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Consumatorul este cel care dicteaza pia-
ta, datorita lui companiile producatoare si
prestatoare de servicii obtin performante in
activitatile lor, progreseaza si implementeaza
noi metode, tehnici si sisteme la locul de munca.
Pentru a obtine pareri, doleante, pldingeri sau
asa-zisele reclamatii din partea consumatorilor,
exista Registrul de Reclamatii, unde acestia isi
pot inregistra parerile. Pentru a inregistra corect
plangerile, dar si pentru a gestiona si raspunde
corespunzator la acestea, Guvernul Republicii
Moldova a aprobat un Regulament cu privire la
modul de gestionare a Registrului de Reclamatii.
Acest regulament este publicat integral pe ulti-
mele pagini ale Registrului. Majoritatea consu-
matorilor nu au fdcut cunostintd cu acest
regulament, din acest motiv plangerile depuse de
catre acestia nu sunt valabile, nu se iau in
considerare si administratorii institutiei in cadrul
careia a fost depusa plingerea nu rdspund
referitor la masurile intreprinse. Cu unele cerinte
ale regulamentului consumatorii nu sunt de
acord, astfel, in cadrul acestei cercetari se oferd
unele imbunatatiri.

Cuvinte-cheie: consumator, reclamatie,
registrul de reclamatii, bon de casa, date perso-
nale, pldngere, pretentii.

JEL: CO2, K10, K40, M10.

Introducere

»Consumatorul mereu are dreptate” — este
afirmatia de top a marilor milionari, care luau in
considerare doleantele clientilor lor. Astfel, in
anul 2006, Guvernul Republicii Moldova a apro-
bat o hotdrare de guvern cu privire la modul de
gestionare a registrului de reclamatii. Acesta
include reguli de completare a registrului respec-
tiv, termenul in care administratorul trebuie sa
sesizeze situatia si sd Intreprindd masuri in vede-
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Consumer is the one who dictates the mar-
ket, thanks to him the production and service
providing companies gain performance in their
activities, progress and implement new methods,
techniques and systems in the workplace. In
order to obtain a feedback from consumers (opi-
nions, wishes, complaints) to monitor customers’
perceptions of the quality of their products and
services, companies use different methods of
collecting, monitoring and analysing them. One
of these methods is the effective use of the Book
of Complaints. The Republic of Moldova has a
regulation on the way of managing the Book of
Complaints. Most of consumers are not aware
of this regulation, therefore their complaints are
not valid, are not taken into consideration and
the managers of the institution where the
complaint was made do not take any measures to
solve the complaint. Consumers do not agree
with some provisions of the regulation, thus we
submitted some improvements in the framework
of this research.

Key words: consumer, complaint, book of
complaints, cash receipt, personal data, compla-
ints, claims.

JEL: CO2, K10, K40, M10.

Introduction

“The consumer is always right” — it is the
top motto of the great millionaires who took into
account the wishes of their clients. That is why,
in 2006, the Government of the Republic of
Moldova approved a government decision on ma-
naging the book of complaints. It includes rules
for filling it in, the deadline for the administrator
to report the situation and to take action to solve
the conflict and other useful information for both
consumers and administrators. It is very impor-


mailto:cernavca_olesea@mail.ru
mailto:cernavca_olesea@mail.ru

BUSINESS ST ADMINISTRARE / BUSINESS AND ADMINISTRATION

rea solutiondrii conflictului si alte informatii utile
atdt pentru consumatori, cat si pentru admi-
nistratori. Este foarte important ca clientii sa faca
cunostintd cu acest regulament, pentru a-si face
valabila plangerea si a fi In stare sa-si apere drep-
turile. Pentru a veni Tn sprijinul consumatorilor in
scopul de a solutiona, in mod direct, cu operatorii
economici, eventualele nemultumiri referitoare la
achizitionarea unor produse sau servicii, opera-
torii economici sunt obligati de a detine registrul
de sesizari si reclamatii pentru consumatori.
Acest registru constituie un mod rapid si eficient
pentru colectarea reclamatiilor si sesizarilor
consumatorilor si, in acelasi timp, o maniera uni-
tara standardizatd, in privinta rezolvarii cu
celeritate a nemultumirilor consumatorilor.

