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UVODNI SLOVO

Boj za prosazovani prava nikdy nekonci. To je davna pravda, ktera se tyka
i spotiebitelského prava, jimz se na evropské urovni zabyva sit Evropskych
spotrebitelskych center.

Stale houzevnatéjsim soupefem jsou v tomto boji internetovi podvodnici, ktefi krome jiného
kladou tzv. webové pasti, do nichZ se béhem poslednich let chytily tisice ceskych uzivateld.
Neopatme totiz nakladali se svymi osobnimi Udaji a pak nas zadali o radu, zda maji platit castky
v fadech desitek az stovek eur pozadované riznymi spolecnostmi za Udajné clenstvi na jejich
strankéach. Telefonaty a e-mailové zpravy téchto spotrebitelll se v Evropském spotrebitelskem
centru CR v roce 2011 wrazné podilely na navyseni poctu zadostf o informace ve srovnani

s predchozimi lety.

Za nejvyznamnejsi udalost lonského roku z pohledu fungovani samotného centra povazuji
pripravu a spusteni nasich novych webovych stranek www.evropskyspotrebitel.cz.

V kombinaci s profily a strankami ESC na facebooku a twitteru si od nich slibujeme, ze se lidé
snaz dostanou k informacim o svych pravech pfi nakupovani jinde v Evropé a o postupech

v nepriznivych situacich, do kterych se chte nechté mohou nekdy dostat. Staci k tomu
napfiklad zpozdéni letu nebo nedodani zbozi objednaného v e-shopu z jiné zemé Evropské
unie, Norska nebo Islandu. To jsou nékteré z pripadd, které mizeme spotrebitelim pomoci

v v v

bezplatne a efektivne resit v ramci site ESC.
Lidé, které oslovujeme na rdznych veletrzich &i jinych akcich, ¢asto fikaji, ze nabizime velmi
uzitecnou sluzbu. Tohoto uznani si cenime. Kazdému z nich pak pfejeme, aby nasi pomoc

nikdy nepotreboval - ale zaroven chceme, aby o nas vedeél pro pripad potreby.

Preji Vam pohodiné a bezproblémové nakupovani na evropském trhu.

Tomas Vec!
feditel Evropského spotfebitelského centra CR




~FOREWORD

The fight for the law enforcement never ends. This is an old truth that also concerns
consumer law, which the European Consumer Centres’ Network deals with.

Online frauds have become a tough rival in this respect. In recent years, thousands of Czech
consumers have been cheated not being careful enough with their personal data.

These people have asked us for advice whether to pay the sums of tens and hundreds

of Euros required by various companies for alleged membership on their websites.

Phone calls and e-mails of these consumers significantly contributed to the increase of infor-
mation requests in 2011 when compared with the previous years.

For the Czech ECC, preparation and launch of its new website www.evropskyspotrebitel.cz
was the most significant event of 2011, Together with our Facebook and Twitter profiles and
pages, we want to make it easier for people to get to information on their rights when shop-
ping elsewhere in Europe and about how to proceed when things go wrong. Extraordinary
situations may occur e.g. when flights are delayed or when goods are not delivered by an
e-shop seated in another EU country, Norway or lceland. These are the cases in which we
can help free-of-charge and relatively effectively within the ECC-Net.

People who we talk to at various fairs or other events often tell us that we offer a very useful
service and we very much appreciate this perception of our work. However we always wish
them that they don't need our help — but on the other hand we want them to know about us
in any case of need.

Let me wish you comfortable and problem-free shopping in the European market.

Tomas Vec!
Director of the European Consumer Centre Czech Republic




SLUZBA SPOTREBITELUM

PODAVAME POMOCNOU RUKU

Zrejmé nejvyrazngjsi soucasti prace Evropského spotrebitelskéno centra je poskytovani informaci ceskym
spotrebitellim o jejich pravech pfi nakupovani v jinych ¢lenskych statech Evropské unie, v Norsku a na Islandu
a pfima pomoc v jejich sporech s prodejci zbozi a poskytovateli sluzeb z téchto zemi. ESC se vénuje osvetové
¢innosti prostrednictvim svych informacnich materiéldl, prednasek a spoluprace s médii.

POCET KONTAKTU S KLIENTY ROSTE

V roce 2011 odpovédélo ceské ESC na 685 Zadosti o informace, co? je témeér stoprocentni nardist oproti
predchozimu roku (357 zadost) a pomahalo v ramci sité ESC smirou mimosoudni cestou fesit 403 spotrebitelské
spory a stiznosti, tykajicl se nejcastéji nakupu pres intermnet, letecké dopravy, ubytovacich sluzeb, nakupu

a prongmu vozidel a podobné (v roce 2010 to bylo 410 sporl a stiznosti).

