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Slovo uvodem

Véazeni ¢tenafi,

zdravim Vas z Evropského spotfebitelského centra CR. Pravé nahlifite do vyroéni zpravy,
ohlizejici se za ¢innosti naseho tymu v roce 2009. Tento dokument jsme se pokusili pojmout
moderné a uzivatelsky privétivé. Protoze ¢lovék z 75 procent vnima svét kolem sebe ocima,
a v soucasnosti navic nema tolik ¢asu na ¢teni rozsahlych textd, vybrali jsme a kratce popsali
to nejdllezitéjsi a snazili jsme se o své praci podat svédectvi také prostrednictvim fotografii.
Vérim, ze Vam tato forma bude blizkda a Ze Vdm pomiZe dovédét se vic o poslani
naseho ceského centra, které mimo jiné pomdhd spotfebitellm ve sporech
s prodejci zboZi a sluzeb z jinych zemi Evropské unie, Norska i Islandu.

Pfeji Vam klidné nakupovani na evropském trhu.

Tomas Vedl

feditel
Evropské spotFebitelské centrum CR

Pomaha ceskym spotiebiteltim s feSenim problém( s prodejci vyrobkd a sluzeb

v jinych €lenskych zemich EU, Norsku a na Islandu.

Pracuje v siti 29 Evropskych spotrebitelskych center (ECC-Net).

Poskytuje rady a informace o pravech spotrebitelll na spolecném evropském trhu
a o vymahani téchto prav.

Zprostiredkovava mozZnosti mimosoudniho feSeni spotrebitelskych sporl (ADR).
Pomaha spotiebitelim z jinych zemi EU, Norska ¢i Islandu ve sporech

s Ceskymi prodejci.




A word from the ECC Director

Dear readers,

let me greet you from the European Consumer Centre Czech Republic. You have just opened
the annual report on our team's activities in 2009. We tried to make this document
in a modern and user friendly way. Because a human perceives the world in 75 percent
through his or her eyes, and nowadays does not have too much time for reading long texts,
we chose and shortly described the most important issues and tried to give evidence
of our work also via photographs. | fairly believe that this form will be convenient
to you and will help you get to know more about the mission of our Czech centre,
which —among others — helps consumers in their disputes with sellers of goods and services
from other EU countries, Norway or Iceland.

Let me wish you peaceful shopping on the European market.
Tomas Vecl

Director
European Consumer Centre Czech Republic

EUROPEAN CONSUMER CENTRE CZECH REPUBLIC

ECC helps Czech consumers solve their problems with traders from other EU
member states, Norway and Iceland.

Offers free of charge information and advice on consumer rights on the European
market.

Offers free of charge cooperation and assistance to consumers from the EU
countries, Norway and Iceland who have complaints against Czech traders.
Advises on matters of extrajudicial solving of consumers disputes (ADR).
Operates in the network of 29 European Consumer Centres (ECC-Net).




NOVINKY ROKU 2009

Evropské spotrebitelské centrum (ESC) vzniklo v roce 2005 pfi Ministerstvu pramyslu
a obchodu a od 1. ledna 2009 zacalo pGsobit pi Ceské obchodni inspekci. Zde zaznamenalo
vyrazny narlst poctu FeSenych pripadd i zvySeny pocet Zadosti o informace, coz se da pficist
mimo jiné zvySené Cinnosti v oblasti propagace, predevsim medialni.

Spotrebitelé mohou ESC kontaktovat nejlépe prostrednictvim elektronického formulare
na www.coi.cz/esc, nebo emailem na esc@coi.cz ¢ v pripadé dotazl telefonicky
na Cisle +420 296 366 155.

NEWS OF 2009

The European Consumer Centre started in 2005 by the Ministry of Trade and Industry
and on January 1, 2009 it launched its new era by the Czech Trade Inspection (CTI).
Here it experienced an enormous increase of number of solved cases the same as increased
number of information requests. Except for other reasons, one of the main reasons
was a higher promotional activity, especially in the media.

