MeDRe

ommercial Quality In Energy Service Provisions
Algerian case

- Karima SADOU -

MEDREG is co-funded by the European Union




MeEeDReG

Introduction




Introduction 1
L Consumer protection is a fundamental concern of public authorities. %
Il
>

dThe public service of electricity and gas, as defined in Law n°. 02-01 of
February 5, 2002, on the electricity and gas distribution by pipes, aims to ,
guarantee the supply of electric and gas energy to all customers in the {é‘
better conditions of equity, continuity, security, quality and equal treatment. |

dThe reforms initiated with the promulgation of Law n°02-01, assigned
CREG with three main missions
* Realization and control of public service,

« Advising the authorities on organization and functioning of the
electricity and Algerian gas market,

« Supervision and control of the respect of laws and regulations related
to the electricity and the national gas market. -
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1) Reqgulatory framework governing
guality of service
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Law 02-01 of 5 February 2002

Law 02-01 of 5 February 2002 ( ), on the electricity
and gas distribution by pipes, reinforces the general scheme of consumer protection,
notably through :-
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 More transparence (The regulatory texts define the responsibilities and the 4
commitments of each operator to be followed and respected),

O Non-discrimination (Connection, network access, equal treatment, ...),

A Dissemination of information (Breakdowns, interruptions and scheduled
maintenance, ),

(] Better support of consumer’s interests (Procedures on handling complaint, ...),

d Commitments on the quality of service (Concession regime, performance

indicators,...). -
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https://www.creg.dz/Lois/Loi02_01fr.pdf

Main implementing texts

O Executive Decree No. 05-182 - of May 1, 2005 on the regulation of tariffs and the
remuneration of the activities of transport, distribution and supply of electricity and gas.
https://www.creq.dz/D%C3%A9crets%20ex%C3%A9cutifs/Decret%20ex%C3%A9cutif%2
ON%C2%B0%2005-182.pdf

U Executive Decree No. 08-114 of April 9, 2008, fixing the terms and conditions for the
award and withdrawal of electricity and gas distribution concessions.
https://www.creq.dz/D%C3%A9crets%20ex%C3%A9cutifs/D%C3%A9cret%20ex%C3%A
Ocutif%20n%C2%B0%2008-114.pdf

U Executive Decree No. 10-95 of March 17, 2010 setting the economic rules for the rights
of connection to networks and other actions necessary to meet customer demand for
electricity and gaz.
https://www.creq.dz/D%C3%A9crets%20ex%C3%A9cutifs/D%C3%A9cret%20ex%C3%A
Ocutif%20n%C2%B010-95.pdf
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https://www.creg.dz/D%C3%A9crets ex%C3%A9cutifs/Decret ex%C3%A9cutif N%C2%B0 05-182.pdf
https://www.creg.dz/D%C3%A9crets ex%C3%A9cutifs/D%C3%A9cret ex%C3%A9cutif n%C2%B0 08-114.pdf
https://www.creg.dz/D%C3%A9crets ex%C3%A9cutifs/D%C3%A9cret ex%C3%A9cutif n%C2%B010-95.pdf
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the distributor —Concession-
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Assessment of the public service obligation

1 The public service is currently under concession regime throughout the
whole country. Now Algeria counts 1 subsidiary company of the historical
operator "Sonelgaz Holding” named “SADEG” in charge of distribution of
electricity and gas.

d Specific standards concerning the quality of the supply and customer
service as well as control, have been defined and concerned the
following aspects :

o Commercial (The customer credit period for each type of customer).

o Financial (technical and non technical losses on Low and Medium
Voltage and Pressure).

o Technical (time and average frequency of outages related to
distribution incidents).
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Commercial quality of service parameters

In addition to the performance indicators set as part of the monitoring and
control of the concession system, the distributor follows the following

1D
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commercial parameters : 4

d Troubleshooting time (electricity and Gas).

(d Customer connection time (simple connection (varies from 3 to 15 days) and extension
of electricity and gas networks (varies from 18 to 106 days).

1 Complaints processing time (varies from 1 day to 15 days).
d Customer information (Procedures, Pricing, Breakdowns, Planned outages,).

 Advice and assistance (Subscription, Billing, Energy saving, Safety of indoor

installations, ..). -
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Services provided to the customer

O Digitalization of network and customer (Remote control of medium voltage
networks, Remote reading of MV meters, ....).

1D
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O Development of Close Relationship (creation of new districts and 4
commercial agencies, consultancy offices, Organization of information and
awareness campaigns,....).

