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To Aiktuo Twv EupwTraikwyv Kévipwy
KatavaAwTth (EKK) €xel dnuioupynOei

10 2005, WG PEPOG Tou TTAQIGIOU YIa

TNV TONITIKA KaTtavoAwTwy TG Eupwraikhg
‘Evwong. Ze ka0e Kpdrog-MéAog Acitoupyei
éva EKK, kaBuwg emiong kai otnv loAavdia kai
N NopBnyia, To 01T0i0 oUYXPNUATOdOTEITAl
amé v Eupwraikn Emitpot kai Tig EBvVIKES
KuBepvnoeic. Ta EKK TTapéxouv BonBeia
o€ KartavaAwTég Twv Kpatwy MeAwv Tng
EE, Tng NopBnyiag kai Tng loAavdiag, 6tav
auToi avTiyeTWTTICoUV TTPORANUA KATA TIG
OIOOUVOPIOKESG TOUG OUVAANQYEG, HEOW

owpedv cupBouAwy Kal TTPAKTIKAG BorBeiag.
Mepaitépw, Ta EKK avratrokpivovtal o€
aIruaTa TTANPOEOPNCNG Kal diavEUouv
TTANPOPOPNON PECTW TWV IOCTOCEAIDWY
TOUG Kal GAAWV KavaAiwyv eTTIKOIVwViag. Me
TNV TTApOoXN TTANPOUC KAl CUYKEVTPWTIKAG
utrnpeoiag, To Aiktuo Twv EKK deopeleral
VO EVOUVOUWOEI TOUG KATAVOAWTEG, OUTWG
WOTE VA ETTWQEAOUVTAI TTANPWG TWV

TTAcoveKTNUATWY TNG Eviaiag Ayopdc.

To EKK Kutrpou @IAogeveital otnv YTnpeaia
MpooTtaciag KatavaAwTr) Tou YTToupyeiou
Evépyelag, Eptropiou kai Biounyxaviag

Kal Asitoupyei atoé 1o 2005.

Katd mn didpkeia tou 2018, To EKK Kutrpou
digpeuvnoe 331 dlacuvopIakd TTapPATTOvVa
KOTAVOAWTWVKOIAVTATTOKPIONKeae525a1tAuaTa
TTapoXAS TTANpoopiwyv. Evidg Tou TTAaiciou Twv
dpaaotnpiotATwvTouyiato2018,ToEKKKUTpou,
METAEU AAAWYV, CUMMETEIXE O€ TNAEOTITIKEG Kal
POBIOPWVIKECEKTTOUTTEGUECKOTTOTNVITPOWBNON
TWVUTTNPECIWVTOUKEVTPOUKAITAVEVNUEPWON
TWVKATOVOAWTWVOEBEPATATIOUTOUCAPOPOUY,
oupueteixe otnv 'EkBeon ‘Get Connected’ pe dAAa
EupwTTaikKAAIKTUGKOIDIOPYAVWO EEVNEPWTIKES
EKOTPATEIECYIOTADIKAIWUATATWVETTIBATWVITOU
TagIdEUOUV AEPOTTOPIKWG OTOUG AEPOAIUEVES
Ndapvakag kai MNagou.




I he Network of the European Consumer

Centers (ECCs) was established in
2005 as part of the European Union’s
consumer policy Framework. There is an
ECCfor each of the 28 EU Member States,
as well as one each in Iceland and Norway,
co-financed by the European
Commission and national governments.
ECCs support consumers from EU
Member States, Norway and Iceland in
exercising their rights when they have
problems with cross-border transactions.
This includes by giving free advice and
providing practical assistance. They
provide information on request and
disseminate information widely through
their websites and other
communication products. By providing a
full and centralised service, ECC-Net is
committed to empowering consumers
and enabling them to take full
advantage of the Single Market.

ECC Cyprus, established in 2005, is hosted in
the Consumer Protection Service of the Ministry
of Energy, Commerce and Industry.