S celkovymi 1088 kontakty tedy zaznamenalo vyrazny nar(ist oproti roku 2010, kdy mélo celkem 767 kontaktC.
Uspésnost Eeského centra je pri fegenf opravnénych pripadci zhruba 70 procent.

VSE JE PRO SPOTREBITELE ZDARMA

ESC poskytuje své sluzby bezplatné. Neni prislusné k reseni sporti ¢eskych spotrebitelll s ¢eskymi obchodniky a
na feseni preshrani¢nich sport spolupracuje s dalsimi 28 centry v jinych zemich EU, Norsku a na Islandu (v réamci
sité Evropskych spotfebitelskych center, tedy ECC-Net). Cinnost ESC CR Je financovana Evropskou komisf

a Ceskou obchodnf inspeket, pfi iz centrum plisobi od ledna 2009. Do té doby ptisobilo pfi Ministerstvu
pramyslu a obchodu, kde bylo zalozeno Ctyri roky predtim.

[l dotazy

B stiZznostia spory

[ cekem

Nardst poctu zadosti o informace byl zolsoben predevsim vysokym poctem uzivatell internetu, ktefi se stali obétl
tzv. webovych pasti, vwuzivajicich klamavych obchodnich praktik. Slo predevsim o dotazy spojené se spolecnostf
Online Investment Group, ktera rozesilala fakiury na desitky a stovky eur za ddajnou registraci na jejich webech

a potencialni naklady na exekuci apod. Pocet fresenych sporl zistal na podobné drovni jako v roce 20170,

Centrum se rovnez podili na tvorbé evropske legislativy na ochranu spotrebitele.




SERVICE TO CONSUMERS

WE GIVE A HELPING HAND

Probably the most visible part of the European Consumer Centre’s work is provision of information to Czech
consumers on their rights when shopping in other member states of the European Union, Norway and Iceland,
and direct help in their disputes against sellers of goods and providers of services from these countries. ECC
focuses on provision of information via its information materials, lectures and cooperation with the media.

NUMBER OF CONTACTS WITH CLIENTS INCREASED

In 2010, the Czech ECC answered 685 information requests, which is almost double of the number in compari-
son with the previous year (357 requests) and, in an amicable out-of-court way, helped to solve 403 consumer
complaints regarding mostly e-commerce, air transport, accommodation services, car rental, car purchase and
so forth,

With the total of 1088 contacts the centre experienced a significant increase in comparison with the year 2010
when it had 767 contacts in total. The success rate of the Czech ECC is about 70 per cent when resolving
entitled cases.

ALL IS FREE-OF-CHARGE FOR THE CONSUMER

The ECC offers its services for free and is not competent to assist Czech consumers in national disputes against
Czech traders. In the European Consumer Centres’ Network (ECC-Net) it cooperates with centres in other EU
countries, Norway and lceland. The ECC CZ activities are financed by the European Commission and the Czech
Trade Inspection Authority, by which it operates since January 2009. Until then, it operated by the Ministry of
Industry and Trade where it was established four years earlier.

B information requests

B complaints and disputes

I intotal

The increase of information requests was mainly caused by the high number of Internet users who became victims
of the so called web traps using unfair commercial practices. Above all, there were many questions concerning the
Online Investment Group company who was sending invoices for tens and hundreds of Euros on the grounds of
alleged registration on their websites and potential costs of execution procedures and so forth.

The number of the solved cases was on a similar Jevel as in 2010.

The centre also takes part in the development of European legislation on consumer protection.




EVROPSKYSPOTREBITEL.CZ - NOVY WEB ESC

Na podzim roku 2011 pfipravilo Evropské spotiebitelské centrum své nové webové stranky, které mize
verejnost vyuzivat od ledna 2012. Na adrese www.evropskyspotrebitel.cz zajemci najdou prehledné ¢lenéné
informace o pravech spotrebitell pfi nakupovani zbozi a sluzeb v jinych evropskych zemich, maji moznost
prihlasit se k odbé&ru Novinek ESC CR ¢&i stat se fanouskem ESC na sociélnich sitich facebook nebo twitter,
na nichz centrum od roku 2011 komunikuje s laickou i odbornou vefejnosti.
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Domovska strana nabizi vyber z tematickych sekcl, jako jsou Nakupy online, Nakupy v EU, Letecka doprava,
Auto-moto a dalsi. V nich jsou kromé odkazC na prislusné pravni pfedpisy nabizeny praktické informace,

které se mohou pfi bézném nakupu zbozi &i vyuzivani sluzeb hodit, a navstévnici zde najdou také odpovedi

na nejcastéji kladené otazky spojené s nakupem jinde v EU, Norsku nebo na Islandu. Velice uzitecnym se mize
pro nakupujici stat napriklad navod, jak poznat podvodny internetovy obchod.

