Complaints and disputes procedure

Ssena for music users

We always do our best to deal with your questions and comments carefully and
promptly. If you are dissatisfied with our service or a decision we have made,
we want to make sure there is a clear and straightforward way for you to raise
your concerns and have them addressed.

Request to amend or correct fees

If you believe that the basis used to calculate your fee is incorrect, or that an
administrative error has been made, you can ask us to amend or correct the fee. Your
request must be submitted within three months of the fee being charged.

If you receive the invoice for your music use from the BumaStemra & Sena Service
Centre, you can submit a request for an amendment or correction through your account
at www.mijnlicentie.nl.

Please note that submitting a request does not suspend your payment obligation. We will
process your request as quickly as possible, and no later than two months of receipt.

If you are dissatisfied with the way your request was handled, you disagree with the
outcome, or have not received a response within two months, you can submit a
complaint to us.

Complaints about fees

If you wish to make a complaint about a fee, including the amount charged, you must
submit your complaint within three months of the invoice date. Please send your
complaint, quoting your Sena number, to:

Sena

Attn. Legal Affairs Department
Postbus 113

1200 AC Hilversum

Or by email: juridischezaken@sena.nl

How we handle your complaint

We will confirm receipt of your complaint within one week. Submitting a complaint does
not automatically suspend your payment obligation. Sena aims to resolve your complaint
within three weeks, or at the latest within two months of receipt.

If you do not receive confirmation of receipt within the applicable timeframe, do not
receive a decision within the specified period, or are dissatisfied with our decision, you
can refer your dispute to the Copyright Disputes Committee within three months.


http://www.mijnlicentie.nl/
mailto:juridischezaken@sena.nl

Complaints and disputes procedure
Sena for music users

Copyright Disputes Committee

If we are unable to resolve your complaint through our internal complaints procedure,

you may refer the matter to the Copyright Disputes Committee. You can also refer the
matter to the Committee if you have not received confirmation of receipt or a response
to your complaint within the applicable timeframe.

The Copyright Disputes Committee deals with a wide range of disputes concerning fees
and payments, for example where you believe that the wrong rate has been applied or
that the fee charged is unreasonable.

The following conditions apply:

The invoice amount must not exceed €100,000, and you must have submitted a
complaint or a request to amend or correct the invoice to us within three months
of the fee being invoiced, in accordance with our internal complaints procedure.
If the invoice is for €50,000 or more, you must deposit the outstanding amount
with the Copyright Disputes Committee.

A fee is payable when you submit a complaint. If the Copyright Disputes
Committee rules in your favour, this fee will be refunded. The complaint fee
depends on the amount of the invoice and ranges from €50 for invoices up to
€2,500 to €750 for invoices between €50,000 and €100,000.

When considering a dispute, the Copyright Disputes Committee assesses whether
the amount charged and application of the fee are fair, taking into account the
criteria set out in Article 21(2) of the Supervision Act.

If neither party takes the dispute to court within three months of the Committee's
ruling, the ruling is considered to have been accepted by both parties.

For more information about the procedure through the Copyright Disputes Committee,
including the full rules of procedure, please visit the Copyright Disputes Committee
website.



http://www.degeschillencommissie.nl/over-ons/de-commissies/1477/auteursrechten-zakelijk
http://www.degeschillencommissie.nl/over-ons/de-commissies/1477/auteursrechten-zakelijk
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Other complaints

You can also contact us if you have a complaint about how we have handled your
questions or comments, an administrative procedure, or any other aspect of our service.
Please send your complaint by letter or email, quoting your customer number where
applicable, to:

Sena

Attn. Legal Affairs Department
Postbus 113

1200 AC Hilversum

Or by email: juridischezaken@sena.nl

We will confirm receipt of your complaint within one month at the latest. Sena aims to
resolve your complaint within three weeks, or at the latest within two months of receipt.

If you do not receive confirmation of receipt within the applicable timeframe, do not
receive a decision within the specified period, or are dissatisfied with our decision, you
can ask the Sena Executive Board to review your complaint. You must submit your
request for a review, including the reasons for your request, within three months. Please
send it to:

Sena

Attn. Executive Board
Postbus 113

1200 AC Hilversum

Or by email: sena@sena.nl

The Executive Board will normally make a decision within one month of receiving your
request and will inform you of its decision in writing. If the review takes longer, we will
let you know. In all cases, you will receive a final decision on your complaint within three
months of receiving your request for review.


mailto:juridischezaken@sena.nl
mailto:sena@sena.nl
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