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ADMINISTRATIVE DIRECTION NO. 2002/20
ON
DISCONNECTION OF ELECTRICITY SERVICES

IMPLEMENTING UNMIK REGULATION NO. 2000/49
ONTHE ESTABLISHMENT OF THE ADMINISTRATIVE
DEPARTMENT OF PUBLICUTILITIES

The Specid Representative of the Secretary-Generd,

Pursuat to the authority given to him under section 5 of United Nations Interim
Adminigration Misson in Kosovo (UNMIK) Regulation No. 2000/49 of 19 August
2000 on the Egtablishment of the Adminigtrative Department of Public Utilities,

Acting in conformity with the Conditutiond Famework for Provisond Sdf-
Government in Kosovo (UNMIK Regulation No. 2001/9 of 15 May 2001),

Taking into account UNMIK Regulation No. 2001/19 of 13 September 2001 on the
Exeouive Branch of the Provisond Inditutions of Sdf-Government in Kosovo,
UNMIK Adminigrative Direction No. 2001/14 of 4 October 2001 implementing
UNMIK Regulation No. 2001/19 and UNMIK Regulation No. 2002/12 of 13 June
2002 on the Egtablishment of the Kosovo Trust Agency,

Cognizant of the need to fadlitate effident and sudandble operations of dectricity
srvice provides in order to ensure the sufficent power supply as an important
precondition for further improvement of living conditions of dl inhabitants of Kosovo,

Cognizant of the need to regulae the provison of dectricity to consumers in a far and
equitable manner, and recognizing the specid needs of the indigent and disadvantaged,

For the purposes of sHting out provisons for the disconnection of dectricity sarvices
in cases of non-settlement of delinquent accounts and debts with the eectricity sector,

Hereby issues the following Adminidrative Direction:



Chapter 1
Applicability and Definitions

Sectionl
Applicability
The present Adminidrative Direction shdl goply to al Electridty Service Providers in
Kosovo and shdl be implemented according to its terms.

Section2
Scope and Definitions

21 Scope: The present Adminidretive Direction shdl govern the disconnection of
dectricity service by al Electricity Service Providersin Kosovo.

2.2  Ddintions. Wherever the following terms gopear in the present Adminidrative
Direction, whether in the singular or plurd, they shdl have the meanings Sated herein:

“Bill” means a writen notice to pay for dectricity sarvices, which specifies the amount
due and owing, and the period for which the sarvice was provided, issued by the
Electricity Service Provider to a Cudomer or Consumer in Albanian, Serbian, and

English.

“Collective Disconnection” means the contemporaneous disconnection  of  numerous
Cugomers in a region, municipdity or locdity pursuant to Chepter 4 of the present
Adminigrative Direction.

“Consumeg” means ay end user of dectricty service in Kosovo that is not a
Customer.

“Cugome” means aty Peson, firm, corporation, municipdity or other palitica
subdivison of Kosovo that is lawfully connected with an Electricty Service Provider
to purchase dectricity. For the avoidance of dl doubt, any Person that is Udanfully

Connected with an Electricity Service Provider shdl not be condrued as being a
Cugtomer under the present Adminigrative Direction.

“Dameges’ means damages as defined for each Cudomer in its paticular dectricity
services contract or service agreement with its Electricity Service Provider.

“Ddinquent Account” means an account beween a Cugomer and an  Electricity
Sarvice Provider that has not been sdtled by the Cugomer in the ordinay course of
busness, where the Customer has received notice of the amount due and a ressonable

opportunity to pay.

“Disconnect” means the act by the Electridty Service Provider that effectustes a
Disconnection.



“Disconnection” means an act by the Hlectridty Service Provider that results in the
discontiruation of the link dlowing a Cusgomer or Consumer to receve dectricity
svices from a trangmisson or didribution network, provided, however, that
operationd events and necessties dfecting the dectridty sarvices sygem shdl  be
excluded from the definition of Disconnection. Such operationd events and necessties
dfecting the dectridty sydem ddl indude without beng limited to sysem faults
auto-reclose or automatic operdtion of protective equipment, interruption in order to
cary out opeaiond or mantenance tasks, and dectricity rationing when demand
exceeds supply.

