E-commerce:
Experience of Slovenian consumers

Jana Huc Ursic

director, ECC Slovenia

ECC-Net




Content of the presentation

1 ECG Net and ECC Slovenia

} Facts about
Online shopping in EU

} Slovene e- consumer s

}  Consumer rights when
shopping online

1 Problems of consumers
when shopping online

New proposal of EU Consumer Rights Directive

}

W

ECC-Net




Who we are? _

W

European Consumer Centres Network ECC-Net

y offers free consumer advice to consumers when shopping in the EU  (cross
border shopping)

} 27 centres in all EU countries (+Norway and Island)
1 Network was estaclished in 2005 (by the EC and member states)

1 Financencing of the ECC - Net: 50% by the EC and 50% by the member states

More information about the ECC - Net:
http://ec.europa.eu/consumers/ecc/index_en.htm
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When can ECC Net (ECC SI) help consumers?

}  Buying goods and services in

y Travel

1+ Shopping online

}  Package travel, timeshare
;e
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When can ECC Slovenia help a consumer?

when there is a problem related to cross border shopping ( traider is
from other EU country ),

B2C contract

fatention ‘.

No help when:

business to business contract (B2B)
consumer to consumer contract C2C

Not cross border purchase

Trader outside the EU (China, USA¢)
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European Consumer Center Slovenia

ECCNet

+ Launched in December 2006.

} Host structure: NGO (consumer organisation ZPS Slovene Consumers
Association  Www.zps.sl

y Finaced by : - European Commission (DG Health and Consumers)
- Ministry of the Economy,
- ZPS
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http://www.zps.si/

Facts about the Slovenian e-
consumers*

1 In first quarter of 2010 68 %  of households had
access to internet (increase for 4%

} Younger consumers :97% of consumers aged from
10 do 24 years use internet,

1 only 28% of consumers aged between 55 do 74
use internet.

* Source: Statistical office of the Republic of Slovenia
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Facts about the Slovenlan
e-consumers

1 33% of consumers aged from 10 to 74 years have already
made an online purchase. (5% icrease from last year) .

1+ In 1st quarter of 2010 17%  of consumers made at least
one online purchase . (increase for 3%).

1 Clothes, sports equipment, household appliances , turist
services (accomodation , flight tickets , car renting ),
tickets , books .
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Most frequent use of internet in

Slovenia =y

1 E- mail (59%),

1 Searching for information about products and
services (56%),

} searching for health information (42%),

1 Reading newspapers, magazines (40%),

1 Services related to travel and accommodation

(36%).
} Games, downloading movies, music (32%),
1 e- banking (27%), o)
} Buying products and services (20%).
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ECC Sl and ECC -Net case handling
statistics

} ECC Slovenia Annual report 2009

71 % online shopping

21 % ‘“traditional’ (in-stora) shopping in othar
EU countrias, lceland and Norway

8% other

} ECC Slovenia Annual Report 2010

63 % Online shopping

26 % In-store shopping, directly
from the provider

15 % Air passenger rights
13 % Other
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ECC- Net statistics 2010

Selling Method




Online Consumer rights

1 1. The right to change your mind

1 2. The right to delivery within a reasonable
time

1 3. The right to clear information

4. The 2 - year guarantee
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The right to change your mind

| Changes |

1 Thanks to 'cooling - off periods', | NEXT EXIT A
you can cancel your order
for any reason within
at least 7 days (in Slovenia in 14 days!)
from receiving the order and send it back.

fatentrion ‘.

}  Some purchases are not covered by the cooling - off periods,
for example hotel bookings, car rental and travel tickets.
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The right to change your mind

consumer experiance

Changes |/

NEXT EXIT A | ‘
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1. The right to delivery within a
reasonable time

1 Your purchase should be delivered within 30
days unless you agree otherwise with the
seller.
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2. The right to delivery within a reasonable
time

consumer experiance

» Product/service not delivered

v Scammes / Fraud

ﬂmgNﬂoﬂ ‘

Know who youore dealing with.

Dondt send money to someone you dol
Double check pricing.

Use the safest way to pay on the Internet.

}
}
}
}
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Delivery

ECC-Net successful stories

Success stones

A Finnish consumer ordered a T-shirt from a web store 1n Germany. The trader dud not deliver

the shirt. Several emails were sent to the trader and 5 months passed without result. ECC
Finland contacted ECC Germany. Within 3 weeks the consumer got his money back.

A LONG WAY TO A DEFECT-FREE WATCH
A consumer ordered a sports watch priced at 192 euros at the German online shop www.actionsports.
de. When he received it, he realized some of its functions were not working. He immediately contacted
the trader and sent the watch back requesting to have it repaired. He had to contact the trader a
few times until the trader finally sent it back, but it was still not in perfect condition. The consumer
contacted ECC Slovenia asking for assistance.

Together with the ECC Germany, we succeeded in the consumer getting the watch back, finally
without any defects.
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Delivery

ECC-Net successful stories

AXARRAARARAARALLA DIFFICULTIES WITH AN ONLINE TRADER

&
kR

A consumer ordered and paid for two graphics cards priced at 685 euros at the website of an Austrian
provider of computer equipment www.ba-computer.at. After the payment had been processed, the
trader no longer answered phone calls, nor did he reply to any emails sent by the consumer. After
almost two montha of waiting for the ordered and paid products to be delivered, the consumer decided
to contact ECC Slovenia and ask for assistance.

