SKRIFSTOFUR ENA [ EVROPU — OFFICES OF ECC-NET

AUSTRIA

EUROPAISCHE VERBRAUCHERZENTRUM
% info@europakonsument.at

B www.europakonsument.at

BELGIUM

EROPEES CENTRUM VOOR DE CONSUMENT
CENTRE EUROPEEN DES CONSOMMATEURS
% info@eccbelgium.be

E www.eccbelgium.be

CYPRUS

EUROPEAN CONSUMER CENTRE
7% ecccyprus@mcit.gov.cy

E www.ecccyprus.org

CZECH REPUBLIC

EUROPEAN CONSUMER CENTRE
B esc@coi.cz

& www.coi.cz/esc

DENMARK

FORBRUGER EUROPA

% info@forbrugereuropa.dk
& www.forbrugereuropa.dk

ESTONIA
“Bconsumer@consumer.ee
E www.consumer.ee

FINLAND

EUROPEAN CONSUMER CENTRE OF FINLAND
Y8 ekk@kuluttajavirasto.fi

B www.ecc.fi

FRANCE

CENTRE EUROPEEN DE CONSOMMATEURS
Y% info@euroinfo-kehl.eu

E www.euroinfo-kehl.eu

GERMANY

EUROPAISCHES VERBRAUCHERZENTRUM DEUTSCHLAND
KEHL- % info@euroinfo-kehl.eu

B www.euroinfo-kehl.eu

KIEL - % info kiel@evz.de = www.evz.de

GREECE

EUROPEAN CONSUMER CENTRE OF GREECE
% infoeccgr@efpolis.gr

& www.eccefpolis.gr

HUNGARY
“B info@efk.hu
E www.efk.hu

ICELAND

ENA — ECC ICELAND
‘B ena@ena.is

E www.ena.is

IRELAND

EUROPEAN CONSUMER CENTRE IRELAND
“B info@eccireland.ie

E www.eccireland.ie

ITALY

EUROPIAN CONSUMER CENTRE
CENTRO EUROPEO CONSUMATORI
“B info@ecc-net.it

& www.ecc-net.it

LATVIA
EUROPEAN CONSUMER CENTRE OF LATIVA
“B info@ecclatvia.lv ; 2 www.ecclatvia.lv

LITHUANIA
EUROPEAN CONSUMER CENTRE OF LITHUANIA
B info@ece.lt
E- www.ecclt

LUXEMBOURG

CENTRE EUROPEEN DES CONSOMMATEURS-GIE
% info@cecluxembourg.lu

& www.cecluxembourg.lu

MALTA

EUROPEAN CONSUMER CENTRE OF MALTA
Y} ecc.malta@gov.mt

& www.eccnetmalta.gov.mt

THE NETHERLANDS

STICHTING CONSUMENTEN INFORMATIE PUNT
“B info@ecenl.eu

& www.eccnl.eu

NORWAY

FORBRUKER EUROPA / ECC NORWAY
% post@forbrukereuropa.no

& www.forbrukereuropa.no

POLAND

EUROPEJSKIE CENTRUM KONSUMENCKIE
% info@konsument.gov.pl

& www.konsument.gov.pl

PORTUGAL

CENTRO EUROPEU DO CONSUMIDOR
/% euroconsumo@ic.pt

& www.consumidor.pt/cec

ROMANIA

CENTRUL EUROPEAN AL CONSUMATORILOR
‘B office@eccromania.ro

& www.eccromania.ro

SLOVAKIA
% ecc@economy.gov.sk
B www.economy.gov.sk/ecc

SLOVENIA
7} epc@epc.si
B www.epc.si

SPAIN

CENTROS EUROPEO DEL CONSUMIDOR
& http://cec.consumo-inc.es

MADRID - % cec@consumo-inc.es

SWEDEN

KONSUMENT EUROPA

Y% info@konsumenteuropa.se
B www.konsumenteuropa.se

UNITED KINGDOM

EUROPEAN CONSUMER CENTRE UK
Y} ecc@tsi.org.uk

E www.ukecc.net

EUROPEAN CONSUMER CENTRE

ENA - Neytendasamtdkin
Hverfisgétu 105
101 Reykjavik, ISLAND
Simi +(3549 545 1200
Fax +(354) 5451212
Netfang ena@ena.is

NEYTENDASAMTOKIN
& ENA
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ECC-Net

