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Dear user,

With this Service Charter we want to provide you with a document that is
easy and quick to consult and that can contribute to a better understanding of
the route we operate. The Service Charter is updated annually, in compliance
with Ministry of Infrastructure and Transport Directive 102/2009, in the belief
that it can, above all, provide a periodic opportunity to review the service,
improve our organisation and communicate our value to the outside world. A
Service Charter, therefore, is seen as an instrument for management,
information, and communication of objectives to create dialogue with
motorway customers and other stakeholders.

A basic security requirement is the adoption of driving behaviour that respects
the Motorway Code and is always in line with the various contextual factors
that change during the journey, such as weather conditions, traffic levels and
the characteristics of the infrastructure.

We trust, therefore, that this document can contribute to bringing the
Company closer and closer to its users, making them more informed and
aware of our objective to provide, with both people and resources, ever better
services. To this end, we also consider it useful to receive contributions from
our users, with the aim of maintaining a dynamic structure, ever closer to the
needs of travellers.

This current edition was also updated in accordance with ART Resolution No.
132/2024 published on 27/09/2024, as amended by resolution no. 211/2025.
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ABOUT US

The Societa Italiana per il Traforo Autostradale del Fréjus (SITAF S.p.A.) was
established on 29 October 1960, on the initiative of the city of Turin, the
Chamber of Commerce, the Industrial Union, the Province, the Municipality,
as well as leading insurance companies, credit institutions and industrial
plants.

In implementation of the International Convention between Italy and France
stipulated on 23 February 1972, and by subsequent governmental measures,
the construction and management of the Fréjus Tunnel (T4) and the Torino-
Bardonecchia motorway (A32), and the construction and management of
other works related to the external road network have been granted in
concession to Sitaf S.p.A. until 2050.

Sitaf's head office is located in Susa, while the A32 motorway and Fréjus
Tunnel Operations Management - to which the various operational services
report - are located in Susa Autoporto (Truck Terminal Area) and
Bardonecchia, respectively.

Toll Collection Staff, Traffic Officer Assistants and Traffic Wardens operate
directly on the motorway, 24/7, at the operational sites. Traffic wardens
guarantee the Users’ safety during travel.

The Control Operations Centre (COC) is located at the Susa Freight
Terminal. Its function is to collect data and information on everything that
takes place on the motorway and at the tollbooths, with computer and video
tools, by recording and performing operational activities, in liaison with the
Rescue Services, Police Forces and users.

The Company carries out its infrastructure operation and management
activities with the help of other Institutions and enterprises, each one
responsible for their specific tasks:

The Traffic Police, mainly active on motorways, with its own institutional
tasks

Oil and catering companies, active in Service Areas
The Fire Brigade, with its own institutional tasks
ACI and EUROP ASSISTANCE VAI for roadside assistance

The 112 Emergency Service, which guarantees the rapid deployment of
men and vehicles for medical rescue
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Network composition

The motorway begins in Rivoli, at the end of the Turin ring road, and ends in
Bardonecchia, at km 72+375, as the Fréjus Tunnel forecourt opens up.

The company logo and name are visible at the beginning and end of the
motorway.

Being a semi-closed system, there are no intermediate exit stations, and the
toll is only paid at the Avigliana and Salbertrand tollbooths. The following
junctions are located along the motorway:

Rivoli Avigliana est Avigliana centro
Avigliana ovest Borgone Chianocco

Susa Susa est Susa ovest
Oulx est Oulx Oulx ovest
Oulx ring road Savoulx Bardonecchia

Note: For more comprehensive information on Sitaf S.p.A.'s motorway
network, please visit



https://www.sitaf.it/
https://www.sitaf.it/
https://www.sitaf.it/
https://www.sitaf.it/
https://www.sitaf.it/
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THE NETWORK

A32 Torino - Bardonecchia Route

Frejus Tunnel
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The concession includes also the following sections connected to the main
collateral roads:

Oulx ring road: Opened for the 1997 Alpine Skiing World Championships, it
has the important function of connecting the motorway with the Via Lattea
(Sestriere) ski resorts, via State Road SS 24 - Monginevro, and France.

Variant to State Road SS 589 - Laghi di Avigliana: Opened for the 'Torino
2006' Winter Olympics, it connects the motorway with the Pinerolo area,
eliminating the need to cross Avigliana.
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Alternative Routes

The motorway route is almost entirely covered by an important ordinary road
network, as State Roads SS 24 and SS 25 run almost parallel to it, between
Rivoli and Susa. State Road SS 24 continues alongside the motorway beyond
the town of Oulx, where State Road SS 335 begins (ending in Bardonecchia).
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ENHANCEMENT PLANS

With the aim of raising the safety standards of the motorway and in compliance with EU
Directives, SITAF has introduced numerous measures in its investment plan to upgrade
and improve the safety of the network it manages. In particular, the most significant
interventions concern system equipment, mainly through the construction of:

Drainage networks for hazardous liquids inside the tunnels, and simultaneous renewal of
the water and fire-fighting systems

Enhancement of the video surveillance system in the section, and in tunnels in particular
Completion of the tunnel lighting upgrade to LED lights

Renewal of equipment with Variable Message Panels for more widespread information
to users

Upgrade of the toll collection system
Installation of automatic tollbooths on junctions

Software updates to manage tunnel operational processes and standardising these
systems

Implementation of an ongoing monitoring system for engineering structures

Installation of e-vehicle charging stations at the Gran Bosco Est and Ovest service
stations (in the municipality of Salbertrand)

As far as civil works are concerned, the most significant interventions mainly concern:

Renovation and seismic upgrading of the Bardonecchia, PreRichard, Perilleux, Gad, and
SS 335bis viaducts on the Oulx-Bardonecchia section, and the Bussoleno and SS 25
viaducts on the Rivoli-Susa section.

Renovation of the Ramat viaduct, on the Susa-Salbertrand section, with simultaneous
upgrading of the safety barriers using H4b-class high containment bridge guardrails.

Replacement of the existing new-jersey-type safety barriers installed on the right-hand
edge along the section between the Savoulx junction at pk 64+200 and the
Bardonecchia junction at pk 72+000, with new high-containment metal safety barriers
(class H4b), possibly supplemented with sound-absorbing barriers.

Gradual installation of new noise barriers along the A32 sections that require them,
according to the noise mapping conducted.

Construction of new service roads along the motorway plot. These new roadways have
both the function of facilitating and ensuring better maintenance of the road body, by
limiting the extension of construction sites, and of providing quicker access in the event
of emergency operations whilst ensuring greater safety for users.

Gradual replacement of motorway joints, by adopting newly designed corten steel comb
or plate joints and replacing the existing reinforced rubber or aluminium ones, more
prone to deterioration and damage over time.

Reconstruction of the slopes at the Perilleux, Villards and Bardonecchia viaducts and the
Cels tunnel window.

Further consolidation and plugging of the top of the reinforced earth banks on the Blanc-
Beaulard embankment.

Securing the roofs of the Avigliana and Salbertrand tollbooths.

10
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THE FUNDAMENTAL PRINCIPLES

Equality

In providing its services, Sitaf is guided by the principle of equal rights of its
customers, without discrimination on grounds of race, language, gender,
ethnicity, religion, political opinion or social class.

It therefore sets itself the goal of:

Ensuring equal treatment of different categories or groups of customers
under the same conditions and type of service.

Making all services accessible and usable to persons with reduced
mobility (PRM) with disabilities.