“Electricity Service Provide” means KEK, or any Person that is licensed to provide
dectricity sarvices in Kosovo.

“Good Fath Digoute’ means any dispute between an Electricity Service Provider and
a Cugdomer, initiatled by a Cusomer by way of a written complant made within the
payment period dlowed rdaed to a Bill issued by the Electricity Service Provider
where the amount hbilled is nat less than twenty percent (20%) gredter than the seasond
average consumption pad by that Customer during the previous tweve (12) month
period.

“Good Standing” means a Cudomer that regulaly pays its Bills in the ordinary course
of busness or within the time provided for in its supply contract and that is not a Non+
Paying Cudomer, provided, however, that occasond short payment ddays shdl not be
condrued to deny datus as a Customer in Good Standing.

“Lawful Connection” means

@  The link that enables a Cugomer to recelve dedtricty savices from a
transmission or ditribution network; together with

(b) A Cugomer’s regidration within KEK’s database, whether or not due
and complete.

“Lawfully Connected” means aty connection made that is in compliance with the
termsof the presant Adminigtrative Direction.

“NonPaying Cusoma” means any commecid or housshold Cudomer that is dxty
(60) or more days in arears in respect of an dectricity Bill, provided, however, that the
following kinds of Customers shdl not be classified as Non-Paying Customers.

@ A Cudomer tha has not physcdly receved a Bill from an Electricity
Sarvice Provider; and

(b) A Cudomer that has not recaived its Bill printed in each of the Albanian,
Sarbian and English languages

“Parson” means an individud, legd or public entity induding, a corporation, a
patnership, a trus, an unincorporated organization, an Electricity Service Provider, a
government or any agency or subdivison thereof.



“Physicdly Precluded” means denied access by ptyscd force or the threat of physcd
force, provided, however, tha Phydcdly Preduded shdl not indude inability of a
meter reeder to gain access as aresult of an act of God.

“Public  Announcement” means a notice published in the naiond or regional media
rdeesed in the foom and in accordance with the terms set by the Regulator, in English,
Albanian, and Serbian, reasonably caculated to reech dl Persons that will be affected,
evidencing an Hectricty Savice Provide’s intention to effectuate a Collective
Disconnection. A public announcement shdl be made only after a reasonable attempt
has been made to sarve individud notice to Persons affected by the order for
disconnection. Public announcements shdl be supplemented by notifications,
Albarian, English and Sebian, posed in a prominent location accesshle to
Cugtomers/Consumers who will be subject to the Collective Disconnection.

“Qudified Group of Collective CusomersConsumers’ (“Qudified Group”) means

@ A deined group of CustomerdConsumers in a common geographica
aeq, shaing common connection, or ddivery points to an Electricity
Savice Provider, provided, however, tha such number shdl not exceed
one thousand (1,000) Cugsomerss nor be less than 100
Consumers/Cugtomers

(b) A subgantid portion of whom, as determined by the Regulator, are Non
paying Customers/Consumers.

“Regulaor” means the authorities responsble for the regulaion of the dectricity sector
under the gpplicable law.

“Specid Needs Certification Authority” means the UNHCR, the Office of Community
Affars of PRillar Il of UNMIK, and KFOR, or the regiond representatives thereof,
acting through the guiddines of the Regulator.

“SRSG" means the Specid Representative of the Secretary-Gengd of the United
Nations.

“Unlawful Connection” and “Unlawfully Connected” means any connection made that
does not comply with the terms of the present Adminidirative Direction.

Chapter 2
General Provisionson Disconnection of Electricity Service

Section 3
Disconnection as aLast Resort

No Electricty Searvice Provider shdl be enttitled to Disconnect dectricity service to any
Cugomer for violation of the Electricity Service Provider's terms of supply or for non
payment of Bills without firg atempting to cause such Cugomer to comply with such
terms of supply or to pay its Bill and without giving notice thereof to the Customer.