EUROPEAN CONSUMER CENTRE



EVROPSKA NEYTENDA-
ADSTODIN A IS ANDI -
ENA

Unm leid g markadir annarra landa verda sijellt adgengilegri farist i ankana ad folk
kanpi virur og pjonustu annars stadar en { heimalandi sinn. Petta er jikvad pronm
sem hefirr  for med sér ankna samkeppni firir innlenda siluadila.  Hins vegar geta
intis dlitaefini 1isid 7 tengslim vid vidskipti af pessu tagi og pui veigra margir sér vid pvi
ad kanpa hiuti erlendss. 1 pui skyni ad anka traust neytenda @ Evrdpu sem einn
markadssvedi hefiur verid stofisad pjonustunet sem leysir sir- dgreiningsefinum milli

Fkapanda og seljanda yfir landameri innan Evrjpn..

PORFIN FYRIR EVROPSKA NEYTENDAADSTOD

Islandi 6k til starfa 4 stofndegi pessa samstarfs hinn 16. okt. 2001.
fyrstu var skrifstofan rekin { formi “Clearing House” en slikar skrifstofur
hofou takmarkada starfsemi. Sidan pa hefur skrifstofan tekid yfir fleiri
verkefni og telst ni fullgild “European Consumer Centre”. Idnadar- og
vidskiptaraduneytid hafoi frumkvaedi ad pvi ad tryggia patttoku Islands
og hafdi umsjén med starfinu i upphafi en i byrjun ars 2003 toku
Neytendasamtokin vid rekstur ENA med samkomulagi vid riduneytio.
Kostnadur af rekstrinum  skiptist jafnt 4 milli islenska rikisins
(Vidskiptaraduneytisins) og framkvaemdastjornar ESB.

STARFSEMI ENA A ISLANDI

Sidan Island gerdist adili ad Evropska cfnahagssvadinu hafa
vidskipti islenskra neytenda yfir landamari aukist. Ymsar
pélitiskar, landfredilegar og teknilegar hindranir sem 4dur stédu
pvi i vegi fyrir pvi a0 neytendur keyptu véru og pjénustu i 6dru
riki hafa verid 4 undanhaldi.

Evropskum neytendum bydst ad jafnadi mikid urval voru og
pjonustu. Ad sama skapi geta alitaefnin sem tisa { tengslum vid
kaupin verid margpatt og ekki alltaf fyrirsjaanleg. Peir sem kaupa
ferdir af erlendum flugfélogum eda ferdaskrifstofum, i stad peirra
islensku, kunna ad hafa sparnadarsjonarmidin ad leidarljési. Pad
sama gildir um pd sem kaupa bifreidar 4 netinu af etlendum s6lu-
adilum o.s.frv. Hinn g6di og gegni neytandi hlytur samt avallt ad
leida hugann ad: 1) hver hinn fjarlegi seljandi er, 2) hvada reglur
ciga ad gilda um vidskiptin, 3) gedum vérunnar, 4) hvernig
brugdist skuli vid ef eitthvad fer urskeidis vid kaupin.

Oryggisleysid sem fylgir pvi ad versla vid fjarlegan seljanda kallar 4
20 neytandi geti aflad sér upplysinga um 16ggjof i landi seljanda
sem gilda um vidskiptin. Einnig parf neytandi ad eiga pess kost a0
fa leyst ur vandamalum sem risid geta vegna kaupanna.

STOFNUN ENA

Med framangteint { huga settu adildarriki Evrépusambandsins (ESB)
samstarfi vid framkvaemdastjérn ESB 4 laggirnar pjénustunet, European
Consumer Centre Net (ECC-Net). A fslensku utleggst pad sem
Evrépska neytendaadstodin (ENA). Ad minnsta kosti ein midst6d 4 ad
statfa i hverju adildarriki.

Hlutverk ENA er ad adstoda neytendur med pvi ad veita peim
upplysingar og vinna ad turlausn deilumala. Markmidid med pessu er ad
neytendur njét kosta innti markadarins dn pess ad setja heilsu sina,
Oryggi eda fjarhagslega hagsmuni { haettu.

EVROPSKA NEYTENDAADSTODIN A [SLANDI —
ENA A ISLANDI

ENA 4 Islandi sinnir fjolbreyttum verkefnum og adstodar neytendur

m.a. 4 eftirfarandi hatt:

1. Degar islenskir neytendur kvarta yfir eflendum seljanda hefur
ENA ymist samband beint vid seljanda eda sendir kvortunina il
ENA 1 landi selianda. ENA 4 Islandi annast 61l samskipti vio)
seljanda og/eda ENA { landi seljanda og fradir neytandann um
gang malsins.