Informace ESC byly dosud pristupné v sekci webu Ceské obchodni inspekce www.coi.cz/esc. Novy web
je pripraven graficky a navigacné tak, aby informace byly jesteé dostupneéjsi a prehlednéjsi. Adresa
evropskyspotrebitel.cz je také snaze zapamatovatelna nez ta dosavadni, a zajemci o informace a asistenci

v zélezitostech spojenych s preshranicnim nakupovanim v Evropé by meli ESC také snaz najit




EVROPSKYSPOTREBITEL.CZ - NEW ECC CZ WEBSITE

In the autumn of 2011, the European Consumer Centre Czech Republic prepared its new website which has
been used by the public since January 2012. On www.evropskyspotrebitel.cz people can find well-structured
information on consumer rights when purchasing goods or using services in other European countries. They
can subscribe to the ECC CZ newsletter or become ECC fans on the social networks Facebook and Twitter
on which the ECC started communicating with both laics and professionals in 2011.
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The home page presents a selection of several thematic sections such as Online Shopping, Shopping in the
EU, Air Travel, Cars and Traffic and so on. Except for links to appropriate legal regulations, useful information is
provided and visitors can also find answers to the most frequently asked guestions on purchases elsewhere
in the EU, Norway or Iceland. The guide how to recognize a fraudulent e-shop can become very useful for
shoppers.

The ECC CZ information were available as a section of the Czech Trade Inspection Authority’s website
www.coi.cz/esc. The new website is better organized so the information is more easily accessible and clearer.
The address www.evropskyspotrebitel.cz can also be more easily remembered and thus people interested

in information and assistance concerning cross-border purchases in Europe should be able to find the ECC
quickly.




SIT ESC

V Evropé plsobi 29 pobocek sité Evropskych spotrebitelskych center (ECC-Net), kromé ¢lenskych statd EU
jsou jesteé v Norsku a na Islandu. Sit zfizuji Evropska komise a zuCastnéné staty, ve kterych jednotliva centra
plsobi pfi statnich organech dozoru nad trhem nebo pfi spotrebitelskych sdruzenich a jsou financovana
Komisf a zU¢astnénymi staty formou ro¢nich grantd.

NASE AKTIVITY

Centra spolupracuji na plnéni cild této sité. Mezi nimi jsou, kromé soucinnosti pri poskytovani informact verejnosti
a feseni konkrétnich preshranicnich spotiebitelskych sport, | spolecné projekty na podporu informovanosti
evropskych spotiebiteld nebo zpravy pro Evropskou komisi o fungovani evropského trhu a o praktické Gcinnosti
predpist prijatych na evropské Urovni a podobné. Tato komplexni ¢innost vyzaduje Uzkou spolupraci a komunikaci
mezi jednotlivymi centry, véetné vzajemnych studijnich navstév a osobnich jednani v ramci prislusnych projektd.

Zastupci center se rovnéz pravidelné setkavaji s Evropskou komisi, s niz konzultuji a vwhodnocuiji aktivity, plisobent
a sméfovani sité apod. Zastupci ESC CR se Ucastni také mezinarodnich konferenci a seminéiCi s tematikou evrop-
ské legislativy tykajicl se prav spotrebiteldl, z nichz nekteré poradajl | partnerska centra.

OTESTOVALI JSME E-SHOPY

V lofiském roce se ¢eské ESC podilelo na utajeném testu evropskych e-shop, pfi némz pracovnici jednotlivych
Evropskych spotrebitelskych center nakupovali online pres hranice a poté, co vyrobky dorazily, v zakonné Ihaté
odstupovali od smilouvy a bez udani divodu je vraceli. Cillem testu bylo zjistit, zda budou provozovatelé e-shopl
jednat v souladu s evropskou legislativou.
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RADILI JSME CESTUJICIM

Dalsim pfinosnym projektem byl celoevropsky Den prav cestujicich v letecké doprave 7. Cervence 2011,
kdy pracovnici site ESC poskytovali informace cestujicim primo na zhruba 30 letistich, véetné prazské Ruzyné.

Tento projekt koordinovalo ESC Italie. Ceské centrum spolupracovalo na prazské akci s Uradem pro civilni letectvi
a Generalnim feditelstvim Evropské komise pro mobilitu a dopravu, respektive jeho smluvnim partnerem

pro kamparn o pravech cestujicich, sdruzenim Sebe spolu. Velké podékovani patfi spolecnosti Letisteé Praha,
ktera umoznila umisténi informacniho stanku zdarma.

