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1. SCOP 
 

�$�V�L�J�X�U�D�U�H�D�� �X�Q�X�L�� �F�D�G�U�X�� �X�Q�L�W�D�U���� �V�L�P�S�O�X�� �ú�L�� �W�U�D�Q�V�S�D�U�H�Q�W�� �ú�L��a unui standard ridicat de 
�V�R�O�X� �L�R�Q�D�U�H���D���S�O�k�Q�J�H�U�L�O�R�U���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L���D�L���7�U�D�Q�V�H�Q�H�U�J�R���&�2�0���6�$ (TREG)���� �F�D�U�H���D�F� �L�R�Q�H�D�]���� �S�H��
�S�L�D� �D�� �H�Q�H�U�J�L�H�L��electrice si a gazelor naturale �v�Q�� �F�D�O�L�W�D�W�H�� �G�H�� �I�X�U�Q�L�]�R�U�� �G�H�� �H�Q�H�U�J�L�H�� �H�O�H�F�W�U�L�F���� �ú�L��
furnizor de �J�D�]�H�� �Q�D�W�X�U�D�O�H���� �v�Q�� �F�R�Q�I�R�U�P�L�W�D�W�H�� �F�X�� �S�U�H�Y�H�G�H�U�L�O�H�� �2�U�G�L�Q�X�O�X�L�� �S�U�H�ú�H�G�L�Q�W�H�O�X�L�� �$�1�5�( nr. 
16/18.03.2015 pentru aprobarea Procedurii �± �F�D�G�U�X�� �S�U�L�Y�L�Q�G�� �R�E�O�L�J�D� ia furnizorilor de energie 
�H�O�H�F�W�U�L�F���� �ú�L�� �J�D�]�H�� �Q�D�W�X�U�D�O�H�� �G�H�� �V�R�O�X� �L�R�Q�D�U�H�� �D �S�O�k�Q�J�H�U�L�O�R�U�� �F�O�L�H�Q� �L�O�R�U�� �I�L�Q�D�O�L���� �S�X�E�O�L�F�D�W�� �v�Q��Monitorul 
Oficial nr. 193/23.03.2015. �3�U�R�F�H�G�X�U�D�� �V�W�D�E�L�O�H�ú�W�H�� �H�W�D�S�H�O�H�� �S�U�L�Y�Lnd preluarea, înregistrarea, 
�D�Q�D�O�L�]�D�U�H�D���� �V�W�D�E�L�O�L�U�H�D�� �P���V�X�U�L�O�R�U�� �ú�L�� �V�R�O�X� �L�R�Q�D�U�H�D�� �S�O�k�Q�J�H�U�L�O�R�U�� �D�G�U�H�V�D�W�H�� �V�R�F�L�H�W��� �L�L�� �7�U�D�Q�V�H�Q�H�U�J�R��
�&�2�0�� �6�$�� �G�H�� �F���W�U�H�� �F�O�L�H�Q� �L�L�� �I�L�Q�D�O�L���� �U�H�I�H�U�L�W�R�D�U�H�� �O�D�� �D�F�W�L�Y�L�W�D�W�H�D�� �G�H�� �I�X�U�Q�L�]�D�U�H�� �G�L�Q�� �G�R�P�H�Q�L�X�O�� �H�Q�H�U�J�L�H�L��
�H�O�H�F�W�U�L�F�H���ú�L���J�D�]�H�O�R�U���Q�D�W�X�U�D�O�H�� 
 

2. DOMENIU DE APLICARE 
 

�3�U�H�]�H�Q�W�D�� �S�U�R�F�H�G�X�U���� �V�H�� �D�S�O�L�F���� �G�H�� �F���W�U�H�� �Sersonalul Transenergo COM SA pentru orice 
�S�O�k�Q�J�H�U�H�� �D�G�U�H�V�D�W���� �S�U�L�Q�W�U-�R�� �V�H�V�L�]�D�U�H���� �U�H�F�O�D�P�D� �L�H���� �S�H�W�L� �L�H�� �V�D�X�� �R�U�L�F�H�� �D�O�W���� �I�R�U�P������ �G�H�I�L�Q�L�W���� �F�D��
�H�[�S�U�L�P�D�U�H�� �D�� �L�Q�V�D�W�L�V�I�D�F� �L�H�L�� �F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L���� �D�G�U�H�V�D�W���� �V�R�F�L�H�W��� �L�L�� �7�U�D�Qsenergo COM SA, în calitate 
�G�H�� �I�X�U�Q�L�]�R�U�� �G�H�� �H�Q�H�U�J�L�H�� �H�O�H�F�W�U�L�F���� �ú�L�� �J�D�]�H�� �Q�D�W�X�U�D�O�H���� �U�H�I�H�U�L�W�R�U�� �O�D�� �D�F�W�L�Y�L�W��� �L�O�H�� �S�U�H�V�W�D�W�H�� �G�H��
�7�U�D�Q�V�H�Q�H�U�J�R�� �&�2�0�� �6�$���� �O�D�� �F�D�U�H�� �H�V�W�H�� �D�ú�W�H�S�W�D�W���� �v�Q�� �P�R�G�� �H�[�S�O�L�F�L�W�� �V�D�X�� �L�P�S�O�L�F�L�W�� �X�Q�� �U���V�S�X�Q�V�� �V�D�X�� �R��
�U�H�]�R�O�X� �L�H�� 

�3�U�H�]�H�Q�W�D�� �S�U�R�F�H�G�X�U�� �V�H�� �D�S�O�L�F�� în vederea �V�R�O�X� �L�R�Q���U�L�L�� �S�O�k�Q�J�H�U�L�O�R�U�� �S�U�L�P�L�W�H�� �G�H�� �O�D�� �F�O�L�H�Q� �L�L��
�I�L�Q�D�O�L�����v�Q���O�H�J���W�X�U�����F�X���� 

a. Contractarea energiei �H�O�H�F�W�U�L�F�H���ú�L���D���J�D�]�H�O�R�U���Q�D�W�X�U�D�O�H;   
b. Facturarea contravalorii energiei �H�O�H�F�W�U�L�F�H���ú�L���D���J�D�]�H�O�R�U���Q�D�W�X�U�D�O�H��furnizate;   
c. Ofe�U�W�D�U�H�D���G�H���S�U�H� �X�U�L���ú�L���W�D�U�L�I�H�� 
d. Continuitatea în alimentarea cu energie �H�O�H�F�W�U�L�F�����ú�L���J�D�]�H���Q�D�W�X�U�D�O�H; 
e. Asigurarea �F�D�O�L�W��� �L�L���H�Q�H�U�J�L�H�L���H�O�H�F�W�U�L�F�H���ú�L���D���J�D�]�H�O�R�U���Q�D�W�X�U�D�O�H��furnizate; 
f. �)�X�Q�F� �L�R�Q�D�U�H�D���J�U�X�S�X�U�L�O�R�U���G�H���P���V�X�U�D�U�H�� 
g. Schimbarea furnizorului; 
h. Informarea �F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L���v�Q���F�R�Q�I�R�U�P�L�W�D�W�H���F�X���F�H�U�L�Q� �H�O�H���O�H�J�L�V�O�D� �Lei în vigoare; 
i. Modul �G�H�� �U�H�]�R�O�Y�D�U�H�� �D�� �S�O�k�Q�J�H�U�L�O�R�U�� �O�D�� �D�G�U�H�V�D�� �I�X�U�Q�L�]�R�U�X�O�X�L���� �I�R�U�P�X�O�D�W�H�� �G�H�� �F�O�L�H�Q� �L�L�� �I�L�Q�D�O�L�� �F�X��

�S�U�L�Y�L�U�H���O�D���Q�H�U�H�V�S�H�F�W�D�U�H�D���O�H�J�L�V�O�D� �L�H�L���v�Q���Y�L�J�R�D�U�H�� 
 
Prevederile alineatelor de mai sus nu sunt limitative. 
 

3. DEFINIŢII ŞI PRESCURTĂRI 
�Ì�Q���S�U�H�]�H�Q�W�D���S�U�R�F�H�G�X�U�� �X�U�P���W�R�U�L�L���W�H�U�P�H�Q�L���D�X���X�U�P���W�R�D�U�H�O�H���V�H�P�Q�L�I�L�F�D� �L�L�� 

3.1. Definiţii energie electrica: 
 

x Autoritate competentă - �$�X�W�R�U�L�W�D�W�H�D���1�D� �L�R�Q�D�O�����G�H���5�H�J�O�H�P�H�Q�W�D�U�H���v�Q���'�R�P�H�Q�L�X�O���(�Q�H�U�J�L�H�L����
�G�H�Q�X�P�L�W�����v�Q���F�R�Q�W�L�Q�X�D�U�H ANRE; 

x Client - �F�O�L�H�Q�W�X�O���D�Q�J�U�R���V�D�X���I�L�Q�D�O���G�H���H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F���� 
x Client angro - �S�H�U�V�R�D�Q�D�� �I�L�]�L�F���� �V�D�X�� �M�X�U�L�G�L�F���� �F�H�� �F�X�P�S���U���� �H�Q�H�U�J�L�H�� �H�O�H�F�W�U�L�F���� �v�Q�� �Y�H�G�H�U�H�D��

�U�H�Y�k�Q�]���U�L�L���v�Q���L�Q�W�H�U�L�R�U�X�O���V�D�X���v�Q �H�[�W�H�U�L�R�U�X�O���V�L�V�W�H�P�X�O�X�L���v�Q���F�D�G�U�X�O���F���U�X�L�D���H�V�W�H���V�W�D�E�L�O�L�W���� 
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x Client eligibil - �F�O�L�H�Q�W�X�O���F�D�U�H���H�V�W�H���O�L�E�H�U���V�����v�ú�L���D�O�H�D�J�����I�X�U�Q�L�]�R�U�X�O���G�H���H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F�����G�H���O�D 
�F�D�U�H�� �F�X�P�S���U���� �H�Q�H�U�J�L�H�� �H�O�H�F�W�U�L�F������ �v�Q�� �V�H�Q�V�X�O�� �D�U�W���� ������ �G�L�Q�� �'�L�U�H�F�W�L�Y�D�� �����������������&�(�� �D��
�3�D�U�O�D�P�H�Q�W�X�O�X�L�� �(�X�U�R�S�H�D�Q�� �ú�L�� �D�� �&�R�Q�V�L�O�L�X�O�X�L�� �G�L�Q�� ������ �L�X�O�L�H�� ���������� �S�U�L�Y�L�Q�G�� �Q�R�U�P�H�O�H�� �F�R�P�X�Q�H��
�S�H�Q�W�U�X���S�L�D� �D���L�Q�W�H�U�Q�����D���H�Q�H�U�J�L�H�L���H�O�H�F�W�U�L�F�H���ú�L���G�H���D�E�U�R�J�D�U�H���D���'�L�U�H�F�W�L�Y�H�L�������������������&�(�� 

x Client final - �R�U�L�F�H�� �S�H�U�V�R�D�Q���� �I�L�]�L�F���� �V�D�X�� �M�X�U�L�G�L�F���� �F�H�� �F�X�P�S���U���� �H�Q�H�U�J�L�H�� �H�O�H�F�W�U�L�F���� �S�H�Q�W�U�X��
�F�R�Q�V�X�P�� �S�U�R�S�U�L�X���� �v�Q�� �F�X�S�U�L�Q�V�X�O�� �O�H�J�L�L�� �Q�R� �L�X�Q�L�O�H�� �G�H�� ���F�O�L�H�Q�W�� �I�L�Q�D�O���� �ú�L�� ���F�R�Q�V�X�P�D�W�R�U���� �V�X�Q�W��
echivalente; 

