f ARMG PUBLISHING . d Marketing and Management of Innovations, 1, 20223
“Thinking ahead" & SCleénao ISSN 2218-4511 (print) ISSN 2227-6718 (online)

DOES DUAL QUALITY OF PRODUCTS IN THE EUROPEAN UNION TRULY BOTHER
CONSUMERS?

Lucia Bartkova, “* https://orcid.org/0000-0001-5348-2160

Dr., Associate Professor, Institute of managerial systems, Matej Bel University, Slovakia
Lenka Veselovska, “* https://orcid.org/0000-0003-1867-2692

Dr., Associate Professor Institute of managerial systems, Matej Bel University, Slovakia
Corresponding author: Lucia Bartkova, lucia.bartkova@umb.sk

Type of manuscript: research paper

Abstract: Dual quality is a situation when a company places its products on international markets under the same brand
and in identical or very similar packaging but with different composition or different quality. This has the greatest impact
on the satisfaction of consumers, who may feel inferior if they receive lower quality than abroad. Several comparative
tests were carried out in Europe, which showed that dual quality exists in the EU, although it was not confirmed that
there were always better products in Western Europe. Testing bodies, national politicians, the European Commission,
manufacturers and distributors, and consumers abroad also commented on the topic. Several countries conducted
research on consumer opinions on dual quality, but similar research was lacking in Slovakia. For a long time, there was
also a lack of a solution to this situation, as manufacturers defended themselves by saying that they were only fulfilling
the demands of consumers. The main aim of this paper is to examine consumers' opinions on dual product quality and
to identify a solution to this problem that meets their requirements. The analysis of the opinions of consumers in the
Slovak Republic was based on the results of primary research conducted on a sample of 987 respondents. The general
methodology established by the European Union served as a guideline for formulating proposals for solving the problem
of dual quality of goods in the EU, which was adapted to the conditions of the Slovak Republic in accordance with the
opinions of Slovak consumers. The main proposal is the establishment of the Slovak Trade Inspection (STI) as the main
body responsible for solving the issue of dual quality in Slovakia. STI is supposed to be responsible for receiving and
processing suggestions in case of suspicion of dual quality, coordination in ensuring product testing and communication
with brand owners. Another important proposal is the intensification of communication with brand owners and the
creation of more space for their expression in the event that dual quality offered by them is discovered. As part of testing
the use of dual quality as an unfair practice, the prices of the affected products in individual countries should also be
investigated.
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Introduction. At a time when the economies of Central European countries are being hit hard by the crisis
caused by the pandemic, there is growing pressure to look for opportunities. It is the role of policy makers to
set the trend for improving equality and transparency of business opportunities in the European single market.
Finding new markets in which a manufacturer can place its products is a natural business activity that leads
to the expansion of sales to markets in other countries to obtain competitive advantage (Brodnanova, 2022).
Producers operating internationally usually sell their products under the same brand in many countries. The
customer assumes that it is the same product, i.e. in the same composition and quality. Many studies declare
that quality is one of the tools that companies use to fulfil their strategy and increase their competitiveness
(Potkany et al., 2022). However, experience has shown that large companies sell products of a different
composition or quality in Western European countries under the same brand than in Central and Eastern
European countries. The price is about the same, sometimes even higher for lower quality products offered in
Central and Eastern Europe.

The current problem of dual quality arose naturally after the regime change in the countries of Central and
Eastern Europe at the end of the 80s. If international companies wanted to succeed with their products in the
markets of the countries of the former Soviet Union, where the standard of living was lower than in other
countries, they had to adjust the composition of their products so that the products were buyable to reach a
profit as a key performance indicator (Kliestik et al., 2022). With the opening of the borders, the people of
Eastern and Central Europe began to travel abroad, where they also bought products of brands they knew from
home, and there were cases where they came across dual quality (Pratt, 2007; Ichijo and Ranta, 2016;
Osvaldova and Vrabcova, 2020). Consumers in the eastern part of the EU have begun to complain that the
quality of some products is lower in their country than with the same brand of the same manufacturer abroad
(Klabusayova, 2018) they consider the benefit of the products they get (Polat, 2022).

Several entities are involved in the issue of dual quality. In the first place, these are the institutions that
have carried out comparative tests in different countries. These tests took place in the years 2011 to 2019 in
the so-called post-communist countries.

Politicians from the countries concerned were mostly active in addressing the dual quality. The most
prominent figure was the Slovak Minister of Agriculture and the Czech European Commissioner, whose
agenda included consumer protection. However, there have been several reservations that politicians are
covering up other, more serious problems in domestic countries with this agenda (Morvay, 2019).

The European Union initially refused to address dual quality because, according to it, this issue fell within
the competence of individual countries. Food safety was paramount (Cupak et al., 2016; Treiblmaier and
Garaus, 2022) because food insecurity can affect health with potentially negative consequences for mental,
social and physical well-being (Grimaccia and Naccarato, 2022; Bukari et al., 2022). As long as the product
was safe and provided all the information on the packaging, from a legal point of view, there was no reason
to address the dual quality. Following pressure from politicians in the countries concerned, the European
Commission has acknowledged that dual quality exists, but the results of previous studies have not been clear
due to inconsistent testing methodologies. The European Commission has therefore commissioned the Joint
Research Centre to develop a common methodology and then test it to demonstrate or disprove the dual
quality. In 2018, the European Commission's Joint Research Centre conducted a test, the results of which
showed that there were differences in the composition of products packaged in the same or very similar
packaging, but the geographical pattern dividing the EU into East and West was not confirmed. The European
Commission has subsequently classified dual quality as an unfair commercial practice, and once it is proven
using a uniform European method of comparing goods, it threatens sanctions for entrepreneurs. Member
States were given the task of incorporating a harmonized methodology for dual-quality research into their
legislation.

Dual quality information was mostly presented in the media, with little room for comment from producers
and brand owners who were demonstrated the use of dual quality. In this respect, there is room for greater
involvement of manufacturers and brand owners in the process of eliminating dual quality in the EU.

However, minimal attention was paid to the opinions of those most affected by dual quality, namely
consumers and their trust and satisfaction (Kozakova, 2020). There are many cues for choosing a product and
quality and safety is the most important factor for consumers when buying products, especially food
(Mascarello et al., 2015; Grunert and Aachmann, 2016; Jiang et al., 2021; Petrescu et al, 2022), and it should
be unified in the EU. Research on consumer opinions and attitudes was carried out in only two countries - in
the Czech Republic and Poland. For this reason, the empirical research focused on examining consumer
behaviour in Slovakia in the context of dual quality. The interested of this research was in the opinions of
consumers in the selected European country as a basis for creating proposals for solutions to policy updates
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regulating the conditions in the European single market, as well as the national policies of individual European
states based on the opinions and demands of consumers. The given data are necessary for the correct setting
of the direction of legislation in the given area and the documents in such a form and scope are currently
absent in the European area.

