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7HQGR VLGR DIHWDGR HP H SHOD FULVH SDG
FRQWLQXRX D DSUHVHQWDU XP HOHYDGR Q~PHUR GH
FRQGLFLRQDOLVPRY GHWHUPLQDGRY SHOD SDQGHPLD D
(P FRPR VH UHSRUWDUi GHWDOKDGDPHQWH PDQW
SURFHVVXDO FRP XP OLJHLUR DXPHQWR HP UHODomR DR
GHVHPSHQKR GR VHUYLOR FRP RV WUrV LQGLFDGRUHV GH
3RUpP QmR REVWDQWH R DXPHQWR GR PRYLPHQWR
UHODomR D R Q~PHUR GH SURFHVVRV HQWUDGRYV D SC
TXH HVWH WHUi WHQGIrQFLD D IXWXUDPHQWH VH WRUQDU
'H VDOLHQWDU DGHPDLVY QHVWD H[SRVLOomR LQWURC
5HGH GH $UELWUDJHP GH &RQVXPR WHP YLQGR D FR
SRVWHULRUPHQWH FRP PDLRU SUHFLVmMR FRP XPD QRYD |
SURFHVVRV UHVROYLGRV HP IDVH GH FRQFLOLDomR DUEL'
(P YROWRX WDPEpP D VHU SRWHQFLDGD D UHDOL]E
IRUPD SUHVHQFLDO FXMD H[HFXomR IRL QDWXUDOPHQW
ELpPQLR DQWHULRU
5HILUD VH TXH HP QmR IRL SRVVtYHO ILQDOL]DU D
QR 75,$9( SRUTXDQWR DLQGD VH DIJXDUGD D LPSOHPHQWD
SURFHVVXDO GR OLQLVWPpPULR GD -XVWLo0D 2 30DWDIRUPI
5HJXODPHQWR +DUPRQL]DGR GRV FHQWURYV GH DUELWUDJ
&XPSUH LIXDOPHQWH GHVWDFDU TXH R 75,$9( SDUD D
GHVHPSHQKR PDQWHYH HP QR KPELWR GDV HQWLGD
&RQVXPR R FDUIWHU SDUWLFLSDWLYR H FRRSHUDQWH TX

SHILUD VH TXH R SUHVHQWH GRFXPHQWR GH UHSRUWH GH LQIRUPDOT
QD /HL Q z GH GH VHWHPEUR TXDQWR DRV UHTXLVLWRYV RE!
HOQWLGDGHY GH UHVROXomR DOWHUQDWLYD GH OLWtJLRV $V LQIRU
PRYLPHQWR SURFHVVXDO H R VHUYLoOR LQIRUPDWLYR HP WrP SR
OLQLVWpULR GD -XVWLoD UHODWLYRV DR SHUtRGR VLWXDGR HQWUH

&RQVHTXrQFLD GD DOWHUDomR RSHUDGD HP QR DUW 2 Z GD /HI
DUELWUDJHP QHFHVVIULD HP WRGRV RV FRQIOLWRY GH FRQVXPR FXN
SULPHLUD LQVWKQFLD
$OIJXPDV DWLYLGDGHY GH GLYXOJDomR LQIRUPDomR H IRUPDomR IR
QRYR VHUYLOR GR 75,%$9( QR KPELWR GD 5HGH GH $SRLR DR &OLHQWH
R VHUYLoR GR *DELQHWH 5%$&( HVWi DXWRQRPL]DGR HP UHODomR DR
UHVROXomR GH FRQIOLWRV GH FRQVXPR H D FROQWLQXLGDGH GR
FDQGLGDWXUDV HVSHMMOQOGR\EBSODD BUHRARRWRRGRY 'LUHLWRYV GRV &F
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SHILVWRX VH DVVLP HP UHODomR D XP OLJHLUR
GH SURFHVVRV HP UHODomR DR DQR DQWHULRU
6HQGR D WHQGrQFLD GHVGH SDUD XP FRQW1tQ X

PRYLPHQWR SURFHVVXDO DV HQWUDGDV GH SURFHVVRYV
LQGLFLDU TXH HVWH SDVVDUiI IXWXUDPHQWH D WHU XPD F

SRQWR , GR 30DQR GH $WLYLGDGHV

2 YDORU PpGLR GRV SURFHVVRV HQWUDGRV HP IRL GH FHUFD GH
QmR IRUDP FRQVLGHUDGRY REYLDPHQWH RV SURFHVVRV FXMR YDOI
“p 1RWH VH TXH HP PXLWRYVY SURFHVVRV R YDORU p LQGHWHUPLQDGR

(P QmR IRL UHFHELGR TXDOTXHU SURFHVVR DWUDYpV GD 30DWDI
HIHLWRY GR SUHYLVWR QR DUW 2z 7z Q Z DOtQHD F GD /HL Q z
IRL UHFXVDGD D WUDPLWDomR GH SURFHVVRYV 2 GRV SURFHVVRV

j VXD DSUHVHQWDomR HUD VXEVXPtYHO QR DUWLJR Z GR UHIHULGR ¢
QR WULEXQDO MXGLFLDO DUW z Zz Q zZ DOtQHD F H SHOR IDFWR
UHVSHLWDU D VHUYLoORV S~EOLFRV HVVHQFLDLVY DUW 2 z Q z DOt
FROQWHPSOD D LQFRPSHWrQFLD PDWHULDO SURSULDPHQWH GLWD QHI

2 ~ OWLPR TXDGULPHVWUH GH DSUHVHQWRX XP DXPHQWR QD HQW
DR SHUtRGR KRPYORJR HP (VWH FUHVFLPHQWR SURJUHVVLYR p S
GD 'DUELWUDJHP QHFHVVIULDY HP WRGRV RV FRQIOLWRYV FXMR Y|
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x 3URFHVVRVY S5HFHELGRV OXQLFtSLR GH 5HVLGrQFLD GR

