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Eicaywyn

To AikTuo TwV Eupwnadikwv KévTpwy KatavahwTh (EKK)
£xel dnuioupynOei To 2005, we HEPOC TOU MAQICIOU VIa
TNV MNOAITIKN KATAVOAWTWV TNC Eupwnaikng Evwonc,
Ye KABe Kpdrtoc-MéNoc Aermoupyei €va EKK, kaBwc
eniong kal otnv loAavdia kar Tn NopRnyia, To onoio
ouyxpnpartodoteital and TNy Eupwnaikn Enmponnh Kai
TIC EBVIKEC KuBepvnoelc. Ta EKK napéxouv BonBela oe
KOTaVAAWTECTWVKpatwvMeAwvTNCEE, TncNopRnyiag
Kal TnG loAavdiag, otav  autol  avTIueTwNiZOUV
NEORANUA KATA TIC SIACUVOPIAKEC TOUC CUVOAAQVEC,
MECW AWPEEAV CUURBOUAWV KAl MEAKTIKAC BONBEIaC.
[Nepamépw, Ta EKK avranokpivovtal o aimnuaTta
NANEOPOOPNCNCKAISIAVEUOUVIANPOPOPIECHECWTWV
IOTOCENIOWYV TOUG KAl AAWV KAVOAIWY EMNIKOIVWVIAC.
To Aiktuo Twv EKK deopeleTtal va evOUVAUWOE! TOUG
KOTAVAAWTEC, OUTWC WOTE VA ENWPEAOUVTAI NANOWC

TV NAeovekTNATWY TNC Evidiac Ayopdc.

To EKK KUnpou Aeiroupyei and 1o 2005 kai pIAOEgveiTal
otnv  Ynnpeoia Tlpootacia¢ KatavaoAwt  Tou
Ynoupyeiou Evépyelag, Eunopiou kai Biopnxaviac,

Foreword

The Network of the European Consumer Cen-
ters (ECCs) was established in 2005 as part of the
European Union’s consumer policy Framework.
There is an ECC for each EU Member States, as
well as one each in Iceland and Norway, co-fi-
nanced by the European Commission and na-
tional 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 as-
sistance. They provide information on request
and disseminate information widely through their
websites and other communication products. By
providing a full and centralised service, ECC-Neft
Is commiftfed to empowering consumers and en-
abling them to take full advantage of the Single
Market.

ECC Cyprus, established in 2005 and is hosted in

the Consumer Profection Service of the Ministry
of Energy, Commerce and Industry.
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Eicaywyn

Katd ™ didpkeia Ttou 2021, 10 EKK KUnpou
diepelivnoe 351 diaocuvopiakd  napdnova
KATAVOAWTWV KAl avTanokpionke oe 604 airnuata
NAPOXNC MANPOPoOpPIwyV. Evidc TOu MAQICioOU Twv
dPACTNPIOTATWY Tou Via 10 2021, TO EKK KUnpou,
METOEU AAAWV, OUUUETEIXE O TNAEOMTIKEC KAl
PASIOPWVIKEC EKMOMNEC PE OKoNd TNV NPOwWwONoN
TWV UMNNPEECIV Tou KEVTOOU KAl TNV €VNUEPWON
TWV KATAVOAWTWV CE BEUATA MOU TOUC adpopouv.,
[epAITEQW, NPOEPRNKE OE EVNEPWTIKEC NEPIOEC OE
OXOAEgia IO MANPOPOONCN TWV PABNTWV OE OXEON
UE TO NAEKTPOVIKO EUNOPIO.

