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( o Legal basis

O Pursuant to sec. 15.2 g) of the Law on Energy Regulator, the Energy
Regulatory Office has competency to settle disputes between consumers
and energy enterprises, system operators and enterprises as well as
between two enterprises.

O Pursuant to sec. 17.1 of the Law on Energy Regulator, the Energy
Regulatory Office may compile procedures for dispute settlement in the
energy sector including the complaints:
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d The Board of the Energy Regulatory Office pursuant to the authority granted under
sec. 17.1 of the Law on Energy Regulator in session held on January 17th, 2006
approved the Rule on Dispute Settlement Procedures in the Energy Sector.

 Rule on Dispute Settlement Procedures in the Energy Sector defines the obligations of
licensees, ERO and consumers, how they are to be applied, accepted, registered,
processed and appeals solved;

d Rule on Dispute Settlement in the Energy Sector determines the terms, conditions and
procedures relative to the dispute settlement so they :

a) ensure transparent and non-discriminatory accomplishment of energy activities in
Kosovo;

b) Protect consumers through promotion of a transparent and open approach
towards information on settlement of consumer appeals and disputes;
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v All customers must bring their complaints regarding service provided
by a supplier or a distribution system operator to such supplier
before seeking redress with ERO.

v The deadline for review and investigation of the complaint by the
supplier shall not be longer than thirty (30) calendar days from the
date of acceptance of a registered complaint.

v Customers may appeal the decision of any supplier to ERO within
fourtgen (14) calendar days from thet date of received decis.ion by
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v A household customer may appeal a decision of CPD to the Board
of ERO within fourteen (14) calendar days.

v’ For all other disputes: commercial, industrial, third party, Head of
the CPD shall submit a recommendation to the Board of ERO.

v' The Board of ERO shall issue a decision on any complaint within
sixty (60) calendar days from the date set forth in Article 14.1 c) of
the RDSP.
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d Customer Protection Department (CPD) shall issue a decision or a
recommendation with the following schedule:

a) for small complaints from household customers: fifteen
(15) calendar days

b) for all other complaints from household customers: thirty
(30) calendar days

c) for all non-household customer complaints: sixty (60)
calendar days
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Types of Disputes:

[ In energy sector of Kosovo, there are several types of disputes:

v' Meter reading

v’ Poor quality of services
v' Incorrect bills

v’ Flat rate billing
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COMPLAINT FORM

L& PLAIMNANMT

Briefly Describe Complaint

Altasched Documenis:

www.ero-ks.org



ENERGY REGULATORY CFFICE
REGULATORNIURED ZA ENERGIIU

‘ ﬂ ZYRA E RREGULLATORIT PER ENERGJI

Thank you for your attention
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