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PART A - INTRODUCTION TO THE CODE AND ITS’ OPERATION

SCOPE AND APPLICATION

NX . -,60" #$9% ,61) | 3#:904) (F 0396+ F " #$%#&" () *+*%) 0$! 6 B,0$,01! #0!) ::! 5 9% B%6 #& 2,3%
' O4&H(5 ) 0*%8IGH) 1,) 1,01+ %(1?) (+*,2) +#0!, 01+ %896K) :,) 012,3%404%44) ,05 9B+ D$IGH FX

|

: X A1) 0,6) H#OBW: *- 1) (%0442 81QY6 BYBI5 ) FIO60s ++##1) $#2H+*/ %,0112() *+* %6l) 6 676! #9+
Ol 06" #$b, 01#(SU1#1) *- YBIBBYEH?() * +* %BIH5 OGHOHHIGA %2 8140$H(B6 9DHQ) (/ X!

!

@ Y#+ 011 0!+ 6 " #$% 6 ,0490$Y6! # (96+,*+ ,01) OFl W) ) OF 0#0A*:9$) B:% :94) :! (,1- 46!
WE %= 1) 120464015 ) FI- ) 39460* - 1) 61+~ #6%(, 1- 46(96) + 014" #0895 %!W) (() O+ Y61

|

;I'X This Code DOES NOT cover the ticketing of sporting events. This Code
covers only those live entertainment events presented and ticketed by
Members of LPA and to Tickets that carry the LPA Endorsement Mark.!

OBJECTIVES
EX . - Y#BOS+396#8+ %" #$%) (9@
)P H#190*#9() 1%[BYBH?() *+* %W+ 01+ %896K) :,) O!:, 3%904%+) ,05 %0+, 0$96+F]!
BP #1964 B:,6-1) 0315 ) ,04) ,016+) 0$) ($61#&* #0$9* H&H(1, 0896+ F1?) (+*,?) 0461\ 9B 2(#3,$,01!
) 16%43,* U1+~ 0429B; *]!
*P #19D60(%8) **9R4) 0% %) O$!*#06,6:98* 11, 01*#5 2:,) 0* %W+ I+ Y5966+ 0$) ($6]!
$P +#12(#3,5%19,$%, 09B#0!+~ %8 ,(1(YBH: O+HOWH&*#5 2:) ,046]!1
WP H#12(#3,$%" #0695 Y4B, + !) 0190$%6+) 05, 01148+ %6%3,* %6+ 0$) ($61+#1%.2954!) 0$!
& HHP(#496H" #0605 U6 HS 190) O+ #(,BUB!. */ %,011>943,* %' (#3,$%46) OB!+19D69(%b+ %(!
(,1- 61D+ F116%43,* %) 0$! (YE90$6) (U2 (#4956 498X
|
I
DEFINITIONS
X D+ 6" #$%!+ %A&# #W 011495 6- ) 3%+ %5 % 0,016/6%61#94 01+ 6?) () 1() ?- 2

Code Reviewer

Q% 06l) 1?79%6#0!) ?2?#,049/6! BF + %2 814196 9+3%" #90*,:IW- #!,6,0$90%0$%0+H#&2" 8!) 0%!
0\ Q% BUE W+ 16298 ,) :,6H % 2% +6%,0'H) $%?2() *+*%6! ) 0! *#0695 %! ?(#+96 +#0!:) W
HH?U&H(5 1+ %&0* +#06* #0&A (YS! BF ?) () 1() ?- 'HBPA

Complaints Procedure

Q% 068 + % ?(#*9B9(%6 96%%! BH Q% BAE +H (Y6H:3% *#5 ?:),046 (9%6%39%! BF + %(!
#(1) 0,6) +#06X

I

Consumer!

Q% 06!) I 2960V W- #1- #:361) 1. ,*/ 98! +#1) 01 9BYDH ) 03! - ) 61 967! ! #(! 019056 +# 96%! + ) H
L9 HORS!) 12,3944049%4+) ,05 YBHAIVBD+X

!



Industry Imposed Ticket Charges

Q% 06 *-) (196 69*- 1) 6 +) 06) *+#0! &B6 ! B##/ ,01! &B6 ) 0! * (%6,H *) ($! 6O(*-) (196X A
$HYBI 04+ ,0%:9$%* #6416l ,5 ?#6%5! BF %.1940) :16977:,9%46/ OXIHI %, 644 %B!" #6P#(1+ %>+) 494
#(1N9BYA) I VH#3X05 YDHOKLN*) (BHO!+) LYBI#(1?9B:,* 1) 062#(H:98,96P{!!!

LPA Executive Council!

Q% 06!+ %" #90*,:!,0!W ,*- |6 3%6+96! +~ %5 ) 0) 196 YDH#&+ %896¥) :,) 0140494+ ,05 9B+
D$96H F 866#*,) +#01! H) $,01!) 6[2,3%" A&H(5 ) 0*%896H) :,) \I!,0!) **#($) 0*%W,+ 1J9:%
NN#&+ %] 9:9BI#&+ %866H* ,) +#0X

|

Live Entertainment Events (Events)

JYRAYD* OB+ Y0194+ ,05 9B+ 1! ?2%&H(5 ) 0*%a! ) 0$! 9BYBD+6!) (%94,0190$98! # *#3%! ) ::!
/,056#8& :,3% 904+ ,05 %0+ ,0! + %BW,$%6H 2DE%HE + %WH($!,0%:9%5,011! BOH O#+H :,5 196!
H -+ 0 H%! #?2%) 11 $) 0*%! 6296+ *9:) (61!) (9B) ! 9B+l ! *#0*%4+6 ) OF! ) ::! #+ %! ?9B:,*!
?2%&#(5 ) 0% B #(1 1) + %,016 #&W ) 498%4! 0) +9(W&E(1W- *- 1) 1" (YBY0+94! 96%8! + %643, * Y6
#&) !, ,*/ %,011>943,* %' (#3,$UXN! I Y@AYD* %6, 0!+ 61" #5%+#!" 4300+6a!) (Y-+#E B / 90! +##!
(V&4 +#1" 2,3%%40+944) ,05 9B+H4390+6aX

LPA Endorsement Mark!
L-,8Q) (/11,01 1&#(5 1) ??(#3%6! BF 2' 811,68 ,0490$%5! +#! B%96%6! BF QY6 B 6! +#!,03,%) 494
+ ) H+ 0F1- ) 3%) 1(986!+#!BWBHI0S! BF + 68" #$9{!!

Member

Q%06 )!&::1&0)0*%,):!5 9% BU! #& 2,3% "' W&H5 ) 0*%896+) :,)!,0!) **#($) 0*BW,+ ! + %
I "H#39& () *+) &,-". [*0(,11223*) 03! + % J9:%0 #& + % 896K :,) 0! 40+4+) ,05 %0+ D$96H F
866#*,) +#0! ) 6 (9,61%4%B! W+ ! + % 0$96+(,) :! J%) +#06 " #5 5 ,66#0! ,0! + 9% >1) 194 #&
b,*##(,) X!