The aim of the study is to find out the opinions of Slovak consumers on the issue of dual quality. This is
the only research of its kind in Slovakia. The contribution is devoted to the explanation of dual quality in the
area of the European Union as an unfair practice. The following is an analysis of secondary sources to
determine the situation in this area: how dual quality was proven, which goods are concerned and what is the
opinion of various stakeholders: brand owners, politicians of individual countries, the European Commission
and consumers abroad. The analysis of secondary data is followed by primary research on the attitudes of
Slovak consumers towards dual quality, which is the only one of its kind in Slovakia. Based on the results of
the research, the conclusion of the contribution contains proposals for the solution of dual quality in Slovakia,
which is based on the methodology adopted by the European Commission, but is adapted to the conditions of
the Slovak Republic according to the preferences of Slovak consumers. The proposals are directed towards
the institution that has to solve the problem of dual quality in Slovakia, communication between individual
interested entities and also attributes that need to be taken into account during testing. The contribution thus
provides a concrete procedure for solving the problem of dual quality according to the requirements of Slovak
consumers.

Literature Review. Dual quality is a situation where goods are sold in different countries in the same or
very similar packaging with different composition or quality. It cannot be consider as a social responsible
behaviour, because consumers can perceive it as an ethical, legislative or economic problem (Eleyan, 2022).
In order to prove dual quality, several tests have been performed since 2011, initiated by the countries of
Central and Eastern Europe. The purchased goods were compared with goods purchased in Western Europe -
especially in Austria and Germany, but e.g. also in Sweden (Euractiv, 2011). In the comparative studies,
identical pairs of selected products were purchased, in which the appearance, smell and taste, composition in
the laboratory, or the data on their labels were compared. In most cases, the results confirmed a dual quality,
as they almost always revealed inconsistencies: the use of different ingredients, different product ratios in the
package, different product weights, or different presentation of information on the packaging of goods. The
products of the food assortment were respected, also products intended for personal hygiene, cleaning and
washing products, but also diapers and dog food (dtest, 2016b; dTest 2017a; dtest, 2017b; dTest, 2018a; dTest
2018b; dTest, 2018c). These everyday consumer goods are also mentioned in the European Commission's
report on this issue (European Commission, 2018c). Politicians from the V4 countries, especially from
Slovakia and the Czech Republic, who presented it to the European Commission, became actively interested
in the problem of the dual quality of products sold in various European countries. The Slovak Republic was
the first to point out that if a manufacturer sells the same product, e.g. fruit juice, and does not state on the
packaging that there are more preservatives in the product exported to Slovakia than in the same product
intended for Western Europe, this is a violation of the law. The problem was mainly addressed by the State
Food and Veterinary Administration and the Slovak Consumers' Association, which initiated the tests, as it
was a problem of corporate social responsibility towards their customers (Veselovska et al., 2020; Zavadsky
et al., 2018; Osvaldova and Vrabcova, 2021).

In 2015, ten MEPs representing Slovakia, Croatia, Slovenia, Romania, Hungary, Malta and Italy addressed
the issue and called on the European Commission to end consumer discrimination. According to them,
producers were prevented from supplying lower quality goods to Eastern Europe. They reminded that this
applies to a wide range of goods, from food and toiletries to disinfectants and clothing (Nagyova, 2015). The
Czech Minister of Agriculture tried to open a discussion on this topic during a meeting of European agriculture
ministers in 2016. However, his efforts were supported only by Slovak colleagues, the representatives of other
countries did not perceive the problem (Ekonomika, 2016). Subsequently, Slovakia opened this topic at the
level of the V4 summit but also of the Council of the European Union (TASR, 2017). In addition to the
countries of Central and Eastern Europe, Greece and Finland have supported its efforts to solve the problem.
Subsequently, the Prime Ministers of the Czech Republic, Slovakia, Hungary and Poland called on the
European Commission to pay more attention to the problem of different food quality in different EU countries.
They stated that they considered it unacceptable for people in one country to be offered goods of the same
brand in the same packaging, but in poorer quality than in another country (CTK, 2017).

They described such a practice as unfair for consumers and said that products of different quality should
be labelled differently and have different packaging. At the same time, the countries concerned agreed to set
up a website for consumers, where they could report cases of dual quality and thus put pressure on producers
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through chambers of commerce and food to change their practices (Ceska televize, 2017). It should be noted
that this page was not created. The European Commission initially denied responsibility for tackling the
problem, saying that the competences belonged to individual countries and that the legislation would not
change. After pressure from politicians from the so-called new countries, however, the EU began to deal with
this problem. In 2017, the then President of the European Commission, Jean-Claude Juncker, admitted the
existence of «secondary residents» and declared that the consumers of Eastern Europe have the right to the
same quality as those of Western Europe (European Commission, 2017). The European Commission has
prepared a report on the dual quality of goods in the single market (European Commission, 2018c), in which
it noted the existence of this practice on the part of some producers and specified the goods concerned.

The Unfair Commercial Practices Directive (Directive 2005/29/EC of the European Parliament and of the
Council of 11 May 2005 concerning unfair business-to-consumer commercial practices in the internal market)
has been in force since 2005. Annex | lists practices, which are considered unfair in all circumstances. The
list lacked the practice of unethical labelling of the same manufacturer's products, although the composition
or quality is not the same. In 2018, the European Commission decided to include dual quality on the list of
unfair practices. Austria, which held the presidency of the EU Council in the first half of the year, removed
penalties for dual product quality from unfair trade practices from forthcoming legislation entitled «New
Consumer Agreement», which met with strong opposition from several countries, including Slovakia and the
Czech Republic (TASR, 2018).