During 2018 ECC Cyprus investigated 331
cross border consumers’ complaints and
responded to 525 information requests.
Furthermore, ECC Cyprus according to its
work programme for 2018, among others,
participated in TV and radio broadcasts to
promote the services offered by the Centre
and to provide information on consumer issues,
participated in the Get Connected Fair with
others Europeans Networks and organised
informative campaigns on Air Passengers’
Rights at Larnaca and Paphos Airports.
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Mapdatrova / YroBéoeig

KaTava)\wTég Ol  OTT0i0lI  QVTIMETWTTICOUV

TTPOBANUOACECKXECMETTPOIOVAUTINPETIA
TTOU TTPONNBEUTNKAY OTTO KPATOG-UEAOG

TNGEupwtaikig 'Evwong,ouptrepiAapBavopévwy
NG NopBnyiag kar Tng loAavdiag, dIaQopeTIKG aTrd
Tov TOTTO OIAPOVAG TOug, aTreuBlivovTal yia Tnv
UTTOBOAN TTAPATTOVOU/AITHATOG TTAPOXNG
TTAnpogopiwv oto EKK 110U AgiToupyei oTn xwpa
poviung diapovAg Toug. O poAog Twv EKK gival
OIaUECOAABNTIKOG Kol  OTOXO  €XEl TN QIAIKA
OleuBétnon  dlaQopdg  peETagu  €UTTOPOU KOl
KOTavaOAwTA, €vw Ol UuTnpeoie¢ Tou AIKTUOU
Tapéxovtal dwpedv. Evrog tou 2018, 10 EKK
KUTtrpou digpetivnoe 331 TapdTrova, €K Twv OTToiwv
197 mmapdrrova utreBARBNCav atéd KaTtavaAwTeg, ol
otroiol diapévouv otnv Kutpo kai 134 trapdrmrova
uTreBANBNoav  ammd  KATavoAWTEG, Ol OTTOIOI
dlapévouv oe AAeg xwpeg TG EE. Mepaitépw, 10
EKK Kuotrpou &vtog Tou 2018 avratrokpibnke o€
525 airquara amd  KATAVOAWTEG  yia  TTapoxn
TTANPOPOPIWV.

Kartnyopigg Trapatmréovwy

ATTO T0 OUVOAO TWV TTOPATTOVWY, TO PEYOAUTEPO
TT0000TO APOPA TNV KATNyopia « METAPOPESH UE
Too00TO 49% (163 Trapdmova). H karnyopia
auTh TrepIAaPBAvEl TTAPATTOVA KATAVOAWTWY Ol
oTToiol TagIBEUOUV aEPOTTOPIKWG(KABUOTEPAOEIG
OKUPWOEIG TITHOEWYV, ATTWAEIQ ATTOOKEUWY KATT)
KalI EVOIKIAOEIG AUTOKIVATWV.

MeTagopég - 49% (163 mapdrmova).
Emikoivwvia - 26% (86 mapdrmova).

O¢uaTa avayuyrg Kal KOUATOUPAG - 7%

(23 Trapdrrova).

Aidgpopa ayabd Kal uTTnpeoies - 6%

(20 Trapdrrova).

Eidn €vduong kail uttdodnong — 4% (13 mapdmova).
EoTiatopia,Eevodoxeiakaiutrnpeoie¢dIauovng -
4% (13 mmapdarova).

EkT6cTagIvONONGTNGATONIKAGKATAVAAWGNG
pe Bdon Tov okotrd — 3% (10 mapdmova).
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‘EmnimmAa Kai OIKIOKOG €EOTTAIOUOG —
1% (3 TTapaTova).

Complaints / Cases

Consumers from EU member- states,

Norway and Iceland facing a cross-border
dispute in relation to products or services
purchased from traders based in the EU,
including Norway and Iceland, may refer to the
European Consumer Centre operating in the
member-state of their current residence. ECCs
act as a mediator with a view to reaching an
amicable solution to the consumer’s claim and
the services provided by the ECCs are free of
charge. During 2018, ECC Cyprus investigated
331 complaints. Of these complaints, 197 were
submitted by consumers residing in Cyprus and
134 by consumers residing in other member
states of the EU. Furthermore, during 2018, ECC
Cyprus responded to 525 information requests

submitted by consumers.