2 Q~-PHUR GH SURFHVVRV FRP "RULJHPWOQRVFRIWLRYV 0

3bubD DOpP GR Q~PHUR GH SURFHVVRV TXH LUHPRVY HVSHFLILFDU UH
QD iUHD JHRJUIILFD GR 75,$9( IRUDP DLQGD UHFHELGRYV SURFHVVF
FRQFHOKRY QmR LQFOXtGRV QR KPELWR WHUULWRULDO GR 75,%$9(

LQFRPSHWIrQFLD H FRQIOLWRYV SDUD RV TXDLV VH YHULILFRX H[L
VXEMDFHQWH DR FRQIOLWR WHU RFRUULGR QD iUHD WHUULWRULDO G
2V JUIILFRV D FRPSRUWDP HVFDODV GLVWLQWDYV SRUTXDQWR DT
Q~PHUR GH SURFHVVRV FRP "RULJHPu HP FDGD XP GRV YiULRV PXQLFt
HQWUH RV YiULRV FRQFHOKRY B5HFRUGH VH TXH H[LVWHP PXQLFtSL
FRPSHWrQFLD DSyV ORQGLP GH %DVWR GHVGH $PDUDQWH H !
/IRXVDGD H 5SHVHQGH GHVGH GH]JHPEUR GH
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ImR UHVXOWDQGR XPD WHQGrQFLD XQLIRUPH GH
SURFHVVRV HP UHODomR DR DQR DQWHULRU 2 QRV YiULRYV
GR 75,$9( VHUiIi DSHQDV GH DVVLQDODU TXH GH XPD IRUI
XPD JUDQGH H[SHWDWLYD TXDQWR DR IDFWR GH VH YLU
DXPHQWR GR PRYLPHQWR SURFHVVXDO

2V PXQLFtSLRV TXH XOWUDSDVVDUDP D FHQWHQD GH
FHQWHQDV 2 9LOD 1RYD GH )DPDOLFmR H 6DQWR 7LUVR

1R TXH UHVSHLWD D YDULDo}HV QD HQWUDGD GH SUI
DQWHULRU VHUiI GH DVVLQDODU HVSHFLDOPHQWH 2 QDT>
Q~PHUR QD RUGHP GDV GH]J]HQDV GH SURFHVVRV DQR 2 D
7URID H GD 3yYRD GH 9DU]JLP H D GHVFLGD QR OXQLFtSLR

7DPEpP VHUI GH UHDOoODU R Q~PHUR GH SURFH
FRQVXPLGRUHV PXQtFLSHVY GR ODUFR GH &DQDYHVHV Sk
GHIJHQDV QmR REVWDQWH VH WUDWDU GH XP FRQFHOKR T
GR 75,%$9( DSHQDVY GHVGH GH]J]HPEUR GH
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$ LQWURGXomR GD DUELWUDJHP QHFHVVIULD HP WRGRV RV FRQIOLYV
p FRPR Mi UHIHULPRV XP SRGHURVR SRWHQFLDGRU GR DXPHQWR G
OHJLVODWLYD RSHUDGD QR DUW 2 z GD /HL GD 'HIHVEHRKR &RQVXF
SURFHVVXDO LPHGLDWR SRUTXDQWR SDUD HVVH HIHLWR VHULD QHF
QDFLRQDO MXQWR GRV FRQVXPLGRUHV
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(VWDPRV D FRQVLGHUDU DXWRQRPDPHQWH RV SURFHVVRYV DUTXLYDC(
HVWD FODVVLILFDomR QmR DOWHUD D SHUFHQWDJHP GH SURFHVVRV |
2X VHMD QmR RV FODVVLILFDPRVY QHP FRPR SURFHVVRYVY UHVROYLGRY\
RV DUTXLYDGRVY SRU LQFRPSHWrQFLD SHOD VXD SUySULD QDWXUH]D
R IRUDP SRU GHVLVWrQFLD HPERUD HVWHV SRUYHQWXUD VH SRVVD
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$QiOLVH GR ORYLPHQWR 3URFHVVXDO (ILFLrQF

2 $QiOLVH 3UHOLPLQDU

(P UHJLVWRX VH FRPR VH UHIHULX XP OLJHLUR L
Q~-PHUR GH SURFHVVRV HQWUDGRYVY HP UHODomR DR D

2 Q~-PHUR GH SURFHVVRV DUTXLYDGRYV IRL P XL\
SURFHVVRV HQWUDGRYV PDV QmR VXSHURX HVWH
GH VH WHU DSUR[LPDGR EDVWDQWH GHVWH Q~PHUR 1
GR VHUYLoOR FRQVLGHUDQGR TXH H[LVWLX XPD WHQC
SURFHVVRV D SDUWLU GR PrV GH VHWHPEUR 'H IDF
HQWUDGD GH SURFHVVRV HVSHOKD SHUIHLWDPHQWH
LPSRVVtYHO TXH HP R Q~PHUR GH DUTXLYDPHQWR
GR TXH R GRV SURFHVVRV UHJLVWDGRYV DWp GH GH]
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2 Q~-PHUR GH SURFHVVRV UHVROYLGRV IRL PXLWtVV]
OLIJHLUDPHQWH DTXpP QDWXUDOPHQWH GR DOFDQoOolL
DWHQGHQGR DR Q~PHUR GH SHQGrQFLDYV YHULILFDGD
GD FULVH SDQGpPLFD R Q~-PHUR GH SURFHVVRV WU