4 Introduction of new digital services:
« Online invoice.
* Online payment of LV / LP invoices.

« Online submission and treatment for connection demands of Small
and Medium-sized Enterprise / Small and Medium-sized Industries.
« SMS information “A3limni”.
« National Contact Center (Call Center 33 03). -
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https://consulter-factures.elit.dz/
https://baridinet.poste.dz/sonelgaz
https://epayement.elit.dz/payementFacture.xhtml?sd=SDA
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CREG duties

The law 02-01 provides CREG an important role in safeguarding the
consumers energy interests. In this context, CREG Is responsible for :
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d Controlling and assessing the public service obligations. 4

d Handling complaints and appeals of operators, network users and
customers.

1 Determination of tariffs.

1 Publishing useful information for the defense of consumer's interests.

Setting up within CREG of two departments one dedicated to
consumer protection and another one in charge of quality and public
service
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CREG achievement

1D
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T
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d Approval by CREG of two procedures submitted by the distributors, g
one for handling complaints and another for connecting to the
network (2013). {‘4

d Setting up within CREG an appeal procedure for unsatisfied
customers of processing their complaint, by their distributor (2013 ).

O Conduct periodic audits to check compliance with connection
procedures and handling of customer complaints.
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CREG achievement

dHandling appeals .
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dOrganization of information days and meetings with operators, 4

consumers and consumer associations (information on the reform of

the sector, provisions dealing with their rights and obligations and

relations with operators).

L Approval by the Minister of Energy of a list of the different services and
price lists (customer connection, maintenance fees and penalties for
Interruption and restoration service .. etc..).

Setting tariffs.
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CREG achievement

4 Prevention and awareness campaigns i

[
7
Tvergie

as regard the risks of bad use of e g ,,mﬁ_“hp disml

and gas leak).

Législation Opérateurs

d Setting up its website where a special

section is dedicated for consumers g

- Online appeal. DROITS ET OBLIGATIOI
- Listen Box Consspners (FAQ).

- The electricity and gas bill C&lCUWOr. 1- Quels sont mes droits vis-a-
- How to read invoice,...). mp  Sivous les propriétaie ou locatare

« De bénéficier d'un raccordement en

>
 Publishing useful information for the
defense of consumer's interests. —>
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energy (Specia”y on electric shock Commission de Régulation de |'Electricité et du Gaz 4

Droits et Obligations
Tarification

Soutien de |'état

Procédure de raccordement
Comment lire votre facture
Comment lire votre compteur
Estimer votre facture
Demander une information
Faire un recours

Conseils et sécurité

Associations consommateurs

.. ©
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Conclusion

1 The rules and principles of consumer protection are described and defined in various
regulatory texts.

d Consumers have the right to have easy and clear access to information relating to the
services provided by their distributor, in particular on their rights and obligations. They
must exercise this right by educating themselves.

s, MEDREG

 Distributor must respond as best as possible to the concerns and expectations of
consumers, in compliance with regulations.

1 CREG have to ensure, through the exercise of its legal powers, set out in Law No. 02-
01, compliance with the regulations governing the customer-distributor relationship, so
as to remind each of the two parties of their rights and obligations. This is why CREG
must be endowed itself with more means and tools and enforcement power.
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Conclusion
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(1 The challenge of any National Regulatory Agency is to bring together the interests and E
expectations of consumers with the interests of the operators, in order to guarantee a 4
quality public service that satisfy the consumer.

L The establishment of an effective system for handling and processing consumer
complaints is very important to control the way in which the consumers and their
requests are treated by the distributor.
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http://www.medreg-regulators.org/
https://www.facebook.com/public/MedReg-MedReg
https://www.facebook.com/public/MedReg-MedReg
https://www.youtube.com/channel/UCdGSGw1_jSkZ0OhdkBSu6LQ
https://www.youtube.com/channel/UCdGSGw1_jSkZ0OhdkBSu6LQ
https://twitter.com/hashtag/medreg
https://twitter.com/hashtag/medreg
https://it.linkedin.com/company/medreg
https://it.linkedin.com/company/medreg
https://www.instagram.com/explore/tags/medreg/
https://www.instagram.com/explore/tags/medreg/

Processing of appeals by CREG in 2020

Relocation of
electrical and gas

works 9% Power cut and
. recover Quality of service
Dispute of the 9% y 70
invoice
33%
Tariff change
5%

resale rights
1%

Information request
1%

Revision of power
and flow made
available
1%

Connection
34%

T
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auarty «Equilbees> P iplishing useful information

q Ui I |bR 3, Consumer guide Appeal guide Safety booklet

Electricité«Gaz
» SR CREG e
Les concessions c’Je distribution thﬂﬂ P—
de I'électricité et du gaz Réguation do [Electricté ot u Gaz
= cogst;'mmatgur. Procédure de recours
au cceur de l'organisation des consommateurs auprés de
e e T POUR
< VOTRE
: ; SECURITE
Le Guide du
O nrarnaka e

A, MEDREG

e New connexion guide

A COMMESION P2 - 200M SR LES CONCESSONS. 0€ DBTRELITION
Diulélmgsgz ETDUGAZ?.4 - EXPE RENGSIE FORUM DE LONDRES ?. 7 - ACTUA

