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6RP HQM WXOUHV D] HP UHFOP DS HV SHD -QWMUDHW
3WRFXWDGRUHVID| HP UHFOP DS HV SUHVHQAD® HOM
&RQUXP LGRUSHWRD MUGIFD
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2 3WRARQ63 ' UWO« R QRYR WP D GH DIWMQGP HOR GD
) XQGEDSER 3URFRQ GH6¥R 3DX®&

6HLE XWI DGR \BQR QRV DIMQGIP HQRV SUHVHOADY TXDQWR
SHBRV FRQVXP IGRUIHV TXH SUHHULHP  DFHWDUSHD -QMOHW

OMODP HOM VRGDV DV £LHDV GR 3WRFRQ63  WHXR

LOMIDGDV | DAMBQGR R WP W GDV IQIRWP D& HV HYMEQGR D
P S(WA¥R  WDQWSRUM H DWP DJHQDP HOR I'VIER GH
GRFXP HORV DXP HQWQGR D HIIH-QAD GD FRP XQIFDE¥R H GR
DWQGIP HOR SHWP MOGR R FROAR®! H  DFRP SDOKDP HOWR
P DIV SUIHAMR H ESIGR GDV GHP DQGDV GRV FRQUXP IGRUHV H
SWREGP DV QR P HUIFDGR GH FRQUXP R SDXOAD
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DQRRXPHQRUHWSUHVHQWILFGAJRHPSUHHQGH
~QGLYLGXDBIOVYFURHPSUBWVBWRUJDQL]DWEHRYV
ILQOXFUDWXMRMUD]HERQV X QMW B®DP DH - H
GHQY%QERWWEBSUREOHPHRQVXPBUHVHQWD
RV GRFXPHQWRWGHQWLILFROVR/LWHLOMR

UHSUHVHQWD®¥R OHJDO GD HPSUHVD
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SUHHQRKDGDVW.PRE OL I IHD@E R URPH D P S RG\R
IRUP X O £ARE&RRRVHD PSRE HVWRU P X O £5UHLYRHWH U
SUHHQF KHFGWRNURPVGHBVREHY HMWPHO L GHRD/FH L W R
SGOLTKMH&RQFRUBGR SRHRFDGDVWWVWBIQ KIH Y H
WHQRP QLPRLWR DFW HUHHPDD %2V FXIO@DYV F X C
Q”%PHUR H FDUDFWHUH HVSHFLDO

Cadastro de Usuario

Nome completo *

Termos de uso

Termos de Uso do Sistema de Atendimento e Politica de Privacidade

DWHQGLPHQRVRYVWHMI YLD XL D
PHQVDJHF 606 H R> PDLHQW ¥RT X H
DWHQWR VXDVFDL[D®H PHQVDJHQV
LQFOXWLFEL[BHVSP OL[ROHWUYTQL!
SRLMOJXPMHQVDJFHRGHRHHQYLDGD
SDUD OEf

AXDQWRWHUPRNXVRVDEHPRXHSRXFBWVVRD
OHHPPDVKE LQIRDNDO-HWREUFRPRIXQFLRRD
DWHQGLPHQ@WHRWDOXREUBY GXW IDVHGDV
UHFODPD® -HRSRUW DQWH WK DDFRQFRUG=aQ
FRQVFLHQWH '
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ERQVXOIMDN Y% YLGBREWBHREOHBBAMRQV XPR
DWUDGRIBURFRQ'BILWRW GBRVYV WHOLFRWL
DWHQGLPHKMGHWH HVSHFLDEGBPV@EBIHVGR

FRQVXPLGRU TXH UHVSRQGHUE D FRQV.

SHFODPDO® -RWFRQVXPLGRUWHIAWRDWLFBIV
MXU GODFBV( GRVWDGHBY¥RBDX®BRGHPD]HU
UHF O D P DIeX-H YA U YIR) Y L DSHDGBR) R F R Q5 B RIFDV
IRUQHFHGRIMHIWWE RUHFHELP RIWBEQHFHGR
WHUYRH]GLDWBH SUD]BDUDNHVSRQGHRV
FRQVXPLGRDIH&H]GLD&HSUD]RDUDYDODRD U
UHVSRWEOWOR FRQV X P LIGRGL TIXHR SUREOHP
Q¥RRIWHVRODIXGMRPDWLFDRHMGOBP NEYE
FROYHUMALSWRFHDGRLQLVWURMINFHFHG
VHURYDPHEPRQOWDWB ERYVF®HXP VRO XO ¥|
&DVRY¥RDMROXOMRHV S H F L CEQLR/GKDX RJE
PDQLIHVWWO®ERIMFOEUR FDVR RULHQWM U £
FROQVXPLGMREU® SRVVLELOIGEHDIGGIUHVV
MXGLFLDOPHQWH FRQWUD D HPSUHVD

$ )XQGDO¥RURFRQ @3RQLWR DN
UHFODPDO©HVDJH DSURSULDGDPHQW
FKDPDQGAR/ HPSUHVBDUDHXQL -HV
DSOLF DR ETRVIBIVQW HUD ARPERRW UD YV
LOVWLWXARPRR 0LQLVW 3WAERO LH R
GHOHJDFLDV GH SROFLD
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6HYRFWHB%LYLGBEY SWREOHPH-WVXXPRRVLWH
GR3IURFBR®RKEXP HVSDEBIRNSHF IERRRULHQWDC
VREUHQ“PHWRNPDYFHVVHAEZZ SURFRQ VS JR°

FOLTHKR(VSD@MRQVXP LHGGRHS RHLR2ULH QW 5@ H'
&RQVXPR

HVSHF ILFR YRF- SRGH FRQVXOWDU XP H)\
FRQVXPLOGWUDGRIWRFRQ LAJA WHRD IRUPLHWV D G |
DOWHULRUPHQWH H HISOLFDGR D VHJXLU
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PROCON> ) SISTEMA INTEGRADO DE ATENDIMENTO - FUNDAGAO PROCON-SP