Ceské ESC navic pripravilo i mensi cilenou kampar v autobusech miticich pred Vanoci z Ceské republiky

do zahranici. Cestujici byli informovani prostrednictvim letakd Jak reklamovat zbozi zakoupené v EU

napt. o délce zaruéni doby ¢i o Ihdtach na vyrizeni reklamace zahranicnim obchodnikem apod. Letakova kampan
byla doplnéna inzeratem v ¢asopise pro cestujici a polepem zadnich el tif autobusl inzerujicim bezplatné pravni
sluzby Evropského spotrebitelského centra.

Podrobné informace o spolec¢nych projektech a jejich vysledcich Ize najit na www.evropskyspotrebitel.cz
nebo na webu ec.europa.eu/consumers/ecc.




FCC-NET

In Europe, 29 European Consumer Centres operate, besides EU member states also in Norway and Iceland.
They are associated in the ECC Network (ECC-Net) coordinated by the European Commission and the
participating states. Individual centres in various countries operate by national authorities or consumer asso-
ciations and are financed through annual grants by the Commission and the participating states. The centres
cooperate on fulfilling the goals of the network.

OUR ACTIVITIES

Apart from the cooperation when resolving cross-border complaints, these objectives are also common projects
carried out to provide information to European consumers or reports to the European Commission on functioning
of the internal market and on practical effectiveness of measures adopted on the European level and so forth.
This complex activity requires tight cooperation and communication among the individual centres, including
personal meetings concerming particular projects or study visits. Centres’ representatives also regularly meet the
Commission to consult and evaluate activities, operation and directing of the network and so forth.

WE TESTED E-SHOPS

Last year, the ECC CZ participated in a secret test of European e-shops, in which the employees of individual
European Consumer Centres were purchasing cross-border over the Internet and after the products arrived,
they were withdrawing from the contracts and returning the goods within the cooling off period. The aim of the
test was to find out whether e-shops’ operators act in compliance with the European legislation.

WE ADVICED TRAVELLERS

In the previous year, the Czech ECC participated in the European Air Passenger Rights Day on July 7, 2011,
when ECCs’ employees provided information to travellers directly at about 30 airports, including the Ruzyné
Airport in Prague.

The project was coordinated by ECC lItaly. When organizing the event in Prague, the Czech centre cooperated
with the Civil Aviation Authority and the European Commission Directorate-General for Mobility and Transport,
respectively its contractor the Sebe Spolu Association. Special thanks go to the Prague Airport company for
providing the information stand free-of-charge.

The ECC CZ also carried out a modest campaign on international buses before Christmas. Travellers were
informed on their rights when shopping abroad in the brochure How to claim goods bought in the EU. This
campaign was supplemented by an advertisement in the bus company’s magazine and banners on the backs
of three international buses advertising free-of-charge legal services of the European Consumer Centre.

Detailed information about the joint projects and their results can be found on
www.evropskyspotrebitel.cz or on ec.europa.eu/consumers/ecc.




Studijni navsteva ESC Itélie v Praze
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Study visit by ECC ltaly in Prague
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7PUSOB RESEN| PRIPADU

Clenové sit¢ ESC bezplatné poméhajf spottebiteldm v jejich preshraniénich sporech s obchodniky a snazf

se dosahnout smimého mimosoudniho feseni. Evropska spotrebitelska centra pritom nevystupuji jako dozorové
spravni organy, a nejsou tedy opravnéna ve sporu spotrebitele s obchodnikem zavaznym zplsobem rozhodnout
nebo ulozit sankci. To je Ukol prislusnych spravnich organc.

Nez Evropskeé spotrebitelské centrum vstoupi do jednani s obchodnikem, mél by se spotrebitel pokusit spor
vyfesit smirmou cestou sam.

Odkud prichazely stiznosti zahrani¢nich spotrebitelll Kam nejcastéji mifily stiznosti Ceskych spotiebitell v %
na ¢eské obchodniky v %

CASTE OBLASTI STIZNOSTI

nakupovani pres internet
letecka doprava
ubytovaci sluzby a sluzby cestovnich agentur

prondjem a nakup vozl

nakup zboZzi pfi pobytu v zahranici




RESOLVING CASES

The ECC-Net activity mainly consisting in the assistance in consumer-to-business cross-border disputes is
based on the effort to reach an amicable out-of-court resolution. The European Consumer Centres do not act
as surveillance administrative authorities and thus are not entitled to give a binding decision or issue a fine in a
consumer-to-trader dispute. This would be the task for competent enforcement bodies.

Before the ECC enters the negotiation with the trader, the consumer should try to resolve the case in an amicable
way on his/her own.