Impartiality

In relating to its customers, Sitaf’'s conduct is inspired by objectivity, justice
and impartiality criteria.

Continuity

Sitaf undertakes to guarantee regular and continuous motorway and
rescue, information and assistance services, except in exceptional and/or
unforeseeable cases. Should such a case that interrupts the provision of
the service occur, the Company undertakes to promptly take any
appropriate measures to restore operation, to inform the User and to limit
the inconvenience caused.

Participation, courtesy and transparency

The User has the right to request all information concerning them, pursuant
to Law 241 of 7 August 1990. Sitaf's aim is to be close to Users, by allowing
them to suggest how the services provided could be improved, and by
adopting procedures that facilitate the submission of such proposals. The
Company undertakes to respond to the User's suggestions as quickly as
possible, making courtesy, fairness and clarity fundamental elements of its
strategy.

The Company undertakes to employ all possible measures to facilitate
contact with the User, to characterise its relations with respect and
courtesy, and also to ensure that its personnel are easily identifiable.

11
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Confidentiality

SITAF is committed to guaranteeing the confidentiality of its customers.
Customers have the right to be informed about the manner in which their
personal data is processed, in simple and comprehensible language, and to
express free, differentiated and revocable consent in relation to the various
possibilities of data use, including by authorised third parties.

Protection of personal data takes place in accordance with the Regulation
of the European Parliament and of the Council on Data Protection
2016/679, in accordance with the provisions set forth by Legislative Decree
196 of 30 June 2003, as amended.

Efficiency and Effectiveness

The company is committed to continuous improvement of its service
efficiency and effectiveness. Sitaf provides its licensed activities efficiently,
i.e. with diligence, and effectively, i.e. ensuring they are as useful as
possible for its customers. Sitaf is also committed to maintaining and
improving the efficiency and effectiveness of the services offered.

12
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TOLLS

Toll revenues represent the instrument for balancing the financial plan
underlying the Concession, and, practically speaking, constitute the main
source of income needed to cover the investments made during the
construction phase, the related financial charges, operating costs,
maintenance costs, and improvements carried out during the Concession
period, and the return on invested capital.

The toll is calculated by multiplying the unit rate (per km) due to SITAF S.p.A.,
increased by the amount due to ANAS (Law 102/2009), by the number of km,
considering, in addition to the km between tollbooth and tollgate, also the km
of any junctions, access link roads, and free highway sections before and
after the tollbooth, built and managed by the concessionaire.

The VAT rate in force must be added to the amount thus obtained, rounded
up or down to the nearest 10 euro cents.

The unit rate is commensurate with the characteristics of the infrastructure
and the type of vehicle used, based on the Axle-Shaft classification system
currently in use, as specified on the website under the "toll info"
section.

Unit rates are updated periodically according to the formula established in the
Concession Agreement in place between the Ministry of Infrastructure and
Transport and the SITAF Concessionary Company.

The toll rates for travel along the network operated by SITAF can be found on

the concessionaire’s website: . The processing and application of
transit rates is under the sole responsibility of SITAF S.p.A.

13
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The motorway toll is calculated based on the specific unit tariff of the
motorway section crossed, approved by Interministerial Decree. The tariff is
multiplied by the respective kilometres travelled, plus VAT (22%) and finally
rounding up or down to 10 Euro cents.

It should be noted that the unit rate is commensurate with the infrastructure’s
characteristics (lowland or mountain motorway, when characterised by
numerous viaducts and tunnels) and the type of vehicle used, according to
the classification system currently in force in Italy, and known as the 'Axle-
Shape' system.

The 'Shape’, i.e. the height of the vehicle measured at the axis of the front
wheels. This criterion applies to all two-axle vehicles, which are divided
into two classes: class A for motorbikes and vehicles lower than 1.30 m
near the first axle, and class B for vehicles higher than 1.30 m near the
first axle.

The 'Axles' i.e. the number of axles on the vehicle. This criterion applies to
all vehicles and convoys with three or more axles, which are divided into
the remaining three classes.

Under this system, vehicles are divided into five classes using two measures:

The "Shape”, i.e. the height of the vehicle measured at the axis of the
front wheels. This criterion applies to all two-axle vehicles and is used
to establish the first two classes.

The "Axles” i.e. the number of axles on the vehicle. This criterion applies
to all vehicles and convoys with three or more axles and is used to
establish the three remaining classes.

14
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Classification of vehicles

Category Characteristics Examples
A 2-axle with height
of first< 1.3 m Gl |- T T e
B 2-axle with height E }"”mﬂ =8 o= g

of first> 1.3 m

3 3-axle o
WGy - e wlv il
4 4-axle e e NN
T lllllll”g |ll|!|l ”llllll!s--
5 5-axle or more

Note: For further and more comprehensive information on vehicle
classification and the annual toll variation method, please Vvisit

15
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HOW TO PAY THE TOLL

Signs on the lanes
There are five types of lanes at the two tollbooths:

Manual lanes, characterised by a white signs with a cash symbol, are
manned by an operator. Payment can be done in cash, with credit/debit
cards, with Viacards, and Electronic Toll Collection.

Automatic cashiers, marked with blue and white signs displaying the cash
and card symbols. Here it is possible to pay in cash (coins and banknotes),
credit/debit cards, and Viacards. In case of issues, users may press the
ASSISTANCE (RICHIESTA INTERVENTO) button and wait for the personnel
in charge to answer, without getting out of the vehicle or reversing.

Bimodal lanes, characterised by blue and yellow signs with the card symbol.
Here it is possible to pay with credit/debit cards, Viacards, and FastPay debit
cards (static transactions), or through the Electronic Toll Collection Devices
(dynamic transactions). In case of issues, users may press the ASSISTANCE
(RICHIESTA INTERVENTO) button and wait for the personnel in charge to
answer, without getting out of the vehicle or reversing.

European Electronic Toll Service Lanes, characterised by yellow and blue
signs, allow dynamic passage to holders of European electronic toll collection
and 'obu' equipment, issued by Service Providers certified to operate in ltaly,
in the same way as other electronic payment systems.

The European Electronic Toll Service is a new service that allows motorway
users to pay tolls within the European Union by subscribing a single contract
with one service provider and a single electronic toll device.

There are two types of service available on the A32 Torino-Bardonecchia: the
SET service for light vehicles and the SIT-MP service for vehicles over 3.5
tonnes.

The services currently active are provided by Telepass, "DKV Euro Service
GmbH" (SIT-MP and SET), "Axxés SET" (SIT-MP and SET), UnipolTech
S.p.A. (SIT-MP and SET), Tolltickets (SET) and AS24/Totalenergies (SIT-
MP).

16
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The Special lanes, located on the sides of the tollbooth forecourts, are
reserved to exceptional vehicles and transports, whose passage is managed
directly by the toll collection staff, present 24/7 at each tollbooth.

Payment methods

Tolls can be paid in cash at tollbooths manned by a toll collector and at
automatic gates with a cash symbol. Major foreign currencies are also
accepted for payment at manned tollbooths, with change in Euros if
necessary.

On the Torino-Bardonecchia S.p.A. motorway, the foreign currencies
accepted are:

British Pounds

Swiss Francs

American Dollars

Danish Crowns

Swedish Crowns

17
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Prepaid Viacard decommissioning:

Viacards have been discontinued. Their technology, based on a magnetic
stripe, has become obsolete and is rapidly falling into disuse. The decision to
proceed with the decommissioning of this payment method was taken in light
of the recent upsurge in the use of credit cards with chips, and of prepaid
credit cards in particular, along with the progressive adoption of new
contactless technologies that do not require the card to be inserted in the
collection systems, thus guaranteeing shorter wait times on the lane, with a
consequent increase in safety and smoother traffic flows.