0la, Gilberto Freire Minha Conta ~

Meus atendimentos

0l4, Gilberto Freire Minha Conta ~

Meus atendimentos

FRQVXOWDYV V¥R UHVSRQGLGDV HP DW«

Classificagdio
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8PD WHOP DR HWUH PDV IQRWP DS HY GR TXH XP D

FROVXGD HOMR « OHFHWEUR TXH R FDGDWR GRV
FRQUXP IGRUHVHAMBDP FRP SGMRV

6H IRUHWH R DR WE HIEIGD XPD PHOMWMIHP H R

DMOGP HOR VHE HGUWHARQDGR SUPHLIR SDD R
SUHHQFKIP HQWR GR FDGDVMAR GHSRLY SDUD D5HF@P DEXR

SISTEMA INTEGRADO DE ATENDIMENTO - FUNDAGAO PROCON-SP

Nova reclamacao

o n® 8.727/2016




6RP HOVA VIXUHV I D] HP  LTHFDP DS HV SHD -QVIAURHW

$VUHFODPBHGHWH WV @EHRWG HPHIH L WeIRW X H P
FRQWUDRKRERPSURRDV « SRVV YLHX L PORJ

SURFXURGRUSUHYVYHQ@DLXWHHAN HP HQ R&H
DQRV RX DOJXP PRWLYR SHVVRDO SDUD L

SISTEMA INTEGRADO DE ATENDIMENTO - FUNDAGAO PROCON-SP

3 IRFEXWDGRWAY RX IHSUAMHOWOQMY GH SHWRDV TXH SRUDOXP
PRWR Q¥R SRWDP RX ¥R TXHWDP DFHWDU D -QMUOHW
GHYHP DIHQGDU R DWIQGP HOR SHWRDOHP XP GRV SRWRV

GH DWQGP HQR OGIDQGR 5* XPD SWRFXWD&¥R H RV
GRFXP HORV QHFHWEURV SDWD D DQE@H GR SWREGP D GH

FRQVXP R

9HD RV HQGHHERV GH DIMQGIP HQR SHWRDO
SLRFRO VS JRY EU HVSDFR FROVXP LGRU

3DWD RV SRWRV QRV 3RXSDMP SRV MITXHD 6DQWR $P DR H 6« R DIHQGDP HQWR GHYH
VHUIHWR SHR DSGDWYR RX SHD -OMOHWKWSBY 7 Z Z SRXSDVWP SR VS JRY EU

+£ WP E«P SRWRV DYDQEDGRV HP GHBUDHDV H QD 8 QYHUIGDGH =XP EL GRV
3DP@ DIHV &RQVXOM \RGRV RV HQGHUHCERV HP
KW8V ZZZ SWRFRQ VS JRY EUHVSDFR FRQVXP LGRU $WAQGLP HQVR3 LHVHQFLDO
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&RQVXP LGRUSHWRD MUGLFD

Meus atendimentos $V SHVEBR MXU G LFRYV XPLGRI

OLFURHPSUHHQQHERWKEXD LYV
OLFURHPSUGBGI(VBRUJDQL]D/GHPV

ILQWXFUDWRGRND |HWHFODPDO® -
© Consulta XWLOLIBGFOBDVHEHRPDSHVVRD
| VLAEXHGHYWHRVHXHSUHVHQW
OHJDO

Consumidor Pessoa Juridica i1 R P HQ XG HD W H®E Q WRWF R K D
RSO¥R &RQVXPLGRU3HVVRD
-XU GLFD 5HFODPDO¥R

Consumidor Pessoa Fisica

n Reclamacgao

@ Reclamagio

1RW TXH D IIEKD GHYH VHU SUHHQRKIGD FRP RV GDGRV GD
HP SUHVD FRQUXP IGRWD H « QHFHWEUR DQH DU GRFXP HORV
FRP IRR H TXH FRPSWIRYHP TXH R UFOPDOM «
UHSUAVHQEQWM GD HP SUWVD FDVR FROWEUR R DWQGP HOR
HWILE VXMIMR D VHU LHEXVDGR SHD HP SUAVD UHFOP DGD RX
SH®R 3LRFRQ

39

DIGITAL

X Registrar reclamacgao

Dados do Consumidor Pessoa Juridica

Enderego




/IWVXOMUFRP  SURFXIDGRU SHD -OVAUHW

&DVR WLWSWBEFRMTXHLUDGLBSRF X URXRU
UHSUHYVH QW ISBWMEP DU HF O D P CHAYWRDG-D W H U Q
GHYFOLPRWLQNRGHGRBURFXUDHSRXISDUD
WHIFHV&RURFXUBO¥RMBRFXPHQWHEWVVEUL
SUHHQFX®URF X UDBWR. GHJLWRELRMW R JUD | H
DQH[M UHFODPD&HBWLILTIHHRWGRFXPHQW
HVWHMDP OHJ YHLV

-QIRWP DOQGR RV GDGRV GD UHFDP DE¥R

SPDUHFODPBRREREGB EXVKIRRUQHFA&GR B UL
UHFODPBORIMDY HYURRDPSR-QIRURHRUQHFHGI
DOJXPD SDUWH GR QRPH UD]¥R VRFLDO




'LILWEDGIRVHOIHVXLVDEBERDPSRRUUHVSR@GIGH
FOLTHRHEHVTXLISMDW H FXRDO L VAADD/RIRUQHFHG
SURFXUDGR DSDUH®D QD OLVWD EDVWD I

¥ Pesquisar por razdo social, nome fanta: u CNPJ/CPF sem pontuagdo

%XVFD SHR
QRP H

X Pesquisar por razdo social, nome fantasia ou CNPJ/CPF sem pontuacgio

[ 45.990.168/0001-20

YXMFD SHOX
&1 3-

RETIFICA DE MOTORES FOXCAR LTDA
RETIFICA DE MOTORES FOXCAR
45.990.1658 1-2

Niio encontrou? Informe os dados.