x Client noncasnic - �R�U�L�F�H���S�H�U�V�R�D�Q���� �I�L�]�L�F���� �V�D�X���M�X�U�L�G�L�F���� �F�H���F�X�P�S���U���� �H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F���� �F�H��
nu �H�V�W�H�� �S�H�Q�W�U�X�� �S�U�R�S�U�L�X�O�� �F�R�Q�V�X�P�� �F�D�V�Q�L�F���� �D�F�H�D�V�W���� �F�D�W�H�J�R�U�L�H�� �L�Q�F�O�X�G�H�� �ú�L�� �S�U�R�G�X�F���W�R�U�L�� �G�H��
�H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F�������R�S�H�U�D�W�R�U�L���G�H���U�H� �H�D���ú�L���F�O�L�H�Q� �L���D�Q�J�U�R�� 

x Client casnic - �F�O�L�H�Q�W�X�O���F�D�U�H���F�X�P�S���U�����H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F�����S�H�Q�W�U�X���S�U�R�S�U�L�X�O���F�R�Q�V�X�P���F�D�V�Q�L�F����
excluzând consumul pentru activi�W��� �L���F�R�P�H�U�F�L�D�O�H���V�D�X���S�U�R�I�H�V�L�R�Q�D�O�H�� 

x Client vulnerabil - �F�O�L�H�Q�W�X�O�� �I�L�Q�D�O�� �D�S�D�U� �L�Q�k�Q�G�� �X�Q�H�L�� �F�D�W�H�J�R�U�L�L�� �G�H�� �F�O�L�H�Q� �L�� �F�D�V�Q�L�F�L�� �F�D�U�H���� �G�L�Q��
�P�R�W�L�Y�H���G�H���Y�k�U�V�W�������V���Q���W�D�W�H���V�D�X���Y�H�Q�L�W�X�U�L���U�H�G�X�V�H�����V�H���D�I�O�����v�Q���U�L�V�F���G�H���P�D�U�J�L�Q�D�O�L�]�D�U�H���V�R�F�L�D�O����
�ú�L�� �F�D�U�H���� �S�H�Q�W�U�X�� �S�U�H�Y�H�Q�L�U�H�D�� �D�F�H�V�W�X�L�� �U�L�V�F���� �E�H�Q�H�I�L�F�L�D�]���� �G�H�� �P���V�X�U�L�� �G�H�� �S�U�R�W�H�F� �L�H�� �V�R�F�L�D�O������
�L�Q�F�O�X�V�L�Y�� �G�H�� �Q�D�W�X�U���� �I�L�Q�D�Q�F�L�D�U������ �0���V�X�U�L�O�H�� �G�H�� �S�U�R�W�H�F� �L�H�� �V�R�F�L�D�O������ �S�U�H�F�X�P�� �ú�L�� �F�U�L�W�H�U�L�L�O�H�� �G�H��
eligibilitate pentru acestea se stabilesc prin acte normative; 

x Contract de furnizare a energiei electrice - contractul în baza c���U�X�L�D�� �I�X�U�Q�L�]�R�U�X�O�� �G�H��
�H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F�����I�X�U�Q�L�]�H�D�]�����F�O�L�H�Q�W�X�O�X�L���V���X���R���F�D�Q�W�L�W�D�W�H���G�H���H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F�����S�H���R���D�Q�X�P�L�W����
�S�H�U�L�R�D�G���� �G�H�� �W�L�P�S���� �G�D�U�� �F�D�U�H�� �Q�X�� �F�X�S�U�L�Q�G�H�� �X�Q�� �L�Q�V�W�U�X�P�H�Q�W�� �G�H�U�L�Y�D�W�� �G�L�Q�� �G�R�P�H�Q�L�X�O�� �H�Q�H�U�J�L�H�L��
electrice; 

x Distribuţie de energie electrică - transportul energ�L�H�L���H�O�H�F�W�U�L�F�H���S�U�L�Q���U�H� �H�O�H���G�H���G�L�V�W�U�L�E�X� �L�H��
�G�H���v�Q�D�O�W���� �W�H�Q�V�L�X�Q�H�����P�H�G�L�H���W�H�Q�V�L�X�Q�H���ú�L���M�R�D�V���� �W�H�Q�V�L�X�Q�H���� �F�X���W�H�Q�V�L�X�Q�H���G�H���O�L�Q�L�H���Q�R�P�L�Q�D�O���� �G�H��
�S�k�Q���� �O�D�� �������� �N�9�� �L�Q�F�O�X�V�L�Y���� �v�Q�� �Y�H�G�H�U�H�D�� �O�L�Y�U���U�L�L�� �D�F�H�V�W�H�L�D�� �F���W�U�H�� �F�O�L�H�Q� �L���� �I���U���� �D�� �L�Q�F�O�X�G�H��
furnizarea; 

x Furnizare de energie electrică - �D�F�W�L�Y�L�W�D�W�H�D�� �G�H�� �Y�k�Q�]�D�U�H�� �G�H�� �H�Q�H�U�J�L�H�� �H�O�H�F�W�U�L�F���� �F���W�U�H��
�F�O�L�H�Q� �L���� �S�U�H�F�X�P�� �ú�L�� �D�O�L�P�H�Q�W�D�U�H�D�� �F�X�� �H�Q�H�U�J�L�H�� �H�O�H�F�W�U�L�F���� �D�� �O�R�F�X�U�L�O�R�U�� �G�H�� �F�R�Q�V�X�P�� �D�I�O�D�W�H�� �v�Q��
proprietatea furnizorului; 

x Furnizor - �S�H�U�V�R�D�Q���� �I�L�]�L�F���� �ú�L���V�D�X�� �M�X�U�L�G�L�F���� �F�H�� �G�H�V�I���ú�R�D�U���� �D�F�W�L�Y�L�W�D�W�H�D�� �G�H�� �I�X�U�Q�L�]�D�U�H�� �G�H��
energie; 

x Reţea electrică - �D�Q�V�D�P�E�O�X�O�� �G�H�� �O�L�Q�L�L���� �L�Q�F�O�X�V�L�Y�� �H�O�H�P�H�Q�W�H�O�H�� �G�H�� �V�X�V� �L�Q�H�U�H�� �ú�L�� �G�H�� �S�U�R�W�H�F� �L�H���D��
�D�F�H�V�W�R�U�D�����V�W�D� �L�L�O�H���H�O�H�F�W�U�L�F�H���ú�L���D�O�W�H���H�F�K�L�S�D�P�H�Q�W�H���H�O�H�F�W�U�R�H�Q�H�U�J�H�W�L�F�H���F�R�Q�H�F�W�D�W�H���v�Q�W�U�H���H�O�H���S�U�L�Q��
�F�D�U�H�� �V�H�� �W�U�D�Q�V�P�L�W�H�� �H�Q�H�U�J�L�H�� �H�O�H�F�W�U�L�F���� �G�H�� �O�D�� �R�� �F�D�S�D�F�L�W�D�W�H�� �H�Q�H�U�J�H�W�L�F���� �G�H�� �S�U�R�G�X�Fere a 
�H�Q�H�U�J�L�H�L���H�O�H�F�W�U�L�F�H���O�D���X�Q���X�W�L�O�L�]�D�W�R�U�����U�H� �H�D�X�D���H�O�H�F�W�U�L�F�����S�R�D�W�H���I�L���U�H� �H�D���G�H���W�U�D�Q�V�S�R�U�W���V�D�X���U�H� �H�D��
�G�H���G�L�V�W�U�L�E�X� �L�H�� 

x Reţea electrică de distribuţie - �U�H� �H�D�X�D���H�O�H�F�W�U�L�F�����F�X���W�H�Q�V�L�X�Q�H�D���G�H���O�L�Q�L�H���Q�R�P�L�Q�D�O�����S�k�Q����
la 110 kV inclusiv; 

x Reţea electrică de interes public - �U�H� �H�D�X�D���H�O�H�F�W�U�L�F�����O�D���F�D�U�H���V�X�Q�W���U�D�F�R�U�G�D� �L���F�H�O���S�X� �L�Q������
utilizatori; 

x Reţea electrică de transport - �U�H� �H�D�X�D�� �H�O�H�F�W�U�L�F���� �G�H�� �L�Q�W�H�U�H�V�� �Q�D� �L�R�Q�D�O�� �ú�L�� �V�W�U�D�W�H�J�L�F�� �F�X��
�W�H�Q�V�L�X�Q�H�D���G�H���O�L�Q�L�H���Q�R�P�L�Q�D�O�����P�D�L���P�D�U�H���G�H�����������N�Y�� 

x Sector al energiei electrice - �D�Q�V�D�P�E�O�X�O���D�F�W�L�Y�L�W��� �L�O�R�U��de producere a energiei electrice, 
�L�Q�F�O�X�V�L�Y�� �G�H�� �S�U�R�G�X�F�H�U�H�� �D�� �H�Q�H�U�J�L�H�L�� �W�H�U�P�L�F�H�� �ú�L�� �H�O�H�F�W�U�L�F�H�� �v�Q�� �F�R�J�H�Q�H�U�D�U�H���� �G�H�� �W�U�D�Q�V�S�R�U�W���� �G�H��
�G�L�V�W�U�L�E�X� �L�H�� �ú�L�� �G�H�� �I�X�U�Q�L�]�D�U�H�� �D�� �H�Q�H�U�J�L�H�L�� �H�O�H�F�W�U�L�F�H���� �G�H�� �I�X�U�Q�L�]�D�U�H�� �D�� �V�H�U�Y�L�F�L�L�O�R�U�� �G�H�� �V�L�V�W�H�P����
�L�P�S�R�U�W�X�O���ú�L���H�[�S�R�U�W�X�O���H�Q�H�U�J�L�H�L���H�O�H�F�W�U�L�F�H�����V�F�K�L�P�E�X�U�L�O�H���Q�D�W�X�U�D�O�H���ú�L���V�D�X���G�H���D�Y�D�U�L�H���F�X���V�L�V�W�H�P�H�O�H��
�H�O�H�F�W�U�R�H�Q�H�U�J�H�W�L�F�H���D�O�H��� ���U�L�O�R�U���Y�H�F�L�Q�H�����S�U�H�F�X�P���ú�L���L�Q�V�W�D�O�D� �L�L�O�H���D�I�H�U�H�Q�W�H���D�F�H�V�W�R�U�D�� 

x Serviciu de distribuţie - �V�H�U�Y�L�F�L�X�O�� �D�V�L�J�X�U�D�W�� �G�H�� �R�S�H�U�D�W�R�U�X�O�� �G�H�� �G�L�V�W�U�L�E�X� �L�H�� �F�D�U�H�� �F�R�Q�V�W���� �v�Q��
�D�V�L�J�X�U�D�U�H�D�� �W�U�D�Q�V�P�L�W�H�U�L�L���� �v�Q�� �F�R�Q�G�L� �L�L�� �G�H�� �H�I�L�F�L�H�Q� ���� �ú�L�� �V�L�J�X�U�D�Q� ������ �D�� �H�Q�H�U�J�L�H�L�� �H�O�H�F�W�U�L�F�H�� �v�Q�W�U�H��
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�G�R�X���� �V�D�X�� �P�D�L�� �P�X�O�W�H�� �S�X�Q�F�W�H�� �D�O�H�� �U�H� �H�O�H�L�� �G�H�� �G�L�V�W�U�L�E�X� �L�H���� �F�X�� �U�H�V�S�H�F�W�D�U�H�D�� �V�W�D�Q�G�D�Udelor de 
�S�H�U�I�R�U�P�D�Q� �����v�Q���Y�L�J�R�D�U�H�� 

