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PIIRIULESED OSTUD ON
MUUTUNUD IGAPAEVASEKS

Euroopa Liidu tarbija ndustamiskeskus tegutseb Tarbija-
kaitseameti Gihe osakonnana ning on spetsialiseerunud
tarbijakaebuste lahendamisele, mille eriparaks on asja-
olu, et kaupleja ja tarbija ei asu samas liikmesriigis.

2012. aastal tegi piirileseid oste kasitlevate tarbija-
poordumiste arv markimisvaarse hippe. Antud aasta oli
Euroopa Liidu (EL) tarbija ndustamiskeskusele kahek-
sandaks tegevusaastaks ning kogemused naitavad, et
EL siseturu kasutamine muutub tarbijate poolt aasta-
aastalt aktiivsemaks. Paraku suurendab piiritleste ostu-
de kasv ka vajadust tarbijakaitsealase ndustamise ning
kaebuste lahendamise jarele.

Tagamaks piirilileste ostudega seotud probleemide la-
hendamine, on Euroopa tarbija ndustamiskeskustega
kaetud kogu Euroopa Liit, lisaks Norra ja Island. Kes-
kused moodustavad voérgustiku European Consumer
Centres’ Network. Vorgustiku t66d koordineerib Euroopa
Komisjon.

Koige kattesaadavam ning levinum piiritilese tehingu
vorm on e-kaubandus ehk ostud Interneti vahendusel.
Paraku on e-kaubandus ka peamiseks kaebuste esitami-
se pohjuseks. Lisaks toostuskaupade ostmisele, tarbitak-
se e-kaubanduse vahendusel jarjest enam ka erinevaid
teenuseid. Sealhulgas nii reisimisega seotud teenuseid
nagu autorent, lennupiletite broneerimine ja majutus-
teenused kui ka erinevaid digitaalseid ning mobiilseid
teenuseid. Paraku tegutsevad paralleelselt e-kaubandu-
sega Internetis jatkuvalt ka petturid, kelle eesmargiks
on tarbijatel raha valja meelitada. Internetipettused
ongi Uheks méarksdnaks, mis 2012. aastat iseloomustab,
sest vaga suures ulatuses laekus keskusele tarbijate
poordumisi, milles paluti abi pettuse tunnustega prob-
leemide lahendamisel. Internetikasutajaid meelitati nii
stllekukkunud loteriivoitude, voluvaega tervisetoodete,
pliramiidskeemide kui ka katteta mutgipakkumistega
erinevates internetiportaalides.

Ka lennureisija digused on jatkuvalt piiritileste kaebus-
te Uheks sagedasemaks pohjuseks. Lisaks lennureisija
Oigusi kasitleva Euroopa Parlamendi ja nGukogu maaru-
sega reguleeritud valdkondadele, milleks on lendude hi-
linemine voi tihistamine ning reisija pardale mitteluba-
mine, esines probleeme ka pagasi ning lennupiletitega.
Nimelt said paljud kaebused alguse Eesti turul tegutse-

CROSS-BORDER PURCHASES
HAVE BECOME COMMON

The European Consumer Centre of Estonia operates as
an independent department of the Consumer Protection
Board and has specialised on resolving consumer comp-
laints with the peculiarity that the trader and the consu-
mer are not located in the same member state.

In 2012, the number of consumer appeals regarding
cross-border purchases took a significant leap. This year
was the eighth year of operations for the European Con-
sumer Centre and experience shows that consumers use
the internal market of the EU more actively every year.
Unfortunately, the increase of cross-border purchases
also increases the need for consumer protection coun-
selling and resolving appeals.

To ensure the resolution of problems related to cross-
border purchases, the European Consumer Centres co-
ver the entire European Union, plus Norway and Iceland.
The operations of the network are coordinated by the
European Commission.

The most available and common form of cross-border
transaction is e-commerce, meaning the purchases via
the Internet. Unfortunately, e-commerce is also the
main reason for complaints. In addition to purchasing
consumer goods, e-commerce also increasingly media-
tes the consumption of different services. This includes
services related to travelling, such as car rental, boo-
king plane tickets and accommodation services as well
as different digital and mobile services. Unfortunately,
fraudsters with the goal of swindling money from the
consumers continue to operate in the Internet alongside
e-commerce. Internet frauds are, in fact, one keyword
which characterises the year 2012, as the centre recei-
ved a large number of consumer appeals which reques-
ted help solving problems which appeared fraudulent.
Internet users were tempted with sudden lottery win-
nings, magical health products, pyramid schemes and
sales offer with no coverage in different Internet portals.

The rights of an air passenger also continue to be one of
the more common reasons for cross-border complaints.
In addition to the fields regulated by the regulation of
the European Parliament and Council of Europe regar-
ding the rights of an air passenger, which are delays or
cancellations of flights and not allowing the passenger
on board, there were also problems with luggage and



vatest valismaistest firmadest, kes vahendavad lennupi-
leteid, kuid ei suuda tagada tehingu dnnestumist.

2012. aastal viidi vorgustikusiseselt labi ka mitmeid
huvitavaid Uhistegevusi, nende hulgas reisijate teavi-
tusuritus lennujaamades Ulle kogu Euroopa ning Uhis-
projekt ,The European Online Marketplace - consumer
complaints 2011-2012", millega analtlsiti e-kaubandu-
se olukorda ning tarbijakaebuste pdhjuseid EL siseturul.
Lisaks avalikustati Euroopa vaiksemate kohtuvaidluste
menetlust puudutav analtiiis ning Ghisprojekti ,,ADR in
APR sektor" tulemused, millega kaardistati lennureisija
Oigustega seotud kaebusi lahendavad kohtuvalised (k-
sused Ule Euroopa. Nimetatud uuringud annavad hea
Ulevaate siseturu tegelikust olukorrast just tarbijate sei-
sukohast.

Loodame, et kaesolev aastaraamat pakub huvitavat lu-
gemist.

Edukaid piiritileseid oste soovides

)

ECC-Net

plane tickets. Namely, a lot of appeals started from fo-
reign companies operating on the Estonian market, who
mediate plane tickets but cannot ensure that the tran-
saction is successful.

In 2012, several interesting joint activities were also
carried out within the network, including the awareness
event for passengers at airports across Europe and the
joint project ,The European Online Marketplace - consu-
mer complaints 2011-2012", analysing the situation in
e-commerce and the reasons for consumer appeals on
the internal market of the EU. In addition, the analysis
regarding the procedure of European small claims was
revealed, as well as the results of the joint project "ADR
in APR sector”, mapping the extrajudicial units across
Europe which resolve appeals related to the rights of
an air passenger. Those surveys give a good overview
of the actual condition of the internal market from the
viewpoint of the consumers in particular.