Foreword

During 2021 ECC Cyprus investigated 351 cross
pborder consumers’ complaints and responded
to 604 information requests. Furthermore, ECC
Cyprus according to its work programme for
2021, among others, parficipated in TV and radio
broadcasts to promote the services offered by
the Centre and to provide information on con-
sumer issues. Also, ECC Cyprus organised infor-
mative seminars were held in schools to inform
sfudents about e-commerce.
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BoNBeia oTouC KATAOVOAWTEC
Assistfance to consumers




[Napdnova /YNoBECEIC

KaTavaAwTEC 01 ONoioI AVTIWETWNIZOUV NPORANKA
OE€OXEONUENPOIOVAUNNPESIaNMOUNMEOUNBEUTNKAV
and KPAToc-peENOC TN Eupwnaikng ‘Evwonc,
oupnepIAauBavouévwyv TNG NopRnviag Kal TNG
loAavdiag, dlapopeTikd and Tov TOMNO SIAUOVAG
TOUGC, aneuBUvovTal yIa TNV UNoBoAn napandvou/
QAITAKIATOC NAPOXNC NANPOPOPIWY OTO EKK nou
AEITOUPYEl OTN XWPEA MPOVIUNG SIOUOVAG TOUC,.
O pdhoc Twv EKK eivalr diauecoAaBNTIKOC Kal
OTOXO €Xel TN PIAIKN SIEUBETNON SIAPOPAC JETAEU
eUNOOOU KAl KATAVOAWTN, EVW Ol UNMNPECIEC TOU
AIKTUOU napéxovTal dwEedv. InUeiwveTal, OTI TO
AikTuo cuvepydzeTal Kal e 1o International Con-
sumer Centfre tou Hvwuévou BaolAgiou via 1O
XEIPIOPO SIACUVOPRIAKWY MAPAnNOVWY.

Evioc tou 2021, to EKK KUmpou digpelvnoe
351 mapdnova, ek Twv onoiwv 277 napdnova
uneRANBNocav  and  KATAVOAWTEC, Ol  ornoiol
diauévouv  otnv  Kimpo kai 74 napdnova
uneRANBNocav  and  KATAVOAWTEC, Ol  ornoiol
SIauEVouV o ANNEC XWPEC TNG EE. Mepamepw,
10 EKK KUnpou evtdg tou 2021 avTanokpionke
o€ 604 ammuata and KATaVOAWTES VIA NAPOXN
NANPOPOPIWV.

Bonbeia otouc KatavaAwTeG | Assistance to consumers

Complaints /Cases

Consumers from EU member-states, Norway and
lceland facing a cross-border dispute in relation
tfo products or services purchased from fraders
based in the EU, including Norway and Iceland,
may refer to the European Consumer Centre op-
erating in the member-state of their current res-
idence. ECCs act as a mediator with a view to
reaching an amicable solufion to the consum-
er’s claim and the services provided by the ECCs
are free of charge. The ECC-Net also cooperates
with the International Consumer Centre in the UK.

During 2021, ECC Cyprus investigated 351 com-
plaints. Of these complaints, 277 were submitted
by consumers residing in Cyprus and 74 by con-
sumers residing in other member states of the EU.
Furthermore, during 2021, ECC Cyprus respond-
ed to 604 information requests submiftted by con-
sumers.
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Katnyopiec napandvwy

MeTagopEG - 64% (225 napdnova)

EoTiatépia, Eevodoxeia kal unnpeoieg SIANOVAG - 7%
(25 napdnova)

AlGdpopa ayadd kal unnpeoieg - 7% (24 napdnova)
©£uaTa avaWuxing Kal KOUAToUpaAg - 6% (22 napdnova)
Eidn évduong kai unédnong - 5% (20 napdnova)

Yyeia - 3% (10 napdnova)

‘EminAa kail OIkiaké¢ EEonAioude - 3% (10 napdnova)

EKTO¢ Ta&ivOunong TnG ATOMIKAG KatavAAwong pe pdon
Tov okond - 3% (10 napdnova)

Enikoivewvia - 1% (3 nopdnova)

AN - 1% (2 nopdnova)

Bonbeia otouc kKatavaAwTeG | Assistance to consumers

Complaints’ categories

Transport - 64% (225 complaints)