Consumers can contact the ECC with the help of an electronic form on www.coi.cz/esc,
or via email esc@coi.cz or in case of questions via telephone on +420 296 366 155.



ZAMERENO NA INTERNET

ESC poskytuje informace o spotfebitelskych pravech na jednotném evropském trhu, a tim
chce docilit toho, aby spotfebitelé méli divéru k nakupovéni zboZi a sluzeb na celém
vnitfnim trhu, stejné jako ji maji v ndkupy na trhu domacim. Ceské ESC se v roce 2009
zaméfilo pfedevsim na osvétu v oblasti nakupovani pfes internet a vedle jinych propagacnich
material( vydalo letdk nazvany Nakupovani online bez rizika.

FOCUSED ON INTERNET

The ECC provides information on consumer rights on the inner European market and the goal
is to help build consumers' trust in purchasing goods and services on the entire inner market.
The Czech ECC focused in 2009 on spreading information especially on online shopping
and except for other promotional materials it also released a leaflet called Risk-free
Online Shopping.



EVROPSKA SiT

Na ESC se obraceji Cesti spotiebitelé, ktefi maji problém s obchodnikem z jiné zemé EU,
Norska Ci Islandu. Zaméstnanci ESC jim bezplatné pomahaji s reSenim sporl v rdmci sité
29 center ECC-Net, kterou fidi Evropska komise. Ta rovnéz Cinnost ¢eského ESC financuje
spolu s Ceskou obchodni inspekci.

EUROPEAN NETWORK

Czech consumers turn to the ECC when having a problem with a trader from another
EU country, Norway or Iceland. The ECC employees help them solve various kinds
of problems within the network of 29 centres (ECC-Net), coordinated by the European
Commission. The Commission also finances the work of the ECC CZ together with the CTI.



DVOJNASOBNY POCET PRiPADU

Pocet stiznosti reSenych ESC se oproti roku 2008 témér zdvojnasobil, vzrostl z 213 na 401
pfipad. Podobné pocet spotiebitelskych dotazd vzrostl z 208 dotaz(i v roce 2008 na 332.
Nejvice z nich se tyka nakupovani pres internet, nejCastéji elektroniky (napf. probléma
s dodanim zbozi nebo jeho reklamaci), a letecké dopravy, predevsim refundaci za zrusené
Ci zpozdéné lety a financniho vyrovnani za poskozend, zpozdéna nebo ztracend zavazadla.
Dale jde Casto o potize pri plnéni smluv o sluzbach a vyrizovani reklamaci u cestovnich
agentur, ubytovacich zafizeni, potiZze s autopljcovnami a prodejci novych i ojetych vozl
a podobné. Uspésnost ¢eského centra je pfitom u opravnénych piipadd zhruba 70 procent.

DOUBLED NUMBER OF CASES

The number of complaints almost doubled in comparison with the previous year;
it increased from 213 to 401 cases. The nature of most of them was online shopping,
especially online shopping of electronic devices (e.g. non-delivery problems or problems
with claiming goods), and air passenger rights, especially refunds after cancelled or delayed
flights and financial compensations for lost or damaged luggage. Other cases featured
contracts on services and claims against travel agencies, accommodation facilities, car rental
problems and complaints against new and used cars sellers. The success rate of the Czech
centre is about 70 percent in entitled cases.
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ZPUSOB RESENI PRIPADU

ESC fesi pripady smirnou cestou. Spotiebitel poskytne kopie dokumentl o koupi zboZi
nebo sluzby a pisemnou komunikaci s obchodnikem. Zaméstnanci ESC posoudi
opravnénost pozadavk(l a nasledné predaji pripad kolegm v dané zemi, ktefi pak
kontaktuji pfimo prodejce. Podminkou feseni pfipadu ovsem je, aby spotfebitel nejprve
kontaktoval prodejce a sdélil mu své pozadavky a az poté, co mu prodejce nevyhovi,
oslovil se stiznosti ESC.