Complaints categories

The “Transport” sector is regularly the number
one source of cross-border complaints,
accounting for 49% of all complaints (163
complaints). This sector includes complaints by
air passengers (regarding delays/cancellation of
flights, loss of luggage etc) and car rentals.

Transport - 49% (163 complaints).
Communication - 26% (86 complaints).
Recreation and culture - 7% (23 Complaints)
Miscellaneous goods & services -

6% (20 complaints).

Clothing and footwear - 4% (13 complaints).
Restaurants, hotels and accommodation
services - 4% (13 complaints).

Outside the Classification of Individual
Consumption by Purpose COICOP - 3% (10
complaints).
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Furnishing and household equipment - 1%
(3 complaints).




Katnyopieg rapatrovwy yia 1o 2018

Categories of complaints 2018

Emre€iynon / Explanation

Ow>

MeTtagopég / Transport

Emikoivwvia / Communication

O¢uara avawuxng kal KouAtoupag / Recreation and culture
Aldgpopa ayabd kai uttnpeaieg / Miscelaneous goods and services

‘Evduon kai Ymroduon / Clothing and footwear

EoTiatépia, Eevodoyeia kal utrnpeaieg diapovig /

Restaurant, hotels and accommodation services

EkT66 TaglvOunong Tng atouikng katavaAwong pe Baon 1o okotod / Outside the
classification of individual consumption by purpose (COICOP)

‘EmniiTAa Kal oIkiakog e€0TTAIoOG / Furnishing and household equipment
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TpdT1rol cuvaAlaynic 2018

Selling methods 2018

A:
93

HA. Eptrépio / E-commerce

Ayopég péow kataoTrpaTog / On the premises
MeTtagopd Xpnudatwv / Bank tranfer

C:
1




"ewypaeikny katavoun 2018 - ‘Eptropol
Geographical distributions 2018 - Traders




[ewypa@ikni katavour] 2018 - KatavaAwTEg

Geographical distributions 2018 - Consumers




2xéon pe Ta MME Media Relations:

To EKK oupueTEixe 0€ QpPKETEG ECC Cyprus participated in several interviews
POBIOPWVIKEG EKTTOUTTEG OTO Active via radio in Active radio and Cybc and also in
Radio kal 010 PIK KaBwg €1miong Kai informative TV broadcast “Apo Mera se mera”
OTIG TNAEOTITIKEG EVNHEPWTIKEG EKTTOUTTEG and “EU4U” of CyBC 1.

Tou PIK «A11é Mépa oe Mépax» kar EU4U.

‘ExBeon pe Bépa Get Connected oto Mall of Cyprus /
Get Connected Fair at the Mall of Cyprus.




2epivapia / Huepideg
/ I'quouciaoels

210 TTAQioIa ETTIMOPPWONG TWV HaBNTWV
yia Ta SIKAIWHATA TOUG WG KATAVAAWTEG TO
EKK KUTTpou TTpayuaToTToinoe ETTIOKEWEIC
o€ oXoAegia (Aukelo AttooToAou Mdapkou,
AUkelo Apyletriokotrou Makapiou I kai
AUkelo Akakiou). ETmitTAéov, dlopydvwae
EVNUEPWTIKEC EKOTPATEIEG OTA AEPOOPOUIT
Ndapvakag kal MNagou yia Ta dIKawPaTa TWV
EMRATWYV TTOU TAEIBEUOUV OEPOTTOPIKWG.

To EKK KUTtrpou ouppeTeixe otnv €KkBeon
“Get Connected”, n otroia diopyavwveTal
ato TNV AvTimrpoowTreia TNg EupwTraikng
EmTpotc otnv KUTTpOo Ye CUUMETOXN
OAWV TWV UPWTTAIKWYV BIKTUWYV. ETTITTAEOYV,
OUJMETEIXE O€ NUEPIda TTOU dlopyavwBnke
atoé Tnv Ytnpeoia MpooTaciag KartavaAwTh
yia Tnv EvaAAakTikr) ETriAuon Alagopwv.
TéAog, T0 EKK Kutrpou TTapouciace Tnv
ETtAola 'EkBeon Tou yia 10 2017 oTO ZTTiTI

NG Eupwting.