3.2. Definiţii gaze naturale 
 

x Autoritate competentă - �$�X�W�R�U�L�W�D�W�H�D���1�D� �L�R�Q�D�O�����G�H���5�H�J�O�H�P�H�Q�W�D�U�H���v�Q���'�R�Peniul Energiei, 
�G�H�Q�X�P�L�W�����v�Q���F�R�Q�W�L�Q�X�D�U�H ANRE; 

x Client  - clientul angro, clientul final de gaze naturale sau un operator economic din 
�V�H�F�W�R�U�X�O���J�D�]�H�O�R�U���Q�D�W�X�U�D�O�H���F�D�U�H���F�X�P�S���U�����J�D�]�H���Q�D�W�X�U�D�O�H; 

x Client angro - �S�H�U�V�R�D�Q�D���I�L�]�L�F�����V�D�X���M�X�U�L�G�L�F��, alta decat operatorul transport si de sistem, 
sau un operator de distributie, �F�H�� �F�X�P�S���U����gaze naturale �v�Q�� �Y�H�G�H�U�H�D�� �U�H�Y�k�Q�]���U�L�L�� �v�Q��
interiorul sau în �H�[�W�H�U�L�R�U�X�O���V�L�V�W�H�P�X�O�X�L���v�Q���F�D�G�U�X�O���F���U�X�L�D���H�V�W�H���V�W�D�E�L�O�L�W���� 

x Client eligibil -  �F�R�Q�V�X�P�D�W�R�U�X�O���G�H���J�D�]�H���Q�D�W�X�U�D�O�H���F�D�U�H���D�U�H���G�U�H�S�W�X�O���V�����v�ú�L���D�O�H�D�J����furnizorul 
�ú�L���V�����F�R�Q�W�U�D�F�W�H�]�H���G�L�U�H�F�W���F�X���D�F�H�V�W�D���J�D�]�H�O�H���Q�D�W�X�U�D�O�H���Q�H�F�H�V�D�U�H�����D�Y�k�Q�G���D�F�F�H�V���O�D���U�H� �H�O�H�O�H���G�H��
�W�U�D�Q�V�S�R�U�W���ú�L���V�D�X���G�H���G�L�V�W�U�L�E�X� �L�H�� 

x Client final - �S�H�U�V�R�D�Q�D�� �I�L�]�L�F���� �V�D�X�� �M�X�U�L�G�L�F������ �U�R�P�k�Q���� �R�U�L�� �V�W�U���L�Q������ �F�D�U�H�� �F�X�P�S���U���� �J�D�]�H��
naturale pentru propria utilizare; în cup�U�L�Q�V�X�O�� �O�H�J�L�L�� �Q�R� �L�X�Q�L�O�H�� �G�H�� ���F�O�L�H�Q�W�� �I�L�Q�D�O���� �ú�L��
"consumator" sunt echivalente; 

x Client noncasnic - �F�O�L�H�Q�W�X�O���F�D�U�H���F�X�P�S���U�����J�D�]�H���Q�D�W�X�U�D�O�H���F�H���Q�X���V�X�Q�W���G�H�V�W�L�Q�D�W�H 
consumului casnic propriu; 

x Client casnic - �F�O�L�H�Q�W�X�O���F�D�U�H���F�X�P�S���U����gaze naturale pentru propriul consum casnic; 
x Client vulnerabil - �F�O�L�H�Q�W�X�O�� �I�L�Q�D�O�� �D�S�D�U� �L�Q�k�Q�G�� �X�Q�H�L�� �F�D�W�H�J�R�U�L�L�� �G�H�� �F�O�L�H�Q� �L�� �F�D�V�Q�L�F�L�� �F�D�U�H���� �G�L�Q��

�P�R�W�L�Y�H���G�H���Y�k�U�V�W�������V���Q���W�D�W�H���V�D�X���Y�H�Q�L�W�X�U�L���U�H�G�X�V�H�����V�H���D�I�O�����v�Q���U�L�V�F���G�H���P�D�U�J�L�Q�D�O�L�]�D�U�H���V�R�F�L�D�O����
�ú�L�� �F�D�U�H���� �S�H�Q�W�U�X�� �S�U�H�Y�H�Q�L�U�H�D�� �D�F�H�V�W�X�L�� �U�L�V�F���� �E�H�Q�H�I�L�F�L�D�]���� �G�H�� �P���V�X�U�L�� �G�H�� �S�U�R�W�H�F� �L�H�� �V�R�F�L�D�O������
�L�Q�F�O�X�V�L�Y�� �G�H�� �Q�D�W�X�U���� �I�L�Q�D�Q�F�L�D�U������ �0���V�X�U�L�O�H�� �G�H�� �S�U�R�W�H�F� �L�H�� �V�R�F�L�D�O������ �S�U�H�F�X�P�� �ú�L�� �F�U�L�W�H�U�L�L�O�H�� �G�H��
eligibilitate pentru acestea se stabilesc prin acte normative; 

x Contract de furnizare a gazelor naturale - un contract de vânzare-�F�X�P�S���U�D�U�H���D 
gazelor naturale,�F�D�U�H���H�[�F�O�X�G�H���X�Q���L�Q�V�W�U�X�P�H�Q�W���G�H���I�L�Q�D�Q� �D�U�H���G�L�Q���G�R�P�H�Q�L�X�O���J�D�]�H�O�R�U naturale; 

x Distribuţie de gaze naturale - activitatea de vehiculare a gazelor naturale printr-un 
�V�L�V�W�H�P���G�H���F�R�Q�G�X�F�W�H���G�H���G�L�V�W�U�L�E�X� �L�H���S�H�Q�W�U�X���D���I�L���I�X�U�Q�L�]�D�W�H���F�O�L�H�Q� �L�O�R�U�����G�D�U���Q�H�L�Q�F�O�X�]�k�Q�G��
furnizarea; 

x Furnizare de gaze naturale - activitatea de vânzare a gazelor naturale �F���W�U�H�� �F�O�L�H�Q� �L����
inclusiv GNL; 

x Furnizor - �S�H�U�V�R�D�Q�����I�L�]�L�F�����ú�L���V�D�X���M�X�U�L�G�L�F�����F�H���G�H�V�I���ú�R�D�U�����D�F�Wivitatea de furnizare de gaze 
naturale; 

x Reţea  de transport şi/sau de distribuţie - ansamblul de conducte conectate între ele, 
�L�Q�F�O�X�V�L�Y���L�Q�V�W�D�O�D� �L�L�O�H���ú�L���H�F�K�L�S�D�P�H�Q�W�H�O�H���D�I�H�U�H�Q�W�H���S�H�Q�W�U�X���Y�H�K�L�F�X�O�D�U�H�D���J�D�]�H�O�R�U naturale, 
�F�R�Q�I�R�U�P���U�H�J�O�H�P�H�Q�W���U�L�O�R�U���W�H�K�Q�L�F�H���V�S�H�F�L�I�L�F�H��  

x Sectorul gazelor naturale - �D�Q�V�D�P�E�O�X�O���D�F�W�L�Y�L�W��� �L�O�R�U���G�H�V�I���ú�X�U�D�W�H���G�H���R�S�H�U�D�W�R�U�L�L���H�F�R�Q�R�P�L�F�L��
pentru pro�G�X�F� �L�D�����W�U�D�Q�V�S�R�U�W�X�O�����v�Q�P�D�J�D�]�L�Q�D�U�H�D�����G�L�V�W�U�L�E�X� �L�D���ú�L���I�X�U�Q�L�]�D�U�H�D���G�H gaze naturale, 
�E�L�R�J�D�]�����E�L�R�P�H�W�D�Q�����*�3�/�����*�1�/���ú�L���*�1�&���*�1�&�9�����S�U�H�F�X�P���ú�L���L�Q�V�W�D�O�D� �L�L�O�H���ú�L��echipamentele 
�I�R�O�R�V�L�W�H���S�H�Q�W�U�X���U�H�D�O�L�]�D�U�H�D���D�F�H�V�W�R�U���D�F�W�L�Y�L�W��� �L; 

x Serviciu de distribuţie - serviciul asigurat de o�S�H�U�D�W�R�U�X�O�� �G�H�� �G�L�V�W�U�L�E�X� �L�H�� �F�D�U�H�� �F�R�Q�V�W���� �v�Q��
�D�V�L�J�X�U�D�U�H�D�� �W�U�D�Q�V�P�L�W�H�U�L�L���� �v�Q�� �F�R�Q�G�L� �L�L�� �G�H�� �H�I�L�F�L�H�Q� ���� �ú�L�� �V�L�J�X�U�D�Q� ������ �D�� �H�Q�H�U�J�L�H�L�� �H�O�H�F�W�U�L�F�H�� �v�Q�W�U�H��
�G�R�X���� �V�D�X�� �P�D�L�� �P�X�O�W�H�� �S�X�Q�F�W�H�� �D�O�H�� �U�H� �H�O�H�L�� �G�H�� �G�L�V�W�U�L�E�X� �L�H���� �F�X�� �U�H�V�S�H�F�W�D�U�H�D�� �V�W�D�Q�G�D�Udelor de 
�S�H�U�I�R�U�P�D�Q� �����v�Q���Y�L�J�R�D�U�H�� 

x Serviciu de sistem - �R�U�L�F�H���V�H�U�Y�L�F�L�X���Q�H�F�H�V�D�U���S�H�Q�W�U�X���D�F�F�H�V�X�O���ú�L���H�[�S�O�R�D�W�D�U�H�D���U�H� �H�O�H�O�R�U���G�H��
�W�U�D�Q�V�S�R�U�W�����U�H� �H�O�H�O�R�U���G�H���G�L�V�W�U�L�E�X� �L�H�����L�Q�V�W�D�O�D� �L�L�O�R�U���*�1�/���ú�L���V�D�X���G�H���v�Q�P�D�J�D�]�L�Q�D�U�H�����L�Q�F�O�X�V�L�Y��
�G�L�V�S�R�]�L�W�L�Y�H���G�H���H�F�K�L�O�L�E�U�D�U�H���D���V�D�U�F�L�Q�L�O�R�U�����G�H���D�P�H�V�W�H�F�D�U�H���ú�L���G�H���L�Q�M�H�F�W�D�U�H���D���J�D�]�H�O�R�U���L�Q�H�U�W�H�����G�D�U��
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excl�X�]�k�Q�G���L�Q�V�W�D�O�D� �L�L�O�H���U�H�]�H�U�Y�D�W�H���H�[�F�O�X�V�L�Y���S�H�Q�W�U�X���R�S�H�U�D�W�R�U�L�L���G�H���W�U�D�Q�V�S�R�U�W���ú�L���G�H���V�L�V�W�H�P�����G�H 
�G�L�V�W�U�L�E�X� �L�H���V�D�X���G�H���v�Q�P�D�J�D�]�L�Q�D�U�H���v�Q���Y�H�G�H�U�H�D���v�Q�G�H�S�O�L�Q�L�U�L�L���D�W�U�L�E�X� �L�L�O�R�U���D�F�H�V�W�R�U�D; 

x serviciu public - activitatea de interes general în domeniul gazelor naturale, �D�X�W�R�U�L�]�D�W������
�ú�L���P�R�Q�L�W�R�U�L�]�D�W�����G�H���R���D�X�W�R�U�L�W�D�W�H���S�X�E�O�L�F��. 