-9 QUE BUG ,?! #& 2' 81 *#5 2(,6%6 Y& 2:#FU6 0! + % :,3% 2%&H(5 ) 0*% 0396+ F!
(YB2H0SYDH6 +# 8W) ($61 90S%4! + 96 | "HHYE () * +) &,-". [* O(,! #(! #+ %! %6406 #(!
#(1) 0,6) +#06 W ,*- 1) (%,0! + % BI6,0966 #& 2(#3,$,01! 1##$6 ) 0! 6%3,* 96! ,0! (%) +#0! #
+*/ 98, 011&84(1) 1:18#(5 BHEYDH) ,05 YBH I Ve U141+ %B190%) :129B:, * (1 YW, 80

Person
0*:938%) 10) 49() :1?79%46#01#(!) OF & (5 1#&:94) :199++X

Presenter
Q% 06!) 1?9%6H01 1 ?(#5 #4911 ?(#59* U #(!bIDINW #!?2(YeYR+61 2,39640+94+) ,05 9BH43%0+6X!
8* +#061#&64) &A#Q) ' (Y/B194!W,::IB%H) / 90!+ B%+ %) * +#06#&+ %' (YBVD+9EN!

Ticket

Q% 06 +~ % (938#*) B:%:,*%06% 1() 049! +## + %" #0695 %! +# B%) $5 ,+HUB! VOHF +##!)12,3%
40494+ ,05 90+ 4390H#(!+##!) |bYD9%! GOBEA H -+l + %. %45 6) 05! #0$,+#06 #&>) :9%) 0%!,6!
98,$%0* %8B! BF )OF 3#9*- 941! *#9?2#01! *) ($I1! B) $1%! $#*95 90+ #(! #+ % &(5! #&
$90+&*) H#0! $9B,*9{ A+ %! &(5 6 #& 9B,390*% 5)F ,0*:95%! W+ #9H ;5 4 +#0I!
) $5 ,66,#0! $938,* %@ ,0! + % & (5 ! #& ) 0! %698 H#0,*! B) (*#5%! ) ! ?) ?2%! +*/ 981! W(,6+B) 0FI!!
5 9% B\E*) (BI#()) 1* (98, H*) ($AH!

|

- 9b(,1- H#8) $5 ,66,#0! 1) 11,3901 4390H5 ) F1) :6#1,0%:95%-+ % (,1- + 41 B%) $5 , +HOB! #) |
$96,10) 98!) (% #(1) 16%) #,01) 1$96,10) 496162 +011) (% X

Ticketing Service Provider (TSP)
Q% 08) 1?7946#0!W- #1,81) 9+ #(,6¥B!BF) IbIDIUH(!" (YE/D9G! 1 ?(#3,$%1##3$6!) 0316943, * 96!
(%) +01! +## +*/ %5011 ) 0! . ,*/ % 6) :%8 &#(!)! 2,3% 40494+ ,05 YOH 4390+ ! . - % 445 !



0% : 0SBl (YEAYD* Yh-#1) | 2046H0! ) O+ #(,626! BRI + %' (USVO-94! #H 6%:1 +*/ %661) 6 ?) (H#&) !
2)*/) 19BW,+ 1) 3%11- #62,4) : #F1#(1) **#5 5 #$) +#0!BYDYE+6X!!

Valid Ticket!
Q%O06)!. /98 +)H-)6BWOISY HW+1,01) W) F+ ) HS#96 04+ B(% *- | + %. %5 6) 0$!
" #03,+#06/903%!W- - 1, HW) 6164:$!#(1$,6H,BO96!BF) |Q% BUXA

Venue!

Q% 06 + %7?- F6,*) :|B#90S$) (F#&+ %7?:) * W %%+ % (%98) 0+ 2,39%404%4+) ,05 Y0+ 4390H
,6 B%01! - %$I! #(1) 0! %0++F1! *#5 ?) OF #(! ?946#0! (96?#06,B:9%% &(! + % - #:$,01! #&8 + %
(%98) 0+2,39%4049%4) ,05 %DH43%0+1!!!

I

Venue Manager!

Q% 06 + BHWOK I 2(#2(, %8 (1#(15 ) 0) 1%4!#&) bYBIWH!. - %) *+#06 #& 61) &&#H&+ %bIDI%
Q) 0) 1%") 0$!'bYD9I%W,::1B%+) / 9B+ BW) * +#06 #&+ %bIDI%Q) 0) 194X

INTERPRETATION OF THE CODE

|

HX C - %%+ %96,6) OFI$#OBH) BHOH+ 96, 04904 #(16" #296#8+ 6" #$%!,+6- #9:$!B%,04%42(%696!,0!
+ 0B, 1- HH#&+ YBABDS + 396 6%414#9+,01?) () 1() ?- 'EX

!

=X C - 9! ,04942(%; 01! + %" #5961 2' 81) 0$! + %" #5993, 9N W,::! - ) 3%+ 9B ABOS +3%6! #& + %
" #$04,015 ,0811) O$!+ %$Ys 6,401 #&+ %ALYS O+3%" #O0* ,:1#0!5 ) HIGEI#&,04942(%) +#0!6- ) 21!
14+ YO AYDH 295 ,-HIBIBF:) WIIB%&0) :X

MK C - %% + 6 " #$% (%9,(%6 )! QB BY%! ! 5)/ % ,08%(5 ) +#0! #(! $#*95 9046l ) 3) ,7) B:% #0!
(Y6l9BH! 60*- | (Y6996 6 19B%) ::F! 6) +6896! BF 5)/ 011 + % ,08%(5 ) +#0! #(! $#*95 9-+6)
)3),:) B:OA#0! ) I \WOB6, 4964 | C - %% ) | 294640! (9619, (,01! + % ,0&4(5 ) +#0! #(! $#* 95 90+ ) $3,6%6
+ ) H -+ OF1*) 00#H ) ** 968l + % 04940961 ! + % QUG B! 6- #9:$!4) / %6 (%) 6+0) B:96 626 +#! 6) + 65
+ 96(1(Yal9BH, 01) O#+~ %) FX

|

N&X . - %" #$9%, 61 0#+H) 0S! S#YB 04+ 60846 | +#1 B%) | B,0$,01!:94) :| $#*95 9BH!1) 0$! 6 04+ ,0490$5! +##!
BYAL (96!, 012(%4 ,6%:94) :1:) 019) 196{!86/60*- |1+ 04" #$%, 6 +#1BIb, 0494 2(%6! 0!+ %62, (,+
#8 2(#3,$,01! *#0695 %! 2(#496+#0! ) 0$! 90*#9() 1,011 *#0&$YD* % ,0! + % :,3% YD4%+) ,05 YD
L0896+ FI6296 ,&*) ::FI1,01+ %4?9(*- ) 6%6) OSI08UHE. ,*/ Y66I+#12,30840494+) ,05 YDHA390+6X!

|

!

ENFORCEMENT OF THE CODE

!

NNX40d9, (9615 ) FIB%5 ) $%#82' 8!BFI QY6 B%6! (94) ($,01!,04942(%) +#0 #(1YD&(* %6 YBHH#&+~ 6l
" #30MBOF60*- |, 084(5 ) +#01?2(#3,$%6! BRI 2' 8!6- #9:$14#0:FIBY%3,OM0%!) 6 198%) :119,$) 0*%!) 6
$96,6,4061#01) 1215 ) HUGB 8, 0494 (%) +H#O! (YBHW,+ |+ %" #$%J VB, 9NB4!, 01+ #060:4) +#O!W+ |
+ 964196 9+30%4" #90* ,: X!