(QTXDQWR HP IRUDP WUDPLWDGRYV SURFHVYV
WUDQVLWDGRY GR DQR DQWHULRU HP R VHX Q~P
H WUDQVLWDGRYVY GR DQR DQWHULRU
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% 2 Q~PHUR GH SURFHVVRV UHVROYLGRV QD IDVH GH D!
FRQFLOLDomR RX VHMD TXH QHFHVVLWDP GD LQWHLU
PDQLIHVWDU XPD WHQGrQFLD FUHVFHQWH H HP U
FRQIOLWRYV GLULPLGRYV
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¥» $QDOLVDQGR D UHVROXomR GRV FRQIOLWRV SHOD
XWLOL]DGRV 2 PHGLDomR FRQFLOLDomR H DUELWUDJF
GR Q~PHUR GH SURFHVVRV UHVROYLGRV SRU VHQWH(
HP FHUFD GH HP UHODomR DR UHJLVWDGR HP
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% 'H IDFWR D SHUFHQWDJHP GH SURFHVVRV GLULPLG
DUELWUDJHP XOWUDSDVVRX SHOD SULPHLUD YH] HP
WRWDOLGDGH GRV SURFHVVRV UHVROYLGRYV
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% 6HUi SRUpP GH VDOLHQWDU GXDV FLUFXQVWKQFLDV
SHUFHQWDJHP GH SURFHVVRV UHVROYLGRV SRU DF
FRQFLOLDOMR 2 FRQWLQXD DGHTXDGDPHQWH HOHYDG
TXH WmR SRXFR VH DILJXUDUi DMXVWDGR TXH D DSOL
UHJLPH MXUtGLFR TXH SURWHJH HVSHFLDOPHQWH X|
DUELWUDO VHMD PHUDPHQWH UHVLGXDO Mi TXH HVW
IRUPD GR FRQVXPLGRU HIHWLYDU RV VHXV GLUHLWRV
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2  QGLFDGRUHV GH (ILFLrQFLD
2 3BDUKPHWURY GH $YDOLDomR

'"HVGH TXH R 75,%9( XWLOL]D WUrV LQGLFDGRUHYV
UHVSHWLYR GHVHPSHQKR WD[D GH UHVROXomR WHPSR P
&RPR UHIHULPRYV QR 30DQR GH $WLYLGDGHV GH R

VHU FRQMXQWDPHQWH SRQGHUDGRYVY HVWDQGR R VHUYL
FRQVWDQWHY GD SDUWH VXSHULRU GD WDEHOD VHJXLQW

(VWDGR GR 7D[D GH 5HVR ‘XUDomR Op 3HQGrQFLDV SHODWLYD
2WLPL]DG ! GLDV
5D]RiIYHO ! ! GLDYV !
,QDGHTXD, ! GLDV !

2 7D[D GH 5HVROXomR
$ WD[D GH QRVRDOXotbtRR DPHQWRYV HIHW XDIGIRAVRHP I
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it fii7 1ife fiin 1ifo 1ii6 1iié 1iié6 7ifi Titi 7i11
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(P SRU DFRUGR HQWUH WRGRV RV FHQWURY GH DUELWUDJHP HYV
GRV UHVXOWDGRY GD 5HGH GH $UELWUDJHP GH &RQVXPR H HP UHC

VH j DWXDO UHDOLGDGH QRPHDGDPHQWH DR DFUpVFLPR GR Q~PHUR
FDGD YH] PDLRU UHFXUVR j DSUHVHQWDomR GH SURFHVVRV GH IRUF
SRVVLELOLWD XPD FRPSDUDomR PDLV DSUR[LPDGD GR GHVHPSHQKR G
FRQVXPR RV SURFHVVRV DUTXLYDGRV SRU GHVLVWrQFLD GHL[DUDP
UHODWLYDV WDO FRPR Mi DFRQWHFLD FRP DV LOQFRPSHWIrQFLDV EHP
S~EOLFRVY HVVHQFLDLY 4XDQWR j WD[D GH UHVROXomR QR KkPELWR G
Mi QmR HUDP FRQVLGHUDGDY QR UHVSHWLYR FIiOFXOR 'H IDFWR D FF
QDV WD[DV GH UHVROXomR RX QR FIiOFXOR GDV SHQGrQFLDV UHODW
GHVHPSHQKR GRVY FHQWURY GH DUELWUDJHP 2V TXDGURY UHODWLYF
5HODWyULR GH $WLYLGDGHVY LQGLFDP WRGRV RV YDORUHVY GRV DQRYV
HP IXQomR GHVWH GH IRUPD D SRVVLELOLWDU XPD FRPSDUDOmMR ULJI

3HUFHQWDJHP GH SURFHVVRV UHVROYLGRV HP UHODomR DF
LQFRPSHWrQFLDYV H DV GHVLVWrQFLDYV 35; 7%, 35 S
DUTXLYDPHQWRY , LQFRPSHWrQFLDV ' GHVLVWIrQFLDYV
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CENTRO DE ARBITRAGEM CENTROS
DO AVE TAMEGA ESOUSA. DE ARBITRAGEM

2 7THPSR OpGLR GH 'XUDomR

(P QRV DUTXLYDPHQWRY HIHWXDGRV R WHPSR Py
GHVGH D VXD HQWUDGD DVBEL DWIXDFRRQFOXVmR IRL GH
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2 3HQGrQFLDY 5HODWLYDYV

2 Q~-PHUR GH SURFHVVRV SHQGRQWVXKHVUMBUHYVHQ WHL
HP WHUPRV GH SHQ@IQQARY UHODWLYDYV
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3HUFHQWDJHP GH SURFHVVRV SHQGHQWHYV HP GH GH]JHPEUR H
FRQVLGHUDU DV LQFRPSHWTIrQFLDYV H DV GHVLVWrQFLDV 3
SURFHVVRV HQWUDGRYV , LQFRPSHWrQFLDV ' GHVLVWrQFLDV 1DWX