EkoTpareia evnuépwong emRaTwvV
TT0U TOEIGEUOUV OEPOTTOPIKWG /
Airport Help Desks Campaign.

Seminars / Conferences /
Presentations

Within the context of students’ education
for their rights as consumers ECC Cyprus
visited schools (Lyceum of Apostolos
Markos, Lyceum Archiepiskopou Makariou
and Lyceum Akakiou). Furthermore,

ECC Cyprus organised informative
campaigns for air passenger rights to
Larnaca and Paphos Airports. ECC Cyprus
participated in the fair “Get Connected”
organised by the Representation of
European Commission in Cyprus with the
participation all the European Networks.
Also, participated also to the informative
seminar for the Alternative Dispute
Resolution organised by the Consumer
Protection Services. Finally, ECC Cyprus
presented Annual Report 2017 in the
House of Europe.




Exddo¢eig Publications

- HAekTpovikA €kdoon Tng ETAOIOG - Electronic publication of ECC Cyprus
‘ExBeong Tou EKK Kutrpou yia 1o 2017. Annual Report 2017.

A
HAekTpovikr ékdoon tTng EtRolag ‘EkBeang Tou EKK Kutrpou yia To
2017 / Electronic publication of ECC Cyprus Annual Report 2017.




2uvedpieg AIKTUOU

E v1og Tou 2018, 10 EKK KUTTpou cuppeTeixe
oTIG ouvedpieg Tou Aiktiou Twv EKK oTIg
BpugéAleg, otnv Huépa Zuvepyaaiag kai

oTto Presidency Event otn BouAyapia. MNepaitépw,

péhog Tou EKK KUTTpou ouppeteixe wg onueio
ETOAPNG YIa TNV NAEKTPOVIKN €TTIAUCN BIAQOPWV
(ODR) kal 0TO eKTTOIOEUTIKO GEPIVAPIO YA TO VEO
ouoTnua xeipiopou aTig BpugéAdeg. TéAog, To EKK
KUTTpou  ouppeTeixe  OTO  €PYAOCTAPIO  MHE
BOEPATAETTIKOIVWVIAGTOOTTOIOTTPAYHATOTTOINBNKE
oTtnv AuoTpia.

Networking

During 2018, ECC Cyprus participated in the

ECC-Net meetings held in Brussels, in
the ECC-Net Cooperation Day and in the
Presidency Event held in Bulgaria. Furthermore,

a member of ECC Cyprus participated in the
ODR contact points’ network meeting and in the
workshop for the new IT-Tool system held in
Brussels. Also, ECC Cyprus participated in the
Communication Workshop held in Austria.

IIIES




2uvepyaoia
ME apu6dIoug POopEig

To EKK Kutrpou cupueteixe otnv ETRoia
[evikn Zuvéleuon Twv MeAwv Tou
MaykUTTpIou ZUvOECOU ZeVOBOXWV KAl
oTtn levikr Zuvéheuon MeAwv Tou Acta.

Mepairépw, ouvdlopyavwoe PE TRV
Ymnpeaia MpooTaciag KatavaAwTn Kal TRV
AvTittpoowTreia TNG EupwTraikng ETTPOTTAG
otnv Kutrpo 10 «AIGAOyO yia Toug
KoTavaAwTéG» PE OKOTTO TNV EVNREPWOT
OAwv TwV appodiwv opéwv yia Tn Néa
JupQwvia yia TOUG KATAVOAWTEG, TNV oTToia
eTolpader n EupwTraik Emirpotn.