De asemenea, registrul permite autoritati-
lor sa fie mai aproape de consumatori, astfel
verificand nemultumirile acestora si incalcarile
legislatiei de cétre operatorii economici. Regis-
trul este un document tipizat, cu regim special
(Inseriat, numerotat gi snuruit) si usor de com-
pletat de catre consumator. Acest model de
registru de sesizari si reclamatii este implemen-
tat de multe state membre ale Uniunii Europene
(Spania, Portugalia, Ungaria, Romania etc.).

Metode de cercetare

In cadrul acestei cercetdri, a fost utilizatd
ca metoda de cercetare studiul de caz, care a fost
folosit pentru a obtine o investigare completa in
contextul in care se desfdsoara subiectul. La fel a
fost utilizata si metoda chestionarului, la com-
pletarea caruia au participat 100 de persoane. O
altd metoda utilizata in lucrare, a fost si analiza
documentelor, care a permis o cercetare cu obiec-
tive extrem de diverse, acoperind toate telurile
(scopurile) posibile.

Rezultate si discutii

Condica de reclamatii, care este obliga-
torie pentru magazine, restaurante si alte localuri
a devenit, Tn ultimii ani, un document mai mult
formal. In timp ce unii agenti economici ,,uitd”
sa 11 afigeze la locuri vizibile, asa cum ii obligad
legea, altii nu verifica plangerile consumatorilor
si nu raspund la ele. La randul lor, consumatorii
nu cer condica de reclamatii, atunci cand sunt
nemultumiti de un produs sau un serviciu. In
opinia expertilor, de vind ar fi lipsa de informare
si control din partea autoritatilor [4].

Astfel, ca scop al acestei cercetdri, am
decis sa raspund la urmatoarele intrebari:

v' Cat de informati sunt consumatorii?
v’ {si cunosc consumatorii drepturile?

tant for customers to become acquainted with this
regulation in order to make their complaint valid
and to be able to defend their rights. In order to
help consumers to solve directly with economic
operators any discontent with the purchase of
some products or services, the economic opera-
tors are required to hold the book of referrals and
complaints for consumers. This book is a fast and
efficient way of collecting consumers’ referrals
and complaints and, at the same time, a stan-
dardized unit manner, in order to solve consu-
mers’ dissatisfaction.

The book also allows authorities to be clo-
ser to consumers, thus checking their dissa-
tisfaction and the breaches of legislation made by
economic operators. The book is a pre-printed
document with special regime (serialized, num-
bered and bonded) and it is easy for the consumer
to fill it in. This model of referrals and com-
plaints book is implemented by many Member
States of the European Union (Spain, Portugal,
Hungary, Romania, etc.).

Research methods

In this publication, as a research method
was used the case study, which obtained a
complete investigation in the subject’s context.
Another method used was the questionnaire; one
hundred persons participated in completing the
questionnaire and, the last method used in this
research was the documents’ analysis, which
allowed setting various objectives, out of the
proposed ones.

Results and discussions

The book of complaints, compulsory for
shops, restaurants, and other places, has become
a more formal document in recent years. While
some economic agents “forget” to expose it in
visible places, as the law requires, others do not
check consumers’ complaints and do not respond
to them. In their turn, consumers do not ask for
the book of complaints when they are unhappy
with a product or service. Experts believe it
happens because of the lack of information and
control by the authorities. [4]

Thus, for the purpose of this research, we
have decided to answer the following questions:

v" How informed the consumers are?

v Do the consumers know their rights?

v' May the consumers fill in a complaint so
that it is valid?

v" Which are the reasons the consumers do
not appeal to “writing complaints”?
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v Pot consumatorii s formuleze o reclama-
tie, astfel, incat sa fie valabila?

v/ Care sunt motivele pentru care consuma-
torii nu apeleaza la ,, a scrie reclamatii”?

v" Cum evita antreprenorii raspunderea?

In cadrul acestei cercetiri, au fost intervie-
vate 100 de persoane. Pentru formularea intreba-
rilor, am utilizat scalele nominale. Acestea sunt
elementare din punctul de vedere al capacititii
de masurare si cea mai putin restrictivd din
punct de vedere statistico-matematic [1].