Subsequently, in the second half of 2018, the European Parliament, under the Romanian Presidency,
approved a directive on unfair commercial practices in the internal market, entitled «A new consumer deal»,
which will address dual quality (European Commission, 2019a). It will apply not only to food but also to non-
food products. With this step, dual quality has become a deceptive business practice throughout the EU, and
member countries can fine for violations of this directive (Ministry of Agriculture and Rural Development of
the Slovak Republic, 2019). The new directive provides, inter alia, for clarification of the rules concerning the
misleading marketing of dual-quality products. The proposal amends Directive 2005/29 /EC to make it clear
that a commercial practice involving the marketing of a product as identical to the same product marketed in
several other Member States in which the product has significantly different composition or characteristics
misleading the consumer, or are likely to lead to a commercial transaction decision that he would not otherwise
take, is a misleading commercial practice and should be assessed and dealt with by the competent authorities
on a case-by-case basis in accordance with the provisions of the Directive (European Commission, 2018a).

The marketing of goods in one Member State as identical to goods marketed in other Member States, even
though those goods have significantly different composition or characteristics, is considered to be a misleading
commercial practice unless justified by legitimate and objective factors (Directive 2019/2161). The directive
also regulates sanctions for infringements. Member States had two years to apply these measures to their
legislation. Dual product quality will only be possible if the different composition is justified by legitimate
and objective factors. These include the availability or seasonality of raw materials, improving access to
healthy and nutritious food, or the trader's right to offer goods of the same brand in different geographic
markets in packages of different weights or volumes (TASR, 2019).

The main problem with all the tests in the individual member states was that they used different
methodologies. The institutions themselves have acknowledged that it is not possible to determine from their
procedures how many goods have a different composition in the EU single market. At the same time, each
survey tested a different amount of different goods. These goods were also not always comparable, because
e.g. in the case of private labels, it is not possible to achieve the same quality, as the distributor's packaging
packs products from different manufacturers, which use a different and typical technological process, as well
as different raw materials (Samekova, 2017). As a product with a different composition, e.g. a product that
had the same composition as a foreign product, but was described in a different way, was also evaluated
(Euractiv, 2019). Sometimes differences also arise in different ways of rounding the figures of the share of
raw materials of products. Therefore, in 2018, the European Commission, through the Joint Research Centre
(JRC), came up with a uniform methodology for comparing the composition and quality of goods and tested
it in 2019 in a survey of 1380 samples of 128 different food products from 19 Member States (Southey,
2019b). Italy, Germany and Austria did not participate in the testing. The study shows (European Commission,
2019b) that in the most cases the composition corresponds to how the products were presented (either they
had the same composition in the same packaging or different composition but in different packaging), in 9%
of cases the products were presented as the same throughout EU with different composition, in 22% of cases
the products were presented similarly but had a different composition. Thus, up to 31% of the test revealed a
dual quality of goods in the same or very similar packaging.
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In 2020, the JRC also conducted a sensory test. As a result, the evaluation carried out by a group of trained
experts included 20 branded products, each of which included samples taken in EU Member States.
Differences in sensory properties between national versions were noticeable in 10 of the 20 food products
evaluated (Ulberth, 2021). An important finding of the JRC survey was that the problem of dual quality of
goods does not have a geographical pattern. Dual quality has been declared an unfair practice in the EU and
a breach threatens fines (Southey, 2019a). Even different local consumer preferences will not be a reason for
the dual quality of goods in the EU (Livingstone, 2019). The same rules are to be introduced for the non-food
range of goods (The Slovak Spectator, 2019). The European Commission for Agriculture and Rural
Development was also of the opinion that the practice of placing the same product of the same brand with a
different composition in different markets must end (European Parliament, 2018).

Minimal attention was paid to the opinions of consumers in individual countries on the given topic.
Research into their opinions on dual quality was conducted only in the Czech Republic and Poland (dTest,
2016a, Mth, 2016, Forbes, 2018). Other researches are lacking. There are several surveys of consumer
opinions, especially on foods in terms of their origin, health, quality, taste, safety, information on packaging,
etc., but none of them addressed the issue of dual quality (Almli et al., 2011; Fotopoulos and Krystallis, 2000;
Guerrero et al., 2010; Hassan and Monier-Dilhan, 2006; VVan Der Lans et al., 2001; Tsakiridou et al., 2009).

Methodology and research methods. The paper provides a detailed analysis of consumer views on
solving the problem of dual product quality in Western and Eastern Europe. Although buyer behaviour is
affected by the existence of dual quality and the degree of awareness, the very existence of dual quality is
explained by managers as a result of differences in buyer needs. However, there is no solution that consumers
would consider relevant and sufficient. The authors of this article seek to find evidence to support these
assumptions and to provide guidelines for national and European policy makers to cope with the ever-
increasing pressure from customers and politicians based on customers' perceived dual quality of goods.

The main aim of the paper is to examine consumers' views on dual product quality and to identify a solution
to this problem that meets their requirements.

The first step in achieving this goal was to examine how customers perceive dual quality and how these
practices of some international manufacturers hinder them. The level of awareness of dual quality was
examined from the perspective of customers' perceptions depending on their age, gender, education, income
and living conditions. As a result, the second step in the analysis was to use these findings to identify suitable
solutions. These findings served as input for the creation of a correlation matrix that provides a map of all
significant impacts based on these research findings. Spearman correlation and basic correlation coefficients
were used to identify relationships with high impact potential. Specific correlation coefficients were calculated
according to a formula previously used by various authors (Veselovska, 2021; Zavadsky et al., 2020).
Spearman correlation was calculated according to formula 1:

Ro=1- (6xzd2) 1)

n3-n

where n is the number of customers; d represents the difference in order.

The next step in this research was to draw conclusions from the findings of the survey and to develop a
correlation matrix, which was later transformed into guidelines for policy makers. The intention was to find
solutions from which the company could benefit by carefully selecting the appropriate strategy that would
provide an answer to the wishes and needs of customers arising from their awareness of dual quality.

The data source used in the article was the first nationwide survey conducted in the Slovak Republic. This
country was selected for research because it is one of the countries where the existence of dual quality has
already been proven. The survey examined consumer views and provided evidence of what solutions
customers expect from legislators. The survey was part of a project in which academics and the private sector
work together to identify the real needs of different customers in the European Union. The surveyed
consumers were selected at random throughout the country to ensure that the sample was representative. More
than 11,600 people were reached through various methods, such as social networks, consumer associations
and directly through project developers in shops. A questionnaire was used for data collection. Exactly 63
shopping malls located throughout the country were selected for personal interviews. 213 questionnaires were
completed in this way. Another 774 questionnaires were completed online. During the personal interviews,
consumers were first provided with a brief explanation of what dual product quality means. The same
explanation was provided at the beginning of the online questionnaire to avoid misunderstandings.
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The structure of the questionnaire was the same for all live interviews and online distribution. It consisted
of 26 questions. Most questions were closed or semi-closed to allow customers to provide their own answers
if the options provided were not sufficient. However, only 3 consumers took advantage of this opportunity.