Terms of use and/or reimbursement of any residual credit:

Viacards already purchased can be used until their credit runs out before
31/12/2029, at all toll stations on the lItalian motorway network. You may
request a refund of the residual credit, without a minimum amount, before
31/12/2038, following the steps set out on SITAF website, in the 'Refunds'
section.

CONTACTLESS equipment installed on the lanes:

The first photo shows the device with no one passing through the lane, while
the other photo shows the contactless device waiting for payment.

In automatic lanes, users are 'supported' by a 'guiding voice' that provides
guidance in how to perform the operation (...'"Swipe the Contactless card or
introduce other types of payment').

In any case, transiting users must wait for the time necessary to receive the
message from the terminal attesting to the validation in progress.

5
Ea © e

\|
'

\* jngenico.

The new signs have been updated and is nearing completion.
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Monthly commuter subscriptions

Following the Ministry's authorisation, SITAF also set up monthly
subscriptions for private class-A vehicles, for the exclusive use of residents in
the municipalities belonging to:
Unione Montane Alta Valle di Susa;
Unione Montana Valle di Susa;
Unione Montana Comuni Olimpici Via Lattea (belonging to Val di Susa);
Healthcare personnel (medical and paramedical) of the Con.ISA, ASI To3
Valle di Susa - Val Sangone, Oulx, who work in the healthcare facilities
located in the Valley.

A23 commuter seasonal tickets are for individuals only, not for companies,
and are combined with a Telepass Family / Unipol Move contract.

The subscription is valid every day of the week, for up to 50 transits per
calendar month, divided into the following types:

Section A: Susa-Bardonecchia, Salbertrand tollbooth (number of maximum
transits/month: 50).

Section B: Rivoli-Susa, Avigliana tollbooth (number of maximum
transits/month: 50).

Sections A+B=C: The Rivoli-Susa and Susa—-Bardonecchia sections, the
Salbertrand tollbooth and the Avigliana tollbooth (maximum number of

crossings per month: 100, 50 at the Avigliana tollbooth and 50 at the
Salbertrand tollbooth).

Note: More information can be found at

19
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Payment options in the different lane types

Contactless card readers were installed on automatic lanes. They allow
payment with microchip-enabled credit cards issued by Visa, Mastercard
and Maestro

vertical
signs

type of lane

Horizontal

signs

payment with

operator

cash, Viacard, credit cards,
Fastpay debit cards

automatic cashier

cash, Viacard, credit cards,
Fastpay debit cards

With cards

m)

Viacard, credit cards,
Fastpay debit cards

—
]

electronic toll collection

European Electronic Toll
Service (EETS), Interoperable
Heavy Vehicle Electronic Toll
Service (SIT-MP)

cards and
electronic toll collection

))

Viacard, credit cards, Fastpay debit
cards, European Electronic Toll
Service (EETS), Interoperable
Heavy Vehicle Electronic Toll
Service (SIT-MP)
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TRAVEL DOCUMENTS

Transit Certificate

SITAF S.p.A.

A3Z TORINO-BARDONECCHIA

SITAF S.p.A.

A32 TORING-BARDONECTHIA

ATTESTATO DI TRANSITO IN PORTA MANUALE ATTESTATO DI TRANSITO IN PORTA MANUALE

Modatita' di pagamento Modakta' di pagamentao:

CARTA DI CREDITO

CONTANTE
ESATTORE: 7 001032 ESATTORE: 001032
DATI USCITA DATIUSCITA
AVIGLIANA BARRIERA 191 AVIGLIANA BARRIERA 191
DATA e ORA: 06/03/2026 14:49 DATA = ORA: 06/03/2026 14:48
DISTA: 07 PISTA: o7
DATI ENTRATA DATI ENTRATA
DISCESA 997 DISCESA 997
DATA =& ORA: ¥on Rilevabile DATA e ORA: Non Rilevabilsa
PISTA: 00 PISTA: [¢14]
CLASSE DI FEDAGGIO: A CLASSE DI PEDAGGIO: Fy
DEDAGGIC € 5,50 PEDAGGIO € 5B BO

Numero tessera: 0000529133%*xx*xg550
SALDO
Tessera pPrecedente residuo

Pedaggio: € 6,50

-Pedaggio: € 5,50 DOCUMENTO NON VALIDO A1 FINI FISCAL|

R

DOCUMENTO MON VALIDO Al FINI FISCTALI

T

The transit certificate is issued in both manned and automatic lanes. In both
cases it is a payment receipt, but it is not valid for tax purposes.

Invoicing of tolls paid in cash or with credit/debit cards, against receipts
issued by the stations of this Concessionaire, may be requested by writing to
SITAF S.p.A. - Localita Cascina Rolle s.n.c. - 10051 Avigliana (TO).

The request must also be accompanied by the original transit certificates
(Finance Ministry Decree 20/07/79), using the appropriate form that can be
downloaded from the website , section << A32 Torino
Bardonecchia / Services / Forms / A32 Invoice Request Form >>.
Applications without the original transit certificates shall not be considered.

21
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Unpaid Toll Ticket - RMPP

During payment transactions, one may encounter some inconveniences that
alter the normal collection procedure.

If the problem occurs at a booth managed by a collector, they will provide you
with the best solution.

If, on the other hand, the problem occurs at an unmanned automatic gate, do
not exit your vehicle or back out of the lane. Press the 'call for assistance'
button and speak with an employee via intercom.

If you have an electronic toll collection device, the operator will raise the bar,
the lane will take a picture of your vehicle, and your transit will be included in
the invoice.

If you do not have a toll collection device, collect the Unpaid Toll Ticket from
the terminal.

The toll can be paid within 15 days of the date the unpaid toll report is issued.

If payment is made after the deadline, the amount will increase by € 2.58 for
collection costs.

In the case of non-payment as above, the documents may be forwarded to
the Reports Office of the competent Traffic Police Section for consequent
official notification of the administrative fines referred to in Article 176(11,21)
of the Highway Code, for the ascertained breach of the obligation to pay the
motorway toll (which provides for payment of a fine between € 85.00 and
€ 338.00 and deduction of 2 points from the driving licence of the actual
offender).

For further information and/or communication, you can call the Unpaid Toll
Office at 0122.621.695 and 0122.621.697 (9 a.m.-12 a.m./2 p.m.-4 p.m.) or
write an e-mail to: assistenzautentia32@sitaf.it

22
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How to settle an Unpaid Toll Ticket

An Unpaid Toll Ticket can be paid:
By credit card directly online, on Sitaf’'s website (www.sitaf.it/en/)
By payment on postal current account 53522843
By wire transfer: Banca Nazionale del Lavoro S.p.A.

IBAN: IT 41 D 01005 01000 000000041792 — SWIFT BIC: BNLIITRR
To the User Relations Centre at the Susa Autoporto

At the manual lanes of the Avigliana and Salbertrand tollbooths, or at any
partner motorway concessionaires listed below (only within 15 days after
the Unpaid Toll Ticket has been issued):

A7 Milano Serravalle, A10 - A12 Concessioni del Tirreno (Savona
Ventimiglia Sestri Levante Livorno), A4 SATAP Torino-Milano, A5 SAV
(Quincinetto Aosta), A6 Autostrada dei Fiori (Torino Savona), A55 — A21 ITP
(Tangenziale di Torino e Torino-Piacenza), A33 Asti-Cuneo, A15 SALT
(Parma La Spezia), A35 BRE.BE.MI (Brescia Bergamo Milano), A58 TEEM
(Tangenziale Est Esterna di Milano).

