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>? @ABCDEFGHAIAJKL
M? NAICIOFGPOICEAI
Q? NAICIOFGGKLBDGG
R? SJTAIIDUGIAKLC
V? WIAJGA DET NAIGOETXYGCAE
Z? [JAUAIDEF
\? ]OLBDEF
^? _JFAECD`GaYIHALOBC
b? cOKL`dEFABFAedLIBAJGCDEF
>f? cCIAJCHAJBAFDEF

gBBFA`AJEA @AGKLdUCGHATJEFDEFAE
>? @ABCDEFGHAIAJKL

hij kllm nompmjqrsmr turvmwxmj ylkzzmz {rk|}pulsmr~ vmwxmj� kr �mj�jkq|}mj smlxmr ~omzm
�llsm�mormr ymz|}�pxz�m~orsqrsmr {�y���
�mj�jkq|}mj ozx �m~m rkxijlo|}m �mjzur� ~om mor �m|}xzsmz|}�px �q morm� ��m|�m k�z|}lom�x�
~mj i�mj�omsmr~ �m~mj o}jmj sm�mj�lo|}mr ru|} o}jmj zml�zxzx�r~osmr �mjqplo|}mr ��xos�mox
�qsmjm|}rmx �mj~mr �krr�

M? NAICIOFGPOICEAI
vmj �kqptmjxjks �u��x �qzxkr~m �ox �mxmjors ��xo|z ����

Q? �� �r}k�mj� �umr �umjz � �kzxujomzxjkkx �� ���� ��� vqotmr� �kr~mlzjmsozxmj �om~mjl�r~m�
 ��  ¡¢� ��� �jr}mo��

R? NAICIOFGGKLBDGG
R?>? vom vkjzxmllqrs ~mj �ju~q�xm o� �rlorm£¤}u� zxmllx �mor jm|}xlo|} �or~mr~mz �rsm�ux� zur£

~mjr rqj morm �qppuj~mjqrs �qj �mzxmllqrs ~kj�
R?M? vqj|} �r�lo|�mr ~mz �qxxurz ¥�kqpmr¦�uzxmr�plo|}xos �mzxmllmr§ sm�mr ¤om morm tmj�or~lo|}m

�mzxmllqrs ~mj kqp ~mj �mzxmllzmoxm kqpsmlozxmxmr �kjmr k�� �}j �kqptmjxjks �u��x �qzxkr£
~m� �mrr �oj �}jm �mzxmllqrs ~qj|} morm �qpxjksz�mzx�xosqrs �mj ¨£©kol qr�oxxml�kj rk|}
~m� ¨j}klx �}jmj �mzxmllqrs krrm}�mr�

V? SJTAIIDUGIAKLC
V?>? �mrr ¤om �mj�jkq|}mj zor~ {klzu morm rkxijlo|}m �mjzur� ~om ~om �mzxmllqrs �q morm�

��m|� k�so�x� ~mj �m~mj �}jmj sm�mj�lo|}mr u~mj zml�zx�r~osmr �mjqplo|}mr ��xos�mox �qsm£
jm|}rmx �mj~mr �krr�� zxm}x �}rmr rk|} ©k�sk�m ~mj smzmx�lo|}mr �mzxo��qrsmr mor �o£
~mjjqpzjm|}x �q�

V?M? ©k|}mr ¤om klz �mj�jkq|}mj tur �}jm� �o~mjjqpzjm|}x rk|} �oppmj ª�� ym�jkq|}� zu }k�mr
¤om ~om jmsml���osmr �uzxmr ~mj �i|�zmr~qrs �q xjksmr�



«

V?Q? �� ¬�josmr smlxmr pij ~kz �o~mjjqpzjm|}x ~om �msmlqrsmr� ~om o� ¨or�mlrmr �om~mjsmsm�mr
zor~ or ~mj pulsmr~mr