A total of 987 consumers took part in this survey. All respondents were the main buyers of daily consumer
goods in their household. Women represented 66.15% of respondents. The age of the respondents was chosen
as the main criterion for the representativeness of the sample. The basic group consisted of all people in
Slovakia aged 19 to 80 years. The data used to describe the basic set were from the Statistical Office of the
Slovak Republic. Table 1 provides data on the base and sample. The Chi-square test was used to verify the
representativeness of the sample according to the population structure. The assay was performed at a
significance level of 95%. The Chi square value proved that this set is a representative sample of the base set.

Table 1. Structure of the base file and the sample file

Age of the respondent Base file Sample file
(in years) Count % Count %
19-25 406 044 9.26 101 10.23
26 - 45 1681 150 38.35 371 37.59
46 - 65 1 448 396 33.04 311 31.51
66 and more 848 019 19.35 204 20.67
Total 4,383,608 100.00 987 100.00

Sources: developed by the authors.

Results. Dual guality is a complex, multi-layered problem that has several dimensions. Within the EU,
products should be safe in the first place, their composition is not comparable in individual countries.
According to the European Commission, products could have different formulations in different countries if
manufacturers stated this in the formulation on the product. Therefore, dual quality was not a legislative
problem, but an ethical problem, because if consumers bought the same product in different places, they
assumed it was the same. On the other hand, it is also an economic problem given that the input materials used
in products destined for different markets may have different purchase prices. The processing process itself
may have a different price, and last but not least, some products are sold at different weights or prices.

Dual quality also involves various actors, be they manufacturers, politicians tackling this problem at
national level, the European Commission tackling dual quality at European level, media reporting on test
results and consumers. Consumers have received the least attention in the process of tackling the problem of
dual quality, and it is they who are ultimately directly affected by dual quality. Therefore, attention was drawn
to consumers in the research — their experience and views on dual quality.

Table 2. Perception of the nature of the dual quality problem depending on the age of the consumer

Perception of the problem of dual product quality Age of consumers
in terms of its nature (in %) 19-25 26 - 45 46 - 65 66 and more
ethical problem 13.30 13.73 18.49 21.05
legislative problem 11.01 12.53 12.45 11.58
an ethical and legislative problem 51.83 52.05 50.19 48.42
economic problem 23.85 21.69 18.87 18.95
Total 100.00 100.00 100.00  100.00

Sources: developed by the authors.

The data in Table 2 suggest that the older consumers are, the more they perceive the ethical nature of the
dual quality problem. On the contrary, younger consumers view this problem more in terms of its economic
nature. However, in all age categories, the perception of the problem of dual product quality dominates as an
ethical and at the same time legislative problem. Table 3 shows the results of the correlation analysis between
perception and age. The data show that there is a significant direct relationship between the degree of
perception of the dual product quality issue as an ethical issue and the age of consumers. On the contrary,
significant indirect dependencies exist between the age and the degree of perception of the economic nature
of the dual quality problem and the degree of perception of this problem as both ethical and legislative.
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Table 3. Spearman correlation coefficient

The degree of correlation between the perception ethical legislative an ethical and economic
of the problem of dual product quality in terms of problem  problem legislative problem  problem
its nature and the age of consumers 0.649 0.120 20591 20.606

Sources: developed by the authors.

The results of the questionnaire survey indicate that a significant proportion of consumers are interested
and willing to share their own experience with dual quality (92.71%). Interesting findings were also found
when analysing their views on the preferred way and form of sharing these experiences (Table 4).

Table 4. Preferred way of sharing information according to the age of the consumer
Age of consumers
19-25 26-45 46-65 66 and more

Preferred way of sharing information (in %0)

specialized website (after registration the possibility to directly 31.28 43.38 36.25 28.57
enter information, photos, etc.)

reporting to the Slovak Trade Inspection Authority 18.01 14.37 19.92 30.61

reporting to the Association of Slovak Consumers 5.69 3.94 7.97 10.20

mobile application (uploading photos, information, etc. to the 19.43 16.34 9.16 14.29

application and their subsequent processing by the application
administrator)
sharing via social networks (on a specialized profile, where it 25.59 21.97 26.69 16.33
would be possible to directly upload photos, information, etc.)
Sources: developed by the authors.

The data in Table 4 suggest that the most significant preferred way to share information is a dedicated
website, as up to 37.05% of all consumers indicated this option. Almost a quarter of respondents (23.5%)
consider sharing via social networks to be the most appropriate way. Reporting to the Slovak Consumers'
Association was evaluated as the least preferred way of sharing information, as only 6.12% of Slovak
consumers would choose this option. The order of preferences does not change significantly even if the data
are grouped according to the age of the consumers. The only exception is the age category 66 and over, in
which reporting to the Slovak Trade Inspection Authority dominates as the primary form of sharing
information and experience with dual quality. In terms of gender, no significant differences between men and
women were identified in terms of their choosing how to share information about the identified dual quality.

sharing via social networks (on a specialized profile, where it0 0 _
would be possible to directly upload photos, information, etc.)™
mobile application (uploading photos, information, etc. to the
application and their subsequent processing by the...

reporting to the Association of Slovak Consumers

reporting to the Slovak Trade Inspection Authority

23.15 -

0% 20% 40% 60% 80% 100%
H primary secondary ®tertiary

specialized website (after registration the possibility to directly
enter information, photos, etc.)

Figure 1. Preferred way of sharing information depending on the highest level of consumer education
achieved
Sources: developed by the authors.

The results of the survey suggest that there are significant differences of opinion on the preferred way and
form of sharing one's experience with dual quality, depending on the highest level of consumer education
attained.
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Figure 1 presents the results of this analysis. The data show that respondents with basic education
significantly prefer reporting to the Slovak Trade Inspection Authority as a form of sharing information on
dual quality, as this method would be chosen by up to 63.64% of these consumers. As many as 18.18% of
consumers in this market segment would prefer to report to the Slovak Consumers Association. Only 9.09%
of consumers with basic education would choose a specialized website. This form of sharing experience with
dual quality is the dominant option for consumers with completed secondary education and for consumers
with completed higher education. In the segment of university-educated consumers, the form of sharing via
social networks is also significantly represented (23.97% of these consumers).

