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%
1. SCOP

$VLIXUDUHD XQXL FDGUX XQLWDU a VrluP Sandardi tidicat Wé Q V S
VROX LRQDUHHUDOFOUKk®OLHQ LORU ILQDOUUREG) 76D QM HIAH URR HL
SLD D H Qekettrick BiLa gazelor naturale vQ FDOLWDWH GH IXUQL]JRU GH
furnizor de JDJH QDWXUDOH vQ FRQIRUPLWDWH FX SUHYH@HULC
16/18.03.2015 pentru aprobarea Proceduri + FDG U X S ULY laQueniZeritod del Bnergie
HOHFWUUBP]HI QDWXUDOH G OKIX WROMQMPW H MLHQ L &Britorul Q D (
Oficial nr. 193/23.03.2015. SURFHGXUD VWD EL O Hd Widluared/ DrisdgiStidress U L Y
DQDOL]DUHD VWDELOLUHD P VXULORU UL VROX LRQDUHD S
&20 6$ GH F WUH FOLHQ LL ILQDOL UHIHULWRDUH OD DFWL
HOHFWULFH uL JDJHORU QDWXUDOH

2. DOMENIU DE APLICARE

SUHIJHQWD SURFHGXU V Heréo®ILTrangenérge @OV HBASpentru orice
SOkQJHUH DGUHRVDWVISDUBMWWHFODPD LH SHWL LH VDX RU
H[SULPDUH D LQVDWLVIDF LHL FOLHQ Lserietdo IQOMDEA Lin dal@atéHV D!
GH IXUQL]JRU GH HQHUJLH HOHFWULF aL JD]JH QDWXUDOF
7TUDQVHQHUJR &20 6$ OD FDUH HVWH DUWHSWDW vQ PRG H
UH]JROX LH

SUHIHQWD SURIFBGS®Wéderea VROX LRQ ULL SOKkQJHULBRUIS
ILQDOL vQ OHJ WXU FX
Contractarea energiei HOHFWULFH uL D JDJHORU QDWXUDOH
Facturarea contravalorii energiei HOHFWULFH 0L D Joijiee@RU QDWXUDOF
Ofe UWDUHD GH SUH XUL uL WDULIH
Continuitatea in alimentarea cu energige HOHFWULF 4L JD]JH QDWXUDOH
Asigurarea FDOLW LIIHO@HWILHIH 0L D Joijieke@RU QDWXUDOH
)JIXQRQDUHD JUXSXULORU GH P VXUDUH
Schimbarea furnizorului;

Informarea FOLHQ LORU ILQDOL vQ HBR I IedPhYes»WIH FX FHULQ
Modul GH UH]ROYDUH D SOkQJHULORU OD DGUHVD IXUQL]H
suLyLuH ob QHUHVSHFWDUHD OHJLVOD LHL vQ YLJRDUH

TT@mooo0oT

Prevederile alineatelor de mai sus nu sunt limitative.

3. DEFINITII SI PRESCURTARI
IQ SUHJHQWD SURPAMRBXIL WHUPHQL DX XUP WRDUHOH VHF

3.1. Definitii energie electrica:

e Autoritate competenti - $XWRULWDWHD 1D LRQDO GH 5HJOHPHQV
GHQXPLW vQ ARREWLQXDUH

e Client- FOLHQWXO DQJUR VDX ILQDO GH HQHUJLH HOHFWUL

e Client angro- SHUVRDQD IL]JLF VDX MXULGLF FH FXPS U HC
UHYKQ] ULL vQ LQWMNULRILRAOXBDWLVRHPXOXL vQ FDGUXO F

F(PS 4.2.3)03, ed.1, rev.0%
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Client eligibil- FOLHQWXO FDUH HVWH OLEHU V vuL DOHDJ 1IX
FDUH FXPS U HQHUJLH HOHFWULF vQ VHQVXO DUW
SDUODPHQWXOXL (XURSHDQ uL D &RQVLOLXOXL GLQ
SHQWUX SLD D LQWHUQ D HQHUJLHL HOHFWULFH 0L GH L
Client final - RULFH SHUVRDQ |ILJLF VDX MXULGLF FH FXPS
FRQVXP SURSULX vQ FXSULQVXO OHJLL QR LXQLOH Gl
echivalente;

Client noncasnic- RULFH SHUVRDQ ILJLF VDX MXULGLF FH FX
nu HYWH SHQWUX SURSULXO FRQVXP FDVQLF DFHDVW |
HQHUJLH HOHFWULF RSHUDWRUL GH UH HD 0L FOLHQ L |
Client casnic- FOLHQWXO FDUH FXPS U HQHUJLH HOHFWULF
excluzand consumul pentru activiw L FRPHUFLDOH VDX SURIHVLRQDO|
Client vulnerabil - FOLHQWXO ILQDO DSDU LQkQG XQHL FDWHJ
PRWLYH GH Ykuvw V Q WDWH VDX YHQLWXUL UHGXVH
aL FDUH SHQWUX SUHYHQQUHLFLIIDHHWMXP VWKVE &GHH SUR
LQFOXVLY GH QDWXU ILQDQFLDU 0 VXULOH GH SURW
eligibilitate pentru acestea se stabilesc prin acte normative;

Contract de furnizare a energiei electrice - contractul in baza ¢ UXLD IXUQL]RL
HQHUJLH HOHFWULF IXUQL]JHD] FOLHQWXOXL V X R FDQ\
SHULRDG GH WLPS GDU FDUH QX FXSULQGH XQ LQVWL
electrice;

Distributie de energie electrica - transportul energLHL HOHFWULFH SULQ UH
GH vQDOW WHQVLXQH PHGLH WHQVLXQH 0L MRDV WHQ
SkQ OD N9 LQFOXVLY vQ YHGHUHD OLYU ULL DFH\
furnizarea;

Furnizare de energie electrica - DFWLYLWDWHD GH YkQ]DUH GH HC
FOLHQ L SUHFXP 0L DOLPHQWDUHD FX HQHUJLH HOHFY\
proprietatea furnizorului;

Furnizor - SHUVRDQ IL]JLF uJuL VDX MXULGLF FH GHVI GRDU
energie;

Retea electrica - DQVDPEOXO GH OLQLL LQFOXVLY HOHPHQWH
DFHVWRUD VWD LLOH HOHFWULFH 0oL DOWH HFKLSDPHQW
FDUH VH WUDQVPLWH HQHUJLH HOHFWULF GH ée®aR FI
HQHUJLHL HOHFWULFH OD XQ XWLOL]DWRU UH HDXD HO
GH GLVWULEX LH

Retea electrica de distributie - UH HDXD HOHFWULF FX WHQVLXQHD
la 110 kV inclusiv;

Retea electrica de interes public- UH HDXD HOHFWULF OD FDUH VXQ
utilizatori;

Retea electrica de transport - UH HDXD HOHFWULF GH LQWHUHV (
WHQVLXQHD GH OLQLH QRPLQDO PDL PDUH GH NY
Sector al energiei electrice - DQV DPE O XO DOl WddMdekdy a én@rBidi electrice,
LQFOXVLY GH SURGXFHUH D HQHUJLHL WHUPLFH OGL HOF
GLVWULEX LH 0oL GH IXUQL]DUH D HQHUJLHL HOHFWULF
LPSRUWXO UL H[SRUWXO HQHILIQH LQB WKW OHF#L VBDKLBH
HOHFWURHQHUJHWLFH DOH ULORU YHFLQH SUHFXP oL |
Serviciu de distributie - VHUYLFLXO DVLJXUDW GH RSHUDWRUXO
DVLIJXUDUHD WUDQVPLWHBLHQVQUERWGXUWDQGH BIIHQHUJ

F(PS 4.2.3)04, ed.1,rev.0



__—*
- COD: PO 7.5.1-SP

T ..'nl' E-_J'r‘.'-;.l"!' [ o
RANSENERGD PROCEDURA OPERATIONALA
! Editia 1
The Grand Offices : . iZi
R 0
Calea 13 Septembrie Nr. 90, Sect.5 SOIUtlo.nar?a pfllang_erllor evizia
Bucuresti - ROMANIA clientilor finali Pagina 6/14

GRX VDX PDL PXOWH SXQFWH DOH UH HOHL Gldel&ld¥ WUL
SHUIRUPDQ vQ YLJRDUH

3.2. Definitii gaze naturale

Autoritate competenta - $X WRULWDWHD 1D LRQDO G Enhid HdetgiP HQ \
GHQXPLW vQ ARREWLQXDUH

