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As announced by Emma Bonino,
the European Commissioner
responsible for consumer policy,
in the editorial of the preceding
issue of INFO-C, a forum on the
information society was held in
Dublin on 3 and 4 September,
which she attended. This was an
opportunity for all participants
- including numerous represen-
tatives of consumer organizations
and European consumer policy
officials such as Spyros Pappas,
Director-General of DG XXIV at
the European Commission - to
review consumer needs in this
domain. How can we regulate,
without stifling the market?
This challenge was taken up
by various contributors during
the debate - see the ‘Viewpoints

and debates’ section for details.
We need hardly add that all
current and future discussions on
this topic will be addressed
in our upcoming issues, since
the runaway growth of the

information society is likely

to have a big impact on our
everyday lives.

A ‘Consumer Affairs’ Council is

slated for 25 November. The

agenda is reproduced in the
‘Institutions’ section. Thorny
topics abound - access to justice,
guarantees and after-sales
services, financial services and
unit price marking!

the Economic

Finally, this issue reports on the
opinions of two European
Parliament commissions on
access to justice; the opinions of
and Social
Committee on the Commission’s
priorities for consumer policy for
1996-1998 and the BSE crisis; the -
results of the latest Comthission
survey on motor vehicle prices in
the EC; the VKI's conclusions as
how accession to the EU affects
Austrian consumers; the CECU’s
verdict on consumer protection
provisions in the new Spanish
Penal Code; the European-level
campaign launched by Test-
Achats and BEUC challenging the
increase in telephone prices in
Belgium, as well as a host of
other hot topics.
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- the report on the directive’s
application, to be presented by the
European Commission to the
European Parliament and Council
every three years, should be based
inter alia on prior examination of the
qualified entities and the European
Commission should be required to
present an amended proposal for a
directive, if its report concludes that
the directive needs improving.

2. PRIORITIES FOR CONSU-
MER POLICY 1996-1998

On 3 September the Committee on
Legal Affairs and Citizens’ Rights
delivered its opinion® on the Com-
mission’s communication on priorities
for consumer policy (1996-1998)". Here
the Legal Affairs Committee explicates
its views on the “access to justice’ strand’
of the European Commission’s
priorities and how it aspires to promote
consumer redress, notably by imple-
menting its ‘action plan on consumer
access to justice and the settlement
of consumer disputes in the internal
market’ . The Legal Affairs Committee
invites the Committee on the Environ-
ment, Public Health and Consumer
Protection, which is responsible as to
the substance of the matter, to
incorporate the following conclusions
into its own opinion:
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- [the European Parliament] stresses
that out-of-court settlement of
disputes can be an extremely useful
way of reducing costs;

- [the European Parliament] urges the
Commission to reduce the periods
set out in Annex I of its action plan
concerning measures to be taken to
implement the envisaged initiatives
in the plan; ‘

- [the European Parliament] specifies
that in future, in the context of the
legal resolution of disputes of
collective interest at Community
level, the following measures must
be undertaken: harmonization of the
conditions governing the imposition
of injunctions against illicit commer-
cial practices and a right for business
and consumer organizations to be
active parties in joint actions;
granting of powers to the courts to
take decisions based on the law
applicable to the substance of the
dispute even if the infringement has
only had repercussions on a market
outside the national market; support
for the establishment of national lists
of entities empowered to bring
actions for an injunction; the
creation of a pre-dispute procedure
to give the defendant the opportu-
nity to end the infringement

voluntarily; study the possibility of
resolving certain disputes on the
basis of a simplified standard form,

- [the European Parliament] believes
that the Commission should consider
the possibility of harmonizing legal
procedures for the recovery of late
payments and the costs these entail.

The Parliament is expected to deliver
its opinion at its plenary session in
October or November.

Contact:

Annemarie Kuhn / Julio Anoveros Trias de Bes
European Parliament

rue Belliard 97-113

B - 1047 Brussels

Tel. +3222842111

Fax:  +32223069 33

' Ref.: 217.560/def.
Rapporteur for opinion: Annemarie Kuhn.

* Ref.: COM(95) 712, 24. 1. 1996.

3 Ref.: 216.128.
Rapporteur for opinion: Julio Anoveros
Trias de Bes.

* Ref.: COM(95) 519.

* This concerns both the resolution of indi-
vidual cross-border disputes on the part of
consumers themselves as well as actions for
an injunction against illegal practices at
national or cross-border level brought by
consumer protection associations, as des-
cribed in point 1.

¢ Ref.: COM(96) 13 final, 14. 2. 1996.
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determines membership of the
Consumer Committee as well as
whether and when it meets. It thinks
that the consumer organizations
should be free to determine who
represents them, that the Consumer
Committee should be free to decide
whether and when it wants to advise
the Commission, and that this right
should not be confined to consumer
policy issues proper, but also
extended to horizontal consumer
policy issues.

.Help the Central and Eastern

European Countries design consui-

mer protection policies.
The ESC would like to see the EU

restrain its producers from dumping
substandard goods on these markets,
where controls are often absent or
inadequate, and encourage local
producers to perform better. It is, of
course, all in favour of supporting
the emergence of independent
consumer organizations in this part
of Europe.

10.Contribute to the creation of-a

consumer policy in the developing
countries.
The ESC approves of the Com-

mission’s including consumer policy
among its policies directed at the
economic development of these
countries.

Contact:

Economic and Social Committee
rue Ravenstein 2

B - 1000 Brussels

Tel.:
Fux:

+322546 90 11
+322513 4893

' Reference to the Commission’s communi-

cation: COM(95) 519 final.
Reference to the ESC's opinion: CES(96) 889.

* Which set up the EU Eco-Label Award

Scheme.

ESC delivers Opinion on BSE

At its plenary session of 10 July the

Economic and Social Committee
(ESC) adopted an Own-initiative
Opinion on the bovine spongiform
encephalopathy (BSE) crisis and

its wide-ranging consequences

Jor the EU'. Below we summarize
the ESC’s recommendations on the
current and future management of the
crisis. For its assessment on how the

crisis was managed in the past the
reader is referred to the full text of the
ESC's opinion.

