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¥£15 EU2ETOBRHEEERRES

1. ECC-Net DI E

The European Consumer Centres Network (ECC-Net) %, BEHSIZEET 514
FHNTTNOHEREELZITOBRMFEOHEE % — (European Consumer
Centre: ECC) % v NU—27 Th 5, ECC-Net 1% EU INIE 28 #[E &, EFTA/EES
MRETHLTA AT R I AT 2—0 2 HEENMNZT 30 0EDO ECC B E%Y S -
THY . %EECCIHHEES EUBMKRKRT A AT R, /v =— (LT, [AkE
OEITIT TEU W] LR 2) OBEIRSIO T 7 VOMRATE b & &I
WOZRBE 21T 5, £lo, BEIISUTHE ECC 2 d#E L, b7 7 AMRRIZ AT 723
R—=FZ2ToTN5D,

11 RIDE=R

ECC-Net 1% 2005 (2, EU BN OEROBELIAZOWTEET 5 2 & & HIUIZ
AL STz, ECC-Net I%, EU T 1991 225 M0 #l £ 1TV /2 Euroguichets & |
2001 H\ZiE FH & B4 L 72 European Extra Judicial Network (EEJ-Net) %##&3
HIETAZ— KL TCW5, Euroguichets 1%, #IREGICR L CIHEE TG @RIEML &
T RS 22T S5 CTH 0 . EEJ-Net 1 X ADR IZ L 25k 2 X5 Z & Tl
BH 2 XTETOMBTH o 2, BINZEESKOIHEEIZIE, RS Z 0 2 >Of
BT OENTVDHRREREG LTI B2 N o772 vt ECC-Net & L
THESINTZHDTHD,

1.2 B

ECC-Net ® HY (aim) %, {HEF (W& - BFOBIRES 2B 2 M OHEF|
[ZBIT 2 E M A TR L, RENA U GAIITHEE ST RS 22470, G 5HG
ZBEUTHEEEL BT 2 LIk CUNTRIC L AT AV TF— D2 MBS N
FRCEZTELRIITTHZLITHD 3,

2 Directorate-General for Health & Consumer Protection, European Commission, “The
European Consumer Centres Network: ECC-Net” 2006.9

3 European Commission, “Vademecum European Consumer Centres’ Network(ECC-NET)”
Chapter 1 Article 1



1.3 RENME
ECC-Net (%, EU N~DIHEZE DEEEZ O D720, LLFOIRE 217> T\ 5,
ECC-Net®;E &l

- EU M E T « %8 OIS 2 HEE OMHEMIZ OV T OF izt

- HEE Lo EU MNBENCHTET 2 FEH L oM TAE L ZMEICRT 285

- ECC-Net % U7 W8 #H & F3E & oM ORMEMRIOFB T

- KAFHYTR R DN C X 22 o To 3BT, BRI T & . BRINADFERF A Tl % O
DIERTFEAZ BT 5 1 it

-« MRE~XHLS 5 T bl 7o 88 B R E O F BT

ECC-Net Tid, {HEH L FEZMOBEL 7 7 VIO OWTIROE D 4 ZD72w,
HEE R L, FEEREMOMBITSE 70D 5, o, HEE LR CEICHTES
LHEH L OROME, EU BN OEIZHTET 2 FEE & OMORMBEITERY o7,
T, HENCBOTHEZE 2T 2 Z L3, EREERIET DL, FEHIC
XL TCIEICESSBUT, S22 LT TE R0 S,

(A E

ECC-Net ~OfHiRIL, Eafi, B A—/, FAX, 74 71—, KO~
O, BEIZ XL > TITH 2 LN TE D, 2009 4 112 ECC-Net ~FFt HAv7-FH7%
DI B, 26.5%MNE A —/V, BN 15.83%., M 14.8%, AT A T+ — A
2D Web 1 A% 12.3%., O 6.9% ThH o7,

4 European Commission, “Vademecum European Consumer Centres’ Network(ECC-NET)”
Chapter I Article 2

5 BCC 7T A~DEeT VU7 ks

6 European Commission, “Vademecum European Consumer Centres’ Network(ECC-NET)”
Chapter 1 Article 2

T MR IEIC BT B HERHE, 2009 FERER O L ONERFHOT —H L0 . ENLFEOT — X 13A
REINTHZRUY,
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ECC-Net~MFF# AL (20094)

EFA—IL,
26.5%

ZM1th, 22.9%

FAX, 1.3%

=0, 6.9%

EBEE, 15.3%

WebHAF,
12.3%

=M, 14.8%

% ¥} . European Commission, “The European Consumer Centres’ Network Fifth
Anniversary Report 2005-2009”

ECC-Net ~OEFICHATE 24 74 7 4 —24h ECC-Net bzt
TW% 8 AU oAy 74— LICHLEFHEZTAL TRIEAZ > (Submit
complaint) &9 &, FTIENBRFRIND L EBITA U T A V74— b BIDREE
% (Submission number) NERIND, T T4 7+ —LORRFIMEHETE
BIRT 52 LT BRLESHEOLDICEDD, 2D LT, LTOHBIZOWTA
VAN IR

T340 Tr—LDARIEE

THEH O H

- K4

- JEEE

- PR

AR, BRI, EaiE T, BT A—AT FLR9
HEHOEH

- FHEF O T hE O A

- HEFRL

- FEH LR

8 https://webgate.ec.europa.eu/eccnet/complaint/ ECCNET-complaint.pdf
O fET - BEE S, UIE T A —b, BEIEESOWNTILND AT UHE
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(2)fEakxt s 7 A—

W E IR B 2 BRI S W T ORIWES bW T, BT 5
A RAET 2 2 & TR T 5,

fARID k7 7 MBS L TOREFIZOW T, RIS %217 9 2 & Txbi
AT TELbD L, FEEVIET HEO ECC &iEH U THIGDLERGE &
W5,

ECC TH# A Z 7256 OM#ttE 7 v —I T D L 512725,

HEEFEE O ECC (HEEFHEE ECC L¥2) IZHBEENOHREZITZF
RIZOWTIEMICHRRTT 5, RSN FEZNEEE -, BsEf~E», ECC-
Net OHEFRDOFEFAN & Vo iR 1TV, & T E D ARWEAITIE, FEOHIE
HEERNT D,

FEEE L EENVLERER T, BEFERICOWTHER L LT, FEED
fEF 2 E D ECC (FEEFEE ECC &7 2) ITEET 5, FEFKIEE ECC I,
BHEDOSFHEICHR Lz LT HEE OB 2 FET I CEHE, EITEEITR
PRI 208 U CHAs L, AP 2 R & a4 %,

FEFPUEE ECC 1L, HIRPLRHE A & O THET L 72 R 2 555 L Tl




%153 EUSH COBEL N E & R IAH

#HE ECC IS 2, HEEE ECC Tl #25 SNIMRRIC OV T Hi4E

FACHER L7z ECHE B I RE T 5, IHE A DRRRICFEE L2 Sxsi3ms T
L2 %, FRRRICIRIE LR WEEITIE, BRI TR AT RE 78 WA T 5 2 M8 B (CHE
VISR

ECC-NetlZ & [+ 517 A—

HEE thDEUMBEDEXE

OHEMERECCARREE DEBEHHDEU s e e

LBEEECHRLT MEEDBEE CEnERES

HEHIS RE. MrST ILEECC e ds

HBENFELLSET, <A REFHRRREE RE

AELANES. ]

RN QBEEENIRE.

