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2.3 AiThpata yia mapoxn mAnpo@opiwv 2.3 Information requests

To EKK Kompou mapéxel mpakTIkéG Kal AAAe TANPOPOpPIEG OTOUG KATaVAAWTEG yia Ta ECC Cyprus provides practical and other information to consumers regarding their
Sikalwpatd Toug oti¢ Slacuvoplakég Toug ouvalayég evtog Tne E.E., kabwg emiong kat rights during the conduct of cross-border purchases within the E.U., as well as on the
yia Tnv €Bvikn kat Eupwmnaikn vopoBeoia oe Bépara mpootaciag Tou katavalwTtr. Katd national and European legislation on consumer protection. During 2013, ECC Cyprus
TN Sidpkeia Tou 2013, ot cUPPBoulol Tou EKK Kimrpou avtamokpiBnkav oe 443 artiuara staff responded to 443 information requests from Cypriot and other European
yla mapoxn minpogopuwv and Komploug kat dMoug Eupwmaioug katavalwtég oe consumers on issues related to their economic interests.

O£uara mou apopoloav Ta OIKOVOUIKA TOUC CUHPEPOVTA.

®uon Napamévwy 2013

Nature of Complaints 2013

C:8% ¥ Npoiov - Ynnpfaoia
Product - Service
B Napadoon
Delivery
W Tipr & MAnpwpn
Price & Payment
m Opot ZupPaong
Contract Terms
M Npaktwkeg MwANRoELg
Selling Technigues
M Aratn
Deceit
AAAa
Other

B:32%




MéBobol1 urroBoAn¢ mapamovwy 2013
Methods of submission of complaints 2013

C:12% ¥ HA. Taxupoueio / Email
B TnAeopowotuno/ Fax

¥ Mn kataywpnon péoov/
No medium defined

¥ AMa / Other

¥ Mpoowrnkn entiokedin/
Personal Visit

" TnAédwvo/ Phone

A: 48% “ lotooeAiba/ Website

Tpomnot cuvaAlayric 2013
Selling methods 2013

C:12%
¥ HA. Eundpro/
E- commerce

B Ayopécg péow
Karaotuarog /
On the premises

" Ayopéc € anootaoswg/
Distance selling

¥ Anponpaocia péow
Swadiktiou/
Internet auction

¥ AAAa/ Other




Mapamova avd katnyopia and kKatavaAwTtég mou Stapévouv otnv Kumpo 2013
Complaints by category submitted by consumers residing in Cyprus 2013

B: 12% J

Ene{nynon/ Explanation

A: Metagopég / Transport

B: Ext6¢ Tagivépnong tng atopikig katavailwong pe Baon 1o okomd/ Outside the classification of individual consumption by purpose (COICOP)
C: Eoniatopia, Eevodoyeia kal unnpeoieg Stapovrig / Restaurants, hotels and accommodation services

D: Aidgpopa ayaBd kai urinpeoieg / Miscellaneous goods and services

E:'Evbuon kai Ynéduon / Clothing and footwear

F: Emkowvwvia / Communication

G: ©fpata avayuyng kat kovktoupag / Recreation and culture

H: Yyeia / Health

I:'EmimAa Kat olkiakog e€omhiopog / Furnishing and household equipment

J: Exnaibevon / Education




Mapamova avd katnyopia amd KatavaAwTég mou Stapévouv os dAa Kpdtn - uéAn tn¢ E.E. 2013
Complaints by category submitted by consumers residing in other E.U. Member States 2013

Ene{nynon/ Explanation

A: Aildpopa ayaBa kat urinpeoie¢/Miscellaneous goods and services

B: ©¢pata avaypuyrg kat kouktoupac/ Recreation and culture

C: Eotiatopia, evodoxeia kat urinpeoieg Slapovie/ Restaurants, hotels and accomodation services

D: Metagopéc/ Transport

E: Emkowvwvia/ Communication

F:'Evbuon kat Ynéduon / Clothing and footwear

G: Ekt6¢ Tadivéopnong tng atopikrig katavaiwong pe Bdon to okomod/ Outside the classification of individual consumption by purpose (COICOP)

H: Yyeia/ Health

I: EmmmAa kat oikiakog e€omAiopoc/ Furnishing and household equipment



Evxapiotipia EmotoAn

Yag euxaplotw yia tn fondeia oag,
Xwpi¢ TV omoia Ba Rtav aduvatn

n EMTUXAC KataAnén tng unéBeonc.