Restaurants, hotels and accommodation services - 7%
(25 complaints)

Miscellaneous goods & services - 7% (24 complaints)
Recreation and culture - 6% (22 Complaints)

Clothing and footwear - 5% (20 Complaints)

Health - 3% (10 Complaints)

Furnishing and household equipment - 3% (10 Complaints)

Outside the Classification of Individual Consumption by
Purpose COICOP - 3% (10 complaints)

Communication - 1% (3 Complaints)

Others - 1% (2 Complaints)
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Katnyopiec napandvwy

Metagopéc | Transport

EoTiatépia, Eevodoxeia kal unnpeoieg diapuoving | Restaurants, hotels and accommodation services

7%

AlGdpopa ayadd kai unnpeoieg | Miscellaneous goods & services

©£éuata avayuxing Kal KouhtoUpag | Recreation and culture
6%

Eidn évduong kai unédnong | Clothing and footwear

Yyeia | Health
3%

‘EminAa kai Okiakég EEonAiopdg | Furnishing and household equipment
. 3%

EkTé¢ Ta€ivOunong TNG aTtopikNg katavaAwong pe PAon Tov okond

Outside the Classification of Individual Consumption by Purpose COICOP
3%

Enikoivwvia | Communication
I 1%

AAAa | Others
1%

BonBeia oTtouc KaTavaAwTeS | Assistance to consumers

ECC-CY Annual Report 2021
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Todnol LuvaANayNC
Selling method

HAekTpovikd Epndpio
E-commerce

93%

AladikTuakn MAatpdpua
Internet Platform

l %

AYOpP£C HEOW KATAOTANATOG
On the premises

3%

Ayopéc €€ anooTACEWG EKTOG NAEKTPOVIKOU EUNopIiou
Distance selling except e-commerce

I 1%

BonBeia oTtouc KaTavaAwTeS | Assistance to consumers
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[ecypadIkN KaTavoun 2021 - KATavaAwTEC
Geographical distributions 2021 - Consumers

ECC Austria

ECC Bulgaria

ECC Czech Republic
ECC France

ECC Germany

ECC Greece 18%

ECC Hungary
ECC Ireland 10%
ECC ltaly

ECC Latvia

ECC Luxembourg
ECC Poland

ECC Portugal
ECC Romania 37%

ECC Spain

ECC Sweden

ECC The Netherlands

ICC United Kingdom

BonBeia oTtouc KaTavaAwTeS | Assistance to consumers
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[ewvypadikN kKaTavoun 2021 - ‘Epnopoil
Geographical distributions 2021 - Traders

ECC Austria 11%
ECC Belgium
ECC Croatia
ECC Czech Republic

ECC Denmark

ECC Estonia

ECC France

ccoomns [
ECC Greece 7%

ECC Hungary

ECC Iceland

ECC Italy

ECC Latvia

ECC Norway

ECC Poland

ECC Portugal -

ECC Romania 11%

ECC Spain 7%

ECC Sweden -

ECC The Netherlands 9%

BonBeia oTtouc KaTavaAwTeS | Assistance to consumers
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ApaoTNEIOTNTEC TOU KEVTOOU
Activities of the Centre




yYxeon ue Ta MME
Media Relations

TOEKKKUNPOU CUUETEIXE OE APKETECOABIOPWVIKEC ECC Cyprus participated in several interviews via
EKMOUNEC oTo Active Radio KaBWE eniong KAl OTIC radio in Active radio and also in informative TV
TNAEONTIKEC EVNUEPWTIKEC €KMOUNEC Tou Alpha broadcast “Alpha Enimerosi” of Alpha Cyprus,
KUnpou «Alpha Evnuépwony», Tou PIK « And MEpa "Apo Mera se Mera” and "Brand News” of Cybc
oe MEpar kal «Brand news» Kal 6TO SIASIKTUAKO and the Digital Tree.

KavAAl Digital Tree.