Tn cadrul acestui studiu, au participat 35
de barbati si 65 de femei (figura 1). Incercand o
alta delimitare a intervievatilor, i-am grupat con-
form mediului de provenientd (figura 2). Astfel,
80% dintre persoane se grupeaza dupa mediul
urban, iar celelalte 20% dupa mediul rural.

v How do entrepreneurs avoid responsibility?

In this research, 100 people were inter-
viewed. We used the nominal scales to formulate
the questions. They are elementary in terms of
measuring capacities and the least restrictive
from statistically and mathematical point of
view [1].

A number of 35 men and 65 women par-
ticipated in this study (figure 1). We have also
tried another delimitation of the interviewed
persons; we grouped them according to the back-
ground (figure 2). Thus, 80% of persons are
grouped by urban area and the other 20% by
rural area.
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Figura 1. Genul persoanelor intervievate//
Figure 1. Gender of interviewed persons
Sursa: elaborata de catre autor/ Source: elaborated by author

Pentru a oferi concluzii veridice in urma
cercetarii, intervievatii au fost delimitati pe criteriul
de varsta, astfel, 60% dintre intervievati au varsta
cuprinsa ntre 26-35 de ani, 28% au varsta cuprinsa
ntre 19-25 de ani, 8% cu varsta cuprinsa intre 36-
45 de ani si 4% cu varsta de pana la 18 ani.

Figura 2. Mediul de provenientd a persoanelor intervievate/
Figure 2. Background of interviewed
Sursa: elaborata de catre autor/ Source: elaborated by author

In order to provide veritable conclusions
from the research, the interviewed persons were
delimited on the age criterion, so, 60% of
interviewed persons are aged 26-35 years, 28%
are aged 19-25, 8% are aged between 36-45 years
old and 4% under the age of 18 years.
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Figura 3. Varsta persoanelor intervievate/ Figure 3. Age of interviewed persons
Sursa: elaborata de catre autor/ Source: elaborated by author
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70% dintre intervievati sunt angajati in
campul muncii, anume, 1n unitatile comerciale si
prestatoare de servicii, 16% sunt studenti sau
elevi, 10% sunt someri si doar 4% dintre
intervievati  sunt  antreprenorii  unitatilor
prestatoare de servicii si comerciale. E binevenit
faptul cd, in cadrul cercetarii, au participat
persoane cu diverse interese si din domenii
multilateral-diversificate. Astfel, am colectat
date, care vor oferi evaluari veridice.

Out of the interviewed persons 70% are
employed, in businesses and service units, 16%
are students or pupils, 10% are unemployed, and
only 4% of interviewed persons are entrepreneurs
in services and commerce. It is welcomed the fact
that people with diverse interests and multilateral
and diversified domains participated in the
research. Thus, we have collected data that, in
our opinion, will provide a veritable evaluation.

Antreprenor al unei unitati prestatoare de
servicii/Entrepreneur of a service providing unit

Antreprenor al unei unitati comerciale/Entrepreneur of a
commercial unit

Angajat in unitate prestatoare de servicii/Employee of a
service providinf unit

Angajat In unitate comerciald/Employee of a commercial
unit

Student/Elev/Student/Pupil

Somer/Unemployed

'J

15 20 25 30 35 40

Figura 4. Activitatea intervievatilor (Procente)/
Figure 4. Activity of the interviewed persons (percent)
Sursa: elaborata de cdatre autor/ Source: elaborated by author

Din numarul total al intervievatilor, recla-
matii au completat doar 40% (figura 5). E nevoie
de identificarea motivelor ce au Tmpiedicat
consumatorii sd depund o plangere si o delimi-
tare pe grupuri a persoanelor deponente.

Only 40% of the total number of interviewed
persons filled in any complaints (figure 5). It is
necessary to identify the reasons that prevented
consumers from submitting a complaint and a
group delimitation of the persons who filled it in.