Client - clientul angro, clientul final de gaze naturale sau un operator economic din
VHFWRUXO JDJHORU QDWXUDOH FDUH FXPS U JD]JH QDWX
Clientangro- SHUVRDQD IL]LF , atddecal dperatGrul Fransport si de sistem,

sau un operator de distributie, FH FXP Sgade naturale vQ YHGHUHD UHYk(
interiorul sauin HIWHULRUXO VLVWHPXOXL vQ FDGUXO F UXLD H
Client eligibil- FRQVXPDWRUXO GH JD]H QDWXUDOH HRDIZdiulD U H
aL V FRQWUDFWH]H GLUHFW FX DFHVWD JDJHOH QDWXUL
WUDQVSRUW uL VDX GH GLVWULEX LH

Client final - SHUVRDQD IL]JLF VDX MXULGLF URPKkQ RUL \
naturale pentru propria utilizare; in cupULQVXO OHJLL QR LXQLOH G
"consumator" sunt echivalente;

Client noncasnic- FOLHQWXO FDUH FXPS U JD]J]H QDWXUDOH FH
consumului casnic propriu;

Client casnic- FOLHQW X O F Qakel n&dr&leSpdntru propriul consum casnic;

Client vulnerabil - FOLHQWXO ILQDO DSDU LQkQG XQHL FDWHJ
PRWLYH GH YkuUvw V Q WDWH VDX YHQLWXUL UHGXVH
aL FDUH SHQWUX SUHYHQLUHD DFHVWXL ULVEH BHRGH LU
LQFOXVLY GH QDWXU ILQDQFLDU 0O VXULOH GH SURW
eligibilitate pentru acestea se stabilesc prin acte normative;

Contract de furnizare a gazelor naturale - un contract de vanzare-F XPS UDUH D
gazelor naturale, FDUH H[FOXGH XQ LQVWUXPHQW GH | b&upalg;, DUH
Distributie de gaze naturale - activitatea de vehiculare a gazelor naturale printr-un
VLVWHP GH FRQGXFWH GH GLVWULEX LH SHQWUX D IL IXL
furnizarea;

Furnizare de gaze naturale - activitatea de vanzare a gazelor naturale F WUH FOL}
inclusiv GNL;

Furnizor- SHUVRDQ |IL]JLF 4L VDX MXU Li@#dtéa dé& fdrnzdte/de g&r®d U L
naturale;

Retea de transport si/sau de distributie - ansamblul de conducte conectate intre ele,
LQFOXVLY LQVWDOD LLOH UL HFKLSDPHQW Hr@tdraz) HUHQW
FRQIRUP UHJOHPHQW ULORU WHKQLFH VSHFLILFH

Sectorul gazelor naturale- DQVDPEOXO DFWLYLW LORU GHVI uXUD
pentruproGXF LD WUDQVSRUWXO vQPDJD]LQD dat®natGraly,W U LE
ELRJD] ELRPHWDQ *3/ *1/ UL *1& *1&9 Séthigaéntéle LQV WI
IRORVLWH SHQWUX UHDOL]DUHD DFHVWRU DFWLYLW L
Serviciu de distributie - serviciul asigurat de oSHUDWRUXO GH GLVWULEX
DVLIJXUDUHD WUDQVPLWHULL vQ FRQGL LL GH HILFLHQ
GRX VDX PDL PXOWH SXQFWH DOH UH HOHL Gldel& d¥ W UL
SHUIRUPDQ vQ YLJRDUH

Serviciu de sistem- RULFH VHUYLFLX QHFHVDU SHQWUX DFFHVX
WUDQVSRUW UH HOHORU GH GLVWULEX LH LQVWDOD LL
GLVSR]JLWLYH GH HFKLOLEUDUH D VDUFLQLORU GH DPHYV

F(PS 4.2.3)04, ed.1,rev.0
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excl X]lkQG LQVWDOD LLOH UHJHUYDWH H[FOXVLY SHQWUX R
GLVWULEX LH VDX GH vQPDJD]LQDUH vQ YHGHUHD vQGHS

e serviciu public - activitatea de interes general in domeniul gazelor naturale, DXWRUL]D!
uaL PRQLWRUL]DW GH R DXWRULWDWH SXEOLF

3.3.Prescurtari:
e TREG - TRANSENERGO COM S.A;;

e ANRE - Autoritatea Nationala de Reglementare in domeniul Energiei

4. DOCUMENTE DE REFERINTA SI CONEXE

Aplicarea prevederilor prezentei proceduri se va face prin coroborarea cu prevederile
XUP W R BtAndddde,documente si reglementari :

SR EN ISO 9001:2008 - Sisteme de management al calitatii +Cerinte;

- SR EN ISO 9000:2006 - Sisteme de management al calitatii =Principii fundamentale si
vocabular;

- MSMC 4TREG - Manualul Sistemului de Management al Calitatii , in vigoare;
PS4.23-,ControOX0O GRFXPHQWHORUYYT LQ YLJRDUH

- PS 8.3 %,,Controlul produsului neconform | k vigoare;
PS 8.5.2 - 8.5.3- ,,Actiune corectiva/actiune preventiva

-~ PP75 +01- A)XUQL]DUHD G0 HEVMAWUEB RSHUDWRULORU HFRQI
PP75 +02 +tA)XUQL]DUHD GH JD]JH QDWXUDOH~

Legislatie si Reglementari:

Recomandarea 98/257/CE a Comisiei din 30 martie 1998 privind principiile aplicabile
RUJDQLVPHORU UHVSRQVDELOH SHQWUX VROX LRQDUFE
consumatorii.

- 2UGLQXO SUHUHGLQWHOXL $15( QU Procedurii S+@Mi U X |
SULYLQG REOLJD LD IXUQL]JRULORU GH HQHUJLH HOHFW
SOKkQJHULORU FOLHQ LORU ILQDOL SXEOLFDW vQ ORQLW

5. RESPONSABILITATI

5.1. Organizatie

9 /LPED RILFLDO XW le® préiedeérilor Qrebesté proceduri HVWH OLPED UR
iardRFXPHQWHOH DGUHVDWH 75 (* edactatevihts-HR FOQIPHEQ VW WL IQC
ILVQVR LWH GH WUDGXFHUH OHJDOL]DW vQ FD] FRQWULI

9 6ROX LRQDWMKD HHMWOUD D OLWLJLLORU WUHEXLH V SHUPL
D OLWLJLLORU vQ WHUPHQ GH GH JLOH 0L XQ VLVWHI
VXPHORU UHDOH GDWRUDWH vQ FRQIRUPLWDWH FX S
98/257/CE a Comisiei din 30 martie 1998 privind principiile aplicabile organismelor
UHVSRQVDELOH SHQWUX VROX LRQDUHD H[WUDMXGLFLDL

F(PS 4.2.3)04, ed.1,rev.0



__—*
- COD: PO 7.5.1-SP

T ..'nl' E-_J'r‘.'-;.l"!' [ o
RANSENERGD PROCEDURA OPERATIONALA
! Editia 1
The Grand Offices : . iZi
R 0
Calea 13 Septembrie Nr. 90, Sect.5 SOIUtlo.nar?a pfllang_erllor evizia
Bucuresti - ROMANIA clientilor finali Pagina 8/14

9 '"HPDUDUHD SURFHVXOXL GH VROX LRQDUH D SOkQJHUI
GUHSWXOXL FOLHQVHORGUHWD 0AQWHDDR HOBW UXX &R 6 XVIRF
plangerilor;

9 TREG are REOLJD LD GH D S VWUD HYLGHQ D SOkKkQJHULO
VQUHIJLVWUDWH 0L VROX LRQDWH vVvQ FRQIRUPLWDWH F
DUKLY ULL

5.2. Administrator/Director General

9 '"HFLGH DVXSUD PRGXOXL GH RUJDQL]JDUH uL GHVI uXUuDU
SOkQJHULORU SULPLWH GH OD FOLHQ LL ILQDOL SULC¢
SUHOXDUHD VvVQUHJIJLVWUDUHD \WQUILOIRD UHD VR XD ERQLDU
FOLHQ LORU ILQDOL FX SULYLUH OD vQF OF UL DOH XQR
FRUHFW D SUHYHGHULORU OHJDOH LQFOXVLY FRPXQLF
legale, a concluziei rezultate inurma DQDOL] ULL SOKkQJHULL

9 Decide asupra programului GH OXFUX DOH FRPSDUWLPHQWXOXL U
inregistrarea plangerilor UISURJUDPXO DXGLHQ HORU

9 6HPHVWULDO PDQDJHFREBZW DQ D/RIF|IHHDW DRDEWLYLWDWHD S
plangeriior FOLHQ LORU IL Q D Qurilelcore¢tivelcare €eihipphH PV

9 $SURE UDSRDUWHOH VHPHVWULDOH HWUGH $YROXSURY
plangerilor;

9 $SURE EXJHWXO ikdinecBEEBRPDWHOIHQWUX UHDOL]DUHD DF
plangeriior SULPLWH GH OD FOLHQ LL ILQDOL