R CHEEEFEEECCITAIE
SHEERTEEECC FEEEEEECC

1.4 BAFEHIRHE
RO 3 2 B OVERIN BE S22 1F 2014 4F 2 Al HEHE 7' v 7 7 A 2014-2020
(Regulation (EU) 254/2014) %R L7z, [W7m 77 ATIE, LTFTO 420 H%
B, WEEERICROIME 7 L —L2 U =7 12O THELTWD, 2014 4 1 A
5 2020 4E 12 HIZMF COMTRAT 115 8,880 F2—n LFESNTND

SHEE 045 142014-20200 B

KA BN REORESL, b

HEH ~OIEBAREL & 205 M OTHE A HIR D37
MR E RO HEEHEN OER, st

. BT BRI OFUT D SR

W N =

ECC-Net ~DOMBEAEIX, HEE T 07 T A 2014-2020 D EH) 4 [HUT) ICEHE#R
THIEEZHME LTIThTWA, [F7'e 77 A58 35&I12iE, B4 THAT) O
ek ILIE, ECC OJFENSEE R ONHEE D ORHEIZ L > THIZ2 b0 L I TWnD
HARM 72 BEEIZOECC 12 & 0 B b I H 8 5 b O IEHEIC S\ T 2010 4
&R 2020 FIZIE 50%H L35 2, @QECC @ Web A b ~DT 7 & AFH %
2010 4R (2T 2020 4EICIZ 0% L5 2 L TH D,

HEE T 77T 5 2014-2020 FCFED X HRE S ELLO 2018 FIHEHBOK



17 Z AT 2019 4E0 ECC-Net ~DHfiB44HE 600 T +—1m L2>TW\D, %
ECC IZFINEE S DIHEFE « - BELOEEHITR (Consumers, Health,
Agriculture and Food Executive Agency : Chafea) [ZHG5 L. THEROBAZ521T 5,
72¥%, ECC-Net OFEE BT 2BNEE 2D OAfiBh&n, 4 E ECC 0 THRIZE
D5 EREERNED STV 5, BIRAIZIE, —i%f72 ECC %% %4 Elid % ECC I
50% % T, BINAY7e ECC ¥% 6 i+ 25 ECC 1L 56% % T, 1 A®H7=0 GDP 2 L
1/4 L 72 HEO ECCIE65%FETL>TWN5,

BANAY7: ECC %% L1, EU LUV TOFRENTH Y . ECC-Net 2ARDIFEN & -
TEZHOHLHLOTHY, LENRER T Y7 b, HRIEA Y — L OBR% - H#HH

(AT EFH - T Ly VAT AT A FAQ, =2 — AL ¥ — WHEE=X
Vo TV AT A ERBIE 2 —5%) | Xy NU =228 H1ER - 28R OB
RAAME LA Z Y THIEORIEERTH 5,

2017 FEICHKINEERICRD b= E ECC OMiBh44E. kO EEREICED D
MBI RIILLTOEY Th D,

ECC-NetlZR BN EERICE HPBENDHPEHER VB E HE

wem | WEE wem | W
bR bR

F—ARUT 503,389.60 | 56% | A XU T 261,000.00 |  50%
YL F— 342,684.50 50% | 7 hET 106,130.52 65%
TAHY T 72,906.48 |  65% |V FT =7 103,980.03 | 65%
JaFFT 71.657.37| 65% | L7 EL TS | 31900000  50%
X7 E A 60,646.30 | 50% | v/ ¥ 85,552.92 | 50%
Fx = 70,000.00 | 50% | /7 =— 264,547.87 | 50%
FLw—Y 363,995.81 |  50% | H—F K 128,373.99 |  65%
A R=T 94,205.48 | 65% | AL KL 90,778.80 | 50%
7 4vF VR 935,202.50 |  50% | L—~ =7 111,358.36 |  65%
7T A 248,563.64 56% | 2 ¥ 7 75,808.43 50%
kg 836,181.00 | 56% | 2 m~=7 97,939.77 | ©°0%
XU vy 119,104.07 | 65% | A~ v 157,556.43 | O0%
NUH Y — 120,380.00 | 65% | A7 =—F 476,462.44 | °0%
TART R 39,861.00 | 50% | AT ¥ 199,000.00 | 90%
FANT R 214,840.00 |  50% | [ 272,877.48 | 50%

%kl : European Commission, “Consumer Programme 2014-2020 Grants Awarded in 2017”




1% EURECCOBEE & H MR IRH

15 =E#
2017 FTWHEFH )25 ECC-Net (213 99,859 D& A & - 7=,
ECC-Net |Z%H b7 B 40T 47,485 1 CTH D, 9 B 74.3% 03 FaH5 12 B
THLOTHD,
ECC-Net~DERHHDHEF

(%)
120,000 - 111,563

99,859

100,000 93,741 93,964

80,272
80,000 - 71,292 70,207 72,067

62,569 60,755
60,000 -
40,000 -

20,000 -

20074F 20084 20094F 20104F 20114F 20124F 20134F 20144F 20154 20164 20174

& EF . ECC-Net, “Single Market Scoreboard performance by governance tool”
ECC-NetlZ&HHE o M -EHHHDOHR

50,000 - 47,485
45,016

45,000 -

40,000 - 37,609 38,048

35,000 - 32,197 32,522
28,927

30,000 - 27,601 =~ 26,909

24,810 26,674

25,000 -

20,000 -

15,000 -

10,000 -

5,000 -

20074F 20084 20094F 20104F 20114F 20124F 20134F 20144F 20154 20164F 20174

&Hl . ECC-Net, “Single Market Scoreboard performance by governance tool”



2017 /12 ECC-Net |2 HFHE b
2N 36.5%% HHTW\5,
B2 THD, EklZfEd 5 EHE

ECC-NetlZHFE on-Ha -

THOXHR LI HHE
9B 22.4% 70522
1% 2014 FLIRE 3 B2 2 TV D,

Y—EXBIDEFEER (20174)

« Y— B R TIL, R
BT AHDTHY . 6%NL v F I —IC

0% 5% 10% 15% 20% 25% 30% 35% 40%
LTeS 36.5%
REMAS. AVTFUR 6.7%
KR 8 6.1%
R"TIL LRSS | 5.1%
IN—=YF T TE&R.—EX | 4.9%
S8, BRY—ER I 4.7%

BALLIT K —DRAT |
ZR—Y ALFr—P—ER |
BEME

AV, EfR. ERDEMRE |
feEE

Lov—,

4.4%
4.3%
3.9%
3.6%
2.0%

% ¥l : ECC-Net, “Single Market Scoreboard performance by governance tool”

2017 £1Z ECC-Net T F 7=

D 48.8% |23\ T, FEHE & ORI TR fRRIZE

TG0 5 5, %D ECC 3 B5 LM%

|5 TWD, fEFIZEIS 7o T

RN 34.4%., M OMERICHRE LT HEN 16.8% Th 5, fIIRICE]I S 7o - HER
T4.8% I T HEHL DMIFICRIEE T, TA%ITEBE LD EREICFEEEZ LTV,

17.8% 3 # 1%

RPN o T b D TH D, MOEEIZHEEE L7 DD 9 5 23.7% M

ADR HEH. 34.5%03#HIFT. 6.8% AN VLRI THEEAIC AR N TR BN TN D

10
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BHOECCHEAE LE-EEDMRIKR (20174F)

D HERE I ZERsE,
16.8%

BEELRITHN
1ifRR, 48.8%

fRRIZEST,
34.4%

% ¥l : ECC-Net, “Single Market Scoreboard performance by governance tool”

1.6 THEOEZRMEA
FE D ECC O s MBI X BUMBEEY | W B HIARE E 2 LICR > TWnD, 72,
FEOBORCHEEHBEOFFIC LY | WEHENEDLZEbH D 10,
2017 FRF R CTORKEOFEEFENILL T & 72 5,

ECC-Net &EDEE R

F—AMUT Verein fur Konsumenteninformation (VKI)

AL F— Organisation Indépendante pour la  Protection du
Consommateur asbl (OIPC)

TNHYT Commission for Consumer Protection (CCP)

sarFT Ministry of Economy, Entrepreneurship and Crafts

X7 a Ministry of Energy, Commerce, Industry and Tourism (MECIT)

F Czech Trade Inspection (CTI)

Tv—) The Danish Competition and Consumer Authority (DCCA)

TA =T Consumer Protection Board of Estonia (CPB)

747K Finnish Competition and Consumer Authority (FCCA)

77 A Zentrum fiur Europdischen Verbraucherschutz e.V./Centre

KA Européen de la Consommation (ZEV/CEC)

Uiy Hellenic Consumers Ombudsman (HCO)

INCTTY — Hungarian Authority for Consumer Protection(HACP)

10 ECC ¥V ¥, ECCAXA VEIZBWCHEEBENEREINTLZ 01D 5,
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TAAT R The Consumer's Association of Iceland

TANT R European Consumer Centre Ireland Ltd

AKX YT Associazione Italiana Difesa Consumatori ed Ambiente
(ADICONSUM)
Centro Tutela Consumatori Utenti (CTCU)