6HHWQWXDOPHRXWIHPXLWDMOLOHXPDPHVPD
HPSUH®RDBWSHH GDPIHL WO LVRHDVP R HR&1341R U

u
G I— I H U H D W\ dstuisar por razao social, nome fantasia ou CNPJ/CPF sem pontuacao

americanas

AMERICANAS S.A.
AMERICANAS.COM / SUBMARINO f SHOPTIME / SOUBARATO / B2W / LOJAS AMERICANAS
00.776.574/0001-56

@ Httpo//

LOJAS AMERICANAS S/A
LOJAS FISICAS
33.014.556/0007-96

@ Hitps:.//

6 H Q¥ RF |
FDGDVWE’JQURYI&OLT(&BEDUUDI;DXEPGHVWDF[XH
SUHHQREDGD V8RSRRIVG D G RE\HX P DQ RWHIX SR P

ILVFDO FRQWUDWR RX RXWUR GRFXPHQW




—QIRUR&I3IRXR&)GRRUQHFHOAMORMP ¥R/ DLED
FOLTXH HP 1¥R SRVVXR &13- &3)

Informe o CNPJ ou CPF do fornecedor Informe o CNPJ do fornecedor

Informar CNPJ do Fornecedor >

Informar CPF do Fornece dor >

N&o Possuo CNPJ/CPF do Fornecedor >

3DWD TXH R 3URFRQ 63 FRQWID FROWMIUR | RUDHFHGRU « SUHAMR
IORWP DUR P £[IP R GH GDGRV SRWYHO ' DGRV IQFRP SGMRV
IP STDP DXP HQWR GRV SWD RV GH WDP MIE¥R HP  HVSHADOD
IDOD GH HP DIOFRUHR GR IRUDHAHGRU TXH « R P HR P DIV
LESIGR XWI) DGR SHR VMMP D

Informe os dados do fornecedor

CHNPJ

63.884.414/0001-40

Nome do fornecedor * Nome fantasia

Celular

Incluir dados

&AM XHHP -QFXIUGDGRV




-GHOW LFDG¥R

$ VHIXIFODVVLIR DXV X QW®IRUHPD® ¥R% DV WL
VHOHFIRDWH@QD/NDL[OWHOH®G¥RT XDWQURHLV
(VVIHODODGRYRXLWRSRUWBQWHP\WR QLWRUDIPHC
DO-HVR3IURFRQH@GWWHQMMF ROKHODVVLILF]
PDLV DGHTXDGD

Classificagao

2VGBRGDUHFODPDWOCAR DO YRNIBE DS £J L Q®H
SUHFLVIPRQWLQXGHERLRY GDGR¥RQWLQXDL
GLVSRQ YHO FRPR UDVFXQKR SRU GLD

2VLVWHRDLAROWEDGERWHHQFKLRARGYW R SOR
D VHJXLU DSHQDV D HWDSD -GHQWLILFDC




- HVIDAKHV
'"HSRISWUHHQRYW D GRBWRPS RDFRQWUD WDERR
RVGDGRKNWRP XP DVWHUVYWRR HOXRW WXER
REULIJDWpULRYV

> HFDP DS¥R

1D HWDSTHGHVFUL®ERHFODPDOYRP SRUWDC
GHVFURYMNERFR U GHDR UPPO DV RIFQ WRE MHW L Y
FRPGHWDOXXN F L HRMHRVH Q W H IQWWRRF DV R
$QH[DERFXPHQWWRD SSIH[RWHIRUSRVV Y«H O
DOWDPHQWH UHFRPHQGEYHO

SWHQO¥RQVXOWR
RIHQVBYURVVHULL
GHYHRHWYLWDGR
HSRGHPRWLY®U
FDQFHODPHQMR
UHFODPD®O¥R




(P SlGLGRVFRA®RODL SRV RO XOXRY RFBFKBD LYV

DGHTXDOGWSBURFRQARNUDED GRPBDQRPWRUDLYV
&SDVRXHLUNVWLSRHLQGHQL]|D/MFRHFHVVEU
LQJUHW®RBLD O MMQUDERN\P -XL]DGFR HF&DYHO
RX SHOD -XVWLOD FRPXP FRP D FRQWUDYV

6REU-KLIDGRASHFLDIFHV R LWER7 UL E X GO
-XVWLODGR (VWDGR GH 6 ¥R 3DXOR
KWWSV 27Z2ZZ WMVS MXV EU (VSHFLDOLGDZC
DGRV

$OQH RV

1IDHWDSDH[RENWBOLRPU $GLFLREDH M

DGLFLRQEHIGR FXP HQWRV HIS/O D Q LIDRAD W «
OE FDGDOVFRORDGRFXPHQRRWPSRUWDHW
DGHTXDGRV H FHUWLILTXH VH TXH WRGRYV




) LOD@ DU

3RW,OWLRRRUPGELVSRQLE ISOWUSDGW L F LMD ©?
DXGL-QFRQFLOLBRGBUHDIR QOLQHORBRSOLFDW
JUDWXLMORP VG DOLFURVRXWUHVHQFLDGRHDV
DWHQWDPHQWH RV WHUPRV GH XVR DQWH

SPDDXGL-@RIQFLOLOVWIDUHXQIXRREMHWR Y D
DFRUBGWRI ®DFRQV XP L GHRXPDDUHSUHVH@WRD C
IRUQHFHGRU UHFODPDGR

6p RFRUUBIDVUHFODPD@¥RUMROYLADBXWY V¥R
FROQYHUWHBDYURFHVVODROPLOQLVWUDNWQGR'