The ESC:

welcomes the agreement at the
Florence European Summit which
provides for the implementation of
a plan to eradicate BSE in the
United Kingdom and approves the
granting of aid to beef farmers.
However it considers that, if the
disease is to be completely

eradicated, extra resources must be

allotted at Community level to
scientific research into BSE and the
Creutzfeldt-Jacob disease (CJD);

urges the strict implementation of
measures to withdraw unsafe
products from the market,
including both ‘raw material’
(animal feed) and finished
products (meat intended for human
consumption, notably offal)
susceptible of being contaminated;

urges the strict implementation of
measures to ban the production
and, naturally, the placing on the
market of unsafe products;

invites all workers in contact with
animals or meat susceptible of
being contaminated to take the
strictest precautions (detailed in its
opinion);

urges that consumers be kept
abreast of all results of research
work on BSE and CJD and, like-

wise with an eye to informing the
public, urges that rules on product
labelling, including the labelling of
cosmetic products, mandate the
indication of any hazardous
ingredients in regard to BSE;

calls for an assessment of the
effectiveness of the directive on
general product safety’ and an
extension of the scope of the
directive on liability for defective
products’ to include farm products
and the risks linked to their
consumption;

proposes that, in order to revitalize
the livestock sector in the long
term, beef farmers be granted
subsidies to transform intensive
farms into semi-extensive or
extensive units and that infor-
mation measures on meat quality
produced in the EU be organized
both in the EU and in third
countries;

INFO-C 5/ SEPTEMBER 96







INSTITUTIONS

Belgium:

Jean-Marie Beguin
CRIOC

rue des Chevaliers 18

B - 1050 Bruxelles

Tel: 43225470611
Fax:  +3225470601

~Netherlands:
Eeke Wervers
Consumentenbond
Enthovenplein 1
PO Box 1000
NL - 2500 BA Den Haag
Tel:  +3170 445 44 76
Fax:  +3170 4454598

Portugal:

Mario Beja Santos

Instituto do Consumidor

Praga Do Duque de Saldanha, 31, 3’
P - 1000 Lisboa
Tel:  +35113544025
Fax:  +35113522410
Germany:

Mirjam Jaquemoth

Abt. Verbraucherbildung
Verbraucher-Zentrale Nordrhein-Westfalen
Mintropstr. 27

D - 40215 Diisseldorf

Tel:  +492113809171

Fax:  +492113809 172

United Kingdom:

Bruce Collier

Director of Community Protection Dpt
South Ayrshire Council

County buildings

Wellington Square

UK - Ayr KA7 1DR

Tel:  +441292 616060

Fax:  +441292 616061

Austria:

Renate Wagner

Verein fiir Konsumenteninformation
Mariahilferstr. 81

A-1060 Wien

Tel:  +431587 35 14

Fax:  +431587 9300

Finland:

Pirkko Gronlund
Kuluttajavirasto
Haapaniemenkatu 4A, Box 5
SF - 00531 Helsinki

Tel:  +358077 261

Fax: 4358077267557

Sweden:

Marianne Orberg
Konsumentverket

S - 118 87 Stockholm
Tel.  +468429 0500
Fax:  +408429 8900

Greece:

George Pavlikakis
E.K.PL.ZO

Valtetsiou St. 43-45
GR - 10681 Athens
Tel:  +30 3300673
Fax:  +303300 591

' Coordinator of the 1997 edition of the
Competition in 11 of the 15 Member States
(exceptions: Austria, Belgium, the
Netherlands and the UK).
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e CITIZEN-CONSUMERS AND THE SINGLE CURRENCY

At the request of Elio di Rupo, Minister
for Economics, the Centre coopératif
de la consommation (consumer
cooperative centre) has conducted a
study on the transition to the single
currency. The study report is titled Les
consommateurs et la monnaie
unique: une stratégie d’infor-
mation en fonction des besoins et
des attentes des consommateurs
(consumers and the single currency -
an information strategy geared to
consumers’ needs and expectations). It
consists of six parts.

The first part sets out the study’s
objectives: to find out what Belgians
think about the single currency and
define their information requirements
as regards the transition to the euro.

The second part highlights:

- what Belgians know about the
future transition to the euro;

- what they think about it;

- the degree of credibility they attach
to the introduction of the euro;

- the benefits they hope to gain from
the euro.

The third part puts the spotlight on

how Belgians perceive the European

Union, accentuating:

- the objectives they consider crucial
for Europe;

- the qualities they would like the
European authorities to have;

- the qualities they would like
European leaders to have.

The fourth part demonstrates that a
majority of the population (76%) feel
they are badly informed about the
single currency. In fact only one
Belgian in two knows that the future
single currency will be called ‘euro’,
and 06% of the French-speaking
community (as opposed to 31% of
Flemish speakers) have never heard of
the ‘convergence criteria’l It then

“shows that the respondents are keen

that the information they are to be
provided with should explain not only
the nuts and bolts (the-‘how’) of the

transition to the euro but also the .

reasons for this choice (the ‘why’) and
the potential consequences (the
‘afterwards’), notably in regard to
employment. It then lists the entities
which, according to the polls, are best
placed to provide this information (first
comes the European Union with 37%,
second the consumer organizations
with 18% and third the banks with
17%). Finally, it puts forward proposals
concerning the general principles

which possible information campaigns

should follow: target the population as
a whole, but taking into account
different needs as a function of age,
socio-professional status, and above'all
the attitude to Europe; explain the
‘why’, the ‘how” and the ‘afterwards’ of
the transition to the euro; answer such
very down-to-earth questions as ‘Who
is going to design the coins and
notes?’; multiply the information
sources; avoid focusing exclusively on
the strictly financial and monetary

aspects, but link the introduction of the
euro to European construction.

The fifth part reviews the outcome of
discussions in three high-level groups
whose mandate was to identify the
general public’s attitude to Europe and
the single currency and to pinpoint its
expectations in regard to information.
The results of these discussions fully
tallied with those of the poll.

