Republika e Kosovés
Republika Kosova - Republic of Kosovo

ZYRA E RREGULLATORIT PER ENERGII U

REGULATORNI URED ZA ENERGLIU
ENERGY REGULATORY OFFICE
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The Board of Energy Regulatory Office,

Based on:

1. Provisions of Article 15, paragraph 1 and Article 26 of the Law on Energy Regulator No. 05/L-084;
2. Provisions of Article 6.3 of the Rule on Resolution of Complaints and Disputes in Energy Sector;
3. Provisions of Article 9 of the License for Public Supply of District Heating of DH Termokos;

4. Request dated on 09.06.2020 on amendment and supplement of the “Procedure for Review of
Customer Complaints and Requests” of DH “Termokos” JSC, having its address at: St. “28
Néntori”,nn, Dardani, Pristina, Republic of Kosovo;

in the session held on 27 August 2020 issued the following:

DECISION

I. APPROVAL of the “Procedure for Review of Customer Complaints and Requests” of NP
“Termokos” JSC.

Reasoning

1.  The Energy Regulatory Office (ERO) on 09.06.2020 has received the request of the licensee - NP
Termokos JSC. for amendment and supplement of the document "Procedure for Review of
Customer Complaints and Requests".

2. Following the review of the draft procedure submitted by NP "Termokos" JSC and its
amendment/supplement based on the comments of ERO, the Board of ERO based on the legal
provisions mentioned in the introductory section of this decision, has decided as in the enacting
clause to this decision.

. The licensee is obliged to publish this Procedure on its official website immediately after
receiving this decision.

lll. The Decision is issued in official languages of the Republic of Kosovo.
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Iv. The Decision shall enter into force on the date of approval by ERO Board and will be
published on ERO’s website.

Legal advice: The dissatisfied parties may address the Competent Court to object this Decision within
thirty (30) days from the date of the receipt of this Decision or its publication on ERO’s website,
whichever occurs last.

Annex: “Procedure for Review of Customer Complaints and Requests” of NP “Termokos” JSC.
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