DIJHQG DGO EBGLVSRQLEGRDERGWXPLGRU
SHUWLQ=-QFLD




SDWDR FDWR

< P HGDGD SRUXP HVSHADDAMD RX FROAMDGRU TXH RUHQWD
LOWIU HUH H GH HQGH R FRQUXP IGRU TXDQGR QHFHWEUR

$ QGDP HQVR GD 5HF@P DE¥R

8P DWHFDP DR « XP SIRAHWR
e 2 FRQUXP IGRUID| DUHFDP DErR
o 2 IRUQHAHGRU« QRWIEDGR H UIHVSRQGH
= 2 FRQUXP IGRUDYDID D UIHVSRD
= 6HR FDVR IRLUMVROIGR D UHFOP DEXR « EDIf DGD
= 6H R FDR Q¥R IRL ULHMROIGR YLD XP SIRFHWR

DGP [QMVADWYR
e &RPR SIRAHWR DGP IQVADWR R IRUWDHFHGRU « QRYDP HOM
QRWIEDGR
o 2 IRUHAHGRU LMVSRQGH SHR VIMMP D RX « DIHQGDGD XP D
DXGL=QFRD HQWH DV SDUMV

o B6HR FDVRIRLUIMVROIGR R SURFHWR DGP LQMADWYR « EDI[ DGR

o 6H R FD\R Q¥R IRL LHVROIGR « HP IMGD XP D P DQIHWECEER
WFQED RD FRQUXP IGRUD « RUHQWEGR VRELH D SRWIELIGDGH
GH LQIUHAWDU MGIAD® HOM FRQWD D HP SUMWD H R SIRFHWR

DGP LOMADWYR « EDI[ DGR
7RGD D WDP IMBE¥R SRGH VHU DFRP SDQKDGD SHR 3WRFARQ 63
' JM2O1 R H HP S® D VHIXIU R FRQVXP IGRUDFDERX GH ID HU
XP D UHFOP D&¥R H R | RUDHFHGRUDIQGD Q¥R | RLQRWIFDGR




1RSUU[LPMRHP S®RRUQHF MGRQR WED GRV QR
SUDRHJHVSRYDWEDD ERD L& HW D GIOH YQFIF R Q H
QD FROXQD $©-HV

1D SWi[ P DWD KE W-VDEDV ' HVID&HV FRP RV GDGRV GD
UHFOP DE&¥R -QWWDO HV ~ 5HVSRWEDV RQGH SRGH KDYHU
WRFD GH P HQWDIHQY HOAMH RD FRQWXPIGRUD H R
IRUQDHFHGRU H ' RFXP HQVRV 3LRFRQ FRP RV GRFXP HORV.
HP IMGRV SHR \WMWMP D

1R WRSR WRGDV D
WHODV R FRQVXP
SRGH DYDOLDU R |
FRPR UHVROYLGR
UHVROYLGR RX GH
FRQIRUPH R

DQGDPHQWR




$ YDADQGR D WHVSRWID GR | RUDHFHGRU

$WP TXH R IRUHHCRU UHVSRQGHU RX SDWDU R SR GH
UHVSRWD R 6V SDWDLE SDUD $JXDUGDQCR P DQUHWEIEKR GR
FRQVXP LGRUH R VMMP D DIXDUGDLE DW GH| GIDV SHD DYDIDEFR
3DUD DYDIDU EDWE FIFDUQR FRQH QD FROQD $© HV H SLRFXWDUD
UHVSRWE GR | RUDHFHGRUQD DED-QMUDS HY ~ 5HVSRWRV

P SRUDOQWA D DYDADG¥R « REUWJDWUD &DVR R D FRQVXP LGRUD Q¥R WH
P DQUHWWHHP GH] GIDV D UHFDP DS4R VHLE EDL DGD DXVRP DVIFDP HQWA
SH&R MMWHP D

1R HHP S&® D VHWIXIU D HP SUMD HQYIRX XP D UHVSRWW H R
FRP SIRYDOM GH HQYIR GR SII GR YDB®U TXHWRQDGR SHR
FRQVXP IGRU

(QWR EDWD DQDAVMDUD
UHVSRWD FQFDUQR

ERWR FRUHVSRQGHQWH
H HVFUHYHUXP D
MO LFDVIYD




“QWALDILQGR FRP R | RUQHFHGRU

$WP TXH R IRUDHPHGRU UIHAHEHU D UHFOP DE¥R « SRWYHOTXH
HO!I TXHLD FROMBUR D FRQUXP IGRUD SDUD HVFOUHRHU DOXP D
G/MGD SHAUDOXP GRFXP HQR RX IQIRWP DUDJR WHBYDOW 6H
MR RFRUHU VHE HOYIDGD XP D P HQMDJHP SRU HP DORD
FRQVXP IGRUD \VHP HBIDQW DR H HP S®V D VHIXIU

3DD UHVSRQGHU D IOMDE¥R HOAH QR 3WRFRQ63 ' LIMEO
KW8V__FROVXP IGRU SWRFROVS JRY EU®RIIO 1DED R ®JIQ FOrXH
OR FRQHGD FRXQD DS HVHHP -QMDS HV  SHVSRWRV

(VAHYDDVXDP HMDIHP DTXL

] s

HOQYIR GD
P HODIHP

SVYOP DV
LOMUDS HV
DSDUHAHP
SUP HLR




5 HFXVD GD ULHFDP DE¥R

" HOAMR GDV LHIWDV GH XVR GR MWP D Q¥R « SHP MGR DR
FRQVXP IGRU WP GRV/HP RVGH8 WR

5HIMADUUHFOP DEXR TXH Q¥R HQYROD LHDIEXR GH FRQVXP R

“OHUU QR 60MMP D GH $WQGIP HOR GD ) XQGDEX¥R 352 &2 1 63 LQIRWP DO HV
IDODV SDUAD® HOWM | DODV RX DIQGD LQIRWP DS HV FXND SURFHG-QAD Q¥R SRWD
VHUYHULLEDGD