7 hET Consumer Rights Protection Centre (CRPC)

Vh7=7 State Consumer Rights Protection Authority (SCRPA)

N7 T7N7 | Centre Europeen des Consommateuers Groupment d'Interet
Economique (CEC-GIE)

~ VA Malta Competition and Consumer Affairs Authority (MCCAA)

IV = — The Consumer Council of Norway (Forbrukerradet)

R—F R Office of Competition and Consumer Protection (OCCP)

RV NIV Direcao Geral do Consumidor (DGC)

N—==7 Autoritatea Nationala Pentru Protectia Consumatorilor (ANPC)

A NF T Ministry of Economy of the Slovak Republic(ME SR)

A= Ministry of Economic Development and Technology

ANA Agencia Espafiola de Consumo, Seguridad Alimentaria y
Nutricién (AECOSAN)

A x—F The Swedish Consumer Agency (SCA)

A Stichting het Juridisch Loket (HJL)

5 [E] The Trading Standards Institute LBG (CTSI)

&#l : European Commission, “Consumer Programme 2014-2020 Grants Awarded in 2017”

T, BfE0 EU OEED 5> &, FUNRE (Srx—) | EC OF—RIEKIZ X
HIMBE (134, Tr~—7) , v—A Ut bENZEOILRIZEAMEE (7 1~
7Y R) L 2000 FROFHERICEHMBE R—F > F - F=a) 200 RIF,
FEORMZ TR T D

1.6.1 ECCAJLF—
ECC ~ ¥ —iE I, HEEHIIKRTH D Test-Achats @ 1 HATH D,

Organisation Indépendante pour la Protection du Consommateur (OICP) Th 5,
Test-Achats (% 1957 IR LICVHBEZ AR TH D | 1959 FITRHM DL T 2 b

O MGk [Test-Achats] OFITEZBLE LT, ST L LCHITS =D, 0D

%, AT, AFIE LTRITESND L HITh->TW5, BEEIT 3744 THY ., =D
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1 E EUAEC BB 2 A R AT

oM OF L, FEMFRE L EEEL T D,

Test-Achats 1%, [EHFEEEZ M (Consumer International) | PRINTHE F A%

(Bureau européen des unions de consommateurs : BEUC) . [EFSiHEEHIIET A
A% (International Consumer Research & Testing : ICRT) (ZIMAT 572 &
B 72 B2 LT D,

MIRD 99.2%70%, RE & L TRER LIZHEFE ORI L D, EIUIEIN & DItFE 7
1Yo hAOSEEC L BUFER D D OB 215 TV 223, IJRIC 5 5 i
0.2% T 5, HFICOWTEEZER ., BIFICIKIFE L TEB L, ML LSt HiHEH
REEENZIT > CVND Z E BRI TH 5,

Test-Achats (I BT ORI —E A 2RI L TEH Y | Eif, 714 Z2@ 0
THIRDMT A D, 2017 11T 403,900 FHDERE &2 1T, 18,500 {F D HFIZOVNT D
XEEIT> TN D,

1.6.2 ECCTv<V—%

ECC To~—721%., T v~—7 % - Y& #F)T (The Danish Competition and
Consumer Authority : DCCA) 2EH L TW5, 7 v~—7 54 - HEEITIX. P -
448 (Ministry of Industry, Business and Financial Affairs) #x T Of7EH%REC
b5, BMEKITH 26046 THY | BFIE., HEHEIHEZTET 2.

2017 FEOBUFTHIZ 18 6,510 T 7 v ~—2 7 u—XTh V. ZOMPL « H—
EADIRTEIZ LD 2,500 [E7 17—, FHEHI LD 1,890 /77 v —FFEDOADRH D

11

o

T — 7 w4 - WEEITIX, ECC Ty ~—7 Oftiiz, ENmITOHEEHRIT O
R—H WA b forbrug.dk Z#Ef LT 5, RV A FE2@U T, {HEE, FEHT
WERBEOHENICET 21HHREH2 2 &N TE D, HEOMKITO VT, HFiEtr
% — (Center for Klagelesning) 252179 L OB L TW5, HiEE U Z—I1d, €k
X7 o~ — 7 B4« WEETTHER LTV e, 201741 H LV, Navnenes Hus
ICBE SN TVD,

163 ECC74>35 2 Fk
ECC 7 1 T N, 74 7 v Nigr - {HEF)T (the Finnish Competition and
Consumer Authority : FCCA) WNIEH L CW\W5, Bk EWHEEZ MR H D . B

1 F e — 7 4 - WY, “Arsrapport 20177 2018.3
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FERPEEE S EOBELZIRV RS 2 LI  IHEFEDHRERE T CRINKEZFIH T
LT AL TWD, HEREHM TITHEZ D RIREIT 5 IThH T > T4 TIERME
RIEBIZT 7 BATEDL I DT DL FERICLD~Y—T T 1 v ZIEEIRRKE
HENHEIER D LD L OIZLTWDREHIE 139 4 ThH %, FCCA X, ICPEN,
OECD #% i U CHEBRE#EZ 1T > T 5, MIRIZBUFPETH Y, 2017 FO THITK
1,060 J—ua Th D 12,

FCCA 1%, “Consumer Advice” &\ 9 HEHE L FEFHMOMFITONTDOIE%
7OV —ERZM L T %, Consumer Advice ~D#EHREITERG, Fizid4
TAUTITRA D A T4 THEGEEHE LI2GEG . Consumer Advisor 238 RET 5
A LUNIZIRE T %, Consumer Advisor |[ZTHEF & FEF ITIHEE OHER| - ]#5
(ZOWTOFRERIE L, PR OISR Z1T 9,

1.64 ECCHR—F 2 F

ECC R—7 v FoO@EMIL, B - HEFIRET (Office of Competition and
Consumer Protection : UOKiK) 237> T %, 5950 Bk ONHE B PR 0y B & pr e
5, BEHIL 498 ATH Y, 193 403 i+ ThH D, MIUIBIF TR TH Y| 2017
FOFPRIT 7,100 HR—=F > K« AnFThHo,

UOKIiK (&, ICPEN, OECD % U CHEHBSESE 21T > T D, TOM, BEFIr 8,
HEHREDE TAA T T IARBIBAREZTEN TS, BRI, v o 7 HRK
M5 (the Federal Antimonopoly Service of the Russian Federation) . 77 7 A
F O EZ B2 (the Antimonopoly Committee of Ukraine) . /~># U —{EEH R
#J5 (the General Inspectorate for Consumer Protection of Hungary) & /) DIA
BHE L LT\ D,

UOKIK | ZEMRI 2 HEE ORI F S & SITHITHR & L CEl@ LT 72 L
DX ZAT 9 5, AEHBIOTEEE D6 OFEFHRITITRIE L TR0,

165 ECCFzxO

ECC F=zEHIX., = 2 Ws5| &M (the Czech Trade Inspection
Authority :CTIA) T %, CTIA IZEBFHEREI CTH 0 | F = 2 EEE 54 (the Ministry
of Industry and Trade of the Czech Republic) 22 FiZdH 5, F = T DHHGFIZIBNT,
PO - B5E, — B R ORME, WEEFEEHORLE, ~—F > LA ADEH

12 7 ¢ T v R4 - EE T, “Yearbook 20177
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HANZOWT OB, REEZIT-> T D, 2017 FOWAIL 7,484 T F =2 « 2L FT
Hb, WADHIH, 6,533 FF = « /LT IHTHEISICL DD THD 13

THEE T Lo 0B 1B L CL il ot A L B 3 2t R A o A4 |
RINE72BBIAT 2O RAEC B 2 1 AR O RMEZZ 2oV, CTIA 12K L CF#
ERDHIENTE S,

FLEDECCERHEDHE

4 - EE R4 MEST | ENME | ERMRE E] B
AL — B H O e CI,
OICP (Test-Achats) (L BEUC,ICRT
ToR—7 B - B PH | na.
T — i - WERETT
T4 TR BU O BT ICPEN,OECD
7 4TV R WWERAETT
rA—Z K BUHF - BURF T 5 ICPEN,OECD,
i - HEERET N T —
T Ik
Tz BU - 1THEN & n.a.
F = 2§ | A A R AT

13 CTIA, “ANNUAL REPORT 2018”
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F2E RS RIZEITAHEFHEEIG - BEEFREORMEINR
1. RARIZHEITHEFEEEIFDOHRK
11 4203 —xvy FOFIRIKR
2L ZNZBITBHA v FZ—F > F ORI 2017 R 5T 93.7% & m VW KHEIZH 5,

BADA 25—y FRIARDHRE
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’ 852% 863% 87.5%591%
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80% - ¢70.1%
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83.9% 852% 87.4%
79.2%

47.1%

EEE: ITUR R
AA ABIFFHRERHZ X AUE 2017 45 6 ARSI COEE Y 1 — K32 REFROF|
FRRBEIE, DSL 78 24.2%., 7 —7 /LET A0 14.9%., 7 7 A 73— 6.0%., % Ofihy
Ta— KRV KRB 0.7%TH D, Brf 45.8% N EHED T 1 — K2 REFRREZFIH LT
W5, PC OIS K& 21T 2015 4ERE T 89.5%, {4 RGO A% & 21 95.2%12
o TN D,

94.8%
100% - 90.39%91.3%91 7993.1% °94.3%95.1%95.2%
.39%91. .

