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

C The 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. |

C The reforms Initiated with the promulgation of Law n°02-01, assignhed
CREG with three main missions
A Realization and control of public service,

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

A 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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C More transparence (The regulatory texts define the responsibilities and the 4
commitments of each operator to be followed and respected),

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

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

C Better supportof c o n s u miaterésss (Procedures on handling complaint, é ),

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

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

Main implementing texts

C 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

C 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

C 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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Assessment of the public service obligation

C The public service is currently under concession regime throughout the
whole country. Now Algeria counts 1 subsidiary company of the historical
operator dSonelgaz Ho | d namgdoi S A D BErzcbarge of distribution of
electricity and gas.

C 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
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control of the concession system, the distributor follows the following >
commercial parameters : 4

C Troubleshooting time (electricity and Gas).

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

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

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

installations, ..). -

MEDREG is co-funded
by the European Union



Services provided to the customer

C Digitalization of network and customer (Remote control of medium voltage
networks, Remote reading of MV meters, & .).
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C Development of Close Relationship (creation of new districts and 4
commercial agencies, consultancy offices, Organization of information and
awareness campaigns,é .).

C Introduction of new digital services:
A Online invoice.
A Online payment of LV / LP invoices.

A Online submission and treatment for connection demands of Small
and Medium-sized Enterprise / Small and Medium-sized Industries.
A SMS informationfi 8l i mni 0
A 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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3) Commercial quality as seen by
CREG
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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 :

19
Il
[0
O
Il
>
C Controlling and assessing the public service obligations. 4

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

C Determination of tariffs.

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

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

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

C Handling appeals .
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C Organization of Iinformation 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).

C 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..).

C Setting tariffs.
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CREG achievement
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C Prevention and awareness campaigns B e
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as regard the risks of bad use of s g dypiada Bl By disal >
energy (Spec|a”y on electric shock Commission de Régulation de |'Electricité et du Gaz
and gas leak).

Législation Opérateurs

Droits et Obligations

C Setting up its website where a special

section Is dedicated for consumers oseieran
- Online appeal. DROITS ET OBLIGATIO! ., i .. e
- Listen Box Consspners (FAQ). e e e
- The electricity and gas bill C&lCUWOr. 1- Quels sont mes droits vis-a- Demanderune information  © §
- HOW '[O I’ead inVOice,é ) » Si vous étes proprietaire ou locataire d ;rielrsei::jnte L]
» » De bénéficier d'un raccordement en  Associations consommateurs 3
C Publishing useful information for the
defense of consumer's interests. m) -
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Conclusion

C Therulesandprinciple®f consumeprotectioare describe@nddefinedn various
regulatoriexts

MeEeEDREG

C Consumernsavetherightto haveeasyandclearaccesdo informatiorelatingo the {ﬁl
serviceprovidedby theirdistributom particulaon theirrightsandobligationsl hey
mustexerciséhisrightbyeducatinthemselves

C Distributomustrespondas bestas possibleto the concernsand expectationef
consumers)complianc&ithregulations

C CREGhaveto ensurethroughtheexercis@fitslegalpowerssetoutin LawNa 02
01, complianceiththe regulationgoverninghe customedistributorelationshifso
as to remindeachof thetwopartief theirrightsandobligationd hisis whyCREG
mustbeendowedselfwithmoremeansandtoolsandenforcemepbwer
B
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C ThechallengefanyNationaRegulatomxgencys to bringtogethetneinterestand
expectationsf consumerwiththeinterest®ftheoperatoran orderto guarantea é‘
gualitypubliservicehatsatisfyheconsumer

C The establishmerdf an effectivesystemfor handlingand processingonsumer
complaintss veryimportanto controlthe way in whichthe consumersnd their
requestaretreatedythedistributor

MEDREG is co-funded
by the European Union

17



MEDREG

MEDREG

Via Fieno, 3
20123 Milan | Italy

www.medreqg-requlators.org

0000®
Ea

MEDREG is co-funded by the European Union



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 7%

invoice
33%

Tariff change
5%

resale rights
1%

Information reques
1%

Revision of powe!
and flow made
available
1%

Connection
34%

T
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Quarthy Equilibres»

cqmlle”“

Les concessions de distribution
de I'électricité et du gaz
Le consommateur
au coeur de I'organisation

Sommalre

: A COMMESION P2 - 200M SR LES CONCESSONS. 0€ DBTRELITION
Dilumncﬂ!nouw 4 - EXPERJENCES LE FORUM DE LONDRES ?. 7 - ACTU DA
QUYEST-CE QUE

Tarifbrochure

Publishing useful information

Consumeguide

CREG
e

Le GUlde du

o oo

Raccordement

au réseau électrique HTA/
et au réseau gaz MP/

www.creg.gov.dz

Appealuide

Procédure de recours
des consommateurs auprés de
la Commission de Régulation de
I’électricité et du gaz

www.creg.gov.dz

Complainguide

CREG

Ll g Ayt kg
‘Commission de Régulation de Filectricté ot u Gar

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

www.creg.gov.dz

Safetybooklet
Electricité«Gaz

4 s

VOTRE
SECURITE

Siinformer pour mieux agir - WWWICTEH RIDVIE CREG

(T
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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