We hope that you'll find this yearbook an interesting
read.

Wishing you successful cross-border purchases

Kristina Vaksmaa
Juhataja / Director



Piiritileste kaebuste lahendamine on U(heks Euroopa
noustamiskeskuste vorgustiku (ECC-vorgustiku), sh ka
Eesti ECC-keskuse, peamiseks Ulesandeks. Seeladbi pa-
kuvad keskused tarbijatele reaalset abi probleemide
lahendamisel. Vaga oluliseks on seejuures asjaolu, et
kuigi on tegemist piirililest ostu puudutava vaidlusega,
on tarbijal véimalik abi saamiseks esitada kaebus oma
emakeeles ning koduriigist lahkumata.

ECC-keskuste poolt labi viidav menetlus saab alguse
kaebusest, mille tarbija esitab enda elukohajargsesse
keskusesse, kes veendub tarbija ndude pdhjendatuses,
komplekteerib kdik olulised dokumendid ning vahendab
kaebuse seejarel kaupleja asukohariigi keskusele. Kaup-
leja asukohariigi ECC-keskus viib labi reaalse menetluse,
kontakteerudes kauplejaga ning vahendades menetlus-
tulemuse tagasi tarbijale asukohariiki.

Selline todkorraldus on praktiline ja tulemuslik — tarbija
saab suhelda ning ndu kisida oma emakeeles ja kodu-
riigist lahkumata ning kauplejaga suhtleb vastava riigi
seadusandlust pdhjalikult tundev menetleja.

/' Tarbija Y ' Kaupleja Y
elukohariigi Sy ;s kohariigi |
| ECC-keskus 4 | ECC-keskus 4
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Kaebuste lahendamine ECC-vorgustikus

2012. aastal laekus Eesti keskusele kokku 186 npiirili-
lest kaebust. Kaebuste arv on vorreldes eelneva aastaga
kasvanud 52 kaebuse vdrra, mis on enam kui neljandik.
Enim oli keskusesse poérdunud Eesti tarbijatel prob-
leeme Leedu, Saksmaa, Suurbritannia, Lati, Hollandi,
Iirimaa ning Soome kauplejatega. Taiendavalt esita-
ti kaebusi seoses vdga erinevatest riikidest sooritatud
ostudega, sh naiteks Rootsi, Hispaania, Taani, Luksem-
burgi, Kiprose, Prantsusmaa, Itaalia , Tsehhi, Austria ja
Belgia kauplejate tegevuse osas.

Resolving cross-border complaints is one of the main
tasks of the European Consumer Centres’ Network
(ECC-Net), including the ECC of Estonia. To this end,
the centres offer the consumers actual help with solving
problems. A very important circumstance there is that
even though the dispute regards a cross-border purcha-
se, the consumer can appeal in his or her mother tongue
and without leaving the home country to get help.

The procedure conducted by European Consumer Cent-
res starts from the complaint issued by the consumer to
the centre of his or her residence, which determines the
substance of the application, collects all relevant docu-
ments and then mediates the appeal to the centre of
the trader’s country of location. The European Consumer
Centre of the trader’s country of location conducts the
actual procedure by contacting the trader and mediating
the result of the procedure back to the consumer in the
country of location.

This work procedure is practical and efficient - the con-
sumer gets to communicate and ask for advice in his or
her mother tongue without leaving the home country
and the body conducting proceedings which knows the
legislation of the relevant country in depth will commu-
nicate with the trader.

" ECC of the
location of
the consumer;

" ECC of the
location of
the trader |
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Resolving appeals in ECC-Net

In 2012, the Estonian centre received a total of 186
cross-border complaints. The humber of complaints has
increased by 52 appeals compared to the previous year,
which is over a quarter. Estonian consumers who appea-
led to the centre had the most problems with Lithuanian,
German, Latvian, Dutch, Irish and Finnish traders. In ad-
dition, appeals were filed for purchases from very diffe-
rent countries, incl. for example regarding the activities
of Swedish, Spanish, Danish, Luxembourgish, Cypriot,
French, Italian, Czech, Austrian and Belgian traders.
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Lati/Latvia
Leedu/Lithuania
Saksamaa/Germany
Suurbritannia/The UK
Holland/The Netherlands
Soome/Finland
lirimaa/lreland
Rootsi/Sweden
Prantsusmaa/France
T3ehhi/The Czech
Muud riigid/Other

Teise riigi kaupleja suhtes esitatud kaebuste jagunemine kaupleja asukohariigi 16ikes
Distribution of appeals filed against a trader of a foreign country by the trader’s country of location

Teiste liikmesriikide tarbijatelt laekus piiritilesed kaebu- 51 cross-border appeals were received from consumers
sed 51 ning need puudutasid Eesti kauplejate tegevust of other member states and those were concerned with
ning valdav enamus kaebustest esitati Soome, Lati, Lee- the activities of Estonian traders; the vast majority of
du ja Hispaania tarbijate poolt. appeals were filed by Finnish, Latvian, Lithuanian and

Spanish consumers.

Noustamiskeskusele esitatud kaebuste jagunemine tarbija paritolumaa 15ikes
Distribution of appeals filed to the Consumer Centre by consumers’ origin

( Teiste liilkmesriikide
tarbijad / Consumers
from other member

states

@ Eesti tarbijad /
Estonian consumers



Tarbijate kaebuste psOhjal on jatkuvalt problemaatili-
simaks valdkonnaks e-kaubandusega seonduv, ehk
Interneti teel tehtavad ostud. Peamiselt on tarbijakae-
bused seotud asjaoluga, et parast tellimuse tegemist ja
ettemakstud summa tasumist, ei toimeta kaupleja telli-
tud tooteid tarbijani vdi on saadetis puudusega. Sageli
ei ndita midjad e-kaubandusega seotud kaebuste korral
Ules valmidust tarbija probleemi lahendada. Tarbijakae-
busi analllsides jaab silma ka asjaolu, et e-kaubandu-
sega tegelevad ettevotted ei tdida alati seadusest tu-
lenevaid kohustusi, mis vastaval tegevusalal kehtivad.
Naiteks ei ole alati tagatud tarbija digus tellitud kaubast
teatud aja jooksul loobuda, ei peeta kinni tellimuse tait-
miseks ette nahtud tahtaegadest, jms.