90%

80% - 73.2% 24 9‘y86.6%88'6%90'2%89'5%
. 0

4%82.5%83.6%

81
70% - 76.5%77-4%79'2%

57.7% 68.9970-6%
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2000 2001 2002 2003 2004 2005 2006 2007 2008 2009 2010 2011 2012 2013 2014 2015

——PC —W—-{EHEIE
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Fo2E AL AIBITDEEIG - HEERE O BGLIR

A B —=Fy FOBEICITEERESE.  — F PC O EKLFHENTWS, 2014 4
BFE Tl E BT T9%DMHHEN A v H—F% v N OB IR ERE. /— b PC 2f6H
LTV /=,

AU —2y FMERICFIALTULWAiRER (HEA—X, 20144F)

0% 20% 40% 60% 80% 100%

BRER
/—kpPC

79%
79%
TRIRYTPC
2Tk
BERYT—L#
AY—hFTLE
ZDfthER

BEF . AL ZEFRFEEE, “Enguéte sur lutilisation d’internet” 2017.3

2017 FOFH 1 W EHNZ A ¥ —3 v MIIHAEZEMTo 7oA ¥ —F v b ETOLTHE)
ELTIH MBETFA—N] BDI%THRHEL RoTWVD, [ Bk, —E R
T AHEHIEE ] 1L 82%. Whh. —E Z2DOBEA « 0] 1T 5% EhE LT\ 5,

20175 E 1 MFHIZfTo=4 V2 —Fy L EDTE
0% 10% 20% 30% 40% 50% 60% 70% 80% 90% 100%

TFA—L S 54%
R Y& F—EXCETIERER - 82%
Foo40Za—X HE. #EORE I 78%
FEBHTOWikipedia® &34 A +OF A I 75%
Y& H—EXRQEBACEX I 75%
R ZAVE 27
RERICEIAFHMNE I 68%
BRE, ETADOS Y O—F -85 I 64%
WRAT-FEACET Y —EXOFA I 64%
Y= % LRy T—OADSN P 55%
AUTAUSTA-FLEDFIA I 53%
BEOFO—R-FEER I 53%
BERE.ETARE D 45%
BE-ETTDALVSAVFUTIVRY—EROFA I 44%
FUSAVAN—CH—EZRQFA I 42%
Rl A AEIHEE, “Internet dans les ménages en Suisse. Résultats de
Ienquéte Omnibus TIC 2017”
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1.2 BFEWSIOFAKR
AAAHEHROH B, ik 3 »HAMICETEIG TS - P—E A A LT R %
T 255D 14T, 2008 FED 37%72 5 2017 4E1T1E T2%ICETHIML T\ 5,
BEINAMICEFENS I CHEBARREET 2EDLEDHTS

% -
80% 72%
62%

60% -

50% - A7%

40% - 37%

30% -

20% -

10% -

0% ; ; ; :

20084 20104 20144 20174

BE AL AEIHEEE

70% -

2015 A v X —% v 2B UTHALEZZ L0 5RO EREZ L ABICA S
&L TZEY—v R ] N 43.5%., [T, 18101 2% 25.6%. [fE#iEss) 2% 22.5% T
»H5,

2015F(ICA V3 —2y FEBLTEAZIT - D AHHTDOLE
0% 10% 20% 30% 40% 50%

MZEH—EX _ 43.5:%,
I®AT. T8/A | 25.6%
ERikER e 22.5%
AV, MBI -HER e 20.8%
EZF o 17.5%
RBH—EXMEZR e 15.2%
BEHESE o 14.9%
FEME. XEE aw 11.3%
KAR. &t e 10.3%
XY —E X (BliF. arH—b, BRE. E1iTfE) pmem 9.9%
RE RERMR. ATTURMZE o 8.6%
B 8E CBREERO  m 3.2%
ZOM(FIREET) [ 24.9%

EE AL AEIHEEE

14 16~T4 D NI E D DR, 2008 FEOEMEIL 15 5Ll Bz o bk
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Fo2E AL AIBITDEEIG - HEERE O BGLIR

A HA—%y FEBUTEALZE . - P— 202 254 L U B3 %
1% THRAT. T510) 8 47.75 75 >, THiZeh—E %) 781915 75 > 15, [il(EHE ]
N 15.82 7T ThbH,

2015 MDA U3 —3y FEBELE=-FHEZHE (2HFER—X)

0 20 40 60
(FFV)

4T, f&:A _ 47.75
MZEY—EX | 19.15
BIEHSE o 15.82
&AR. #t e 12.95
RE.RERRK. ATFHUAKE o 1118
B H—EXWEZR | 9.01
B&. 8H GEEIXRC e 8.00
AV, BRIZHEER-TEMA [ 6.27
E$Ri%es [ 5.99
XAEY—EX (B35, avY—k, BRE, EffifE) | 3.77
EE W26l
FHEMS. XEE W 242
ZOM(FTrEET) | 40.52

BE A A AEFRIEE R

BWE 12 A MICEFPEEG] TREsh « Y—EREBA LT EnbI2EDI B, [
EICEE LB EZA L TWADIX 2017 T 10% TH D, 2010 FED 6%, 2014 4F
D 8% & L~ THEIMEAIZ & D,

BEFEINGICTlEMm - Y—EXDBARICHECERL-BBREAIT 5EDOLE
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10%
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2% -

0% -

20104 20145 20174

BE A A AEFRIEE R

B ERCRENBRVIRYD  KEICBWTC (750 13 1242750 Z¥T,
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1.3 BEFHEWGIOMIGHE
2017 FED A A ADBF RS HBHEIL 86 ET7 7 6ThHD, 2 b T0ET T
NENE GRS TS, 16{E7 7 oA BEEFHERLICL 2D TH S,

A4 ADEFEIE I HISGREDHTE

(EI35>)
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] 16
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50 1 5 5.5 -
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0 - " ~*©O—/ T T T

20105 20114 20124 2013%F 20145 2015%F 20165%F 20174
= ENEFHEEEI HIEEFEERGI
&} VSV, Gfk Switzerland, “ONLINE- UND VERSANDHANDELSMARKT
SCHWEIZ 2017’ 2018.2
= N VAR A= a A NMETORG| ZER = B2C OENE 1
Bal "o BROTSERE T, [~AF 25 07, HiFi. BN 73 20.1 (57
T, vy var, ) BN16.6ETT U EED TS,

m B R E R EFEIG I HI5RR
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EE : VSV, Gfk Switzerland, “ONLINE- UND VERSANDHANDELSMARKT
SCHWEIZ 20177 2018.2
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MBI ASHZ L IEREFHIT TN EDOTHIAZ E L TUWS, Euromonitor
International @ FIIZ LaLiX, 2022 #1213 2017 FED 1.45 5L 725 904 (B 7 7

WCETIERTHHEDEZNTVWAD,

A4 ZADEBFERSITISREDHR

B3>
100

90 -

70 A
60 -
50 -
40
30 A
20 A
10 -+

2012 2013 2014 2015 2016 2017 2018 2019 2020 2021 2022

%%} : Euromonitor International
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1.4 FHEFEIRSIYA k
AA AZBWTEL A ENTWBEFFEREIYA M