Tarif brochure Complaint gwde

CREG

Ll g dypinta il kg Akl
‘Commission de Régulation de Filectricté ot u Gar

o ke R

Procédure de réclamations
aupreés du distributeur de
I’électricité et du gaz

Raccordement

au réseau électrique HTA/
et au réseau gaz MP/

”"“S&imii“ﬁm’“‘" | _
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file:///G:/Séminaire Accidents domestiques Biskra 02-12-13/CREG_Biskra_2013/CREG_Dépliant_Sécurité_Elec_Gaz.pdf
file:///G:/Séminaire Accidents domestiques Biskra 02-12-13/CREG_Biskra_2013/CREG_Dépliant_Sécurité_Elec_Gaz.pdf

Online appeal

—— Formulaire de recours ——

Coordonnées du plaignant I

Mom /Raison sociale :(*)

NA® de portable:(*)

NA® de ti@lephone:

Adresse:(*)

Email:(%)

Dﬁ@posezvous un recours pour le compte d'un client, groupe de clients ou entreprise 7(*)
©  oui @ Mon

Votre qualitd® :(*)

Mom deides plaignants :(*)

Réponses du distributeur: I

4 Précisions concemant votre recours ; |

Wilaya (%) v
Commune:
Adresse du litige :(*)

Tipe dAenergie () ) Elecricté ) Gz () Electicité & Gaz

Type dusage ) () pomestigue ) Commercial () Industriel

O Autres

Ri@fi@rence client/ numA®ro du contrat

Motif de votre recours:(*)
-- CHOISISSEZ LE MOTIF DE VOTRE RECOURS --

Joindre une copie de tous vos courriers /courriels ffax de réclamation (%)

Aucun fichier sélectionné. (RAR, ZIP ,PDF,WORD)

Avez-vous recu une /des réponse (s) écrite (s) de votre distributeur ?(*)

) oui @ MNon

Si oui.Joindre une copie de toutes les réponses :(*}
Aucun fichier sélectionné. (RAR, ZIP,PDF,WORD)

Avezvous contacté un autre organisme ? Précisez:

Joindre une copie de toutes les corespondances avec cefte instance:

Aucun fichier sélectionné. (RAR, ZIP,PDF,WORD)

Description bréve de I'objet du recours

Solutions souhaitées:

Taper le texte de limage:(*)

CAPTCHA Image

Changer limage

Envoyer
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Listen Box Consumers

Consommateur : Vous avez une question ?

La réponse se trouve peut-étre dans notre foire aux questions

(@ O puis-je trouver des renseignements ? (¥
© Commentseraccorder auxrésesxz o
© Cuiréalise e raccordementz o
© Quelssontles délais de raccordement? o
© Douelopuissancoou ddbitje pouxbéndicer2 o
© Commentchoisirletastz o
© Qecomprendmafacture? o
© Commentestmermafacture Cénerge? o
© Dequel délaije dispose pour payer mafacture? o
© Commentrégermafactue? o
© Comment réduire ma facture d'énerge2 o
© Encasdeprobléme, aquidoisje madresser > o
© QuandetCommentsaisrlacRE&? o

© Si vous ne trouvez pas la réponse i votre question sur notre site web, vous pouvez
écrire 3 Ecoute-Conso@creg.gov.dz ou remplir le formulaire en ligne ci-dessous.
N'oubliez pas d'y mentionner clairement vos nom, prénom et adresse e-mail. Nos

services prendront en charge votre demande et vous transmettrons une réponse .

—— Ecoute-Consommateur

Je suis (=)

L Tn particnlier L T professionnel L Amtres

MNom (=)

Wilay-a: (=)

Email:(*)

N de télephona:(+)

Objet:

Votre message: (*)

-

Taper le texte de I"image: (*)

- )2 by the European Union



The electricity and gas bill calculator

O _
Estimer votre facture CREG

—= JEH § dipnea il bt disal

Calculateur de facture d'électricité et de gaz

Clients ménages du tarif progressif d’électricité 54 M et du tarif progressif gaz 23M
e s & Electricité & Gaz
Iype denargie - T Electricité
Consommation d'électricité: (?) I KWh
: * Thermies
Consommation de gaz: ¥ 2
i 52 I < m3

Wilaya : [ :I

Commune : I j

PMD: (?) I 6 :I KWW

& ;