SOLVING CASES

The ECC handles problems on the basis of mediation. The consumer provides copies
of all relevant documents on product or service purchase and written communication
with the trader. The ECC employees decide whether request is entitled and then transfer
the particular case to their colleagues in the country of the trader. They then contact
directly the seller or service provider. There is one necessary condition for the ECC
to accept the case; the consumer has to first contact the trader himself or herself,
tell him his or her demands and just after the trader refuses them, the consumer ask
the ECC for help.
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SPOTREBITELSKA PRAVA STRUCNE A JASNE

Velmi pfinosnou se ukdzala byt prednaskova cinnost pracovnikd ESC. Jejich vystoupeni
na eurofestivalech, v Eurocentrech, na krajskych Ufadech a na univerzitdch se setkala
s velkym ohlasem. U&astnici ocefiovali predevéim schopnost fe¢nikil jasné a srozumitelné
predstavit prava spotrebiteld na evropském trhu, a to diky Gzkému propojeni prednasené
teorie s konkrétnimi priklady z praxe.

CONSUMER RIGHTS BRIEF AND CLEAR

In 2009, very beneficial showed up to be the ECC employees' activity of giving lectures. Their
performances on Eurofestivals, in Eurocentres, at regional offices and universities were very
welcomed. Participants appreciated especially the speakers' ability to introduce
the European consumer law clearly and understandably, especially due to a tight connection
of theory with concrete practical examples.



AT TR ]

Hlavnim tématem prednasek pravnika ESC Martina Rezka bylo predevsim nakupovani pres internet.
Tematika velmi zaujala i studenty stfednich Skol na eurofestivalech, poradanych Zastoupenim
Evropské komise v CR v ramci ¢eského predsednictvi EU v Ceskych Bud&jovicich, Litoméficich,
Marianskych laznich a Brné. Mezi instituce, s nimiz ESC nejen v oblasti predndskové cinnosti
rovnéz spolupracuje, patfi také SOLVIT a Europe Direct.

The main topic of the ECC lawyer Martin Rezek's lectures was especially online shopping. Also students
were attracted by the issue at Eurofestivals organized by the Representation of the European
Commission in the Czech Republic within the Czech EU Presidency in Ceské Budéjovice, LitoméFice,
Maridnské Lazné and Brno. The ECC cooperates also with other networks, just like SOLVIT
and Europe Direct.




AKTIVITY V EVROPE

Pracovnici ESC se ucastni pravidelnych setkani Evropské komise a Evropskych spotfebitelskych
center. Podileji se na spolec¢nych projektech v siti ESC, jeZ maji za cil zlepSeni sluzeb jejich
¢lenl a zvyseni informovanosti spotrebitelli v zemich EU, Norsku a na Islandu o jejich pravech
na evropském trhu. V roce 2009 sdileli své zkuSenosti s kolegy pfi studijnich navstévach
ve Vidni a v Kodani a s kolegynémi z Rigy pfi jejich studijni navstéveé v Praze.

ACTIVITIES IN EUROPE

The ECC CZ representatives participate in regular meetings of the European Commission
and European Consumer Centres. They participate in the network's common projects whose
goal is to improve the network's members' services and increase of consumers' awareness
in the EU, Norway and Iceland of their rights on the European market. In 2009, the Czechs
shared their experience with their colleagues on study visits to Vienna and Copenhagen
and with colleagues from Riga within their study visit to Prague.



K diskusim o aktudlnich otdzkach spottebitelského prava v Evropé prispéli Cesi na konferencich
v Bruselu, Bukuresti, Stockholmu a Lucemburku a na konferenci k systému mimosoudniho feseni
spord v Berliné také k danému tématu prednaseli. Potésujici je, Ze jednim ze tfinacti spotrebitell
z celé Evropy, jimz pomohla sit ESC a ktefi se aktivné zucastnili Evropského spottebitelského
summitu v Bruselu, byl i Cech, klient ¢eského ESC.