9 $SURE VXPHOH FDOFXO D Weplunepeld Elidniulul fiklal $hHl@pukil Xonform
SUHYHGHULORU OHJDOH SULQ UDPEXUYVDU Hiatotete, @tk FRF
unde este cazul;

9 6HPQHD/D X G H YV H Aaddst]sens persoane din cadrul TREG pentru semnarea
U vsxXxXewswLy FDUH VH WUDQVPLWH FOLHQWXOXL ILQD
SOkQJHULL PRGXO GH VROX LRQDUH UL WHPHLXO OHJDO

5.3. Personalul responsabil cu preluarea si inregistrarea plangerilor

9 Preia plangerle GH OD FOLHEHEXVIHOQOOVFULV O D pNrH@@dri{e@iulV R F L
unui numar de telefon dedicat clientilor finali, prin intermediul unei adrese de email, prin
intermediul formularului on-line, prin fax sau prin SRUW

9 Informeaza clientii finali asupra categoriilor de plangeri si a termenelor legale de
depunere a acestora (daca este cazul) precum si a termenelor legale de solutionare;
aceasta informare este la dispozitia clientilor finali si pe pagina web
www.transenergo.ro ;

9 Pune OD GLVSRI]L LD FO Ld9IRQitdréa RatkestokaQi®© prezéhfarea la sediul
V R F L HeApedtit. pe pagina de internet www.transenergo.ro, "Formularul de
inregistrare a plangerii" - VHF L X Q L O Hnf&rnd inoéelul& Rin anexa nr. 1, pe suport
hartie;

9 9HULILF FRPEBERUMMWNWHDL v QforkshRiaWDXCOL WIDQ/ H RIQ D v datbleé V X\
de identificare ale clientului final FHO SX LQ GDWHOH LQGLFDWH-OD \
$ SUHFXP 0L FXELQHRHEPDWRDUH OD SUREOHRDNWUIQF
documentelor probaWRULL FD DQH[H GDF HVWH FD]XO

9 9HULILF GDF dienk QiR MXH) W |- uieHpropriu sau prin persoane
imputernicitede DFHUWLD FD] vQ FDUH VH ivutefricilréspedivél [L VW H

F(PS 4.2.3)04, ed.1,rev.0
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9 IQUHJLVWUHD] IRUPXODUHOH PHQ LRQDWH RiDMa 8&%iM SL
VRFLHWQ LIHJLVWUXO XQLF GH HYLGHQ D S@rk@dddlulkiORU
din anexa nr. 2;

9 6ROLFLW SHUVR @éatadihOcadrul Wspafdmerdelor de furnizare energie
HOHFWULF dL JD]H QDW XU D O Hcdndilieré>a @liertutiCfing| HE® ¥ E F IHX/QVX
cazul, TQ YHGHUHD FRPSOHW UDRUPXGDHK®Q®KL PHQ peRQDW
RSHUDWLYEWHQVD WWHRP KL L SOKkQJHULORU

9 Transmite FOLHQWXOXL ILQDO LPHGLDW GXS vQUHJILVWUD
OXFU WRDUH GH OD GDWD SULPLULL IRU B H€ibrégisttadela FR P
plangerii;

9 Transmite conducerii Departamentului de furnizare energie electrica respectiv gaze
naturale GRFXPHQWD LD DIHUHQW SOKQJHULORU SULPLWH C
FXQRUWLQHSDUWL] ULL VSUH VROX LRQDUH

9 Inscrie vQ S5HJLVWUXO XQLP @GR HYWIGHRU FDondiuia LDEDIO ILL] QU
SOkQJHULL PRGXO GH VROX LR@UHDDP B O/KQUHIHCOWRWD
PHQ LRQDUHD QXP UXOXID WL \GDIDHL OD FDUH V

5.4. Personalul responsabil cu analiza si solutionarea plangerilor

9 /D FHUHUH DVLJXUcon¥ilitke BlcPIDHD W KMO XL ILQDO n@didéreaH VW
FRPSOHW U alformBl&iHuiF & Hhregistrare a plangeri PHQ LR QD WpdntuL V X
RSHUDWLYEWHDQVD WY¥IROGBXLLRQ ULL SOKQJHULORU

9 $QDOL]JHD] SOKQJHULOH SULPLYKID G HD D fuidotd@dgpodatorii L Q D
SXVH OD GLVSR]L LH GHXFOHNGWXWDUHID GFRQILGHQ LI
LGHQWLWDWH GDWHORU FX FDUDFWHU SHUVRQDO DOH Ft

9 IQ VLWXD LD vQ FDUH DQDOL]DUHD SOKkQJHULL QX VH S
obiecWLYH vQ B5HJLVWUXO XQLF GH HYLGHQ D SOkQJI
&RQFOX]LL VH YD vQVFULH 30kQJHUH QHVROX LRQDEL
JRUPXODUXO GH VQUHJLVWUDUH D SOKkQJHWAXQ]DWRDXIHt
clientului final;

9 In VLWXD LD vQ FDUH SOkKkQJHUHD HVWH vQW Hrars$miz\spre vQ |
aprobare conduceri TREG FRQFOX]LD D QD OL]sunhele &Gidlape) Reddsareu L
pentru repunerea clientului final in drepturi, conform prevederilor legale, prin
UDPEXUVDUHD UL VDX FRP S H @atdpateHdooly shBdedi&kdaz;H D O H

9in FD]XO vQ FDUH SOkKkQJHUHD HVWH QHVQWHPHLDW V (
QHVROX LRQDELO v Q WlierfuuH final Hn  &te¥tSsk¥n@ VU ltransmite spre
aprobare conduceri TREG FRQFOX]LD DQDOLILUMS SO KkQHPQDUH U
scris.

9 Asigura analiza si solutionarea plangerilor cu respectarea confidentialitatii datelorde
identificare/datelor cu caracter personal ale clientilor finali.

9 Asigura analiza si solutionarea plangerilor cu respectarea termenelor legale de raspuns

5.5. Personalul responsabil cu informarea clientilor finali

9 Asigura informarea clientilor finali, prin intermediul www.transenergo.ro si la sediul
Transenergo, cu privire la :

o Denumirea, adresa si programul de lucru ale compartimentului responsabil cu

primirea si inregistrarea plangerilor: Transenergo COM SA, Serviciul de Relatii

F(PS 4.2.3)04, ed.1,rev.0
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o

o

cu Clientii, luni-vineri (cu exceptia sarbatorilor legale, a zilelor libere si a celor
nelucratoare), orele 9-17

Numerele de telefon/fax, adrese de email dedicate primirii plangerilor: tel/fax
021.403.42.11, email consumatorieel@transenergo.ro (pentru energie electrica)
respectiv consumatorign@transenergo.ro (pentru gaze naturale).

Programul audientelor: DI. Marius Petrescu-Director Comercial, The Grand
Offices, Calea 13 Septembrie nr. 90, sector 5, Bucuresti, Romania, in fiecare zi
de luni lucratoare, intre orele 11-12

Procedura +cadru elaborata de ANRE pentru solutionarea plangerilor clientilor
finali

Procedura interna a Transenergo privind solutionarea plangerilor clientilor finali
Categoriile de plangeri, cu indicarea termenului legal de depunere, respectiv a
termenului legal de solutionare

Dreptul clientului final de a apela la ANRE; datele de contact ale ANRE sunt: Str.
Constantin Nacu nr. 3, Bucuresti, Sector 2, Cod postal 020995, ROMANIA, Tel:
021-327.81.74 ; 021-327.81.00 ; Fax: 021-312.43.65.; E-mail: anre@anre.ro
Dreptul clientului final de a apela la alte proceduri extrajudiciare de solutionare a
plangerilor

Dreptul clientului final de a se adresa instantei judecatoresti competente

9 Asigura informarea clientilor finali, prin intermediul facturii sau a documentelor anexate
acesteia cu privire la :

o

o

o

Denumirea, adresa si programul de lucru ale compartimentului responsabil cu
primirea si inregistrarea plangerilor: Transenergo COM SA, Departament
Comercial, The Grand Offices, Calea 13 Septembrie nr. 90, sector 5, Bucuresti,
Romania , luni-vineri (cu exceptia zilelor nelucratoare), orele 9-17.

Numerele de telefon/fax, adrese de email dedicate primirii plangerilor: tel/fax
021.403.42.11, email consumatorieel@transenergo.ro (pentru energie electrica)
respectiv consumatorign@transenergo.ro (pentru gaze naturale).