5HDT DUFDGDVIAR RX LHFOP DE¥R XWI} DQGR GDCRV RX IGHQWIFDQGR VHFRP R
WMUPHLR VHP  DXVRU] DE¥R GHWM V0P R

5HFXVDU D UHDQ] DE¥R GH LGHQWIFDE¥R SRMMYD QRV FDVRV HP TXH HD IRU
REWI DWMUD SRUGHWLP LQDE¥R GUDO

3RWBURX WDQWP MUUHFDP DS HVHP GXSTHGDGHVREWHR P HWP R IDR

5HIMADU UHFOP DS¥R HP IDAH GH HP SUMVD TXH Q¥R VHD UHVSRQVEYHOSH®R
SIRGXWR RX VHIMER FROADWGR RIHUBGR HFHR QRV FDVRV HP TXH KE
UHVSRQVDELDGDGH VRIGEUD HOWH RV | RUDHFHGRUHV

SWIDU QR FDP SR GHWMODGR DRV DQH RV DUXLYRV FRP YKV GH
FRP SXBGRU FRP FROM/GR IQYDUYR GHWKWR RX TXH FDXWH GDOR
WP SRIEUR RX SHIP DQHQM QRV HTXISDP HQRV GR | RUDHAHGRUH RX GR 6LMMP D
GH $WQGP HQR GD ) XQGDE¥R 352 &2 1 63 RX DIQGD P DMUDLY SUIRWIIGRV SRU
SURSUHGDGH LOMBRMXDORX VILE® FRP HIADOH FHVWDQGR VH RV FDVRVHP TXHR
UHDT DGRUGR FDUHIDP HQWR VHID R SUiSUR GHWIQWRUGHWMY GLLHVRY

8 W DUVH GH WP RV RX P DWUDLY LG DYV DIUHWWYRY FDOXQIRVRV DEXWYRV
GLDP DMURV REVFHQRV IQYDMYRV ¢ SUYDAGDGH GH WAFHLRV TXH DWIQWP
FROWD RVERQVFRWMP HV D P RIDCRX DIQGD TXH FRQADUHP DRUGHP SYETD

6H R | RUDHFHGRUGHWIRBUDOXP D GHMDV DS HV SRGHLE 1D] HUXP

SHGEGR GH IHPX\D GD 5HFOP DE¥R (WH SHGIGR VHE DODD/DGR
SRUXP HVSHADDAD GD ) XQGDEXR 3LRFRQ 63 TXH SRGHE GHHUU
RX Q¥R R SHGIGR ' XWQWM D DEQ@H R SR GH GH GIDV SDWD
UHVSRWI GR |RUDHAHGRU IIEDLE VWVSHOWR H FDVR R SHGIGR VHD
QHIDGR VHLE UHVWRP DGR D SDUMJGR GID GD VXVSHQWR 2 \MMP D
HP W QRWILEDS HV GHVRGRV HWHV SDWRV

SHHFDP DS HV TXH WH HOTXDGHP OHWD MWMDS{R SRGH¥R WU
FDOHHDGDY D TXDOXHU WP SR SHR 3WRHRQ 63 SRU
GHVEXP SUP HOR GRV7HP RVGH8 WR
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&RP R M H SGDGR DOMURWP HOM R SIRAHMR DGP LOMMMYR « D
WVHIX-QHD GH XP D UIHFOP D&¢R TXH Q¥R IRL UMROIGD HOWR D
VHIXIUPERUWGEDIHP RVVRP HOW DV GLLHUWHQEDV

QDS HVGH SLRAHWRV
DGP LOMADWRY

$R FOIFDU QR FRQH QD FRA(QD $© HV FRUHVSRQGHOW D
XP SIRRFR® QD WD VHIXIOM QDDED' HVIDBHV SRGHP
VHUREVHUYDGRV R WXV GR SUIRFHWR DGP [QMADWYR H D

GVSRQEIIGDGH SDID DXG-QADV IQRWP DGD SHR D
FRQVXP LGRUD




1 RV IFD@¥R SDLD LHVSRWID SHRR MWHP D

2 | RUQHAHGRU SRGH VHU QRWIFDGR SDUD IHVSRQGHU SHR MMMP D
RX SDID SDUWAASDU GH XP D DX@-QAD 1R SUP HIR FODV\R D
QRWIFDSYRWP ROQRP HGH71) TXH« DDEUHIDSER GH7HWP R GH

1 RWIFDS¥R DR ) RUHAHGRU

1R HHP S&® DOMURU XP 71) IRLHP MGR H R MMWMP D HVE
DI XDUEDQGR TXH R 1 RUHAHGRU DAHWH R MMP D H WP H H-QHD
SWP TXH R IRUWQHAHGRU WP DU A-QAD 1QHAD R SWR SDWD
UIHVSRW FRP R QD IP DIHP DWIXWJ

1

$ YDADQGR D UHVSRWID GR | RUQHFHGRU

$WP FRPR QDV UHFOP DB HV QRV SWRFHWRV DGP IQMADAYRY
QRWIFDGRV SRU71) D UHVSRWE GR | RUDHPHGRU GHYH VHU DYDIDGD
SHRD FRQUXPIGRUD SDID MR EDWB VHIXIU DV P HWP DV
RUHQWS HV SDUD DV UHFOP DS HV

e 9HD D UHVSRWE GR | RUDHFHGRUQD DED-QMDS HV  UHVSRWRV




e $YDIH R UHVXGEGR FRP R SHVROIGR RX 1¥R S5HWROICGR
FOFDQGR QR ERWR QR VRSR GH TXDJ XHUDED

P SRUDQWA D DYDADGYR « REWIDWUD &DVRR D FRQVXP LGRUD Q¥R W
P DQUHWWHHP GH] GIDV R SIRFHWR DGP LOMADWYR VHLE EDL] DGR
DXVRRP DVFDP HOQWA SH&R MWHP D