V?R? ®�¯%%$°±²¯³¯´%$�µ

®�¯%%$°±%¯¶´�

·¸¹ º»¼¹½ ¾»¿ À¹ÁºÂÃ ¼¸½½¹½ Ä¸¹ÅÆ¹º½ Ç»È¹½ Éº½¹ Ê½È»¼¹ ÄÉ½ ËÅÌ½¾¹½ ¾¸¹¿¹½
Í¹ÅÂÅ»È ÆÎ Ï¸¾¹ÅÅÎÐ¹½Ñ

Ò¸¹ Ó¸¾¹ÅÅÎÐ¿ÐÅ¸¿Â ¼¹ÂÅÔÈÂ Ä¸¹ÅÆ¹º½ Ç»È¹ »¼ ¾¹Õ Ç»È »½ ¾¹Õ ·¸¹ É¾¹Å ¹¸½ ÄÉ½ Öº½¹½
¼¹½»½½Â¹Å ÒÅ¸ÂÂ¹ÅÃ ¾¹Å ½¸ÁºÂ ¾¹Å ×¹ÐØÅ¾¹Å¹Å ¸¿ÂÃ ¾¸¹ Ó»Å¹½ ¸½ ×¹¿¸ÂÆ È¹½ÉÕÕ¹½ º»Ù
¼¹½ ¼ÆÏÑ º»ÂÑ

ÚÕ ÖºÅ Ó¸¾¹ÅÅÎÐ¿Å¹ÁºÂ »Î¿ÆÎÌ¼¹½Ã ÕÌ¿¿¹½ ·¸¹ Î½¿ Ò¹ÛÂ¹ÅÃ Ü»¿ÂÉÅ¸¹¿ÂÅ»»Â ÝÃ Þß«à
×áÃ ÒÎ¸Ä¹½Ã ¾¸¹ â¸¹¾¹ÅãÔ½¾¹Ã äåà æçèéêÙç«åçÝÝåÃ Î½¾ ¸½ÐÉë¾¹ÛÂ¹ÅÈã»¿¿¹¿Ñ¾¹ Õ¸ÂÙ
Â¹ã¿ ¹¸½¹Å ¹¸½¾¹ÎÂ¸È¹½ ìÅíãÔÅÎ½È æÆ× ¹¸½ Õ¸Â ¾¹Å ÜÉ¿Â Ä¹Å¿»½¾Â¹Å ×Å¸¹Ð É¾¹Å ¹¸½¹ ìÙ
î»¸ãè Ì¼¹Å ÖºÅ¹½ ì½Â¿ÁºãÎ¿¿Ã ¾¸¹¿¹½ Í¹ÅÂÅ»È ÆÎ Ï¸¾¹ÅÅÎÐ¹½Ã ¸½ÐÉÅÕ¸¹Å¹½Ñ ·¸¹ íØ½½¹½
¾»ÐÌÅ ¾»¿ ¼¹¸È¹ÐÌÈÂ¹ îÎ¿Â¹ÅÙÓ¸¾¹ÅÅÎÐ¿ÐÉÅÕÎã»Å Ä¹ÅÏ¹½¾¹½Ã ¾»¿ ï¹¾ÉÁº ½¸ÁºÂ ÄÉÅÈ¹Ù
¿ÁºÅ¸¹¼¹½ ¸¿ÂÑ ·¸¹ íØ½½¹½ ¾»¿ îÎ¿Â¹ÅÙ Ó¸¾¹ÅÅÎÐ¿ÐÉÅÕÎã»Å É¾¹Å ¹¸½¹ »½¾¹Å¹ ¹¸½¾¹ÎÂ¸Ù
È¹ ìÅíãÔÅÎ½È »ÎÁº »ÎÐ Î½¿¹Å¹Å Ó¹¼¿¹¸Â¹ æÖ½Â¹Å½¹ÂÙÊ¾Å¹¿¿¹ ¹¸½ÐÌÈ¹½è ¹ã¹íÂÅÉ½¸¿Áº
»Î¿ÐÌãã¹½ Î½¾ Ì¼¹ÅÕ¸ÂÂ¹ã½Ñ î»Áº¹½ ·¸¹ ÄÉ½ ¾¸¹¿¹Å îØÈã¸Áºí¹¸Â Ë¹¼Å»ÎÁºÃ ¿É Ï¹Å¾¹½
Ï¸Å Öº½¹½ Î½Ä¹ÅÆÌÈã¸Áº æÆ× ð¹Å ìÙî»¸ãè ¹¸½¹ ×¹¿ÂÔÂ¸ÈÎ½È Ì¼¹Å ¾¹½ ì¸½È»½È ¹¸½¹¿
¿ÉãÁº¹½ Ó¸¾¹ÅÅÎÐ¿ Ì¼¹ÅÕ¸ÂÂ¹ã½Ñ