SRGH VHU DQDOLVDGR HP WHUPRYVY DEVROXWRYV
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2 3BRQGHUDomR GRV ,QGLFDGRUHV GH (ILFLrQl¥

x $ WD[D GH UHVROXomR TXH WHP YLQGR FRQWLQXDPH

GD LQWURGXomR HP GD DUELWUDJHP QHFHVVIUL
QmR H[FHGD RV % 2 DSUHVHQWRX R YDORU PDLV F

$ GXUDomR PpGLD GRV SURFHVVRV DSUHVHQWRX VH !
XPD QRWiYHO GHVFLGD HP UHODomR D H UHIOHW L(
GR VHUYLoR QD UiSLGD RWLPL]DomR GHVWH LQGLF
SURYRFDGRV SHOD VLWXDomR GH SDQGHPLD H QmR
UHVROYLGRV HP IDVH GH DUELWUDJHP FRQVLGHUDYF
TXH RV UHVWDQWHYV

'H UHVWR D RWLPL]DomR GHVWH LQGLFDGRU HUD XP ¢
R TXDO IRL SOHQDPHQWH DWLQJLGR DLQGD QR S|
HVWDELOL]DGR D SDUWLU GH PDUOoR
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AXDQWR DR LQGLFDGRU UHIHUHQWH jV SHQGrQFLDV U
YDORU SHUIHLWDPHQWH RWLPL]DGR QmR REVWDQWH

YHULILFDGD D SDUWLU GH VHWHPEUR

(P RV WUrV LQGLFDGRUHV GH HILFLrQFLD 2 WDI[D
SHQGrQFLDV UHODWLYDV 2 DSUHVHQWDUDP VH SRI
HVSHOKDQGR DVVLP D DOWtVVLPD HILFLrQFLD GR VH

Z 0 §+E]} §1A] o« 1ifd
Ti



)
TRIAVE @ (9 RAL

CENTRO DE ARBITRAGEM CENTROS
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2 6HUYLORV 3~EOLFRV (VVHQFLDLV $QiOLVH 3DU"
2 ORYLPHQWR 3URFHVVXDO
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2 $QiOLVH GR ORYLPHQWR 3URFHVVXDO (ILFLrQ
2 , QGLFDGRUHV GH (ILFLrQFLD

2V LQGLFDGRUHV H SDUkPHWURY GH DYDOLDomR D DS
S~EOLFRV HVVHQFLDLV VmR SUHFLVDPHQWH LGrQWLFRYV
PRYLPHQWR SURFHVVXDO FRP D H[FHomR GD IRUPD GH Fi
QHVWH FDVR LQVSLUDGR QDTXHOH TXH p HIHWXDGR SH
FRQVLGHUD D SURSRUomR HQWUH RV SURFHVVRV UHVROY

2V SDUKPHWURY GH DYDOLDomR GH HILFLrQFLD GR V
DSOLFDGRV j JHQHUDOLGDGH GRV SURFHVVRV UHODWLY
LQGLYLGXDOL]DGRVY SRU WLSR GH VHUYLoOR RX SRU VHFW
SDUWLFXODUL]DGD REULJDULD D WUDoDU P~OWLSORV S
VLQIJXODULGDGHYV WtSLFDV GRV SURFHVVRV UHODWLYRYV
GLPHQVmMR GRV GDGRV HVWDWtVWLFRYVY D DQDOLVDU

(P QR KPELWR GRV VHUYLORYV S~EOLFRV HVVHQFLI
HILFLrQFLD IRUDP RV VHIXLQWHYV

x 7D[D GH UHVROXomR
x 'XUDomR PpGLD GR&LBVRFHVVRV

x 3HQGrQFLDV UHODWLYDYV
$ HYROXomR GHVWHY LQGLFDGRUHYV GHJUIILBFRV SR
H

S3HUFHQWDJHP GH SURFHVVRV UHVROYLGRV HP UHODomR DRV HQW
GHVLVWrQFLDYV 35; 3(, " 35 SURFHVVRV UHVROYLGRV 3( SUR
GHVLVWrQFLDY &RPR R UHVSHWLYR FIiOFXOR FRQVLGHUD GXDV YDU
UHVROYLGRV H SURFHVVRV HQWUDGRYV 2 R VHX YDORU SRGH VHU V>
UHWLILFDomR GR VHX FIOFXOR HP SRU DFRUGR HQWUH WRGRV RV
SDVVDQGR D QmR VH FRQVLGHUDU SDUD R VHX DSXUDPHQWR SDUD L
UDJmR SHOD TXDO R UHVSHWLYR TXDGUR DSUHVHQWDGR VHJXLGDPH
GRVY DQRVY DQWHULRUHY UHFDOFXODGRV HP IXQomR GR QRYR FULWpU!
7TDPEpP R TXDGUR GDV SHQGrQFLDVY UHODWLYDY 2 FXMD DOWHUDOmMR
WHP RV YDORUHY UHFDOFXODGRY SDUD WRGRV RV DQRV GHVGH

3RU HI[HPSOR XP SURFHVVR UHODWLYR D HOHWULFLGDGH RX iJXD p
GH FRPXQLFDo}HV HOHWUYQLFDV H SRUWDQWR GHPRUDUI HP SULQF
'H UHVWR D JHQHUDOLGDGH GRV SURFHVVRYVY GH FRPXQLFDo}HV HOHYV
VHQGR TXH PDLY GH PHWDGH GRV SURFHVVRYVY GH HOHWULFLGDGH 2 I
DUELWUDJHP $FUHVFH TXH XPD DYDOLDomR SDUDPHWUL]DGD H SDU
SURFHVVRV p EDVWDQWH UHGX]LGR 2 FRPR SRU H[HPSOR QR VHUYLO!
QR VHUYLOR GH iJXD 2 VHULD SHOD H[LJXLGDGH GD 'DPRVWUDu DE
FRPSOHWDPHQWH GHWXUSDGD GR HIHWLYR GHVHPSHQKR GR VHUYLOR