&DVRV Q¥R UHVROIGRV \WR HQYIDGRV SDID DQE@H SRU XP
HVSHADDAMD TXH HP ME XP D P DQIHWEGR WFQED FRP
RUHQWS HV VREWH D SRWELQGDGH GH QI UAWDU MGIED® HOWM
FROAD DHP SUHVD

$WIP TXH D P DQUHWESKR WFQED HWYHU GIVSRQYHO VHL¥R
HOYIDGDV P HOVMDJHQV GH DYMR SRU HPDIOH 606 H D
P DQUHWESKR IIFDLE GIVSRQYHOQD DED ' RFXP HORV 3LRFRQ
3URFXUHR GRFXP HOR &$7

1 RV LFD@¥R SDLD DXGL-QHD

6H R SUIRFHWR DGP IOMADWYR | RUGLHHRQDGR SDUWD P DUFDG¥R GH
DXG-QAD HBl VHE GMWMEX GR SDWD XP HVSHADOAM® TXH IDLE R

DIHQGDP HQR

$ WUDPLWDO¥R SRGH

VHU DFRPSDQKD QR D
FDPSR 6WDWXV




$ XGLl-QFLD DIHQGDGD

$WP TXH D DXG=QAD IRU DIHQGDGD QD DED -QVALDO HV
5 HVSRWIDV DSDUHFHXR LOMUDS HY GR 3LRFRQ FRP RV GHVBBHV H
VH¥R HOQYIDGDV P HQVMDIHQV GH 606 FHOX@OU H HPDO 1D
P HOVDIHP GHH P DIOSRGHE WUDQH R XP P DQXDOSDUD DAHWR

¢ DXGI-QAD RQ @H TXDQGR IRUR FD\R

$10GD QR FDVR GH DXG-QADV RQ@H R @N GH DFHWR VHE
HOVIDGR SRUH P DICH VP E«P IIFD\E GVSROYHOHP -QMUDS HV
5 HVSRWEV QD GDV GH UHD@ DEXR

3LRFRQ 63
' LJVDO

606 FHOXODU

( PDLO




1 ¥RP HQ@XH

2 VWER 1¥R PH @XH « XP FDGDWMR QR TXDO RV
FRQVXP LCRUIHV WXOUHV GH @XD WBI QD GR (WEGR GH 6¥R
3DX® TXH Q¥R GHVHOP UHRHEHU FROMRY GH WGP DINHWOY
SRGH¥R IQVAHYHU RV LVSHAWRYV QVP HRV H DMP  HYMBU R
WHAHEIP. HQWR GH FRQMVR TXH VH XWI DP GHWW P RGDIGDGH SDUD
RIHWB GH SLRGXWRV VHUYIERV H FREWDQEDV

$ / H (\WBGXDOQ| IOFOXIX VP E<P DV P HOVDIHQV GH
W[ VR H DTXHDV DADY«V GH DSCGDWRV @DGRV D XP D @XKD
WGBITQED RX FHX@U GR FRQUXP IGRU FDGDMADGRY QR VMMP D
SRUH HP S® : KDMDSS 7HBUWDP 6LIQDOHW

&DGDVWUDQGR XP  WWA®H RQH

1 DWD GHHQWDGED QR P HOX VXSHURU FOrXHHP 1 ¥R P H@IXH




$ VHIXIU FOr XHHP  DGLHRQDUW®BE RQH

6HBHRQH DVRSS HY GHWGBIRQH SHWRD | MFD RX MUGHD AHX@U
RX I R &DGDRSCGER WALE FDP SRV HVSHFTIFRV SDUD
SUHHORKIP HOWR 3 UIHHORKD WRGRV RV HDP SRVH FIr XH HP

DGHRQDU / HD H DAHW RVWILP RV GH XVR FOFDQGRHP / LH
DAHWR




2 QP HRWLE DAHRQDGR ¢ QAW

[HP ELHWH TXH DV HP SUHVDV GH WGP DINHWQJ  FREWDQED H
WUAHLRY WP XP SW R GH Wow G@bv SDD DHHWDU R

FOGDWAR H H FXIWU RV Q7P HRV VMRV QR 1 ¥R PH @XH GD
QM GH FKDP DGDV GHDV

&DGDWUR HP  GXSOHGDGH

6H GXUDQM R FDGDWADP HQR R VMMP D GHWRBUTXH R QVP HR
TXH HAE VHOGR FDGDWDGR @ HWE QD OAMD YIQFX@GR D RXWD
SHWRD I'VIFD RX MUGIED WH IRUXP QVP HR GH FHOXOU HE
HQYIDGR XP 60 6 SDUD FRQILLP DE¥R GH WXOUGDGH




&DVR D GXSTAGDGH VHD FRP XP WIBIRQH 1L R VHLE HOYIDGD XP D
P HODIHP SRUHP DO SDID R FRQUXP IGRU TXH FDGDVMARX R
Q/P HR SUP HLR VRTAMZQGR DXVRU] DEXR SDUWD D IQDWDEXR GR
Q/P HRR SRUXP VHIXQGR WX@U 2 SWJ R SDUD UHVSRWD VHLE GH
GH GIDVFRUIGRV