The sixth part develops the strategy
for informing and
consumers about the euro which
should be implemented as of now:
firstly, look after the ‘psychological’
aspect, in other words change the
public’s attitude to the euro by
transforming its coerced adhesion into
voluntary adhesion; secondly, work on
the ‘concrete’ aspects by explaining all
the euro’s practical features; thirdly,
work on the ‘promotional” aspects by
encouraging use of the euro instead of
the old currencies.

This report, as well as supplementary
information, can be had from:

Centre coopératif de la consommation
rue Haute 28

B - 1000 Brussels

Tel:  +3225005212

Fax:  +3225027101
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e CAMPAIGN AGAINST HIKE IN TELEPHONE CHARGES

On 15 July BEUC and Test-Achats
wrote to Karel van Miert, the European
Commissioner responsible  for
competition policy, asking him to
examine, in the light of the EC Treaty’s
competition rules, the increase in
charges recently imposed unilaterally
by Belgacom - the Belgian telecom-
munications operator - on its ‘resident
clients’, and to determine whether this
price hike constitutes an abuse of a
dominant position in contravention of
Article 86.

BEUC and Test-Achats consider this
increase to be unjust and indeed
illegal'. The increase was applied

during the run-up to the liberalization
of the telecommunications market in
Europe, a period during which
Belgacom still has a monopoly of the
Belgian market. Recalling that the case
of Belgium is similar to that of Italy and
Germany where, some months ago,
Telecom Italia and Deutsche Telekom
endeavoured to impose similar
measures’, they urge the European
Commission to take a blanket initiative
to protect resident consumers against
unfair increases imposed in the period
preceding the liberalization of the
market and the introduction of
guarantees on the provision of a
universal service

Contact:

BEUC

avenue de Tervuren 36
B - 1040 Brussels

Tel.:  +3227431590
Fax:  +3227357455

Serge Maucq / Ivo Mechels
Test-Achats

rue de Hollande 13

B - 1060 Brussels

Tel:  +32253664 11
Fax:  +3225423250

' It is now up to the European Commission to
express its opinion on this second point.

* Since then Telecom Italia has abandoned its
project. while Deutsche Telekom's is still
being examined by the Commission.

* A minimum service which must be provided
to all users at an affordable price.

will have priority.

Contact:
Marthe-Marie Rochet
Chairwoman

ReAJC

B - 1370 Jodoigne
Tel: +32 108157 40

avenue des Commandants Borlée 28

e REAJC: EMENDATIONS

We wish to correct two inaccuracies which slipped into the article titled *An association to educate
young consumers’ in the ‘Countries -Belgium’ section of our last issue. Firstly, RéAJC (the
network association of young consumers) does not intend to create ‘consumer schools’ but simply
to foster such schools, which will be set up by other organizations. Secondly, the ‘vouth clubs’
which REAJC intends to launch at the start of the 1997 school vear will not be targeted uniquely at
disadvantaged young people. but at all young consumers, although disadvantaged young people
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SWEDEN ¢ ARE YOUNG PEOPLE RESPONSIBLE CONSUMERS?

To find out, Konsumentverket
(Sweden’s consumer agency) carried
out a survey by means of a
questionnaire among 13-16 year-old
pupils in the County of Visternorrland
last winter. The survey included some
questions challenging pupils’ know-
ledge of consumer law, personal
finance, advertising and the
environmental effects of consumption,
as well as others grilling them on their
behaviour as consumers. In addition,
teachers were also asked some
questions to see what they thought
about the way the subject of consumer
affairs should be dealt with in their
schools. Here is a summary of the main
findings:

1. Knowledge-related questions

On average, 54% of the answers were
correct - a result which Konsument-
verket finds ‘acceptable’.

- On average, girls had better know-
ledge than boys: 57% of the answers
given by girls were correct, as opposed
to 51% of those given by boys.

No measurable difference was
discerned in the knowledge of pupils
who had, and those who had not,
completed their studies in domestic
science. X

Pupils who spent the most money on
tobacco and/or make-up gave the
smallest percentage of correct answers.

2. Attitude-related questions

Less than half the pupils questioned
considered that their allowance was
enough to cover their needs in terms of
private spending.

For 49% of pupils, this spending
should go to a broad range of items:
clothes, shoes, entertainment and other
items. The rest want to restrict their
expenditures to only one, or a couple,
of these items.

59% of pupils agree to wear second-
hand clothes, while 41% are reluctant,
or flatly refuse, to do so. Those in the
first category tend to be those with the
best knowledge of consumer affairs.

53% of pupils feel that advertising is
fairly, or completely, unnecessary,
while 47% find it pleasant or fairly
pleasant. Those with the least
knowledge of consumer affairs are
more likely to be polarized for or
against advertising, while those with
the best knowledge are more likely to
have a balanced view of it. Be that as it
may, 89% of pupils distrust advertising!

Only 10% of pupils always take a bag
with them when going shopping (45%
do so occasionally), and only 11%
always look for environmental labels
when buying products (55% do.so
occasionally). 52% have no opinion as
to whether environmentally-friendly
products are too expensive or not, and

/

43% have no opinion as to whether
pollution is caused mainly by big
corporations or the individual
consumer.

3. The teachers’ view

Nearly all teachers consider that
consumer affairs should be taught in
schools'. 87% consider that this
teaching should start as early as junior
level (age 7-10) and/or intermediate
level (age 10-13). They mention
advertising, economics and the
environmental effects of consumption
as suitable themes to be dealt with.

The complete results have been
compiled in a report titled Consumer
knowledge among young people
- A survey in the County of Vister-
norrland. For more information
and/or to obtain the report, contact:

Marianne Orberg / Anna Higgqvist
Konsumentverket

Box 503

S -162 15 Villingby

Tel:  +4687598300

Fax:  +408382215

The survey results can also be found
on the Web at http://www.kov.se/.

" By contrast with this quasi-unanimity, only
38% of schools have integrated consumer
affairs in their teaching plan.

INFO-C 5/ SEPTEMBER 96

27



28

/CUUNTRIES

/

e KONSUMENTVERKET O-N THE WEB

Konsumentverket is now accessible
on the World Wide Web at
http://www.kov.se/.