Piirililestest tarbijakaebustest radkides tuleb tdhelepanu
podrata ka lennureisija digusi puudutavatele p66érdu-
mistele. Antud valdkonnas esitati kaebusi nii seoses len-
dude hilinemise ja tihistamisega, kui ka pagasiga seotud
probleemide t&ttu. Eesti tarbijatelt laekunud p66rdumis-
te hulgas on enim vaidlusi Lati lennuvedajaga. Peamiselt
pohjustab kaebusi vedaja jaik poliitika kaebuste lahen-
damisel ja reisija Giguste télgendamisel.

Lisaks on reisijatel sageli probleeme piiritleselt osteta-
vate lennupiletitega. Sarnaselt 2011. aastale, pohjus-
tas ka 2012. aastal tarbijakaebusi Leedus registreeritud
piletivahendusportaal happyfly.ee. Nimetatud portaali
vahendusel ostetud piletitega oli seotud erinevaid prob-
leeme, peamiselt ei olnud makstud ning kinnitatud pi-
letid kehtivad voi nduti tarbijalt tdiendavate summade
tasumist, et juba makstud pileteid valja lunastada. Siiski
on hea meel tddeda, et enamus happyfly.ee tegevuse-
ga seotud kaebustest lahenes Leedu kohtuvalise tarbi-
jakaebuste lahendamise Uksuse t66 tulemusel tarbijate
kasuks. Eesti tarbijate kaebused on sarnaselt mé6dunud
aastatega jatkuvalt seotud ka teise Leedus registreeri-
tud lennupiletite vahendusportaaliga bookinghouse.
ee. Pohiliselt pdhjustavad kaebusi portaali vahendusel
tehtud broneeringutega seotud segadused ja asjaolu, et
probleemide korral jaab sageli arusaamatuks, kas reisija
ees vastutab bookinghouse.ee vdi lennuvedaja.
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Based on the consumers’ complaints, the most proble-
matic field continues to be the one related to e-com-
merce, i.e. purchases made via the Internet. Consu-
mer appeals are primarily related to the fact that after
placing the order and making the prepayment, the tra-
der does not deliver the ordered goods to the customer
or the delivery is not in conformity with the order. Sellers
often appear to be unwilling to solve the consumer’s is-
sue regarding e-commerce. When analysing consumer
appeals, it also stands out that companies operating in
e-commerce do not always perform the duties arising
from the law which apply to the corresponding field of
activities. For instance, the right of the consumer to re-
turn the ordered goods after a certain time is not always
ensured, the terms provided for performing the order
are not always complied with, etc.

When talking about cross-border consumer complaints,
attention must also be paid to appeals regarding the
rights of an air passenger. In this field, appeals were
filed regarding the delays and cancellations of flights as
well as luggage problems. Among the appeals received
from Estonian consumers, the most disputes are with
Latvian airlines. Appeals are mostly caused by the rigid
policy of the carrier when resolving appeals and inter-
preting the passenger’s rights.

In addition, passengers often have problems with pla-
ne tickets bought cross-border. Similarly to the year
2011, the ticket mediation portal happyfly.ee regis-
tered in Lithuania also caused consumer complaints in
2012. Different problems were related to tickets purc-
hased via that portal, primarily, the tickets paid for and
confirmed were not valid or the consumer was required
to pay additional sums to redeem the tickets already
paid for. However, we're glad to see that most appeals
related to the activities of happyfly.ee were solved as a
result of the Lithuanian unit of alternative dispute reso-
lution (ADR) in the favour of the consumers. Similarly
to previous years, the appeals of Estonian consumers
also continue to be related to the other plane ticket me-
diation portal registered in Lithuania, bookinghouse.
ee. Appeals are mostly caused by confusions related to
bookings made via the portal and the fact that in the
case of problems, it often remains unclear whether the
party responsible to the passenger is bookinghouse.ee
or the air carrier.
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Eesti tarbija versus TSehhi lennuvedaja

Eesti tarbija soitis TSehhi lennuvedajaga marsruudil Tal-
linn-Praha-Milano. Paraku lend liinil TallinnPraha hilines,
mistOttu jai tarbija maha jatkulennust. Tarbijale pakuti
asendusteekonda, mille tulemusel joudis ta Milanosse
kolm tundi ja kiimme minutit planeeritust hiljem. Len-
nuvedaja ei taitnud reisija ees hoolitsuskohustust ning
ei maksnud maarusejargset hivitist. Reisija pddrdus abi
saamiseks ECC-vorgustiku poole, kelle t66 tulemusel
maksti valja hivitis 400 eurot ning taiendavalt 10 eurot
seoses toidule tehtud kulutusega lennujaamas.

Eesti tarbija versus Iirimaa lennuvedaja

Tarbija broneeris lennuvedaja veebilehel lennupiletid lii-
nil Tallinn-Milano, kuid vedaja teatel broneering
ebadnnestus ja see tlhistati. Tarbija bronee-
ris seetdttu uued lennupiletid. Hiljem selgus,
et pangakontolt on maha arvatud nii tihista-
tud lennupiletite kui ka asenduseks soetatud
lennupiletite maksumus. Tarbija vedajaga
suheldes lahenduseni ei joudnud. ECC-vor-
gustiku keskuste menetluse kaigus vaitis
vedaja, et tema broneerimisslisteemis ei
nahtu, et esimese broneerigu jaoks teos-
tatud makse oleks tagasi likatud ning
broneering tihistatud. Sellegipoolest
noustus vedaja nn hea tahte avaldusena
tagastama esimese broneeringu mak-
sumuse summas 187,78 eurot. lirimaa

EL tarbija ndustamiskeskus pooérdus
seejarel uuesti lennuvedaja poole, selgitades,
et kuna uue ja kallima broneerigu tegemine toimus len-
nuvedaja sidl, siis on tarbijal digus nduda ka esime-
se ja teise broneeringu hinnavahe hivitamist summas
40 eurot. Menetluse tulemusel tagastati ka tarbijale ka
vaidlusalune 40 eurot.

Eesti tarbija versus Prantsusmaa e-kaupleja

Tarbija ostis Prantsusmaa veebipoest elektroonilise las-
te manguasjaga, mis pdrast patareide vahetamist ei
tootanud. Kaebuse kohaselt ei vastanud kaupleja tar-
bija pretensioonidele. ECCvorgustiku keskuste menet-
luse tulemusel ndustus kaupleja puudusega toote pa-
randama, pakkudes vélja, et organiseerib ise ka toote
tagasisaatmise. Tarbija jargis kauplejapoolseid juhiseid
ning tagastas kauba. Pika aja jooksul ei tditnud kaupleja
omapoolseid kohustusi. Vorgustikupoolse meeldetuletu-
se tulemusel saatis kaupleja tarbijale uue samasuguse
toote ning menetlus I8petati tarbija kasuks.