ANATTAZIAETYAMAOT - Beshns Espuncicos v Convohae Kingos i
AIKAIQMATA TAZIAIOTON: KAGYLTEPHEH, AKYPOEH NTHEHE - ANOZKEVEL [ S}

ALPHA |

ENMHMEPOLM |
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TnAeonTikN ekmopnn Alpha Evnuépwon | Tv program Alpha Enimerosi

ApaoTnpidTnTeC Tou Keévtpou | Activities of the Centre
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Yeuvapla/Huepidec/MNapouoIAoelC
Seminars /Conferences/Presentations

YTa NAQicia emudPPwWoNS Twv PAdnTwv yia Ta
SIKAIWPATA TOUC W KATaVAAwTEC To EKK KUnmpou
MNEAYMATOMOINCE EMICKEYEIC O MOANG OXOAEIa
NG A€UKwoIac pe okond TNV EVNUEPWON OE€
OXEOoN UE TIC AOPAAEIC AyOPEC HECW SIAdIKTUOU.
ErmnAéov, ocupueteixe wc OUIANTAC o€ JSIAAEEN
via Tnv EVvaAAOKTIKN  EniAuon  Alapopwv, N
ornoia diopyavwBnke and 1o Kunpiakd KEvTpo
EvOAOKTIKAG EniAuong Alagopwv. lMepamépw,
ENORE PEPOC OE zWVTAVA OUZATNON N Oroid
diopyavwonke and Tov Opyavioud NeoAaiag
KUnpou via dIdpopa KATAVAAWTIKG BEUATA UECW

TOU Facebook.

Within the context of students’ education for
their rights as consumers ECC Cyprus visited
many schools in Nicosia regarding the e-com-
merce. Furthermore, ECC Cyprus parficipated as
speaker fo an informative seminar organised by
the Cyprus Centre for Alternative Dispute Resolu-
tion and also, participated in a live conversation
via Facebook organized by the Youth Board of

Cyprus.

AIASIKTUAKS LEUIVAPIO VIO AYOPEC JECW AIadIKTUoU o ANUOTIKA IxoAgia | Informative Seminar to Elementary Schools for Ecommmerce

ApaoTnpidTnTeC Tou Keévtpou | Activities of the Centre
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EkdOOEIC
Publications

HAekTOOVIKA €kdoon TNG EThoiag EkBeonc Tou Electronic publication of ECC Cyprus Annual
EKK KUnpou yia 1o 2020. Report 2020.

Mapoxri BorBeiag ™ N
Kal GUHBOUAGV oToug
Eupwnaioug katavaAwtég ECC-Net

Eupwnaiké Kévipo Katavaiwt Konpou

Etrhoia EkBeon 20
Annual Report 20

Eupwnaikd Kévrpo Katavaiwth Kinpou
European Consumer Center Cyprus

ApaoTnpidTnTeC Tou Keévtpou | Activities of the Centre
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http://ecccyprus.gov.cy/wp-content/uploads/annual-report2020.pdf

Yuvepyaoia pe to Aiktuo EKK kal apuddiouc ¢opeEic

Cooperation with ECC Network and stakeholders




Yuvedpiec AIKTUoU

Networking
Eviéc tou 2021, 10 EKK KUmpou ouuueTeixe During 2021, ECC Cyprus participated in the on-
SIAdIKTUCKA OTIC ouvedpiec Tou AKTUOU Twv line ECC-Net meetings, in the Communication
EKK, oto Epyaompio Enikoivwviag 1O onoio Workshop organised by the ECC Italy and in Co-
opyavwBnke and 1o EKK ItaAiac kar otnvy Huépa operation Day organised by the ECC Slovenia.

YUVEPYAoIiag To onoio diopyavwonke and 1o EKK
YAoBeviac.