The site contains general information
about Konsumentverket, specific
information about consumer protec-
tion laws, summaries of articles

published in Konsumentverket’s
magazine Kad och Ron, a list of the
objectives for consumer education in
schools in the Nordic countries, a
catalogue of textbooks and teaching

~ aids, a leaflet that helps you work out

your own budget, etc.

For more information contact:

Maud Holmberg
Konsumentverket

Box 503

S-162 15 Villingby

Tel.  +46875983 00
Fax:  +468382215
Email: holmberg@kov.se

DENMARK ¢ FORBRUGERSTYRELSEN ON THE WEB

Consumers can now click their way
into a large part of the material held by
the Forbrugerstyrelsen (Denmark’s
consumer agency).

The goal has been to create a wide-
ranging home page aimed at both the
normal consumer wanting the latest
video-recorder test  and  the
professional lawyer or advertising
consultant looking up a decision by
the consumer complaints committee or
consumer ombudsman.

Consumers can also put questions to
the advice service, which has to
date been answering around 50 000

telephone calls a year. In addition, the
Rad & Resuyltater (advice and results)
Web page contains articles, press

-statements, laws and regulations, the

school service and the product safety
office’s hot-line, along with the budget
programme ‘Passer pengene? (is the
money right?) with its hot-line.

The home page is naturally under
constant development. It is soon to
include articles from the Juridisk /irbog
(annual law gazette) and the digital
doors are shortly to be opened to
‘ForbrugerForum'’, an on-line consumer
forum. Furthermore, six schools are to
participate in a nationwide pilot

e COTS STILL A PROBLEM

Over the past seven vyears the
Forbrugerstyrelsen has tested a total
of 57 cots on sale in Denmark. Not one

met all the current European safety’

requirements!

And a recent re-testing of 11 of the
cots' reveals that, while some have had
some improvements made, all still
have safety shortcomings (not to
mention quality shortcomings).

The most common faults are the

distance between bars and the height.
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of the sides. If the bars are too far apart
the child can get its head stuck
between them and choke to death.
And if the sides are too low the child
can fall out of the cot. Additionally,
some models have holes or gaps into
which children can poke their fingers,
with the risk of getting them crushed.
Finally, ())'11‘1' one model meets all the
requirements regarding the sturdiness
of bars, base and frame!

The Forbrugerstyrelsen’s product
safety department has pointed out

project to examine how the Internet
can be used in consumer education,
with both teachers and pupils having
their own corner on the consumer
forum.

The Forbrugerstyrelsen’s Internet
address is:
http://www.forbrugerstyrelsen.dk.

For more information contact:

" Margrethe Lyngs Mortensen

Head of information
Forbrugerstyrelsen
Amagerfaelledvej. 56

DK - 2300 Copenhagen S

Tel:  +4532960632 335
Fax:  +4532960232

these safety failings to manufacturers
and it plans to intervene, if necessary
by banning the sale of these products,
if steps are not taken quickly to put the
faults right.

But the institute stresses that this
would not solve the problem entirely,
since there are already tens of
thousands of cots in Danish homes and
families with several children often
pass the cot on from one child to the
next. '




The institute has therefore asked
parents to take a tape measure and
check the distance between the cot
bars. If it is more than 6 cm, the
institute urges parents to get a different
cot - one which, whatever other short-
comings it may have, at least does not
have this most serious of faults.

Contact:

Johan Busse
Forbrugerstyrelsen
Amagerfaelledvej. 56

DK - 2300 Copenhagen S

Tel: ~+4532960632,) 286
Fax:  +45329602 32
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" Full results can be found in the July 1996 edi-
tion of the Forbrugerstyrelsen’s publication
Rdd & Resultater (advice and results). The
cots examined cost between DKR 300 and
DKR 1 700. There is no correlation between
price, safety and quality.

¢ FROM MUSTARD TO SUGAR, FROM HAMBURGERS TO WATER, FROM ICE

‘CREAM’ TO SKIMMED MILK...

An article in the August issue of the
review Rdd & Resultater (advice and
results), published by Forbruger-
styrelsen advises consumers to
carefully peruse the list of ingredients
before buying a food product, because
the percentages involved may come as
a big surprise.

The law stipulates that the percentage

content of all ingredients in a product

be listed in descending order. -

Knowing this consumers can eliminate
products that claim to be something

other than they are. For example, one
blackcurrant jam contains more sugar
than fruit (52% as opposed to 35%);
there is a so-called mustard in which

the mustard proper comes in... sixth

position, after water, glucose syrup,
vinegar, sugar and wheat flour; there
are some hamburgers whose main
ingredient is... also water’; and there is
a so-called vanilla ice ‘cream’ in which
the two main ingredients are skimmed
milk and sugar!

Contact:

Sanne Charlotte Olsen
Forbrugerstyrelsen
Amagerfaelledvej. 56
DK - 2300 Copenhagen S
Tel.  +4531570100
Fax:  +45329602 32

' This is possible when soya proteins and
breadcrumbs are added to the meat, since
they contain a high percentage of water.
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ICSTIS (The Independent Committee
for the Supervision of Standards of
Telephone Information Services - the
UK’s premium rate phone services
watchdog) and OFTEL (The Office of
Telecommunications - the UK'’s
regulator of the economic issues
relating to telecommunications)
recently published - a research
document titled The Future
Numbering of Premium Rate
Services: Identifying Consumer
Needs, which presents the results of a
survey on the numbering of premium
rate services' (PRS) recently conducted
in the UK. Main objectives: to assess
the information requirements of
consumers concerning PRS, to measure
their preferences as regards possible

changes to dialling codes and billing
arrangements for PRS, and to
determine if, and if so, how, they
would like to be able to control the use
of their phones for access to PRS. (It
must be noted that the study did not
investigate overall consumer views of
PRS). Main findings: consumers would
like to be given more explicit
information on the price of calls
(especially in advertisements for PRS,
but also at the start of each call and
even during calls by means of pips
evey few minutes), they would like all
PRS access numbers to be included
within the 09 code range and PRS calls
to appear in a separate section of their
telephone bill, but they are NOT
particularly interested in call barring.