Itaalia tarbija versus Eesti autorendifirma

Itaalia tarbija rentis Tallinnas auto. Tagastas selle kok-
kulepitud kohta, kus firma esindaja vaatas auto (le ning
vormistas raporti, kus fikseeriti auto korrasolek. Nadal
hiljem markas tarbija, et tema krediitkaardilt on taien-
davalt maha voetud 755.58 eurot. Rendifirma pdhjendas

Estonian consumer versus Czech air carrier

The Estonian consumer took the route Tallinn-Prague-
Milan with the Czech air carrier. Unfortunately, the Tal-
linn-Prague flight was delayed, causing the consumer to
miss the connecting flight. The consumer was offered a
replacement flight, resulting in arriving in Milan three
hours and ten minutes later than planned. The air carrier
did not perform the duty of care regard to the consu-
mer and did not pay the prescribed compensation. The
consumer turned to the ECC-Net for help, whose work
resulted in the payment of compensation in 400 euros
and an additional 10 euros related to expenses on food
at the airport.

Estonian consumer versus Irish air carrier

The consumer booked plane tickets on the
website of the air carrier for the
route Tallinn-Milan, but according to
the carrier the booking failed and it
was cancelled. Therefore the consu-

mer booked new plane tickets. Later,

it transpired that the cost of both the
cancelled plane tickets and the replace-
ment plane tickets was deduced from

the bank account. The consumer did not
reach a solution when communicating
with the carrier. During the procedure of
ECC-Net centres, the carrier claimed that
its booking system does not show that the
payment for the first booking was rejec-
ted and the booking cancelled. Regardless,
the carrier agreed to return the payment of
the first booking in the sum of 187.78 euros as a so-
called statement of good intentions. The European Con-
sumer Centre of Ireland then contacted the air carrier
again, explaining that as the new and more expensive
booking occurred because of the air carrier, the consu-
mer also has the right to request that the price diffe-

rence of the first and second booking in the sum of 40

euros be compensated. As the result of the procedure,

the disputed 40 euros were also returned to the consu-
mer.

Estonian consumer versus French e-trader

The consumer purchased from a French online store an
electronic children’s toy which no longer worked after
the batteries were changed. According to the appeal,
the trader didn’t respond to the complaints of the con-
sumer. As the result of procedure by ECC-Net centres,
the trader agreed to fix the defective product, offering
to also organise the return of the product. The consumer
followed the trader’s directions and returned the goods.
The trader didn’t perform their duties for a long time. As
a result of a reminder by the network, the trader sent a
new identical product to the consumer and the procedu-
re ended in favour of the consumer.



mahaarvamist auto bensiiniluugile tekitatud vigastuste-
ga. Menetluse kaigus valjastas rendifirma ka vigastus-
test tehtud fotod. Tarbija vaitel ei olnud saadetud fotod
aga tehtud tema valduses olnhud rendiautost. ECCkes-
kuste poolt labi viidud menetluse tulemusel tunnistas
rendifirma omapoolset eksimust ja tagastas tarbijale
liigselt mahaarvatud summa.

Poola tarbija versus Eesti bussifirma

Poola tarbija ostis bussipileti marsruudil Varssavi-Tallinn-
Varssavi. Toimuma pidanud reis Tallinnast Varssavisse
tuhistati ning tarbija oli sunnitud ostma uue pileti teise
vedaja kadest. Tihistatud reisi tottu hilines tarbija siht-
kohta 11 tundi ning pidi tegema uue pileti soetamisele
taiendavaid kulutusi. Tarbija kaebusele kaupleja ei vas-
tanud. ECC-vdrgustiku keskuste poolt 1abi viidud menet-
luse tulemusel tagastas bussifirma reisijale bussireisi dra
jaamisest tingitud taiendavad kulutused.

Eesti tarbijad versus Hollandi lennufirma

Eesti tarbijad ostsid Eesti reisibiiroo vahendusel pile-
tid Hollandi lennuvedaja lennule Tallinn- Amsterdam -
Bangkok - Siem Riep - Bangkok — Amsterdam - Tallinn
viiele inimesele. Tallinna lennujaamas selgus, et Tal-
linn-Amsterdam lennusegmendile ei olnud kahel inime-
sel kehtivat piletit ning nad pidid lennule paasemiseks
ostma uued piletid, kogumaksumusega 325 EUR. Piletid
muutnud reisibiiroo ei olnud omalt poolt piletite broneeri-
misel vigu teinud, kuid ei saanud probleemi lahendami-
sel tarbijatele abiks olla, sest lennuvedaja ei naidanud
Ules koostoovalmidust. Tarbijad p6drdusid abi saamiseks
ECC-vdrgustiku poole. Menetluse tulemusel tagastas
lennuvedaja tarbijatele uute piletite ostmisega seotud
kulutused 325 eurot.

Eesti tarbija versus Iirimaa lennuvedaja

Eesti tarbija lend liinil Disseldorf-Madriid tlhistati len-
nukontrollerite streigi tottu ning lennuvedaja pakkus rei-
sijale jargmist otselendu, mis valjus nelja pdeva parast
ja mis reisijale ka sobis. Samas ei tditnud lennuvedaja
omapoolset hoolitsuskohustust ja ei kompenseerinud
reisijale ka hiljem majutusele ja toidule tehtud kulutusi.
ECC-keskuste menetluse tulemusel ndustus lennuvedaja
kahjude hivitamisega.

Eesti tarbija versus Belgia jalgrattalaenutus

Eesti tarbija laenutas Brisselis asuvast rattalaenutusest
ratta. Internetis eelnevalt rattalaenutuse kohta hinna-
teavet vaadates jai tarbijale hinnatasemest teine mulje,
kui kohapeal temalt peale teenuse kasutamist maha kre-
diitkaardilt arvati. Tarbija vaidlustas temale kehtestatud
hinna, mis oli tunduvalt kdrgem sellest, millega tarbija
arvestas. Kaupleja tarbija kaebust ei rahuldanud. ECC-
keskuste menetluse tulemusel maksis rattalaenutus
peale labirdakimisi tarbijale kompromisslahendusena ta-
gasi 53.50 eurot.