We contacted the online trader through the Austrian ECC and found out the ordered graphics
i cards were out of stock. The trader promised to refund the consumer’s purchase price, which did
happen, but only after the ECC Net had intervened a few times.

Ak ki ok
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Delivery
Fraud

Canon 1 CONSUMER ORDERS DIGITAL CAMERA BUT NEVER RECEIVES IT...

Our center was contacted by a consumer who ordered a Canon EOS digital camera at the web bazed

retailer www.in-shopper.com. The electronic form provided at the Internet site stated that the product

would be delivered in 2 - 5 working days. But even a month after placing his order and paying 710 EUR

for the camera, he still had not received it. The company also ceased to respond to his emails 2o he

decided to ask our center for assistance and to intervene on his behalf.
The company with which our consumer expenenced these problems is based in Rotterdam, The
Netherfands, so our center contacted the Dutch Euragpean Consumer Center. We were informed that
our Dutch counterparts had lately received several similar complaints regarding the said company.
The Dutch consumer center attempted to contact the company but instead received a letter from
the same address, explaining it was a private home and that no company was based there The letter
also stated that, obviously someone had used this address as a front, since this was the home of a
man who had nothing to do with this company. The man living at this address also notified the Dutch
Chamber of Commerce as well as the tax office, that the company to whom they were sending maif
does not exist at the given address. Our colleagues at the Dutch consumer centre also contacted the
Dutch Chamber of Commerce and were told that the company is owned by a Latvian citizen and that
the address of residence is not the same as the supposed company seat. By this time the website at
wwwiin-shopper.com has been deactivated Allindications are that this is another Internet based scam
so our Dutch colleagues will take action with the competent department within the Dutch Chamber of
Commerce. Our centre has also advised our consumer to log a complaint with the palice.
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EU trader is not delivering to Slovenia

fatention ‘.

The consumer attempt s to buy a product over the internet from
a seller based in the EU but is prevented from doing so, or
redirected to his national web - store (which may have different
products or prices), simply because he lives in a different EU

country . l

The on- line seller is acting illegally

}  Report to the EC:
http://ec.europa.eu/youreurope/citizens/shopping/online - shopping/when - things - go
wrong/index_en.htm
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3. The right to clear information

Online sellers in the EU are required to give you the following information before you
make any purchases:

trader's postal and email address

main characteristics of the goods or services

total price of the goods or services, including all taxes

delivery costs

payment arrangements

whether or not you have a right of withdrawal from the contract
validity period of the offer or price

minimum duration of the contract.

rrensrion!

It is always good to check where the online seller is registered, as your EU

rights only apply with sellers registered in the EU. An internet address ending
".eu", ".ie", or". co.uk ", and so on, does not guarantee that the seller is based
in the EU.
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The right to clear information

Consumer experiance

v Additional/ hidden costs
1 No contact details of the trader
1 Scamm
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Clear information

ECC-Net successful stories

Success stones

A Lithuaman consumer booked an apartment in Norway, but could not find 1t due to a
lack of information. The trader did not answer the phone or e-mails. The consumer turned

to ECC Lithuama which forwarded a claim to ECC Norway and the consumer received his

money back.

A French consumer reserved and paid for a bus ticket on the internet. Afterwards she was
informed that she had to pay a price difference as the price indicated was wrong dus to
techmical problems. ECC Romama contacted the trader and the consumer travelled without

paying any price difference.
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4. The 2-year guarantee

1 Under EU law, If the items turn out to be
faulty or not as advertised, you have the same
2- year guarantee as if you had boughtitin a
shop. In some countries, you may have
additional rlghtS) ( Slovenia: obligatory commercial guarantee

for certain (technical) products).

-
2 YEAR

GUARANTEE
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http://ec.europa.eu/consumers/ecc/consumer_topics/buying_goods_services_en.htm
http://ec.europa.eu/consumers/ecc/consumer_topics/buying_goods_services_en.htm

The 2-year guarantee

Consumer experiance

1 Trader not responding

1 Repairment/Replacement not Free of charge
for consumers.
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The 2-year guarantee

ECC-Net successful stories

Success storles

A consumer bougitt sport clothes from a German online retailer as a Christmas present for her hus-
band. The clothes turmed out to be too small and not as appealing as the pictures on the site. The
consumer contacted ECC Slovemia and was informed abowt her rights. A month Later the consumer
cxid that thanks to the information and advice given by ECC Slowenia she had solved the problem
with the trader successifully.

Success storles

A Greek consumer ordesed a transportable baby car seat and accessories via internet From
a German company. After about a month the product was delivered without some of the
accessories. The consumer contacted the trader several times without sucoess asking for the full
delivery of the ceder. The consumer bougit the accessories from another supplier. 5o the consumer
asked the German company for a refund for the wndelivered part of the order, but he did not
receive amy money. ECC Greece became imvolved and contacted ECC Germany. The trader was
contacted and three weelks later the consumer received the Full refund.
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