Interesting findings can also be derived from an examination of the preferred source of information on the
problem of dual quality by age groups of consumers. Almost half of the respondents mentioned print media
as the preferred source of information on dual quality issues (47.62%). A transnational internet portal (page)
informing about detected cases would be in 2nd place in preferences (20.67% of consumers). The smallest
share of consumers would be interested in obtaining information on dual quality from the Prime Minister's
regular reports (6.59%). Only 7.19% of Slovak consumers would be interested in information from the
Association of Slovak Consumers. The data in Table 5 show that the largest proportion of consumers who
prefer print media as a source of dual quality information is over the age of 65, as more than half of them
would choose this source of information (52.94%). The European Commission's regular report would be of
the lowest interest to the consumer age group of 46 to 65 years. Only 1.18% of consumers over the age of 65
would be interested in current information from the Slovak Consumers' Association, which is by far the lowest
share compared to other market segments. Interest in the transnational internet portal (page) informing about
detected cases is higher among younger consumers.

Table 5. Preferred source of information on the dual quality problem depending on the age of the
consumer

%) Age of consumers
19-25 26-45 46-65 66 and more

Preferred source of information on the dual quality problem (in

media coverage in dailies, weeklies 45.81 45.06 47.48 52.94

regular report of the Ministry of Agriculture and Rural Development of  15.86 21.01 15.11 22.35
the Slovak Republic

regular report by the prime minister 9.69 3.80 4.68 7.06

regular report from the European Commission 14.10 15.19 9.35 20.00

transnational internet portal (page) informing about detected cases 29.07 21.01 13.67 941

current information of the Slovak Trade Inspection Authority 13.22 16.20 25.54 28.24

current information of the Slovak Consumers Association 3.52 6.08 10.43 1.18

Sources: developed by the authors.

When examining consumers' views on the organizational solution of the problem of dual quality of goods
for consumers, 51.37% of all consumers would prefer national institutions (e.g. Slovak Trade Inspection,
National Testing Institutions, universities), but as many as 43.87% of consumers stated that the European
Commission should primarily address this issue. Only 12.06% of consumers believe that this competence
should be left to national parliaments. Leaving the solution to the consumers themselves is the least preferred
option (only 10.64%). This finding suggests that consumers themselves would consider it appropriate to
address the issue of dual quality on an institutional basis as well, but this runs counter to the findings of low
interest in information from existing institutions. For this reason, attention was focused on a more detailed
examination of these data, by structuring them according to the age of consumers (Table 6).

Table 6. Organizational support for solving the problem of dual quality of goods depending on the age
of the consumer

Organizational support for solving the problem of dual quality Age of consumers
of goods (in %0) 19-25 26 - 45 46 - 65 66 and more
national institutions (e.g. Slovak Trade Inspection, national testing 54.63 50.63 50.72 49.41
laboratories, universities)
national parliaments 5.29 13.92 14.75 12.94
European Commission 46.26 43.54 38.49 55.29
customers themselves (by boycotting brands, reporting them to 7.93 11.65 12.59 7.06

Slovak Trade Inspection Authority, etc.)
Sources: developed by the authors.
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National institutions dominate in all age groups except the consumer segment over 65 years of age. In this
group, the greatest emphasis is placed on the European Commission. By far the lowest share of national
parliaments is among the youngest consumers. The results of the research suggest that people do not trust any
of the current national institutions dealing with dual quality (Slovak Trade Inspection, Slovak Consumer
Association, which initiated the first comparative test, but did not work on this issue; national testing
laboratories, universities). In general, the Slovak Trade Inspection Authority is the body of state control of the
internal market in matters of consumer protection with a nationwide scope. In carrying out this task, Slovak
Trade Inspection Authority controls the sale of products and the provision of services to consumers. Therefore,
it would be prudent to believe that it is this institution that should also carry out dual-product inspection. Of
the presented institutions, the Slovak Trade Inspection Authority as a communication body would be
recommended by the majority of respondents in the research.

Quality, especially quality of food, is very important factor in consumer behaviour and consumer
satisfaction (Toudert and Bringas-Rabago, 2021; Buve et al., 2022; Truong et al., 2022). Consumers are
increasingly paying attention to their purchase choices in terms of authentic local high quality and sustainable
products (Carlsen and Bruggerman, 2021; Konuk, 2018; De Canioand Martinelli, 2011). In recent years, also
Slovak consumers are also more demanding on quality. According to several surveys by GfK Slovakia, most
respondents state the quality and freshness of food as a decisive preference when buying food products (GfK,
2008; GfK, 2015). Moreover, although price is still important for consumers when shopping, the emphasis on
quality is clearly rising. At the same time, 16% of Slovak consumers state that they go shopping abroad for a
specific purpose, due to the increasing quality of goods abroad (GfK, 2017). In 2016, the Post bank analysed
the shopping behaviour of the Slovak population (Kusnirova, 2016). The analysis shows that Slovak
consumers are interested in quality food and in the western regions of the Slovak Republic are willing to pay
a higher price for such food. This view applies to the purchase of food, but e.g. also when buying sports shoes
and supplies. From these results, it is possible to assume that Slovak consumers will no longer be satisfied
with low guality and will be hindered by the dual quality of products, especially if they receive lower quality.
Also research from 2019 proved that consumers are the most affected by quality during purchase of dairy
products (SITA, 2019). According to the own primary research, dual quality hinders Slovak consumers and
they consider it to be problem. This is a similar opinion as in the case of consumers in the Czech Republic
and Poland, where there were also surveys of the population's views on dual quality (UOKIK, 2018). Research
in the Czech Republic has shown that consumers are interested in the issue of dual quality and perceive various
characteristics of products as unfairness and manipulation by brands (dtest, 2016a). According to the Czech
State Veterinary and Food Inspection Authority, almost 90% of Czech consumers are not satisfied with the
lower quality of food available in the Czech Republic compared to Western Europe (Mth, 2016). These are
foods with identical packaging and logos and a similar price but different composition. Another consumer
survey was conducted in 2017 and the results showed that Czech consumers are interested in the issue and
consider the quality of goods sold in the Czech Republic to be worse than in Western EU countries (Klicnar,
2017). Polish respondents had no experience with dual quality, yet a third of respondents were convinced that
such practices existed (Forbes, 2019). Although the European Commission initially resisted interfering in the
issue of dual quality producers, it prepared a change in legislation under pressure from Eastern and Central
European politicians. The first step was to prepare a uniform methodology for dual quality research. In
addition to the Joint Research Centre of the European Commission, experts from member countries, including
the Slovak State Food Veterinary Administration, also took part in its creation. This methodology was
subsequently tested by the Joint Research Centre in 2018, which confirmed the dual quality test in the EU,
but also refuted its geographical pattern, which would divide Europe into East and West. This means that not
all products are of better quality in Western European countries, some are better in Eastern Europe.