In addition, the SATISPAY service is available for settling outstanding
payments, both on the website and at the User Relations
Centre.

Note: The information here can also be found at

23
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THE USER RELATIONS CENTRE

At the User Relations Centre, you can receive direct assistance from
qualified staff.

REGISTERED OFFICE MOTORWAY OPENING HOURS
Via Torino, 127 MON - FRI
’ A32 Torino —
SISA (Turin) — c/o 32 Torino . 9am-Noon2-5
) : Bardonecchia
Freight Terminal pm

Operators are available for:

Providing clarification and support

Solving any disruptions encountered

Providing support on how to use the different payment options correctly
Managing toll refund practices

At the User Relations Centre, you can stipulate A32 commuter season
ticket contracts for residents in municipalities belonging to the Unione
Montana Alta Valle di Susa, Unione Montana Valle di Susa, and Unione
Montana Comuni Olimpici Via Lattea (belonging to Val di Susa). You can visit
the URC to change your A32 season ticket contract (changes to personal
details, vehicle registration number or device number).

Telepass contracts are managed only for residents of the municipalities
belonging to the Unione Montane Alta Valle di Susa, Unione Montana Valle di
Susa, Unione Montana Comuni Olimpici Via Lattea.

Concerning those aspects, they deal with:
Stipulating Telepass Family contracts
Managing loss/theft reports
Changing the master data of contract holders
Returning Telepass devices

At this office, it is also possible to settle any Unpaid Toll Ticket issued by

SITAF and by other partner concessionaires, as listed on page 25.

Updated opening hours, and any changes to the service, can be found at

24
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MOBILITY

For further information on traffic data, the annual calendar of road closures
issued by the Ministry of Infrastructure, and for any construction site
scheduled and/or present, please visit

Further information on accidents and general information is available at:
www.aiscat.it

For traffic updates, please check the information displayed on the Variable
Message Boards (VMBs) and call the freephone number 803 333
(“InfoViabilita® Call Centre) or the landline number with the international
dialling code + 39 011 19517874 (from abroad), available 24/7. Real-time
traffic information is available on the motorway’s website and by
subscribing to the official Telegram channel “A32 Torino-Bardonecchia”
(https://t.me/SITAFA32) and “T4 Traforo del Fréjus” (https://t.me/SITAFT4).

In particular, on the official website , you will find an “Interactive
Map” with detailed information, and a section dedicated to “Traffic
Disruptions/Current Emergencies”, which can be reached from the link on the
website’s home page, with the option to enable “push” notifications, which
can also be received in audio version.

Finally, by calling the freephone number listed above, you can reach the
“InfoViabilita” Contact Centre 24/7. This is the single point of contact for all
ASTM Group concessionaires. The information is provided both in Italian and
in English, and the website content is also available in French.
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The Operational Control Centre (COC)

The COC is equipped with advanced equipment and technology, which
constitute an essential information and control structure for operators and
travelling users.

Through a special computer system, the COC: A32:

Manages events by updating information for users, using variable
message signs and alerts provided to informational entities.

Coordinates motorway rescue operations.

Reports any faults in installations and facilities to the competent
technicians.

Monitors security equipment.

In the event of an emergency, processes telephone requests for
information from users.

Manages events in close liaison with the Operations Centres of the
emergency services and traffic police.
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The COC constantly monitors the motorway using the cameras along the
route, while tunnel cameras also carry out video fire detection (VRF) and
stationary vehicle detection (VRT).
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Managing emergencies

The COC has 574 cameras installed along the motorway (with 389 located
inside the tunnels) and 367 SOS telephones (242 inside the tunnels and 125
outside). The tunnels are constantly monitored by the COC through the
various systems present, to control ventilation, lighting, fire extinguishing
system, ducting panels, tunnel traffic lights and variable message boards. 117
of them are placed in the tunnel, 22 at the tunnel entrances, and 18 along the
stretch between the main route and the junctions.
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Roadside assistance

The Operational Control Centre manages also the mechanical assistance
service. On the motorway, this task is delegated to VAl Europ Assistance
(803.803) and AXA (800 300 433), which operate through their own
authorised workshops. This service is also guaranteed 24 hours a day.
Roadside assistance can be requested directly from the authorised
organisations, or to the COC, via the emergency call (SOS) telephones. A32.

If the call is made to the latter, the operator will ascertain whether the vehicle
is in a safe position and whether the User wants a specific Organisation.

In the event that the vehicle is not safe or creates an obstruction or danger,
the COC will send the wagon closest to the vehicle to the scene, regardless
of the Organisation indicated by the User.
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Medical Rescue

The COC (Operational Control Centre), after receiving the distress call,
notifies the even to 112 (NUE, Single Emergency Number), which alerts all
relevant emergency services.
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Traffic assistance

Traffic Wardens intervene to assist users in difficulty and in cooperation with
other institutional bodies in the event of road accidents or other emergency
situations. They patrol the motorway section 24/7, with operational vehicles
equipped with variable message boards and for traffic restoration.

Along the A32, Traffic Wardens are deployed in 3 operational locations: one
halfway in Susa, one in the Upper and one in the Lower Susa Valley. They are
highly qualified personnel (they constantly follow specific professional
qualification courses).

Since 2016, an agreement has been in place with the Italian Red Cross, Susa

Committee, for user assistance in case of special events (prolonged queues,
vehicle storage, traffic jams) occurring along the motorway axis.
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Traffic Police

The Traffic Police is present on the motorway 24 hours a day. It operates
permanently with several patrols and is a primary point of reference for Sitaf.

The Traffic Police Subsection is located in the same building that houses the
company's Head Offices, at the Susa junction.

In addition to the institutional tasks assigned to the Traffic Police, the
Subsection also houses the Judicial Police Squad whose main responsibilities
are investigative.

The Traffic Wardens on duty are coordinated by the Piedmont C.O.P.S.
(Traffic Police Operational Centre), which is based at the Traffic Police
Department of Turin.

Safety Tips

Users must adopt responsible and prudent driving methods, thus contributing
to the quality of the service.

In addition to the common rules of caution and diligence, it is necessary to
bear in mind that this motorway is characterised by a very demanding route
and by weather conditions that can change suddenly.

Important:

Remember that in the tunnels along the A32 motorway, there is a speed
limit of 100 km/h and a mandatory minimum distance of 100 metres from
the vehicle in front of you.

In the event of a punctured tyre, do not stop along the motorway. Reach
the first lay-by, even with a flat tyre or damaged rim (better to damage a
tyre than to risk an accident).

Adjust your speed according to traffic and weather conditions. Remember

that in the event of any type of precipitation, the maximum speed allowed
on motorways is 110 km/h.
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In tunnels

Travellers are informed about traffic conditions through dedicated Variable
Message Signs (VMPs) that may also be present at the entrance, inside and
at the exit of the tunnels.

These specific VMBs provide timely information by means of written text to
report any anomalies, while the practicability of each lane is represented
through the use of: a green arrow (free lane), yellow slanted cross (warning of
a deviation on a free lane), or a red cross in the shape of an 'X' (non
motorable lane). Observing these pictograms is particularly important, since
the presence of the double red X sign forbids travellers from entering a tunnel,
together with the presence of traffic lights, positioned at the tunnel entrance
and every 1000 m inside tunnels longer than 3000 m. Immediately before the
tunnel entrance, there is a road sign indicating the name of the tunnel and its
overall length.