Section4
Disconnection for Hedlth and Safety Risks

Electricity Service Provideas shdl be etitled to Disconnect dectricity sarvice where
there is an immediae rik to life or hedth to the Customer, the daff of the Electricity
Service Provider or athird party.

Section5
N on-Discrimination and Records

An HElectricity Sarvice Provider shdl maintain records in a manner thet shal be open to
review by the Regulaor, and the Cugome through means edablished by the
Regulator, and that demondrate that the Electricity Service Provider has not acted with
ay undue bias, prgudice or discrimingtion with regpect to the Disconnection of any
Customer group or based upon ethnicity or any other factor, and with due regard to the
hardships imposed by disconnection.

Chapter 3
Individual Disconnections

Section 6
Grounds for Disconnection

The following Cusomer/Consumer acts shdl be grounds for Disconnection:

(@)  Faudulent acquigition or use of dectricity services, incduding theft;

(b) Interruption of or inteference with dectricity sarvices supplied to third
parties,

(c) Wrongful refusd of access of a represntative of an Hledtricity Service
Provider for the purpose of ingpecting equipment or reading meters,
induding, inter alia, refusd by means of physcd force or threat of
physicd force;

(d)  Tampering with meters,

(e) Allowing an dectricity savice Bill to reman in areas for dxty (60) or
more dayséfter ddivery of the Bill;

)] For falure to regiger as a commercid customer, where consumption is
for commercid purposes and the levd of consumption exceeds the od"
percentile of domestic consumption;

(99 For Commercid Cudomers, exceeding the amount of dedtricty thet
such Cugomer has contracted for from its Electricity Service Provider;
ad

(h) Beng paty to the unlanful resde or assgnment of use of dedridty
provided by the Electricity Service Provider to other commercid or
Customer groups.



Disconrections  undertaken pursuant to paragraph (6) above shdl, when an individud
to be disconnected is desgnaed indigent and disadvantaged, be made with due regard
for gpecid hardships of such persons, and in accordance with guiddines to be issued

by the Regulaor.

Section 7
Disconnection Fee Charges

A Cugomer shdl be entitled to pay a past due Bill a any time prior to Disconnection,
provided, however, that where an Electricity Service Provider dispaiches its employees
to the premises of any Cugtomer for the purpose of Disconnecting such Cugtomer, a fee
not to exceed ten (10) euro may be added by the Electricity Service Provider to such
Consumer's ddinquent Bill to cover cos to the Electricity Service Provider of
digpatching such employee to a Customer’ s premises.

Section 8
Disconnection Notices

81 An Eledricity Sevice Provider that can demondrae that a Cudomer is not

lawfully connected or that a dangerous condition posng an immediate threet to hedth
and sdfety on the Cudomer’s premisss edsts shdl not be required to provide any

advance natice to the Customer to Disconnect dectricity service.

8.2 In those ingdances where section 6 (€) provides the grounds for Disconnection
and there is no evidence adduced ether by the Customer or the Electricty Service
Provider of the exigence of a Good Fath Dispute, an Electricity Service Provider shdl
ddiver to the premises where the dedricity sarvice is ddivered written notice of its
intention to Disconnect, not less than ten (10) working days prior to such
Disconnection.

83 An Hedricty Seavice Provide’'s notice of its intention to Disconnect under
section 8.2 ddl:

(@ Sae the amount that the Customer's account is in arears and the period
during which such services were rendered;

(b)  Provide the address of the office where payment is to be made and the
hours during which such office is open for business

(c) Provide information regarding the grounds and the procedures for
chdlenging the vdidity of aBill;

(d)  Beprintedineach of the Albanian, Serbian and English langueges,

(e) Stae what action the Cugomer mus teke to prevent the pending
disconnection from taking place;

)] State when the disconnection will be effected; and



(99 If the supply is disconnected, the conditions and procedures for
reconnection.

84 In the evet that an Electricity Service Provider dispaches an employee to the
premisess of any Cudomer for the purpose of ddivering notice of the Electricity
Sarvice Provider's intention to Disconnect, a fee not to exceed ten (10) euro may be
added by an Electricity Service Provider to a Consumer’s ddinquent Bill to cover the
cost to the Electricity Service Provider of digpatching such employee to a Customer’s
premises.