!

N X2 8! Wil 9B$% 3#9(! +#1 ,0396+1) 496 ) 0$! 2(%3%0+ )OF 90) 9+ #(, 606! 96% #& + % 2' 8!
A0$#(6Y5 YBHQ) (/ AW ,*- | HBYS#5 9Bl) W) (9(

!

NGX. - % 2' 8! 4L969+3% " #90* ;1 W,::! 9B$%) 3#9(! ! YDEO(% + ) # ,084(5 ) +#O0! 2(#3,$9B! +#1 + %
" #0605 9%41160%- 1) 61605 5 ) (0B #& + %(,1- 4611 (96 9,961 ) 03! & * -, + V6l #ERAYS! +# " #0605 %6l
90$%!+ 6" #$%!,612(%R) (%6!,0!" 1) ,01401:,6- 1) 0$!,61) ** 966, B:%4+!" #0695 %6l,0%:9%$,01!BF!, 461
$,62:) F) #b9B9YBI !, 01-49(,6+:,494) 49(%8) 0$!+ (#91- \\W/B6, 9B #&+ %2' 81) 0$!,+6 QY6 BU6X



COMPLIANCE AND LIABILITY

NTXC - ;64 2' 815 )/ %6l 4 )| *#0$,+#0! #8 QB BA6 2! + ) H . */ %011 >%3,*% " (#3,$%6! boDI%
Q) 0) 1946 ) 0$!" (YYD4946)) 1(9Bb+H*#5 2:FIW+ I+ 08" #$0412' 81$HYB 04+ ) **9p+H 1)) B :, 47 &(!
) OF:#681#** O((,0LI&H#5 1*#5 2:,) 0* %t (I0#0S #5 2:,) 0% W[+ 1+ %" #$0(!



PART B - THE CODE OF PRACTICE: GUIDELINES FOR CONSUMERS
!
TERMS AND CONDITIONS OF SALE AND ENTRY

NEX. - %. 9%5 61 ) 0! " #0$,+#06! #8& >) :9) 0$! 40+(F1 O %5 61 ) 0! " #0$,+#06P 6%4! #94 + % :,*90* %
*#0$,+#06) 22:,*) B:ob#) 1. */ %)

!

NGX81(98%6 9B+ W+ ! + % . %5 6 ) 03! " #0$,+#061 W,::1 960) ::F BY) | *#0$, +#0! #8& 29(*- ) 6%6{ | &) !
" #0695 %41- ) 6,08,%) 498!+ %(1) 1(986 YDHH#1+ %. %5 6) 0$!" #0S$, +#0BI#&E) :%,01) **#($) 0* %
W+ 1%:) OBUAT=!4+ 9B!+ 04" #0605 %!W,::| BYABHIOS! B+ #6%. %5 6) 0$!" #0$,+H#O6X!

NHX 81605 5 ) (F#&+ #6%. %5 6) 0$!" #0$,+#06!,0%:9$,011) OF1?) (+*9:) (:F,5 2#(4) 0+ #(190969) :!
145 6! 6 #9:$! W- %496 2#66,B:% BY% 2(,0496! *:%) (:F #0! + % . */ 961 ) 0$! B(#O1- # +# + %
" #0695 046\1) HID+HO!) H-+ Ub2#, 0HHEE) 19

|

NEX. - 96:,*OB* %* #0$,+#06l (%6 ) ,0! ,0! Y886 H 9BYD! W- 9D! + % 294640! , 0! PHEBYE6,#O! #8 + %. */ U4
*2) 01961 ! . - %(%6) :AH&) 1. */ Y8 $HYB! 04+ 09::, &1+ %. %5 6) 031" #0$,+#06 #&+ %#(,1,0) :!
. *1 9%16) :%{! SOF GOBYEIOYDHBY) (% 148+ %. */ Y8 6 BHOOS! BRI+ #6%. %5 6) 0$!" #0$,+H#OGN!

NVK) L. %/ 98\6l. %5 6l) O$!" #0$,+#061 - ) 30804+ BUSB! *#5 2:, 9B W+ 11. */ %61 *) O BY*) 0% %: 95!
) O$1) 1" #0605 %!, 61041+ +B!+#1) 1(YEI0$X!

!

!

TICKET SCALPING

!

L <X2' 81SHIB O+ *HOSHO + % (VB) :% (! #88! &#(! (VB) :9R) #) 12(96 ,95 | #&. */ %6l 29(*- ) BY!
&H#5 1QUYB BYEIY* U@+ \W- U4U660* - |(B) :%,61) O+ #(,e%B!BF + %' (YBVB+94X2' 81*#06$%61+ ) +
+ 96 90) O+ #(, 608! (Y6) % #& +*/ %6 ) H )1 2(% ,95 | O#5 5 #0:F *) 96! [. ,*/ %! 6°):2,01\P
*HOGH49406! ) | B(%) *- | #& + % . %5 6 ) 03! " #0$, +#06! #8 6) [0 #& + % . */ %8 ) 0$! + YYBH(%
B0P2H#(4612' 81QUB BUWEIW #1*) 0% %!, */ %6l BHOL- HH#(164:$! 01+ 615 ) 00%!IW,+ #9H2(#3,$,01!) !
(YEIOSHQYB BB (VB 3%+ Yb(,1- H -+ (VDBV} - #O#O(1) 1" #0805 %\6l(,1- +6190$%!+ 6" #$%
HE' () *+* 08,8+ 9" #0605 %!- ) 6129(*- ) Bl+ %(1. ,*/ Y &H5 1) 0190) O+ #(, 675! 649 (* 9!

|

T NX. - % (96) :9%6#& +*/ %6 ,01 *944) ,01 *,(*95 64) 0* 6,6l 1#3%096! BF! +*/ 98! 6) 196 :94,6) +#0! ) 03!
5)F) +{) *H*(,5 ,0) :1 290) :+ 96X 8% +3,+ 96! ,03#:3,011 + % (%6) :H&. */ V6 + ) H*#5 Vb -+l + %
) HYD+HOHAQYS BYBI5 ) FIBYA( YA (VB! 1+ %(%93) O+H) 9+ #(,+Y6X!

|

!