Foreign consumers' complaints against Czech traders in % Czech consumers' complaints by traders' country in %
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FREQUENT AREAS OF COMPLAINTS

e-commerce
air transport
accommodation or travel services

car rental and purchase

purchase of goods on the premises




USPESNE RESENE PRIPADY

NEUSPESNA REZERVACE

Ceska spotrebitelka si chtéla rezervovat zpatednf letenku do Londyna na internetové strance madarského
leteckého dopravce. Poté, co poskytla vSechny informace, véetné Udajl své kreditni karty, ale predtim,

nez zkontrolovala a potvrdila rezervaci, internetova stranka spadla. Spotrebitelka stranku obnovila a rezervace
byla potvrzena. Jenze rezervace zpatecnino letu byla nikoli na pozadovany 9. kvéten, ale na 8. kvéten.
Spotrebitelka ihned zavolala na zakaznickou linku, kde ji poradili, aby poslala elektronickou stiznost, coz udélala,
a dalsi den si rezervovala jednosmemy let na 9. kvéten za 30 liber. Dopravce ale na jeji stiznost a zadost o vraceni
30 liber nereagoval. Sit ESC ho kontaktovala a dosahla vraceni uplatiované castky.

3 PROBLEMY S VYPUJCENIM AUTA

Cesky spottebitel si plijcil automobil ve Velké Britanil, ale objevily se tfi problémy:

1. Spotrebitel poskrabal levy predni blatnik, nasledné rozporoval vysi nakladd na jeho vymeénu v Castce

307,85 liber, protoze pofizovaci cena je polovicni. Protoze obchodnik predlozil Ucet, ktery neprokazal skute¢nou
vysi nakladd, pozadoval spotfebitel své penize zpét.

2. Spottebitel si rezervoval viiz Urovné Renault Mégane, ale na misté mu byl nabidnut vz niz&l kategorie Skoda
Fabia. Proto si spotfebitel musel pronajmout viz vyssi kategorie (Peugeot 308) s priplatkem 5,53 libry na den,
avsak tento pfipatek nasledné pozadoval zpét.

3. Po navratu domd byly z bankovniho Uctu spotfebitele strzeny penize za 8 litrl benzinu, ackoli t&sné pred
vracenim auta natankoval plnou nadrz.

Spotrebitel pozadal o pomoc sit ESC, ktera po jednani s autopdj¢ovnou doséhla vraceni pozadované Castky
ve wsi 674,63 libry.

NEJASNE INFORMACGE

Ceska spotrebitelka si vyplicila automobil na Kypru, k demuz vyuzila irského zprostfedkovatele. PYi internetové
objednavce byla cena 119,65 eura prezentovana jako konec¢na ,se véemi taxami a poplatky”. Ve vypdjénich
podminkach nicméne byla poznamka, ze na pobocce spolec¢nosti se plati letistni poplatek ve vysi 15 €.

Ten pak spotrebitelka skutecné musela zaplatit. Tato konecna cena vSak byla pro spotfebitelku zfejma pouze

7 poukazky vystavené po zaplaceni a provedeni samotné rezervace. Autoplijcovna nasledné odmitla Zadost

o refundaci 15 € s tim, Ze informace byla poskytnuta ve vypCjcnich podminkach dostupnych béhem rezervace.
Sit ESC refundace doséahla a spole¢nost slibila, ze ucini kroky k vyjasneni svych informaci.
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SUCCESSFUL CASES

UNSUCCESSFUL RESERVATION

Czech consumer intended to make a reservation of a return ticket to London through a Hungarian air carrier's
webpage. After providing all details and payment card information, but before checking and confirming the
reservation, the website collapsed. The consumer refreshed the page and the reservation was done. However,
the confirmed return flight was not on May 9 as intended, but May 8. The consumer called immediately customer
help line and got advised to write an online complaint, which she did and the other day made another reservation
(one way) for May 9 for extra 30 GBP. T never replied the claim and did not answer her request to refund the

30 GBP. After contacting the carrier, the ECC-Net managed to reach refund of the claimed amount.

3 PROBLEMS WITHIN CAR RENTAL

Czech consumer rented a car in the UK, but 3 problems appeared:

1. The consumer scratched the front left alloy, but he id not agree with the cost of 307.58 GBP for replacement,
as the original price is less than a half. Because the trader did not provide an invoice proving his real costs, the
consumer wanted money back.

2. The consumer reserved a car on the level of Renault Mégane, but on the premises he was offered Skoda
Fabia of lower category. Therefore he had to rent a higher category vehicle (Peugeot 308) with an additional
price of 5,563 GBP per day which he then claimed.

3. After returning home, the consumer was charged for 8 litres of gas although he filled the tank before retumning
the car.

The consumer asked the ECC-Net for help. The ECC-Net recovered the total claimed amount of 674.63 GBF.