ñÎÅ Ó»ºÅÎ½È ¾¹Å Ó¸¾¹ÅÅÎÐ¿ÐÅ¸¿Â Å¹¸ÁºÂ ¹¿ »Î¿Ã ¾»¿¿ ·¸¹ ¾¸¹ î¸ÂÂ¹¸ãÎ½È Ì¼¹Å ¾¸¹ ÊÎ¿Ù
Ì¼Î½È ¾¹¿ Ó¸¾¹ÅÅÎÐ¿Å¹ÁºÂ¿ ÄÉÅ Ê¼ã»ÎÐ ¾¹Å Ó¸¾¹ÅÅÎÐ¿ÐÅ¸¿Â »¼¿¹½¾¹½Ñ

òó³µ¯� �¯± ®�¯%%$°±

Ó¹½½ ·¸¹ ¾¸¹¿¹½ Í¹ÅÂÅ»È Ï¸¾¹ÅÅÎÐ¹½Ã º»¼¹½ Ï¸Å Öº½¹½ »ãã¹ ñ»ºãÎ½È¹½Ã ¾¸¹ Ï¸Å ÄÉ½
Öº½¹½ ¹Åº»ãÂ¹½ º»¼¹½Ã ¹¸½¿Áºã¸¹ôã¸Áº ¾¹Å õ¸¹Ð¹ÅíÉ¿Â¹½ æÕ¸Â ÊÎ¿½»ºÕ¹ ¾¹Å ÆÎ¿ÔÂÆã¸Ù
Áº¹½ öÉ¿Â¹½Ã ¾¸¹ ¿¸Áº ¾»Å»Î¿ ¹ÅÈ¹¼¹½Ã ¾»¿¿ ·¸¹ ¹¸½¹ »½¾¹Å¹ ÊÅÂ ¾¹Å õ¸¹Ð¹ÅÎ½È »ã¿
¾¸¹ ÄÉ½ Î½¿ »½È¹¼ÉÂ¹½¹Ã ÈÌ½¿Â¸È¿Â¹ ·Â»½¾»Å¾ã¸¹Ð¹ÅÎ½È È¹ÏÔºãÂ º»¼¹½èÃ Î½Ä¹ÅÆÌÈã¸Áº
Î½¾ ¿ðÔÂ¹¿Â¹½¿ ¼¸½½¹½ Ä¸¹ÅÆ¹º½ Ç»È¹½ »¼ ¾¹Õ Ç»È ÆÎÅÌÁíÆÎÆ»ºã¹½Ã »½ ¾¹Õ ¾¸¹
î¸ÂÂ¹¸ãÎ½È Ì¼¹Å ÖºÅ¹½ Ó¸¾¹ÅÅÎÐ ¾¸¹¿¹¿ Í¹ÅÂÅ»È¿ ¼¹¸ Î½¿ ¹¸½È¹È»½È¹½ ¸¿ÂÑ ÷ÌÅ ¾¸¹¿¹
ÀÌÁíÆ»ºãÎ½È Ä¹ÅÏ¹½¾¹½ Ï¸Å ¾»¿¿¹ã¼¹ ñ»ºãÎ½È¿Õ¸ÂÂ¹ãÃ ¾»¿ ·¸¹ ¼¹¸ ¾¹Å ÎÅ¿ðÅÌ½Èã¸Ù
Áº¹½ ÇÅ»½¿»íÂ¸É½ ¹¸½È¹¿¹ÂÆÂ º»¼¹½Ã ¹¿ ¿¹¸ ¾¹½½Ã Õ¸Â Öº½¹½ ÏÎÅ¾¹ »Î¿¾ÅÌÁíã¸Áº ¹ÂÙ
Ï»¿ »½¾¹Å¹¿ Ä¹Å¹¸½¼»ÅÂø ¸½ í¹¸½¹Õ ÷»ãã Ï¹Å¾¹½ Öº½¹½ Ï¹È¹½ ¾¸¹¿¹Å ÀÌÁíÆ»ºãÎ½È
ì½ÂÈ¹ãÂ¹ ¼¹Å¹Áº½¹ÂÑ Ó¸Å íØ½½¹½ ¾¸¹ ÀÌÁíÆ»ºãÎ½È Ä¹ÅÏ¹¸È¹Å½Ã ¼¸¿ Ï¸Å ¾¸¹ Ó»Å¹½ Ï¸¹Ù
¾¹Å ÆÎÅÌÁí¹Åº»ãÂ¹½ º»¼¹½ É¾¹Å ¼¸¿ ·¸¹ ¾¹½ â»ÁºÏ¹¸¿ ¹Å¼Å»ÁºÂ º»¼¹½Ã ¾»¿¿ ·¸¹ ¾¸¹
Ó»Å¹½ ÆÎÅÌÁíÈ¹¿»½¾Â º»¼¹½Ã ï¹ ½»Áº¾¹ÕÃ Ï¹ãÁº¹¿ ¾¹Å ÐÅÌº¹Å¹ ñ¹¸ÂðÎ½íÂ ¸¿ÂÑ