1 HWHFDV\R KE GXDV SRWELGGDGHV

¢ SHSURYDEXR GD 6RIAMIGFR R FRQUXP IGRUTXH IH R FDGDMAR
SUP HLIR HSIRYRX D \VRTAMEG¥R 2 QP HR FRQOWOXDE
LODWYDGR YIQFX@GR D HO!

e 6HP -QRWP DE&¥R R GHWQRUGR QVP HR Q¥R UIHVSRQGHX D
VRIAMDER QR SWDIR GH GH GDV 2 QVP HR VHLE [QDWDGR
YIOFX@GR DR QRYR VRTAMIQM




&DVR YRF- VHD R FRQUXP LGRU GHAWIQWRU GD @KD H UHRHED XP D
PHODIHP \ROIAMIQGR DXWRU]DE¥R SDID GHVDWDS¥R FRP
YOFX® SRU RXWD SHWRD R MMP D PRWMDIE R @GN 1¥R
SHP MUGHVDWDEXR DR @GR GR QP HIR GH W®BI RQH GXSTFDGR
FRP RXWD SHWRD &DVR D @XKD DIQGD VHD GD VXD WXOUGDGH
FOTXH QHWM @ON SDWD Q¥R SHWP MU D GHVDWYDE¥R H GHSRLY
FRQILLP H




2 FRUJ-QHDV

2 FRUAQAD « TXDQGR XP  \WBI RQH FDGDVADGR QR 1 ¥R P H@XH
KE P DIV GHWOQW GIDV UHAHEH XP D @ DE¥R GH WGP DUNHWQJ

$V RFRUAQADV SRGHP  VHU GHQXQADGDV SDWD D ' IWHWRUD GH
) MAD@] DE¥R GD ) XQGDE¥R 3LRFRQ 63 DAWDY«V GR SUHHQKIP HQR
GH XP IRWP X@UR HVSHFTIFR GVSRQYHODWDY«V GR @N $EUU
RFRUSQAD DR @GR GR QP HIR GR \WBI RQH

$ VHIXIWWDSDUHAHLE XP D WHT X-QAD GH TXHWWHVVREWH FRP RIRLR
FROWR GH WGP DINWMWI  DW SUHHORKHU RV FDP SRV H HIHDU

HP DYDQEDU

&RP R DV GHQVOHDV SRGHP UIHVXORUHP P XOW SDWD D HP SUMD
QDD WRGRV RV G-VMBHY H LJIGRV ¥R P SRUBOWMV 3UHHQRKD
WGRVRVHP SRVHFRO XHHP DYDQEbU




$R SHVITXIMDU R IRUDHAHGRU SRGH \VH XW([] DU D WD} ¥R VRADO R
QRP H IDQWMD R &1 3- RX R &3) &D\R R IRUDHFHGRU Q¥R HAMD
FDGDWDGR « SRWYHOI D] HUR FDGDVAR GH XP  QRYR | RUDHAHGRU
FODQGRHP 1 ¥R HOFRQWRX" -QIRWP H RV GDGRV




" HYHWH WP E«<P DFHWU RV WAP RV GH X\R TXH IP SGDP
LHVSROVDELGDGH VREWH DV IQIRWP DS HV | RUWHAGDV

( DXWRU] DU D ) XQGDe¥R 3WIRARQ 63 D WHTXHWHU ¢ RSHIDGRWD GH
WG RQID RV GDGRV VREWH DV QIDS HV WA QDY UHAHELGDV SHD

@KD GR GHOXQRDQWM




SRUIIP FOrXHHP 6D3DU

$ GHO/OADGR 1¥RP H@XH |IFD\E QAMICD QD \WD LQADOFRP R
XP DWQGIP HQR TXH SRGH VHUDARP SDQKDGR FOIFDQGR HP DS HV
RX QR QVP HRR CR SIRRFR®




$R FIFDUQR QP HRR GR SIRRFAR® RX HP DB HV FRQH ¢ GLLH\D
DSDUHFHW¥R VRGRV RV GHVBBHV GD RFRUSQAD LQFOOMYH FRP - XP
ERWR SDUD GHMMAL FDVR VHD VD D YRQUGH GR GHQXQADQWM

$R GHMVMWL GHYH VH HVALHYHU XP D MVMILEDWYD H FRQILLP DU D
GHVMAQAD

$ GFMWAQHD I IFDLE DWMQDDGD QR WXV GR SIRIRFR®& TXH Q¥R
WLE SLIRWHIXIP HOR




" YYLGDV [ UHT XHQWAV

(P FDVR GH GYIGDV FRQUXGM ' YAYIGDV ILHTXHOWY QR P HOX GR
1¥RP H/ LIXH

/HWP RV

3DWD DXVRU] DUXP GHWLP QDGR | RUDHFHGRUD 1D] HU @D© HV GH
\WMBP DIN-MQJ VHP GHVDWYDU R WIBIRQH GD @AD GR 1¥R P H
@XH EDWD IDHUR GRZQBDG GR 7(502 ' ( $8725=$%0.2
3$5% 5(&(%0 (172 ' ( /2 $%o~ 6 HHQAHIE ® SUHHQFKIGR SDUD
R | RUQHFHGRU




&HUNMG¥R GHIIRMG¥R GH' LHVRV

$ FHUAGYR GH YIRDEXR GH GILHWRV « XP GRFXP HOR TXH SRGH VHU
HP IMGR SRUTXDIXHUXVXEUR FDGDVWDGR QR MMP D LQGIFDQGR
\RGRV RV DSRQEP HQRV TXHH MMHP  QRVYMP RV FLOFR DQRV
QR FDGDWAR GHXP GHWLP LQDGR | RUQHFHGRU

