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ÇConsumer protection is a fundamental concern of public authorities.

ÇThe 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

better conditions of equity, continuity, security, quality and equal treatment.

ÇThe reforms initiated with the promulgation of Law n°02-01, assigned

CREG with three main missions :

ÅRealization and control of public service,

ÅAdvising the authorities on organization and functioning of the

electricity and Algerian gas market,

ÅSupervision and control of the respect of laws and regulations related

to the electricity and the national gas market.



1) Regulatory framework governing 
quality of service



Law 02-01 of 5 February 2002
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Law 02-01 of 5 February 2002 (https://www.creg.dz/Lois/Loi02_01fr.pdf), on the electricity

and gas distribution by pipes, reinforces the general scheme of consumer protection,

notably through :.

ÇMore transparence (The regulatory texts define the responsibilities and the

commitments of each operator to be followed and respected),

ÇNon-discrimination (Connection, network access, equal treatment, ...),

ÇDissemination of information (Breakdowns, interruptions and scheduled

maintenance, ),

ÇBetter support ofconsumerôsinterests (Procedures on handling complaint,é),

ÇCommitments on the quality of service (Concession regime, performance

indicators,é).

https://www.creg.dz/Lois/Loi02_01fr.pdf


Main implementing texts
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ÇExecutive 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.creg.dz/D%C3%A9crets%20ex%C3%A9cutifs/Decret%20ex%C3%A9cutif%2

0N%C2%B0%2005-182.pdf

ÇExecutive 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.creg.dz/D%C3%A9crets%20ex%C3%A9cutifs/D%C3%A9cret%20ex%C3%A

9cutif%20n%C2%B0%2008-114.pdf

ÇExecutive 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.creg.dz/D%C3%A9crets%20ex%C3%A9cutifs/D%C3%A9cret%20ex%C3%A

9cutif%20n%C2%B010-95.pdf

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


2) Commercial quality as seen by 
the distributor ïConcession-



Assessment of the public service obligation
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ÇThe public service is currently under concession regime throughout the

whole country. Now Algeria counts 1 subsidiary company of the historical

operator òSonelgaz Holdingònamed ñSADEGòin charge of distribution of

electricity and gas.

ÇSpecific 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).



Commercial quality of service parameters
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In addition to the performance indicators set as part of the monitoring and

control of the concession system, the distributor follows the following

commercial parameters :

ÇTroubleshooting time (electricity and Gas).

ÇCustomer connection time (simple connection (varies from 3 to 15 days) and extension

of electricity and gas networks (varies from 18 to 106 days).

ÇComplaints processing time (varies from 1 day to 15 days).

ÇCustomer information (Procedures, Pricing, Breakdowns, Planned outages,).

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

installations, ..).



Services provided to the customer
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ÇDigitalization of network and customer (Remote control of medium voltage

networks, Remote reading of MV meters,é.).

ÇDevelopment of Close Relationship (creation of new districts and

commercial agencies, consultancy offices, Organization of information and

awareness campaigns,é.).

Ç Introduction of new digital services:

ÅOnline invoice. https://consulter-factures.elit.dz/

ÅOnline payment of LV / LP invoices. https://baridinet.poste.dz/sonelgaz

https://epayement.elit.dz/payementFacture.xhtml?sd=SDA

ÅOnline submission and treatment for connection demands of Small 

and Medium-sized Enterprise / Small and Medium-sized Industries.

ÅSMS informationñA3limniò.

ÅNational Contact Center (Call Center 33 03).

https://consulter-factures.elit.dz/
https://baridinet.poste.dz/sonelgaz
https://epayement.elit.dz/payementFacture.xhtml?sd=SDA


3) Commercial quality as seen by 
CREG



CREG duties
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The law 02-01 provides CREG an important role in safeguarding the

consumers energy interests. In this context, CREG is responsible for :

ÇControlling and assessing the public service obligations.

Ç Handling complaints and appeals of operators, network users and

customers.

ÇDetermination of tariffs.

Ç 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



CREG achievement
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ÇApproval by CREG of two procedures submitted by the distributors,

one for handling complaints and another for connecting to the

network (2013).

ÇSetting up within CREG an appeal procedure for unsatisfied

customers of processing their complaint, by their distributor (2013 ).

ÇConduct periodic audits to check compliance with connection

procedures and handling of customer complaints.



CREG achievement
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ÇHandling appeals .

ÇOrganization of information days and meetings with operators,

consumers and consumer associations (information on the reform of

the sector, provisions dealing with their rights and obligations and

relations with operators).

ÇApproval 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..).

ÇSetting tariffs.



CREG achievement
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ÇPrevention and awareness campaigns

as regard the risks of bad use of

energy (specially on electric shock

and gas leak).

ÇSetting up its website where a special

section is dedicated for consumers
- Online appeal.

- Listen Box Consumers (FAQ).

- The electricity and gas bill calculator.

- How to read invoice,é).

ÇPublishing useful information for the

defense of consumer's interests.



Conclusion 
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ÇTherulesandprinciplesof consumerprotectionaredescribedanddefinedin various

regulatorytexts.

ÇConsumershavetherightto haveeasyandclearaccessto informationrelatingto the

servicesprovidedby theirdistributor,in particularon theirrightsandobligations. They

mustexercisethisrightbyeducatingthemselves.

ÇDistributormustrespondas bestas possibleto the concernsand expectationsof

consumers,incompliancewithregulations.

ÇCREGhaveto ensure,throughtheexerciseof its legalpowers,setoutin LawNo. 02-

01, compliancewiththeregulationsgoverningthecustomer-distributorrelationship,so

as to remindeachof thetwopartiesof theirrightsandobligations. Thisis whyCREG

mustbeendoweditselfwithmoremeansandtoolsandenforcementpower.



Conclusion 
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ÇThechallengeofanyNationalRegulatoryAgencyis tobringtogethertheinterestsand

expectationsof consumerswiththeinterestsof theoperators,in orderto guaranteea

qualitypublicservicethatsatisfytheconsumer.

ÇThe establishmentof an effectivesystemfor handlingand processingconsumer

complaintsis very importantto controlthe way in whichthe consumersand their

requestsaretreatedbythedistributor.



Via Fieno, 3
20123 Milan | I taly 

www.medreg-regulators.org

MEDREG 

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
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Publishing useful informationQuartly«Equilibres»

Consumerguide

Tarifbrochure

Newconnexionguide

Appealguide

Complaintguide

Safetybooklet

Cutoff andrecoveryguide

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
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Online appeal
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Listen Box Consumers 
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The electricity and gas bill calculator
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How to read your invoice


