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s Problems l@Cing consumer protection in
Croatia

m National consumer protection goals
m National Consumer Protection Council
= National projects




ICtion & responsibilities

= Constimer complaint flowchart
m Complaints to CP’ Boards

m Queries to CERC

m Award to CERC

m Future activities
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and regulations - perspective of
- prodd Service providers

s JurisdiGtion overlapping of supervisory

authorities

m It no direct settlement, follows in-court
dispute settlement according to Law on
Obligatory Relations




settiementi off disputes — time-
and expensive; consumer
colle dence

a Non-existence of consumer protection
culture

® Long-term negligence of consumer
rights: minimal'levels of self-protection
and consumer awareness




1; Rpretection policy goals

‘-'"

e larmenisation with EU

= Adeption of National Consumer

ProtecuienrProgram

m Raising| public awareness on consumer
rights
m Consumer education: Smart Consumers




1; Rpretection policy goals

-

l&@% of' clear product and service
stand 50

= Stren@hening of Civil associations

—_—

a Clear definition of jurisdiction for
SUpervisery: bodies

B Empowering consumer position on
market




ﬁ;'Consumer Protection

n Appreves: National Consumer Protection
Program (2004 — 2006) —> in the
pipeline




“ongoigiNational projects (1)

Ve consumer protection in 2004

u Objec Ward off finamncial means to
Constimer protection Associations in
order‘terprovide information and
counselling to' consumers




PrigejepNational projects (2)

e andleducating consumers in

= Objective: support to Consumer
protection Associations in order to
provide information to consumers and
educate consumers




enstittitienof the Republic of
Croabi

s Lawion Consumer: protection — Official

Gazeuter®6)2003

m Set of Energy LLaws — Official Gazette
68/2001 and 109/2001




REERC authority (1)

Electricitysmarket, Article 14

5 POWE ticer or eligible customer
whoieve been refused access to the
REtWorke oK have objections concerning
terms and conditions of access




ST EREERC authority (2)

(Gas market, Articles 9 and 11

NAPar \Vappeal to CERC in case of:
0 reﬁ@d dCeess to transmission system
m [elseafaccess to distribution network

m Objections concerning terms and conditions
of access




gysib‘iﬁties (1)

fECOras Offall consumer queries,
- comp ieceived

u [SsUENAEGISIonS Nl cases under
jurisdiction
m Avoidl discrimination

m Supervise competition in the energy
markets




psivlities (2)

liake pantiin achieving agreements
~ DEtWEERIEnERgy Undertakings,
CONSUITIETS

m Accomplishirether consumer protection
goals threugh licensing procedures

m Cooperate with other bodies -
Partnership with Croatian Competition
Agency (May 2004)




glaint flowchart

Decision
at first instance

Decision
at second instance

Dispute

Law on Electricity Market - Article 14
Law on Gas Market - Articles 9 & 11

Issued by Consumer Service
of Company

Issued by Consumer
protection Board of Company

Mediation Committee
of Consumer Protection
Associations
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[ES to CERC in 2003

I number of queries received
I number of queries resolved

Electricity Electricity supply  Heat distribution  Gas transmission  Gas distribution
distribution




¥ Onreceasionror\World
Consumen nghts Day)

o) Consum@ Protectlon
CERC receivedian award
for contribution: In Its
work regarding
consumer protection and
education
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EUrobarometer studies

» RoUndartaples with members from
Consumer Protection Associations

m Continued cooperation with energy
undertakings, Consumer Protection
Boards, consumers ...