Nu/No |

Da/Yes | ;

Figura 5. Delimitarea intervievatilor pe grupuri, care au formulat, vreodata, reclamatii si care
nu au completat niciodata/ Figure 5. Delimitation of interviewed persons by groups that filled in
complaints and never filled them in
Sursa: elaborata de catre autor/ Source: elaborated by author

Motivele din care cei 60% intervievati nu
au formulat niciodatd vreo reclamatie sunt
prezentate in figura 6. Ca rezultat al intervie-
varii, se afirmd cd necunoasterea drepturilor
ramane un motiv important, din care majoritatea

The reasons why 60% of respondents never
filled in any complaints are represented in figure
6. The interview proved that the lack of know-
ledge on the rights remains an important reason
because of which most citizens cannot affirm and
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cetatenilor nu se pot afirma si apara. Lipsa de
timp este alt motiv major, din cauza caruia con-
sumatorii nu actioneaza. Lipsa de curaj si, pro-
babil, neincrederea cd vor reusi sa ajunga la
urechile antreprenorului isi face loc in clasa a
I11-a a motivelor, urmat de situatia in care unita-
tea comerciald sau prestatoare de servicii nu
detine registrul sau are, deja, cartea de reclamatii
completatd. Registrul de reclamatii este un docu-
ment de strictd evidentd si nu poate fi anulat pana
la completarea lui integrala. Dupa completare, el
se pastreaza in cadrul unitatii un an de zile, apoi,
Se anuleaza in temeiul actului de lichidare [2].
Astfel, putem observa situatii cand antreprenorii
speculeaza pe faptul cd registrul este completat
integral si acesta este in proces de lichidare, dupa
care vor primi altul nou. Aceastd situatie Tmpie-
dicd consumatorii sd inregistreze o plangere in
registrul, deja, completat.

defend themselves. Lack of time is another major
reason why consumers are not taking action.
Lack of courage and perhaps the disbelief that
they will be heard by the entrepreneur goes in the
third class of reasons, followed by the situation
when the commercial or the service providing
unit does not have the book of complaints, or it is
fully filled in. The Book of Complaints is a
strictly record document and cannot be cancelled
until it is fully filled in. After completion, it is
kept within the unit for one year, and then it is
cancelled on the basis of the liquidation act [2].
Thus, we can see situations when entrepreneurs
speculate on the fact that the register is fully
filled in and it is in the process of liquidation
after which it will receive a new one. This situa-
tion prevents consumers from filing in a com-
plaint in the already filled in register.

Alte motive/Other reasoons
Registrul era completat integral/The register was..
Necunoasterea drepturilor/Lack of rights..

Lipsa unui registru/Lack of register

Lipsa de timp/Lack of time

Lipsa de curajLack of courage

10 20 30 40
Procente/Percent

Figura 6. Motivele ce impiedici consumatorii sii formuleze reclamatii (Procente)/
Figure 6. Reasons that prevent consumers from filling in complaints (Percentages)
Sursa: elaborata de catre autor/ Source: elaborated by author

Conform Regulamentului cu privire la
modul de Gestionare a Registrului de Recla-
matii, acesta se anexeazd Intr-un loc vizibil si
accesibil pentru consumatori, iar la unitatile mari
de alimentatie publicd — in toate salile de deser-
vire [2]. Acest fapt este cunoscut de majoritatea
consumatorilor (figura 7).

NUNO_———
8%

DAJYES
92%

Revista / Journal ,,ECONOMICA” nr.2 (104) 2018

According to the Regulation on the way of
managing the Book of Complaints, it should be
annexed in a visible and accessible place for
consumers, and at large public catering esta-
blishments — in all service halls [2]. This fact is
known by most consumers (figure 7).

Figura 7. Registrul de reclamatii se anexeaza
la loc vizibil si accesibil consumatorilor/
Figure 7. Book of Complaints shall be annexed
in a visible and accessible
place for consumers
Sursa: elaborata de catre autor/
Source: elaborated by author
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Se spune ca legile existd pentru a fi incal-
cate, iar regulamentul cu privire la modul de
Gestionare a Registrului de Reclamatii nu este o
exceptie. Astfel, 43% dintre consumatori, de multe
ori, au atestat lipsa acestuia la un loc vizibil.