UNCLEAR INFORMATION

A Czech consumer rented a car in Cyprus, using the service of an Irish promoter. During the online order, the
price €119.65 was presented as final, as a price with "all taxes and charges included". In the rental conditions
however, there was a note that an airport fee of €15 is payable at car rental desk. The consumer really had to
pay the fee. This final price was however accessible only in the car rental voucher, issued after the payment
and reservation itself. The trader refused the consumer’s request to refund the fee of €15, claiming that the
information was provided in the car rental conditions accessible during the reservation. ECC-Net reached the
refund of €15 and the trader promised to take steps to make its information clearer.
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OHLASY SPOTREBITELU

Dékuji Vam za velmi rychlou, srozumitelnou a logicky argumentovanou odpoved s objasnénim
jednotlivych pojma.
M. S.

Dékuiji za zpravu a hlavné pomoc. Penize jsem obdrzel. TroSku mé teda Stve, ze jim to takto prochazi
a ze s tim nemdzu udélat vice, ale asi vic nenadélame. Jesté jednou moc dékuiji za pomoc.

Je prima, Ze jsou v CR/Evropé instituce, které dokazou Slovéku pomoci.

L. M.

Nevim, jak jste to dokazal, ale dnes mi pfisel sek na zbyvajici ¢astku 699 KE za saty, které
mi spolec¢nost diuzila. Timto Vam jesté jednou velmi dékuiji, opravdu jste mi moc pomohl.
Vazim si toho. Preji Vam jen samé prijemné dny.

S. G

Zastoupom™
Evropskt home
v Cesk republice




FEEDBACK FROM CONSUMERS

Thank you for your very prompt, understandable and logical reply and clarification of individual concepts.
M. S.

Thank you very much for your help. | am a bit angry that they still keep doing that and that there is
probably nothing more we can do about it. Thank you once again for your help. It is nice to know that
there are institutions in the Czech Republic/Europe that know how to help people.

L. M.

I don't know how you managed to do it, but a 699 CZK check arrived, which is the amount that

the company owed me for the dress. Thank you very much once again for your help. | appreciate it very
much. Let me wish you just nice days.

S. G.

Zastoupom™
Evropskt home
v Cesk republice
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INFORMACE V PREDSTIHU

Jednim z hlavnich cill ¢eského ESC je nadale poskytovat informace v predstihu, aby si spotiebitelé byli
védomi svych prav pfi pfeshrani¢nim nakupovani a védéli, co délat a kam se obratit pro radu jesté predtim,
nez jejich spor se zahraniénim obchodnikem viibec zacne.
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SPOLUPRACUJEME S MEDI

Z tohoto pohledu je velmi ddlezité a prinosna spolupréce s médii. Dobre se rozvijgjici kontakty s nékterymi vyznam-

nymi celostatnimi médii daly moznost poradit eskym spotrebiteldim v otézkach, s nimiz se na nas ¢asto obracsji,
jako jsou napriklad nakupovéani pres intermet (jak reklamovat takto zakoupené zbozi a jak predchézet problémdm
a podvodim) nebo financni nahrady a odskodnéni v letecké doprave.

Medialni ohlas zaznamenal celoevropsky Den prav cestujicich v letecké doprave, poradany Cleny site ESC
na zhruba 30 letistich Evropy, véetné prazské Ruzynée.

VAROVNE POHLEDNICE

Evropské spotfebitelské centrum pravidelné publikuje ve spotrebitelském Casopisu dTest, vydavaném sdruzenim
spotrebiteld TEST. Vice nez 25.000 predplatiteld naslo v jednom z ¢isel také pohlednice upozormujici na fenomén
podvodd v prostredi internetu a nazvané ,Vis, komu posilas své penize?* a ,Vis, komu poskytujes své osobni
Udaje?".

PREDNASKY A VELETRHY

Dilezita jsou také setkani s laickou i odbornou verejnosti, a proto pracovnici ESC hovorili o evropském
spotrebitelském pravu a o své ¢innosti na prednaskach na univerzitach, krajskych Uradech apod. Vyraznymi
udalostmi byly také Veletrhy evropskych informacnich siti pofadané ve Ctyfech krajskych méestech Zastoupenim

Evropské komise v Ceské republice.




INFORMATION IN ADVANCE

One of the main aims of the ECC CZ still is to provide information in advance so that consumers are aware
of their rights and know what to do and where to turn for advice in case of a cross-border claim before they
even have it.

V1%, KOMU POSTLAS SVE PENTZE?
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WE COOPERATE WITH MEDIA

The cooperation with media is very important and beneficial. Developing contacts with some of the Czech leading
media provided us with the opportunity to advice Czech consumers in issues frequently concerned in our work,
e.g. e-commerce (how to claim goods purchased online and how to avoid problems and frauds) or refunds or

compensations in air transportation.
Media coverage was provided to the European Air Passenger Rights Day on July 7, 2011, when individual ECCs'
employees provided information to travellers directly at about 30 airports, including the Ruzyné Airport in Prague.