LOST, STOLEN OR INVALID TICKETS

S X8! " #0695 %! 6 #9:$! YDEO(% +~ % 3) ;,$,+F1 #& + %(! . */ %! BRI 29(*-) 6,011 . */ 966 #O:F &H5 !
. %1 98,011 %3, %" (#3,99%6 ) 9+ #(,676! BF + %' (Y&Y0494! #(! bYBOYKN & . */ %6 &(! (Y6%3%6)!
6% 461 ) (% (YRH(UB! H6H #(1 6429011 H5 ) FIBU2HE6,B:B&H(1 + %. */ %011 >%3 %' (#3,$%! +!
(%R:) *9b + 9B | 2(#3,$UB! + % 2946401 *1) |5 011 +## - ) 3% :#6H + %(! . */ %! 6l O#+ 991) 1,01 ,0!
$969R+#0! #(1 &) 9BX f #VWOBI! O#4 ) =1 . */ %66 *) 01 BY +) *9! ) 0$! )| " #0605 %! 6 #9:$!
6) &A9) ($!) 1) ,06H :#66! #(! + Y&H BFI (%) +011) ::1. */ 9861 29(*- ) V6! ,01) $3) 0%%:,/ %*) 6 X #(!
VORY) :18$5 ,66,#0!+*/ 946l | QUG BUE (YBU3Vb+ %b(,1- + 4 (VEOGUHERG! #&) | (YED0S$! &1 #6H #(!
6HEOD!. %/ V46X

PRICING ON TICKETS

D@, 1 98,0116%3,* %672(#3,$%46 ) (%044 (%19, (%! B 1) W+ 2(,04 + %6) :962(,* %#&+ 9. ,*/ Y #0!
+ 0B, %/ %1 1BOH, 4 6, 0$96+4(F12() *+* W SHBHNIC - WUb+*/ YBISHIO#HS,62:) F1) OF12(,* %!+ %



6-#9:$! -)3% )1 5) (/| #(! *#$% 2(,0496! #0! + 96 . */ U4 ! 0$,%) 496 + ) H 60*-1 . */ %6 ) (%
) O+ #(, 075! BF + 96" (YBYD-Y%! &4(16) :%%+ %!) 6?) (H#&) 12) */ ) 194#(1 6295 ) :| #8841 #(13,) 1) O!
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COMPLAINTS, REFUNDS & EXCHANGES
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)P Prior to the Event: !
!
X B+ % ,0%,$%0+H 1,3,01! (,6% H#H + % *#5 ?2:) ,0H #**9(6! 2(,#(! #! + % 43904! + %

" #0695 %! 6 #9:$! ) $H(9E0! +~ % *#5 ?:) 04 #H +~ % . ¥/ 96,01 >%3,*% ' (#3,$%!!
" (YY0+%4#(1b9B9%Q) 0) 1%1'W- #5 98%!,6)) 3) ,:) B:9A

!

BP During the Event: !
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X B +% 0%, $904 1,3,01! (,6% +#1 + 0% *#5 2:) 04 #*9(6 $9(,01! + % 4300H! + %
" HOBO5 %! 6 #O:$!:#S19%) I*#5 2:) 04 W+ 1+ %boBI%Q) 0) 194! W+ ,0! @!5 ,09+98
H&+ U H5 5 U0* U5 YDHHZ+ %439

X 81b9D9%Q) 0) 19%1!- ) 3,0113%, 86!+ %%, 6+90* %H#&) | 2(#B: 96 |+ ) 45 ) FI1,3%(,6%
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PART C- THE CODE OF PRACTICE: GUIDELINES FOR LPA MEMBERS

!

!

APPLICATION OF THE CODE

|
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#9+966 Q0*:9$,01! #0:,008! ) 0! ,0! 2(#5 #+#0) | #(! ) $3%+6,01! 5) 494,) :! *#0+H#::9%6! BF + %
QY6 BY! @) 3%&#(!*:) 66,&98!) $3%+66 YO+6P{! QU6 BU6I6-) ::! 0#+) *+ ,01) OF' 5 ) 00%! W ,*- |
5 ,1- 4-) 3%) 0!) $3% 67886 H#0!+ %(929+) +#0!) 03! 1##3$10) 5 WH&2' 8X

!
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1 2(#5 #4% )W) (Y0968 ) 5 #01! QY6 BUE ) 0$! + % 190%) ! 29B:,*! #& + % "#$% ) 0$! ,46\!
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STAFF TRAINING
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“HOH) *+#1(6) (%) W) (%H&!) O$!) H) 11145 VBI*#5 2:FIW,+ |1+ 6" #$9(1D!?) (+*9:) (I1) 1Q% B!
W::1 ) / % (%) 640) B:% G19R6 +# 9DE0(% + ) H 46 96 2:#FIBEI ! ) 19046 ) 03! BOB*#0+) * #(6 ) (%
) W) (%48 + B 2(#* YBI(YB &#(1- ) 0$:,011*#5 2:) ,046) 03! (¥6#:3,011$,629+96! 6761 #9401 + %450!
6"7 Y- ,/* 8 .0& %' . 9% /U )* +)/"&, " * 5" &(=11 )O$! ) (% )B:% +# %.?:),0! +~HOB
2+ VB(VB #1* HOH) * H(6 16743, %2 (#3,$%6) 0$!+ %190%) :129B:,* X

|

I

ADVERTISING and EVENT INFORMATION

(i) Advertising Material

TTX8$3%+6,01! ) 0$! 2(#5 #+#0!'5 ) 494,) :1 ,0! (Y6296 #& 439046 6 #9:$! 1,3% $%) ;61! 641 § (1) 6 ,6
2() *+*) B.ol#&A

) P Main Event; main attraction or performer(s).!!'0!645 %) (% 61#&+ %2,3%40+%+ ,05 %O+

L0B96H F1, 4, 612() *+* 08 +#1 96%690$%649%, 96 W- %08+ %42(,0%,?) :1 2%4&#(5 %!,6190) 3) ,:) B:%
&4(1(%) GHOBI #O+6,$%-+ U+ HOH#:1 #8+ %QYB BYGI 1 #(1W- %06+ %62%&H(5 %!, 6 044 (%19, (96!
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BP

*P

$P

0w
!

&

1P

BFI- 61 #(1- %1+ #0+) * 441204 &(5 X! 0!+ 6,06 0% %, 46,0396+ F1 2() *+*%&#(!' (Y6Y0+%46!
+#1 O#+8F " #0605 %6 ) H -+ % h9DO%A #O! + 96 0,1- # #& + 96 4300 | ' (YBYD-4E ) (%6 O#+H
(Y619, (VB! #H 04+ 81" #0BO5 %6 + (#91- | WUBG, 498 #(!) $3%+6,01! #& *- ) 0198 +#4 + %5 ) 0!
) () * £ H#OI#(1 2% &H(5 YBIH#(1+ YOBHEI0S$Y 649, 96N

Support attraction(s) or performer(s), where knownX c ,+! *#0+9% ?#() (F 5 96,*!
*HO* U4+6! +*/ %8UB! Woo:! 0! ) $3) 0¥ %! B??2#(H ) *+6l 5 ) F 0#H - ) 3% BWBAW! &0) ;698! ) H + %
+5 %H#&ABHH ,0111) 0$!5 #(%+ ) O1#0%E0?2#(H) *+*) 0! BNIS!) +$,8490++5 %6 $9(,01!) !
624,96 #&8 4390461 " #0695 %6l 6 #9:$! BW5 ) $9%) W) (%#& + %, 590+ #&8 + 0660?2#(H) *H!
W %49/ O#WOI 1#(!,&,H,61 04+ O#WOI I W- %% #0695 %61 *) O #B+4) ,0!+ %,08&4(5 ) +#0! 2(,#(!
1+ %4390-H{!!

Name of the Presenter, where possible]!

Venue(s) configuration and seating arrangementsX!c - %%+ %0#(5 ) :1*#0&19() +#0!#&
+ %byD9% ,6 6,10,&*) 0+F 3) (,9B! &(!) ! ?) (£*9:) (! 43904 ! + % *#0&19() +#0! +! B% 966!
6 #9:$! B%S,6° :#P/B! 0! 2(#5 #+#015 ) 494,) 11 94N, &+ %BbYDI%- ) 6 BB *-) 019! &#5 1) !
6%) 1%8& *,01!+ %) 9%,90* %+#!" 0!+ %(#90%a]!