Thank you letter

Thank you very much for your
assistance, which was really crucial
in reaching an amicable solution
for my case.




2.4 Emtuxnpéveg YmoBéoeig

1. KatavaAwTh¢ cuplakAg Kataywyng o omoio¢ Siapével povipa otnv Kompo Oa
ta&ibeve pe tn ouluyd Tou Poupavikic kataywyng amod tnv Mdgo otnv Gerona pe
IpAavdikn etaipeia agpopeTagopwv. Katd tov éAeyyxo Twv eloitnpiwv Sev emMTpannke
oto Katavahwtr va TagIéé el S16TI dnwg Tou avépepav Sev gixe Ta amapaitnTta Taldi-
WTIKA Eyypapa. ZnUEIWVETAl OTL 0 KatavaAlwthg eixe pali Tou to Aektio Alapovig
(Resident Card) w¢ péhog olkoyévelag moAitn tng Evpwmnaikic Evwong mou Sev gival
UTKoo¢ Kpdatoug péhoug Tne Evwong, éykupo Siafatnplo kat Tautdtnta ekSISOpEVN
amé tnv Kumplakn Anpokpartia. Mapd Tig Siagopec oulnTAOELC TTou éyivav HETAEL Tng
eTalpeiac Kal Tou Katavahwtr, TeEMKA Sev Tou emtpdannke va ta&idépel. O katavahw-
TAC eMmKolvwvnoe e 10 Eupwmdikéd Kévipo Katavalwtr Kompou, To omoio katémv
ouvepyaoia¢ peTo Evpwnaiké Kévipo Katavahwtr Iphavdiag Siapecoldpnoe wote o
Katavalwtr¢ va AdPet amolnuiwon vYoug €400, kaBWg emiong Kal To avTiTIpHo Tou
gloitnpiou.

2. Kimpla katava \wTtAg Ekave KpAtnan yia £€1 01T pla TpEvou, mMpwTtng O£oewc yia va
tadlbépel and 1o Novdivo oto Gleneagles otig 7/4/13 pe emotpoeny otig 11/4/13. H
Katavahwtng nBele va akupwaoel To Tatidl kal va To Jetagpépel yia Tov npooeyr) OKTw-
Bpto. Mpoondbnoe va alda&el Ti¢ NUEPOMNVIEC HECW TOU NAEKTPOVIKOU CUCTHATOC
KPATHOEWV TN O18NPoSpolIKA ¢ eETalpEiag Kal ATav mpoBuun va mANpWoEel TNV EMITTAE-
ov empdpuvaon mou avaloyoUos, OPwC To eV AOyw cUOTNA UITopoUoE va KAVEL KPATN-
on 1o apyotepo péXpl Tov lovvio Tou 2013. H KatavaAwThg eMKOIVWVNOE PE TNV
eTaIpEia, n omoia Kal TNV eVNUEPWOE 0TI aANayéC OTIC NHEPOUNVIEC TWV ElOITNpiwY
Mmopoloav va yivouv yia Ti¢ emdpevec 12 pe 13 efdopadeg To apydtepo. H katavaiw-
TAC AmMAavTnoe 0TI KATL TéTolo Sev avagepotav oToug OPoUC Kal TpolmnobEcelc Tng
gTaipeiag, n oroia Kal eMEUEIVE OTIG apXIkeG TNG Béoelg. H katavalwTrig emkovwvnoe
pe To EKK Kompou kat katomyv mapéppaong tou EKK Ayyhiag, n etaipeia mpoéfn oTig
aMayég Twv eloitnpiwv yia tov OkTtwhplo, katafdihovrag eniong anolnuiwon otnv
Katavaiwtr UPpoug €1,149.