* SWIQGP HORVE&-3

o 3LRFHWRVS$CP IOMADAYRY GH5HFDP DEXR

o 3LRFAHWRV$GP LOMADWYRY 6DQARQDWURY

(WD FHUMGYR Q¥R WHSWRGX] $WIQGP HORV &3 H 3WRFHWRV
$GP LOMADWYRY GH 5HFOP DE¥R HP DQGDP HQWR RX DEHURV QRV
3LRFRQVO XQESDLY

(P WHDS¥R DRV SWRFHWRV \DORRODWMURYV FROWBL¥R WR
VRP HOWM DTXHBN IQWXUDGRY QHWE FDSIVEO LHIIRQDLY H RX QRV
3LRFRQVO XQESDLY FRQYHQIDGRVFRP WEP W QD FDSL\VEO

$ HP M¥R GD &9' « P XIWR VP SOV %DOWH VHEHRQDU &RQVXORU
&9" QR P HOX 2 XWRV 6HWYICRV H SHVTXMUR | RUHAHGRU SRU
WD ¥R VRADOQRP HIDQMWMD &1 3- RX &3)




&D\R R |RUDHAHGRU Q¥R H M QD EDWH « SRWYHOHP MU XP D
FHWGYR 1$' $ &2167$ SDWD XP IRUDHAHGRU Q¥R FDGDVWADGR

FGEDQGR HP ' HWHD JHDU &9' SDUD IRUWDHAHGRU OfR
FDGDVADGR!

1 RW TXH HWM @ON Vit DSDUHAH VH Q¥R |RU HOFROWDGR QHQKXP
| RUQHFHGRUQD SHVTXIVD UHDQ DGD

N

$ HP DAXR GD &9' Q¥R « P HGIDVID H SRGH GHP RWIDUDW XP D
KRWD SDUWD VHU FROFOXGD  GHSHQGHQGR GD TXDOWGDGH GH GDGRV
TXH SUHAVDU VHU LHXQIGR SHBR VMMP D ' XUDQW HWH SHURGR
Q¥R « SRWYHOHP MURXWD &9'




6H R | RUQHFHGRUQ¥R HWWYHUFDGDWADGR « QHFHWEUR SUHHORKHU
RV GDGRV GR |IRUWDHFHGRUSDWD D HP DMAXR GD &9' GRWSR 1$' $
&2167$ 1R FDP SR HQGHHER GLJIIW R HQGHHER FRP SGMR HP

XP D YQIFD @KD

7RGDV DV &9' V JHDGDV IIFDP GVSRQYHY QD DED ' RFXP HQWRV
&9' 3DW DAHVVDUR GRFXP HQR FOIr XHHP  91lvXD@ DU&9'




' HQYQFLDV

8 P D GHQ/QAD « XP WSR GH DWIQGLP HQWR SDLD RV FDVRV RQGH KE
YIRDE¥R GH GILHVRV GH FDIEWAU FROMIYR SRUXP GHWLP LODGR
|RUDHFHGRU RX VD TXDQGR R | RUDHAHGRU SUHMGIED Q¥R Wi R
GHQOXQADQWM P DV D FREMYIGDGH GRV FRQUXP LGRUHV TXH DWMQGH
FRP R SRUH HP S® \WXD©& HVRQGHR FRP HADOM Q¥RH S- HRV
SUHERV GRV SLRGXVRV RV YHQGH FRP GLYHU ~QALD GH TXDQWGEDGH
YDOGDGH YHQAGD RV FROWDRY WP FBXVXOV DEXVYDV GH GLHO
FRP SUHHOWR H IRQM P XIMR SHTXHQOD RV SLIRGXRV Q¥R VHIXHP
DV QRPDV GD $QYMD $9%17 -OP HMR RX RXWD HQWGDGH
UHIXOP HOBGRWD HF

$V GHQ/QADV WR DQDO/DOGDV SHD ' WHRUD GH $WIQGP HOR H
FDVR FROMQKDP  HYLG-QADV VXILEHQMV VY FRP R GRFXP HORV
RX IRRV VH¥R HQFDP LQKDGDV SDUWD D' WHVRUD GH ) IMAD@ DEXR
TXH IDE D DQEQH GH P «UMR H SRGHE QRWIFDU R | RUDHAHGRU
VREUH R FDVR H DIQGD HQYIDUXP D HTXISH SDUD | MADA} DUR GRFDO

' HQYQADV RUXQGDV GH IRUDHAHGRUHV DWRADS HV  SHWRDV
MUGEDV H GHP DIV HOWMV GHYHL¥R VHU SUIRRFROGDV [IMEFDP HOM
QD' WHVRUD ([ HEXWYD ' (; SDWD DQEQMH

30D D] HUXP D GHQVOAD FI XHHP 2 XWRV 6HWICRV ' HY/LHD

N




$SDIHFHE XP DYMR OGP ELDQGR GH TXH DV GHQYOADV \WR
GHP DQGDV FRBMYDV VH SUHAMVDU UHFOP DU GH XP  SWREGP D
IQGIYIGXDO IDE@D XP D UHFOP DE¥R QR P HQX SUQASDO 3DWD
GHQVQADV FOI XH QR FQOI'XH DTXL FRUHVSRQGHOM

/

' HSRLY EDWB SUIHHQFKHUR IRWP X@UR H DQH DURV GRFXP HQRV
FRP SLREDWMURY 2 EVHUYH TXH P XV YH HV R FRQUXP IGRUQHP

AKHIRX D FRP SIDUDOXP SLRGXWR RX FROADVEBU DOXP VHUYIER

HQWR QR FDP SR' D GD &RP SID &RQADWEYR GLIIW D GDV GD
FROWIMIEXR GR SLRE®P D GHOXQADGR




3DWD DOH DU GRFXP HQRV GUUMIQ DGRV FOTXH P $GARQDU
DOH R H SDWDI1QDM DU FOrXHHP * HIDUGHQYQAD

/
/