Contact:

Anthony Smith

Associate Director

ICSTIS

3rd Floor, Alton House

177 High Holborn )

UK - London WC1V 7AA

Tel.: +44 171 420 4405

Fax: +44 171 379 4611

Email:  anthony.smith@icstis.org.uk
Internet: http://www.icstis.org.uk

Office of Telecommunications
50 Ludgate Hill

UK - London EC4M 7J]

Tel.:  +44 171634 8700
Fax:  +44 171634 8943

' These include advice and information lines,
competition and quiz lines, porn chat lines,
etc.

1995-1996, which saw the return of
privately-owned trains to the national
rail network in the United Kingdom,
has perhaps been the most eventful
period for rail users in five decades. It
is examined in detail in the Annual
Report 1995/96 of the Central Rail
Users’ Consultative Committee
(CRUCC), the statutory consumer
organization representing the interests
of rail users nationally, and in Rail
Privatization - The Passengers’
Balance Sheet, a six-page summary of
the CRUCC's views on the ‘credits’ and
‘debits’ of the restructuring of the rail
industry for passengers.

The Annual Report deals mainly with
the following topics: rail privatization;
the rail industry’s financial
performance; quality of service; other
important policy issues, such as
passenger information, fares and
charges, timetables, motorail and
sleeping car services, disabled people’s
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protection policies, safety, etc.;
consumer complaints; the new
relationships the CRUCC has
developed with the new railway
companies to replace its long-
established lines of communication
with the once single national rail
service provider that was British Rail;
and the agreements between the new
railway companies and the Rail Users’
Consultative Committees (RUCCs) on
the supply of performance information
and the consultation on timetable and
fare developments. To single out just
one of these topics, the number of
consumer complaints to the RUCCs
increased 14,5% in 1995-1996 over
the previous period to reach an all
-time high of 11 640. The principal
grievances were linked to punctuality,
refunds and claims, information at
stations and fares and marketing
policy. This prompted David Bertram,
Chairman of the CRUCC, to declare in
his opening statement to the Report:

‘The benefits and improvements
promised by franchisees have yet to
materialize [...] at present, too many
passengers are dissatisfied.’

The Balance Sheet takes stock of the
positive and negative developments
for passengers in 1995-1996 over the
previous period in the following
domains: quality of service (including
punctuality and reliability, capacity and
information), network benefits
(including ticket routing, ticket
retailing, connections and national
conditions of carriage), investment,
fares, service levels, safety, passenger’s
charters, and disabled travellers.

Contact:

Philip Wilks

Public Relations Officer
CRUCC

Clements House

14-18 Gresham Street

UK - London EC2V 7NL
Tel:  +44 171505 9090
Fax:  +44 171 269 8961




The Welsh Consumer Council
(WCC) recently published:

21 years working for
consumers in Wales (1975-
1996). This report provides
information on the WCC’s history
and achievements over the period.
It reminds readers that ever since its
creation in 1975, the WCC has been
working relentlessly for ‘real’ Welsh
people - those who actually use
buses, carry shopping, queue in
hospitals or need quick, reliable
information from companies or
local authorities - by meeting with
them, presenting their needs to
business, government and local
authorities, and undertaking
research with a view to proposing
policies that safeguard their
interests. It includes lists of:

- the causes for which the WCC
has fought the hardest: the
regular consultation of consu-
mers by business, government
and local authorities on issues
affecting their daily lives; the
provision of easily accessible
information and advice to
consumers; public services,
transport, housing, etc., of high
quality at an affordable price;
and, last but not least, the offi-
cial use of the Welsh language;

- WCC members and staff:

- all WCC publications (in
English and Welsh) to date;

Consulting the passenger - Bus
user groups in South Wales.
Between 1993 and 1996, the WCC
encouraged the South Wales
Transport bus company to consult
with groups of users in order to
look at ways to improve their
service. With this report, it achieves
a two-fold objective: first, to

O

highlight the concerns which were
expressed by users and the changes
that have subsequently been
introduced (changes have been
made to timetables - especially as
regards connections and late
evening and weekend services, the
ticketing system, and bus shelters
and waiting points - especially as
regards cleanliness and safety');
second, to demonstrate how simple
and fruitful it can be for a service
provider to engage in open
dialogue with its customers;

Community care information
- Making it clear. Between 1993
and 1995, the WCC worked with
Disability Wales and various groups
of service users across Wales to
evaluate the information services
being developed by local
authorities for the benefit of people
who need social and community
care services. The outcome of the
work is this report, in which the
WCC is calling on planners and
providers of social services in
Wales to learn from modern
research in
communications techniques and
develop a real dialogue with users.
Maria Adams, author of the report,
says: ‘Information should be
regarded as a service in its own
right, important as a support and
help for everyone with any kind of
disability or handicap.” In
particular, users have expressed
their need for regularly updated
directories, as well as information
on assessment and care
management, on which services are
available free of charge and which
incur charges, on complaints and
redress procedures, and on how
pre-set standards for the efficiency
of services have been met. And

marketing and
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because of specific disabilities, this
information should not only be
given in print, but also on
audiotape, videotape and in Braille.
Finally, given that certain buildings
are often of difficult access to
disabled people, it should be
available in a wide range of outlets,
such as Citizens' Advice Bureaux,
GP’s surgeries, benefits agencies,
libraries, post offices, HQs of
voluntary organizations, etc;

* Residential homes - Quality of

life & quality of service. This
report, which looks at residential
care homes for older people from
the point of view of residents
themselves, arrives at conclusions
which are at odds with current
thinking. ~ From  numerous
interviews, it appears that ‘models
of good practice’, including private
rooms, a choice of meals, polite
staff, etc., although desirable, are
far. from sufficient to provide
residents with quality of life, which
is more likely to stem from taking
care of them as whole people,
encouraging them to express and
satisfy all their social, emotional
and psychological needs. Hence
the WCC makes a series of
recommendations aimed at making
residential homes a more positive
option for older people, including
the publication by the Inspection
Units of consumer guides to
residential homes that contain
information on the services
provided as well as on the kinds of
residents (interests, religious
affiliations, backgrounds, particular
mental or physical infirmities, etc.)
that each home caters for.