Section9
Good Faith Disputes

In the event of a Good Faith Dispute, an Electricity Service Provider:

(@  Shdl not be entitled to Disconnect dectricity service and
(b)  Shdl beentitled to require the Customer to pay the lesser of:

(i) the uncontesed sum of the Bill thet is the subject of the digoute if
ay, or

(i) & a minimum, for contracts that have lasted for more than one (1)
year, the average of dl unconteted Bills pad by the Customer
during the previous dx (6) months or in the dtenaive for
contracts that have been in effect for less than one (1) year, the
avaage of al unconteted Bills pad by the Cugtomer during the
previous three (3) months.

Section 10
Execution of Disconnection

10.1 All disconnections shdl be executed by a leest two (2) employess of the
Electricity Service Provider.

10.2 The Cugomea ddl be informed that it is subject to the pendties outlined under
section 11 of the present Adminidrative Direction if it commits an act of unlawful
reconnection.

103 In the event tha an Electricty Savice Provider is Physcdly Precluded from
ganng access to a Consumer’YCustomer’s premises, the Electricity Service Provider
may request the support of the police to execute the disconnection. The request must be
goproved by the Didribution Digtrict Manager.



Section 11
Unlawful Connections and Reconnections

111 A Cudoma o Consumer tha unlanvfully reconnects subsequent to a
Disconnection shdl be subject to pendties as secified by the Regulaor, such pendty
to be added by the Electricity Service Provider to the Customer’ s Bill.

112 Arny ulawful reconnections subssquent to the fird  unlawful  reconnection
refered in paragrgph 11.1 shdl entitle the Electricity Service Provider to confiscate dl
dectricd equipment, induding dl metering equipment and wires & the Cudomer’'s or
Consumer’s premises.

11.3 The Electricity Service Provider shdl be entitled to Disconnect the Customer or
Conumer immediatdy and without notice upon identification of an  unlawful
reconnection.

Section 12
Reconnection by the Electricity Service Provider

121 An Eledricity Sevice Provider shdl reconnect a Cusome’s dectricty sarvice
not laer than (2) two working days after such Cudomer has pad the full amount

owing onitsBill.

122 Whee an Eedtricty Savice Provider Disconnects a Cudomer’s  dectridty
savice on the grounds that a Cugomer has violaed the Electricity Service Provider's
terms of supply or other rules or regulations, or on the grounds that a Customer has
fraudulently acquired or used dectricty, an Eectridty Service Provider sl be
entitted to make a charge of ten (10) euro to a Customer to re-edablish dectricity
svice

123 An Hectridty Service Provider may agree to reconnect dectricity services to a
Cugomer prior to such Cudome’s repayment in full of an outdanding debt. Under
such drcumdances, a debt repayment program shdl be agreed by the Cugtomer and the
Electricity Service Provider and be added to the future monthly energy Bills over the
agreed peiod. Debt repayment programs shdl a minimum be in accordance with the
folowing formula

@ Debt having a duraion of three (3) months or less may be pad in two
equd inddlments

(b) Debt having a duraion of more than three (3) months but less then
twdve (12) months may be repad in equd inddlments over dx (6)
months and

(© Debt having duraion gregter than twelve (12) months may be pad in
equd ingadlments over anot to exceed thirty-Sx (36) months.



Section 13
Guarantee Deposits and Pre-Payment Requirements

13.1 An Hectricty Service Provider shdl be entitted to require a Customer tha hes
previoudy been subject to Disconnection to:

@ Pay an advance financid depodt (“Guarantee Depost’) agang  future
eectricity sarvices on credit; not to excead twice the Cudomer’'s average
monthly hill over a 12 month period, or

(b) Prepay for dectricity service by way of a prepayment meter, the cods
of which shdl be borne by the Cusomer and recovered through a
prepayment tariff approved by the Regulator.

13.2 Where an Hectricity Service Provider requires a Customer to make a Guarantee
Depodt, such guarantee depost shdl not reieve the Consumer of its obligetion to pay
the Electricity Service Provider’ s Bills asthey come due.