2.4 Success stories

1. A Syrian consumer, permanently residing in Cyprus, was travelling with his
Rumanian wife from Paphos to Gerona with an Irish airline company. At check-in the
consumer was denied boarding, since according to the airline’s ground staff he did not
hold the necessary travel documents. It should be noted that the consumer was
holding his Resident Card as a third-country national, being married to a European
citizen, his valid passport and his identity card, validly issued by the Republic of Cyprus.
However, despite his arguments, he was not allowed to board the plane. The consumer
contacted ECC Cyprus, and following the intervention and cooperation of ECC Cyprus
and ECC Ireland, the consumer received compensation in the amount of € 400, as well
as the full price of his flight ticket.

2. A Cypriot consumer booked six first-class train tickets from London to Gleneagles
on 7/4/2013 and returning on 11/4/2013. The consumer wanted to reschedule the trip
for the coming October, and she tried to change the dates of the tickets via the
company'’s online booking system, paying any required penalty fee. However, the
system could only change the dates up to June 2013. The consumer contacted the
railway company and was accordingly informed that changes could solely be made for
the next coming 12 to 13 weeks. The consumer argued that this was not in any way
mentioned in the company’s terms and conditions. However, the company insisted on
its initial position. The consumer then contacted ECC Cyprus and following the
intervention and cooperation of ECC Cyprus and ECC UK, the dates of the tickets were
changed for October, while the consumer received compensation in the amount of
€1,149.
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3.1 Xxéon pe ta M.M.E.

15-03-2013

ZuppeTOXN o€ padlo@wViKr ekmopr Tou ASTRA FM yia tnv mapouaiaon tou Kavovi-
opoU 524/2013 yia Tnv nAekTpoviKr emiluon katavahwtikwv diagopwv (ODR) kal Tng
Obnyiag2013/11/EE yia Tnv evaA\akTIKrA milvon katavalwTikwy dtagopwv (ADR).

11-06-2013
Mapovuciaon tn¢ Etioiac EkBeong Tou EKK Kimpou yia 1o 2012 oe Sidiokeyn TUMou ota
ypageia tng Avtimpoowneiag tng Evpwnaikn ¢ Emtpormig otnv Kompo.

12-06-2012
JUMHETOXN O padlo@wviKh ekmmopmnr Tou PIK3 yia tnv mapouciaon tng Etriolag ExBe-
ong tou EKK Kumpou yia 1o 2012.

13-06-2012
FUMMETOXN OTNV TNAEOTTTIKA eKTTOUTH Tou ZITMA «Meonpépt kat Katis.

17-06-2013
Mapouaciaon tou EKK Kimpou oe padlo@wviki ekmmoprr Tou PIK.

26-07-2013
2uppetoxr otnv ekmoprr tou ASTRA FM kal mapouoiaon Tng evnHEPWTIKNG eKOTpaATei-
ag yla tnv mpowdnon tou puihadiou «Tourism in Cyprus» otn Aepeco kat Ayia Nama.

3.1 Relation with the Media

15-03-2013

Participation in a program of ASTRA FM to present Regulation 524/2013 on online
dispute resolution for consumer disputes (ODR) and the Directive 2013/11/EU on
alternative dispute resolution for consumer disputes (ADR).

11-06-2013
Presentation of ECC Cyprus Annual Report for 2012 during a press conference held at
the premises of the Representation of the European Commission in Cyprus.

12-06-2013
Participation in a radio program of CyBC3 for the presentation of ECC Cyprus Annual
Report for 2012.

13-06-2013
Participation of ECC Cyprus in the TV programme «Mesimeri kai kati».

17-06-2013
Presentation of ECC Cyprus in a radio programme of CyBC.

26-07-2013
Participation in a program of ASTRA FM to present the informative campaigns for the
promotion of the leaflet «Tourism in Cyprus» in Limassol and Ayia Napa.