 
3.3.Prescurtări: 
x TREG – TRANSENERGO COM S.A.; 

x ANRE – Autoritatea Nationala de Reglementare in domeniul Energiei 
 

4. DOCUMENTE DE REFERINŢĂ SI CONEXE 
 

Aplicarea prevederilor prezentei proceduri se va face prin coroborarea cu prevederile 
�X�U�P���W�R�D�U�H�O�R�U��standarde, 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 �±TREG - Manualul Sistemului de Management al Calitatii , in vigoare; 
 PS 4.2.3 - ,,Contro�O�X�O���G�R�F�X�P�H�Q�W�H�O�R�U�¶�¶�����L�Q���Y�L�J�R�D�U�H�� 
 PS 8.3 �± ,,Controlul produsului neconform�¶�¶  in vigoare; 
 PS 8.5.2 - 8.5.3- ,,Actiune corectiva/actiune preventiva� ;́ 
 PP 7.5 �± 01- �Ä�)�X�U�Q�L�]�D�U�H�D���G�H���H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F�D���R�S�H�U�D�W�R�U�L�O�R�U���H�F�R�Q�R�P�L�F�L���G�L�Q���6�(�1�´�� 
 PP 7.5 �± 02 �±�Ä�)�X�U�Q�L�]�D�U�H�D���G�H���J�D�]�H���Q�D�W�X�U�D�O�H�´�� 
 

Legislatie si Reglementări: 
 

 Recomandarea 98/257/CE a Comisiei din 30 martie 1998 privind principiile aplicabile 
�R�U�J�D�Q�L�V�P�H�O�R�U�� �U�H�V�S�R�Q�V�D�E�L�O�H�� �S�H�Q�W�U�X�� �V�R�O�X� �L�R�Q�D�U�H�D�� �H�[�W�U�D�M�X�G�L�F�L�D�U���� �D�� �G�L�I�H�U�H�Q�G�H�O�R�U�� �F�X��
consumatorii. 

 �2�U�G�L�Q�X�O�� �S�U�H�ú�H�G�L�Q�W�H�O�X�L�� �$�1�5�(�� �Q�U���� ���������������������������� �S�H�Q�W�U�X�� �D�S�U�R�E�D�U�H�D��Procedurii �± cadru 
�S�U�L�Y�L�Q�G�� �R�E�O�L�J�D� �L�D�� �I�X�U�Q�L�]�R�U�L�O�R�U�� �G�H�� �H�Q�H�U�J�L�H�� �H�O�H�F�W�U�L�F���� �ú�L�� �J�D�]�H�� �Q�D�W�X�U�D�O�H�� �G�H�� �V�R�O�X� �L�R�Q�D�U�H�� �D��
�S�O�k�Q�J�H�U�L�O�R�U���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L�����S�X�E�O�L�F�D�W���v�Q���0�R�Q�L�W�R�U�X�O���2�I�L�F�L�D�O���Q�U��������������������������������. 

 
 

5. RESPONSABILITĂTI 
 

5.1. Organizatie 
 

�9 �/�L�P�E�D���R�I�L�F�L�D�O�����X�W�L�O�L�]�D�W�����v�Q���D�S�O�L�F�D�Uea prevederilor prezentei proceduri �H�V�W�H���O�L�P�E�D���U�R�P�k�Q������
iar d�R�F�X�P�H�Q�W�H�O�H���D�G�U�H�V�D�W�H���7�5�(�*���G�H���F���W�U�H���F�O�L�H�Q� �L�L���I�L�Q�D�O�L, redactate într-�R���O�L�P�E�����V�W�U���L�Q�������Y�R�U��
�I�L���v�Q�V�R� �L�W�H���G�H���W�U�D�G�X�F�H�U�H���O�H�J�D�O�L�]�D�W�������v�Q���F�D�]���F�R�Q�W�U�D�U�����D�F�H�V�W�H�D���Q�X���Y�R�U���I�L���O�X�D�W�H���v�Q���F�R�Q�V�L�G�H�U�D�U�H�� 

�9 �6�R�O�X� �L�R�Q�D�U�H�D���H�[�W�U�D�M�X�G�L�F�L�D�U�����D���O�L�W�L�J�L�L�O�R�U���W�U�H�E�X�L�H���V�����S�H�U�P�L�W�����V�R�O�X� �L�R�Q�D�U�H�D���F�R�U�H�F�W�����ú�L���S�U�R�P�S�W����
�D�� �O�L�W�L�J�L�L�O�R�U�� �v�Q�� �W�H�U�P�H�Q�� �G�H�� ������ �G�H�� �]�L�O�H�� �ú�L�� �X�Q�� �V�L�V�W�H�P�� �G�H�� �U�D�P�E�X�U�V�D�U�H�� �ú�L���V�D�X�� �F�R�P�S�H�Q�V�D�U�H�� �D��
�V�X�P�H�O�R�U�� �U�H�D�O�H�� �G�D�W�R�U�D�W�H���� �v�Q�� �F�R�Q�I�R�U�P�L�W�D�W�H�� �F�X�� �S�U�L�Q�F�L�S�L�L�O�H�� �H�Q�X�Q� �D�W�H�� �v�Q�� �5�H�F�R�P�D�Q�G�D�U�H�D��
98/257/CE a Comisiei din 30 martie 1998 privind principiile aplicabile organismelor 
�U�H�V�S�R�Q�V�D�E�L�O�H���S�H�Q�W�U�X���V�R�O�X� �L�R�Q�D�U�H�D���H�[�W�U�D�M�X�G�L�F�L�D�U�����D���G�L�I�H�U�H�Q�G�H�O�R�U���F�X���F�R�Q�V�X�P�D�W�R�U�L�L������ 
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�9 �'�H�P�D�U�D�U�H�D�� �S�U�R�F�H�V�X�O�X�L�� �G�H�� �V�R�O�X� �L�R�Q�D�U�H�� �D�� �S�O�k�Q�J�H�U�L�O�R�U�� �G�H�� �$�1�5�(�� �Q�X�� �D�G�X�F�H�� �D�W�L�Q�J�H�U�H��
�G�U�H�S�W�X�O�X�L�� �F�O�L�H�Q� �L�O�R�U�� �I�L�Q�D�O�L�� �G�H�� �D �V�H�� �D�G�U�H�V�D�� �L�Q�V�W�D�Q� �H�O�R�U�� �M�X�G�H�F���W�R�U�H�ú�W�L�� �S�H�Q�W�U�X�� �V�R�O�X� �L�R�Q�D�U�H�D��
plângerilor; 

�9 TREG are �R�E�O�L�J�D� �L�D�� �G�H�� �D�� �S���V�W�U�D�� �H�Y�L�G�H�Q� �D�� �S�O�k�Q�J�H�U�L�O�R�U�� �S�U�L�P�L�W�H�� �G�H�� �O�D�� �F�O�L�H�Q� �L�L�� �I�L�Q�D�O�L����
�v�Q�U�H�J�L�V�W�U�D�W�H�� �ú�L�� �V�R�O�X� �L�R�Q�D�W�H���� �v�Q�� �F�R�Q�I�R�U�P�L�W�D�W�H�� �F�X�� �S�U�H�Y�H�G�H�U�L�O�H�� �O�H�J�D�O�H�� �v�Q�� �Y�L�J�R�D�U�H�� �D�I�H�U�H�Q�W�H��
�D�U�K�L�Y���U�L�L������ 

 
5.2. Administrator/Director General 

 
�9 �'�H�F�L�G�H�� �D�V�X�S�U�D���P�R�G�X�O�X�L�� �G�H�� �R�U�J�D�Q�L�]�D�U�H�� �ú�L�� �G�H�V�I���ú�X�U�D�U�H�� �D���D�F�W�L�Y�L�W��� �L�O�R�U�� �S�U�L�Y�L�Q�G�� �V�R�O�X� �L�R�Q�D�U�H�D��

�S�O�k�Q�J�H�U�L�O�R�U�� �S�U�L�P�L�W�H�� �G�H�� �O�D�� �F�O�L�H�Q� �L�L�� �I�L�Q�D�O�L���� �S�U�L�Q�� �L�Q�V�W�L�W�X�L�U�H�D�� �X�Q�X�L�� �V�L�V�W�H�P�� �S�U�R�S�U�L�X�� �S�H�Q�W�U�X��
�S�U�H�O�X�D�U�H�D���� �v�Q�U�H�J�L�V�W�U�D�U�H�D���� �D�Q�D�O�L�]�D�U�H�D���� �V�W�D�E�L�O�L�U�H�D�� �P���V�X�U�L�O�R�U�� �ú�L�� �V�R�O�X� �L�R�Q�D�U�H�D�� �S�O�k�Q�J�H�U�L�O�R�U��
�F�O�L�H�Q� �L�O�R�U�� �I�L�Q�D�O�L�� �F�X�� �S�U�L�Y�L�U�H�� �O�D�� �v�Q�F���O�F���U�L�� �D�O�H�� �X�Q�R�U�� �G�U�H�S�W�X�U�L�� �D�O�H�� �D�F�H�V�W�R�U�D���� �X�U�P���U�L�Q�G�� �D�S�O�L�F�D�U�H�D��
�F�R�U�H�F�W���� �D���S�U�H�Y�H�G�H�U�L�O�R�U���O�H�J�D�O�H���� �L�Q�F�O�X�V�L�Y���F�R�P�X�Q�L�F�D�U�H�D���v�Q���V�F�U�L�V���F���W�U�H���D�F�H�ú�W�L�D���� �v�Q���W�H�U�P�H�Q�H�O�H��
legale, a concluziei rezultate în urma �D�Q�D�O�L�]���U�L�L���S�O�k�Q�J�H�U�L�L�� 

�9 Decide asupra programului �G�H�� �O�X�F�U�X�� �D�O�H�� �F�R�P�S�D�U�W�L�P�H�Q�W�X�O�X�L�� �U�H�V�S�R�Q�V�D�E�L�O�� �F�X�� �S�U�L�P�L�U�H�D�� �ú�L��
înregistrarea plângerilor �ú�L���S�U�R�J�U�D�P�X�O���D�X�G�L�H�Q� �H�O�R�U; 

�9 �6�H�P�H�V�W�U�L�D�O���� �P�D�Q�D�J�H�P�H�Q�W�X�O�� �V�R�F�L�H�W��� �L�L��TREG���� �D�Q�D�O�L�]�H�D�]���� �D�F�W�L�Y�L�W�D�W�H�D�� �S�U�L�Y�L�Q�G�� �V�R�O�X� �L�R�Q�D�U�H�D��
plângerilor �F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L���ú�L���V�W�D�E�L�O�H�ú�W�H���P���Vurile corective care se impun; 