13.3 Whee a Consumer has made a Guarantee Depodt and where savice to such
Cudomer is subsequently discontinued on the grounds of nonpayment of Bills unless
the Cugomea gndl, not laer then four working days after having been Disconnected
goply for reconnection of dectridty savice and pay the arearages on its Bill, the
Electricity Service Provider shdl be entitled to goply the Guarantee Depost toward the
dischaage of such account and may require the Cudomer to replace the origind

Guarantee Deposit.

134 In the extreme event of a Customer’'s repested non-payment of energy Bills an
Electricity Service Provider may choose to refuse to supply such Cusomer.  In such
caxe, the Eledricity Sevice Provider shdl be entitted to remove the Cugomer’s
savice connection.  In the event tha the premisss formerly saviced by such sevice
connection requires reconnection, ether by the same or a new occupant, the Electricity
Savice Provider shdl be entitted to treat such reconnection of service to those
premises as a new oconnection, one week dafter the Electricity Service Provider has
notified or has made reasonable atempts to notify Cusomer of its intentions under this
section.

Section 14
Compensation

In the event that an HElectridty Service Provider fals to follow the Disconnection
procedures etablished in the present Adminigrative Direction:

@  An agrieved Cudomer shdl be etitled to dam compensaion from the
Electricity Service Provider for damages sustained as aresult thereof;

(b)  Compensttion described under (8) of this section, if any, shdl be
determined by the Regulator according to guiddines that the Regulator
ddl edablish and teking fully into condderaion the naiure of the
violaion; and
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(¢  The Cudomer and the Electricity Service Provider shdl each have a right
of lega recoursein respect of any such ruling.

Chapter 4
Collective Disconnections

Section 15
Grounds for Collective Disconnection

Collective Disconnections shdl be pemitted in accordance with the tems of the
present Adminigrative Direction if an Eledridty Service Provider can demondrate to
the stisfaction of the Regulator that:

@ A group of NonPaying CugomerdConsumes satisfies the definition of
a Qudified Group of Collective Cugomes or Consumes (“Qudified
Group’) in the present Adminidrative Direction; or

(b) The Hectricity Service Provider has been Physcdly Preduded from
teking meter readings or oconducting mantenance attivities within - a
defined areg; or

(0 Within a gspedfic geogrephicd aea agoproved by the Regulator the
Hecdriadty Savice Provider can demondrate to the satisfaction of the
Regulator a pattern of unlawful connections and/or reconnections that:

0] Isof asubstantid proportion; and
(i)  subdatidly inteferes with the Eledridty Savice Provider's
ability to manage the dectricity sysem.

Section 16
Permisson from the Regulator

161 No FEledricdty Seavice Povider dhdl employ Colective Disconnection
procedures in the absence of an expressed written authorizaetion to do o from the
Regulator that shal be issued on a case-by-case basis.

16.2 An Electricty Service Provide’'s gpplicaion to the Regulaor to use Collective
Disconnection procedures pursuant to section 15(b) shdl be accompanied by a formd
police report so subgstantiating, or other evidence as shdl be required by the Regulator.

16.3 An Eledtricity Service Provide’'s gpplication to the Regulaor to use Collective
Disconnection procedures in respect of a Qudified Group shdl contan, inter alia, the
following information:

@ The point in the dedridty service didribution chan (i.e, the subdation,
trandormer, or other unit) from which the Collective Disconnection shdl
occur;



(b)
©

(d)

un

The number and percentage of nonpaying CusomersConsumers within
the Qudified Group;

Copies of Bills and late notices as evidence of norrpayment or, as
determined by the Regulator, an extract teken from the NonPaying
Cugtomer’s current account statement;

In its gpplication to the Regulaor for authorizetion to employ Collective
Disconnection  procedures, an  Electricity Service Provider must
demondrate thet it has

(i) made a Public Announcement of a pending Disconnection for a
minimum of two days not less than five (5) working days prior to
such Disconnection, and such Public Announcement shdl  dearly
st out the rights of any Customers in Good Standing to cam
compensation from the Eledricity Service Provider pursuant to
the terms of the present Adminidrative Direction; and

(i)  provided written natification of such pending Disconnection to:

(A) the Municipdity wiere the disconnectionswill occur;

(B) the Specid Need Cetification Authority that will be affected;
ad

(C) the Regiona Representatives of UNMIK PFillar 1V.