S5HILUD VH TXH QmR FRQVLGHUDQGR R WUDQVSRUWH DpUHR R YDOF
PpGLR GH GXUDomR GH GLDV H R GDV SHQGrQFLDY UHODWLYDYV Gl
UHPHWLGD j '*& QR LQtFLR GR DQR D TXDO QmR FRQWHPSOD HVWH VF
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CENTRO DE ARBITRAGEM
DE CONFLITOS DE CONSUMO
DO AVE, TAMEGA E SOUSA

x

CENTROS
DE ARBITRAGEM

2 3RQGHUDomR GRV ,QGLFDGRUHV GH (ILFLrQl

(P RV WUrV LQGLFDGRUHYV GH HILFLrQFLD PDQWLYH
$ WD[D GH UHVROXomR IRL GH PDV R IDFWR GH WH
j GH QmR VLIQLILFD TXDOTXHU SHUGD GH HILFLrQf

'H IDFWR HVWH LQGLFDGRU WHP DOJXPD FRPSOHJ[LC
IRUPD PXLWR SUySULD DWHQGHQGR j VXD SDUWLFXC
VHUYLoRV S~EOLFRV HVVHQFLDLVY TXH FRQVLGHUD
LQWHUOLJDGDY SURFHVVRV UHVROYLGRV HP UHODoOm

1D UHDOLGDGH HVWH LQGLFDGRU SRGHUi WHQGHQFL
XPD WD[D HOHYDGD GH SURFHVVRV WUDQVLWDGRYV C
HVSHOKDUi D FDSDFLGDGH GH UHVSRVWD GR VHUYLOF
UHJLVWDU XP GHFUpVFLPR GH HQWUDGD GH SURFHVV

2UD DR FRQWUIULR GR TXH VH YHULILFRX QR DQR
FRQGLFLRQDOLVPRV VH YHULILFRX HP

$ WD[D GH UHVROXomR DSOLFiYHO QHVWH KkPELWR G
SRVVtYHO SRU H[FHVVR RX GHIHLWR GRYV GHSHQ
2 QXP VHUYLOR SHUIHLWDPHQWH RWLPL]DGR FRPR R 7
SHUIHLWDPHQWH DOKHLRYVY DR GHVHPSHQKR GR &HQW

4XDQWR j GXUDomR PpGLD GRV SURFHVVRV HVWD UH
UHODomR DR DQR DQWHULRU DSUHVHQWDQGR XP GR
VXSODQWDGR SHOR YHULILFDGR HP

2 LQGLFDGRU UHIHUHQWH jV SHQGrQFLDV UHODWLYD'
WHQGR UHJLVWDGR XPD VXELGD HP UHODomR D D\
SURFHVVRV GXUDQWH R DQR D TXDO HP PDQLIHVW
GH VHWHPEUR

2V LQGLFDGRUHVY PDQWLYHUDP VH DVVLP DEVROX\
HIWUDRUGLQIULD HILFLrQFLD GR VHUYLOR GR 75,%$9¢(
HVVHQFLDLV
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CENTRO DE ARBITRAGEM CENTROS
DO AVE TAMEGA ESOUSA. DE ARBITRAGEM

., 2 /TLSRORJLD GD &RQIOLWXD

2 7LSR GH %HP 6HUYLOR

(P GRV SURFHVVRV HQWUDGRYV 2 2 u
S~EOLFRV HVVHQFLDLV

2 75,%$9( UHJLVWRX DVVLP FRPR KDELWXDOPHQWH
SURFHVVXDO UHVSHLWDQWH D FRQIOLWRYV UHODFLRQDGR

B" EA] }e W- 0] }+ emKHLJEE]}-

H jupv] e e 0 SERMVY EP] OWSAER VeY% MEB L' o LN EA] }o W}es ]o
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iol!

$ LQIRUPDomR TXH UHSRUWDPRY TXDQWR j FRQIOLWXDOLGDGH EHP
VH &@E&DVVLILFDGRWBROUPRQL DGROLVDGD GH IRUPD PDLVY GHWDOKDGD
$QH[RV H
$WHQGHQGR j UHGDomR GR DUW 2z H5ORZERWGDHHEALQWHGRY \GHJM X®ORK\
K VHUYLOR GH WHERQWVISRHWIH BYW BXONW\DDUHNVSRIWLYD GHILQLomR OH
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DE CONFLITOS DE CONSUMO CENTROS
DO AVE, TAMEGA E SOUSA DE ARBITRAGEM
(P QmR REVWDQWH RV WHREWRUWED VU HREHQHPOW } Bl R

DVVXPLGR FRPR VHPSUH VH WHP YHULILFDGR XPD SRVLor
SHOR 75,%$9( YHULILFRX VH XP GHFUpVFLPR GHVWH WLSR (
QR KPELWR GH XPD GLPLQXLomR WHQGHQFLDO TXH VH FRF
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1RVHFWRU GDHHQIHUBRX VH XP DXPHQWR GH SURFHVVRYV
UHODomR DR DQR DQWHULRU QR kPELWR GH XPD WHQGT

YHULILFDU HP DSyV XPD GLPLQXLomR SURJUHVVLYD UF
vsE WE} ee}ler v EP]
B o 3E] ]

i P10y 1 ey

11107}
1i671706;

