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Guidance for organizations to increase consumer understanding of online terms and

conditions

Contents Page
0T =TT o iv
o X0 11T T o v
1 5 o o o - SRS 1
2 NOIrmMative refereNCEeS ... mn e e e s s e smnn e e e e es s snmnmnnnns 1
3 TermsanddefinitioNs ... nas 1
4 GUIING PrINCIPIES ...t mn e e smmme e e e e e s nn e e e e e e e n s nnnn 2
41 Protecting CONSUMErS .......cccciiiiiiiiiii i s 2
4.2 = 11 =T TS 2
4.3 L= T L= o =T =T o T 3
44 ACCESSIDIlItY e 3
4.5 L0 13 o 11 =3 =T g T |13 ' [ SRS 3
4.6 REIEVANL ...t 3
4.7 LT 10T N 3
5 Understanding and supporting consumer Needs ..........cccccmmminnmmminemnerne e 4
5.1 Understanding the target audience ..........ccccciiiiiiiiinn e ———— 4
5.2 L= = =3 ] T 4
5.3 Accessible FOrmats ... s 4
54 0= 1T 11T T =S 4
5.5 L0670 E=T 0104 =1 T U1 o o Lo o PSSP 4
6 Design and presentation of onling T&CS ........cccccceiiimiiiiicccsecrrr e ssmne e s ssmnnnes 5
6.1 LT =T T N 5
6.2 [ 1= - ] = Tq o o X L= NS 5
6.3 Standardized fFOrmMats ... nas 5
6.4 Summary box With iCONS ... —————————— 5
6.5 Diagrams, comics and animation ..........ccccviiiicii e ——————— 6
6.6 Providing information in short chunks ... 6
6.7 Layering information ..o ———— 6
6.8 Emphasizing Key terms ... s 6
6.9 Providing lINKS ... s s e 7
6.10 L0eT o143 a1 T IVTaTe [=Y =3 =1 4 Lo [T T [ 7
7 Encouraging consumers to read onling T&CS ......cccccviiicciiecrirerinissccssesreeese s sssssssmsse e e e s ssssssnmnnes 7
71 L= 3T N 7
7.2 Reminders for reading time ... ———— 7
7.3 Importance of reading T&CS .....cccceiiiiiiiiiiii e —————— 7
7.4 OPLIoN £0 re-read .......coi i —————— 7
7.5 o 0 o1 ¢ o ) S 8
8 Approach to helping consumers read onling T&CS .......ccciiiiiiiiiriisrrr e 8
8.1 =Y o = - | 8
8.2 Terminology interpretation ... ——————— 8
8.3 SUMMANY VEISION ....ceeciiiiccreeiseeneeesssneessssme e s sssme e s ssssms e s ssssmsessssansessessnsessessnneessssansessnsanssnsannessassnnes 8
8.4 Frequently asked qQUESTIONS ........cooiiicciciiiiiic s ccscr e e e s s anmn e e e e e s nmmnn e e e s 8
8.5 Bespoke information Packages .........ccccceiiiiiiccisemmiiini s s e 9



8.6 1 =Y = Lo 2238 T X - 9

8.7 Reminders of online T&CsS changes ........ccccciiiiiiiinii 9
9 Continual IMProvemeNt ... 9
9.1 (€= 3 = - | 9
9.2 Consumer feedback ChAnNEIS ... s s e s s ee s s s s e e neennnnn 10
9.3 Internal feedback MechaniSM ... e e e s s e e e e e mnm s nees 10
9.4 Online T&Cs effectiveness evaluation ........cccccccciiiiiiiiieiiiiiirr s e ssaa e snans 10
9.5 Feedback integration and improvement ... ——— 10
LS 3] oo [ =1 ] 4 )7/ PR 1



		2026-05-11T15:54:12+0000
	DIN Deutsches Institut fuer Normung e. V.
	Dokument ist zertifiziert