ALERTING POSTCARDS

The ECC regularly publishes its articles in the consumer magazine dTest of the consumer association TEST. More
than 25,000 subscribers found two types of postcards pointing at the online frauds phenomenon and titled “Do
you know who you send your money to?” and “Do you know who you give your personal data to?”.

LECTURES AND FAIRS

In the context of consumer education, meetings with both laics and professionals are important. This is why
the ECC CZ also gave lectures on European consumer legislation and on ECC activities at universities, seats
of regional authorities and so forth. Fairs of EU Information networks organized by the Representation of the
Commission in four regional cities belonged among very significant events.




TIPY PRO VAS

PRAVA CESTUJICICH DANA EVROPSKYM NARIZENIM 261/2004

PRI ZRUSENI LETU

moznym spojem (pokud je to mozné), nebo odstoupeni od smlouvy a vraceni ceny letenky, pfipadné pomeérné
Castky z ceny zpatecni letenky. Pokud si vybere odstoupeni od smlouvy, tak uz za néj leteckéa spolecnost
nenese zadnou odpovednost a neposkytuje mu uz zadnou pomoc.

Pokud si vsak zvoll pfesmeérovani, pak mu musi dopravce poskytnout nasleduijici bezplatnou péci:
- strava a obcerstveni v rozsahu primérfeném cekaci dobé
- v pripadé potreby i ubytovani v hotelu na jednu &i vice noci, véetné prepravy mezi letistém
a mistem ubytovani
- 2 telefonni hovory, poslani 2 zprav faxem ¢i e-mailem

Pri zruseni letu mUze mit cestujicl rovnéz pravo na dodatecnou finanéni kompenzaci, tedy pausalni nahradu
Skody za neuskutecnény let, a to ve vysi 250 az 600 eur v zavislosti na délce letu.

PRI ZPOZDENI LETU

Pri vyznamném zpozdéni letu ma cestujicl pravo na bezplatné poskytnuti péce od dopravee, jak je uvedeno
wse. Za vyznamné je pfitom povazovano zpozdéni o 2 hodiny a vice u letu kratSiho nez 1500 km; o 3 hodiny
a vice u vsech letd v Evropském hospodéarském prostoru delSich nez 1500 km a vSech ostatnich letd o délce
1600-3500 km; 0 4 hodiny a vice u vSech ostatnich letl. Pokud zpozdéni presahne 5 hodin, ma cestujict
pravo na odstoupeni od smlouvy a vréaceni ceny letenky olbbdobnym zplisobem jako u zrusent letu.

UPLATNENI ZARUKY JINDE V EU

Ceské spotrebitelské pravo neni zcela stejné jako v ostatnich zemich EU. Nicméné evropska legislativa poskytuje
spotfebitelim ve vsech ¢Elenskych statech jednotnou zakladni Uroven ochrany. Kazdy spotfebitel v EU ma pravo,
aby jim zakoupené zbozi odpovidalo kupni smlouve (shoda s kupni smlouvou). Vyskytne-li se na véci rozpor

s kupni smlouvou, mdze spotrebitel dle svého uvéazeni pozadovat jeho odstranéni bud bezplatnou opravou,
nebo vymenou za véc bezvadnou. Neni-li jim zvolené feseni mozné, nebo je obchodnik s reklamact

v nepriméreném prodleni, maze spotiebitel od smlouvy odstoupit, nebo Zadat primérenou slevu.

Vyskytne-li se vada béhem prvnich 6 mésicl od koupe, predpoklada se, ze vada existovala v okamziku predan,
pokud prodavajici neprokaze opak. V pfipade, ze se vada objevi v obdobi mezi 6. az 24. mesicem, pak musi
spotrebitel dokazat, ze vada existovala jiz v okamziku predant.

Cesky zakonodéarce poskytl spotfebiteli vétsi ochranu, nad ramec té spolecné, evropské, kdyz zaved| tzv. dvou-
letou zéruku, kdy prodavajici odpovida nejen za vady, jez ma vec v okamziku dodani, ale za urcitych podminek
rovneéz i za ty, které vzniknou az nasledné v zarucni dobé.

Délka odpovednosti za vady véci, které vzniknou po prevzeti véci v prdbéhu zarucni doby, a jeji pravidla
je v Clenskych statech EU upravena odlisné na zakladeé vnitrostatnich pravidel.