For more information and/or to order
these reports, contact:
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Welsh Consumer Council
Castle Buildings

Womanby Street

UK - Cardiff CF1 2BN

Tel:  +44 1222 396056
Fax:  +44 1222 238360
Email: - wec@cableol.co.uk

" Although these changes are important, the
WCC insists that they shouldn’t conceal the
fact that many key issues, especially those
relating to the infrastructure, are outside the
influence of travellers or their local transport
operators. As Nich Pearson, Director of the
WCC, puts it: ‘Deregulation and competition
policy are forcing fragmentation where the

passénger needs transport operators to work
together; bus, rail and coach to work
together; and someone or some agency to be
responsible for developing and maintaining a
high quality, safe infrastructure of well-lit,
policed, comfortable stations, waiting points
and information points.’

In order to help consumers understand
the labels on foodstuffs better,
Forbrugerstyrelsen (Denmark’s
consumer agency) and Levneds-
middelstyrelsen (Denmark’s food
agency) have, on the initiative of the
Minister for Health Yvonnne Herlov
Andersen and the Minister for Industry
Mimi Jakobsen, brought out a booklet
entitled Meerkning af madvarer
(labelling of foodstuffs), which

explains clearly and succinctly what
the information that should appear on
foodstuffs actually means.

Some 600 000 copies of Meerkning af
madvarer have been printed and are
available from shops and libraries
throughout Denmark.

For further information, contact:

Gitte Laub Hansen
Forbrugerstyrelsen
Amagerfaelledvej. 56

DK - 2300 Copenhagen S
Tel:  +4532960632.0317
Fax:  +4532960232

Lene Haagensen
Levnedsmiddelstyrelsen
Morkhoj Bygade 19
DK - 2860 Seborg

Tel:  +453969 66 00
Fax:  +4539660100

All those interested in the activities of
Norway's Consumer Ombudsman can
obtain a copy of his annual report for
1995 (or a summary in English) from:

The Consumer Ombudsman
PO Box 8173 Dep.

N - 0034 Oslo

Tel:  +47673996 00
Fax:  +476758 20 61

The Regione Piemonte (Piedmont
region, Italy) has published four
brochures containing consumer
information which is useful in
everyday life:

* Condominio (co-ownership), a
new edition of a brochure which
appeared last year under the same
title, sets out in clear and simple
terms the provisions of the Civil
Code governing this form of
housing, on the basis of examples
taken from case law. The objective
is to make it easier for citizens to
understand legislation so that they
can take a more active part in
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managing their co-ownership
arrangements;

* L'amministrazione che vogliamo
(the administration we want) sets
out the rights and duties of citizens
and administrative authorities as
laid down by Law No 241 of 1990,
which regards the administration
as a large single undertaking
comprising the State, regions,
provinces and municipalities, as
well as the local health units (USL)
and public service companies
(transport, energy, telephone, etc.).
In theory, this means the citizen
can go to any department and

receive firm replies within a fixed
period of time. Moreover, the
person addressed by the consumer
is required to obtain any
documents which may be needed
from other departments and, if the
department contacted is the wrong
one, it is responsible for referring
the matter to the right one;

* Amministrazione e cittadini -
Per wuna nuova cultura
amministrativa (administration
and citizens, towards a new
administrative culture), aimed at
the personnel of public authorities
to help them through the ‘cultural




revolution’ summarizes the main
aspects of Law No 241 of 1990. It
also sets out the rules on
‘autocertificazione™, which
continue to pose problems in
practice;

¢ Il prezzo dei rifiuti (the price of
waste) lists the new standards for
reducing, recycling and eliminating
waste imposed by the Piedmont
region on the local authorities by
Law No 59 of 13 April 1995. Its dual
objectives are to make citizens
aware of the cost of waste

management and to encourage
them to adopt ‘virtuous’ practices,
such as systematic sorting and
recycling.

In addition to these four brochures,
there are also three equally useful
pamphlets:

* La trasparenza della Pubblica
Amministrazione (transparency
of public administration);

* Piccola guida all'acquisto della
casa (short guide to house
purchase);
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* Guida all’autocertificazione
(guide to self-certification).

Contact:

Regione Piemonte
Piazza Castello 165
I-10122 Torino

Tel.  +39115757
Fax:  +39115629209

' ‘Autocertificazione’ is a declaration, bearing
a certified signature, by which the person
concerned states that he or she complies
with certain conditions: born on a specific
date, in a specific place, residing in a specific
municipality, etc.

In future books published by Stiftung
Warentest (Germany'’s test institute)
will be for sale in the bookstores. This
consumer-friendly innovation was
highlighted by Stiftung Warentest
chairman Werner Brinkmann in his
presentation of the 1995 annual report.
To date the Stiftung’s advice brochures
were available only through the
magazine distribution trade, while
books had to be ordered directly from
the publishers. V

Looking back on 1995 Brinkmann said
that it had been a year of profound
change. The changes concerned both
the Stiftung’s organizational structure
and its articles of association, as well as
the test institute’s publications. To
supplement the hardcopy publications
- test, FINANZtest, brochures and
books - a raft of electronic publications
were launched in 1995.

In addition to the fest yearbook there is
now a CD-ROM archive containing all
12 issues of fest and the six issues of

FINANZtest published annually. Also

intended for computer owners is the
new table of contents diskette, which
lists all tests and reports published in
test and FINANZtest in recent years.

Financially, 1995 was a success.
Incomings totalled DM 85 million, an
increase of 4% over the preceding
year. Net yield was DM 3.5 million.
Receipts from the sale of brochures
and books increased markedly. Sales
of test and FINANZtest did less well.
Although the slow decline of test over
previous years was almost halted, sales
of FINANZtest, which up to now had
risen from year to year, decreased for
the first time in 1995. On average
approximately 795 000 copies of
test were sold per issue, while

sales of FINANZtest averaged approxi-
mately 320 000.