·¸¹ º»¼¹½ ¾¸¹ Ó»Å¹½ Î½Ä¹ÅÆÌÈã¸Áº Î½¾ ¸½ ï¹¾¹Õ ÷»ãã ¿ðÔÂ¹¿Â¹½¿ ¼¸½½¹½ Ä¸¹ÅÆ¹º½
Ç»È¹½ »¼ ¾¹Õ Ç»ÈÃ »½ ¾¹Õ ·¸¹ Î½¿ Ì¼¹Å ¾¹½ Ó¸¾¹ÅÅÎÐ ¾¸¹¿¹¿ Í¹ÅÂÅ»È¹¿ Î½Â¹ÅÅ¸ÁºÙ
Â¹½Ã »½ Î½¿ É¾¹Å »½ æº¸¹Å ¿¸½¾ È¹È¹¼¹½¹½Ð»ãã¿ ¾¹Å â»Õ¹ Î½¾ ¾¸¹ Ê½¿ÁºÅ¸ÐÂ ¾¹Å ÄÉ½
Öº½¹½ ÆÎÅ ì½ÂÈ¹È¹½½»ºÕ¹ ¾¹Å Ó»Å¹ ¹ÅÕÔÁºÂ¸ÈÂ¹½ Ü¹Å¿É½ ¹¸½ÆÎÐÌÈ¹½è ÆÎÅÌÁíÆÎÙ
¿¹½¾¹½ É¾¹Å ÆÎ Ì¼¹ÅÈ¹¼¹½Ñ Ò¸¹ ÷Å¸¿Â ¸¿Â È¹Ï»ºÅÂÃ Ï¹½½ ·¸¹ ¾¸¹ Ó»Å¹½ ÄÉÅ Ê¼ã»ÎÐ