IZ. digitec.ch, zalando (J#

[E) . amazon CK[E) . nespresso. brack.ch &N &H 5, A TF7A v ~—F v L

A ADKREREFT DAL AFREFIZLD

ricardo.ch Zn % 5 18,
3:/5‘/ I\E»Jijh-,j-/r I‘

ERHETH D A A AEHHERIE

PS4 R IZiE galaxus.ch,

(SBB) . ¥ B =T A A |« AR—VED

F 4w FEEY D ticketcorner.ch DY A F03d 5,
A ADELREFEWEIYA b

4 %5,/ URL

B

digitec.ch
www.digitec.ch

2001 4 4 A2 F 3% B4k L 7= Digitec Galaxus fhiZ
5. IT, ., BEEREIROH D A A KDOE %ﬁ
G

nespresso
WWww.nespresso.com/ch/

F AL 7 )L—7D Nestlé Nespresso 112 & 5 E 7G|
HA b, BT ENAAKDa—k — A —J—Nespresso D 7
v, a—b—RA—h— TV —%WFTET D,

brack.ch
www.brack.ch

1994 fFIZAIZE L BI#E Comptec 7 /L — 4% F ® brack.ch
T L 2 E G A B

IT:EXXA), TLE AV W AT HKA—2&V BT,
DIY - H—F =7, LTV x— -« AR—2 RXE— . 7t
A== =2 FD 8 V¥ LIV DPE AR - TE
V. FESEKIE 2,700 #ED A — B —1T K D 20 HHEIZ K5,
ﬂm%m\ﬁk'%A%€®5oﬁAﬁv%éo

galaxus.ch
www.galaxus.ch

digitec.ch % i# & 3 % Digitec Galaxus fL:{Z -7
5194 R TH D, digitec.ch iV =L 7 I\D 7}< o7 B
T@E&%ﬂ%i@&b“(%f:ﬁﬁ %, 2012 TSRS E 2 IR
TWL 72 I H 7212 galaxusch #3 b Fif 72,
galaxus.ch T ?.’C AR BEEE, AR —Y H it E TIRIA
VNP L 2 Bl > T D, galaxus.ch (ZIZA T4 v~ —
oy N7 LA AERED BV . H)E#F 1 galaxus.ch DK
WXL T, B4 TR - —EXZIRIETE 5,

ricardo.ch
www.ricardo.ch

1999 HRIZEDA L TFA v~—lry N T LA AP A R TH
%o 2015 HFIZAA ADKFEAT 4 742 Tamedia 0
ﬁ?k f.ﬁof:o

Swiss International Air | A A A A L H—F T aF LT T4 XD Web 1 + &
Lines WUT, ZeF 7o b, T, L E—, BOEY T —
WWW.SWss.com HEDREA - THRINTX B,

SBB A A AHEIERIED Web 4 FEB LT, 8RET 7 v b,
www.sbb.ch BN T —EDOEN - TRINTE D,

18 carpathia, “Digital Commerce Schweiz 2018”
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Ticketcorner AA ZADRKFF 7 M7 FTHO ., 2010 FiZ KA
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AAAENOEFR, 2o H—T A A F (R 2=V,
P—HA, aRXT 4, X RE) | AR—>, b (B,
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VB L 72 5 RS AIASEHBE OBIEFIC L 0 F7 v K
FRACX 72l pnotcxic, 7 v MY (LR 500 7
V) OREGEEITHOF ry v Tuarrarvk 3 77
STy NTERAEL TV D,

1.4.1 galaxus.ch
(DBE

galaxus.ch 1Z, A A ZA{KRKOEFRISIY A FThH D digitec.ch ZiEE T 5
Digitec Galaxus thiZ X D& F-RGHG I 1 hTh D, digitecch ICL V=L 7 hu
=7 A5 CORM D TE 2FtE, 2012 FITHRSBH 2T T 72ic
#7212 galaxus.ch #3125 _EiF 7z, digitec.ch, galaxus.ch O jH 1 ~ZiXH K 1,000
BT 7RARHY K100 TADOT 77 4 7 2—H (LI 1B EpERAZ S
Ha—H—) ZHALTWD,

AEF 50 77 VUL FDIEADLGAEIZIE, 9 7TV OFEBDBNEL D, AA R
BV T rvad A ~OEHIIEECH 5, RtEOFRICIEED & 2 h O
FIE FHOTF % BIETITET A2 LItk BEERICEELZGL 2 &2
T&E 5, ®MEOTHZSRFETICELTLHZ LT, BROLBIZRITITHELI 2 &Y
ARECTd D, BLERFICAEDLG AL, XBEEIRMDE D, 29 Licxhica
LERVEEITIE, IEHEE TH D AA ZARA MTHFANTHRE L2 37 5720,

Flik S5 R v Iz, ko digitec A 7 TR EZZITE D Z & b AEETH 5,
digitec A F 71T AA RAENICT 10 G 5, Lo, Yax—7 m—H U XITHT
fET 205 T, R 10 B D 19 B, HRED 9 BE D 17 KO, Piin & %
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TELRAE, K4, EDfth)
VHEFH OHRATEE~DORES (MIEMEITA, A L7 OEERGE, BE, £
D)
OFFEE ~OEFH AR
- FEHEOEERE AR, A, REOFE - IRER., MRRDL - iR H)
OffFH a4
- 5|48
&
OFFLEF D EAS
(RE. A2 —xy b LOWm, ROE, FEE~EA UEE,
XEFDAL—)

3
5
i
i

QD FEDHRE

AGCM (%, EBIDOEEF L FEERO b7 TARREZR D Z L1380, RAALE
IRPEZENT 20, AR . BR o Te A S L W B DHEE EHE 2% T
DX BRFERITK LT, HEZITI & EBICERIZHRT LWV oo n 21T 9,

ORZEIIE T HREL
FRCBRRSE N E & 72 5561013, AGCM 1T EERNIZSEAIC HO A A
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IERPE T ADIFIE 2 U OB EHREZ & 5 2 L3 TE 5 (HEEIE 27 &5 3 TH),

QFREIER

WWAEZITT D & ERP DD FEEITK LT AGCM 76 B 4G 0
MR END, UHEFEENARAREGEIIE, AGCM IZARRAERITAN Thiv
JIREAT 4 TR L TARANZRET D20 ERERERIET L9k D2 &
INTED, Fio, ERATADREICKNE L 72 51FH, SIELFTFFT 2403, ik,
A LT, 2O ERMET L IRDDL LB TE D (HEIEIE 27 &5 4
H) . AGCM (T, LT HICET 2EH - XFEOHR LT, FEHEOFIRIZHH -
TEGET ZENTEDLR I UHATAICLY EDOL BRSNS RLIAD D D7)
LWV ST OV T HIRHEZ RO TN D 68, fEH S ER, CEL T TIIRET
L5 A TBIGHRREZAT O MR AT 5, BUGHEET AGCM "M BT 2L b
H DO, RFEMHBE OM¥#4% (Guardia di Finanza) O 215 TITH> 2 &R T
&2 (HEEIE 27 &5 2 1)

AGCM 1345 F 3 Ix LT, ILHFICHB T 2 TEOIEMMEIZ OV ORI RELE
BT 2L IRDD ZENTE D, FHLBREE SNV, FHA A+ Th D &5
2 HNDHGEITE, REICB T2 FRIIAEHR O THD AR IND, INEIC
BT D EROIEMIEICOWTONGERMEIISRFEL CH D (HEIEIE 27 K5E
5 )

o

QHEEE

WINPT ADE LS AR ETERREELRITT O TRV E XTI,
AGCM 1T FER I LT, ETH - IREOT IR, f1TAD 5 HiEERE sy
DWEZRDDZ LN TED, o, BETAOWREICHAL TAGCM L HEE L
D DEBENRIZONWT, HEFEORBIZLVAELERDDLZ ENTE D (HEIE
HLEE 27 &R5E T HH)

FHEED AGCM & DM THE LIcdEHER 2+ LTV D Z LR S h
AL, Bl E T 2 L UEFRAOMINITHKR T T 5, FEER AGCM
DRD DIE AT O Z L ICRBE LRWES, B8 LICEER A EF L T\ WgGE
WZIE, Bledild 2 & LD 69,