Any restricted viewing limitations;

Scheduled Event date(s);

The Ticketing Service Providers for that Event including advance booking facilities;

(ii) Advance Booking Arrangements

TEX8$3) 0*% B##/ ,01! ) (() 0196 9046 6 #9:$! 6288! +#1 5)L,5,0% & (1 ) ** 966 +#! . */ %6l &(!)!
2(#6796+3%" #0605 %!BFZ !

)P

BP

*P

?(#3,$,01!) $%19) +94B##/ ,01!18 *,,+,%]

5)/,011) 65 9*- 1 ,084(5 ) +#0!) 3) ) B:%) 6 2#66,B:%) H + %+5 %) B#OH + %095 BY%!) 03!
HF20HR439046+ ) HW,:1#++9(]1) 0%

$,6°:#6,01!) 22(#2(,) 496,084(5 ) +#0!) B#OH+ %4?) (+*9:) (169 +61#(16%) +01!) (% '&(!) !1,3%0!
439D 1+ ) 4+ 0P (#6295 +3%" #0695 %!5 ) FI29(*- ) A

0,,P439DHD&#(5 ) +#O!
|

TGX. ,*/ 98,011 >%3,* %' (#3,$%6 6 #9:$! 2(#3,$%" #0605 %6 W- #1 - ) 3%629(*- ) B! ) . ,*/ U4 Wi+ |
L084(5 ) +#0!(%4) ($,012

)P
BP

*P

. - %3909%0) 5 %!
. - B9BYDHS) 14!

.- % 9%390NE *#5 5 %D* 9B YBH +5 9B O+ %! + % +5 % + % &(6H ) *H *#5 5 00 0B #(! + %
* $##(6#?90al+5 %]!) 0$!1!

80F 6?96 ,&* 1*#0$, + #0068 #Q& YO+ F & (! + %93%0+X!!
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TERMS AND CONDITIONS OF SALE AND ENTRY

!

THX4) *- 1 QU6 BY%! W,::! 991) 1% ,01 ) 22(#2(,) 496 ) *+3,+ 96 +# 90*#9() 1% + % 90$%6+) 0$,01! BF
" #0695 %BI#&+ %(1(,1- 461) 0$!#B:,1) +#06190$%! + %" #$%!) 03!+ %. %5 6) 0$!" #0$,+#06#&
>) :196) 0$!140+F1O %5 6l) 0$!" #0$,+#06R) +) *- OBl */ %s6X!

|

T=X" #0695 %6 6 #9:$! ) 1(98h +##! + % . %5 6 ) 0$! " #0$,+#06l #8& 6) :% W- 9B 29(*- ) 6,011 +*/ 6!
81(%86 90H5 ) FIB%) *- 986! ,0l+ 8&H :#W,011\) Faz

|
)P Onlinel!" #0695 %6l 6 #9:$! B (%6l9, (¥B! #H ,05,*) 44! 2(,#(! +#1 *#0&(5 ) +#0! #&2) F5 904!

+96(1) */ OFWIBLYE 9BH) 0$!) ** 9B+ 0* 0b#& + %b. %5 6) 0S!" #0$, +#06X! . - %. %5 6) 0$!
" #0$,+#0616- #9:$!1B%(% $,:F1) 3) ,:) B:96&K(1" #0605 %61+ (%) $I W+ 1) OF,5 2#(+) 0H4%45 6
3,80) ::F) **9049) 4GB!

|

BP By phonel!" #0695 %616 #9:$!B%) $3,8/6!#&) OF,5 2#(+) 04. %5 61) 0$!" #0$,+#061#&6) 1%
) H + 0 *#5 5 90U 0D #& + 96 %) 11 W+ | 5 #(% $96) 196! . %5 6 ) 0$! " #0$,+#06! 5 ) $%
) 3) ) B:992#0! (Yl 996!

!

*P In personl!. %5 6) 0$!" #0$,+#06l #& 6) %6 #9:$! B 2(#5 ,000+F $,62:) FUB!) + + %6) :%
*#90494! ) 0$! " #0695 %6l 6- #9:$! B% (%l9,(%8! +# ,0$,*) 496 ) 1(986 9B+ +#4 ) OF1 ,5 2#(+) OH
(Y64, * +#06X

!

TMK. %5 61) 0$!" #0$,+#06! (%5 ) 01,01 Y886+ YBYD!\W- 0B! + %. ,*/ %1*-) 0196l - ) O$EX!. - %(%6%:,01!
H&) V. I YBI#(1) | B(% *- | #&+ %. %5 6) 03! " #0$,+#06 BF + %#(,1,0) :1 29(*- ) 6%1! $#6! O+
09::,8F1+ %4945 6) O$I*#0$, +#0BH#&+ %#(,1,0) ;1. ,*/ 9416) :9%{!80F GOBGYAVDH+*/ 98- #:$%!,6
BHOOS! BF + #6% . %5 61 ) 0! " #0$,+#06X f #W0B%I!1,&) !. */ 98! - ) 6 BYO! #B+) 096! &#5 1) O!
90) O+ #(,60B! (YBP6:%1! + % COBOYEOUDH . */ 9B - #:3%! *) 00#H )**968 +~ % (%600$! ) 0!
%*-) 019690+ 6 YB+61() 049! +#1#+ %" #06D5 %EI90$% !+ 61" HSUWMBAL* 1) 96%; <PU!!

|

E<X" #0695 %6 6 #9:$! BY5 ) $96) W) (%#&) OF! (Y6H,* +#0B #0! -+ 04" #0695 %6\! (,1- H +#! (YE0$! #(!
%*-) 0190 Y#+ 011,01+ %. %5 6) 0$!" #0$,+#0616- #9:$1) +HOB 2H+1:,5 ) OFI6#) 49+ (F(,1- 46
+) ) 1" #0695 %15 ) FI- ) 39

ENXh0d9) :,&96!64 496 9D+6160*- 1) 6" Y#1(Y80$61#(1%4.* - ) 01%I5 96+ 04#+BWISYSI!) 6+ %15 ) FB%
5 ,6:9% $,01X

*

E: X> #9:$! + % 43904 #(! bYDIY%b BY% #& 60*- 1) 1 0) 49(% + ) + ) | 62 (*- | #& " #0605 %6\! 294 6+0! #(!
FHEEYE6,#06 5 ) F BY% (Y60, (UBI! WE($E # + 08 & #W01! Y896+ 5) F B% 96%6! #1 ,0&4(5 !
" #0695 %62

SURSF QK@) L H AR LY C LR ) HCT @A HT Y 1]) 1] [¥T " =*D) ) E<-#) 9*
Ia*a *,'7)*"@.,#:*,"*,Q*F).<)G'r

. - 6164 496 906 #9:$!BY

)P T0%:9$96! 0!+ %. %5 61) 0$! " #0$,+#06 #H W- *- 1" #0895 %6l ) 1(9%86W- 90! 29(*- ) 6,01!
+*/ 9%613,) 1+ %,04940%]!
|

BP D,67:) FU!) -+ 04?2#,04#86) :04!!
|
*P ' (,049B1H01+ %. */ %11

|
$P ' (,04981#017) 2%WE(/ |6VBHH#OHW,+ |. */ %6/0&) OFA !!
!
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9P 89$,B:AHO!+ Ub(YEH(SUB! H969R- HO%S VB6) 1AW 9B (#6296 +3%. ,*/ Y8if #:$%615 )/ %
) HOLYR- #O%PI(*- ) BUH&. ,*/ %6]!) OSgH(I!
!
& D,62:) FBl) H+ b
|

EGX QY BU66- #9:$I W 9% %2#66,B:94!, 0% : 9$%WH( $6l +#1+ b&H: :#W 01198826 H#0!. ,*/ %62
!