�9 �$�S�U�R�E���� �U�D�S�R�D�U�W�H�O�H�� �V�H�P�H�V�W�U�L�D�O�H�� �F���W�U�H�� �$�1�5�(�� �S�U�L�Y�L�Q�G�� �D�F�W�L�Y�L�W�D�W�H�D�� �G�H�� �V�R�O�X� �L�R�Q�D�U�H�� �D��
plângerilor; 

�9 �$�S�U�R�E�����E�X�J�H�W�X�O���G�H���F�K�H�O�W�X�L�H�O�L��interne �D�O�R�F�D�W�H���S�H�Q�W�U�X���U�H�D�O�L�]�D�U�H�D���D�F�W�L�Y�L�W��� �L�L���G�H���V�R�O�X� �L�R�Q�D�U�H���D��
plângerilor �S�U�L�P�L�W�H���G�H���O�D���F�O�L�H�Q� �L�L���I�L�Q�D�O�L�� 

�9 �$�S�U�R�E�����V�X�P�H�O�H���F�D�O�F�X�O�D�W�H�����Q�H�F�H�V�D�U�H���S�H�Q�W�U�X��repunerea clientului final în drepturi, conform 
�S�U�H�Y�H�G�H�U�L�O�R�U���O�H�J�D�O�H�����S�U�L�Q���U�D�P�E�X�U�V�D�U�H�D���ú�L���V�D�X���F�R�P�S�H�Q�V�D�U�H�D���V�X�P�H�O�R�U���U�H�D�O�H��datorate, acolo 
unde este cazul; 

�9 �6�H�P�Q�H�D�]�����V�D�X���G�H�V�H�P�Q�H�D�]����in acest sens persoane din cadrul TREG pentru semnarea 
�U���V�S�X�Q�V�X�Oui �V�F�U�L�V�� �F�D�U�H�� �V�H�� �W�U�D�Q�V�P�L�W�H�� �F�O�L�H�Q�W�X�O�X�L�� �I�L�Q�D�O�� �F�X�� �S�U�L�Y�L�U�H�� �O�D�� �F�R�Q�F�O�X�]�L�D�� �D�Q�D�O�L�]���U�L�L��
�S�O�k�Q�J�H�U�L�L�����P�R�G�X�O���G�H���V�R�O�X� �L�R�Q�D�U�H���ú�L���W�H�P�H�L�X�O���O�H�J�D�O�� 

 
5.3. Personalul responsabil cu preluarea şi înregistrarea plângerilor 

 
�9 Preia plângerile �G�H�� �O�D�� �F�O�L�H�Q� �L�L�� �I�L�Q�D�O�L���G�H�S�X�V�H�� �v�Q�� �V�F�U�L�V�� �O�D�� �V�H�G�L�X�O�� �V�R�F�L�H�W��� �Li, prin intermediul 

unui numar de telefon dedicat clientilor finali, prin intermediul unei adrese de email, prin 
intermediul formularului on-line, prin fax sau prin �S�R�ú�W���� 

�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 �O�D�� �G�L�V�S�R�]�L� �L�D�� �F�O�L�H�Q� �L�O�R�U�� �I�L�Q�D�O�L���� �O�D��solicitarea acestora prin prezentarea la sediul 
�V�R�F�L�H�W��� �L�L��respectiv pe pagina de internet www.transenergo.ro, "Formularul de 
înregistrare a plângerii" - �V�H�F� �L�X�Q�L�O�H���$���ú�L���%�����F�Rnform modelului din anexa nr. 1, pe suport 
hârtie; 

�9 �9�H�U�L�I�L�F���� �F�R�P�S�O�H�W�D�U�H�D �F�R�U�H�F�W���� �ú�L���v�Q���W�R�W�D�O�L�W�D�W�H���D��formularul�X�L���P�H�Q� �L�R�Q�D�W���P�D�L���V�X�V cu datele 
de identificare ale clientului final���� �F�H�O���S�X� �L�Q���G�D�W�H�O�H���L�Q�G�L�F�D�W�H���O�D���V�H�F� �L�X�Q�H�D���$�����S�X�Q�F�W�H�O�H���$��-
�$������ �S�U�H�F�X�P�� �ú�L�� �F�X�� �L�Q�I�R�U�P�D� �L�Lle �U�H�I�H�U�L�W�R�D�U�H�� �O�D�� �S�U�R�E�O�H�P�D�� �U�H�F�O�D�P�D�W���� �ú�L���H�[�L�V�W�H�Q� �D��
documentelor proba�W�R�U�L�L���F�D���D�Q�H�[�H�����G�D�F�����H�V�W�H���F�D�]�X�O�� 

�9 �9�H�U�L�I�L�F���� �G�D�F���� �S�O�k�Q�J�H�U�L�O�H clien� �L�O�R�U finali �V�X�Q�W�� �I���F�X�W�H în nume propriu sau prin persoane 
împuternicite de �D�F�H�ú�W�L�D�����F�D�]���v�Q���F�D�U�H���V�H���Y�D���Y�H�U�L�I�L�F�D���H�[�L�V�W�H�Q� �D��împuternicirii respective; 

http://www.transenergo.ro/
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�9 �Ì�Q�U�H�J�L�V�W�U�H�D�]���� �I�R�U�P�X�O�D�U�H�O�H�� �P�H�Q� �L�R�Q�D�W�H�� �P�D�L�� �V�X�V���� �S�U�L�P�L�W�H�� �v�Q�� �V�F�U�L�V���� �I�D�[�� �ú�L�� �S�R�ú�W�� la sediul 
�V�R�F�L�H�W��� �L�L�����v�Q�����5�H�J�L�V�W�U�X�O���X�Q�L�F���G�H���H�Y�L�G�H�Q� �����D���S�O�k�Q�J�H�U�L�O�R�U���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L�������F�R�Q�Iorm modelului 
din anexa nr. 2; 

�9 �6�R�O�L�F�L�W���� �S�H�U�V�R�Q�D�O�X�O�X�L�� �V�S�H�F�L�D�O�Lzat din cadrul departamentelor de furnizare energie 
�H�O�H�F�W�U�L�F�����ú�L���J�D�]�H���Q�D�W�X�U�D�O�H���D�V�L�J�X�U�D�U�H�D���V�H�U�Y�L�F�L�X�O�X�L���G�H��consiliere a clientului final, �G�D�F�����H�V�W�H��
cazul, î�Q�� �Y�H�G�H�U�H�D�� �F�R�P�S�O�H�W���U�L�L�� �F�R�U�H�F�W�H �D�� �I�R�U�P�X�O�D�U�X�O�X�L�� �P�H�Q� �L�R�Q�D�W�� �P�D�L�� �V�X�V, pentru 
�R�S�H�U�D�W�L�Y�L�W�D�W�H���ú�L���H�I�L�F�L�H�Q� �D���V�R�O�X� �L�R�Q���U�L�L���S�O�k�Q�J�H�U�L�O�R�U�� 

�9 Transmite �F�O�L�H�Q�W�X�O�X�L�� �I�L�Q�D�O���� �L�P�H�G�L�D�W�� �G�X�S���� �v�Q�U�H�J�L�V�W�U�D�U�H���� �G�D�U�� �Q�X�� �P�D�L�� �W�k�U�]�L�X�� �G�H�� �D�� �G�R�X�D�� �]�L��
�O�X�F�U���W�R�D�U�H�� �G�H�� �O�D�� �G�D�W�D�� �S�U�L�P�L�U�L�L�� �I�R�U�P�X�O�D�U�X�O�X�L�� �F�R�P�S�O�H�W�D�W���� �Q�X�P���U�X�O�� �ú�L�� �G�D�Wa de înregistrare a 
plângerii; 

�9 Transmite conducerii  Departamentului de furnizare energie electrica respectiv gaze 
naturale�G�R�F�X�P�H�Q�W�D� �L�D�� �D�I�H�U�H�Q�W���� �S�O�k�Q�J�H�U�L�O�R�U�� �S�U�L�P�L�W�H�� �G�H�� �O�D�� �F�O�L�H�Q� �L�L�� �I�L�Q�D�O�L���� �v�Q�� �V�F�R�S�X�O�� �O�X���U�L�L�� �O�D��
�F�X�Q�R�ú�W�L�Q� �����ú�L���U�H�S�D�U�W�L�]���U�L�L���V�S�U�H���V�R�O�X� �L�R�Q�D�U�H�� 

�9 Înscrie �v�Q�� ���5�H�J�L�V�W�U�X�O�� �X�Q�L�F�� �G�H�� �H�Y�L�G�H�Q� ���� �D �S�O�k�Q�J�H�U�L�O�R�U�� �F�O�L�H�Q� �L�O�R�U�� �I�L�Q�D�O�L���� �Foncluzia �D�Q�D�O�L�]���U�L�L��
�S�O�k�Q�J�H�U�L�L���� �P�R�G�X�O�� �G�H�� �V�R�O�X� �L�R�Q�D�U�H�� �D�� �S�O�k�Q�J�H�U�L�O�R�U�� �ú�L���� �G�X�S���� �F�D�]���� �P���V�X�U�L�O�H�� �V�W�D�E�L�O�L�W�H����cu 
�P�H�Q� �L�R�Q�D�U�H�D���Q�X�P���U�X�O�X�L���ú�L���G�D�W�H�L���O�D���F�D�U�H���V-�D���U���V�S�X�Q�V�� 
 

5.4. Personalul responsabil cu analiza şi soluţionarea plângerilor 
 

�9 �/�D�� �F�H�U�H�U�H���� �D�V�L�J�X�U���� �V�H�U�Y�L�F�L�X�O�� �G�H��consiliere a c�O�L�H�Q�W�X�O�X�L���I�L�Q�D�O���� �G�D�F���� �H�V�W�H�� �F�D�]�X�O���� �vn vederea 
�F�R�P�S�O�H�W���U�L�L���F�R�U�H�F�W�H a formularului de înregistrare a plângerii�����P�H�Q� �L�R�Q�D�W���P�D�L���V�X�V, pentru 
�R�S�H�U�D�W�L�Y�L�W�D�W�H���ú�L���H�I�L�F�L�H�Q� �D���V�R�O�X� �L�R�Q���U�L�L���S�O�k�Q�J�H�U�L�O�R�U; 

�9 �$�Q�D�O�L�]�H�D�]���� �S�O�k�Q�J�H�U�L�O�H�� �S�U�L�P�L�W�H�� �G�H�� �O�D�� �F�O�L�H�Q� �L�L�� �I�L�Q�D�O�L���D�Y�k�Q�G�� �O�D�� �E�D�]���� �G�Rcumentele probatorii 
�S�X�V�H�� �O�D�� �G�L�V�S�R�]�L� �L�H�� �G�H�� �F�O�L�H�Q�W�X�O�� �I�L�Q�D�O, �F�X�� �U�H�V�S�H�F�W�D�U�H�D�� �F�R�Q�I�L�G�H�Q� �L�D�O�L�W��� �L�L�� �G�D�W�H�O�R�U�� �G�H��
�L�G�H�Q�W�L�W�D�W�H���G�D�W�H�O�R�U���F�X���F�D�U�D�F�W�H�U���S�H�U�V�R�Q�D�O���D�O�H���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L; 