Regretfully, laws are often violated — a
practice we disagree with, and the regulation on
the way of managing the Book of Complaints is
no exception. Thus, 43% of consumers often
attested its lack in a visible place.

Prezenta/
Presence
43%

\ Lipsa/Lack

57%

Figura 8. Atestarea registrului de reclamatii la un loc vizibil/
Figure 8. Attesting the Book of Complaints in a visible place
Sursa: elaborata de catre autor/ Source: elaborated by author

Deseori, poti fugi de raspundere prin asa-
numitele —,lacune legislative”. Datoritd acestora
te poti eschiva de la anumite obligatii. Astfel,
conform Regulamentului, Registrul de reclama-
tii se inmdneazda consumatorului, de reguld, la
prezentarea bonului de casa, iar in cazul pro-
curarii, de la detinatorul de patenta, a unui
document ce confirma actul de cumparare in
forma liberd, care indica numadrul patentei §i
numele detinatorului, preful marfii procurate
sau serviciului prestat si data [2]. Oare, ce ar
insemna ,,de regula”? La indulgenta antrepre-
norului, sau poate In dependentd de dispozitia
acestuia? Consumatorul nu are voie sda ceard
condica fara a achizitiona ceva? Daca acesta
vrea sd scrie cd unitatea lucreazd In conditii
antisanitare si din aceasta cauza nu se va procura
nimic de acolo?

When laws are not violated, they are avoided
by the so-called ““legal loopholes”. Thanks to
them you can escape from certain obligations.
Thus, according to the Regulation, the Book of
Complaints is usually handed over to the consu-
mer when presenting the cash receipt, and in the
case of purchasing from the patent owner — a
document confirming the purchase act in free
form, indicating the patent number and the name
of the holder, the price of goods purchased or the
service provided and the date. [2] What would
“usually” mean? To the indulgence of the entre-
preneur, or may be according to his/her mood? Is
the consumer not allowed to ask for the book of
complaints without buying anything? What if
he/she wants to write that the unit is working in
anti-sanitary conditions and because of this
he/she will not buy anything?

Nu, nu N
stiam/1 didn't_~"

know

75%

Stiam/Yes, 1
knew
25%

Figura 9. Registrul este inménat, de reguli, la prezentarea bonului de casa/
Figure 9. Book is usually handed over when submitting the cash receipt
Sursa: elaborata de catre autor/ Source: elaborated by author
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Daca Registrul de Reclamatii este un do-
cument de stricta evidenta, de ce ar fi nevoie sa
fie amplasat la vedere, dacd consumatorul nesa-
tisfacut nu are acces, in mod liber la el, fara a-l
cere si fara sa prezinte bonul de casa? Registrul
de Reclamatii este eliberat contra platd de catre
Intreprinderea de Stat Editura de Imprimate
., Statistica” §i de reprezentantii ei de pe langa
directiile si sectiile teritoriale de statisticd, snu-
ruit §i autentificat prin aplicarea stampilei si
semnaturii reprezentantului autoritatii adminis-
tragiei publice locale [2]. Registrul de Recla-
matii, pe care il detin toti antreprenorii, costa
circa 21.00 lei [3]. Atunci, de ce sa 1l puna la
vedere, ca si demonstreze detinerea acestuia?
Poate, pentru faptul ca sa le aducd aminte con-
sumatorilor de existenta acestuia? Personal, con-
sider ca nu se urmareste o logica. Daca il fura
cineva din locul vizibil si mai tarziu esti tras la
raspundere administrativd pentru cd nu poti
explica situatia, ce faci?

75% dintre intervievati considera cd e ne-
voie, totusi, de a-l amplasa la vedere, 20% con-
sidera ca nu e obligatoriu si doar 5% considera
ca hotararea are nevoie de reformulari.

If the Book of Complaints is a document of
strict recording, why would it need to be placed
in sight if the unsatisfied consumer does not have
free access to it without requesting it and without
submitting the cash receipt? The Book of Com-
plaints is issued for a fee by the State Enterprise
Publishing House “Statistica™ and its represen-
tatives to the statistical directorates and depart-
ments, bonded and authenticated by applying
the stamp and signature of the representative
of the local public administration authority [2].
The Book of Complaints, owned by all entre-
preneurs costs around MDL 21.00 [3]. Then why
should they put it in a visible place to prove its
possession? May be to remind the consumers of
its existence? We believe that this is not logic. If
someone steals it from a visible place and later
the entrepreneur is held accountable for not
being able to explain the situation, what should
be done?