SIH @HT ) D HO- 2 < G OF D& I IS, O FWK(S) - *NHB()
SHBO)# LO @' * ("% "@,0) % 2 8! "#S9% #& ' () *+*% &1 +% . */ %01 #& 2,3%
404944 ,05 9B+ 439046 ,0! 896K):,)*' . 9% ,O)* 2' 8! "#5 ?2:),04 f)0$:,01! ) 0$! D,629+%
JYBH:9+#O!' #:,*Pa

CANCELLED OR RE-SCHEDULED EVENTS

!

ETX. - %' (Y8V8+%!) 03!h909%Q) 0) 1%!6- #9:$!96%+ %(! BYGHYD$Y) 3HO(6l+#1) $3,6%" #0695 %6l) 6
B##01) B12() *+*) B:%!W- 90! ) 0143904, 6V - %59: 0851 #(1*) 0* %6: 96X

|

EEX ®) 0143904, 61*) 0% %: 9B1#(! (96 - 969:962!

!

)P Prior to the Event,! .-% ' (Y80+%' #(! b9%99% Q)0) 1%! 6 #9:3! 5)/% (% 640) B:%
0B 3#9(6 ! YDEOI(% + ) H! W %% ) O! 439D+ 6l *) 0*%:98I! ) ! " #0695 %! 6 YO+ +9B! +H!
629 +011,01) 16,5 ,:) (L:#*) +#0!) H) (98" - 9$9: 96! 4390+A!

X &+ %" #0605 %! ,6 90) B:%+) HOD$! + U6 (VE*- ¥59:95! 4390H ! #(!, &+ % 43904 6
O#H (V85" - YB9:9BI! + %' (YBYD194! 6 #9:$! YDEI(% + ) H + %" #0695 %! (%6 %3%6! ) !
80::1(YBOOSIH&+ %. ,*/ Y1 ?(,* %) Ot~ %! 0S96H 1,5 2HEVB!. */ 9a*- ) (1%6]!!
X " H#OBI5 %616 #9:$1) 22:FI&H(!) 1(¥890$!,01) 145 %F15 ) 00%!,01) **#(3$) 0* YW, + 1+ 6l
"#5% ) 0! + 9% 450*6" 7 Y& -. ,/*8" . 9&. :*' . 9*; H/UK,)*+) /" &, -". *5" &(=*) 0%I!
W %406 2#66,B:% ! BY&H( %+ 4%$) +94#&Q) OF (V&5* - 969: 95! 4390+X181+5 %5 ) 00%! 6!
*$#06,$% V! 41| BYW,+ ,01&3%WE(/ ,01!1$) FEI#&+ %4390]!
X 81" #0695 %! W,::1 O#H BY% Y0+ +0B! +#1 ) | (Y800S$! &#(1) 1*) 0% %: 96! #(! (Y&5* - %69: 946!
UBYDH, &+ Y1 (96 %3YB!) | &UBAH(1*#5 2,5 904 (F+*/ %X
|
BP During or mid-Event, c - %%+ %4390+H,6*9(4) ,:98!BH,0!%* VB0 #Q E<i 1#&+ %6*- 9659:98!
4390H+5 % + %' (YEU0494!#(!bYBI%Q) 0) 1%!5 ) FI$U8%5 ,0%+ ) +) 1?) (+) :1 (¥%800$!5 ) FI
) 22:F11) 0$!, &6H# 1+ %" #0695 %! 6- #9:$! (%6 %3%*#5 2906) +#0!+ ) H5 ) F,0%:95%) | (%600$!
#8) 01) 5 #90H#(1* (U, H-+ ) H,6/(%) 6#0) B:9%,0!+ %*,(*95 64 0*9BA!C - 9B!*#06,$%,01IW: ) +
6 & ,(!1)0$! (% 610) B:% ,0! + % *,(*95 6+) 096! QU6 B%6 5)F -)3% (%) ($! +#H - #WM
60BG6+) 0+) :1) O1) 5 #90H#&+ %439D4- ) 61BYBD! 2%&%(5 YBX!!
|
EGXh0$%! 0#!* ,(*95 6+) 0* 9B W,::!1) I (YBV04941! bo09%Q) 0) 194! #(!. ,*/ %011 >%3 %' (#3,$%! B%
(%619, (V! 4! (%5 BI(6%) I" #0695 %!&#(!) 9L,:,) (F 929066 0% 9((%5! BF + %" #0605 %!,0!- ,61#(!
- 04! ) +HOBS$) 0% %! #(! 0#09 +HIO$) 0% %! #& )1 *) 0% %: 98! #(! (Y&B"- 969:96! 43901 | 89L,:,) (F!
% 29D6Y6! ,0%:9$%! BOH ) (98 O#+H :,5 06! #H ! + 06 *#6H #& +) 3%I1 *) (?) (/0111 *- :$3) (%) 03!
) **#5 5 #3$) +#0X!!
|
1
REFUNDS AND EXCHANGES - GENERAL INFORMATION

EHX YHOS#5 2:,) 0% 0B+ |+ %4945 B#8+ 6" #$%BF) 1QUB BYIW,::10#4) 95 ) +*) ::F1,3%(,6%-+!

) (V8R0S 41+ 96" #0695 %I#&) 1. ,*/ Y8129(*- ) B%2(,*%{!QY6 BUE!) 0$!" #0695 %616- #9:$! (YaA!
+#12) () 1() ?- 6; =S@H) BH#3%&#(!,084(5 ) +#0!(%4) ($,01!(%600$6!) 0$!1%.*- ) 0196X!!
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E=X8!" (Y8V0+94#(!1bYD9%Q) 0) 194! W,::| 04+ BIS(%l9, (VB! 441 2(#3,$9%8) 01%.*- ) 01%6#2+#01#(1 (Y690$!
W 94% + % " #0695 %! - ) 6 BYBO! (YE6YB! 9B+ F #(! 9B,* 96! &#5 | + % boD9% 0! ) OF #& + %
* (*95 6¥) 0*9@I#9+,098!,01?) () 1() ?- 6; B) 0$!; @) B#3%

!

ENK' ) () 1() - 6L ET!) 0$! EE1) B#3%$#! 0#+H (96+(,*+,0$,3,$9) :! bYD9% Q) 0) 1946l #(!' (YBYD146! &#5 !
-)3,011) 15 #(%:,B%) :! (Y890$!) 0! %*- ) 01% 2#:,* FI! O#(! $HUB ,+ (YBH,*# " #0605 %6\! (,1- 46!
90$%!+ %M 9) *5# (,-() /*0(, *L2PQFS, CH

|

!

PRICING ON TICKETS

!