$LQGD TXH QmR QHFHVVDULDPHQWH YHULILFDGD WRGRYV RV DQRV M
UHODomR DR DQR DQWHULRU
&RQVLGHUDQGR TXH R FODVVLILFDGRU KDU FERO@GENDIBERHY M RDSHKRY YW U X
HJiV D RSomR WHP VLGR LQVHUL ORV HP "HQHUJLD HOpWULFDu UD]n
D HQHUJLD HOpWULFD WDPEpP SRGHUMR LQFOXLU SDUD DOpP GHVVH
Z 0 §«E]} §1A] .« 1ifd
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5HODWLY DWHEWRU DR HIXYWWRX VH XPD GLPLQXLomR
SURFHVVRV HP UHODomR D DSUHVHQWDQGR VH HVW
EDVWDQWH RVFLODQWH H VHP XPD WHQGrQFLD GHILQLGD

GDV GH]JHQDV GH FRQIOLWRV DQXDOPHQWH FRP D HI[F
DEVROXWDPHQWH H[FHFLRQDO

vsE WE} ee}ler Pp

iTh

2 Q~-PHUR GH SURFHN\HFRWR U HEOHD WIUYDRQ RABRRIULW WYR XV K P U |
DXPHQWR HP UHODomR DR DQR DQWHULRU WHQGR VH YH!
GH GLPLQXLomR TXH VH FRPHoRX D YHULILFDU SDUWLU
FUHVFLPHQWR FRP LQtFLR HP

VEE WE} s¢}e rdE Ve%}ES d EE +5E

Z 0 §+E]} §1A] o« 1ifd



)
TRIAVE @ (9 RAL

CENTRO DE ARBITRAGEM CENTROS
DO AVE TAMEGA ESOUSA. DE ARBITRAGEM

4XDQWR DR Q~PHUR GH SWRFMHWYRYWWHMDHP UWH K IRMVBREK X

DFHQWXDGtVVLPD VXELGD HP UHODomR D WHQGR D\
VHPSUH
vSE WE} ee}le rdE veX% }ES E }

(P RV FRQIOLWRY UHODWLYRV D FRPXQLFDo}HV F
UHJLVWDGR XPD OLJHLUD GHVFLGD SHUFHQWXDO HP UH
UHSUHVHQWDU XPD SDUWH VXEVWDQFLDO GR PRYLPHQWR

GD WRWDOLGDGH GRV SURFHVVRVY HQWUDGRYV

« Jupv] e e —=a— v EP]
B B 589 AR no9
nto9 nto N Ai9 N Aio
. 669 N \ N 369
009
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3HOR PHQRYVY GHVGH TXH D LPSOHPHQWDomR GR FODVVLILFDGRU KD
SDUWLFXODUPHQWH HVWH WLSR GH FRQIOLWXDOLGDGH 1RWH VH D F
"WUDQVSRUWH DpUHRuy QmR DEUDQJH QD UHDOLGDGH WRGDV DV VLW
R 75,$9( UHJLVWRX SURFHVVRY UHODFLRQDGRV FRP "WUDQVSRU
GH DJrQFLDV GH YLDJHQV H WXULVPRu
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DE ARBITRAGEM

(P RV OLWtJLRY QmR UHODFLRQDGRV FRP VHUYL
OLJHLUtVVLPR DFUpVFLPR HP UHODomR DR DQR DQWHULR
R VHX Q~PHUR WHP YLQGR D DXPHQWDU H[SRQHQFLDOPHQ
DUELWUDJHP QHFHVVIULD HP WRGRV RV FRQIOLWRYV GH FF

107 160 1006

THiT Tii7 T1io T1iA 7170 11716 1116 T1id6 7171 1171 1171

1HVWH VHIPHQWR GH FRQIOLWXDOLGDGH D DTXLVLo
UHJLVWDGR XP DXPHQWR HP UHODomR D H UHSUHVHQ
SURFHVVRV HQWUDGRYV

H Ve }vepu}
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1HVWD FDWHJRULD VmR GH UHIHULU HVSHFLILFDPHC
FODVVLILFDGRU KDUPRQL]DGR H FRP PDLV GH SURFHYV
WHFQRORJLDV GH LQIRUPDomR H FRPXQLFDomR SURFH\
MDUGLP H YHVWXiIiULR H FDOoDGR

$ DTXLVLomR GH EHQV GH FRQVXPR UHSUHVHQWRX GRY SURFHVYV]
1R JUIILFR UHODWLYR DRV OLWtJLRY QmR UHODFLRQDGRV FRP VHU
LQFOXLU "FRQIOLWRY QmR GH FRQVXPRU DUTXLYDGRV SRU LQFRP
DOXJXHU GH WUDQVSRUWHYV H SURFHVVRYV GH LQIUDHVWUXWXUDYV G|
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CENTRO DE ARBITRAGEM CENTROS
DO AVE TAMEGA ESOUSA. DE ARBITRAGEM

2 7LSR GH B3UREOHPD

4XDQWR j FRQIOLWXDOLGDGH FRQVLGHUDQGR R WLSR
WDO FRPR HP VH GHVWDFDP RN\D\WKXQ DDIMWRRNVREOQDQWDI L
FROQWUDWRY YH®RIE®Y GRV EHQV VHUYLORV

M }vSE S} s v

MYH 0] Yo ve
N EA] }e

MKUSE}-

(P UHODomR DR DQR DQWHULRU UHJLVWRX VH XPD V)
GH SURFHVVRWWNODWLR RY MREXPI) o®L BH) GLYMB@DERY Uk
FRQWUDWRW YO IQESEOM \GHRWY LoR V

1R HQWDQWR VHUi GH DVVLQDODU TXHDRVOXPHQRV R
FREUDQOD/IG W KBUY LIGFIDVKi GRLY DQRV FRQVHFXWLYRV H TX
TXH GH D HVWH WLSR GH SUREOHPD QR kPELWR G
VXELGD GH