However, the state remains one of the most important determinants of the business environment, being the
one who sets the rules for business and the one who supports or hinders the development in this area
(Virglerova et al., 2017). Therefore, the new European methodology provides guidance to member countries
on how to proceed with product selection, sampling and testing itself (European Commission, 2018b). Food
producers for whom the tests show differences will have to submit an explanation to the competent authorities
(Ministry of Agriculture and Rural Development of the Slovak Republic, 2018). The same methodology
should be gradually introduced for other types of products.

Figures 2, 3 and 4 show the procedure of the proposed harmonized testing, which was supplemented with
proposals for testing in the Slovak Republic (marked in italics) in three steps: product selection, sample
collection and testing. The results of the testing will serve as inputs to the first step product selection in this
cycle. These formulations were based on the results of research, in which consumers stated that the Slovak
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Trade Inspection Authority should be responsible for solving dual quality. Consumers said they would
welcome a dedicated website as a source of information, which most would also prefer to report their
experiences with dual quality. Initiation of a dialogue between the relevant state authorities and manufacturers,
or brand owners is considered. The fact is that the manufacturers have so far commented very little on the
whole issue. On the one hand, this was often due to the fact that they were not given the opportunity to explain
their actions at all. On the other hand, it happened that the producers expressed themselves very unhappily
(when, for example, the detergent manufacturer stated that consumers in the Slovak Republic and the Czech
Republic have different stains than those in Germany), or they changed their behaviour, thus actually
confirming that in connection with dual quality acted intentionally. In general, it can be said that intensifying
communication with manufacturers and brand owners will be beneficial in solving the problem.

PRODUCT SELECTION

TARGET LIST RANDOM LIST
information from previous campaigns and complains supplements the target list with considerations on
- responsible institution: Slovak Trade Inspection (STI) availability a market share

- tool for submitting complains: special internet page |
[

v consults with brand owner about the
availability and equivalence on partial
markets

PRODUCTS SELECTED FOR PROPOSAL restrictions based on special
SAMPLING of product list requirements on manipulations

feasibility of laboratory and sensory
testing

Figure 2. Proposal of a dual quality testing procedure — Product selection
Note: *STI — Slovak Trade Inspection, **SVFA - State Veterinary and Food Administration, ***PHO — Public Health
Office

Sources: developed by the authors on the basis of (Ministry of Agriculture and Rural Development of the
Slovak Republic, 2022).

At this stage of the testing process, a list of products to be tested will be prepared. This step begins with
creating a targeted list of products to test (Ministry of Agriculture and Rural Development of the Slovak
Republic, 2018). Information from previous campaigns and complaints (through consumer organizations and
other available information) will be taken into account when creating a targeted list. Therefore, it is prudent
to suggest that the main consumer organization in Slovakia be the Slovak Trade Inspection Authority, as this
organization is most trusted by consumers in Slovakia. However, when visiting this organisation's website,
the potential complainant encounters a problem. In the Submission of Complaints, Complaints, Proposals and
Requests section, it is read that Slovak Trade Inspection Authority is not authorized to address (SOI, 2022):

- submissions and inquiries concerning the quality and health safety of food, agricultural and tobacco
products or unfair commercial practices in their sale (the competent supervisory authority is the State
Veterinary and Food Administration and its regional units),

- submissions and inquiries concerning the health safety and safety of food, raw materials and beverages
in mass caterers (the competent supervisory authority is the Public Health Office and its regional units),

- submissions and inquiries concerning cosmetic products are handled by the Public Health Office and
its regional components (the Public Health Office is the supervisory body for cosmetic products).

Such a procedure is quite complicated, as one institution refers the consumer to other institutions depending
on the type of product concerned by the dual quality. In addition, Slovak Trade Inspection Authority, as a
place to report cases of dual quality, is especially preferred by consumers from lower social classes, where
lower education is expected. Such a procedure can be complicated for them and can discourage them from
doing so. With increasing age, the interest in information through Slovak Trade Inspection Authority is also
growing. Complications of complaints can also be expected due to the age of these consumers (Bartkova et
al., 2019). Therefore, a separate section should be set up within the Slovak Trade Inspection Authority for the
purpose of reporting cases of dual quality. This step would include a separate internet channel on the Slovak
Trade Inspection Authority website and responsible persons who would further address the issue of dual
guality. On the one hand, they could forward a complaint to the responsible authority, on the other hand, they
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would keep a record of these submissions and subsequently participate in the preparation of a targeted list of
products for testing. A separate website could also be set up for the purpose of reporting dual quality cases,
as proposed in 2017, as this method is preferred by consumers regardless of age, gender or income (Bartkova,
2019). Complainants could be redirected to this site from the Slovak Trade Inspection Authority site, or they
could visit it directly. This would make it easier for consumers to share experiences with dual quality in line
with their preferences and provide competent authorities with a clear database of cases to work with.
Alternatively, the responsibility for coordinating complaints and information could be taken over by some
Slovak consumer association (e.g. the Slovak Consumer Association, which initiated the first tests but did not
address this topic further), but Slovak consumers have little interest in providing information through such an
association. The creation of a new independent institution is not recommended. The proposed list of products
to be tested is further supplemented by random items, taking into account the availability of products and their
market share. The draft product list is then consulted with the brand owner on the availability and equivalence
of goods in different markets (European Commission, 2019a).

As stated in the revised Unfair Commercial Practices Directive 2005/29/EC, exceptions to the dual quality
ban could include, but are not limited to, the availability or seasonality of raw materials, improving access to
healthy and nutritious food or the trader's right to offer the same branded goods in different geographic
markets. of different weight or volume. This proposal will then be incorporated into the legislation of the
Member States. Instead of a centralized instrument, the EC thus gives member countries the option of labelling
dual-quality food as an unfair commercial practice that European law already considers illegal. Attitudes to
this step varied from country to country. While the amendment of the directive itself was considered a great
success by the then Minister of Agriculture, they were not satisfied in the Czech Republic and announced high
fines for finding dual quality as an illegal practice (Horacek, 2019). In 2021, the Czech Republic adopted an
amendment to Act no. 110/1997 on foodstuffs and tobacco products, which imposes a fine of up to EUR 50
million for the sale of dual quality foodstuffs. Both the availability and seasonality of products, respectively
striving for healthier food, or different weight or volume should not be a reason to justify dual quality in the
same packaging. These facts can also be marked on the packaging and thus distinguish individual products on
international markets. The design of the list of products to be tested also takes into account the constraints
imposed by the special requirements for handling the products and the feasibility of laboratory and sensory
testing. The result of this testing phase is a list of products to be sampled.