Inside the tunnels, there are many sensors and cameras that monitor the
roadway and automatically detect any slow-down, stop or halt of vehicles, and
the presence of smoke or high temperatures. When the safety devices detect
an event, they immediately alert the Operational Control Centre (COC), which
activates the company procedures for a prompt rescue service. Emergency
exits, duly signposted with light rails and signs indicating their distance, and
enabling people to reach a safe spot where they can wait for a rescue team to
get there, are present along the tunnels. Users have direct access to niches
containing fire extinguishers, hydrants and columns, through which they can
communicate with the Operational Control Centre and ask for help. Even the
mere removal of a fire extinguisher results in a danger signal being sent to the
COC.

Conduct in the event of a fire or burning vehicle:
Switch on the hazard warning lights
Stop the vehicle as far away from the detected danger as possible
Do not turn the vehicle or reverse
Wear a high-visibility vest and move away from your vehicle as quickly as
possible, paying close attention to passing vehicles
Follow the signs and head to the nearest emergency exit
Call for help from a SOS telephone

G B Y 4 2
'.~ \
\ J L J . J
Presence of a fire Internal Possibility to call for
extinguisher emergency exits help
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In compliance with the EU and national adjustment plan, for tunnels 500
meter long or longer, SITAF introduced additional measures in the tunnels
involved during the execution of the works in order to better protect the safety
of transit customers and workers.

These measures, indicated by appropriate signs along the route, include:
Reduction of speed limits
Minimum distance between vehicles of at least 100 metres
Overtaking ban (already present for heavy vehicles) extended also to
buses

The single emergency number 112 is available in case of emergency
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Road education

SITAF supports road education initiatives: in particular, since 2011, the
company has been involved, together with other important public and private
partners, in the promotion of the 'Drive for your life' campaign, which aims to
raise awareness among road users in order to promote behaviour appropriate
to current traffic and infrastructure conditions, as envisaged by the Circulation
Informer Principle (Art. 140 of the Highway Code).

www.autostradafacendo.it
Is the campaign website that contains material and documents of public and
educational interest.

This includes:
All campaign materials (cartoons, road education materials, flyers,
posters, etc.)
Public interest videos on road safety, selected and correlated with
individual behaviours identified in the scientific part of the campaign
Photo gallery
Website links
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Construction site planning

Construction sites are indispensable in ensuring that infrastructure is
constantly maintained and adjusted to offer the best safety conditions for
travellers.

The scheduling of construction sites involving lane splitting and/or
carriageway diversion is of great importance for effective traffic management.

To the extent possible, work is scheduled according to the following
management principles:

Prioritising off-peak periods
Providing prior notification of construction sites with an impact on mobility
Suspension of work during heavy traffic
Removal during periods of very heavy traffic and on weekends
The strong commitment to implementing programmes that continuously
increase infrastructure safety requires, during the current year, the installation

of construction sites that cannot be removed during peak traffic periods.

To this end, adequate information is ensured through the available channels
of communication for users and the general public.

Planning the activities throughout the year allows less construction sites
during the summer, winter and skiing period, and other peak traffic periods,
such as holidays and weekends.

Information on construction site that may cause traffic delays is published at
(under the section dedicated to_Ongoing works on the A32 —
SITAF Autostrade A32, T4).
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Security Interventions and Results

With the aim of raising the safety standards of the motorway and in
compliance with EU Directives, SITAF has introduced numerous measures in
its investment plan to upgrade and improve the safety of the network it
manages.

In 2025, important measures were implemented, including:

Redevelopment of the road superstructure at the Deveys viaduct (both the
uphill and downhill sections) and the Valentino viaduct (downhill section)
Implementation of safety installations in tunnels longer than 500 m

Completion of the seismic retrofitting of the Bussoleno and SS25 viaducts
Structural consolidation of tunnel linings

Replacement of the bypass gates at the La Perosa and Mompantero
tunnels

Completion of the new Chiomonte junction and continuation of the works
to relocate the Susa freight terminal to San Didero (on behalf of TELT,
linked to the construction of the new Turin—Lyon high-speed rail line)

5 “oa

A32 section - Reconstruction and seismic upgrading of the viaduct on State Road SS 25 in Rivoli (TO)
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Authorisations for Exceptional Vehicles and Transports

Exceptional vehicles or transport

This classification includes those vehicles that fall within the scope of Article
10 of the Highway Code (Legislative Decree 285 of 30.04.92), and those
which, due to excess size or mass, exceed the limits established by Articles
61 and 62 of the same law.

To request further information or obtain authorisation:

- Contact the relevant office by telephone on +39 011 914 15236
- Visit the website www.teonline.it.

- Write an email to:

autorizzazionitecs@satapweb.it

Note: for more information on the company's infrastructure, please consult the
website: , under the “Services” section.
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MAINTENANCE

Maintenance is the most important aspects in the efficient maintenance of the
entire motorway infrastructure.

The various types of maintenance are all important since each of them
contributes to the aim of achieving an adequate level of service in terms of
safety and comfort.

The areas affected by the maintenance work are:
Road surface
Maintenance generally consists of two distinct phases:

Monitoring and control of the road surface’s functional and structural
characteristics, through constant surveillance of the motorway
infrastructure and continuous, instrumented surveys on an annual basis.

Preventive and corrective maintenance work to restore structural and
surface conditions of the road, based on the results of monitoring.

Following on the results of the analysis done in the monitoring phase,
pavement maintenance works are planned, which include restoring the
surface characteristics when these are not up to standard or, when the load-
bearing standards are not met, deeper repairs.

Horizontal and vertical signs

Particular care is taken in the maintenance of all signs and the highly visible
reflective elements placed at the sides of the carriageways to mark their
limits. Vertical and horizontal signs and road boundary markings are
constantly monitored in order to keep them efficient, respectively in terms of
legibility and visibility.

Structural monitoring

The stability and functionality of bridges, overpasses and underpasses, and
natural and artificial tunnels are subject to specific visual inspections carried
out periodically by qualified personnel, in accordance with the latest
regulations and industry guidelines. Maintenance work is carried out based on
those checks, to preserve their efficiency and functionality.
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Safety barriers

Safety barriers arranged along the motorway axis reduce the possibility of
vehicles overturning or rolling off the road and, due to their special
characteristics, are able to absorb impact energy. In addition to periodic
monitoring and maintenance activities, with prompt replacement in the event
of damage, work is planned over the next few years to further improve the
safety of the motorway route with progressive upgrading of the road safety
barriers.

Monitoring of 'tunnel by-pass gates’

The arches of the A32 tunnels are connected by vehicle-accessible by-
passes, used in an emergency as escape routes or access for emergency
vehicles. These gates are closed by driveways and pedestrian doors that
must be fully functional.

Therefore, they are systematically monitored by qualified personnel according
to the latest industry regulations. Maintenance work is carried out based on
those checks, to preserve their efficiency and functionality.

Green monitoring and maintenance

All green areas along the A32 and its appurtenances are constantly
monitored to ensure they meet required standards. Maintenance work is
carried out based on those checks, to preserve their efficiency and
functionality.

During the last period, besides works on ordinary greenery, important
interventions were also carried out to remove any tall trees that may
endangered traffic safety.