Programul audientelor, prezentat sub forma: nume, prenume, functie, zi si
interval orar: DI. Marius Petrescu-Director Comercial, The Grand Offices, Calea
13 Septembrie nr. 90, sector 5, Bucuresti, Romania, in fiecare zi de luni
lucratoare, intre orele 11-12

Categoriile de plangeri, cu indicarea termenului legal de depunere, respectiv a
termenului legal de solutionare

Dreptul clientului final de a apela la ANRE; datele de contact ale ANRE sunt: Str.
Constantin Nacu nr. 3, Bucuresti, Sector 2, Cod postal 020995, ROMANIA, Tel:
021-327.81.74 ; 021-327.81.00; Fax: 021-312.43.65.; E-mail: anre@anre.ro
Dreptul clientului final de a apela la alte proceduri extrajudiciare de solutionare a
plangerilor

Dreptul clientului final de a se adresa instantei judecatoresti competente

9 TranVPLWH SULQ ID[ VDX a&&iga WF MELERtW FrialddHprivire la concluzia
DQEDOL] ULL SOkQJHULL PRGXO GH VROX LRQDUH

VHF LXQHD & GLQ

SOkQJHULORU FOLHQ LORU ILQDOL

5.6. Personalul responsabil cu transmiterea datelor

9 Transmite la ANRE rapoarte privind activitatea de solutionare a plangerilor, care contin
cel putin urmatoarele informatii: numarul de plangeri primite, total si defalcat dupa

F(PS 4.2.3)04, ed.1,rev.0
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modalitatile de preluare prevazute, respectiv dupa tipul clientului final (casnic, respectiv,
non-casnic), total si defalcat pe categoriile de plangeri stabilite la cap. 2, respectiv,
pentru ILHFDUH FDW H J RittdzE médMID Bd olutnare a acestora si masurile
corective stabilite, respectiv, conform anexelor nr. 3-5. Pentru fiecare categorie stabilita
la cap. 2 se prezinta numarul de plangeri rezolvate in termenul legal de solutionare,
respectiv pentru plangerile intemeiate, neintemeiate si nesolutionabile, conform anexei
nr. 4. Perioada analizata in rapoartele mentionate mai sus este de un semestru si
respectiv un an calendaristic, iar transmiterea la ANRE a acestora se face in termen de
o luna de la incheierea perioadei analizate.

5.7. Personalul responsabil cu publicarea datelor

9 in aplicarea prezentei proceduri, 75(* HVWH REOLJDW V |IDF [S0pEOLF}
GH LQWHWXHHW VI UMD XWRDUHOH

a.

b.
C.

DHQXPLUHD DGUHVD UL SURJUDPXO GH OXFUX DOH
primirea UL VQUHJLVWUDUHD SOKkQJHULORU

Numere de telefon/fax, adrese de e-mail dedicate primirii plangerilor;
PURJUDPXO DXGLHQ HORU SUH]J]HQWDW VXE IRUPD
interval orar;

. Procedura-FDGUX HODERUDW GH $XWRULWDWHD 1D L

Domeniul Energiei ANRE) pe QW UX VROX LRQDUHD SOkKkQJHULOR
PURFHGXUD LQWHUQ D IXUQL]JRUXOXL SULYLQG VRO>
DUPRQL]DW FX-8ad®;FHGXUD
Categoriile de plangeri, cu indicarea, pentru fiecare categorie, a:
- termenuluilHIDO SHQWUX GHSXQHUH GDF HVWH FD]X>
- WHUPHQXOXL OHJDO GH VROX LRQDUH
Dreptul clientului final de a apela la ANRE, cu precizarea datelor de contact ale
ANRE;
DUHSWXO FOLHQWXOXL ILQDO GH D bSHOD OD DOWH
plangerilor;
DUHSWXO FOLHQWXOXL ILQDO GH D VH DGUHVD LQVW

QIRUPD LLOH GH PDL VXV VWLEXOBDWRWDHILW. RE OH J DR/
sau documentele anexate acesteia.

9 3XEOLF SH SDJLQD SQRWUUDSRHDUWM HBWLYLQG DFWLYL
SOKkQJHULORU FDUH FRQ LQ FHO SX LQ XUP WRDUHOH L
WRWDO uL GHIDOFDW GXS PRGDOLW LOH GH SUHOXDUH
final (casnic, respectiv, non-FDVQLF WRWDO uL GHIDOFDW SH FDW|
OD FDS UHVSHFWLY SHQWUX ILHFDUH FDWHJRULH VW
DFHVWRUD UuL P VXULOH FRUHFWLYH VWDELOWRentthHV S
fiecare catHJRULH VWDELOLW OD FDS VH SUH]JLQW QXPF
WHUPHQXO OHJDO GH VROX LRQDUH UHVSHFWLY SHQW.L
QHVROX LRQDELOH FRQIRUP DQH[HL QU SHULRDGD D
sus este GH XQ VHPHVWUX uL UHVSHFWLY XQ DQ FDOHQGD
IDFH vQ WHUPHQ GH R OXQ GH OD VQFKHLHUHD SHULRDG

F(PS 4.2.3)04, ed.1,rev.0
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6. MOD DE LUCRU
Activitate Inrs;;:::g;m Conditii/ modalitati Responsabil | Inregistrari
|. Preluarea In scris, a) prin punctele unice de Serviciul de | Formular de
plangerilor de electronic si contact ale furnizorului, Relatiicu | inregistrare
OD FOLHAQ| telefonic, prin la depunerea in scris; Clientii a plangerii
intermediul b) prin intermediul unui
canalelor de centru de telefonie;
comunicare cu | ) prin intermediul unei
organizatia adrese de e-mail;
d) prin intermediul
formularului on-line;
e) prin fax;
f SULQ SRUW
II. Tnregistrarea Toate e Punerea OD GLVSR]| Serviciul de
plangerilor plangerile FOLHQ LORU ILQ| Relatiicu
primite de la depuse de UHJLVWUDW XpHb Clientii
FOLHQ LL |clientiprin email respectiv pe pagina
intermediul proprie de internet, a
formularului "Formularului de
dedicat, vor fi inregistrare a plangerii" -
inregistrate VHF X @ Lidpe%
conform VXSRUW KKUWLH
procedurilor electronic;
interne. e Consilierea clientului final
vQ YHGHUHD FRH
corecte, pentru
RSHUDWLYLWDW
VROX LRQ ULL S
e Transmiterea catre
FOLHQWXO ILQD
inregistrare, dar nu mai
tarziu de a doua zi
OXFU WRDUH GH
primirii formularului
FRPSOHWDW D (
datei de inregistrare a
plangerii.
lll. Analizarea Analizarea plangerilor se Departament
plangerilor HIHFWXHD] DYkQ|FEE
primite de la documentele probatorii Departament
FOLHQ LL SXVH OD GLVSR]L FGN
clientul final, cu Departament

F(PS 4.2.3)04, ed.1,rev.0
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respectarea Economic-
FRQILGHQ LDOLW,Financiar
identitate/datelor cu Departament
caracter personal ale Juridic
FOLHQ LORU ILQDC
IV. 6ROX LRQ Informarea in scris a Departament | Adrese
informarea clientului final cu privire la FEE trimise catre
FOLHQ LO FRQFOX]LD DQDO| Departament | clienti (prin
privind modul plangerii, modul de FGN posta, fax,
de rezolvare a VROX LRQDUH udL sau e-mail)
plangerilor
primite de la
DFHUWLD
V. Publicarea Publicarea pe pagina Departament
datelor proprie de internet a FEE
rapoartelor semestriale Departament
privind activitatea de FGN
VROX LRQDUH ,OnS
WHUPHQ GH R OX
incheierea perioadei
analizate.
VI. Transmiterea Transmiterea la ANRE a Departament
datelor la rapoartelor semestriale FEE
ANRE privind activitatea de Departament
VROX LRQDUH DbOngFGN
WHUPHQ GH R OX
incheierea perioadei
analizate.
7. RAPOARTE S| INREGISTRARI
c Denumire inregistrare/ Mod Periodicitate | Perioada
od formular . - . .
raport transmitere | intocmire arhivare
Formular de inregistrare a | Electronic, .
F(PPA 8.2.1 +£7.2.3)04 plangerii By - 3 ani
RegLVWUXO XQLF . o .
F(PPA 8.2.1 +7.2.3)05 D SOKkQJHULORU Electronic Zilnic 3 ani
8. ANEXE

Anexa 1 - Formular de inregistrare a plangerii

Anexa2- SHJLVWUXO XQLF GH HYLGHQ D SOKQJHULORU FOLHQ
Anexa3- 6WUXFWXUD SOKkQJHULXROUGH) SXE P ABUGH IPRBE SURYHQ
Anexad4d- 6WUXFWXUD SOkQJHULORU vQ IXQF LH GH FDWHJRULH
F(PS 4.2.3)04, ed.1,rev.0
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Anexa5- 6LQWH]D PRGXOXL GH VROX LRQDUH duL P VXULOH FRUF
plangeri

Anexa 6 zInformare clienti finali energie electrica asupra categoriilor de plangeri, a
termenelor legale de depunere (daca este cazul) si a termenelor legale de solutionare a
acestora

Anexa 7 zInformare clienti finali gaze naturale asupra categoriilor de plangeri, a termenelor
legale de depunere (daca este cazul) si a termenelor legale de solutionare a acestora

F(PS 4.2.3)04, ed.1,rev.0



Anexanr. 1
la Procedura de solutionae a plangerilor clientilor finali

FORMULAR DE éNREGISTRARE A PLANGERII

A: DATE DE IDENTIFICARE

Nr. Client final JXUQL]JRU HQHUJLH HOHH

Crt.