GEX B+ 962(,* %H&) 1. * Y861+ BI6- #WDIHO! 4618 * 041+ ) 4 2(,* 965 96H BY-+ %+ :12(,*%!) 0!
5 964 ,0*:95%) OF15 ) 0$) #(F*- ) (1981\W- ,*- 1+~ 96" #0605 %15 964 ?) FI#H) *d9,(%+ ) . ,*/ %X
. -9%3) :99%6 #\W0!5 964 BY% V>, S0%:96,3% ! C - %%+ %%) (%) $$,+#0) :1*-) (196 ?) F) B:%BOH
+ O ) (% O#4 *) 2) B:OA#E *) :¥0:) +#0! ) # + 08 +5 08 + % +*/ 08! 6 2(#$9* 51! + 6 6 #9:$! B%
,08,%) 98X!

!

QX B+ %08) (%6 BoA) $$,+#0) 1%~ ) (1961+ ) #-+ %29(*- ) B%4!5 9647?) F,01(Y6298 H#&% *- 1. */ Y81
+ 00!+ 04 12(,*941) 0S10#4+ %47?) (+,) :12(,*%!5 96HBU6- #NDIHO!+ %. */ %X

MONIES RECEIVED FROM CONSUMERS IN ADVANCE OF EVENT

|

G X QHOYE (%5 %3B! &#5 | " #0695 %46l &#(1) $3) 0% % +*/ %! 6) 961 5 96H BY% 6) &A9) ($UB! 90+:! + %
OBYDH ) / Y8l 2:) * 9% 01 #($%! +#1 YDEI(% + ) + (Y8D0$6! *) 0! BY5 ) $% 6- #9:$! + 6 B (%69, (VYBX!!!
L8 20 4% 6 O#4H *#5 20:64(F &#(! 2' 81 QUB BUE W-# ) (% ,0! (%24 #& +,900,) !
V#3%05 Y0HA90$,011) 0$1*) 01+ GGURE( 96+ #3% !+ Yl (YBIOSEI&HS I+ %! 6+#9(* 96, &(%l9, (VBN

|

GOX8::! . ¥/ 9,011 >%3,%% ' (#3,$%6 6 ):! 9DEO(% + )+ ) $UE9) 496 ) **#90+01! ) 0$! 6%69(,+F
) (() 0196 90461 ) 0$! 2(#*9BI(%E ) (% 29+ 01 2:)*9%% W- D! -) 0%$:,01! 5 #O% (96 %3B! &H5 !
" #0605 %6l &#(1) $3) 0% 9b+*/ %816) BN T!?) (++9:) (11) 115 #0, %6l (96 %3B! &#5 1" #0895 UEIW,::1!
90+;:160%- 14,5 98) 61+ U (%62(#2%:F (%619, (VB! +#1B%?) 6UBIH0! 41+ BbIDIH(1+ %' (YSVB+%4!
#8 -+ 952,39 40444) ,05 Y0+ 439DH ! #(1) (Yt~ YW, B 2(#29%: 1 W+ $() WOI ! BY6) &A4.9) ($96! BF!
BY%01!- %$!,01) |8R) () 494596, 10) 496! *: 0+) **#90+ 1) H) 1(9294) B:96B) O/ 1#(1B9,:$,01! 64+, 96F!
) OS1641/ 9RHEIR) () 4UBI&HS 1+ 9b. ,*/ %, 011593 * ' (#3,$%j61#W0!5 #0, 961!

|

GTX. ,*1 %011 >9%3,* %" (#3,5%6! 6- #9:$! 0#H ?) 66 +*/ %41 5 #0,06 #0! # + BbODI%H(!" (Y8¥D4%4! 0!
) $3) 0* %#&) 0198YD+90: %662
|

)P . - %boBO%H(!" (YBVR! P(#3 SV + %, */ U401IS%3,* %' (#3,$%! W+ !) IBHOSI!19) () 04984
#(1 #+ 9% B069(,4F ,01 60*- | &(5 1) 0$!) 5 #904 ) 6 ,6 69&&* 90+ ,0! &5 9(,01! + % (%9B) 04
5 #0,%] 1#(1!

|

BP . -9% bo®9% #(! ' (YYD (#3396 98,5900k ! + % . */ 9,011 >%3*% ' (#3,$%! #&
5),04),0,011 ,089() 0% % *#3%! #0! 69*- | *#0$,+#061 ) 0$! ,0! 69%- 1 ) 5 #90H +##! 669(% + %
(%93) OH5 #0,9611#(1) 1) ,06H+ %6%5 9,7 2(#3,$96!90$%! ?) () 1() ?- | @BR) B#3%?(#3,011 +#!
BY%,069&8* , 98-

*P . -0%' (YBYD44! 6 ) 0! 2 81596 BU! 0! (96%?H #8& +,900,) :| V#3905 90+ ~90$,01! W- #!
Q0$Y4+) / VBl+H* #3041+ * | Y8 (YEIOSBI&HS 1+ Yo(HHWO! 649 (* 6, &(%el9, (YBX!!!
!
GEXDYDIYE!) O$!' (YBYDUGEI - #1 (96 %3%-+*/ 945 #0,96 &#5 1" #0605 %6l ,0!) $3) 0* 0648 + %oBYRH
6- #9:$!) :6¢16) £A9) ($!+ 96 13,) IHOUH&+ %5 Y- #$61#9+,006!,01?) () 1() ?- 61GAH(IGT!) B#3!!
|
QX R) 12,3%4049%44) ,05 YDHA39DH 6% ) 0% %: 98! 2( (! #H+ 9IBYDHS) 498) OSB!+ %. */ 98,011>%3,* %
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' (#3,8%! - ) 6 O#+H FU8! ) 068/ (YB! + %" #0695 %61 5 #0,96 #H + %' (YEVB494! #(! LIBIWHE + ) H
439041+ %. */ %011>943,% 06" (#3,5%!W,::1 /D6I(%+ ) + BYGH YB$%) 3#9(6) (%5 ) $%6-+#! (98D0$!
+ %" #0695 %6! 5 #0,%6! ) 6 6##0! ) 6 2() *+*) B0 B! - AVWLBI ! + %" #0695 %6 5 #0,%6! - ) 3%
BYBO!?) B! HO! 1+ ' (YYD #(1+~ SbIDI%! + %8, */ U6,011>943,* %' (#3,5%!6 ) ::1- ) 3%40#!
#B:,1) +#0! +# (Y800$! + 98 " #0G95 %G! 5 #0,96 90+:1 0%~ ! +59% )6 9% . */ 9%01! >%3*%
' (#3,$%!- ) 6BYOI 29+ ,0180::1800$6l #1$#I 641 BF+~ %' (YBVD+94!#(1bYBI%N!!

|

GHX. - %8 ,:9(%#&) OF QU6 BY! #1*#5 2:F W+ 1?) () 1() ?- 6 G SE) B#3%W,::1 B% (%) ($98!) 6) !
B, HOBIB(%) *- 1#&+ 6" #$%! OB 41+ %$,6%,2:,0) (FI5 % 69(YB 6%61#9+4,01?) () 1() ?- I=HX!