Mapovuciaon Etriciag EkOeonc Tou EKK Kbmpou yia o 2012
The presentation of ECC Cyprus Annual Report 2012

Evnuepwrikr ekotpateia yia Siavopr / mpowbnon tou puihadiou
Me O£pa « Tourism in Cyprus»

Informative campaign to disseminate / promote the leaflet
“Tourism in Cyprus”




Yxéon pe ta M.M.E. - Evtumog tomog Relation with the Media - Newspapers

AnMooIeVTELC OTOV €VTUTTO TUTIO O B aTa mpooTaciag Twv KAaTavalwTwy Kat ékdoaon Publications of printed newspapers articles on consumer protection issues
OXETIKWY EVNHEPWTIKWY SEATIWV Y1a TIG EKENAWOEIG Kal SpacTnpIOTNTEG TOU KEVTIPOU. and issue of press releases on the various events and activities of the Centre.
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3.2 Ekboosic

3.2 Publications

EvnuepwTiko @uAAGdio otnv AyyMikn pe B€pa «Tourism in Cyprus».

Informative leaflet in English on the «Tourism in Cyprus».

. Co-funded by the
Eurapean Union

s District st Offices
From Monday to Friday
7:30-17:30

Parcel Post Offices
From Monday to Friday
7:30 — 14:30

Urban and Rural Post Offices
From Monday to Friday
8:00 — 14:30

Kolossi Castle in Limassol
Avery fine example of military architecture,
originally constructed in the l?;h century.

Mosaics in Paphos
: 3 These very beautiful and

¥ rare Roman mosaics were
%, discovered by accident
when the land was being
ploughed in 1962.

Church of Saint Lazarus in Larnaca I'

The Church of Saint Lazarus is a late-9th |
century church in Larnaca.
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Ancient Amathus m Limassol

Amathus was one of the most ancient
royal cities of Cyprus. 8

Medieval Castle in Limassol

The Castle is situated near the old
harbour in the heart of the historical
centre of the city of Limassol.

i

Platres & Kakoperria |

Beautiful mountain
villages in Cyprus. |
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3.4 Tuvedpieg Aiktuou EKK

To EKK Kumpou cuppeteixe otig S0o ouvedpieg Tou AiktUou EKK otic BpuéMeg, kaBug
emiong kat otnv Huépa Xuvepyaoiag otic 22 kal 23 Mdiou kal oo Presidency Event oTig
24 Mdiouv otnv IpAavdia. Emiong péhog tou EKK Kimpou cuppeteixe oto European
Consumer Summit 2013 mou mpaypatomoiifnke oti¢ 18 kal 19 Maptiou oti¢ Bpuféh-
Aec.

3.5 EkmaudeuTikn emiokeyn

MéAn Tou EKK KUmipou cuppeteixav oe Sipepn exmaidevtikn eniokePn oto EKK Ouyya-
piac otig 26 kai 27 Nogufpiov 2013 yia avtalayr TANPo@opLV WE TPOC TN AElToup-
yia tTwv dvo Kévtpwv kat Tig peBdSoug Xelplopol Twv maparnovwy Twy KAtavalwTwy.
Mepaitépw ta péln Tou EKK Kummpou evnuepwBnkav yia Sidpopouc Tpomouc mpowon-
ONG KAl EVNMEPWONG TWV KATAVOAWTWY OXETIKA UE TIG UTTNPEeaieg Tou AlktUou Twv EKK.

3.6 Kolva gpguvnTika npoypaupara

Evtog Tou 2013, to EKK Kumpou avtamokpiBnke og épeuveg Kal epwTnUatoAdylda amd
aMa EKK kat amé tnv Eupwraikr Emtponn kal ouppeteixe oe U0 KOIVA EPELVNTIKA
mpoypdppata tou Alktuou, «Payment means/chargeback/M commerce», umo tov
ouvToviopo Tou EKK NopBnyiag kait «<EKK kat Oényia yia Ti¢ Y peoieg» umoé Tov guvto-
VIouo Tou EKK Iphavdiac.

3.4 ECC Network Meetings

ECC Cyprus participated in the two ECC-Net meetings held in Brussels, as well as in the
ECC-Net Cooperation Day held in Ireland, on the 22th and 23th of May and in the
Presidency Event held on the 24th of May. Furthermore, ECC Cyprus staff participated
in the European Consumer Summit 2013, held on the 18th and 19th of March in
Brussels.