AIadIKTUOKOS euivapio | Informative Seminar

Yuvepyaoia ye 1o Aiktuo EKK kar apuddiouc gpopeic | Cooperation with ECC Network and stakeholders
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Yuvedpiec AiKTUou
Networking

Aladiktuakn ocuvedpia AikTUou EKK | Online ECC-Net meeting

Yuvepyaoia ye To Aiktuo EKK kar apuddiouc gpopeic | Cooperation with ECC Network and stakeholders
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Y UVEQYAOIa YE APUOBIOUC POPEIC

To EKK KUnpou cuupeTteixe otn levikn YuveAeuon
MeAwv TNC LEK w¢ OUIANTAC KAl OTN LURBOUAEUTIKNA
KatavahwTtwyv und tv lMpoedpia 1N Ynoupyou
Evépyeiag, Eunopiou kai Biounxaviac. Meparépw,
KONECE O OuvedPia TOUC EMNAEKOUEVOUC
APHOBIOUC PopPEIC pE OTOXO TNV AvTaAAayNn
andPewyv o€ OB¢uata katavalwTtwyv (Ynnpeoia
Noootaciag KatavaAwt, Kunplakodg YUVOECUOC
KatavoAwtwyv, Maykunpia Evwon KatavaAwTtwv
Kal TMoidtntac Zwng, Avtinpoowrneia tng E.E.
otnv Kunpo, Kunpiakd Eunopikd Kai Biounxavikd
ErmpeAnthplo, Enterprise Europe Network, XxoANn
KatavoAwTtwv Twv Xuvtexviov LEK, MEO, AEOK,
Yopunoupyeio ToupiouoU, 1O Tunua TTOAITIKAG
Agponopiag, TO Solvit Kimpou, Kunpiakdg
Opyavioudc Tunonoinong, YUVOEOUOC
Ta&IdIwTIKWV TMpaktdépwyv Kunpou, [NaykUnplog
YUVOEOUOC =eVOOOXWYV, LUVOECHOC TOUPIOTIKWYV
Enixeionocewyv  Kimpou,  Kurpiokd  KEvtpo
KatavaAwTtn yia EvaAAakTiKh EniAuon Alagopwyv,
10 Tpageio EmTpdnou PubBuicewc HAEKTOOVIKWV

Erikoivwviwyv, To ETEK).

Cooperation with stakeholders

ECC Cyprus participated in the General Meeting
of SEK as speaker and participated to the Coun-
ciing Committee for Consumer under the Presi-
dency of the Ministry of Energy, Commerce and
Industry. Furthermore, ECC Cyprus had a meet-
ing 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 Department of Civil Aviation,
the Deputy Ministry of Tourism, the Cyprus SOLVIT
Centre, the Cyprus Organization for Standard-
ization, the Association of Cyprus Travel Agents,
the Cyprus Hotel Association, the Association of
Cyprus Tourists Enterprises, the Cyprus Consumer
Centre for Alternative Dispute Resolution, the Of-
fice of Electronic Communications & Postal Reg-

ulations).

Yuvepyaoia ye To Aiktuo EKK kar apuddiouc gpopeic | Cooperation with ECC Network and stakeholders
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Y UVEQYAOIa YE APUOBIOUC POPEIC
Cooperation with stakeholders

MNapouciaon Tou Kévtpou oTo 290 MNaykunplo fuvedpio TNG LEK
ECC Cyprus present the Centre at the 29th Pancyprian Informative Seminar of SEK

Yuvepyaoia ye To Aiktuo EKK kar apuddiouc gpopeic | Cooperation with ECC Network and stakeholders
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To neplexOUEVO QUTAC TNG €KBeonC avTimnpoowneUel POVO TIC
anéyelg Tou EKK KUnpou kal anoteAei anokAgIoTIKA euBUvn Tou/TNG.
En’oudevi dev unopei va BewpnBei o1 avTikaTtonTtpizel TIC andWYEIG
ToU European Commission n/kai tou Consumers, Health, Agriculture
kKal Food Executive Agency (CHAFEA) n tng ovTtdtNTag, Tou Euro-
pean Innovation Council kal Tou and SMEs Executive Agency (EIS-
MEA),  onoloudnnote dA\ou opydavou TnG Eupwnaikng Evwong. H
Eupwnaikh Enmponn kai To Agency dev anodExovTal Kauia eubdvn
yIa TN XPNOoN MouU JNoPEi va Yivel Twv MANPOPORIWYV MOU MEPIEXE.