The local authorities and the Forestry Department of the Piedmont Region
were involved in this process.
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Winter maintenance

In order to ensure suitable safety and traffic conditions even during the winter
period, in adverse weather conditions, the Company has set up a specific
Intervention Plan.

Since 2006, in the event of a heavy snowfall, Protocols between the
Ministries of Infrastructure, Transport and the Interior, Aiscat and the Road
Hauliers’ Associations have provided, as in the rest of Europe, for the
temporary halt of heavy vehicles in specially designated areas (for example,
the Susa Freight Terminal, Piazzale Annibale 2000 and the Salbertrand
tollbooth).

Viabilita Italia provides support, coordination and constant updates on traffic
situations throughout the country.

Frost and ice prevention is done using suitable equipment to disperse the
appropriate mixtures (e.g. calcium and sodium chloride), according to
established procedures, and by resorting to an accurate daily meteorological
service dedicated to the motorway. Snow clearing is also carried out in
accordance with predefined routes, and employees intervene when requested
by the A32 Operations Management. These activities are coordinated by the
technical staff employed by the concessionaire, while continuous patrolling of
the routes is entrusted to the Traffic and Safety Wardens and the Traffic
Police.

The aforementioned fluxes, and the equipment used to spread them, the
blades and the snowploughs, are warehoused along the motorway section.
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TRAVELLER INFORMATION

The website of the A32 Torino-Bardonecchia motorway ( )
contains useful information concerning the route, as well as general
information and data on any open construction sites along the route.

Before the journey

Before embarking on a journey, or entering the routes managed by SITAF,
Customers who wish to know about the mobility situation or weather
conditions, or simply would like general information on the use and
management of the infrastructure and services, may consult:

The general information service on the traffic situation provided through
CCIS - Onda Verde bulletins, and available on the relevant website.

The website where you can view the images
transmitted by the cameras located along the stretch, and, on the
interactive map, as well as the travel times to/from the main
destinations of the relevant route.

The website also shows any notices about construction sites that may
create traffic delays, in particular situations, under Press Releases.
Freephone number (from ltaly) or the landline number with
international dialling code + 39 011 19517874 (from abroad), active 24/7.
Staff on duty at motorway stations.

The official 'A32 Torino-Bardonecchia' (https://t.me/SITAFA32) and ‘T4
Fréjus Tunnel' (https:/t.me/SITAFT4) Telegram channels, to receive a
constantly updated news feed from the Control Post

WhatsApp A32 Telegram A32

WhatsApp T4 Telegram T4
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During the journey

The following services are available to customers transiting along the
motorway section:

General information on traffic conditions broadcast by the CCISS-Onda
Verde-RAl service.

Local information (construction sites, accidents, traffic jams), by means of
Variable Message Boards (VMBSs) placed along the entire motorway axis.
Assistance from the Traffic Police and SITAF personnel on duty along the
motorway.

Traffic and emergency information is, in any case, provided to users with
prompt updates by:

a)
b)

c)

Mobile or fixed panels, including variable message boards (VMBS).

The dedicated section of the website, 'Traffic disturbances /
Emergencies in progress', which can be reached via a special link on the
home page.

Calling the InfoViabilita Call Centre on or the landline number
with the international dialling code +39 011 19517874 (from abroad),
available 24/7.
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Variable Message Boards (VMBs)

These backlit panels provide real-time information on traffic conditions and
structure usability.

Along the A32 section, there are 41 VMBs, 19 along the main stretch and the
junctions, 22 on tunnel entrances, including the Oulx and Avigliana ring
roads, and 117 inside the tunnels.

In addition to these, there are 15 VMBs mounted on traffic vans and 4 on
mobile trolleys, which can be used before construction sites or when needed
near specific events. A gradual replacement of VMBs has been planned in
the short term. All the tunnels are equipped with light panels called
arrow/cross, positioned on the tunnel ceiling, which manage Ilane
accessibility, and, if necessary, block access or divert traffic.
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General information found on the motorway
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Location

When travelling on the motorway, Customers can determine their location
using the motorway progressive distance signs, the transmission posts, and
the signs displaying the serial numbers of overpasses, the names of viaducts
and tunnels, and/or the serial numbers of SOS telephones.

These details are useful references to provide, as they allow the Control
Operations Centre (COC) to quickly determine the Customer’s location on the
motorway.
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SERVICES FOR TRAVELLER COMFORT

Service Stations

There are three Service Stations on the A32 motorway where the following
services are provided.

Two of these are located at Km 55+000, in the Municipality of Salbertrand:
the 'Gran Bosco Ovest' in Bardonecchia’s direction, and the 'Gran Bosco Est'
in Turin’s direction.

The third Service Station, 'Frejus Nord', is located at the entrance of the
Fréjus Tunnel, at Km 72+000 in the municipality of Bardonecchia. The 'Frejus
Nord' Service Station has 8 Tesla recharging stations (4 x CCS COMBO 2 -
250 kW DC) and 2 fast recharging stations open to all (2 x type 2 - 11kW AC),
for a total of 10 charging stations.
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Truck Terminal Area

Along the route, inside the motorway junction reachable from the Susa exit,
for those arriving from Turin, and from the Autoporto exit for those arriving
from France, there is also the 'Autoporto’ (Q8) (Truck Terminal Area) area,
which provides the following services:

Route A32
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Service Stations - A32 Section
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Service Station sub-concessionaires are in charge of the fuel supply, café,
restaurant and convenience store services, for cleaning toilets, forecourts and
retail areas, and for updating and servicing these facilities. While SITAF is
responsible for green spaces and car parks, and for traffic safety within the

service areas.

Fuel prices can also be consulted on the website of the Ministry of Transport:
https://carburanti.mise.gov.it/ospzSearch/home
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Electric vehicle charging stations - A12 Section
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PRM ACCESSIBILITY

The Company, to the extent of its responsibility, guarantees full usability of
the services available at service areas to PRMs, in compliance with the
regulatory provisions on accessibility and this Service Charter, as well as in
line with the information provided to the public.

Users can call the freephone number (from lItaly) or the landline
number with international dialling code +39 011 19517874 (from abroad) to
request assistance. These numbers are active 24 hours a day.

In the case of events which cause changes with respect to full accessibility
and usability, the Company will provide information on its corporate website,
within the scope of its responsibility and as soon as it is available, concerning
the possible unavailability of infrastructures or equipment in the service areas
which could limit their accessibility and usability, as well as the timeframe
necessary for their restoration, in particular indicating for PRMs the nearest
service area equipped with fully accessible or usable dedicated
infrastructures and services.

In the event of any discrepancy between the information provided on the
website and the actual conditions of accessibility and usability of the services
available in the parking and service areas, the PRM user shall be entitled to
the compensation indicated in the 'complaints' section.
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MANAGEMENT SYSTEMS

SITAF has defined an Integrated Management Systems Policy, appropriate
for the purposes and context of the Organisation, which summarises and
highlights the principles and objectives, identified by the Board of Directors
and the Managing Director, with which it intends to manage the Company.

In particular, through the Integrated Policy, SITAF guarantees the
commitment of the entire organisation to the adoption and continuous
improvement of its Management Systems, in compliance with international
standards ISO 9001 (Quality), ISO 14001 (Environment), ISO 39001 (Road
Safety) and ISO 45001 (Occupational Health and Safety).