3.5 Study visit

On the 26th and 27th of November 2013, members of ECC Cyprus visited ECC Hungary
on a two-day study visit for the exchange of knowledge and experiences on the
operation of both Centres as well as on case handling. Furthermore, the members of
ECC Cyprus were detailed informed on various methods employed by ECC Hungary in
promoting the services offered by the ECC-Net.

3.6 Joint projects

During 2013, ECC Cyprus responded to all surveys and inquiries from other ECCs and
the European Commission and participated in two joint projects: «Payment
means/charge back/M commerce» led by ECC Norway and «ECCs and the Services
Directive»led by ECC Ireland.




Emiokepn Aukeiou Kukkou B’ otnv Y.A.M.K. Evnuepwtikr nuepida oto Méyapo KEBE
Presentation on ECC Cyprus to students of Kykkos B’ Lyceum Informative seminar at the premises of the Cyprus Chamber of Commerce and Industry
g - - - L —

Zuppetoxn Tou EKK Kompou otnv 21n ‘ExkBeon tou NMAZYZE
Participation of ECC Cyprus in the exhibition organized by the CHA




3.7 Zuvepyacia e appodiouc popeic

18-03-2013 & 09-12-2013

JTuvedpiec pe appodioug opeic (Ymnpeoia AvtaywviopoU Kal Mpootaciag Katavahw-
Twv, Kunplakog Xovdeopog Katavahwtwv, Maykumpia Evwon Katavodwtwv Kal
Molétntag Zwrig, Avtuinpoowrneia tng E.E. otnv Konipo, Kunplaké Epmopikd kat Biopnya-
viké Empelntrplo, Enterprise Europe Network, ZxoAr) KatavaAdwtwv tTwv Zuvtexvikv
2EK, MEO, AEOK, Kunplakog Opyaviopog ToupiopoU, Kévtpo Solvit Kimpou, Kunplakog
Opyaviopoc Tumoroinong, Zuvdeopog TaidiwTikwv Mpaktopwv Kumpou, Maykurmpiog
ZUvdeopog Zevodoywy, Luvdeopog TouploTikwy Emyelpricewv Kompou) yia tnv avtah-
Aayn améYewv Kat tTnv avdmtuén piag oTevotepng ouvepyaoiag oe Ouata mpootaciag
Kal EMUOPPWONG TWV KATAVAAWTWV.

13-02-2013
Zuppetoxn Tou EKK Kompou otnv 21n EkBeon lMpoidviwv kat Yrnpeowv tou MNaykv-
Tiplov ZuvEECHOU ZevodoXwv.

17-05-2013
Zuppetoyn tou EKK Kbmpou otnv ExBeon «Tafidt 2013x», n omoia diopyavwBnke aré 1o
Tuvbeopo Ta&iSiwtikwv Mpaktopwv Kompou.

24-09-2013
Zuppetoxn otnv Etfiola lNevikr Zuvéhevon tou Zuvdéopou TalldiwTtikwy Mpaktdépwy
Konpou.

20-11-2013
JuppETOXA oTnv ekdnAwon yia Tn oupminpwon twv 10 xpévwy amé tnv idpuon tng
Maykurnpiac Evwong Katavahwrtwy kat Moiétntag Zwic.

16-12-2013
ZuppeToxn otnv ekdridwon Tou Zuvdéopou Katavahwtwyv Kimpou yia tn cupmniripwon
40 xpovwy amd tnv idpuon Tou.

3.7 Cooperation with stakeholders

18-03-20123 & 09-12-2013

Meetings were held with stakeholders (the Competition and 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 Consumer Schools of 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) for
the exchange of views and the development of a closer cooperation in the field of
consumer protection.

13-02-2013
Participation of ECC Cyprus in the 21th Exhibition of Products and Services organized
by the Cyprus Hotel Association.

17-05-2013
Participation of ECC Cyprus in the Exhibition/Fair “TAXIDI 2013" organized by the
Association of Cyprus Travel Agents.

24-09-2013
Participation in the Annual General Meeting of the Association of Cyprus Travel Agents.

20-11-2013
Participation of ECC Cyprus in the 10 years celebration ceremony organized by the
Cyprus Consumers' Union and Quality of Life.