5HILUD VH WDPEpPP TXH QR kP ELMWRXE RS nSR) RIFFR/E/RNQUH

SURFHVVRV GRV UHVSHLWDQWHY D HVVH WLSR GH
IDWXUDomR LQMXVWLILFDGD LQFRUUHWD RX SRXFR FODU
B& SUE )

Ivipe&1(] |
Iv}EE §

U KUSE}-

(P ULJRU IDONUDGIR LOQMBIRWILKH D@EDWROUDQPRQWHWRY SURFHVVRYV
WHUPRVY GD DSUHVHQWDomR GR SURFHVVR H QmR GD VXD FRQFOXVmR
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CENTRO DE ARBITRAGEM CENTROS
DO AVE TAMEGA ESOUSA. DE ARBITRAGEM

1RV SURFHVYVRNRQMWUDWIRAR ¥ XOEHAQY/® RWmM RHSGHJ ttRRERW U D!

FRQWUDWGBODPtQRUARHP D SURFHVVRYV GRV UHVS
SUREOHPD

MZ ]}
}VSE Sp olwW E_} }
}vSE Sp o D_v]u}

UKUSE}-

4AXDQWR DRV SURFHVXRY LLGDVGHH LOARDAQEKHRIN HS Y BIW Y E X1
LPSRUWKQFLDBGHRIMMXYEXRVSRFDXSRBRRFEHEVNRXt]R GD WRWDO
UHVSHLWDQWHYV D HVVH WLSR GH SUREOHPD

M (]Su}e}l petu
WE ip_1}

U KUSE}e-

2 $QiOLVH GD &RQIOLWXDOLGDGH &RQFOXVmR

¥ $ FRQIOLWXDOLGDGH UHODWLYD D VHUYLORV S~EOLF
UHJLVWDU XPD HQRUPH LPSRUWKQFLD QR KPELWR GR

% 'HQWUR GHVWH WLSR GH FRQIOLWXDOLGDGH GHVW
UHIHUHQWHYVY D FRPXQLFDo}HV HOHWUyYQLFDV H DR IR
FDGD SURFHVVRV HQWUDGRV QR 75,%$9(

Yo (P PDQWHYH VH D WHQGrQFLD GH GLPLQXLomR TX
GH GRV FRQIOLWRY UHODWLYRYV D FRPXQLFDo}HV
D UHJLVWDU D SURSHQVmMR SDUD XP DXPHQWR GD OLYV
GH HQHUJLD FXMR FLFOR VH LQLFLRX HP DSyV XP
FRPHoDGR HP

¥% 5HILUD VH TXH DV IOXWXDo}HV GR Q~PHUR GH SURFF
YIULRV WLSRV GH VHUYLoRV S~EOLFRV HVVHQFLDLV |
GHYLGDV D P~-OWLSORV IDWRUHV PXLWR GLItFHLV G

UHODFLRQDGRVY FRP HVSHFtILFRVY GHVHPSHQKRY FRQ\
Z 0 §+E]} §1A] o« 1ifd
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CENTRO DE ARBITRAGEM
DE CONFLITOS DE CONSUMO CENTROS

DO AVE, TAMEGA E SOUSA DE ARBITRAGEM

% 1mR REVWDQWH R HQRUPH SHVR GRV VHUYLORV S-~I
SURFHVVXDO GR 75,$9( H HP WRGD D 5HGH GH $UELWL
SURFHVVRV FXMD IDFWXDOLGDGH VXEMDFHQWH DR (
FRQIOLWXDOLGDGH WrP YLOQGR FRQWLQXDPHQWH D V>

¥% 7DO FLUFXQVWkKQFLD WHP GHWHUPLQDGR TXH R SHVF
HVVHQFLDLY QR PRYLPHQWR SURFHVVXDO GR 75,%$9(¢(
HVWDELOL]DGR 2 SDUD YDORUHYVY VHPHOKDQWHY DRV (

e A EA] }o W- 0] }o oo v ] ]eld}$ o] }o WE} ee}e VEE }e

THiT Tii7 T1io T1iA 7170 11716 1116 T1id6 7171 1171 1171

¥% 3RU ~OWLPR QR TXH UHVSHLWD j DQiOLVH GD FRQIOL
R SULVPD GR WLSR GH SUREOHPD VHUiIi GH DVVLQDODL
DXPHQWR GH SURFHVMRW XHDIMR REHD EERPUPRIBR BH G

SURSHQVmMR LQYHUVD QOFRAHMVMOBNYWREWH WHYGBY VMDPXD O L

—— & SuE } } E v —m—Alv3E $}¢ s—a—eYp 0] }o ve A EA] }.

i69

ii9

2 VHX Q~PHUR HP IRL FHUFD GH VXSHULRU DR GH VHQGTF
REYLDPHQWH GD LQVWLWXLomR GD DUELWUDJHP QHFHVVIULD HP
OQmR XOWUDSDVVH %

5HFRUGH VH TXH D DUELWUDJHP QHFHVVIULD QRV VHUYLORYV S~EOLF

Z 0 §+E]} §1A] o« 1ifd
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CENTRO DE ARBITRAGEM