TéMNog, KGAeoe o€ ouvedpia Toug
EUTTAEKOPEVOUG OPUOBIOUG POPEIG HE
OTOXO TNV avTaAAayn ammoYewy o€
BépaTa kaTavaAwTwy (YTrnpeaia
MpooTaciag KatavaAwTr, Kutrpiokdg
2Uvdeopog KatavaAwTwy, MNaykotrpia

‘Evwon KatavoAwTwy Kai Moidtntog

ZwN¢, AvtirpoowTreia Tng E.E. otnv
Kutrpo, Kutrpiakd Eutropiké kai
Biounxaviké EmmueAntipio, Enterprise
Europe Network, ZxoAn KatavaAwTwv
Twv Zuvtexviwv 2ZEK, NMEO, AEOK,
Kutrpiakég Opyaviopog Toupiopou,
Solvit Kutrpou, Kutrpiakdg Opyaviouog
TuTtroTroinong, ZUvOeopog TagIBIWTIKWY
MpakTépwv Kutrpou, Maykutrpiog
ZUVOEOPOG =evodOX WYV, ZUVOETHOG
ToupioTikwv ETixeipiocwy Kutrpou).




Cooperation with
stakeholders

ECC Cyprus participated in the
Annual General Meeting of the
Cyprus Hotel Association and in the
Annual General Meeting of the Acta.

Furthermore, in collaboration with
the Consumer Protection Service
and the Representation of the
European Commission in Cyprus
organised the “Consumer Dialogue”
for the New Deal of Consumer.

.

Finally, ECC Cyprus had a meeting with local
stakeholders, exchanging ideas for consumer
issues (the Consumer Protection Service, the
Cyprus Consumers’ Association, the Cyprus
Consumers’ Union and Quality of Life, the
European Commission Representation in
Cyprus, the Cyprus Chamber of Commerce
and Industry, the Enterprise Europe Network,
the Trade Unions SEK, PEO,DEOK, the
Cyprus Tourism Organization, the Cyprus
SOLVIT Centre, the Cyprus Organization for
Standardization, the Association of Cyprus
Travel Agents, the Cyprus Hotel Association,
the Association of Cyprus Tourists
Enterprises).




h

To TTePIEXOPEVO TOU TTAPOVTOG EVNHEPWTIKOU
OeATIOU QVTITTPOOWTTEUEI TIG ATTOWEIG TOU

EKK KuUTtrpou Kai aTToTeAE] ATTOKAEIOTIKI| TOU
€uBuvn. ETr’ oudevi dev TTpéTrel va Bewpeital OTi
QAVTITTPOOWTTEVEI TIG ATTOWEIG TNG EupwTTaikng
EmtpoTtig kai/r) Tou Consumers, Health,
Agriculture and Food Executive Agency(CHAFEA)
) OTTOIOUBNTTOTE GAAou opyavou ™mg
EupwTraikng ‘Evwong. H EupwTraikr) EiTpoT
kai/f) To CHAFEA 8ev emdéxovral Kapia euduvn
yla TNV OIavOATIOTE XPron TwV TTANPOPOPIWY, Ol
OTTOIEG TTEPIEXOVTAI OTN TTapoUca £€KSoaon.

Nopesh PofBneg
> oaoulery oTow ( \ Povipeatoborney aw
EUPWNOOW KOTavaAITI( - e fopetmat e

The content of this report represents the views of
the author only and it is his/her sole responsibility;

it cannot be considered to reflect the views of the
European Commission and/or the Consumers,
Health, Agriculture and Food Executive Agency
or any other body of the European Union. The
European Commission and the Agency do not accept
any responsibility for use that may be made of the
information it contains.

Help and advice ™
for consumers m Co-tundes by
in Europe HCNet e European Union
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EYPOQMNAIKO KENTPO
KATANAAQTHKYNPOY
(EKK KYNIPOY)

Ynoupyeio Evépyelag
Epnopiou kal Biopnxaviag
Ayanfivwpog 2,

Méyapo IPIZ,

1421 Asukwaia,

Kunpog

TnA+357 22867177
®a&.+357 22200975
ecccyprus@mcit.gov.cy
WWW.eCCcCyprus.gov.cy

EUROPEAN CONSUMER
CENTRE CYPRUS
(ECC CYPRUS)

Ministry of Energy,
Commerce and Industry
2 Agapinoros,

IRIS Tower,

Nicosia

1421 Cyprus

Tel.+357 22867177
Fax.+357 22200975
ecccyprus@mcit.gov.cy
WWW.eCCcCyprus.gov.cy