|
I

PRIVACY

G=X2' 8! )$5 0,646 + 9% 5#B (=*'.9* Nb7 * O(,/ T 450* U) 7 D) # V<-9) & )/! ) 03! ?(#3,$%
L08#(5 ) +#0! ) 03! 6022#(H &#(! #(1) 0,6) +#08 *#5 2:F,01! W+ | 1#3%05 90+ :%4,6) +#0! W+ !
(%) ($! +#1 + % 2(,3) *F #8& *#0695 %! ,084(5 ) +#OX ! . - %V9,$%,098! ) (%) 3) ,:) B:% &#5 ! #9(!
\\D/B6, 498) VMY, 3YR U 8H(5 ) 0% 90¢ #5 X 906, 4%k * #049D4g$#+ 95 YDHg<<<<<<TGRHI(* NRS&N!

|

QK. - %%,6 O+ 011,01+ %' (,3) *FI#(1>7) 5 1 8%461+ ) 4) ::#*) 496 #ANOY6- , 2! #&" #0695 %! $) 4 |!
OB+ ) 4294640 1! 08#(5 ) +#019:+5 ) 496F BY#016! #H + 96,0$,3,$9) :|W- #6%W,6- V6 6- #9:$!
BYA(96796 4B\ 9B1#(1) 0,6) +H#0BIOGA+ ) #,084(5 ) +#0!84(13) (#9681 29( 2#6VBX!!

!

DISABILITY AND ACCESS

' (YYB+%61 1 bYDOYE) O$!. */ %6, 0115043,* %' (#3,$%616- #9:$19D69(%+ ) H7?) H#OBW,+ 1) 1$,6) B,:,+1

) (%2(#3, 39! W+ 1) ** 066l +#! 4390461 ,01) **#($) 0* YW+ | + %; -/' D&, =*; -/ (#7 -." ,-". *0(,*122W
B, C3) 03165 ,:) (1>) 496) 0$!494(,#(F!: 94, 6) +#0X
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MEMBER PROCEDURES FOR COMPLAINTS RESOLUTION

HeX4) *- 1QYB BUIW,::1$98%6#21) 0$129B: ,*, 8472 (#* YB9(Y6 &#(2
!

)P
!

BP
*

D% :, 011+ 1*#5 2:) ,0+61&#5 1" #0695 %6]!) 03!

Joe#:3,01!$,6?9496 BYsWWeAB! + %6Q% BY%!) 0$!" #0695 946X

HNX . - 96 2(#* 9859(98 $YBY#296! 90$%! ?2) () 1() ?- ! HE! 6 #9:$! ) 22:F #H ) OF! *#5 2:) 04 ) B#OH ) !
5 ) +HOG! *#3%0B! BF + 06" #SUW *- 1) $9619) 496F , $9D+&YE! + %0) +9(%#& + %*#5 2:) ,04) O$!
+ 0B, SO0+ +HIH8+ %PUEHOI*#5 2:) ,0,01X

H X. - 9% 2(#*9%9(%8 $98%H?96! 90$%4! ?) () 1() 7- | HE 6 #9:$! *#5 2:F W+ | + 9% (%19, (96 9046 #8
8964 :,) 0! >4 0$) ($! T; OVBNWE! 6"7 9&-. ,/*8' . 9&.: G | D! $9B%#?2,01! 46 ?(#*9BI(%EI! ) !
QY6 BUIW,::1-) 39%?) (+*9:) (1(%A) ($l+#1+ %B& #W,0112(,0*,2:%67

)P

!
BP
!
*P
!

$P

!
%>

- B2 (HYBI(YE 6 #O: B SYR0Yb+ Ub*) HUAH(, YBHE*#5 2:) ,046) 0$!$,6294961 + U1+ #3%!) 03!
%.2:) 01+ 9BW) F1OIWE *- 19 %~ IW,::1B%SY) - HW+ X

DEH(5 ) +HOIHOI- W15 ) | U #5 2:) ,04616- #9:$IBY(%) $,:F1) ** U6, B: 041" #0695 %X

4)*-1QY6B B! 6 #9:$! 2(#3,$% (%) 6+0) B:%) 66,6+) 0% 96+ ) 1" #0605 %! 0! + % &(5 9:) +#O!
) O$1:#$15 VDHHA) 1*#5 2:) 04

-9 2(#YBI(%6 6 #9:$! (U6 #10,0% + % 00BEB! +#1 B & (! 1! B+ | + % 2046#0! *#5 2:) ,0,01!
) 03!+ %QUE BYGI+H#IW #5 1+ 0 #5 2:) 04 (%) 496X

-9 2(#*9BI(YE 6 #9:$! 6296 & BF 2#6+#0! W-#! 0! + % &(64 ,069) 0%9% W::! -) 0$:%
“#5 2:) ,0461#01B% ) :&#&+ %QYE BAUX

0B 2(#UBI(YE 6 #O:$! ,0$,%) 4% +5 % &) 5 %6 &(! +~ % -)0$:,01! #& *#5 ?:) 046 ) 03!
$,629496)

4) *- 1QY6 BY!6- #9:$12(#3,$9%) IW(,HID! (YB?HOBAH1) 1*#5 2:) 041+ ) H 615 ) $98,01W(, +01X
4)*- 1QY6 BA!6-#9:$1964) B:,6- 1) 22(#72(,) 1985, 629498(Y6H: 9+ 40! 2(#* Y9 (96X

4)*-1QY% BY!\W,::19069(%+ ) ) $9619) 496 (9GHO(* 9B ) (%5 ) $%) 3) ,:) B:0B&H(! + % 29(2#6%
HE(YB?H0$, 01141 #5 2:) ,046l) 0! (Y6#:3,01!$,679+496X

HEX QY6 BY%6 6 ) 1215 ) / % OB YBRE(+H 1 (% *- 1) | O &H 6%+=06 UBH #8 60*- 1 *#5 2:) ,04) 0316 ) ::!
$9 :IW+ 160%- 1) 1¥#5 2:) ,04,01) 174 4961 * #O(+9496)) 0$!#BOS +3%5 ) 00%X

HTX 8::1*#5 2:) 0461 W21 BY$% -+ W+ 1) 6 640! ) 8 2() *+*) B:9% BF QU6 BY6! 924#0! (% %2+ #8 + %
*#5 2:) 04X !+ %9BYDH + ) H+ 0*#5 2:) ,0H*) 00#+ BY6Y-+ 6! BYSWIBO! + %" #0695 %!) 0S!
+ %QYE BU !+~ %QUE BA!6- ) ! (YRH(H+ W*#5 2:) 0H +#+ 082 81" #5 2:) 046 A UN B+ %
(YRH(H9BI*#5 2:) 04 ,6160BEYE9Y+ ! (Y6H: 3YBI#(IW,+ $() WO+ %QY6 BY%!6-) ::1,084(5 I+ %2' 8!
"#5 2:) 046 A* %4!) BI6HHO!) 61(%) 640) B:IF12() *+*) B:9d

17



PART D - REVIEW,!MONITORING AND AMENDMENTS
|

CODE REVIEWER

|

HEX2' 8IW::1) 224,04 1" #5961 98,91 W #1681, 0892905004 #&2' 81) 0$!) OFl QU6 BY!#(1 Q%6 B!
#(1) 0,6) +#01 W+ 1 6296,) -, 64 %4 2%+ 6% 01 ) $9 2() *+* U6 ) OB *#OBD5 %! 2(#496 +H0! -) W +41
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