A share of 75% of interviewed persons think
it should be placed in a visible place, 20% think it
is not mandatory and only 5% think the decision
needs reformulation.

Alt raspuns/Other
answer
5%

Da, e
obligatoriu/Yes, it is
mandatory
75%

Nu e obligatoriu/lt is
not mandatory
20%

Figura 10. ,,Este nevoie ca Registrul de Reclamatii, totusi, sa se afle la un loc vizibil?”/
Figure 10. “Is it necessary to expose the Book of Complaints in a visible place?”
Sursa: elaborata de cdatre autor/ Source: elaborated by author

Majoritatea intervievatilor cunosc faptul ca
reclamatia nu are nicio valoare, dacd consu-
matorul nu indicd datele personale: ,adresa
si/sau telefonul indicat. In cazul lipsei acestor
informatii de contact, reclamatia nu se ia in
considerare’ [2].

Most interviewed persons know that the com-
plaint has no value if the consumer does not indi-
cate the personal data: ““the address and/or the
phone indicated. In the absence of such contact
information, the complaint will not be consi-
dered” [2].
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Stiam/Yes, [ knew  Nu stiam/I didn't

know

Figura 11. Reclamatia nu este valabila fara indicarea datelor cu caracter personal (Procente)/
Figure 11. The complaint is not valid without indicating personal data (Percent)
Sursa: elaborata de cdtre autor/ Source: elaborated by author

Dar sd nu uitam de faptul cd nu toti
consumatorii sunt gata sad-si ofere datele
personale (figura 12), 23% dintre intervievati nu
sunt gata sa-si ofere datele personale, astfel,
reclamatia nefiind valabila.

But let us not forget that not all consumers
are ready to provide personal data (figure 12),
23% of interviewed persons are not ready to
provide personal data, so, the claim is not valid.

1000

500

Procente/
Percent

L

0,0

DA/YES

NU/NO

Figura 12. ,,Sunt gata consumatorii de a face reclamatia valabila?” (Procente) /
Figure 12. “Are the consumers ready to make the claim valid?” (Percent)
Sursa: elaborata de cdatre autor/ Source: elaborated by author

Circa 27,3% dintre intervievati se tem si
le indice datele personale, 54,5% nu sunt gata sa
le indice din motive de razbunare, iar 18,2% se
tem sa nu fie amenintati (figura 13). Apro-
ximativ un sfert dintre cei care nu sunt gata sa-si
ofere datele personale au indicat alte motive:
apeluri private la jumatate de noapte, indicarea
numarului de contact in diferite anunturi
publicitare, deteriorarea fatadei la adresa de
domiciliu s.a.

About 27.3% of interviewed persons are
afraid of indicating their personal data, 54.5% are
not ready to indicate it for reasons of revenge,
and 18.2% are afraid of being threatened (figure
13). About a quarter of those who are not ready
to provide personal data have indicated other
reasons: half-night private calls, indicating the
contact number in different advertisements, home
facade damage, and more.

Alt motiv/Other reason

Rézbunare/Revenge

Amenintare/Threat

) l I

||
J )

0,0

10,0 20,0 30,0 40,0 50,0 60,0

Figura 13. Motivele ce impiedica consumatorii de a indica datele personale (Procente) /
Figure 13. Reasons that prevent consumers from indicating their personal data (Percent)
Sursa: elaborata de catre autor/ Source: elaborated by author
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Conform regulamentului, Conducatorul
(patronul) unitdtii este obligat, in termen de
doua zile, sa examineze reclamatiile inscrise in
Registrul de Reclamatii si sa ia mdsurile nece-
sare [2]. Astfel, 50% dintre intervievati cunosc
acest lucru, iar 50% nu-I cunosc.