As regards ongoing testing, Peter

Sieber, Head of the Products Testing

Unit, highlighted the alarming results
of a drinking water study. An
examination of approximately 9 000
drinking water samples sent in by fest
and FINANZtest readers between 1994
and 1996 showed excessive lead levels
in several regions of Germany. This
constitutes a health hazard in particular
for infants and small children.

Contact:

Stiftung Warentest

Litzowplatz 11-13

D - 10785 Berlin

Tel..  +49 30 2631 2345 (Helke van Laak)
+49 30 2631 2239 (Ute Briinzel)

Fax:  +49 30 2631 428
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* Your holiday is supposed to be the

highpoint of the year. But it isn't
always. This can be seen from the
numerous complaints about
package tours. For some holiday-
makers, the enjoyment is spoiled
not only during, but also before
and after, their trip. For example:
the tour operator suddenly wants
more money than was originally
agreed; the accommodation does
not live up to the glowing accounts
in the brochure; building-site noise

gets on your nerves; or the food .

gives your stomach a hard time.
Aus der Traum vom Traumur-
laub? - Pauschalreise-Reklama-
tionen (your dream holiday up in
smoke? - complaints about package
tours), a 134-page guide published
by the Arbeitsgemeinschaft der
Verbraucherverbinde (AgV) e.V.
(working group of consumer
associations) and the Verbraucher-
Zentralen (consumer unions) of
North Rhine-Westphalia, Hamburg
and Lower Saxony, takes a close
look at the small print in package
holiday contracts and gives useful
tips for typical situations in which
customers may find themselves. It
also sets out ‘reference figures® for
claims and the time-limits for filing
these, explains the most important
legal terminology and contains
specimen letters to help readers
with correspondence with tour
operators;

How can you get your weight
under control? The revised version
of the 142-page guide Gewicht
im Griff - Ein Erndhrungs-
programm fiir Ihre Gesundheit
(weight under control - how to
keep fit by eating healthily),
published by the AgV and the
Verbraucher-Zentralen of North

®)

Rhine-Westphalia, Hamburg and
Lower Saxony, provides the
answer. By teaching readers to
analyze their starting point and set
themselves reasonable goals, it
aims to shift the focus from the
unattainable ‘ideal’ weight to each
individual's ‘feel-good’ weight. It
then sets out appropriate nutrition
programmes. Finally, 50 pages of
recipes offer -readers the
opportunity to put their good
intentions into practice;

When a relative dies, one is
suddenly faced with problems that
can hardly be overcome very
quickly. Clear-headed decisions
about funeral arrangements are
difficult when you are suffering the
pain. Therefore, many people are
unaware of what has to be
arranged and even less aware of
the costs involved. Often, out of
respect for the dead, more
expenses are incurred than
intended. The guide Was tun,
wenn jemand stirbt? (what to do
when someone dies), published by

the AgV and the Verbraucher-

Zentrale of North Rhine-
Westphalia, is intended to shed
light on the taboo subject of
funerals. Who must be notified?
Who should be contacted to deal
with official formalities? What types
of funeral are possible? What will
the grave and the undertaker’s
services cost and what deadlines
must be met? Etc., etc.;

There are various kinds of
conservatories. The living room can
be expanded into a garden. Glass
structures can be built on top of
flat-roofed extensions and garages.
Another possibility is a ‘window
greenhouse’, which can be erected
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in front of an existing window...
The 64-page guide Wintergdrten
(conservatories) published by the
AgV and the Verbraucher-
Zentralen of Baden-Wiirttemberg,
Lower Saxony and North Rhine-
Westphalia, presents all these
options in detail;

Most homes now have central
heating and double-glazing.
However, the fact that these
improvements bring with them an
increased level of dampness, and
hence mould, is often ignored.
Mould, however, is more than just
an annoyance; it can damage
brickwork, pollute the air in a room
and even affect the health of the
occupants. What can be done? The
40-page guide Feuchtigkeit und
Schimmelbildung in Wohn-
rdumen (damp and mould in
residential premises), published by
the AgV and the Verbraucher-
Zentralen of Baden-Wiirttemberg,
Lower Saxony, North Rhine-
Westphalia and  Hamburg,
describes how damp comes about
in houses and flats, and how best to
prevent mould;

Since 1994, the European Union
has granted licences for 61 new
food additives. As a result, some
296 colourings, preservatives,
sweeteners and other additives are
now to be found in the food we
eat. The law states that their
presence must be indicated. But
how can consumers understand
what all these ‘E-numbers’ mean?
By reading Lebensmittel-
Zusatzstoffe - Was bedeuten die
E-Nummern? (food additives -
what do the E-numbers mean?), a
guide published by the AgV and
the Verbraucher-Zentralen of
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Helping teachers and those in charge
of community groups and social ser-
vices to choose the right teaching
materials for turning young people into
responsible consumers. This is the aim
of La consommation - outils pour
la formation des adolescents et
adultes (consumption - training tools
for teenagers and adults), which was
recently published by the Institut
national de la consommation (INC -
France's national consumer intitute).
This guide lists almost 200 teaching
tools and aids (videos, slides, games
and dossiers) produced by various
organizations (consumers’ associ-
ations, local authorities, the social
security service, professional associa-
tions, businesses, etc.) and dealing
with subjects as diverse as nutrition,
insurance, legal process, housekeeping,
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advertising, environment and health,
safety in the home, etc. In addition to
information on the nature, year of pro-
duction, price and target public for
these teaching aids, the guide also
indicates where they can be ordered
and contains critical assessments of

- most of these products by a Joint

Committee made up of representatives
from the public authorities, consumer
organizations and businesses. In the
case of teaching aids produced by pro-
fessional associations and businesses
in particular, it is clearly stated whether
the educational value of the products
takes priority over, or is secondary to,
the ‘advertising’ aspect. Finally, the

guide contains a list of addresses of

consumer organizations, most of which
produce teaching materials.

