrimental to your health if not used properly -

3. Awareness of consumer legislation

QA6. Suppose you ordered a good by post, phone or the Internet, do you think QAT. Imagine that a new fridge you bought 18 months ago breaks down. You
you have the right to return the good you ordered 4 days after its delivery and didn't buy any extended commercial guarantee. Do you have the right to have
get your money back, without giving any reason? it repaired or replaced for free?

9%

PL
B Yes (CORRECT ANSWER)
H No
It depends (SPONTANEOUS) 8%

Il Yes (CORRECT ANSWER) 59%
M No 26%
Don't know 15% Don't know 12%

EU @ Outer pie PL w Inner pie EU @ Outer pie PL w Inner pie
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3. Awareness of consumer legislation (cont.)

QA10. Imagine a salesman calls uninvited at your door demonstrating a
vacuum cleaner. You buy the vacuum cleaner from him, but two days later you
discover a better deal. Do you have the right to return the vacuum cleaner and
get your money back without giving any reason?

QAQ9. Imagine you purchase car insurance over the telephone, the internet or
by post. Two days later you discover a better deal with another provider and
you decide to cancel the original contract. Do you have the right to do that?

Il Yes (CORRECT ANSWER)

Yes, but you won't get your mone
M ook ¥ gety: Y

11%
] Yes, but you have to pay an 7% B No
administration fee This practice is illegal in (OUR

Yes, and without paying anythin ? 0%
B (CORRECTANSWER) 2% 8 COUNTRY) (SPONTANEOUS)
This practice does not ha[i_pen in
M No 18% (OUR COUNTRY) (SPONTANEOUS) 4%

Don't know 16%

EU @ OQuter pie

Don't know 12%
EU @ Outer pie PL w Inner pie

PL wr Inner pie

4. Consumer engagement

QA39. In a typical week how many hours do you spend shopping (please include
both grocery shopping and other types of shopping including comparing offers
between goods and services and on-line shopping)?

None

1 hour

2 hours

3 hours

4 hours

5 hours

6 hours or more

Don't know

o

6%

I 7%

15%

I 25

21%

N 17

16%

I (0%

1%

I

%

I 12

I 5%

%

QA14. Please think about the last time you signed a contract for a service, for
example, gas, electricity, mobile phone, bank account or insurance. Did you
read its terms and conditions?

B Yes, carefully and completely
M Yes, but only partially
M No

You have never signed this kind of
contract (SPONTANEOUS)

Don't know 1%

EU @ Outer pie PL w Inner pie
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4. Consumer engagement (cont.)

QA19. When did you last buy or order goods or services for private use via a
website? Note that order or purchase goods or services by email is not considered
as a purchase or order over the Internet.

Within the last 3 months

Between 3 months and a year
ago

More than one year ago

Don't know

QA16. Thinking about consumer organisations or public agenciesfauthorities in your
country, can you please name any organisations representing and protecting
consumers that you have heard of?

I 25

At least one public authority st

At least one consumer _ 4%

organisation 20%

At least one public authority [ HNNNNN 13
and a consumer organisation 7%

Two public authorities or - 10%
more %

Two consumer organisations _ 18%

or more 1%

I

Others 5%

&

5. Willingness to take action

QAZ27. In the past 12 months have you encountered any problems for which
you had legitimate cause for complaint with a good, a service, a retailer ora
provider?

M Yes

M No

Don't know

EU @ Outer pie PL w Inner pie

QAZ28. If you had experienced such a problem in the last 12 months, do you
think that you would have made a complaint to the retailer, the provider or the
manufacturer?

EU
M Yes 71% 57%
M No 22% 35%

Don't know 7% 8%

EU @ Outer pie PL w Inner pie
Base: Respondents who had not encountered any problems
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