�9 �Ì�Q�� �V�L�W�X�D� �L�D�� �v�Q�� �F�D�U�H�� �D�Q�D�O�L�]�D�U�H�D�� �S�O�k�Q�J�H�U�L�L�� �Q�X�� �V�H�� �S�R�D�W�H�� �H�I�H�F�W�X�D�� �F�D�� �X�U�P�D�U�H�� �D�� �X�Q�R�U�� �F�D�X�]�H��
obiec�W�L�Y�H���� �v�Q�� ���5�H�J�L�V�W�U�X�O�� �X�Q�L�F�� �G�H�� �H�Y�L�G�H�Q� ���� �D�� �S�O�k�Q�J�H�U�L�O�R�U�� �F�O�L�H�Q� �L�O�R�U�� �I�L�Q�D�O�L������ �O�D�� �U�X�E�U�L�F�D��
���&�R�Q�F�O�X�]�L�L���� �V�H�� �Y�D�� �v�Q�V�F�U�L�H�� ���3�O�k�Q�J�H�U�H�� �Q�H�V�R�O�X� �L�R�Q�D�E�L�O�������� �F�X�� �S�U�H�F�L�]�D�U�H�D�� �v�Q�� �V�H�F� �L�X�Q�H�D�� �&�� �G�L�Q��
���)�R�U�P�X�O�D�U�X�O�� �G�H�� �v�Q�U�H�J�L�V�W�U�D�U�H�� �D�� �S�O�k�Q�J�H�U�L�L���� �D�� �F�D�X�]�H�O�R�U�� �ú�L�� �L�Q�I�R�U�P�D�U�H�D�� �F�R�U�H�V�S�X�Q�]���W�R�D�U�H�� �D��
clientului final; 

�9 În �V�L�W�X�D� �L�D���v�Q���F�D�U�H���S�O�k�Q�J�H�U�H�D���H�V�W�H���v�Q�W�H�P�H�L�D�W�������v�Q���I�D�Y�R�D�U�H�D���F�O�L�H�Q�W�X�O�X�L���I�L�Q�D�O������transmite spre 
aprobare conducerii TREG �F�R�Q�F�O�X�]�L�D�� �D�Q�D�O�L�]���U�L�L�� �S�O�k�Q�J�H�U�L�L�� �ú�L��sumele calculate, necesare 
pentru repunerea clientului final în drepturi, conform prevederilor legale, prin 
�U�D�P�E�X�U�V�D�U�H�D���ú�L���V�D�X���F�R�P�S�H�Q�V�D�U�H�D���V�X�P�H�O�R�U���U�H�D�O�H��datorate, acolo unde este cazul; 

�9 În �F�D�]�X�O�� �v�Q�� �F�D�U�H�� �S�O�k�Q�J�H�U�H�D�� �H�V�W�H�� �Q�H�v�Q�W�H�P�H�L�D�W���� ���v�Q�� �G�H�I�D�Y�R�D�U�H�D�� �F�O�L�H�Q�W�X�O�X�L�� �I�L�Q�D�O���� �V�D�X��
�Q�H�V�R�O�X� �L�R�Q�D�E�L�O������ �v�Q�W�R�F�P�H�ú�W�H�� �U���V�S�X�Q�V clientului final în acest sens �ú�L��transmite spre 
aprobare conducerii TREG �F�R�Q�F�O�X�]�L�D�� �D�Q�D�O�L�]���U�L�L�� �S�O�k�Q�J�H�U�L�L �ú�L�� �V�S�U�H�� �V�H�P�Q�D�U�H�� �U���V�S�X�Q�V�X�O��
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 clienţilor 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 

http://www.transenergo.ro/
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cu Clientii, luni-vineri (cu exceptia sarbatorilor legale, a zilelor libere si a celor 
nelucratoare), orele 9-17 

o 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). 

o Programul audientelor: Dl. 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 

o Procedura �± cadru elaborata de ANRE pentru solutionarea plangerilor clientilor 
finali 

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

termenului legal de solutionare  
o 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 

o Dreptul clientului final de a apela la alte proceduri extrajudiciare de solutionare a 
plangerilor 

o 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 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. 

o 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). 

o Programul audientelor, prezentat sub forma: nume, prenume, functie, zi si 
interval orar: Dl. 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 

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

o 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 

o Dreptul clientului final de a apela la alte proceduri extrajudiciare de solutionare a 
plangerilor 

o Dreptul clientului final de a se adresa instantei judecatoresti competente 
�9 Tran�V�P�L�W�H���S�U�L�Q���I�D�[���V�D�X���S�R�ú�W�����L�Q�I�R�U�P�D�U�Ha scris�����F���W�U�H clientul final cu privire la concluzia 

�D�Q�D�O�L�]���U�L�L�� �S�O�k�Q�J�H�U�L�L���� �P�R�G�X�O�� �G�H�� �V�R�O�X� �L�R�Q�D�U�H�� �ú�L�� �W�H�P�H�L�X�O�� �O�H�J�D�O���� �F�R�P�S�O�H�W�k�Q�G�� �W�R�W�R�G�D�W����
�V�H�F� �L�X�Q�H�D���&���G�L�Q�����)�R�U�P�X�O�D�U�X�O���G�H���v�Q�U�H�J�L�V�W�U�D�U�H���D���S�O�k�Q�J�H�U�L�L�����ú�L�����5�H�J�L�V�W�U�X�O���X�Q�L�F���G�H���H�Y�L�G�H�Q� �����D��
�S�O�k�Q�J�H�U�L�O�R�U���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L���� 

 
5.6. Personalul responsabil cu transmiterea datelor 

 
�9 Transmite la ANRE rapoarte privind activitatea de solutionare a plângerilor, care contin 

cel putin urmatoarele informatii: numarul de plângeri primite, total si defalcat dupa 

mailto:consumatorieel@transenergo.ro
mailto:consumatorign@transenergo.ro
mailto:consumatorieel@transenergo.ro
mailto:consumatorign@transenergo.ro
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modalitatile de preluare prevazute, respectiv dupa tipul clientului final (casnic, respectiv, 
non-casnic), total si defalcat pe categoriile de plângeri stabilite la cap. 2, respectiv, 
pentru �I�L�H�F�D�U�H���F�D�W�H�J�R�U�L�H���V�W�D�E�L�O�L�W��, sinteza modului de solutionare a acestora si masurile 
corective stabilite, respectiv, conform anexelor nr. 3-5. Pentru fiecare categorie stabilita 
la cap. 2 se prezinta numarul de plângeri rezolvate în termenul legal de solutionare, 
respectiv pentru plângerile întemeiate, neîntemeiate si nesolutionabile, conform anexei 
nr. 4.  Perioada analizata în rapoartele mentionate mai sus este de un semestru si 
respectiv un an calendaristic, iar transmiterea la ANRE a acestora se face în termen de 
o luna de la încheierea perioadei analizate. 

 
 

5.7. Personalul responsabil cu publicarea datelor 
 
 

�9 În aplicarea prezentei proceduri, �7�5�(�*�� �H�V�W�H���R�E�O�L�J�D�W�� �V���� �I�D�F���� �S�X�E�O�L�F�H�� �S�H�� �S�D�J�L�Q�D proprie 
�G�H���L�Q�W�H�U�Q�H�W���ú�L���O�D���U�H�J�L�V�W�U�D�W�X�U�������X�U�P���W�R�D�U�H�O�H������ 

a. D�H�Q�X�P�L�U�H�D���� �D�G�U�H�V�D�� �ú�L�� �S�U�R�J�U�D�P�X�O�� �G�H�� �O�X�F�U�X�� �D�O�H�� �F�R�P�S�D�U�W�L�P�H�Q�W�X�O�X�L�� �U�H�V�S�R�Q�V�D�E�L�O�� �F�X��
primirea �ú�L���v�Q�U�H�J�L�V�W�U�D�U�H�D���S�O�k�Q�J�H�U�L�O�R�U�� 

b. Numere de telefon/fax, adrese de e-mail dedicate primirii plângerilor; 
c. P�U�R�J�U�D�P�X�O�� �D�X�G�L�H�Q� �H�O�R�U���� �S�U�H�]�H�Q�W�D�W�� �V�X�E�� �I�R�U�P�D���� �Q�X�P�H���� �S�U�H�Q�X�P�H���� �I�X�Q�F� �L�H���� �]�L�� �ú�L��

interval orar; 
d. Procedura-�F�D�G�U�X�� �H�O�D�E�R�U�D�W���� �G�H�� �$�X�W�R�U�L�W�D�W�H�D�� �1�D� �L�R�Q�D�O���� �G�H�� �5�H�J�O�H�P�H�Q�W�D�U�H�� �v�Q��

Domeniul Energiei (ANRE) pe�Q�W�U�X���V�R�O�X� �L�R�Q�D�U�H�D���S�O�k�Q�J�H�U�L�O�R�U���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L���� 
e. P�U�R�F�H�G�X�U�D���L�Q�W�H�U�Q�����D���I�X�U�Q�L�]�R�U�X�O�X�L���S�U�L�Y�L�Q�G���V�R�O�X� �L�R�Q�D�U�H�D���S�O�k�Q�J�H�U�L�O�R�U���G�H���O�D���F�O�L�H�Q� �L�L���I�L�Q�D�O�L��

�D�U�P�R�Q�L�]�D�W�����F�X���S�U�R�F�H�G�X�U�D��- cadru; 
f. Categoriile de plângeri, cu indicarea, pentru fiecare categorie, a:   

-  termenului l�H�J�D�O���S�H�Q�W�U�X���G�H�S�X�Q�H�U�H�����G�D�F�����H�V�W�H���F�D�]�X�O������ 
-  �W�H�U�P�H�Q�X�O�X�L���O�H�J�D�O���G�H���V�R�O�X� �L�R�Q�D�U�H������ 

g. Dreptul clientului final de a apela la ANRE, cu precizarea datelor de contact ale 
ANRE; 

h. D�U�H�S�W�X�O���F�O�L�H�Q�W�X�O�X�L���I�L�Q�D�O���G�H���D���D�S�H�O�D���O�D���D�O�W�H���S�U�R�F�H�G�X�U�L���H�[�W�U�D�M�X�G�L�F�L�D�U�H���G�H���V�R�O�X� �L�R�Q�D�U�H���D��
plângerilor; 

i. D�U�H�S�W�X�O���F�O�L�H�Q�W�X�O�X�L���I�L�Q�D�O���G�H���D���V�H���D�G�U�H�V�D���L�Q�V�W�D�Q� �H�L���M�X�G�H�F���W�R�U�H�ú�W�L���F�R�P�S�H�W�H�Q�W�H������ 
�,�Q�I�R�U�P�D� �L�L�O�H���G�H���P�D�L���V�X�V���V�W�L�S�X�O�D�W�H���O�D���O�L�W�����D�������E�������F�������I�������L�����V�H���Y�R�U���U�H�J���V�L���R�E�O�L�J�D�W�R�U�L�X���S�H���I�D�F�W�X�U����
sau documentele anexate acesteia.   