TIPS FOR YOU

PASSENGER RIGHTS STIPULATED IN EUROPEAN REGULATION NO 261/2004

IN CASE OF FLIGHT CANCELLATION

If a flight is cancelled, passengers are automatically entitled to choose between re-routing to the final
destination at the earliest opportunity (if it is possible) and withdrawal from the contract and ticket refund
or refund of a proportional part from the return ticket price. If the passenger chooses the withdrawal
and refund, the airline company bears no further responsibility and provides no further help.

If you choose re-routing the carrier is obliged to provide you with the following care:

- meals and refreshments in the extent appropriate to the waiting time

- in case of need also accommodation in a hotel for one or more nights, including transport between
the airport and the hotel.

- two phone calls, sending of two messages via fax or e-mail

In case of flight cancellation, you also might have the right to subsequent financial compensation, i.e. a fixed
amount as a compensation for the cancelled flight from €250 to €600 depending on the distance of the flight.

IN CASE OF FLIGHT DELAY

In case of a significant flight delay, passengers have the right to free of charge care from the carrier

as mentioned above. As a significant delay is understood a delay of more than 2 hours for a flight shorter
than 1,500 km; of more than 3 hours for all flights in the European Economic Area longer than 1,500 km
and all other flights 1,500-3,500 km long; of more than 4 hours of all other flights. If the delay exceeds

5 hours, passengers are entitled to withdraw from the contract and to a ticket refund in a way similar to
the one in flight cancellation.

GUARANTEE ELSEWHERE IN THE EU

The Czech consumer law is not the same as in other EU countries. However, European legislation provides unified
elementary level of protection to consumers in all Member States. Every consumer in the EU has the right for the
purchased goods be in conformity with the contract of purchase. If non-conformity with the contract appears in
the item, the consumer can ask for its removal, either by free-of-charge repair or by exchange for a non-defective
item. If his choice is not possible or the vendor does not settle the claim in appropriate time period, the consumer
can withdraw from the contract or ask for a reasonable discount.

If a defect appears within the first 6 months after the purchase, it is assumed that the non-conformity existed
already at the moment of purchase unless the trader disproves. If the defect appears between 6" and 24"
month, the consumer bears the burden of proof.

The Czech legislator provided higher level of protection to consumers by imposing the so called two-year warranty
in which the seller is responsible not only for defects existing from the beginning, but under certain circumstances
also for defects which appeared later within the warranty period.

The period of liability for defects within the warranty period and the respective rules slightly vary in the different EU
Member States on the grounds of their national legal regulations.




SPOLUPRACE

Ceské ESC se snazi rozvijet vztahy s rliznymi
partnery, ktefi jsou zapojeni do zalezitosti
tykajicich se preshrani¢niho nakupovani,

a také s dalSimi sitéemi Evropskeé unie.

ESC postupuje néktera spotrebitelska podant
vUci eskym obchodnikéim své hostujicf
organizaci, tedy Ceské obchodni inspekai.
Co se tyka prav cestujicich v letecké doprave,
Usp&sné spolupracuje s Uradem pro civilnf
letectvl.

Vyborna spoluprace se rozvinula s jinymi sitémi,
jako jsou napt. eurocentra a Europe Direct,

s nimiz poradame prednasky na univerzitach

a podobne. Zastupci ESC rovnéz spolupracuj
se Zastoupenim Evropské komise v Ceské
republice, a to napriklad pfi jim poradanych
Veletrzich evropskych informacnich siti, které
se coby nastupci eurofestivald konanych

v minulych letech uskutecnily na podzim 2011
v centrech &tyf krajskych mést (Brmo, Ceské
Budéjovice, Pardubice, Plzen).

Posledni ze Ctyr veletrhd informacnich siti
Evropskeé unie, ktery se konal v Plzni, navstivil
také eurokomisar Stefan File, kterého mimo
jiné zaujaly i sluzby ESC.




COOPERATION

The ECC CZ intends to develop relationships
with various partners who are in any appropri-
ate way involved in cross-border consumer
issues, and also with other European
networks.

The ECC submits notifications towards Czech
traders’ practices to its hosting organization, the
Czech Trade Inspection Authority. In terms of air
passengers’ disputes, it successfully cooperates
with the Civil Aviation Authority.

An excellent collaboration has developed

e.g. with Eurocentres and Europe Direct,
during our common lectures at universities
etc. ECC representatives also cooperate with
the Representation of the Commission in the
Czech Republic, who e.g. organizes Fairs of
EU information networks as the successors

of the former Eurofestivals. The Fairs were held
in four regional cities (Brno, Ceské Budgjovice,
Pardubice, Plzen) in the autumn of 2011,

The European Commissioner Stefan Fulle
attended the last of the four Fairs of EU informa-
tion networks and was interested in the services

provided by the European Consumer Centre.
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