To mepPIEXOUEVO AQUTAC TNG €KBEONC, Mou dIATIOEVTAI OTOV TOUED eu-
ropa.eu, EVOEXETAI VA MEPIEXEl «EEWTEPIKOUC CUVOECUOUG» MPOG
IOTOTOMOUC O€ TOWUEIC dlaPopeTIKOUC and TO europda.eu, ol Ornoiol
ANoTEAOUV AMOKAEICTIKA euBUVN Tou dnpioupyoU. O uNNPECIEC TNG
EMToonng dev €xouv Kavévay EAEYXO Kal dev avalauBdavouv Kauia
£uBUVN yIa AUTOUC TOUG «EEWTEPIKOUC CUVOECIOUG» .

‘Ot1av ol €NICKENTEG TWV ICTOCEANIdWY TNG EupwnaiknG EMmeonig
EMIAEYOUV VO AOKOAOUBNOOUV TETOIOUG «EEWTEPIKOUC CUVOECIOUGH
O€ 10TOTOMNOUC O€ TOUEIC dIaPOPETIKOUG and TO europda.eu, TO
KAVOUV HE BIKA TOUG EuBUVN KAl Ba anoxwenoouv and Tov ENiIcNUO
TOpEQ TNG Eupwnaikng Enmponng. EIdikOTEPQ, AUTOI 01 EMICKENTEC Ba
UNOKEIVTAI OTIC MOAITIKEC cookie, anopPNTOU KAl VOUIKWY MOAITIKGOV
(CUUNEPINOURBAVOUEVWY TWV AMAITACEWY NPOCTACIAC dedOPEVWV
KAl MPOCRACIUOTNTAG) TOU EEWTEPIKOU ICTOTOMOU.,

Mapoxn BonBeiag ~ N S
Kal cupBouAdv otoug ) ) * *
Eupwnaioug KatavaAwtég ECC-Net Zuyxpnpatod6tnon ané W L

v Eupwnaikn’Evewon
Eupwnaiké Kévipo Katavarwti Kdnpou

Ynoupyeio Evépyelag, Eunopiou kai Biopnxaviag
Ayarniivwpog 2, Méyapo IPIX, 1421 Aeukwoia, KUnpog

TNA.+357 22867177

eCcCccyprus@meci.gov.cy

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 (CHAFEA), or its successor
entity the European Innovation Council and SMEs Executive Agen-
cy (EISMEA), or any other body of the European Union. The Europe-
an Commission and the Agency do not accept any responsibility
for use that may be made of the information it contains.

The content of this report, made available on the europa.eu do-
main, may contain “external links” to welbsites in domains ofther
than europa.eu which are the author’s sole responsibility. Commis-
sion services have no control, and assume no responsibility, over
these “external links”.

When visitors to European Commission welbsites choose to follow
such “external links” to websites in domains other than europa.eu,
they do so at their own responsibility and would leave the official
domain of the European Commission. In particular, these visitors
would be subject to the cookie, privacy and legal policies (includ-
ing data protection and accessibility requirements) of the external
website.,

Help and advice X\ > *
for consumers \ .
in Europe ECC-Net Co-funded by *

g the European Union *oxx

* » %

European Consumer Centre Cyprus

Ministry of Energy, Commerce and Industry
2 Agapinoros, IRIS Tower, 1421 Nicosia, Cyprus

Tel.+357 22867177

®ag.+357 22200975

WWW.eCCCYPIUS.gov.Cy

Fax.+357 22200975
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