Section 17
Execution of Collective Disconnection

Collective Disconnections shdl be condwcted in accordance with  the following

procedures:

@
(b)

©

(d)

©

®

The initid Disconnection period shdl be for not longer then twenty-four
(24) hours,

Upon the conduson of the initid Disconnection period, the Electricity
Savice Provider shdl re-connect dedricity services for a period of not
less then forty-eight (48) hours,

If, upon the concdusion of the reconnection period the grounds for the
Collective Disconnection reman, the Electricity Service Provider may
effectuate a sscond Disconnection for a period not to exceed forty-aght
(48) hours,

Upon the concluson of the second Disconnection period, the Electricity
Savice Provider shdl re-connect dectricity sarvices for a period of not
less than twenty-four (24) hours,

If, upon the conduson of the second reconnection period, the grounds
for the Collective Disconnection reman, the Electricty Sarvice Provider
dhdl effect a Disconnection of indefinite duraion, upon gpprovd of the
Regulator, with due consderation and provison for Customers in Good
Standing affected by such disconnection;

If, & any time during the Disconnection procedure described in this
Order the grounds for the Collective Disconnection change such that the
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citeia for Collective Disconnection ae no longer saidfied, the
Electriaty Service Provider ddl immediady cese2 the Collective
Disconnection process and restore supply;

(0) Upon the concluson of Collective Disconnection procedures described in
this paragraph, dl Cudomers that ae members of the formely Qudified
Group and that remain not in Good Standing with the Electricity Service
Provider shdl reman subject to the individud Disconnection procedures
described in the present Adminigretive Direction; and

(p) Provison for Customers in Good Standing affected by disconnections
undertaken under section 15 shdl be made to the extent technicdly
feasble, as determined by the Regulator.

Section 18
Reconnection Fee

The Electricty Sarvice Provider shdl be entitted to levy an additiond reconnection fee
not to exceed twenty-five (25) euro for each Cudomer or Consumer Disconnection
rdlated to a Collective Disconnection and the Electricity Service Provider shdl only be
ettitted to levy such fee one (1) time per month; provided, however, that
disconnections for Customers in good danding affected by a Collective Disconnection
shdl not be so charged.

Section 19
Compensation for Damages

In the event that an Electricity Service Provider fals to follow the procedures st forth
in this Chapter:

@  Any aggrieved Cugomer within the Qudified Group shdl be entitled to
compensation for Dameges sustained as a result thereof;

(b)  Theamount of Damages shdl be determined by the Regulator; and

(© The Cugomer and the Electricity Service Provider shdl each have the
right of legdl recourse in respect of any such ruling.

Section 20
Clamsby Cusomersin Good Standing Adversdy Affected

20.1 Upon the conduson of a Collective Disconnection, Customers in  Good
Sanding with the Electricity Service Provider tha have been adversdy effected by the
Collective Disconnection shdl, upon request, be entited to dam compenstion from
the Electricity Service Provider. For domedtic cusomers, such compensation shdl be
three (3) euro per day disconnected during the months of April through October, and
eght (8) euro per day disconnected for the months of November through March.
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20.2 Compensation for commercid cusomers shdl be in an amount that shdl be
determined by the Regulator.

20.3 In the evet tha a dam for compensation cannot be resolved between the
Cudomer lodging such dam and the Hledtricty Savice Provider, the dam shdl be
referred to the Regulator for resolution.

Chapter 5
Miscellaneous

Section 21
Judidd Review
Any decison made by KEK or the Regulator pursuant to the present Adminidrative

Direction may be subject to judicd review in a court of competent jurisdiction in
Kosovo.

Section 22
Entry into Force

The present Adminigrative Direction shdl enter into force on 20 September 2002.

Miched Steiner
Specid Representative of the Secretary-Generd