The Integrated Management System is the set of tools and rules that the
organisation uses to carry out its activiies and achieve its strategic
objectives, while guaranteeing user and stakeholder satisfaction (including
suppliers, local authorities, communities and the urban context crossed as
well as the production and service activities in the area), environmental
protection and sustainability, continuous improvement of motorway customer
safety by aiming to prevent accidents and reduce the severity of their
consequences within the limits of its areas of competence, and health and
safety in its workplace.

The integrated approach of the Management System allows the organisation
to identify, manage and monitor the business risks of each of the areas of
application of International Standards, as well as the risks of its own
business, in a synergistic manner and with a broader view of its operations.

SITAF carries out periodic customer satisfaction surveys, the results of which
are used internally to identify strengths and weaknesses, plan improvement
actions when appropriate and verify their effectiveness.

The survey is promoted from the pages of the company website

through a special questionnaire that can be filled out online.

Returned reports are analysed annually within the 'Management Review'.
In order to increase the accuracy of the survey, the IMS Manager, in

consultation with the relevant Unit Managers, takes action and revises the
form, introducing new questions and/or deepening the level of detail.
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Sitaf evaluates and measures user satisfaction through Customer Satisfaction
surveys in order to undertake actions for continuous improvement, aimed at

satisfying user needs.

The survey is conducted by means of a questionnaire available on the

company website

Prior notice for communications via ordinances
for construction sites lasting > 5 days

DASE 1aClO egulid 0

DAdSE 1aClO < e cComio

Service area services - number of checks per
3 month on at least 80% of the areas.

With one control per month on 100% of the
areas.

»,
HASE 1dClO O a e aisap

Service station services - number of checks
4 |per month on at least 90% of the areas.
With one control per month on 100% of the
areas.

5 |Response time, suggestions and complaints via
email

and transmitted via the web.

Unit of
Measurement

Prior notice (in
hours) in 85% of
cases

(RL)

Retro-reflection
((mcd -1 1-2)

no. of

checks/month

no. of
checks/month

Response time
(working days) in
85% of cases

Reference
Standard

24

100*

10

* Excluding any additions/extensions/authorisations to ordinances,** Excluding the winter period
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USER PROTECTION comes in the following forms, as shown on
the Sitaf website www.sitaf.it, in the section dedicated at the
following link Refunds and Complaints A32 - SITAF Autostrade
A32, T4:

- Refunds

- Suggestions and complaints

- Compensation for damages

- Toll payment issues

In this section, users can:

submit a refund request, send a suggestion or a complaint, check
the dedicated page for a toll payment problem or in case of a
compensation claim.

Refunds and Complaints

. G
(- %
Suggestions and Complaints

Refunds

+ FIND OUT MORE

: C

Toll Payment Issues

FIND OUT MORE

Damage Compensation

FIND OUT MORE + FIND OUT MORE
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Refunds according to Resolution 132/2024
(211/2025) ART

Starting from June 1, 2026, in line with the measures adopted by the

Transport Regulation Authority (ART) with Resolution no. 132/24, as

integrated and amended by no. 211/25, users are entitled to refunds in

case of limitations on the use of the infrastructure, in particular:

 Refunds due to the installation of work sites referred to in
Measure 8-bis.1

« Refunds in case of blocked traffic situations referred to in
Measure 8-bis.8

Specifically, from June 1, 2026, for trips made along the SITAF A32

Torino-Bardonecchia highway, in the presence of work sites (excluding

emergency and mobile ones) or traffic blocked for more than 60

minutes, it is possible to request a toll refund from SITAF S.p.A.

In the initial phase, the user is entitled to a refund only for routes that

are entirely on sections managed by the same operator.

The scenarios of events that generate the right to a refund are
basically two:

1. Presence of construction sites (non-emergency and non-mobile)
Reimbursement is applicable when there are construction sites along
the route taken by the user that reduce the full capacity of one or more
parts of the highway network, causing the partial or complete
unavailability of one or more lanes and/or a detour of the route and/or,
in any case, a limitation of the maximum allowed speed under the
following conditions:

Sections < 30 km — reimbursement even without a time deviation
Sections 30-50 km — time deviation = 10 minutes Sections > 50 km
— time deviation = 15 minutes.

The ART Resolution defines 'emergency construction sites' as those
set up following accidents, extraordinary and unforeseeable weather or
hydrogeological events, rescue activities, and related restorations. The
Implementation and Application Regulation of the new highway code
defines 'mobile construction sites' as those characterized by an
average work progress speed, which can vary from a few hundred
meters per day at a few km/h.
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2. Traffic Block

A refund is granted in the event of traffic being blocked for a significant amount of
time. Scheduled percentages: Block from 60 to 119 minutes — 50% toll refund
Block from 120 to 179 minutes — 75% toll refund Block = 180 minutes — 100%
toll refund.

The ART Resolution defines "Traffic Blocked" as a column of vehicles stopped
on a stretch of highway, a branch of a junction, or a station/interchange. The road
is completely obstructed (block) and vehicle passage is temporarily impossible. If
the event continues, traffic regulation measures may be applied to allow queued
vehicles to move (U-turn or diversion to the opposite carriageway) and prevent
the queue from extending (entry ban and/or mandatory exit), or redirect vehicles
to alternative routes.

Any slowdowns of traffic, even temporary blockages due to heavy traffic, do not
count as traffic blocked.

All refund requests must be made by registering on the ONLINE REFUNDS
platform available on the website WWW.SITAF.IT or by sending a registered
letter with return receipt to the following address: SITAF S.p.A. — c/o via
Bonzanigo n. 22, 10144 Turin.

In case of payment in cash or by card, it is necessary to have the receipt
collected on site.

The system will automatically check if you are entitled to a refund and the
corresponding amount. If the refund request is denied, the user will be given a
brief explanation of the reasons for the refusal. Regardless of the outcome of the
refund (positive for all types of payment or negative in case of cash/card
payment), the instructions for any further requests and/or for obtaining more
information about the reasons for a possible denial of the request will be provided
at the bottom of the communication received.

Refunds and Complaints
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COMPLAINTS

The user may inform the company, by submitting a complaint of any
deficiencies perceived or suffered in the management of the road
infrastructure as well as any grievances and/or requests, concerning the
inconsistency of the service with one or more requirements defined by
European or national regulations, or by ART Resolution 132/2024 or the
Service Charter.

The complaint can be submitted, in Italian or in English, through:

The website, under the 'Services' section at www.sitaf.it/suggerimenti-
reclami/ via a link on the home page

Registered mail with return receipt, to be sent to the following address
SITAF S.p.A. — c/o via Bonzanigo 22, 10144 Torino;

When registering a complaint, the Company assigns a complaint identification
code.

Complaints, under penalty of inadmissibility, must contain at least the
following elements:
Identification information for the user (name, surname, address) and that
of their representative (if any), attaching in this case the proxy and the
user's ID.
References identifying the journey in question (point of entry, point of exit,
date and time of passage, vehicle license plate) and a copy of the toll
payment receipt and IBAN in case of toll reports.
A description of the fault in the service, with respect to one or more
requirements defined by European, national or regulatory laws or in the

Service Charter.

The Company shall provide a reasoned response:
To complaints received by registered/personal mail within 30 calendar
days from the date of receipt of the complaint.
To complaints received via email/website, within 10 working days from
the day of sending.

Should the complaint be inadmissible, or should the necessary checks take

longer, the Company shall inform the user within the aforementioned
deadlines.
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With a view to determining the levels of satisfaction with the complaint
handling process by users filing complaints via the website/via e-mail, the
Company requests the completion of a satisfaction questionnaire, to be filled
in via a link sent with the e-mail response.