The ECC employees contributed to discussions on actual consumer legislation issues at conferences
in Brussels, Bucharest, Stockholm and Luxembourg and they also gave lecture at the ADR
conference held in Berlin. Another positive fact is that a client of the Czech ECC, a Czech citizen,
was one of the thirteen consumers from all over Europe who personally participated at the
European Consumer Summit in Brussels.




PROPAGACE A MEDIA

Jak jsme jiz uvedli, ESC se vice zaméfilo na propagaci své cinnosti. Vedle vyroby
nékolika propagacnich materidlG a informacnich letdakd (Nakupovani online bez rizika,
Jak reklamovat zboZi zakoupené v Evropské unii) se snaZilo oslovit vefejnost
prostifednictvim médii.

PROMOTION AND MEDIA

As already mentioned, the ECC focused on promotion of its activities. Except for production
of several promotional materials and information leaflets (Risk-free Online Shopping;
How to claim goods bought in the EU) it tried to draw public attention via the media.



A CO JESTE?

ESC se Ucastni jedndni Platformy pro mimosoudni feSeni spotfebitelskych spor( (ADR),
spolecné s Acquis Group a Pravnickou fakultou Univerzity Karlovy v Praze uspordadalo
konferenci k ndavrhu evropské smérnice o ochrané spotiebitelskych prav, vydalo
sbornik textd s prispévky prednasejicich z této konference a rovnéz se zapojilo
do némecko-Ceského projektu ConNet, ktery ma za cil seznamovat obyvatele
piihrani¢nich region Zapadni Cechy a Bavorsko s jejich spotfebitelskymi pravy
pfi nakupovani v zahranici.

WHAT MORE?

ECC also participates in the Czech ADR Platform. The ECC CZ also organized, in cooperation
with the Acquis Group and the Faculty of Law of the Charles University in Prague,
an international conference on the proposal for the Directive on Consumer Rights
and it also joined the German-Czech project called ConNet. The ConNet's objective
is to inform inhabitants of the border regions in Bavaria and West Bohemia about their
consumer rights when shopping abroad.



Reditel ESC CR Tomas Vedl vefejné vyhlasil souté?
0 nejzajimavéjsi Ci nejvtipnéjsi zazitek
na tiskové konferenci COI 7. kvétna 2009.

The ECC director Tomas Vecl officially announced
the competition on the most interesting

or funniest experience

at the CTI press conference held on May 7, 2009.

SOUTEZ PRO SPOTREBITELE

Evropské spotiebitelské centrum CR vyhldsilo v kvétnu 2009 souté? pro spottebitele
0 nejzajimavéjsi Ci nejvtipnéjsi zazitek s prodejcem z jiné zemé EU, Norska ¢i Islandu.
Vysledky mély byt dle planu vyhlaseny 15. brezna 2010 zvefejnénim v casopisu
spolupofadajiciho sdruZeni spotrebiteld TEST. Zamérem bylo prostfednictvim soutéZe
poukdzat na to, Ze lidé maji dbat svych spotfebitelskych prav a domahat se jich, pokud
jsou jim upirdna. Rovnéz ESC zajimd, jaké pfipady se mohou také stat a s jakymi
nejraznéjsimi problémy se mohou lidé setkat pfi nakupovani za hranicemi.

COMPETITION FOR CONSUMERS

In May 2009 the European Consumer Centre Czech Republic launched a competition
for consumers to find the most interesting or the funniest experience with a trader from
another EU country, Norway or Iceland. Results were to be announced on March 15, 2010
in the consumer monthly TEST. The aim was to spotlight consumer rights that people
should be aware of and should fight for when these are violated. The ECC was also interested
in knowing what kinds of cases can also appear and what kinds of problems people can face
when shopping cross-border.
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