1. | Nume: Nume: TRANSENERGO COM S.A.

2. | Adresa: Adresa:The Grand Offices, Calea 13

Septembrie nr. 90, sector 5

3. | Localitate: LocalitateBucuresti, Romania

4. | Codpostal: Cod postal: 050726

5. | Tellfax Tel/fax: +4021/ 403.2.11

6. | E-mall E-mail: consumatorieel@transenergo.ro
consumatorign@transenergo.ro

Reprezentan Alte detalii:

legal:

B: PLANGERE CLIENT FINAL

|. Probleme reclamate

Datala care a aparut problema: .......... [ovieeuaane. [oviivuaaannnn (zi/lund/an)
Indicati daca problema a aparut pentruprima datd sau nu:
Pl%o.ngere "n )851,=8$5( (1(5*,( (/(&75,&

legatura cu: Clauze contractuale furnizare energlietrica
Modalitate de facturare energie electrica

Consumul si valoarea facturii de energie elegtric
PIati neinregistrate, plati alocate eronat

Ofertarea de preturi si tarife

Continuitatedn alimentarea cu energie electrica
Calitatea energiei electrice furnizate
Functionarea grupurilor de masurare

Schimbarea furnizorului

10. | Informarea clientilor finali

11 | Standarde de performg@rfurnizare energie electrica
12. | Altele

FURNIZARE GAZE NATURALE

1. | Clauze contractuale furnizare gaze naturale

©OX|N® U1 A WM

e Conform Ordinului nr. 16/18.03.2015 privind aprobarea procedadiiu privind obligatia furnizorilor de
energie electricd si gaze natural de solutionare a plangerilor clientilor finali, publicat "n Monitorul Oficial al
Rom%oniei, Partea |, nr. 193/23.03.2015

g VB



2. | Modalitate de facturare gaze naturale

3. | Consumul si valoarea facturii de gaze naturaleMiXUDUHD
calorifice a gazelor naturale

4. | 30 L QHVQUHJILV WU D Miaeturéde€aU H Y QLR FOCR

YHULILF ULORU LQVWDOD LLORU GH X\
5. | Ofertarea de prari utarife

6. | Continuitatedn alimentarea cu gaze naturale
7. | Calitatea gazeloturnizate
8

9

FXQF LRQDUHD JUXSXULORU GH P VXUI
.| Schimbaredurnizorului

10. | ,QIRUPDUHD FOLHQ LORU ILQDOL
11 | Standarde de performan | X U Qdat®natdrale

12. | Altele

,QIRUPD LL VXSOLPHQWDUH

Alte tipuri de probleme:

I1. Detalii cu privire la plangere

II1. Cerinte client final

Solicitare: 1. (UDORQDUH OD @& DHNH UDJE W XHOLHORR
2. &8RPSH®VWXQLRUP VWDQGDUGHORU (
HQHUJLH HOHFWULF

9HULILFDUH FRQWRU HQHUJLH HO
4.
5.
1. (UDORQDUH OD SODWD IDFWXULOR
2.3HQDOGRWIRUP VWDQGDUGHORU GH
gaze naturale
3. Verificare contor gaze naturale
4.
5.
$OWH WLSXUL GH VROLFLW UL

IV. Documente anexate

Lista
documentelor

1.
2.
probatorii 3.
6

"DW HPQ WODOLHQW ILQDO

Pagez

e Conform Ordinului nr. 16/18.03.2015 privind aprobarea procedaid GUX SULYLQG REOLJD LD IXU(

HQHUJLH HOHFWULF UL JDBORQMWHILD® \G,RBORAEK MORRD Qfi€)dDaD L
Rom%oniei, Partea I, nr. 193/23.03.2015



C: FORMULAR PENTRU FURNIZORUL DE ENERGIE

11U vQUHJLVWUDUH

5 VSXQV OD SOKQJH

6XQW GH DFRUG FX FHULQ
YRL OXD XUP WRDUHOH P

6XQW SDU LDO GH DFRUG

I1X VXQW GH DFRUG
XUP WRDUHOH

Respingerea plangerii clientului -XVWLILFDUH OHJDO
final, ca find QHVQWHPH L

Respingerea plangerii clientului Cauza:
final, cafind QHVROX LR

Propunere: Tnaintare F WANRE | Date de contact ANRE : adres  Vfakd €mail
VSUH VROX LRQDUH

Responsabil Furnizor:

Data 6HPQ WXUD

rus Y&

e Conform Ordinului nr. 16/18.03.2015 privind aprobarea procedurii-FDGU X SULYLQG REOLJD LD IXU(

HQHUJLH HOHFWULF aL JDBDROMWIUD® \G,BubiekidpMoarRaIuDONRI Bl O L
Romaniei, Partea I, nr. 193/23.03.2015
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Anexa 2 la Procedura pentru solutionarea planaerilor clientilor finali
Reaistrul unic de evidenta a planaerilor clientilor finali

3SRWSQB7AU

3VIS'V:$CB3SV:

'QVICXIXQYB$3BESCV

YASBBEXQ\\SWEIK>=7U<@U=;>>K

SC\AC3QSCSESSVQCV' WSS, @#77 @HIK>$QB!

4VI3V$'QVICSNVISVBRBK>4'Q:>AK>7;> X7K . JA__

1U 4L GDWD vQl

Mod de preluare: Client final (nume) Tip client final: | Categorie pl%angere | Obiectul pi%angerii | SHUVRDQD GH Termen legal &RQFOX]LD DQDOL] | 0 VXU 1U 4L GDWD U VSXQV 5 VSXQV
pl%angerii Sediu/Tel/Email/Formular on- casnic / noncasnic SHQWUX U V[ SHQWUX U V| VQWHPHLDW  QHv| stabilte termen DAINU
OLQH )D[ 3RUW QHVROX LRQDE
1 2 3 7 5 6 7 8 9 10 11 12

I"HS%&'&() *&BH(*SH"

"ILO((S"(%02)2&(

+282$028%2"($2%$2,2"-8$,"L0()2

1*+1%28&11$+2%28$,"/L0()2$2$2,2"-8$,(*&"-$,"1)2$+2&2$.2-$*-

I HSY8 &) RS+ SH

1L0()($"(%02)28&(

+282$02$%2"($2$2,2"-8$,"1L0()2

10246("($1+$0(628-"28"

IHS%" THS%RH) RO+ ( S+ ()(*$./0-81/2"( 425230(6202
7 302-52$%/*8"2%8&-202$8-" 79$510( 798510(  |{(6(2$7;<=>7;7% |2'&#$AS
625($+28-"20( 1+1%$<@=>>@
E/+201828(5+($82%&-"2' 79$510( B'+1'$<@=>>@ |2"&#@F$201'G;H
*28-20(
< 3/*-)-0$.18D20/2"(2$82%¢&| 79$510( 7>8510(  |B+1'$<@=>>@7|2'&#$@F$201*G;H7Y
+($625($*28-"20(?% +15-0$A=>>]
+&(")1%2'(2$,-&("11$
%20/"1819%($2$625(0/"$*24
K 1028 1$*(1*"(61.&"2&(F$,02 <>$510(  |B+1'$<@=>>@ [2'&#7;
20/%28($("/*287$R2%&-"2
D("181%2"10/"$.18"(D1511]
1*.82028110/"$+($625(52|
9 B8("&2"(25+(5,"(&-"18.1$83"18( 793510(  |B+1$<@=>>@ |2'@#$AF$201°G;H
A 3/81*1828&(2$1*$201)(*&] KSI'($+(30252% T |BZHL*$<@=>>@ |2'8#$7<
%-$625($+28-"20(
@ 3201828(2$625(0/"$*28-"2p(___ 79$510( 793510(___|B+1"$<@=,>>@ |2'&#JF$201*G<H
J R-#06&1/2"(286"-,-"10/"$+(] <>$510(  |B+1$<@=;>>@ |2'&#UF$201°G;H
2.2
U CY%T1)L2"(2$8-"*15/"0-1 179510( <=>T:|2"&$7K<F$201°G6H
7> S*81")2"(2$%01(*&10/"$81*p01 <>$510(__|B+1*$<@=;>>@ |2'&#S$7;
77 CR2*+2"+($+($,('8I")2*82$ 58510 |B+1$<@=>>@ |2'&#7@F$201*G%H
8-+152"($625($*28-"20(
7 VO0&(0( >$510( S$510(  |B+1$<@=>>@ [2'&HST,