In the event the Company does not send any response to the complaints
within the above-mentioned time limits or in the event of an unjustified
response to the complaints, the user is automatically entitled to compensation
equal to:

a) 30% of the sum of the tolls paid by the user for the journey associated with
the complaint, also in the case the journey was repeated, in the case of a
reply sent between the 31st and the 60th day after receipt of the complaint;

b) 50% of the sum of the tolls paid by the user for the journey associated with
the complaint, also in the case the journey was repeated, in the case of a
reply sent after the 60th day and in the event of failure to reply.

Users classified as PRM, as indicated in the section on "PRM accessibility",
are entitled to compensation in the event of discrepancies between the
information provided on the Company's website and that actually provided in
the parking and service areas, with respect to the PRM services listed below:

Dedicated PMR parking spaces;

Dedicated PMR toilets;

Inefficiencies or faults preventing the PRM from accessing services (e.g.
rampsl/lifts, etc.).

In order to obtain compensation, the PRM must file a claim using the
procedure described above, also providing the following additional
information:

a) Description of the problem identified, specifying:
The service area.
The time at which the service area was accessed.
The location and type of problem identified (e.g. food service area, fuel
service area, parking area, etc.)

b) Self-certification of PRM status, specifying whether they were the driver
or a passenger.

c) Any evidence of the problem (e.g. photographs).

The Company reserves the right to request additional information in the
course of the investigation.

The indemnity for a simple information mismatch, is equal to € 7.00
(seven/00) for each claim made and found through checks on the actual
information mismatch, carried out within 30 days following the report. This is
disbursed specifically to the PRM, regardless of whether the driver or a
passenger.
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The Company is responsible for requesting the user’'s bank account details
for the purpose of the payment (compensation for delay/no answer and for
PRM users), to be made by bank transfer within 30 business days.

The above indemnity is not due in cases where:
the complaint is not sent by the user in the manner and with the minimum
elements mentioned above;
The user has already been paid compensation in respect of a similar
complaint concerning the same journey.

If the user does not receive a response to a complaint within the above-
mentioned deadlines or if he/she considers the response received
unsatisfactory, a conciliation petition may be filed:

To the ART Settlement Service available at https://www.autorita-
trasporti.it/conciliaweb/.

To the Conciliation Chambers established at the Chambers of
Commerce, Industry, Crafts and Agriculture, if the memorandum of
understanding between ART and Unioncamere has been signed.

To ADR entities, including joint negotiation bodies registered on the list
referred to in Article 141-decies, paragraph 1 of the Consumer Code.
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Finally, we inform you that:
If the complaint is rejected on the grounds that the Company is not
responsible, it will forward the complaint, promptly and in any case within
thirty days of receipt to the concessionaire deemed competent, informing
the User at the same time, with this latter concessionaire required to
provide a reply to the User pursuant to the aforementioned ART
Resolution 132/2024.
In the case of complaints concerning the services provided in the service
appurtenances, the Company shall forward the complaint promptly, and in
any case within thirty days of receipt, to the manager of the services
deemed competent, informing the user at the same time, with this
manager required to provide the user with a reasoned response in
accordance with the aforementioned ART Resolution 132/2024.
The Company shall refund the tolls paid erroneously or in excess of the
amount due, following substantiation of the claim made by the user, as set
out in the 'Refunds' section.
Users have the right to submit a complaint, petition or report to the Italian
Transport Regulation Authority regarding compliance with quality and tariff
levels.

Concerning complaints, personal data disclosed are processed in compliance
with Regulation (EU) 679/2016 (so-called GDPR). For the channel, accessible
from the home page of the Company's website, information concerning the
processing of personal data is available to users.

PMR ACCESSIBILITY

The company ensures reimbursement of tolls paid in excess of the amount
due, after the relevant customer claim, submitted according to the methods
and deadlines set forth in the 'Claims' section, has been substantiated.

Refunds and Complaints
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CLAIM MANAGEMENT

Abnormal events and claims for damage

A user may find it necessary to contact the Company to report an event
occurred on the motorway in which they were involved or in which they hold
they have suffered damages.

In such a case, if the user is unable to continue the journey with their own
means of transport, they may request assistance, through the SOS
telephones directly connected to the Company's CCP (Centralised Control
Post), which will arrange for the intervention of SITAF S.p.A. personnel
(Traffic Wardens), Traffic Police and/or Mechanical Rescue, as required.

If the user can continue the journey, they should leave the motorway at the
next station and report the fact to the toll collector when paying the toll, by
filling in the 'User Declaration' form, which must be returned to the toll
collector, who will then send it to the Operations Department.

In the event of a claim for damages and for information concerning the same,
the user may reach the company:

By calling +39 011 43 92 111

By e-mail addressed to: sinistri@sitaf.it

By contacting the Toll Collection staff and filling in the 'User
Communication' form.

Note: More information can be found at:

Refunds and Complaints
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TOLL PAYMENT PROBLEMS

REFUNDS AND CREDIT RECEIPTS

TOLL REFUNDS DUE TO ERRORS OR WHERE THE AMOUNT
CHARGED EXCEEDS THE AMOUNT DUE:

The Company ensures reimbursement of tolls paid erroneously or in excess
of the amount due, after the relevant customer claim, submitted according to
the methods and deadlines set forth in the 'Claims' section, has been
substantiated.

Any change not given at the time of payment in the self-service lane, and
without issuing the corresponding credit receipt, is reimbursed, at the same
time as the transit when possible, upon simple request and presentation of
the identity document for registration of the user's personal details.

Credit receipts do not expire and can be cashed in by the bearer even after
the journey, in accordance with the procedures and deadlines set out in the
'Claims' section.

Refunds and Complaints
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USEFUL NUMBERS AND ADDRESSES

Traffic information:

InfoViabilita Call Centre at freephone number

or at the landline

number with the international dialling code +39 011 19517874 (from

abroad), available 24/7.

Website:

Registered Office

Via San Giuliano, 2 - 10059 SUSA  Tel. 0122 621621

(TO)

Fax 0122 622036

A32 Operations Department:

Via Torino, 127 — 10059 Autoporto di Tel. 0122 621766

Susa (TO)

Technical Office:

Via Bonzanigo, 22 — 10144 Turin
(TO)

Tel. 011 4392111

Ufficio Sinistri (Claims Office):

Via Bonzanigo, 22 - 10144 Turin
(TO)

Tel. 011 4392111

Ufficio Gestione Pedaggi
(Toll Management Office):

Tel. 011 9342323

Ufficio Mancati Pagamenti
(Unpaid Toll Tickets Office):

Tel. 0122 621695
0122 621697
(9 am - Noon/2 - 4 pm)

User Relations Centre:

Via Torino, 127 — 10059 Autoporto di Tel. 0122 621775

Susa (TO)

Susa Traffic Police:

Tel. 0122 621111 (10)
Tel. 0122 621111 112
(Single Emergency Number)

Roadside Assistance:

VAI EUROP ASSISTANCE

AXA

Tel. 803 803

Tel. 80.02.71.343

Service Areas:

Gran Bosco Est:

Fuel supply service / Restaurant
service 0122854603

Gran Bosco Ovest:

Fuel supply service 3713248348;
Restaurant service 3715652180

Frejus Nord/Sud:

Fuel supply service / Restaurant
service +39 012299030

Susa Autoporto:

Fuel supply service 3343534981;
Restaurant service 0122623722
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