2

pull

6 ADICONSUM ~Dt 7 U 27 L h
69 ADICONSUM ~Dt 7 U 27 L h
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@DERITADELGS

AGCM 3@ SNTPTTANRAETH D &l LA, EkasalT
IENTE D, Flo, RAERPEATAD DR o522 L 2 ER b D
ETHEDIC, BEFELTOABIZLY , AGCM IZXHRE, BEFHIZONT
NRTDHEOIML DI ENTE D (HEIEIRE 27 &% 8 1)

OLk

RANIERFE TA %S 5720, AGCM 13 5,000 =— 1275 500 Jj = — 1 DOFT

BEIGZHT N TE 5, SIeMEIT, BXOEBRME L FELMEZEZE L TORES
%D (VLRI 27 555 9 1H)

I

HM

R GEHE

2016 FEICA L T A v 7 4 — L %@ LT 4,924 fEO@HN B - 7-, F1-. 9,297 1
DEFHIZ K D@ - R TOIL TN D,

AGCM TIE 112 FRZOWTHEZITV, 9B IRIZBWTCERDPRESINTZ, 95
53 TERVHBER B HITKIT DA RN IERPEET A, 25 R ARRIERPEEIT AL OVHEHR
OHEFRNRE, T 123 AGCM IZ LV TN IRE~DEK, 3 N THEE R OR
. 2ENRRERIRE - RREIZ LD EK Th o7 7,

22 BFERGIIBTLHEERETOI L
221 ZEERAOHMEZEA-ERRIE (ePrice)
(HBE
AZ VT THESTERBOONDRIEOHIHIT 2 M TdH D5, ePrice Tl
“Garanzia+’ &\ 9 JERIRFEY —E X 2 k58 L TV %, IERIRFEY —E X & AT
% & IEE OPRGESIFE T1% 3 R ORFEDTRIL S 15, ePrice AN THEA L 725
DN TH, BEAND THEUNTHNTIRRETHZ ENTE 5,

QHMAAE

HEE L, EEAFE—E A Z A L%, RiEx g L3000 U 7 )
IN—Z B LIRITUER B2y,

bk L7 LIS EN A Uy X, EFEEHEEI OB T A X —(C
@%?é&@;%%w?é@ m%%~txty&ﬂ:%ﬁféﬁ@%%§ﬁt\

70 AGCM, “Relazione sull'attivita svolta nel 2016”
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KT GOEMN ZZ T e — 2 22— Tk, fWin S35 R38R Sl
Xid, A LTIERRGEY — B R E SN LIREE E TR T2, 60 H
UPNIZEBEBLN TE RWIEEITIE, ePrice THHTEZ 20 F v —0MEflk s, 12
SN DT F ¥ —OffikgiL, BEAMK DEIZ 10%IHEh L7z &fH L 70 5,

(3):E RS
BOE ST E R L0 4B U= b, s ofFe, B o HRof I L
TAFERIC L » TAEUEHEICOW TR A8 L ir 5,

2.2.2 F|EEERFOMHE (trenitalia)
(L=
7Ly Fyay PEOEEFIENTERL LD b 30~59 HIBIE LTI,
WEILARE D SRR ATRE 22 N T F ¥ — Rk s D, NUF v —DOBFEIL, F
iy Ml D 25% 5y & 72 B,
EESI LIS OFE A GO, BIFEN 60~119 DIELE LZHA T 7 » Miiks
D 25%., 120 43P B3BIE L7552 13 T 7 v M D 50% D /307 T — 23k X
ns,

(QFAAE

FIEAFIH LIZH D6 24 Kefiltg 12 A LINIC, BIEIZ X DB ZFER L7221
U B2, T4 TERESHEDT 7y A LTS EITE, T4~
o TAsk for compensation] & W IHREZFIH L CigRk4 5, V—yat b
A U DEGEIIE, FTED T +— LG A%E L BT, 2% 7 F 7~ FXULE
TFry FOBEEFEO A —2EE L, Bk T, JIHEO [z prE 3 5155
FT & B 72 UE7 B ey,

223 FHYy DXyt -IRE (trenitalia)
(L E

WA Ty b EBEA LTS AICIE, FIEORERL RISy BT 5 2
LT, F oy MR D 20% 0N BEE ST BFDOIREINZIT b, FEEEZ %I
Ty BT AHZ LIITEARN,
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@QFMAFEE

Web ¥4 FTF 7> Ml A LIZSGAIZIE, Web A . 77U THA LTS
AWET 7 OBEREIC LV X v oV EATHI ZENTE D, FUry b A7 4 AT
XYoL THZELAETH D,

23 H=HZG
World Trustmark Alliance (WTA) (2351 % U 7 O = FHFIERERIT /20,
WTA (2N L TWAEINHEES & L C Euro Label 28% 0, % ®4z T Euro-Label
Italy 288 %725, IHEHF LT OB TH D 7, ZoOfth, EKINEEES & LT TRUSTED
SHOPS B L THY . A Z U 7 OFREHE LG L LTS5, TRUSTED SHOPS
DEEFEF I RAYEZPRE LA Z Y TICHEEFTEH L TR 72
WTA (I L TR W = HBREEBIC . 7Y 2 v a~—XBEOERNIRTH
% Netcomm 28% Y, hZ A h~—72 [Sigillo Netcomm] %ZffL TW\5,

2.3.1 Netcomm
()=

Netcomm (34 % U7 OF Y Z N a<vw—AFEOERMHEKTHY, T A h~v—
7 ISigillo Netcomm | %517 L T\ 5%,

BRI A R EAT HEERIL. Netcomm DA T A 74— A XULET
A—=NEBLTEIA MY —7 ORATERFHTE L, HEFEIEA V74 COER
FHICRIZT %5, Netcomm OIEBHYENEEZ S &I2H 80 HEIZ DWW TDE
TAEIT, BFRGEGITA S, A Z VT RO EU OIEFHRD LT XTOFEHRE
FRLTWDLMNE I DELHRT Do Miiinddo o T2BRIZIX, ZIECHAIT 72 AR— |
PIThid, TRTOHBIZOWTHREND & N TR My —I BRRfFEND, 72
B, FTRA M= OZMES ., BE, HEENTOI, MEN DS T2 HEITIT
B~DERPMTOND, ETOWEERH T L XTIE, A TA L VT A v —

7 B SN TWDHEEED, WIEERIS~DO3HEZ(T> T D,

WHE AT END BT A b~—7 1% Netcomm /L 3N—EBEEND S D &7 DM,
BRI A R TOMAEICK L THAKBRICET S L Ea— - §HEiZ1T D
Netcomm Z—/L REMEHIND HDHH D, Netcomm =T—/L KOS E R DHE
PRSI A B TR VHEFE D EG A AT 5 & Netcomm 7> HEEAKBRO L B 2 —

" Euro-Label ® Web # 4 | CiZ Euro-Label Italy {22\ T [Inactive] & FRil,
2RSSR, 7T A, R—T v RIZEEFREA LTV D,
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L BB Z RO DE T A—NNELNTL b, HEEMNMToT2 L Ea— - §F
ffiz Netcomm T& VU F &, Netcomm DFRFFHEFTR—JICTHREEDAR SN
5o AL, PESL. BEE, BEA D FNE U HDOWNWT & IRGEE BIRIZ DWW T Thiv b,

2) 3R FT—5 BEH

Netcomm @ Web ¥+ FTILF T A h~—27 O &2 T I-EF GG A b
WY S TER Y, FEE4 . URL, . VAT H5 HEE YR — FOEF A —
VT RURENGTH SN TS, 20184 8 HIFATIL 212 YA PR3 F TR bv—
7 DRI a3, Netcomm @ Web 1 MIHEHEH SN TW5DH, £Oftl, FT7 A b
~ =7 DA EZT TRV S DL L FEEICEER L T D EFRERSIY A B
DYARMBARL TN,

