
           

                                       

Regulation - consumer's right for contact 
termination 

 

Context 
City / Country: Croatia 

Structure : Ministry of Economy and Sustainable Development 

Area of activity : Customer rights 
 

Identified needs 

Clarity and Understanding – The regulation should be easy to read and understand for 

all consumers, regardless of legal knowledge. 

Actionability – Consumers should immediately grasp their rights and the steps they 

need to take to terminate a contract. 

Transparency – Avoid legal jargon that might confuse or mislead consumers. 

Compliance and Accessibility – The text must comply with legal requirements while 

being accessible to a broad audience. 

Objectives 
Simplifying Legal Language – Replacing complex terms with everyday words. 

 
 

 



           

                                       

Using Direct, Active Sentences – E.g., "You can cancel your contract within 14 days" 

instead of "The contract may be terminated by the consumer within a period of 14 

days." 

Providing Clear Steps – Consumers should know exactly how and when they can cancel. 

Highlighting Important Information – Using bullet points, bold text, and headings to 

improve readability. 

  

 

Tagret groups 
General Consumers – People who sign contracts for goods, services, or subscriptions. 

Vulnerable Consumers – Individuals with low literacy, non-native speakers, or those 

unfamiliar with legal language. 

Customer Service Representatives – Employees who explain consumer rights to 

customers. 

Businesses and Service Providers – They need to understand and clearly communicate 

consumers' rights. 

 
 

 



           

                                       

Existing 

 

 
 

 



           

                                       

Proposal 

 
 

 



           

                                       

 

 
 

 



           

                                       

Adaptation process 

We edited the text by replacing long and complex sentences with shorter and simpler 

ones. We changed passive sentences into active ones and simplified them using bullet 

points. 

We adapted the text for people with reading difficulties, especially those with dyslexia, 

by using a font specifically designed for dyslexic readers. 

We specifically highlighted the contract termination form example to make it 

immediately visible. 

Returns 

Length and conciseness 

●​ Is the material appropriately 
concise while retaining essential 
content? 

●​ Has excessive density or 
information overload been 
avoided? 

Yes, the material is concise with simplified 
sentences and bullet points, avoiding 
unnecessary complexity. (SABA) 
 
Yes, it seems very concise. 
(Logopsycom) 
 
The excessive length has been avoided, 
therefore also, I think, administrative 
density of the document (LAPP) 

Language complexity and clarity 

●​ Is the language clear, accessible, 
and free from unnecessary 
technical terms, jargon, or overly 
complex structures (e.g., passive 
voice, long sentences)? 

●​ Does the text align with relevant 
linguistic criteria (e.g., CEFR 
levels A1, A2, etc.)? 

The language is simplified, using 
everyday words and active sentences, 
making it accessible for all consumers. 
(SABA) 

 
 

 



           

                                       

Purpose and effectiveness 

●​ Is the goal of the material (e.g., to 
inform, instruct, persuade) clearly 
conveyed and maintained in the 
adaptation? 

The goal is clear: to inform consumers 

about their rights and the steps to take 

to terminate a contract in a 

straightforward manner. (SABA) 

 

From what I understood from the 

summary, the goal is clear and 

maintained (LAPP) 

Audience suitability 

●​ Is the material appropriate for the 
intended audience in terms of 
reading level, language, and 
needs? 

The material is appropriate for general 

consumers, including those with low 

literacy, non-native speakers, and 

vulnerable groups. (SABA) 

Structure and readability 

●​ Is the content well-organised, with 
logical flow, clear headings, bullet 
points, and other structural 
elements that enhance 
comprehension? 

The content is well-structured with 

headings, bullet points, and bold text, 

enhancing clarity and ease of 

understanding. (SABA) 

 

The content is well-structured, there’s 

enough white space in the document; I 

also appreciate that the font is big and 

the space between the letters is also 

bigger. It’s definitely easier to read / 

look at. (LAPP) 

Visual elements 

●​ Are visuals (charts, diagrams, 
etc.) clear, relevant, and 
effectively aligned with the text? 

●​ Have visual adjustments improved 
clarity and usability? 

The visual elements, such as font 

choices for dyslexic readers and 

highlighted contract termination 

examples, improve accessibility. (SABA) 

 

 
 

 



           

                                       

I don’t see any visuals but I guess that’s 

appropriate for a very official document 

(Logopsycom) 

 

Visually, the adapted document looks a 

lot better than the original; I think it’s a 

lot easier to understand for a potential 

reader. From what I grasped, the length 

of the document has also been 

shortened, so I think a lot of 

administrative jargon has been 

replaced by more everyday words. 

(LAPP) 

Educational and practical value 

●​ Does the material maintain its 
usefulness and accuracy despite 
any simplifications or 
modifications? 

The material is practical, offering clear, 

actionable steps for consumers to 

follow when terminating a contract. 

(SABA) 

 

Yes (LAPP) 

Accessibility and usability 

●​ Is the format user-friendly, 
avoiding design issues (e.g., small 
fonts, poor layout) that could 
hinder accessibility? 

●​ Is the material easy to understand 
and implement for the target 
audience? 

The format is user-friendly, with 

adaptations like dyslexia-friendly fonts 

and clear, actionable instructions that 

make the text easy to understand and 

implement. (SABA) 

 

Format-wise, the document is totally 

user-friendly (LAPP) 
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