2. Tekur 4 méti kvortunum frd neytendum { ESB og Noregi vegna
islenskra fytirtakja. ENA hefur pad hlutverk ad annast samskipti
neytenda eda ENA { landi neytanda vid seljendur 4 fyrstu stigum
agreinings en ef ekki nast ad leysa ur agreiningnum er veitt
leids6gn um videigandi urskurdar-adila til ad skera ur dgreiningi.
Kjési neytandi ad leggja malid fytir urskurdarnefnd sér ENA 4
Islandi um ad fylla Gt naudsynleg eydubléd og senda til
videigandi urskurdar-nefndar dsamt gdgnum malsins.

3. Veitir neytendum upplysingar um rétt peirra innan adildarrikja
ESB og Noregi.

EUROPEAN CONSUMER
CENTRE — ECC

With easter access to the markets of other conntries, cross border purchases are becoming
more and more common. This development is good for consumers since it increases the
level of competition. On the other hand several issues can arise regarding cross border
purchases and thergfore many consumers choose to shap at home. In order to bejp
consumers feel as confident making purchases in other conntries as they do at home a
special service net, ECC-Net, has been created. One of its functions is to solve disputes

between consumers and sellers across borders within Eurgpe.

THE NEED FOR A CONSUMER HELP NET
WITHIN EUROPE

probably considering the low ptice. The same is valid for
consumers who buy cars on the Internet and so on. However
consumers must always take into consideration: 1) Who is the
distant seller? 2) Which rules apply for the distant seller? 3) What
is the quality of the product? 4) What options does the consumer
have if something goes wrong?

The lack of security that is part of dealing with a seller abroad
means that consumers must have access to information
concerning the consumer law in the seller’s country. Consumers
must also have the possibility to solve disputes that may atise.

THE FOUNDATION OF ECC-NET

With regard to the above EU member states, in collaboration with the
European Commission, founded the European Consumer Centre Net
or ECC-Net with the aim of having at least one office in each country.

The objective of the ECC-Net is to provide a full service to consumers
from information to dispute resolution to enable them to take full
advantage of the internal market, without risk to their health, safety and
economic interests.

EUROPEAN CONSUMER CENTRE ICELAND —
ECCICELAND

Iceland and Norway have participated in this cooperation as member
nations of the European Economic Area. The Icelandic Clearing House
was opened on 16% of October 2001. Clearing Houses had limited
function but since then, the office has grown to become a full European
Consumer Centre. The Ministry of Commerce was in charge of
ensuring Iceland’s participation and ran the office in the first years. In
January 2003 the Consumers Association of Iceland took over in an
agreement with the Ministry. The cost of the project is divided between
the Icelandic Ministry of Commerce and the European Commission.

HELP TO CONSUMERS PROVIDED BY ECC
ICELAND

Island og Noregur hafa tekid patt i ofangreindu samstarfi vegna adildar
sinnar ad hinu Evropska efnahagssvadi. Evtopska neytendaadstodin a

Since Iceland became a member nation of the European
Economic Area, cross border commercial activities of Icelanders
have incteased. Various political, geographical and technical
impediments that hindered Icelandic consumers from trading with
sellers in other countries are no longer a great obstacle.

European consumers can choose between a wide range of
consumer goods and services. At the same time there is the
possibility of complicated disputes that are not always foreseeable.
Consumers who buy a package holiday from a foreign seller are

Among other projects ECC Iceland provides help to consumers in
the following ways:

1)  In the case of a cross border dispute from an Icelandic
consumer, ECC Iceland contacts the seller directly or
sends a complaint to the ECC in question. ECC
Iceland takes cate of all communication with the seller
and/or the ECC in the sellet’s counttry and informs the
consumer as the case progresses.

2)  Accepts complaints from consumers in the EU and
Norway regarding Icelandic sellers. The ECC role is to
take care of the communication between the consumer
or the ECC in the consumer’s country and the seller
on the first stages but if the intervention proves
unsuccessful the ECC will provide consumers with
information on the appropriate ADR bodies. If the
consumer chooses to put the case before an ADR
body, ECC Iceland fills out the necessary forms and
sends to the appropriate ADR body along with other
documents concerning the case.

Inform consumers about their legal rights in the EU and Norway.