QRE=ZFRIMBBICL2NEMRTOIT S L

N7 A= O 2 B REIGI A FE OB THFNRE LSS,
Netcomm [T YT L THEIEA A D Z L3, EEMFITNATILIZ LG
720N, LA L, Netcomm #Z 3@ U CIEFRIfE B3I K DM PR AATH 2 LD TE D,
AT, UEE RG]V A MIEEZHRE L b0 45 BLURNIZHHZ V<
XSG DR D2 T2, LRIFREO FEENT 2 5, HE A I FILR T H
N7 A —HIZBW T, Netcomm 233EFEFIFEOAEE LI 2250 LTV 5 HEHH
ELOHET HHEZRINT 52 & TE S, HEOEIRIZ OV T Netcomm (Z—
ET 22 bARTH D, HFEMMAZIHEE TR TRHHTETH Y, HE, i
I FHIRRDAT 2 D

HFEIFNfE % #7723 HIHEHE 1L, Netcomm O Web A Fni | K4, B A—/L
TRV, BEEe. METOEEES, o (RIT - LYy —. IRk - MlalkE,
Bk TR 2, e, EHICS Ly, FHEE & OEKIREE, Zof) |
MR OFEM 2 LA L TEET 5,

LEFIAED HFFED Netcomm (2B EN D & HEFFAKL Y ZFEELITLD
RWE B TR OBRDTON D FRRRICEE B RRET 2 &2 Loz
WAET D, HFEFEFGREIIAFELZZEL THE 90 HUWNIZSE T 5, £loA ¥
UTUSNDOHEEENPCOFIMZFIREL T 5720, 52 B U THEZITO) Z L bl
RTHh D,

I [EIFIIRIZ OV TIE 8.1.1 Tk
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3. HEBHEKOEIE
3.1 FHBEAMREEOSE
3.1.1 #RFAE (Joint Conciliation)

A 2 U T The b o LT D BTN Gk 7B 5 e [RI 70 (Joint Conciliation)
Th b, HEFMIL 1980 FRICA X VT T L a s HRERIKE O THhE -T2
DTHLHNR, TDH%, MOHEEHEZEITHIRN o7 ™,

SRR T, A 2 U 7 OREFN2RBEEBERIE L FHEH L OMTEEENIY &2
SN, AEEEZMVRD LI-FEE L OMT NI 7ABNECTEERE L, b To
WP ZFATE DL LN D TH D,

il 21X, HEFFHFE WS (Associazione Consumatori Utenti : ACU) Ti%, LA
TOFEERLERRIZETLIH8EFTLZIMY LD L TS,

ACUNNHERFIBDEEEZMYRXRHL LTS EXSE

OfrlR OBfE - iz

«- ANTA « Bancoposta

Ot « Conciliazione Telecom Italia & TIM
- Banca Popolare di Milano - Fastweb S.p.A.

+ Bancoposta * Poste Italiane

+ Intesa San Paolo + Poste Mobile

O R /NLF— * TeleTu

« A2A + Vodafone

+ Acea S.p.A. + Wind Tre

+ E.ON Energia S.p.A. OKEH—E X

+ Edison S.p.A. + Acquedotto Pugliese S.p.A.

+ Enel Ot — B A

+ Eni Gas & Power « Alitalia

+ Gruppo Hera + Conciliazione Trenitalia S.p.A.

+ Sorgenia S.p.A. +S.E.A. Societa Esercizi Aeroportuali «

THE 3L R 2 LRI T & 5,

LRI, THEE D Y F L ICHERE, F3HEERE 2@ U CEE 2 B Lz
T bODREN RSB E Do Te b & BUED B BLANITRE DS B 72
MoOlc L EIWZH LI TDHZENTE D, HLMTHETFERICL>TERD, iz
X7V &2 U THiZETIE, BT A—/, FAX, Web %A K DA T4 74— A

74 Carlo Pilia, et al, “The Consumer ADR Directive in Italy” The New Regulatory
Framework for Consumer Dispute Resolution 2016

B 7YY THZEOEAEICIL 60 AUNEBESN TN

76 https://www.alitalia.com/it_it/volare-alitalia/mondo-alitalia/diritti-dei-
passeggeri/conciliazione-paritetica.html
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FLEERERAAS & B 20 U CH LIAD 5, FIfiEFRe AT I, LUF OFHETLAT 5,
TR TMEADHEMBEFHREHAEANDEAFIE

OHBEZE DR (K4, BERS. (1T, Sy, FAX &5, 1 A—L7 FL
)

O&EGHLAE (BNLH, B FE (B A—/b, FAX, Bk EEss)

OXIgizEE (774 MEGE, #FEA, L— 1)

OEHENE

OFERFIHT 27 U & U THZED D DR VDR WVIREZEORDIL O5Y B ISE
%)

OffEEEENLOe T ) 7 EFHETDNEN

OBSEFHLE R (7 v

feR—=F 4 I RADa—, HERIEOa Y —
HADINEDaE—, %)

LFEFIfE CIIHBREARB L OFEZONREKRE 1 £ T2k VRSN D A v
N3 HEE O 2 eT U, HEE TR RERE T 5, WEE DR 232501
LIENIEMTH D, MR EZTHER D LTGE IR, R~ EFITN
REVDELT D EIZE > TR EOHNNEL B, RENE LN 251,
RRE OWEEPMER S D,

LFEFIRIITER, MOWAER T, REETOFHDPEATWLIEORENRSH D Z
ENB, AZVTIZEBOTELFIHI TV D BHIM PR FB & 7o o TS, —
U5, FEH LMEE RN ORBHICL > THREDM TS & LT, HFEffEE
HEETOEEEFEENAEL TV ZENE BT LEHMERNMEZR TR0 D
TRV & DRt S B 5 ™8,

3.12 HEHE - -ZERE#EHE (ltalian Association for Consumer Protection and
Environment’ : ADICONSUM)

(DA E
A &) T A #ER  (Confederazione Italiana Sindacati Lavoratori :
CISL) 802XV 1987 TN INTZHEFHKR TH HIHES - RIEREHS

7 90%LA EDOEFICB W TEEICE > TV 5
78 Carlo Pilia, et al, “The Consumer ADR Directive in Italy” The New Regulatory
Framework for Consumer Dispute Resolution 2016

79 Associazione Italiana Difesa Consumatori e Ambiente
80 A X UTDO=RIFEHEDOOE D
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(ADICONSUM) %, v—~<%AKf & L, ZOfhiA % U 7 ENITK 150 O FEHT
ZALTWD, HEEBIOFEOMED] - FEHRSHER - RiEZIT-oTEBY | dlE
BRSO YIRS T A FRIE DB B ~DEBICHTIT 5 & & biZ, HEED
FMEFINZ BE T~ D IE LML, HE B ICRIED & H1EE081H] R 2O FHE~D
o217 272 8 LT %,

A Z VT, RIFRTEAE D ORE SN 2E L~V OEERFFILD 20 kD
D, ZHODOHUEDNRENRFERBE DS LRE SN LHHEE - FINE 2ERH®HS

(National Council for Consumers and Users : CNCU) OB & 725, 72kl
EAZT DO, HEIEIE 137 RICHE SN EFZRT-THER & D,
ADICONSUM 1%, ZO@RELZ T THEZHEO—>TH S,

ADICONSUM [Zid#) 34,000 ADOTHEHENZR L7 >T0D, FRFIL S 2—
0 ThbH 8, IEEETHS 34,000 A721F TidZe< CSIL OFAEBETH D 480 /5
DFBFIZONTHRBLTNDZ LRI TH D & D 82

RO 90% NBUNHER D D7 m Y = 7 N&ESIZ K- T T 5, #Ri%EE
HEDFEED OB LT B0 —HMBHEEFRROE S L L TREIN TR,
TnYxl b TEORBAMLEBE L TESY S TWD, ZOM, KENLOXEH
ADR DO FEBFIZ L DINAD D D,

ADICONSUM TiF, RAMIFOZEY —E A, ECC-Net OA Z U T7IZEITS
il (ECCA #U7) Zil UCTBRHEEE T 7 ~D%fi%z LTnD,

QB EXRET HXIFEY—E X (Prima assistenza)