Italian consumer versus Estonian car rental com-
pany

The Italian consumer rented a car in Tallinn. Returned it
to the location previously agreed on, where the repre-
sentative of the company checked the car and formalised
a report determining the good order of the car. One week
later, the consumer noticed that an additional 755.58
euros had been deduced from their credit card. The ren-
tal company substantiated the deduction with damages
caused to the petrol tank hatch of the car. During the
procedure, the rental company also issued photos taken
of the damages. However, the consumer claimed that
the photos sent were not taken of the rental car that
had been in his possession. As a result of the procedure
conducted by ECC centres, the rental company agreed
to having made a mistake and returned the excessively
deduced sum to the consumer.

Polish consumer versus Estonian bus company

The Polish consumer purchased a bus ticket on the rou-
te Warsaw-Tallinn-Warsaw. The advertised trip from Tal-
linn to Warsaw was cancelled and the consumer had to
purchase a new ticket from another carrier. Due to the
cancelled trip, the consumer was late to the destination
by 11 hours and had to make additional expenses for
purchasing the new ticket. The trader did not respond to
the appeal of the consumer. As the result of procedure
conducted by ECC-Net centres, the bus company retur-
ned the additional expenses caused by the cancellation
of the bus to the passenger.

Estonian consumers versus Dutch airline

Estonian consumers purchased tickets for five people via
an Estonian travel agency to the flight of a Dutch airline
to Tallinn - Amsterdam - Bangkok - Siem Riep - Bang-
kok - Amsterdam - Tallinn. At Tallinn airport, it was
revealed that two people did not have a valid ticket for
the Tallinn-Amsterdam flight and they had to purchase
new tickets for the flight with the total cost of 325 EUR.
The travel agency that sold the tickets had made no mis-
takes when booking the tickets, but could not help the
consumers resolve the problem because the airline was
not cooperative. The consumers turned to ECC-Net for
help. As a result of the procedure, the airline returned
the expenses in 325 euros for purchasing new tickets to
the consumers.

Estonian consumer versus Irish airline

The Dusseldorf-Madrid flight of the Estonian consumer
was cancelled due to the air traffic controllers’ strike and
the airline offered the next direct flight to the consumer,
which departed in four days and suited the passenger.
At the same time, the airline did not perform its duty of
care and did not compensate the expenses on accommo-
dation and food later made by the passenger. As a result
of the procedure by ECC centres, the airline agreed to
compensate for damages.



Leedu tarbija versus Eesti kaupleja

Leedu tarbija tellis Eesti kaugmuugifirmalt telefoni teel
roivaid. Tarbija sai tellitud tooted katte ja maksis nende
eest, teavitades samas kauplejat ette nahtud aja jook-
sul, et ei soovi rohkem tellimusi saada. Sellest hoolima-
ta saadeti talle veel kolmel korral rdivakaupu ning nduti
nende eest tasumist. Tarbija vottis kauplejaga Ghendust
ning kaupleja ndudis, et tarbija saadaks soovimatu kau-
ba tagasi. Tarbija keeldus seda omal kulul tegemast ning
palus kauplejal organiseerida kauba tagastamine oma
kulul. Kaupleja aga seda ei teinud ning ndudis jatkuvalt
tellimata toodete eest tasumist. Aja moddudes sai tar-
bija kirja inkassofirmalt, milles temalt nduti 101,12 LTL
tasumist. Tarbija tagastas seepeale soovimatud tooted,
tehes selleks kulutusi. ECC-keskuste menetluse tulemu-
sel loobus kaupleja tarbijale esitatudnduetest ning ta-
gastas saatmisele tehtud kulutused.

2012. aastal kusisid tarbijad ja ettevotjad EL tarbija
ndustamiskeskuselt kirjalike jdreleparingute teel
nou 374 korral. Kirjalike paringute arv on vorreldes
moddunud aastatega kasvanud. Valdava enamiku ja-
releparingutest esitasid Eesti tarbijad, kes tundsid huvi
Euroopa Liidus kehtivate tarbija diguste kohta seoses
e-kaubanduse, kaubale vdi teenusele kehtiva garantii,
lennureisija diguste ja muude probleemide lahendamise
vOimaluste kohta. Teiste riikide kodanike esitatud jare-
leparingud puudutasid enamasti Eestis kehtivat seadus-
andlust tarbijakaitse vallas.

2012. aastat iseloomustavad ka tarbijate p6érdumised,
mis puudutavad erinevate pettuste, eelkdige interneti-
pettuste osaks langemist.

Lisaks ndustati piirilileste ostudega seotud klsimustes
telefoni teel voi keskuses kohapeal 364 tarbijat ja
ettevotjat. Noustamisvajadus on samuti eelnevate aas-

tatega vf‘),risldes kasvanud.

Estonian consumer versus Belgian bicycle rental

The Estonian consumer rented a bicycle from the bicycle
rental located in Brussels. When previously looking up
price information for bicycle rental on the Internet, the
consumer had a different impression about the price le-
vel than was deduced from their credit card at the loca-
tion after using the service. The consumer disputed the
cost they were charged, which was significantly higher
than the one the consumer had taken into considera-
tion. The trader did not satisfy the complaint. As a result
of the procedure by ECC centres, the bike rental paid
back 53.50 euros to the consumer after negotiations as
a compromise solution.

Lithuanian consumer versus Estonian trader

The Lithuanian consumer ordered clothes from the Es-
tonian distance sales company by phone. The consumer
received the ordered goods and paid for them, at the
same time informing the trader in the required time pe-
riod that they do not wish to receive any more orders.
Despite that, they were sent clothes three more times
and payment was demanded for them. The consumer
contacted the trader and the trader demanded that the
consumer return the undesired goods. The consumer
refused to do so at his own expense and asked the tra-
der to organise the return of the goods on the trader’s
expense. The trader did not do so and continued to de-
mand for payment for the unordered products. After
some time, the consumer received a letter from a debt
collection company which demanded for the payment
of 101.12 LTL. The consumer then returned the undesi-
red products, making expenses on it. As a result of the
procedure by ECC centres, the trader forwent the claims
and returned the expenses made on delivery.

In 2012, consumers and traders asked for advice via
written inquiries 374 times from the European Con-
sumer Centre of Estonia. Compared to previous years,
the number of written inquiries has increased. The vast
majority of inquiries were from Estonian consumers,
who took interest in consumers’ rights in the European
Union regarding e-commerce, guarantees on goods or
services, rights of a plane passenger and options for
solving other problems. Inquiries from citizens of other
countries primarily regarded Estonian legislation on con-
sumer protection.