å

¾¹Å ÷Å¸¿Â ÄÉ½ Ä¸¹ÅÆ¹º½ Ç»È¹½ »¼¿¹½¾¹½Ñ

·¸¹ ÂÅ»È¹½ ¾¸¹ Î½Õ¸ÂÂ¹ã¼»Å¹½ öÉ¿Â¹½ ¾¹Å ÀÌÁí¿¹½¾Î½È ¾¹Å Ó»Å¹½Ñ

·¸¹ ÕÌ¿¿¹½ ÐÌÅ ¹¸½¹½ ¹ÂÏ»¸È¹½ Ó¹ÅÂÄ¹ÅãÎ¿Â ¾¹Å Ó»Å¹½ ½ÎÅ »ÎÐíÉÕÕ¹½Ã Ï¹½½ ¾¸¹¿¹Å
Ó¹ÅÂÄ¹ÅãÎ¿Â »ÎÐ ¹¸½¹½ ÆÎÅ ÜÅÌÐÎ½È ¾¹Å ×¹¿Áº»ÐÐ¹½º¹¸ÂÃ ì¸È¹½¿Áº»ÐÂ¹½ Î½¾ ÷Î½íÂ¸Ù
É½¿Ï¹¸¿¹ ¾¹Å Ó»Å¹½ ½¸ÁºÂ ½ÉÂÏ¹½¾¸È¹½ ÚÕÈ»½È Õ¸Â ¸º½¹½ ÆÎÅÌÁíÆÎÐÌºÅ¹½ ¸¿ÂÑ

ù ú��¯ �¯% ®�¯%%$°±²¯³¯´%$�µ û

V?V? ¬�mj ~kz ©qzxmj£�o~mjjqpzpuj�qlkj orpuj�omjx vmwxmj rk|} ~mj smzmx�lo|}mr �msmlqrs �om
pulsx�

ü$±�¯%ù®�¯%%$°±°ó%ý$³�%
æÓ¹½½ ·¸¹ ¾¹½ Í¹ÅÂÅ»È Ï¸¾¹ÅÅÎÐ¹½ ÏÉãã¹½Ã ¾»½½ ÐÌãã¹½ ·¸¹ ¼¸ÂÂ¹ ¾¸¹¿¹¿ ÷ÉÅÕÎã»Å »Î¿
Î½¾ ¿¹½¾¹½ ·¸¹ ¹¿ ÆÎÅÌÁí ð¹Å ìÕ»¸ã É¾¹Å ÜÉ¿Âè
Ù Ê½ Ò¹ÛÂ¹Å Ëã»¿¿¹¿Ã Ü»¿ÂÉÅ¸¹¿ÂÅ»»Â ÝÃ Þß«à ×áÃ ÒÎ¸Ä¹½Ñ â¸¹¾¹Åã»½¾¹
ìÕ»¸ãþ ¸½ÐÉë¾¹ÛÂ¹ÅÈã»¿¿¹¿Ñ¾¹

ÿ¸¹ÅÕ¸Â Ï¸¾¹ÅÅÎÐ¹æ½è ¸Áº�Ï¸Å æ�è ¾¹½ ÄÉ½ Õ¸Å�Î½¿ æ�è »¼È¹¿ÁºãÉ¿¿¹½¹½ Í¹ÅÂÅ»È Ì¼¹Å ¾¹½
ö»ÎÐ ¾¹Å ÐÉãÈ¹½¾¹½ Ó»Å¹½ æ�è�¾¸¹ ìÅ¼Å¸½ÈÎ½È ¾¹Å ÐÉãÈ¹½¾¹½ Ò¸¹½¿Âã¹¸¿ÂÎ½È æ�è