CENTROS

DE CONFLITOS DE CONSUMO DE ARB]TRAGEM

DO AVE, TAMEGA E SOUSA

,9 2 6HUYLOR ,QIRUPDWLYR

(P R 75,%$9( SUHVIWRRUPDRB®}O¥PHUR PXLWR DSURJ[LP|
UHJLVWDGR HP

,QIRUPDO}HV

Tii6 T
i1io I|||0
1116 | i 601
T | i 06606
Titi i 611

S5HIHULPR QRV DSHQDV D LQIRUPDO}HV TXH QmR GHUDF
LQFOXLUPRY DTXHODV TXH UHVXOWDUDP QD DEHUWXUD G

SHFRUGH VH TXH R VHUYLOR LQIRUPDWLYR HVWiIi QDWX!I
H HPSUHVDV WHQGR GH D VLGR PXLWR VROLFLWD(
HQWUDGD HP YLJRU GD /HL Q 2z GH GH VHWHPEUR

(P R VHUYLoOR LQIRUPDWLYR SHUPDQHQWH GR 75,%¢
XP HOHYDGR JUDX GH TXDOLGDGH H FRP XP KRUIULR GH
WRGRV RV GLDV ~WHLV KRUDV SRU VHPDQD QR FDVR
KkPELWR GR DWHQGLPHQWR j GLVWkKQFLD WHOHIYQLFR R
TXDOLILFDGR DWXDOL]DGR DFHVVtYHO H PXLWtVVLPR GL
FRP XP FRQWH~GR H XP IRUPDWR DGHTXDGRYV jV VROLFLW

SRQWR ,, GR 30DQR GH $WLYLGDGHV 4XDQWR j DVVHVVRULD MXL
FRQVXPLGRU HVWD p UHIHULGD QR 3RQWR ,; GHVWH 5HODWyYULR U
UHIHULGRYV RUJDQLVPRV 4XDQWR j DWLYLGDGH GR *DELQHWH 5%$&( |
&DStWXOR 9,,,

4XDVH PHWDGH GDV LQIRUPDoO}HV SUHVWDGDYV UHVSHLWRX D V
SUHVWDomR GH VHUYLoRV GH FRPXQLFDo}HVY HOHWUYQLFDV H DR IRUC(

5HODWLYDPHQWH j LOWHUSUHWDOmMR GR DUW 2 Zz GHVVH GLSORPD

5HILUD VH TXH HP QOQmR IRL VROLFLWDGD TXDOTXHU SUHVWDomR
R UHFXUVR j IRUPD SUHVHQFLDO DR WHOHIRQH H DR H PDLO VLGR SH
Z 0o §.E]} §1A] o« 1ifd
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CENTRO DE ARBITRAGEM

CENTROS

DE CONFLITOS DE CONSUMO DE ARBITRAGEM

DO AVE, TAMEGA E SOUSA

2 5HHVWUXWXUDomR GR 6HUYLOR
THQGR VLGR LPSOHPHQWDGD XPD UHHVWUXWXUDomR
QHFHVVLGDGH GH DGDSWDomR j DUELWUDJHP QHFHVVIUL]
YDORU QmR H[FHGD D DOoDGD GRV WULEXQDLV GH SULPH
SURFXUD 2 HP IRL OKH GDGD FRQWLQXLGDGH

2 $WXDOL]DomR GH LQIRUPDomR QR 6tWLR (OHW

(P FRQWLQXRX D VHU DWXDOL]DGD D LQIRUPDoOomR

GR SULQFtSLR GD WUDQVSDUrQFLD H GDV REULJDO}HV SUI

z GD /HL Q 2z GH GH VHWHPEUR 2 H GH IRUPD

MXULVSUXGrQFLD GR 75,$9( UHODWLYDPHQWH j TXDO DV
SXEOLFDomR

2 5HIRUoR 7THFQROYJLFR
(P GHIJHPEUR GH R 75,$9( DGTXLULX HTXLSDPHQWR
SURMHWR UHODWLYR j 5SHGH GH $SRLR DR &RQVXPLGRU |
SDIJIDPHQWR IRL HIHWXDGR HP MDQHLUR GH

2 $GHV}HV 30HQDV
(P GH GH]JHPEUR GH R 75,% D GMIUGHKDNVPINLYOGHH RV

2 6DWLVIDomR GR 8WHQWH

$Wp j GDWD GD DSURYDomR GR SUHVHQWH 5HODWyU
$GPLQLVWUDOmMR QmR IRUDP DLQGD HQYLDGRV SHOD 'LULI
UHODWLYRY j DYDOLDomR GR VHUYLOR DWUDYpV GR GHQR

$ UHIHULGD UHHVWUXWXUDomR QmR IRL DLQGD WHUPLQDGD DWHC(
'LUHomR *HUDO GR &RQVXPLGRU H GD 'LUHomR *HUDO GD 3ROtWLFD G
QRPHDGDPHQWH QR SUYySULR UHJXODPHQWR LQWHUQR GH VHUYLOR
DOWHUDo}HV TXH VH SUHWHQGHP HIHWXDU QR 5HIXODPHQWR +DUPRQ
GD -XVWLoD GD QRYD SODWDIRO®PWOHRRWRDBSWDomR SURFHVVXDO D
2X VHMD FXMD GHVSHVD VH UHSHUFXWLX QD H[HFXomR RUODPHQWI
FRPR VH UHSRUWRX QR 5HODWYULR GH $WLYLGDGHV GH DEUD
FRPSXWDGRUHV GH VHFUHWIULD H XP FRASNUWBDBMLE RUNMOWIRDHBHP F
pPDLY SUHFLVDPHQWH R TXH UHSUHVHQWD PDLYV DGHUHQWH)\
GH GHJHPEUR GR DQR DQWHULRU 2EYLDPHQWH TXH FRP D LQWURG.
FRQIOLWRY GH FRQVXPR TXH QmR XOWUDSDVVHP D DOoDGD GRV WULE
SHUGHX LPSRUWkKQFLD Vy WHQGR HIHLWRV SUIWLFRV SRUWDQWR HF
5HILUD VH TXH GHVGH DHDIQUY B R ®X&RMHE BARKXPYOPEBNEE