SAMPLE COLLECTION

REGULATORY INSTITUTIONS *ST] SERVICE PROVIDERS
in affordance with national legislations R as «»  exclusion of conflict of
- **EVFA for food prgducts coordinating interests
- PHO for cosmetics institution
protocols for sample
v collection
PRODUCTS SELECTED samples with similar
FOR SAMPLING | RETAIL STORES expiration and age
special handling in
a case of need

Legend: *STI — Slovak Trade Inspection, **SVFA - State Veterinary and Food Administration, ***PHQO — Public
Health Office
Figure 3. Proposal of a dual quality testing procedure for the Slovak Republic based on research of
consumer behaviour in the context of dual quality — Sample collection
Sources: developed by the authors on the basis of (Ministry of Agriculture and Rural Development of the
Slovak Republic, 2022).

The competent authorities shall be responsible for sampling in accordance with national rules. For food, it
is the State Veterinary and Food Administration in Slovakia and its regional components. As the problem of
dual quality also concerns non-food products, to which a harmonized testing procedure should also be
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gradually applied, other authorities will be involved in the whole process (e.g. in the case of cosmetics, the
Public Health Office). Again, a central body will be needed to centralize data and information and pass it on
to stakeholders. Consumers in the Slovak Republic prefer the Slovak Trade Inspection Authority.
Alternatively, it could be a consumer association, but Slovak consumers have the least interest in it. Sampling
will take place in retail outlets, where a sampling protocol will have to be drawn up. Care will be taken to
ensure that the samples have a similar shelf life (although, for example, in the case of sour-milk products, the
age of the product is also important, as maturation changes the composition of dairy cultures, etc.) and special
handling with goods will be required if necessary. The samples taken will be sent to the lead organization for
analysis.

TESTING
COMPARISON WITH INFORMATION SENSORY ANALYSIS
STATED ON PRODUCT LABELS application of optimal testing method, securing
nutritional values and list of ingredients, identical process of testing of all samples, photo
photo documentation documentation

Difference?

NO SENSORY ANALYSIS
nature and scale of identified differences
CHEMICAL ANALYSIS
identification of causes of differences

v tests performed in accredited

If the sensory analysis and analysis [« laboratories
of composition results in
identification of differences, the . I brand owner
brand owner provides explication

to corresponding institution corresponding
¥ v > institution
*STI registers the case results informs consumers through its section (STI, SVFA, PHO)

responsible for dual quality (or through special internet page)

Figure 4. Proposal of a dual quality testing procedure — Testing
Legend: *STI — Slovak Trade Inspection, **SVFA - State Veterinary and Food Administration, ***PHO — Public
Health Office.
Sources: developed by the authors on the basis of (Ministry of Agriculture and Rural Development of the
Slovak Republic, 2022).

Testing of goods under the harmonized procedure begins by comparing the information declared on the
labels. The values and the list of ingredients are checked and photo documentation is prepared. In this step, it
must be taken into account that in different countries a different way of presenting information may apply, or
another way of rounding the data, in order to avoid that a case of goods which is in fact uniform, is also
considered to be of dual quality, only the way in which the information appears on the packaging differs. The
comparison of the labels is followed by sensory analysis, and an appropriate testing method must be used. It
is important that the same products from different countries are tested identically in sensory analysis, that
these tests are blinded (i.e. that the examiner does not know from which country the sample originates) and
that detailed documentation (focusing on the colour of the goods, its structure), condition and quantity of raw
material used, if possible to assess, etc.). In the event that differences are found between product samples in
this step, sensory (nature and extent of differences) and chemical (finding the causes of differences) analysis
will be performed. These tests can only be performed in accredited laboratories.

Given that most Slovak consumers consider dual quality to be an economic problem, product testing should
also include price comparison, possibly price comparison per unit of product. The European Consumer

193



Marketing and Management of Innovations, 1, 2023

fl ARMG PUBLISHING
ISSN 2218-4511 (print) ISSN 2227-6718 (online)

“Thinking ahead”

S sciendo

Organization has also recommended that the Joint Research Centre collect information on the prices of
foodstuffs suspected of dual quality (BEUC, 2018). If the analysis of the composition and sensory properties
shows differences, or even for any price discrepancies, the owner of the mark shall provide an explanation to
the competent authority. According to the amended Directive 2005/29/EC on unfair commercial practices, if
the dual quality is demonstrated as an unfair practice, the owner of the brand faces a fine of up to 4% of the
annual turnover achieved in each of the countries concerned. Given that consumers are interested in continuing
to be informed about dual quality, the Slovak Trade Inspection Authority (alternative consumer association)
as the main coordinating body of the whole process and at the same time the institution responsible for the
website publishing data should publish the results as well as the comments of stakeholders, including brand
OWners.

Conclusion. Dual quality is topical issue and although European Commission accepted legislative and
methodological arrangements (Novotny, 2021), member countries need to apply it into their own national
legislation and methods. In case that comparing tests from particular member countries were not comparable,
European Commission unified methodology of testing to find out real range of dual quality in EU. Dual quality
was confirmed, but the geographical pattern dividing EU into Western and Eastern part wasn't confirmed.
Subsequently, dual quality was classified as the unfair commercial practise. Now is the turn of member
countries to apply new legislative and unified methodology on national level. This was the base of suggestions
from this research. Dual quality was analysed in context of Slovak consumers, how they perceive it and
whether dual quality influences their consumer behaviour. According to the research, majority of respondents
has already heard about it and they mind it mostly in connection with foodstuff. They learnt about it mostly
from media, but almost half of them have also personal experience or acquaintance with personal experience.
According to the respondents in the research, dual quality should be solved by national organization,
particularly by Slovak Trade Inspection. They prefer specialized internet page as source of information. This
knowledge was basis for suggestion that Slovak Trade Inspection should be coordinating organ in process of
testing products. It should obtain inevitable information from consumers via specialized web page. At the
same time, consumers do not demand that double be banned, but demand that the fact that it is a specific
composition respecting local tastes, rules or raw materials, be visibly stated on the product packaging.
According to research, packaging and labels are a valuable source of information for consumers. In general,
consumers read product packaging, look for information on it and prefer to place important information on
the front of the packaging. (Grunert and Wills, 2007). Therefore, the information that the product was made
specifically for a certain country should also be visibly placed on the front of the product packaging.