ADICONSUM Ti%, &8 ICXEY— 1 A (Prima assistenza) ##2ft L T
W5,

REICRD LIEY —ERAEZITH LN TE L, MRITEE, & A —/LTfT
25, AMENOARMEDTHT 9 Ked b /F# 1 RF, P& 2 FEN D% 6 e, &REDF
AT 9 K B 1 D @ EEEHEEL O 5G4 > T ADICONSUM (ZHH#%
TAHZENTED, BFA—NVEFM LIZFEHR HECHh D, &M N %
LA DA, HIEEH LY CHHEAICIE., KFV OFEEFT26M 2 8,

DENOZTTHRN O FERICL DR 21T 4, HEE OHRICH T 2 65%
IATRED I L 72 & 2 1Tid, RFPIREE . AGCM F 0L [ITHE LT\ 5D,

81 ADICONSUM & /38— b =8 2k S F KA. MIRICHTE T 2HEEDOFERIRIT 2 2—1
82 ADICONSUM ~Dte 7 Y 72k 5
8 BMOEMNNLELRDGEND D,
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(3) £ RFNAZ

ADICONSUM (%, L TFTOHREFOCHFELTHKR L LFEMBEOAEELRV DL
TRV, NI TNVORRERDL ZENTE 5, LEFEOFIEZEIZ OV T, 3.1.1

Wk L7z e TH D,
ADICONSUM & D HEIFBEMNTA SFESE - HiF

OE I O4efit

+ Netcomm - ASSOFIN
OB®EhH - Findomestic
+ ConformGest - Banco Posta
OFfRM - Intesa San Paolo
«- ANTA + Monte Paschi di Siena
O&E + Unicredit
+ E-on Energia - Agos
«- IREN - Pitagora
- ACEA O T —E A
- A2A - Fiavet
- Edison - Assotravel
+ Enel - Astol
« Eni OBME - iz
+ Sorgenia * Nexive
Okt — e & - Fastweb
+ Autostrade + Poste Italiane
+ Trenitalia - TIM

- Vodafone
+ Wind 3

(4ECCAE2 V)T

ADICONSUM (%, 2005 47> & EU SN OWEE D & OB SR 2] O % >
N7 —2 ECC-Net DA # U 728545 (ECCA XV 7T) ZEMAL TS,

ECC A # U 7% ADICONSUM OAMMNHHET dr—~v &, A Z U 7oA
BIEBETHLIRNLY 77— ) D 2EATICa 27 e X —0"b5b, RhLY 7 —) D=
VAT v A=, EFaLiEEE % — (Verbraucherzentrale Siidtirol :
VZS) BEMLTW5D,

ECC A % V7 O#EEIZIF4FEM 58 Tx—uBlNnETh o0, 9 b YEERNER
SPAHL, KD O B0%ERRFHIEE L ALY 7 —/ BIRRAAHEL TV D,

ECC 1 % UV 7 oML, BFHEA L D2REe% T TEESH S, ECC-
Net O¥EEFFH 6 ADICONSUM MBHEICECC A Z UV T A @EH L TnWb, A1 X2 U7
ENT ECC 4% U7 OEMAKREE L TREINZZ, KINEERIZXH LT
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R—Przg LT, IEXICECC A % U 7 OEHER & L TRES L. BINEER
R EHKI R BT 84,

OB A E

ECC A #Z V7 Tk, A2V THEEDOHEE Mo EU MBEER G VT =—,
TAAT Y ROFEELELEDOM TR I TANRELT & & OMREER T2 AT T
W5,

ECC A # U 7 TxIFfHT ARG X, HEE & LTI, BHEDOBEAIZ O
TO, D EUMBEEEZIE ) VD =— 74 A7 ROFEHEE L ORI OBTERE]
BT 20D THY HFHFOFEFITK L CBRCEEIC L > TEIFELZH LT
H OO RV ISENRF LR, T BISER 2N D TH 5,

ECC A # U7 ® Web %A FT, HEEMNER L TWD T 7/ ECC-Net D
KRERDINE D IET =y 7 T HREPIRESN T  HEFIXFANMEE T
&%, T72bbH, OEU MBE, /U =— TARXA7 FOENTH DG,
OV ET- 13 B %, o EUMBEE, / V0 =— T4 A7 R0 bBECIEAR
HED, @WRFEFE,EE L, o EUMBE, /vy x— T4 ATV NIZFHET
DI DHF% N7 T OV TH TS OFEZ ITEKEE AT, 23200 < ik
BEDBFOLNIRD  JREDRWVINED, DVTIUIDONT S Yes ERDIGEDH,
ECCA Z VUV TICEE R LN THI ENA[REE 72 D,

HEE D EUMBEEOER TIERWES T OEEE) EU MBEEICHEL
TWRWGAIZIL ECC-Net ICE 2 X |AG L Z LIXTERY, £z, HERERT
D LTI, FEEMTO T TGN LD, TOM, FEENRETE
oo s (FEMAEESTWD, Web A NOFTEE ZHURE T 70\WE) | HE
FEDNFEROWEICH T2 BB T TANRNSAL TV —F T2 a VEOBEITET 5
HDTHLHEFEITIT, ECC-Net DXL LD WHEF IR L TIIEET 541
M CBI T DRk S D,

N ATRE 72 A i, LN OB X VT2 2 N TE 5, BETOMEKD
BIID I W N ETLEFHANINTWD, T4 7F ¥ v ETEARL—Z D% %
LTWb,

8¢ ADICONSUM ~Dt 7 U 27 L h
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ECCA 2 F~DEHKF X

- B AL, EE
- Eah, FAX
CSATF v
cFTA T — N

Qm#*m 70—

MEEDOHREZ T D E ECCA XV 7 Tlik, BEEFRENE I MEOMHER
1179, Tbb WEREMBE TH 20, BARKIFHEIZ B W OHEE RN RE
SILTWDHH, B3R 7 70 (2 WEELERBEE L Tndh) . ECC-Net DIz
M7 S—H#FHNDS, Th Db, BfhZiZ LT\ eb ECC TR THZ L L,
RINZ B2 4292 IT tool 77 v F 74— ARG EN D, IT tool 77 v b
TA—LEZFPTHI LR EHRRRETIZIZIEDOL I RL DR EH LD,
BAFIEZEDL I RbDE STl W22 LN D, £-1EE L HELED
Moasa=r—rary—Ibi 5,

HEE D OM#KIT, OF#E, Qv r7rarrvsr, @/ —<rar”
LA D 3DIIpEIND, WML, BRI N7 70 L3RR < WEE
DMEFNZOWTIRENT Db D TH D, T harF LA ik lEABRSICE N T,
FET7 L= LIZFE > T RWPNHEE OHEFPILE SN TV DTIERVNE
DORMEEHEEDRE RSN bDOTH D, /—~rar T LA 0%, TS
DFEFIEAE LT & AW S KSR SN o T LG ootz &
WHIHLOTHY, ECC BHEBEEDORDVICEETLDa L ¥/ el b Ltk
HHDTHD,

FwmiRft, o7 a7 LA NI ECC A # U 7 Tt %, /—~iar>r
LA OBAITIE, FEENFIET HEO ECC (H¥£ELE ECC) & i L T
T 5%, ECC A ZVT7IZBWT EU 2B 2 HEERERHICRD LAY CHE
FOFERIRIDEH 508 5 i L, BRI B 25 LRBOTHAEITIT, FEEE
ECC [ZfFRAC AT 23R 2 B4 %, FEFE ECC IIMHF T O FFEEZ1TEM L,
RIFRIRIERR PG O D K oAb, HEEITIX, ECC A4 %V T 418 L CEW
R 26D,

ECC-Net TOXfIn T 70 H TR T T2 REREINTED ., IT tool 77 v
N7 4 — ECHEBRIA R TE D,
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ECC A # U T DOANEEHNIL, T L& —1 %4, ALYy —/ OFEMENL3E 1
&, FREYESL, L 14, ala=r—Tvard 7V —, BHAX v 7
14, EFELACLOEREN TS, T4 L7 8 — ala=r—vard7 g
P FELERET DI LIFTRNEZESNOMHADRKMEL LTRESN TV D,

QHEBEENLDEALITIZHT 2MITFE

ECC-Net (ZIZiHEE R#EIZET 2 HMNESIIK LT, Bz iid 72 & ORI
2N, HEFEDN ECC-Net 75 O@E TG CaWiEAcid, HEHICR LT,
Fe oM i F B OB TR B ORI BT 2 MRt 21T ) & e b,

@*LEAE
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