 ×¹¿Â¹ããÂ »Õ æ�è�¹Åº»ãÂ¹½ »Õ æ�è

 â»Õ¹ ¾¹¿�¾¹Å Í¹Å¼Å»ÎÁº¹Åæ¿è

 Ê½¿ÁºÅ¸ÐÂ ¾¹¿�¾¹Å Í¹Å¼Å»ÎÁº¹Åæ¿è

 Ú½Â¹Å¿ÁºÅ¸ÐÂ ¾¹¿�¾¹Å Í¹Å¼Å»ÎÁº¹Åæ¿è æ½ÎÅ ¼¹¸ î¸ÂÂ¹¸ãÎ½È »ÎÐ Ü»ð¸¹Åè

 Ò»ÂÎÕ ����������

æ�è Ú½ÆÎÂÅ¹ÐÐ¹½¾¹¿ ¿ÂÅ¹¸Áº¹½

Z? WIAJGA DET NAIGOETXYGCAE
Z?>? vom kqp ~mr �ju~q�xzmoxmr smrkrrxmr �jmozm mrx}klxmr ~om smzmx�lo|}m ©m}j�mjxzxmqmj qr~

zurzxosm �jmoz�mzxkr~xmolm�
Z?M? �qz�x�lo|} �q ~mr krsmsm�mrmr �jmozmr �mjm|}rmr �oj pij ~om nompmjqrs orrmj}kl� vmqxz|}£

lkr~z �kqz|}kl ���¢ ¨qju �ju �mzxmllqrs� vom �mjzkr~�uzxmr �mj~mr �}rmr kqp ~mr �ju£
~q�xzmoxmr� o� �kjmr�uj�z�zxm� qr~ kqp ~mj �mzxmllzmoxm ru|}�klz ~mqxlo|} �oxsmxmolx�

\? [JAUAIDEF
\?>? vom nompmjqrs mjpulsx rqj orrmj}kl� vmqxz|}lkr~z �ox �rruzmr~¦v�n�
\?M? vom nompmj�mox �mxj�sx �oz �q ¢ �ksm� �qp mtmrxqmll k��mo|}mr~m nompmj�moxmr �mozmr �oj kqp

~mj �m�molosmr �ju~q�xzmoxm }or�

^? ]OLBDEF
^?>? vom �k}lqrs mjpulsx �k}l�mozm �mj �uj�kzzm u~mj �k|}rk}�m�



�

^?M? �mo �qz�k}l ~mj �k}lqrszkjx �uj�kzzm rmrrmr �oj �}rmr qrzmjm �kr�tmj�or~qrs or ~mj
�qpxjksz�mzx�xosqrs qr~ lompmjr ~om �kjm rk|} �k}lqrszmorskrs�

b? _JFAECD`GaYIHALOBC
�oz �qj tullzx�r~osmr �k}lqrs �lmo�x ~om �kjm qrzmj ¨osmrxq��

>f? cOKL`dEFABFAedLIBAJGCDEF
vmwxmj }kpxmx pij ¤k|}��rsml rk|} ~mr }omjpij smlxmr~mr smzmx�lo|}mr �ujz|}jopxmr� orz�m£
zur~mjm �� ª�ª pp �ijsmjlo|}mz ymzmx��q|}�

>>? cCIAJCHAJBAFDEF

vom ¨�£�u��ozzour }kx morm �rxmjrmx�lkxxpuj� �qj �rlorm£�molmsqrs tur ¤xjmoxos�moxmr sm£
z|}kppmr� vom �lkxxpuj� ~omrx klz �rlkqpzxmllm �qj kq�mjsmjo|}xlo|}mr �molmsqrs tur ¤xjmoxos£
�moxmr �mxjmppmr~ tmjxjkslo|}m �mj�plo|}xqrsmr� ~om kqz �rlorm£�kqptmjxj�smr mj�k|}zmr� ��£
}mjm �rpuj�kxourmr zor~ qrxmj ~m� pulsmr~mr nor� tmjpis�kj� }xx��¦¦m|�mqju�k�mq¦|urzq£
�mjz¦u~j� �qj �molrk}�m kr morm� ¤xjmox�molmsqrsztmjpk}jmr tuj mormj �mj�jkq|}mjz|}lo|}£
xqrszzxmllm zor~ �oj �m~mj �mjmox ru|} tmj�plo|}xmx�

http://ec.europa.eu/consumers/odr
http://ec.europa.eu/consumers/odr