Conducatorul (patronul) consemneazad, pe
reversul reclamatiei, o nota despre mdasurile
intreprinse §i, in termen de cinci zile, trimite, in
mod obligatoriu, un raspuns in scris consumato-
rului-reclamant la adresa si/sau telefonul indi-
cate. In cazul lipsei acestor informatii de con-
tact, reclamatia nu se ia in considerare. Copiile
raspunsurilor —expediate consumatorilor se
pastreazd la administrafia unitatii, intr-o mapa
speciald, pdnd la sfarsitul anului in curs [2].
Doar 37,5% dintre cei care au depus plangeri au
primit raspuns, restul de 62,5% fie nu au com-
pletat corect reclamatia, fie antreprenorul nu a
considerat de cuviinta sa intreprinda ceva.

In cazul depunerii de cdtre consumator a
reclamatiei cu privire la neconformitatea produ-
selor (serviciilor) sau la preschimbarea lor,
termenul si modul de solutionare sunt prevazute
in Legea privind protectia consumatorilor (cel
mult 14 zile calendaristice de la data depunerii
reclamatiei) sau in contract [2]. Tn cazul In care,
pentru intreprinderea mdsurilor de lichidare a
deficientelor depistate de consumatorul-recla-
mant sau realizarea propunerilor, sunt necesare
mai mult de 5 zile, conducatorul unitatii stabileste
termenul necesar (dar nu mai mult de 14 zile) si
consemneazd in condicd nota respectiva [2].

Astfel, 66,6% dintre persoanele, ce au
depus plangere, au primit raspuns in termen de
14 zile si doar 33,4% au primit raspuns pana la 7
zile. Evident, se justifica situatia cu livrarea
scrisorilor prin Posta Moldovei si alte motive.

According to the regulation, The manager
(the owner) of the unit is obliged, within two
days, to examine the complaints recorded in the
Book of Complaints and to take the necessary
measures. [2] Thus, 50% of interviewed persons
know this, and 50% are not aware of this.

The manager (the owner) makes a note of
the action taken on the verso of the complaint
and must, within five days, send a written reply to
the complainant consumer to the address and/or
telephone number indicated. In the absence of
such contact information, the complaint is not
taken into consideration. Copies of answers sent
to consumers are kept at the unit’s administra-
tion, in a special folder, by the end of the current
year [2] . Only 37.5% of complainant consumers
received an answer, the remaining 62.5% either
did not fill in the complaint correctly, or the
entrepreneur did not consider it appropriate to
do anything.

In the event that the consumer submits a
complaint about the non-conformity of the pro-
ducts (services) or about their change, the term
and the manner of settlement are stipulated in the
Law on Consumer Protection (maximum 14 ca-
lendar days from the date of filing in the com-
plaint) or in the contract [2]. If more than 5 days
are required for taking actions for the liquidation
of deficiencies detected by the complainant con-
sumer or the making of the proposals, the ma-
nager of the unit shall set the necessary time (but
not more than 14 days) and makes the respec-
tive note [2].

Thus, 66.6% of persons filling in a com-
plaint received an answer within 14 days, and
only 33.4% received answer within 7 days. Obvi-
ously, the situation with the delivery of letters
through the Post Office of Moldova and other
reasons are justified.

Peste 20 zileAfter 20 days
Pana la 20 zile/Within 20 days

Pana la 14 zile/Within 14 days

Péna la 7 zile/Whithin 7 days

20 40 60 80

Procente/Percent

Figura 14. Termenul in care consumatorii au primit rispuns la reclamatie (Procente)/
Figure 14. The time the consumers received answers to the complaint (Percent)
Sursa: elaborata de catre autor/ Source: elaborated by author
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Existd situatii in care administratiile nu
examineazd plangerile, iar, in alte cazuri, se
limiteaza sa le citeasca, fard sa raspunda la ele,
asa cum 1i obliga legea. Cei care incalcd legea
riscd o amendd de la 100 pana la 200 de unitati
conventionale [4].