2"8#$IK

1*+1%2811$+2%23,"/L0()2$2$2,2"-&$, (*&"-$,"1)2$+28&2%.2-*-
1"#$3"&HI"#SY&'#() (S(#* %) (,(-+#%-" ")(*$ '()(*$./0-&1/*2"( 4252$0(6202
+H((
7 |3P&(.&2"(2$82%&-"11$+($(*("61($(0(%&"1%2 79$510( 7>$510( B H#>7=>7>$+1*$C&2*+2"+-09|
J("81")2*828,(*&"-$.("D1%1-08+ (]
8-"*152"($(*("6 1($(0(%&"1%2
1(&1&11 79$510( B"+H#>7=,>7>$+1*$C&2*+2"+-0$|
(81")28.28,(*&"$.("D1%1-08+({
8-"152"($(*("61(S(0(%&"1%2
< BL0162&110($B,("2&/"-0-1$+($M1.&"1L-&1( $N$O1-2$0-%"| Q2.,-*.$3%2&"($ B"+#>7=,>7>$+1*$C&2*+2"+-0$|
")2812'($ 319288 (8/")2"828,("&"$.('D1%1-08+(
J(+8"-$.(.152"1{  1*$<$510($0-%"28&/| 8-"*152"($(*("61($(0(%&"1%2
1)1&(8,"1%$ $+($028,"1)1"(
(02108.2-$82F
N$1°$<$51(
102+6("($1*$0(628-"25% 0-9%"28/2'($+(§
1*$/'161*20
K |Cl019182"($/8("288-152"($(*("61(S(0(%6&"1%3 79%510( B+#>7=>1>5+18C&2+2'+-08)
(81")2+828,("&"$.("'D1%1-08+({
8-"*152"($(*("61($(0(%&"1%2
9 [S'&(-('15,76'2)2&( 798510($G"( 1622 | >>@$+17$C&2"+2"+-08
98510(S121°&(H|  ('8/")2'428,("&"$.('D1%1-08+(q
+1.8"1L-&1($
A [1ID(0-08+(S&(* 1 98510( 798510(5G>S+(SE|  BI+#J=>>@$+1"6C&2 2" +-08
$20818,22)(&"118{ ('8")2°628,("&"$.('D1%1-08+(q
$&(*.1-*(H +1.8"1L-&1($
7 |302-52$%/"&"2%&-202$8-"‘152"($625($"2&-"20(
; E/+201828&($+($82%8&-"2"($625($*28-"20(
< 3/*.-)-0$.1$D20/2"(2$82%&-"11$+($625($*2&-"20|
+(&(")1%2"(28,-&("118%20/"181%($2$625(0/"$+28
K |102818+(1"'(61.&"2&(F$,02&1520/9%628&(S("1"2&7S]
D("181%2"10/"$.1$"(D15110/"$1*.&202&110/"$+(
9 |B8("&2'(2$+(3,"(&"1$.15&2"18(
A 3/*&1*-1&2&(2$1*$201)(*&2"(2$%-$625($*2&-"20
@ |3201&2&(2$625(0/"$*28-"20(
3 |R%&1*2'(2$6--"10/'$+($)2.-"2
U C%T1)L2"(2$8-"*15/"-0-1
7> S$*8/")2"(2$%01(*&10/"$81*201
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Anexa 2 la Procedura pentru solutionarea planaerilor clientilor finali
Reaistrul unic de evidenta a planaerilor clientilor finali

3SRWSQB7AU

'QVICXIXQYB$3BESCV
YASIBEXQ\\SWSIK>=7U<@U=;>>K

3VIS'V:$CB3SV:SC\AC3QSCHCSIVQLV WSS, @477 @#IK>$QB!
4VI3V$'QVICSNVISVBRBK>4'Q:>AK>7;> X7K . JA__

1U 4L GDWD vQl Mod de preluare: Client final (nume) Tip client final: Categorie pl%ongere | Obiectul pl¥%sngerii 3HUVRDQD GH Termen legal &RQFOX]LD DQDOL] 0 VXU 1U 4L GDWD U VSXQV 5 VSXQV
pl%ongerii Sediu/Tel /Email/Formular on- casnic / noncasnic SHQWUX U Vv SHQWUX U V| VQWHPHLDW QHyv| stabilite termen DAINU
OLQH )D[ 3RUW QHVROX LRQDE
1 2 3 4 5 6 7 8 9 10 11 12
Plangere client final Plangere client final
"ILO((S"(%02)2&( ILO0(S"(%02)28&(
+282502$%2"($2$2,2"-&$,"/LO()2 +282$02$%2"($2$2,2"-&$,"/LO()2
1*+1%28&11$+2%28$,"/L0()2$2$2,2"-8$,(*&"-$,"1)2$+2&2$.2-$*- 1*+1%28&11$+2%2$,"/L0()2$2$2,2"-&$, (*&"-$,"1)2$+2&2$.2-$*-
1"#$%"&# "HS%&H()* &()$+#,( (S '(")(*$./0-&1/%2"( 4252$0(6202 1"#$3" & I"H#E%&H() (S(#*%()(,(-+#%-" 'S (") (*$./0-&1/*2"( 4252$0(6202
+HH((
7 302-52$%/*&"2%&-202$8-" 79$510( 79$510( B 2"&#3AS 7 3/*&(.&2"(2$82%&-"11$+($(*("61($(0(%&"1%2 79$510( 7>$510( B"+#>7=;>7>$+1*$C&2*+2"+-08$)|
625($*2&-"20( ["+1*$<@=>>@ J("8/")2*8&2%,(*&"-$.("D1%1-0$+(§
8-"*152"($(*("6 L($(0(%&"1%2
E/+201828&($+($82%8&-"2"( 79$510( B™+1*$<@=>>@ |2'&#@F$201*G;H 1(&1&11 798510( B+#>7=,>7>8+1*$C&2*+2"+-09
*28-20( ("81")2+828,(*&"-$.("D1%1-0$+(4
8-"152"($(*("6 1($(0(%&"1%2
< 3/*.-)-0$.1$D20/2"(2$82%&| 79$510( 7>$510( B"+1*$<@=;>>@7?|2"&#$@F$201*G;H?H2"&#$IK < BL0162&110($B,("2&/"-0-1$+($M1.&"1L-&1( $N$01-250-%"| Q2.,-*.3%2&"($ B"+#>7=;>7>$+1*$C&2*+2"+-08$)]
+($625($*28-"20(?$ +15-0$A=>>] )28/2($ 328" 2482$,(*&"-$.("D1%1-0$+(}
+&()1*2"(28,-&("11$ (&"-$.(.152"1  1*$<$510($0-%"2&/| 8-"*152"($(*("61($(0(%&"1%2
9620/"1819%($2$625(0/"$*2 S"1)1&(3,"1*$ $+($02$,"1)1"(
(210$.2-$82F]
N$1*$<$51(
102+6("($1*$0(628-"25% 0-9%"28/2'($+(§
SIS, (&S
(152"18,"1)18]
1*$/"161*20
K 10281$*(1*"(61.&"2&(F$,02 <>$510(  |BH1$<@=>>@ [|2'&#T; K [Cl019%1&2"($/8("&2$8-"*152"($(*("61($(0(%&"1%3 798510( B+#>7=,>7>8+1*$C&2*+2"+-0$
102*6("($1*$0(628-"23 20/%28&($("/*28?2$R2%&-"2| J("81)2+828,(*&"-$.("D1%1-0$+(4}
D("181%2"10/"$.1$"(D1511 8-"*152"($(*("61($(0(%&"1%2
1*.82028110/"$+($625($*2
9 BB('82"(25+($,"(&-"1$.1$&3"18( 798510(  |B+1$<@=;>>@ |2'&#$AF$201°G;H 9 [S*&"(-("18,"76"2)2&( 798510(8G"(6'2)2"|  B'+#.J=>>@$+1"$C&2*+2"+-0§
O$510($1*21%&(H|  ,("8/")2+&28,(*&"$.("D1%1-0$+(§
+1.8"1L-&1($
A 3/81*1828&(2$1*$201)(*&] IKS/"($+($0252% T IB2HL'$<@=1>>@ |2'&#$7< A |11D(0-0$+$&(* 1+ 9$510( 79$510(8G<>$+(85  B" >@$+1°$C&2*+2"+-08
%-$625($+28-"20( $20&1$,2'2)(&"11$] ,("8/)2*828,(*&"-$.("D1%1-0$+(9
$&(*.1-*(H +1.&"1L-&1($
@ 3201828&(2$625(0"$*28-"2p(_ 79$510( 798510( 2'&#IF$201*G<H
J R-%&1/%2"(286"™- ~"10/"$-+({ <>8510( 2"&#UF$201*G;H
)2.-"2
u C%T1)L2"(2$8-"*15/"-0-1 17$510( (6(2%7. N 2"&$7K<F$201*G6H 7 |302-52$%/’&"2%&-202$8-""152"($625($*2&-”20(
7> S*8/")2"(2$%01(*&10/"$81*p01 <>$510( B'+1*$<@=>>@ [2'&#$7; R E/+201&28&($+($82%&-"2"($625($*28-"20(
77 C&2*+2"+($+(3,("8/")2*&2% >$510( B"+1*$<@=;>>@ [2"&#7@F$201*G%H < 3/*.-)-0$.1$D20/2"(2$82%&-"11$+($625($*2&-"20
8-"+152"($625($*2&-"20( +(&(")1*2"(2$,-&("11$%20/"181%($2$625(0/"$*2&
7; VO&(0( >$510( <>$510(  |B+L$<@=>>@ |2'&HST; K [10281$%(1*'(61.8"2&(F$,0281$20/%2&($("*2&23]
D("181%2"10/"$.1$"(D15110/"$1*.&2028&110/"$+(
9 BB8("&2"(2$+(3$,"(&-"1$.1$82"18(
A 3/*&1*-1&2&(2$1*$201)(*&2"(2$%-$625($*2&-"20
@ [3201&2&(2$625( (
I |[R%&1/2"(286""10/"+($)2.
U C%T1)L2"(2$8-"*15/"-0-1
7> S*8/")2"(2$%01(*&10/"$81*201
77 [Ca2*+2"+($+($,("8/")2*&2$8-"*152"($625(3*2&-"2((
7, |Vo&(0(
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Anexa 3 la Procedura pentru solutionarea plangerilor clientilor finali
Structura plangerilor in functie de modul de preluare si tipul clientului final