The year 2012 is also characterized by consumer appe-
als related to becoming the victim of different frauds,
primarily Internet frauds.

In addition, 364 consumers were counselled by pho-
ne or at the centre in questions related to cross-border
purchases. The need for counselling had also increased
compared to previous years.
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Suhted meediaga

Euroopa Liidu tarbija ndustamiskeskuse tegevust kajas-
tati mitmes 2012. aasta jooksul meedias avaldatud
artiklis. Avaldatud lood ilmusid nii ndustamiskeskuse
initsiatiivil kui ka ajakirjanike endi huvi tulemusena.
Peamisteks teemadeks, mida meedias kajastati, olid tar-
bijate digused reisides, sh autorentimisega ning lennu-
ja laevareisija 6igustega seonduv, samuti hariti tarbijaid
e-kaubanduse ehk Internetiostude teemal, sh ka teis-
test riikidest kasutatud autode ostmisega seonduvast.
Muuhulgas ilmusid ndustamiskeskust ja tarbijate piiri-
Uleseid Gigusi tutvustavad artiklid rahvusliku lennuveda-
ja Estonian Airi pardaajakirjas ,In Time", reisiajakirjas
~Reisimaailm®, erinevates pdevalehtedes ja ajakirjades.

2012. aastal leidsid ndustamiskeskuse tegevused ka-
jastamist ka rahvusvahelises meedias. tapsemalt
Euronews saates, mis keskendus Euroopa vaiksemate
kohtuvaidluste menetlusele just Eesti naitel ning Soome
riigitelevisiooni YLE saates, mis tutvustas kaebuse la-
hendamise vbéimalusi ECC-keskuste abiga.

Ajakirjades ,Anne ja Stiil* ning ,Pere ja Kodu" avaldati
harivad materjalid e-kaubanduse teemal, mis kasitlesid
tarbijate naidiskaebuseid ja napunaditeid edukateks e-
ostudeks.

Relations with the media

The activities of the European Consumer Centre were
reflected in several articles published in the media in
2012. The stories were published both on the initiative of
the consumer centre and as the result of the journalists’
interest. The main topics reflected in the media were
consumers’ rights when travelling, among other things
questions pertaining the rights when renting cars and
the rights of a ship and air passenger; the consumers
were also educated on e-commerce, or Internet purcha-
ses, also on purchasing used cars from other countries.
Among others, articles introducing the consumer centre
and the cross-border rights of consumers were publis-
hed in the in-flight magazine “In Time” of the national
airline Estonian Air, in the travel magazine “Reisimaa-
ilm”, in different daily newspapers and magazines.

In 2012, the activities of the consumer centre also met
interest in international media, more specifically on
the programme Euronews, which focused on the proce-
dure of European small claims by the example of Estonia
and in a programme of Finnish national television YLE,
which introduced the opportunities of resolving appeals
with the help of ECC centres.

The magazines “Anne ja Stiil” and “Pere ja Kodu” publis-
hed educating articles on e-commerce, which dealt with
appeal examples by consumers and tips for successful
online purchases.
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Sadbunud k maha arvatud

Paraky ei ole Kerstiainus, kel on selline ostukogemus. Fiktiivsets
e-kaubamajade v6i pahatahtiike kauplejate kohta tuleb aegajalt
ik infot. Enne teise rigi kauplejalt ostu sooritamist tulebuurida
kaupleja taustal Selleks, et ettevotia varasemsa kitumise kohta
teavet saada, tasuks enne ostu sooriamist kilastada vastavaid
fooruMmeid vai sisestada veebikaupleja nimi otsingumoataritesse,
et wiida, millised on teiste tarbijate kogemused. Kuiselqub,
etintemetikaubamajal on proble eme kaupade tarbijani
toimetamisega ning kaupleaga on raske v8iise gi viimatu kontakti
saada, tasuks sealt tellimist viltida,

Véimalikud napunsitedt

= Kiisige kauplejalt kiisimusi. Enne o3ty soor tamist tasub kiside
kauplejalt kas e-kifja vOi telefoni teel mani tipsustay ksimus
kauba omaduste vai magitingimusts kohta. Ni saab teavet selle
kohta, kas kaupleja kodulehel esitatud kontaktandmed ldse
kehtivad ning kas kauplejal ontaht mist tarbija padrdumistele
reageerida,

+Hind on liga hea etolla tasi. Alatitasub meeles pidads, et

istesse el Liga

atraktiivse internetikaubamaja taga voib peidus olla petcur, kelle
eesmik on inimestelt raha vlja mee itada.

+Lugege hoolega libi Kk magitingimused Eitasu unustada,

et tarbijal on lisaks Sigustele ka kohustused. Naiteks peab

tarbija internetikaubamaja valides oskama seal pakutava

teabe alusel hinnata, kas kéik tems seaduslikud digused on

Jél talle sifma,

tagatud ningkas kaupleja kohta avaldatud teave on piisav ostu
. il tarbija olema ki alikult informeeritud

et juhul ku ta soovib kaubad tagas( saata,
tagastamisega seotud kulud. Annele ei tundunud see moistilk,
sest o il

Kulukaks.

Kauba tagastamisega sectud kulude kandmine on EL riikides
erinevalt reguleeritud. Kauba tagastamiskulu on ainus kulu, mida
kaupleja tohib tellimusest loobumise korral tarbijalt nduda. On
kauplejaid, kes maksavad toote tagastamisega seotud postikulud
se, samas v5ib kaupleja panna selle kohustuse ka tarbijale, kuid
siis peab see olema selgelt tellimistingimustes kirjas. Seega tuleks

+ Kontroliige, kes on tehingu teiseks asapoaleks, Tarbijal on viga

oluline teada, kellega ja mis tingimuste! ta tehinguid sooritab.
Naiteks on aluline, et tehing séimitaks tarbija ja juriidilise isiku
Vvahel, sest kahe eraisiku wahelistele tehingutele (nt ostudele

r i laiene ij Nii tule kski
‘enne ostmist veenduda, et teiseks osapooleks on kaupleja, mirce
eraisik, sestvastasel jubulsaab tarbija abivaid kohtyt,

+ Olge ettevaatiik oma isikuandmete edastamisel Lisaks

vib intemetis ohtu seada ka oma
tunvalisuse.

antud tingimusele enne ostmist kindlasti tahelepanu poorata.

il see, kui kiiresti kaup peab tarbijani
joudma, kui ka see, kui kiresti tuleb
karral raha

jooksul loobuda ningkogu tasutud raha
tagasi saada. Osades rikkdes on ostust
ek ga ette nahtud ka

pikem aeg ehk 14 pieva Lintulevikis

’ erinevus. E-ostlemise teeb
mugavaks see, et kauba tagasisaatmist
masratud 3a jooksul el pea tarbija kuidagi
pBhjendama ega Gigustama. See on abiks
juhtudel, kus arviti vahendusel tehtud
valikus tuleb pettuda, sest tarbijal i olnud
vBimalik tootega tutvuda nil pohjalikult kui
tavalises kauphses

Samutivéib tarbija EL piires sooritatud

ostude puhul arvestada sellega, et kui
Kauba tagastamise acg onm&sdas o
faubal imneb méni puddus, vastutab
kauba milja ka selle eest. Intemeti teel
tellitud kaupade kvaiteedi os3s v8ib
kaebuse esitada kahe aasta jooksul (nagy
ka tavapoes sooritatud ostude puhul).