In cazul lipsei Registrului de Reclamatii,
consumatorul nu este lipsit de dreptul de a
depune o plangere pe adresa agentului
economic. Consumatorul se poate adresa n
forma scrisa, optand pentru una din modalitati:

v' Fie cu o pldngere intocmita in doud
exemplare la Cancelaria sau secretariatul
comerciantului, la care trebuie sa se
raspundd in cel mult 14 zile calendaristice
de la data inregistrarii.

v' Fie cu o scrisoare transmisd printr-un e-
mail, cu termen de examinare de cel mult
14 zile calendaristice de la data expedierii.

v’ Fie cu o plingere transmisa pe cale pos-
tald, cu aviz recomandat, la adresa juri-
dicd a agentului economic, ce urmeazd a fi
examinatd in cel mult 14 zile calendaristice
de la data receptiei, conform avizului rosu.
Vanzatorii si prestatorii de servicii vino-

vati de incalcarea modului stabilit de tinere a
Registrului de Reclamatii, precum si de refuzul
de a-l prezenta la prima cerere a consumatorului,
care a prezentat bonul de casa sau alt document
ce confirmd actul de cumpdrare sau serviciul
prestat, sunt trasi la rdspundere administrativa,
in conditiile legii.

Concluzii

In urma cercetarii, s-a stabilit ca Registrul
de Reclamatii nu intotdeauna este expus la un
loc vizibil, desi este un document de strictd
evidenta. Astfel, in cadrul cercetarii, putem afir-
ma cd administratorii Intreprinderilor nu inde-
plinesc cerintele regulamentului. Ar fi nevoie ca
organele competente, n cadrul controalelor ino-
pinate, sa verifice activitatea patronilor conform
regulamentului. Pentru ca respectivii consuma-
tori sd completeze corect reclamatiile, ei trebuie
sa familiarizeze cu Regulamentul cu privire la
Modul de Gestionare a Registrului de Recla-
matii, sau sd se introduca modificari pe pagina
de completare cu inscriptiile: ,,Indicare obliga-
torie” a datelor cu caracter personal, fara de care
reclamatia isi pierde valabilitatea. Pentru ca
datele cu caracter personal ale consumatorilor sa
fie protejate, ar fi nevoie ca Guvernul sa intro-
duca unele modificari In regulament, ce ar face
valabila reclamatia fara includerea acestor date.

There are situations in which administra-
tions do not examine the complaints, and in other
cases they are limited to reading them without
responding to them, as required by law. Those
who violate the law risk a fine from 100 to 200
conventional units. [4]

In the absence of the Book of Complaints,
the consumer is not deprived of the right to
address the economic agent. The consumer can
address in written form, choosing one of the
following ways:

v Either by a complaint made in two copies
at the Chancellery or the Secretariat of the
merchant, which must be answered within
14 calendar days from the date of regis-
tration.

v’ Either by a letter sent by e-mail, with a re-
view term of no more than 14 calendar
days from the date of mailing.

v’ Either by a complaint sent by registered
post, to the legal address of the economic
agent, to be examined within 14 calendar
days from the date of receipt, according to
the red notice.

The sellers and service providers, guilty of
violating the established manner of maintaining
the Book of Complaints and the refusal to submit
it to the consumer at the first request, who sub-
mitted the cash receipt or other document con-
firming the purchase act or the service provided,
are subjects to administrative liability, under
the law.

Conclusions

As a result of the research, it was esta-
blished that the Book of Complaints is not always
exposed in a visible place, although it is a docu-
ment of strict recording. Thus, within the re-
search, we can say that the administrators of the
enterprises do not meet the requirements of the
regulation. It would be necessary, at the unanno-
unced controls, for the competent bodies to check
the activity of the patrons according to the
regulation. In order for consumers to correctly fill
in the complaints, they need to become familiar
with the Regulation on Way of Managing the
Book of Complaints, or introduce modifications
to the filling page with the inscriptions: “Man-
datory indication” of personal data, without
which complaint loses its validity. In order to
protect the personal data of consumers, the
Government should introduce some modifica-
tions in the regulation, which would make the
complaint valid without providing this data.
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De asemenea, ar trebui ca registrul si nu fie | Similarly, it would be necessary for the Book not
inmanat doar la prezentarea bonului de casi, ci | to be handed over only if submitted the cash
si la solicitarea consumatorului. | receipt, but only at the consumer’s request.
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