�9 �3�X�E�O�L�F���� �S�H�� �S�D�J�L�Q�D�� �S�U�R�S�U�L�H�� �G�H�� �L�Q�W�H�U�Q�H�W�� �U�D�S�R�D�U�W�H�� �S�U�L�Y�L�Q�G�� �D�F�W�L�Y�L�W�D�W�H�D�� �G�H�� �V�R�O�X� �L�R�Q�D�U�H�� �D��
�S�O�k�Q�J�H�U�L�O�R�U���� �F�D�U�H�� �F�R�Q� �L�Q�� �F�H�O�� �S�X� �L�Q�� �X�U�P���W�R�D�U�H�O�H�� �L�Q�I�R�U�P�D� �L�L���� �Q�X�P���U�X�O�� �G�H�� �S�O�k�Q�J�H�U�L�� �S�U�L�P�L�W�H����
�W�R�W�D�O�� �ú�L�� �G�H�I�D�O�F�D�W�� �G�X�S���� �P�R�G�D�O�L�W��� �L�O�H�� �G�H�� �S�U�H�O�X�D�U�H�� �S�U�H�Y���]�X�W�H���� �U�H�V�S�H�F�W�L�Y�� �G�X�S���� �W�L�S�X�O�� �F�O�L�H�Q�W�X�O�X�L��
final (casnic, respectiv, non-�F�D�V�Q�L�F������ �W�R�W�D�O�� �ú�L���G�H�I�D�O�F�D�W�� �S�H�� �F�D�W�H�J�R�U�L�L�O�H�� �G�H���S�O�k�Q�J�H�U�L�� �V�W�D�E�L�O�L�W�H��
�O�D���F�D�S�����������U�H�V�S�H�F�W�L�Y�����S�H�Q�W�U�X���I�L�H�F�D�U�H���F�D�W�H�J�R�U�L�H���V�W�D�E�L�O�L�W�������V�L�Q�W�H�]�D���P�R�G�X�O�X�L���G�H���V�R�O�X� �L�R�Q�D�U�H���D��
�D�F�H�V�W�R�U�D�� �ú�L�� �P���V�X�U�L�O�H�� �F�R�U�H�F�W�L�Y�H�� �V�W�D�E�L�O�L�W�H���� �U�H�V�S�H�F�W�L�Y���� �F�R�Q�I�R�U�P�� �D�Q�H�[�H�O�R�U�� �Q�U���� ��-5.  Pentru 
fiecare cat�H�J�R�U�L�H�� �V�W�D�E�L�O�L�W���� �O�D�� �F�D�S���� ���� �V�H�� �S�U�H�]�L�Q�W���� �Q�X�P���U�X�O�� �G�H�� �S�O�k�Q�J�H�U�L�� �U�H�]�R�O�Y�D�W�H�� �v�Q��
�W�H�U�P�H�Q�X�O�� �O�H�J�D�O�� �G�H�� �V�R�O�X� �L�R�Q�D�U�H���� �U�H�V�S�H�F�W�L�Y�� �S�H�Q�W�U�X�� �S�O�k�Q�J�H�U�L�O�H�� �v�Q�W�H�P�H�L�D�W�H���� �Q�H�v�Q�W�H�P�H�L�D�W�H�� �ú�L��
�Q�H�V�R�O�X� �L�R�Q�D�E�L�O�H�����F�R�Q�I�R�U�P���D�Q�H�[�H�L���Q�U�������������3�H�U�L�R�D�G�D���D�Q�D�O�L�]�D�W�����v�Q���U�D�S�R�D�U�W�H�O�H���P�H�Q� �L�R�Q�D�W�H���P�D�L��
sus este �G�H�� �X�Q�� �V�H�P�H�V�W�U�X�� �ú�L�� �U�H�V�S�H�F�W�L�Y�� �X�Q�� �D�Q�� �F�D�O�H�Q�G�D�U�L�V�W�L�F���� �L�D�U�� �S�X�E�O�L�F�D�U�H�D�� �D�F�H�V�W�R�U�D�� �V�H��
�I�D�F�H���v�Q���W�H�U�P�H�Q���G�H���R���O�X�Q�����G�H���O�D���v�Q�F�K�H�L�H�U�H�D���S�H�U�L�R�D�G�H�L���D�Q�D�O�L�]�D�W�H�� 
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6. MOD DE LUCRU  

 

Activitate Instrucţiuni 
realizare Condiții/ modalități Responsabil Inregistrari 

I. Preluarea 
plângerilor de 
�O�D���F�O�L�H�Q� �L�L���I�L�Q�D�O�L 

In scris, 
electronic si 
telefonic, prin 
intermediul 
canalelor de 
comunicare cu 
organizatia 

a) prin punctele unice de 
contact ale furnizorului, 
la depunerea în scris;  

b) prin intermediul unui 
centru de telefonie;  

c) prin intermediul unei 
adrese de e-mail; 

d) prin intermediul 
formularului on-line; 

e) prin fax; 
f) �S�U�L�Q���S�R�ú�W���� 

Serviciul de 
Relatii cu 

Clientii 
 

Formular de 
înregistrare 
a plângerii 

II. Înregistrarea 
plângerilor 
primite de la 
�F�O�L�H�Q� �L�L���I�L�Q�D�O�L 

Toate 
plangerile 
depuse de 
clienti prin 
intermediul 
formularului 
dedicat, vor fi 
inregistrate 
conform 
procedurilor 
interne. 

x Punerea �O�D���G�L�V�S�R�]�L� �L�D��
�F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L�����O�D��
�U�H�J�L�V�W�U�D�W�X�U�D���V�R�F�L�H�W��� �L�L, prin 
email respectiv pe pagina 
proprie de internet, a 
"Formularului de 
înregistrare a plângerii" - 
�V�H�F� �L�X�Q�L�O�H���$���ú�L���%����pe 
�V�X�S�R�U�W���K�k�U�W�L�H���ú�L���v�Q���I�R�U�P�D�W��
electronic; 

x Consilierea clientului final 
�v�Q���Y�H�G�H�U�H�D���F�R�P�S�O�H�W���U�L�L��
corecte, pentru 
�R�S�H�U�D�W�L�Y�L�W�D�W�H���ú�L���H�I�L�F�L�H�Q� �D��
�V�R�O�X� �L�R�Q���U�L�L���S�O�k�Q�J�H�U�L�O�R�U; 

x Transmiterea catre 
�F�O�L�H�Q�W�X�O���I�L�Q�D�O�����L�P�H�G�L�D�W���G�X�S����
înregistrare, dar nu mai 
târziu de a doua zi 
�O�X�F�U���W�R�D�U�H���G�H���O�D���G�D�W�D��
primirii formularului 
�F�R�P�S�O�H�W�D�W�����D���Q�X�P���U�X�O�X�L���ú�L��
datei de înregistrare a 
plângerii. 

Serviciul de 
Relatii cu 

Clientii 
 

 

III. Analizarea 
plângerilor 
primite de la 
�F�O�L�H�Q� �L�L���I�L�Q�D�O�L 

 Analizarea plângerilor se 
�H�I�H�F�W�X�H�D�]�����D�Y�k�Q�G���O�D���E�D�]����
documentele probatorii 
�S�X�V�H���O�D���G�L�V�S�R�]�L� �L�H���G�H��
clientul final, cu 

Departament 
FEE 
Departament 
FGN 
Departament 
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respectarea 
�F�R�Q�I�L�G�H�Q� �L�D�O�L�W��� �L�L���G�D�W�H�O�R�U���G�H��
identitate/datelor cu 
caracter personal ale 
�F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L������ 

Economic-
Financiar 
Departament 
Juridic  

IV. �6�R�O�X� �L�R�Q�D�U�H�D���ú�L��
informarea 
�F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L��
privind modul 
de rezolvare a 
plângerilor 
primite de la 
�D�F�H�ú�W�L�D 

 Informarea în scris a 
clientului final cu privire la 
�F�R�Q�F�O�X�]�L�D���D�Q�D�O�L�]���U�L�L��
plângerii, modul de 
�V�R�O�X� �L�R�Q�D�U�H���ú�L���W�H�P�H�L�X�O���O�H�J�D�O. 

Departament 
FEE 
Departament 
FGN 

Adrese 
trimise catre 
clienti (prin 
posta, fax,  
sau e-mail) 

V. Publicarea 
datelor 

 Publicarea pe pagina 
proprie de internet a 
rapoartelor semestriale 
privind activitatea de 
�V�R�O�X� �L�R�Q�D�U�H���D���S�O�k�Q�J�H�U�L�O�R�U, în 
�W�H�U�P�H�Q���G�H���R���O�X�Q�����G�H���O�D��
încheierea perioadei 
analizate. 

Departament 
FEE 
Departament 
FGN 

 

VI. Transmiterea 
datelor la 
ANRE 

 Transmiterea la ANRE a 
rapoartelor semestriale 
privind activitatea de 
�V�R�O�X� �L�R�Q�D�U�H���D���S�O�k�Q�J�H�U�L�O�R�U, în 
�W�H�U�P�H�Q���G�H���R���O�X�Q�����G�H���O�D��
încheierea perioadei 
analizate. 

Departament 
FEE 
Departament 
FGN 

 

 
7. RAPOARTE ŞI ÎNREGISTRĂRI 

 
 

Cod formular Denumire inregistrare/ 
raport 

Mod 
transmitere 

Periodicitate 
întocmire 

Perioada 
arhivare 

F(PPA 8.2.1 �± 7.2.3)04 
Formular de înregistrare a 
plângerii  

Electronic, 
Fax, Posta - 3 ani 

F(PPA 8.2.1 �± 7.2.3)05 
Reg�L�V�W�U�X�O���X�Q�L�F���G�H���H�Y�L�G�H�Q� ����
�D���S�O�k�Q�J�H�U�L�O�R�U���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L Electronic  Zilnic 3 ani 

 
8. ANEXE  

 
Anexa 1 - Formular de înregistrare a plângerii 
Anexa 2 - �5�H�J�L�V�W�U�X�O���X�Q�L�F���G�H���H�Y�L�G�H�Q� �����D���S�O�k�Q�J�H�U�L�O�R�U���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L 
Anexa 3 - �6�W�U�X�F�W�X�U�D���S�O�k�Q�J�H�U�L�O�R�U���v�Q���I�X�Q�F� �L�H���G�H���P�R�G�X�O���G�H���S�U�H�O�X�D�U�H�����L���G�H���S�U�R�Y�H�Q�L�H�Q�
�D���D�F�H�V�W�R�U�D 
Anexa 4 - �6�W�U�X�F�W�X�U�D���S�O�k�Q�J�H�U�L�O�R�U���v�Q���I�X�Q�F� �L�H���G�H���F�D�W�H�J�R�U�L�H���ú�L���U�H�V�S�H�F�W�D�U�H�D���W�H�U�P�H�Q�X�O�X�L���O�H�J�D�O 
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Anexa 5 - �6�L�Q�W�H�]�D���P�R�G�X�O�X�L���G�H���V�R�O�X� �L�R�Q�D�U�H���ú�L���P���V�X�U�L�O�H���F�R�U�H�F�W�L�Y�H���D�I�H�U�H�Q�W�H���F�D�W�H�J�R�U�L�L�O�R�U���G�H��
plângeri 
Anexa 6 �± Informare 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 �± Informare clienti finali gaze naturale asupra categoriilor de plangeri, a termenelor 
legale de depunere  (daca este cazul) si a termenelor legale de solutionare a acestora 
 



 

x Conform Ordinului nr. 16/18.03.2015 privind aprobarea procedurii-cadru privind obligaţia furnizorilor de 
energie electrică şi gaze natural de soluţionare a plângerilor clienţilor finali, publicat ”n Monitorul Oficial al 
Rom‰niei, Partea I, nr. 193/23.03.2015 
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Anexa nr. 1 
la Procedura de solutionare a plangerilor clientilor finali  

 
 

      FORMULAR  DE ëNREGISTRARE A PLåNGERII  
          
            Nr. ........./Data ................... 