Perioada:
Nr. crt. Mod de preluare a pl%.ngerilor Nr. pl%ongeri
Total Client final casnic Client final noncasnic
1|Depunere "n scris la punctele unice de contact ale furnizorilor
2|Prin intermediul unui centru de telefonie
3[Prin intermediul unei adrese de e-mail
4|Prin intermediul formularului on-line
5[Prin fax
6/3ULQ SRUW
TOTAL
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Anexa 4 la Procedura de solutionare a plangerilor clientilor finali
6WUXFWXUD SODQJHULORU LQ IXQF LH GH FDWHJRULH FRQFOX]LD DQDOL]JHL 4L UHVSHFWDUHD WHUPHQXOXL OHJDO

HHHS) &) &t
-/01&#)23453678&&9&-). 1#"*:*/1&;<6=24>54=866<
-2 &F)- &+ @+-#+&+I&A #+,'1&8&8592259B<6&#)"
@,"-,&#,"+I:A,",&& CH)<6@'#:63<62868!2<873DD

Perioada:
Nr. crt. Mod de preluare a pl%ongerilor Nr. pl%ongeri Pl%ongeri nerezolvate
Total Rezolvate "n Nerezolvate "n termenul | "n termenul legal din
termenul leaal leaal total pl%ongeri (%)
1[Contractarea energiei
2|Facturarea contravalorii energiei consumate
3[2IHUWDUHD GH SUH XUL uL WDULIH
4|Continuitate "n alimentarea cu energie
5[$VLIXUDUHD FDOLW LL HOHUJLHL IXUQL]DWH
6[)XQF LROQDUHD JUXSXULORU GH P VXUDUH
7|Acordarea dreptului de schimbare a furnizorului
8/,QIRUPDUHD FOLHQ LORU ILQDOL vQ FRQIRUPLWDWH FX FHULQ HOH OHJLVIOD LHL vQ YJJRDUH
9|5H]ROYDUHD SOkQJHULORU OD DGUHVD IXUQL]JRUXOXL IRUPXODWH GH FOLHQ LL ILODQL FX SULYLUH OD QHUHVSHFWDUHD OHJLVOD|
10|5H]ROYDUHD DOWRU SOkQJHUL DOH FOLHQ LORU ILQDOL
TOTAL
"ntemeiate
din care: ne’ntemeiate
v ejou Jiv| Jo

LHL vQ YLJRDL
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Anexa 5 la Procedura pentru solutionarea plangerilor clientilor finali
6LQWH]D PRGXOXL GH VROX LRQDUH 4L P VXULOH FRUHFWLYH DIHUHQWH FDWHJRULLORU GH SOkQJHUL

1"#$196"&'%(

+&I"IH"#8)-%0-1%!
0234%&-567869:84Y860-1#8&+.<.24%
=>9?757@87?;99>
0!A2+1<%/-021<%/.B/0&2/%/2%C!&/!+4%%
;8'558'(>9%&-"

B!"0!%+&!"/2<C!"21%%
&->9B+&<96>95,9;#5>;:6%%

D QHUHVSHFWDUHD OHJLVOD LHL vQ YLJRI

Perioada:
Nr. crt. Categoria pl%ongerii Sinteza modului Masuri corective
de solutionare
1|Contractarea energiei
2|Facturarea contravalorii energiei consumate
3|2IHUWDUHD GH SUH XUL uL WDULIH
4|Continuitate "n alimentarea cu energie
5/|$VLIJXUDUHD FDOLW LL HQHUJLHL IXUQL]DWH
6[)XQF LRQDUHD JUXSXULORU GH P VXUDUH
7|Acordarea dreptului de schimbare a furnizorului
8/, QIRUPDUHD FOLHQ LORU ILOQDOL vQ FROQIRUPLWDWH FX FHULQ HOH OHJLVOD LHL vQ YLPRDUH
9|5H]ROYDUHD SOkQJHULORU OD DGUHVD IXUQLJRUXOXL IRUPXODWH GH FOUYHQ LL ILQDOL FX SULYLUH @
10)]5HJROYDUHD DOWRU SOkQJHUL DOH FOLHQ LORU ILQDOL




”~

TRANSENERGO

'FSILY!YFZH$%HGS$LS

%NKESFHAMVINEIZABHHG YF=IN6S E@?4V>IV2,@
%SAN'S=$LH6NS=$L]XL%FNLSLNS SFLS'6$%;#441¢
XSI%S$FSILN=_SINESHE@X F=@ME@4,;@;YAE;JM'

YIYFZ[$\FH]Z\$]L

Anexa 6 la Procedura pentru solutionarea plangerilor clientilor finali

"#$%&' % O*+,("-)#, " +) ("(%., 0 (+(*-%,*)'/01%")*'-(.$%,,+$%)2() 1+".(%,3)-(%&(" (+$%)+(.'+(02(2(10" (%)) 1+".(%,+$%3) % (/1 (*-,4)2()/$+0-,$"%()) *(/-$%'