(ECCkeskused), mis on spetsiafiseerunud

just piritiest e kaebuste laherdamisele ning
vaimaldavad tarbijal nukilsida ning kaebust
esitada oma emakedles ning koduri gst
lahkumata Eestic tegutseb vastav’ keshus
Tarbijakaitseameti koosseisus ja kannab nime
£L tarbjandustamiskeskus. Keskus pakib
tarbijatele t3 steanindust: informat soon
tarbija & stest EL noustamist.
Kuidas piilests cstudega seotud
probleemidekormal Kaituda ning vajadusel
kmneeimkaemswuwzm:mm

Vastavalt kehtivatele reeglitele tuleb
tarbija tellimus tiita kokkulepitud
ajal vi mitte hiljem kui 30 paeva
jooksul parast tellimuse esitamist.
Juhul kui miiija i suuda vastavatest

al pidada, voib tarbija
ostust sootuks loobuds ning raha tagasi
nBuds. Kui Wient saadab kauba miiijale
tagasi, tuleb tarbijale raha tagastada
vilvitamata, kuid mitte hiljem kui 30
paeva jooksul.

. N

Vaata kindlasti
www.ecc.ee! ECC-Net

ECC-d (European Consumer Centre) ehk
Euroopa tarbijakaitsekeskused lahendavad

piiritileseid tarbijakaebusi. Kodulehelt |gfad
ohtrasti huvitavat lisainformatsiooni m’ng
kontaktandmed juhuks kui sul on ap/ :

Harivad materjalid ajakirjas ,,Anne ja Stiil“ / Educating topics in the magazine “Anne ja Stiil”

EL tarbija ndustamiskeskuse kodulehekiilge www.
consumer.ee, mis keskendub (Ulepiiriliste ostudega
seotud teabele, aktualiseeriti pidevalt, lisades paevaka-
jalisi uudiseid, tarbijateabematerjale jms. Kodulehekiilg
pakub teavet nii eesti-, inglise- kui ka vene keeles.

Arvestades, et tarbijate ootused ja eelistused teavet
hankides on erinevad, jagab ndustamiskeskus lisaks ko-
dulehekiiljele tarbija Gigusi puudutavat teavet ka voldi-
kutes ja muudes triikistes. 2012. aastal andis keskus
valja ning levitas autorenti puudutava tarbijateabevol-
diku.Tavaparaselt jatkati varasemalt toodetud voldikute
ja teiste tarbija teavitusmaterjalide levitamist turismiin-
fopunktides, Europe Direct’i keskustes Ule Eesti, Euroo-
pa Komisjoni Eesti Esinduses, Tallinna sadamas, lennu-
jaamas, reisibliroodes jm.

Piiriileste ostudega seotud tarbijateavet jagati rek-
laambannerite vahendusel ka tudengitele ja Opilastele
suunatud valemivihikutes.

The European Consumer Centre of Estonia website
www.consumer.ee, which focuses on information re-
lated to cross-border purchases, was constantly upda-
ted, adding topical news, consumer information, etc.
The website offers information in Estonian, English and
Russian.

Considering that the consumers’ expectations and pre-
ferences for collecting information are different, the
consumer centre distributes information regarding the
rights of the consumer also in brochures and other
printed materials in addition to the website. In 2012,
the centre issued and distributed a consumer informa-
tion leaflet regarding car rental. The distribution of ear-
lier brochures and other consumer information materials
continued as usual in tourist information centres, Europe
Direct centres across Estonia, the Estonian Represen-
tation of the European Commission, Port of Tallinn and
Tallinn Airport, travel agencies, etc.

Consumer information related to cross-border purchases
was also distributed in formula books directed at stu-
dents and pupils via advertisement banners.
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Reklaambénner valemivihikus / Advertising banner in the formula book

Avaldati ning jagati koosté6partneritele ka keskuse 2011. The centre’s annual report of 2011 was also published
aasta tegevusaruanne. and distributed to partners.

EUROOPA LIIDU TARBIJA EUROPEAN
NOUSTAMISKESKUS CONSUMER CENTRE OF ESTONIA

AASTAARUANNE 2011 ANNUAL REPORT 2011




Veebruaris osales EL tarbija ndustamiskeskus koos Tar-
bijakaitseametiga turismimessil TOUREST 2012, mil-
le jooksul ndustamiskeskus jagas teabevoldikuid ning
noustas tarbijaid nende Gigustest Euroopa Liidus reisides
ning teistest liikkmesriikidest oste sooritades.

In February, the European Consumer Centre of Estonia
together with the Consumer Protection Board took part
in the Tourism fair TOUREST 2012, where the consu-
mer centre distributed informative booklets and counsel-
led the consumers about their rights when travelling in
the European Union and purchasing from other member
states.

Tourest 2012

Tourest 2012



4. juulil viidi Iabi Gleeuroopaline lennureisijate teavitus-
kampaania - Air Passenger Rights Day, mille raames
jagasid EL tarbija ndustamiskeskuse esindajad Tallinna
lennujaamas kohapeal reisijatele teavet nende digustest
lennureisijatena. Uritus viidi ellu teist aastat jarjest ning
peamiseks eesmargiks oli tOsta reisijate teadlikkust, jul-
gustada inimesi oma diguste kohta lahemalt uurima ja
vajadusel diguste kaitseks samme astuma. Uritust vdib
lugeda vaga kordaldinuks, sest ettevétmine pélvis suure
meediahuvi ja joudis seelabi ka nende reisijateni, kes
lennujaamas sel paeval ei viibinud.