16-12-2013
Participation of ECC Cyprus in the 40 years celebration ceremony of the Cyprus
Consumers Association.




Design by: bright red pepper

design + advertising + printing




Evpwniaiké Kévipo KatavaAwtn (EKK) Kbmpov

Yniovpyeio Evépyerag, Epmopiov, Biopnxaviag kat Tovpiopot
A. Apaotvlov 6A

1421 Acvkwoia, Komipog

TnA: +357 22867177
®af: +357 22375120
ecccyprus@mcit.gov.cy
WWW.ECCCyprus.org

European Consumer Centre (ECC Cyprus)
Ministry of Energy, Commerce, Industry and Tourism
6A, A. Araouzou, 1421 Nicosia, Cyprus

Tel: +357 22867177
Fax: +357 22375120
ecccyprus@mcit.gov.cy
WWW.eCCcCyprus.org
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i. Elcaywyn

To Aiktuo Twv Evpwnaikwv Kévtpwv KatavaAwtr amote)ei évav eupwmdiko
Beopo, pe edpaiwpévn mapoucia o OAa Ta KPATN-UéENN, mepINapBavopévwv
Tn¢ lohavdiag kai Tn¢ NopPnyiag, €xovrag wg amocoToAr) TV Tapoxr TAnPo@o-
PLWV Kal CUMPBOUVAWY OE KATAVAAWTEC TTOU TTPAYHATOTIOIOUV aYOPEC TIPOTOVTWVY
Kal urnpeciwv otnv Evpwndikf Evwon.

To Aiktuo Twv EKK gvioyvel Tnv epmotooivn petall KaTavalwTwy Kal TPopn-
Beutwyv Mpoopépovtag pia KaBoMKR Kal armoTeAECUATIKY TTPOCTACIA OTOUG
KATavaAwTéC KATA TNV TTpaypatomnoinon Twv £€ amooTAGEWC GUVAAAAY WY TOUC
ota kpdtn-péAn ¢ E.E. MapdAAnAa, mpowBei emTuXWC KAl ATTOTEAECUATIKA TA
artipata kat Ti¢ SiekdIkAoeIC Twv Eupwmaiwv KatavaAwTwy, TPoKEeIPEVOL va
a&lomoinBolv oTo £MAKPO Ol EVKAIPIEC TTOU PMTOPE( va TTIPOC(EPEL To Slaouvopl-
aKO gpmoplo otnyv Eviaia Ayopd.

2tnv Kumpo, 1o Eupwmaiké Kévipo Katavalwtr cuotdBnke tov Ampilio Tou
2005 kat ovyxpnuatodoteital amod tnv Eupwmaiki Emrtponn, péow tng Meviknig
AwevBuvong, Yyeiag kat MNpootaciag Tou Katavalwtr kat tnv Kumipiakr Anpo-
kpartia. To EKK KUmrpou oteyaletal oto Yroupyeio Evépyelag, Epmopiou, Blopn-
xaviag kat Touplopou kat ouvepydletal aTevd He TNV Ynpeoia Avtaywviopou
kat Mpootaciac Tou Katavaiwtr. Evtocg Tou 2013, to EKK Kumpou xelpiotnke
152 Siacuvoplakég uTTOBECEIC KaTavaAWTWV Kal avtanokpifnke os 443 aitrijpa-
Ta yla mapoxn TANPOQOPIWV.

Mepaitépw, péoa ota MAdiola eVNUEPWONC KAl EMUOPPWONG TwV Katavalw-
Twv, To EKK Kimpou mpaypatonoinoe evtog tou 2013 evnpepwTIKEC NHEPISEC,
OUMHETEIXE OE TNAEOTITIKEC Kal paSIopwVIKEC EKTTOTTEC, Snpocicuae apBpa ot
B€pata mpooTaciac Twv KATavaAwTwy Kal TTPAyHATONmoinoE MTAapOoUCIATEIC O
axoleia. To EKK Kumpou pe okomé tnv kaAutepn evnpépwon Twv Eupwmaiwv
TouploTWy, e€£€dwoe éva evnUEPWTIKO GUANASIO pe TiTho «Tourism in Cyprus»
Kal Tipaypatomnoinoe ekotparteiec diapwtione o Agyecd kat Ayia Nama pe
okomoé TNV mpowbnon Tou guAladiou. To puANASIo TIEPIEXEL XPHOIMEC TTANPO-
popiec yia tn Sdtapovr Touptotwy otnv Kumpo kabwg kat onuavTtikég cupfou-
AéC OXETIKA e Ta SIKAIWHPATA TOUC WC KATAVAAWTEC.