"H$%" & I"#$%&#O)($FH*%() (+(,-#%,' ("M $+(-+$.(/0*("( (") (*$+(,-+$12+0&32*-"( X-9-$+(,-+-
4 |%2r&-58"(-$(*(",3(36
7%.(*0*&-"($0*3+-&("-+-$52*&"-5&$.($80"*39-"($(*(", 3($| 14%5.($93+($3*-3*&($.($.(*0%&-"( 8-"-$&(")(*$.($12+0&32*-"( =(,(-$4;>?;,@4; -"&HS<IS-+3#$>
(+(58"35-: A"25(.0"-$/"3B3* $15C3)D-"(-$80"392"0+03$.($(*(", 3($(+(5&"35-$.($5- -"8#$I$-+3*$<
5+3(*&0+$83*-+$/0D+35-&-$+-$;;#4@#; @4E
*0$(1&($5-90+ 4<$93+($+05"-82-"($.($+-$/3)3"(-$5("(]
7$5("("($15"31-5-$0* 035+ 3(*&$83*-+$/(*&"0$2$28("& F(,0+-)(*&3.($80"39-"($-$(*(", 3(3$(+(5&"35($+-$5+3(*&33$83*-+3$/0D-
80"+39-"($.($(*(", 3($(+(5&"35- <EE?>#@#:@4E
-"&#$4I
H K-5&0"-"(-$52*&"-B-+2"33%(*(",3(3$80"*39-&(6
7$52+&(1&-"(-$8-5&0"33 4<$93+($.($+-$/"3)3"(-$8-580"33 A@$93+($.($+-$3%'(,31&"-"(-$52*&(1| H" #@4?; @4@$.3*SL&-*.-".0+$.($/("82")-*&-$/(*&"0$1("B3530+8.($80"| L (5830%(-$-$;7-$-"&#$
(*(",3($(+(58"35-$/0D+35-&$+-$;M#@44: @4@
E;$.($93+($.($+-$3*5(8-"(-$52*&"-58]
*0$(1&($5-90+
7$8-5&0"-$508.(52+8.0+$83*+$.($"(,0+-"39-"($-+$&0&( A"25(.0"-$/"3B3* $15C3)D-"(-$80"392"0+03$. ($(*(", 3(H(+(5&"35-$.($5-{ -"8:4$44
2D+3,-&33+2"$.($/+-&- 5+3(*&0+$83*-+$/0D+35-&-$+-$;:#4@#; @4E
> |HB("&"(-$.($/"(&0"3513$&"38(6 $
7$5("("($15"31-$-$0*03$5+3(*8.$83*+$/(*8"0$2$28("&- *0$(1&($5-90+ 4<$93+($+05"-82-"($.($+-$/"3)3"(-$5('(BRO+-) (*&3.($80"39-"($-$(*(", 3(3(+(58"35(5+-$5+3(*&33$83*+3B/0[| -"8#$4J
80"39-"($.($(*(",3($(+(5&35- <EE?;>#@#:@4E
E |%2&3"038-&(-$3"$-+3)("&"(-$508(*(",3(6 $
T$3%&(")(.3(" (-$"(+-&3(3552*10)-82"$T$2/("-&2"$.($"(&(| 73030-5+05"-82-"($0")-&2-"($/(*&"0$1(139-"39] F-1/0*1$5-&"($%2*10)-&2"$ H" #@47,@4@$.3*SL&*-".0+$.($/("82")-*&-$/(*& 031 ("B3530+$.($8( -"&:4$4;3-+3*4$Q>R$13
"3%$()-3+$1-0$8-P 3*$>$03+($+05"-&2-"( (", 3($(+(58"35-
7$3*5>$03+($+05"-82-"($.($+-$/"3)3"($/(&"0Y  $.($+-$/"3)3"(-$.(3+$2/("-&2"0+5.($"(&)
1'3)3&($3*$2"3,3*+
TEN*&"("0/("3$/"2,")-&( *0$(18($5-90+ 4<$93+($Q"("2,")-"($ H" #.17,@ @1$.3°SL&-*.-". 0+$.(3/("82")-*8-$/(*&"0$1("B3530+$.($.318 S"8#5;>
<$93+($3*3*&(R
A+-* ("($3*$+(,-&0"-$50 < [S13,0"-"(-$5-+3&-&33$(*(",3(3$80"*39-&(
7$13B(+0+$.($&(*130%( <$93+( 4<$93+($Q>@$.($93+( H" #,172,@ @1$.3*5L&-* " 0+$.($/("82")-*&-$/(*& 01 ("B3530+$.(3.31&| S"&#$;>5-+3"8;
$-+&3$/-"-)(&"33%.(
$&(*130%R
H" #@47,@4@$.3*SL&* - 0+$.($/("82")-*&-$/(*&" 051 ("B3530+$.($8(
7$5-+3&-8(-$&(*130*33T$)-10"-"(-$(*(",3($(+(5&"35($ *0$(1&($5-90+ >$93+($+05"-&2-"($.($+-$/"3)3"(-$"-1/07 (*(",3($(+(5&"35-$/0D+35-&$+-$; M# @4#; @4@
52%10)-&(T$12+3538-"3%.($)2.3835-"($-$3*1&-+-&3(3% ($+-$2/("-82"0+5.($"(&(-5.($5-&"($80™ S"&H$A;$-+3*SE
"52" -5(1&$"-1/0*1$1($52)0*35-$+-$52*10)
M |KO*&32*-"(-$,"0/0"3+2"$.($)-10"-"( *0$(1&($5-90+ 8-"-$&(") (*$+(,-+$.($12+0&32*-"( A"25(.0"-$/"3B3*.$15C3)D-"(-$80"*392"0+03$.($(*(",3($(+(5&"35-$.(4 S"&#$4;
5+3(*&0+$83*-+$/0D+35-&-$+-$;#4@#, @4E
I |S52"-"(."(&0+03%.($15C3)D-"($-$80™*392"0+03 4% (393+(33"3"&(S.(5.("0°&"( 8-"-$&(")("$.($12+08&32""( A"25(0"-$/"3B3* $15C3)D-"(-$80"392"0+03%.(3(*(", 3(5(+(5&"35-5.(4 - & #$I$+3"5<
5+3(*&0+$83*-+$/0D+35-&-$+-$; #4@#, @4E
J  |Informarea clientilor finali in conformitate cu cerintele *0$(1&($5-90+ -$.20-$93$+05"-&2-"($.($+-$.-&-$/"3)3"]  H".3*$/"3B3*.$-/"2D-"(-$/"25(.0"33$5-."0$/"3B3*.$2D+3,-&3-$80"*392]-"&#$;$+3&#$CR
legislatiei in vigoare 82")0+-"0+03$52)/+(&-&$80™392'0+$ | (*(",3(B(+(5&35-$135,-9($*-&0"+($.($12+0&32*-"($-$/+-*,("3+2"$5+3(
&"*1)38,($*0)-"0+$135.-8-$.(53*(,31&" /0D+35-8$3*SGHHHSUNIS;>#@>H;@4<
“§/+-*,("338.(38"-*1)31$5+3(*&0+03583
V  [G2.0+$.($"(92+B-"($-$/+W*,("3+2"$+-$-."(1-$80"*392"0| *0$(1&($5-90+ -$.20-$93%+05"-&2-"($.($+-$.-&-$/"3)3"H".3*$/"3B3*.$-/"2D-"(-$/"25(.0"33$5-."0$/"3B3*.$2D+3,-&3-$80"*392"3 S"&#$4>
formulate de clientii finali cu privire la nerespectarea 82")0+-"0+03$52)/+(&-&$80"*392"0+$ |(*(*,3($(+(5&"35-$13$,-9($*-&0"-+($.($12+0&32*-"($-$/+-*,("3+2"$5+3(*
legislatiei in vigoare &"-*1)3&($*0)-"0+$13%.-&-$.($3*"(,31&"|/0D+35-&$3*$GHHHASUN!S; >#@>#; @4<
“§/+-*,("335.($8"*1)31$5+3(*&0+03583
4@ |Rezolvarea altor plangeri ale clientilor finali
7$A(&38&33 *0$(1&($5-90+ 4<$93+($+05"-&2-"($.($+-$/"3)3"(-$/(§
Q>@%.($93+($.-5-$(1&($*(5(1-"$0*$3| H"#@4?;@4@$.3*$L&-*.-".0+$.($/("82")-*&-$/(*&"0$1("B3530+$.($8( S"&#$44$-+3*$;
)-3$+0%, $/(*&"0$82")0+-"(-$"-1/0*10+0] (", 3($(+(58"35-
50$52*.3&3-$3*82")-"33$52*10)-&2"0)
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Anexa 7 la Procedura pentru solutionarea plangerilor clientilor finali

BANCA TRANSILVANIA -
RO40BTRLO6401202E14286XX

HS%& Vo) +, () ") 10)"-0% +() 102%')*~(.$%,, +$%)3()2+"(%,4)-(%&(" (+$%)+(. +()3()3(20" (%)) 2+" (%, +$%4)%(12(*-,5)3() L$+0-,$"%()") *(1-$%'

Nr. Termen legal
FURNIZARE GAZE NATURALE Termen legal depunere . Baza legala
Crt. solutionare
15 zile calendaristice 15 zile calendaristice Legea 123/2012;
1 |Contractarea gazelor naturale ordin 37/2007 art. 6, alin(2)
2 |Facturarea contravalorii gazelor naturale 15 zile calendaristice | 15 zile calendaristice |[Ordin 37/2007 art.7, alin(2)
3 |Ofertarea de preturi si tarife nu este cazul 15 zile calendaristice |Ordin 37/2007 art. 6, alin(2)
4 |Continuitatea in alimentarea cu gaze naturale nu este cazul 24 ore de la achitare |Ordin 37/2007 art. 13, alin(1)
Plangere in legatura cu: 5 |Asigurarea calitatii gazelor naturale 15 zile calendaristice | 15 zile calendaristice |Ordin 37/2007 art 8, alin (3)
6 |[Functionarea grupurilor de masura nu este cazul 30 zile calendaristice |Ordin 37/2007 art.9, alin(2)
7 |Schimbarea furnizorului nu este cazul 21 zile calendaristice |Legea 123/2012 art 143, alin(g)
Informarea clientilor finali in conformitate cu cerintele . . .
e nu este cazul 30 zile calendaristice |Ordin 37/2007 art. 12
8 |legislatiei in vogoare
Modul de rezolvare a plangerilor la adresa furnizorului, art. 14, alin(1)
formulate de clientii finali cu privire la nerespectarea 20 zile calendaristice | 30 zile calendaristice |Ordin 37/2007 art. 16, alin(2)
9 |legislatiei in vigoare art 17, lit. ¢