'Iype de paiement : = F)?\ogsetl'eﬂie Commerciale

~
[ Calculer

=
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How to read your invoice

COMMENT LIRE VOTRE FACTURE

o e

. ,wu,.u,.s.uw,.n..jﬂus,.u Facture de consommation Dlgau) 5 b
“&itn de I'Electricité et du Gaz J“-“J sl sl
:““WM”W“M“WWW”” Facture n*: 518200902629 IS
o “N.”‘ ”‘“"/mmun ri= Etablie le : 28/09/2020 LA
NIS:  000516019000263 Référence /PDL : 16209 1813230127 .-
NIF:  096916010012742 Lieu de consommation:  CT SIDI YAHIA B S e
RIBN"  00100623030030068482
RIPN®  00799999000038062618 Prochaine reléve versle:  25/12/2020 o gl s

348 LOGEMENTS Br 42 Clientn* : 5197P003764
Anteinncs ——
Dépannage
Réclamation NIF :
Pour Plus d'inf RCN®:
Période du :\3 3™ Trimestre 2020
—  Vosconsommations . sSASE) ats
B s , A S il
¢ tion _ MontantenDAHT || (meewh/ woms 54 W 15— 4omi sS4k
Electricité @655'00 kWh 269356 “‘{’9 W Comptrur/ 4o 4, 00AT19 t::_:.un Trache? Trace) Trached
Gaz 201,60 Th 3391 | Qe b0 12500 12500 40500 00
— — - Dot sniivey/ e 03 - 17707 41789 4R120
Redevances fixes HT(Al )(DA)@IM 16 (2d) () kit ca g | | Montant HT (9%) @ 744,70 (%) s et
Montant HT (19%) 194886 %19) 14
Frais & Prestation A)ZH:; 0,00 (29 chashy p oy ¢ S ko R ¢ L:
Neahat HT (M) "’w (€9 s 00t Lot & \N*Compteur Tarif DMD_PCS  Alindex  N.index
TVA 39% (DA) EI%0e3s | [\ om )/ omerr  23M Sm'h 96 7562 % 7mn
TVAL19% (DA) 370.18 EI%19,8. 13 2 3
Total TVA (DA) 455,13 (€9 pdo | | N Compewsama, 000037 Tranche) Tranche2 Tranche Tranche d
Droit Fixe sur consommation (DA) 100,00 (2) $3ga) o 3D ik | | oueef ,‘_)":: :',":: o o b
Taxe dhabitation (DA) Q 150,00 (g9 fad o g | | Montant HT (%) BT (%) .2 kb
Contribution (DA) 0,00 (£4) Sanluns | | Montant HT (19%) 0,00 (W10) Js g
Montant REPE (DA) 0,00 (g9 <ad e
Montant RGPE (DA 0,00 (29 <af i
Net & payer TTC (DA) 3596,76 4 1St e gl
- gy Sty o P sl y oy W ey I L
Trois mille cing cent quatre-vingt: Dinar(s) et solxante-seize centime(s)
Timbre (palement en espéce (DA) U 36,00 (L ) bt
Tohl a payer (en espéces)(DA) ~ 3632,76 () Jaa )l Sadadd
ou omission I | PR
v W —
Date limite du patement 26) 16/10/2020 ol el
Passé ce délal, sous nous réserverons e P Sk g a0 e g
droit de procéder i ka suspension de la bl
fourniture & énergle
Nous veus qu'en des del’ 85 du Décret Exécutif 10-
95 dw 17.03.2010, vous étes redevable 'un montant de DA, faute de quoi ks
fourniture & énerge wera suspendue
Codse 401 20100317 ALK 9510 sl 4 pusd o b Sl gl o Sl
ARy Sy B ek s V) g ) o S S —

ST— LT — e AL NG o e e = - — —— =
~ [Espace lnfmnatgc Ghaghne -
> M de vatre 29 b9.52 DA/Jour R e e o
mOyEnE par jour -
» Contribution au colt 5.05 DA I et |
permanent du systéme e
Ewohtieer, the westre

W s oam m ae L]
B et y500 o
. = | Hlentriad G
‘ I| I 1 800
™ ‘ | @
J " | []
. 201y ' g 20y 20, @ T2ty 20 2y 20y
A
h:hrnmnn::nrw Mpmmrhﬂurw::bcmudﬂmudr ! gl e
nimpaorte g agence commerciabe, au nivess bureaux d' Algérie poste, r . o i ul e b oy dad U5 4 2
par virement, Par chique bancaire ou postal, par paiement en ligne o o " ,,ﬂ;:,i:'j:.:.m

At sy gl e 1 B ) wwwosdeds D e | e ol e 8 i gl
Pour plus de détalls sur votre lacture, veulllez consulter be site  wwwasded:  ou adresser-vous i n'importe quelle agence commendiale.

@ Informations sur la facture :

« L& numeéro de la facture.
« La date de 'établissement de la facture.

S —{

« Référence du lieu de consommation : c'est un numéro unigue qui est attribué par votre distributeur

pour vous identifier
« Adresse du lieu de consommation.
« La date prévisionnelle de la prochaine reléve de votre compteur.

@Informations et coordonnées du distributeur :
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