La consommation - outils pour la
formation des adolescents et adultes
can be ordered from:

Institut national de la consommation
80 rue Lecourbe

F - 75732 Paris Cédex 15

Tel.  +33145662066

Fax: +33145662120

In addition, a constantly updated
Minitel version as well as a
supplementary guide relating to
teaching aids for children aged 3 to 12
can be consulted on: 3615 INC - code
EDU.

Un ordinateur a la maison? Pour
quoi faire? (a home computer? what
for?) is the title of a small user's guide
for consumers published by the
Associations populaires familiales
syndicales (APFS) in the French
département of Oise. In just under

30 pages, it answers the main
questions raised by anyone who is
wondering about the usefulness of a
home computer, does not know what
criteria to use when choosing a
computer or is afraid of not being able
to use the Thing properly.

The guide can be ordered from the
following address:

Associations populaires familiales syndicales
BP 257
F - 60332 Liancourt

Buying property abroad can be a bit
like an obstacle course, with rules and
practices varying widely from one
country to another. With this in mind,
the Agence Européenne d’Infor-
mation sur la Consommation
(European consumer information
agency) has published a brochure
entitled Achat d’'un bien immobilier
a l'étranger (buying property
abroad), aimed at European citizens
seeking to acquire property in France,
Belgium or the United Kingdom.
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The brochure contains a detailed
description of each stage of the
operation, from the initial search to
signature of the sale contract; it
explains the role of the various parties
(estate agents, lawyers, etc.), sets out
the charges and taxes to be paid, and
provides a wealth of advice on
deciphering the small ads, avoiding
unnecessary expenses" etc., together
with a list of useful addresses.

To order a copy, contact:

Agence Européenne d’Information sur la
Consommation

47 bis rue Barthélémy Delespaul

F - 59000 Lille

Tel.: +33 320 54 44 44

Fax: +33 320 60 69 97

Minitel: 3615 AEIC

Email:  crcconso@nordnet fr

Internet:  http://www.nordnet fr/cre-conso

' Above all, avoid the firms that hawk round
lists of properties!










The Observatoire du Crédit et de
I'Endettement (observatory of credit
and indebtedness) has recently
published:

* Compendium des statistiques de
la consommation, du crédit et de
Uendettement des particuliers
(compendium of statistics on
consumption, credit and indebted-
ness relating to private individuals),
a 257-page work which is the first
publication to include all existing

®)

data on consumption, credit and
indebtedness relating to private

individuals in Belgium. The figures

are presented in the form of tables,
supplemented by diagrams and
comments, providing an immediate
overview of the main facts and
facilitating comparisons in both
space and time.

e Le crédit et l'accés a la propriété
du logement (credit and access to
housing ownership), a theme sheet

)
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providing a comparison of conditions
of access to low-cost housing loans in
Belgium, as a function of income and
housing value.

These publications may be ordered
from:

Observatoire du Crédit et de 'Endettement
rue de I'Ecluse 21

B - 6000 Charleroi

Tel.  +3271200386

Fax:  +3271200343 -

To help parents and educators initiate
children into using public transport,
the Observatoire de I'enfant (child
observatory) of the Brussels-Capital
Region has published a brochure titled
Préparation aux voyages... (prepa-
ration for journeys). This initiative is
part of a broader project designed to

make Brussels’ underground railways,
buses and trams both safer and more
attractive for their youngest users.

To order the brochure and/or obtain
further information on the project,
contact:

Nadia Dequesne

Observatoire de I'enfant

Commission Communautaire Francaise
Région de Bruxelles-Capitale
boulevard de Waterloo 100-103

B - 1000 Bruxelles

Tel:  +3225428211

Fax:  +3225428390 45

Rail travel allows people to go abroad
at prices that are often very reasonable.
Rllil“':‘ly operators in Belgium, the
Netherlands, Luxembourg, France and
Germany in particular are collaborating
to an increasing extent in order to offer
a whole range of savings to their
customers interested in travelling
abroad. It is precisely in order to
enable travellers to find their way in

this maze of ‘Trampoline’ season
tickets, ‘Euro Domino’ timetables,
‘Apex’ tickets and ‘InterRail passes that
the Agence transfrontaliere de
la consommation (cross-border
consumer information centre) in Mons
(Belgium) has published a small guide
entitled Voyage en train vers nos
pays voisins - Formules et tarifs
(rail travel to neighbouring countries

- timetables and fares), which can be

obtained from:

Christime Demolin

Agence transfrontaliere de la consommation
Grand-Place 22

B - 7000 Mons

Tel:  +32058407 38

Fax: 432065316230
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_DIARY

13-14 November 1996
Seventh European Day of Commerce

“The topic of the Seventh European Day
of Commerce, organized by Euro-

Commerce, the representative body of

commercial interests in the European
Union, is ‘Retail and distribution on
the information superhighways’. It
will provide a platform to debate the
political and commercial challenges
raised by the Internet and the
multimedia and for reflection on how

traders and consumers can make the
most of ‘virtual money’.

Moreover, on 14 November - in the
presence of President Santer -
EuroCommerce will present to the
press its ‘manifesto’, which consists of
an analysis of European commerce and
a raft of policy recommendations in
this domain. '

Contact:

Catherine Piana

EuroCommerce

rue Froissart 123-133

B - 1040 Brussels

Tel.  +32323067 11

Fax:  +3232300078

Email: lobby@eurocommerce.be

The Academy of European Law, Trier, is organizing

the following conferences:

8-9 November 1996:
Place:

Languages:

14-15 November 1996:

Place:

Languages:

18 November 1990:
Place:

Languages:

21-22 November 1996:

Place:

Languages:

25-28 November 1996:

Place:

Languages:

2-3 December 1990:
Place:
Languages:
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‘The Brussels Convention in legal practice’
Trier
German, English, French

‘Europe a la carte - Legal limits of a variable-geometry and multi-speed Europe’
Trier
English, German, French

‘Current developments in distribution law’
Trier
English, German, French

‘International money laundering and its detection’
Trier
English. German, French

‘The way towards European monetary union’
Trier / Luxembourg
German, French

‘European social security law and labour law’
Trier
French, English, German
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