Get Help
and Advice

on your
purchases

On 4 July the Europe-wide air passengers’ awareness
campaign - Air Passenger Rights Day - was conduc-
ted, where the representatives of the European Con-
sumer Centre distributed information to passengers in
Tallinn airport about their rights as air passengers. The
event was conducted for the second year and the main
goal was to increase the passengers’ awareness, encou-
rage people to find out more about their rights and if
necessary, take steps to protect their rights. The event
can be deemed very successful, as it generated a lot of
media interest, thereby also reaching the passengers
who were not at the airport on that day.

Kis! TE"“JL Nt

_EL tarbija ndustamiskeskus
European Consumer Centre of Estonta

Lennureisija diguste pdev Tallinna Lennujaamas 2012 / Air Passenger Rights Day in Tallinn airport

Piirilileste ostude ning tarbija diguste teema EL-s sai
2012 aastal lisatud ka ameti koolitussarja ,,Suunanadi-
taja" pdevakavasse - nii tutvustati piiriileste ostude
teemat Narva ja Johvi ettevotjatele.

ECC-vorgustiku theks oluliseks véljundiks on erinevad
koostooprojektid, Uhislritused ja Uhised tarbijateavi-
tuskampaaniad. 2012. aastal toimusid jargmised Uhised
ettevétmised:

¢ Balti riikide ECC-keskustel on aastaid olnud tra-
ditsiooniks pidada Uhiseid tdédkoosolekuid, et arutleda
piiriileste kaebuste lahendamise teemadel ja jaga-
da kogemusi nii tarbijate teavitamise kui ka erinevate
koostoopartneritega korraldatud projektide osas. 2012.
aastal toimus Balti riikide koostddpaev Riias.

The topic of cross-border purchases and the rights of the
consumer in the EU was also added to the daily agen-
da of the professional training series “Suunanaitaja”
in 2012, thereby introducing the topic of cross-border
purchases to enterprisers in Narva and Johvi.

One important outlet for the ECC-Net has been diffe-
rent cooperative projects, joint events and joint consu-
mer awareness campaigns. In 2012, the following joint
events took place:

e The ECC centres of the Baltics have had the tradi-
tion of joint work meetings for years, in order to discuss
the topics of resolving cross-border appeals and share
experiences regarding both informing consumers and
projects organised with different partners. In 2012, the
cooperation day of the Baltic states took place in Riga.
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o Keskustevahelise koostdd tdohustamiseks korraldatakse
igal aastal ka Oppesoite, mille raames saavad erinevate
riikide esindajad vahetada kogemusi ja arutelda prakti-
liste klisimuste lle kaebuste lahendamise, Uhislrituste
korraldamise jm teemadel. 2012. aastal kiilastasid EL
tarbija ndustamiskeskuse too6tajad koos Lati kolleegide-
ga Rootsi ECC-keskust. Lisaks toimus dppesodit Hispaa-
nia ECC-sse, kus labivaks teemaks oli puhkuseosakutega
seonduv ning tarbija kaebuste lahendamise vdimalused
vastavalt Hispaania kohalikule seadusandlusele.

e Vorgustikusisesed lihisprojektid - lisaks tarbijate
ndustamisele ja kaebuste lahendamisele on vdrgustiku
tegevusel oluline roll ka tarbijapoliitika kujundamisel Eu-
roopa Liidus. Eelkdige on tarbijate olukorra ja siseturu
toimimise hindamisel ning kitsaskohtade tuvastamisel
heaks valjundiks vorgustikusisesed Uhisprojektid. Nous-
tamiskeskus osales 2012. aastal kdikides ECCvorgusti-
ku sisestes projektides:

- »Ski-resorts in Europe", millega kaardistati teenuste
liilgid ning hinnad suusakuurortides tle Euroopa. Tulemu-
seks on hea abimaterjal Euroopa suusaturistile.

- ~ADR in the air passenger rights sectors", millega
kaardistati liikmesriikides asuvad kohtuvalised instant-
sid, kes on padevad lahendama lennureisija digustega
seotud vaidlusi.

- ,E-commerce report", mis sisaldas statistikat tar-
bijakaebustest ning probleemikirjeldusi e-kaubanduse-
sektoris Ule euroopa. Projekt anallisis lisaks tavalisele
e-kaubandusel ka esinevaid pettusi ning kelmusi, mis
Internetis toime pannakse.

¢ In order to improve the cooperation between centres,
study visits are also organised each year, where the
representatives of different states can exchange expe-
riences and discuss practical questions on the topics of
solving complaints, organising joint events, etc. In 2012,
the employees of the European Consumer Centre toget-
her with the Latvian colleagues visited the Swedish ECC
centre. In addition, a study trip to the Spanish ECC took
place, where the on-going topic was related to timesha-
res and the options for resolving consumer complaints
pursuant to Spanish local legislation.

¢ Joint projects within the network - in addition to
counselling consumers and resolving appeals, the activi-
ties of the network also play an important role in develo-
ping consumer politics in the European Union. Primarily,
a good outlet for evaluating the situation of consumers
and the functioning of the internal market and determi-
ning shortcomings is joint projects within the network.
The consumer centre of Estonia took place in all pro-
jects within the ECC-Net in 2012:

- “Ski-resorts in Europe”, mapping the types and
prices of services in ski-resorts across Europe. The re-
sult is a good helping material for a European ski tourist.

- "ADR in the air passenger rights sectors”, map-
ping the extrajudicial units in member states that have
the competence to solve disputes related to the rights of
an air traveller.

- "E-commerce report”, containing the statistics on
consumer appeals and problem descriptions in the e-
commerce sector across Europe. In addition to regular e-



- ,European Small Claims Procedure Report", mille
raames uuriti Euroopa tarbijakeskustes (European Con-
sumer Centres) 27 liikmesriigis, kuidas Euroopa vaikse-
mate kohtuvaidluste menetlus on tegelikkuses toiminud.

e 2012. a. juunis toimus ECC-vorgustiku koostoopaev
Kopenhaagenis. Labivaks teemaks oli kaebuste lahenda-
misega seonduv.

commerce, the project also analysed frauds and deceits
committed in the Internet.

- “"European Small Claims Procedure Report”, in-
vestigating in European Consumer Centres of 27 mem-
ber states how the procedure of small claims in Europe
has functioned in practice.

e In June 2012, the ECC-Net Cooperation Day took
place in Copenhagen. The on-going topic was issues re-
lated to resolving complaints.

ECC-vorgustiku koostoopiev Kopenhaagenis 2012 / ECC-Net Cooperation Day 2012 in Copenhagen
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