The main aim of this paper was to examine consumers' views on dual quality products, how they perceive
dual guality and how these practices hinder them, and to identify a solution to the dual quality problem that
would meet their requirements. Based on the results of own research, there was formulated incorporation of
recommended measures into the framework of the dual quality solution prepared by the European
Commission. Recommended framework adjusted to the conditions in the Slovak Republic is the most
important contribution of this research.

The biggest limitation is the fact that similar research on consumer behaviour in the context of dual quality
is lacking, and therefore it is not possible to compare the results of research on Slovak consumers with the
opinions of consumers in other countries. Pan-European research, like pan-European product testing, is
therefore further direction of investigations.
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\ S C I e n d O “Thinking ahead”
Jocis BapTkoBa, okTOp, MOIICHT, [HCTUTYT yIpaBITiHCHKUX cUcTeM, YHiBepcuteT Mares bemns, CroBauunHa
Jlenka BecesioBcbKa, JOKTOp, OLEHT [HCTUTYTY yNpaBIiHCHKUX cHcTeM YHiBepcuteTy Marest bems, CrioBauunHa
Yu TypOyroTh noaBiiiHi cTangapTH AK0CTi mMpoayKuii cnokuBaviB B €BponeiicbkoMy €0103i?

[MongiitHi cTaHAAPTH SAKOCTI (yalbHA SIKICTB) — II€ CUTYAIIisl, KOJIM KOMIIaHis IPOa€ CBO1 IPOIYKTH HAa MKHAPOIHUX
PHHKaX IiJ Ti€l0 caMOI0 TOPTOBOIO MApKOIO Ta Y iMCHTUYHIN abo Ay)ke CXOXiil yIakoBIi, aje 3 pi3HUMH CKIIaI0OBHMH
abo sxictro. e HaibibIe BITMBAE HA PiBEHB 33JJ0BOJICHHS CIIOKMBAYIB, IKi MOXKYTh BiduyBaTH ceOe MEHII I'iJJHUMH,
SKIIO OTPUMAIOTh HIDKYY SIKICTh, HDK 32 KOpAOHOM. Y €Bpori Oyjo NMpoBeIeHO KiJibka MOPIBHSUIBHUX TECTIB, SKI
MOKa3aJy, 110 JyaJbHa SIKICTh ICHY€E, X0ua HE 3aBXAW OYyJIO MiATBEPPKEHO TiOTe3y MPO HAaSBHICTH OLIBII SIKICHUX
TOBapiB Ha pPHMHKY 3axinHoi €Bponu. AreHuii, HaliOHANBHI NOJITHKH, €Bponelchbka KOMICis, BUPOOHHMKH Ta
JHUCTPUO'IOTOPHU, a TAKOXK CIOXKMBaui 32 KOPJOHOM TaKOX BHUCJIOBJIIOBAIM CBOI JYMKH IOJO NMOJBIHHUX CTaHAAPTIB
sKocTi ToBapiB. Hu3ka kpaiH Bike NpOBENN MOCIHKEHHS IOJO0 JTYMOK CIIOKHBA4iB MPO BUKOPHUCTAHHS MOABIHHUX
CTaHAAPTIB SKOCTI TOBapiB, aJjie MOAIOHI JociiKeHHS BifncyTHI B ClloBa44MHI, 1110 1 00yMOBIIIOE aKTyalIbHICTh JJAHOTO
JociimpkeHHs. TpruBaiuii yac Takox OyJ10 BiZICyTHE pilICHHS IS i€l CUTYalii, OCKIJIbKK BUPOOHUKH B1ICTOIOBAIIU CBOIO
TIO3UIIII0, CTBEP/PKYIOUM, IO BOHM JIMIIE 3aJOBOJIBHSIIOTH BUMOTH cIOXHBadiB. OCHOBHOIO METOIO Ii€i CTaTTi €
BHUBYCHHS JYMOK CITOKMBAdiB MO0 MOMBIHHUX CTaHIAPTIB SKOCTI TOBapiB Ta (JOpPMYBaHHS IUISIXIB BHUPIMICHHS i€l
npobiemu. AHali3 TyMoK criokuBadiB y CroBanbkiit PecryOmimi 6a3yeTbes Ha pe3yibTaTax MepBUHHUX JOCHTIHKEHB,
nmpoBeneHNX Ha BHOIpmi 3 987 pecmonmentiB. Ha OCHOBI pe3yibTaTiB MOCHIKEHHS Ta y3arajJbHEHHS IIOJITHK
€Bporeiicbkoro Coro3y aBTOpaMu po3poOJIEHO MPOIO3HII 00 BUPIIIEHHS MPOOIeMH MOIBIHHUX CTAHAAPTIB SKOCTI
TOBapiB B kpaiHax €C, ki Oymna agantoBaHi 10 ymoB CroBanpkoi PeciyOumiku. ABTOpaMu 3ampoIrioHOBaHO chopMyBaTH
CrnoBanpky iHcrekiro 3 Toprieii (STI) sik TosloBHOTO OpraHy, BiANOBITaJBHOTO 3a BHUPIMICHHS MPOOIEeMHU HOABIHHIX
cTaHAapTiB sikocTi ToBapiB y CroBauunHi. ST moBHMHHO OyTH BiINOBIJAIbHUM 32 OTPUMAaHHS Ta 0OpOOKY NMPOTMO3HILIi
y pasi miJo3py Ha BHUSBJICHHs BUIAJKIB MOJBIHHUX CTaHAAPTIB SKOCTI TOBAPIB, KOOPIMHALIIO TPOBEJICHHS TECTYBaHHS
MPOIYKTIB Ta KOMYHIKAIIiIO 3 BIaCHUKaMu OpeH1iB. KpiM TOro, aBTOpamMu HaroJomeHo Ha HeoOX1MIHOCTI iHTeHCHDikamii
KOMYHIKallii 3 BJJaCHUKaMH OpeH[IiB 3 METOIO MiHIMi3allii BUIJIKiB TIOABIHHUX CTaHAAPTIB SIKOCTI TOBaPIB.

KarouoBi ci1oBa: noBiiiHa sIKiCTh, CHIOkHBaYi, €Bporneiicbkuii Coro3.
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