Emiong, evtog tou 2013, o EKK Kumrpou Slopydvwoe evnpepwtiki nuepida pe
B€pa «Evioyuon tou ToupioTikoL poidvTtoc- H Abon otnv olkovoikn kpiony. H
nuepida d1e€RxOn otic 19 louviou oto KEBE otn Asukwoia pe mapouaidoeig
XAIPETIOHOUC amd eKMPooWITou Tou Maykurplou Zuvdéopou =evodoxwy, Tou
Yuvdéopou Talidiwtikwv Mpaktéopwv Kimpou, tou Zuvdéopou TouploTikwv
Emyeiprioewv Kbmpou, tou Kumpiakot Opyavicpot Toupiopot, Tng Kumplakng
Etaipeiag Motomoinong kat Kumpiakot Opyavicpol Turoroinong Kal tou
Maykumpiou Zuvdéapou ISiokTnTwv AutoKiviiTwy Evolkidoewe. ZTnv evnuepw-
TIKA Nuepida mpofAnBnkav Ta mpoArpata mou avTipeTwmi{ouv ot TOUPICTIKEC
EMIXEIPNOEIC AOYW TNC OIKOVOUIKAC Kpiong, aAAd Kal evOlapépouceg amopelg
Kdl EICNYHOEIG avagopiKd PE TNV EVIoXUON TOU TOUPIOTIKOU TOHEd.



i. Foreword

The European Consumer Centres Network (ECC-Net) is an EU-wide
network with an established presence in all Member States, as well as in
Iceland and Norway, and provides consumers with information and
advice on cross border purchase of goods and services. The ECC Net
enhances trust between consumers and traders providing a universal and
effective protection to consumers who conduct cross-border purchases
in any other Member State of the E.U. Furthermore, it successfully and
effectively pursues the claims and demands of European consumers, in
an attempt to turn all the opportunities offered by cross-border trade in
the Single Market into an advantage.

The European Consumer Centre Cyprus was established in 2005 and is
co-financed by the European Commission, via the Directorate General for
Health and Consumers, and the Republic of Cyprus. ECC Cyprus is hosted
in the premises of the Ministry of Energy, Commerce, Industry and
Tourism and works closely with the Competition and Consumer
Protection Service. During 2013, ECC Cyprus investigated 152 cross
border consumers’ complaints and responded to 443 information
requests. Furthermore, within the context of informing and educating
consumers, ECC Cyprus during 2013 organised informative seminars,
participated in TV and radio programs, published articles on issues of
consumer protection, and gave presentations at high schools. ECC
Cyprus also

issued an informative leaflet entitled “Tourism in Cyprus” with a view to
providing better information to European consumers/tourists, and
organised informative campaigns in Limassol and Ayia Napa for the
promotion and dissemination of the said leaflet. The latter contains useful
information relating to their stay in Cyprus, and important advice on their
consumer rights.

In addition, in 2013 ECC Cyprus organised an informative seminar entitled
“Enhancement of the tourist product-the solution to the economic crisis”.
The seminar was organised on the 19th of June at the premises of the
Cyprus Chamber of Commerce and Industry in Nicosia and presentations
were delivered by representatives of the Cyprus Hotel Association, the
Association of Cyprus Travel Agents, the Association of Cyprus Tourist
Enterprises, the Cyprus Tourism Organization, the Cyprus Organization for
Standardization, the Cyprus Certification Company and the Cyprus Car
Rental Association. The seminar focused on the problems/difficulties
encountered by the local tourist enterprises as a result of the economic
crisis, and on interesting approaches/suggestions on how to enhance the
tourist product.
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