 
 

A: DATE DE IDENTIFICARE  
 

Nr. 
Crt. 

Client final  
 

�)�X�U�Q�L�]�R�U���H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F�����J�D�]�H���Q�D�W�X�U�D�O�H 

1. Nume: Nume: TRANSENERGO COM S.A. 
2. Adresa: Adresa: The Grand Offices, Calea 13 

Septembrie nr. 90, sector 5 
3. Localitate: Localitate:Bucuresti, Romania 
4. Cod poştal: Cod poştal: 050726 
5. Tel/fax Tel/fax : +4021/ 403.42.11 
6. E-mail E-mail: consumatorieel@transenergo.ro 

             consumatorign@transenergo.ro 
 

Reprezentant 
legal: 

 Alte detalii:  

  
B: PLåNGERE CLIENT FINAL  

 
I. Probleme reclamate 

Data la care a apărut problema:   ........../............./.............. (zi/lună/an)           
Indicaţi dacă problema a apărut pentru prima dată sau nu:   

Pl‰ngere ”n 
legătură cu: 

 �)�8�5�1�,�=�$�5�(���(�1�(�5�*�,�(���(�/�(�&�7�5�,�&�� 
1. Clauze contractuale furnizare energie electrică 
2. Modalitate de facturare energie electrică  
3. Consumul si valoarea facturii de energie electrică 
4. Plăţi neînregistrate, plăţi alocate eronat 
5. Ofertarea de prețuri și tarife 
6. Continuitatea în alimentarea cu energie electrică 
7. Calitatea energiei electrice furnizate 
8. Funcţionarea grupurilor de măsurare 
9.  Schimbarea furnizorului 
10. Informarea clienților finali 
11. Standarde de performanţă furnizare energie electrică 
12. Altele 
 FURNIZARE GAZE NATURALE  
1. Clauze contractuale furnizare gaze naturale 



 

x Conform Ordinului nr. 16/18.03.2015 privind aprobarea procedurii-�F�D�G�U�X���S�U�L�Y�L�Q�G���R�E�O�L�J�D� �L�D���I�X�U�Q�L�]�R�U�L�O�R�U���G�H��
�H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F�����ú�L���J�D�]�H���Q�D�W�X�U�D�O���G�H���V�R�O�X� �L�R�Q�D�U�H���D���S�O�k�Q�J�H�U�L�O�R�U���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L, publicat ”n Monitorul Oficial al 
Rom‰niei, Partea I, nr. 193/23.03.2015 

Pa
ge

2 

2. Modalitate de facturare gaze naturale 
3. Consumul si valoarea facturii de gaze naturale; m���V�X�U�D�U�H�D���S�X�W�H�U�L�L��

calorifice a gazelor naturale 
4. �3�O��� �L���Q�H�v�Q�U�H�J�L�V�W�U�D�W�H�����S�O��� �L���D�O�R�F�D�W�H���H�U�R�Q�D�W����facturarea �U�H�Y�L�]�L�L�O�R�U���ú�L��

�Y�H�U�L�I�L�F���U�L�O�R�U���L�Q�V�W�D�O�D� �L�L�O�R�U���G�H���X�W�L�O�L�]�D�U�H���J�D�]�H���Q�D�W�X�U�D�O�H 
5. Ofertarea de pre� uri �úi tarife 
6. Continuitatea ”n alimentarea cu gaze naturale  
7. Calitatea gazelor furnizate 
8. F�X�Q�F� �L�R�Q�D�U�H�D���J�U�X�S�X�U�L�O�R�U���G�H���P���V�X�U�D�U�H 
9. Schimbarea furnizorului 
10. �,�Q�I�R�U�P�D�U�H�D���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L 
11. Standarde de performan� �����I�X�U�Q�L�]�D�U�H��gaze naturale 
12. Altele 
�,�Q�I�R�U�P�D� �L�L���V�X�S�O�L�P�H�Q�W�D�U�H�� 
 
Alte tipuri de probleme: 
 

II. Detalii cu privire la plângere 
 
 
 

III. Cerinţe client final 
Solicitare: 1. �(�ú�D�O�R�Q�D�U�H���O�D���S�O�D�W�D���I�D�F�W�X�U�L�O�R�U���G�H���H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F�� 

2. �&�R�P�S�H�Q�V�D� �L�L �F�R�Q�I�R�U�P���V�W�D�Q�G�D�U�G�H�O�R�U���G�H���S�H�U�I�R�U�P�D�Q� �����I�X�U�Q�L�]�D�U�H��
�H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F�� 
�������9�H�U�L�I�L�F�D�U�H���F�R�Q�W�R�U���H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F�� 
4. 
5. 

 

1. �(�ú�D�O�R�Q�D�U�H���O�D���S�O�D�W�D���I�D�F�W�X�U�L�O�R�U���G�H���J�D�]�H���Q�D�W�X�U�D�O�H 
2. �3�H�Q�D�O�L�W��� �L �F�R�Q�I�R�U�P���V�W�D�Q�G�D�U�G�H�O�R�U���G�H���S�H�U�I�R�U�P�D�Q� �����I�X�U�Q�L�]�D�U�H��
gaze naturale 
3. Verificare contor gaze naturale 
4. 
5. 

 

�$�O�W�H���W�L�S�X�U�L���G�H���V�R�O�L�F�L�W���U�L�� 
 

 

IV. Documente anexate 
Lista 

documentelor 
probatorii 

1. 
2. 
3. 

 

�'�D�W�� �6�H�P�Q���W�X�U�����F�O�L�H�Q�W���I�L�Q�D�O  
 
 
 
 
 



 

x Conform Ordinului nr. 16/18.03.2015 privind aprobarea procedurii-�F�D�G�U�X���S�U�L�Y�L�Q�G���R�E�O�L�J�D� �L�D���I�X�U�Q�L�]�R�U�L�O�R�U���G�H��
�H�Q�H�U�J�L�H���H�O�H�F�W�U�L�F�����ú�L���J�D�]�H���Q�D�W�X�U�D�O���G�H���V�R�O�X� �L�R�Q�D�U�H���D���S�O�k�Q�J�H�U�L�O�R�U���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L, publicat în Monitorul Oficial al 
României, Partea I, nr. 193/23.03.2015 
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C: FORMULAR PENTRU FURNIZORUL DE ENERGIE 

 
�1�U�����v�Q�U�H�J�L�V�W�U�D�U�H���U���V�S�X�Q�V��  
�5���V�S�X�Q�V���O�D���S�O�k�Q�J�H�U�H�D���Q�U��  
 
�6�X�Q�W���G�H���D�F�R�U�G���F�X���F�H�U�L�Q� �H�O�H���F�O�L�H�Q�W�X�O�X�L���I�L�Q�D�O���ú�L��
�Y�R�L���O�X�D���X�U�P���W�R�D�U�H�O�H���P���V�X�U�L���� 
 

 

�6�X�Q�W���S�D�U� �L�D�O���G�H���D�F�R�U�G���ú�L���S�U�R�S�X�Q���X�U�P���W�R�D�U�H�O�H��  
 

�1�X���V�X�Q�W���G�H���D�F�R�U�G�����v�Q�V�����S�U�R�S�X�Q��
�X�U�P���W�R�D�U�H�O�H�� 
 

 

Respingerea plângerii clientului 
final, ca fiind �Q�H�v�Q�W�H�P�H�L�D�W��: 

�-�X�V�W�L�I�L�F�D�U�H���O�H�J�D�O���� 

Respingerea plângerii clientului 
final, ca fiind �Q�H�V�R�O�X� �L�R�Q�D�E�L�O���� 

Cauza: 

Propunere: înaintare �F���W�U�H ANRE 
�V�S�U�H���V�R�O�X� �L�R�Q�D�U�H 

Date de contact ANRE : adres�������W�H�O/fax, email 

Responsabil Furnizor:  
Data  �6�H�P�Q���W�X�U�D�� 

 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 
 
 



Anexa 2 la Procedura pentru solutionarea plangerilor clientilor finali
Registrul unic de evidenta a plangerilor clientilor finali

�1�U�����ú�L���G�D�W�D���v�Q�U�H�J�L�V�W�U���U�L�L��
pl‰ngerii

Mod de preluare:
Sediu/Tel./Email/Formular on-

�O�L�Q�H���)�D�[���3�R�ú�W��

Client final (nume) Tip client final: 
casnic / noncasnic

Categorie pl‰ngere Obiectul pl‰ngerii �3�H�U�V�R�D�Q�D���G�H�V�H�P�Q�D�W����
�S�H�Q�W�U�X���U���V�S�X�Q�V

Termen legal 
�S�H�Q�W�U�X���U���V�S�X�Q�V

�&�R�Q�F�O�X�]�L�D���D�Q�D�O�L�]���U�L�L���S�O�k�Q�J�H�U�L�L����
�v�Q�W�H�P�H�L�D�W���������Q�H�v�Q�W�H�P�H�L�D�W��������

�Q�H�V�R�O�X� �L�R�Q�D�E�L�O��

�0���V�X�U�L��
stabilite

�1�U�����ú�L���G�D�W�D���U���V�S�X�Q�V �5���V�S�X�Q�V���v�Q��
termen DA/NU

1 2 3 4 5 6 7 8 9 10 11 12
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Anexa 2 la Procedura pentru solutionarea plangerilor clientilor finali
Registrul unic de evidenta a plangerilor clientilor finali

�1�U�����ú�L���G�D�W�D���v�Q�U�H�J�L�V�W�U���U�L�L��
pl‰ngerii

Mod de preluare:
Sediu/Tel./Email/Formular on-

�O�L�Q�H���)�D�[���3�R�ú�W��

Client final (nume) Tip client final: 
casnic / noncasnic

Categorie pl‰ngere Obiectul pl‰ngerii �3�H�U�V�R�D�Q�D���G�H�V�H�P�Q�D�W����
�S�H�Q�W�U�X���U���V�S�X�Q�V

Termen legal 
�S�H�Q�W�U�X���U���V�S�X�Q�V

�&�R�Q�F�O�X�]�L�D���D�Q�D�O�L�]���U�L�L���S�O�k�Q�J�H�U�L�L����
�v�Q�W�H�P�H�L�D�W���������Q�H�v�Q�W�H�P�H�L�D�W��������

�Q�H�V�R�O�X� �L�R�Q�D�E�L�O��

�0���V�X�U�L��
stabilite

�1�U�����ú�L���G�D�W�D���U���V�S�X�Q�V �5���V�S�X�Q�V���v�Q��
termen DA/NU

1 2 3 4 5 6 7 8 9 10 11 12
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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:

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 �3�U�L�Q���S�R�ú�W��

TOTAL

Nr. crt. Nr. pl‰ngeriMod de preluare a pl‰ngerilor 
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Anexa 4 la Procedura de solutionare a plangerilor clientilor finali
�6�W�U�X�F�W�X�U�D���S�O�D�Q�J�H�U�L�O�R�U���L�Q���I�X�Q�F� �L�H���G�H���F�D�W�H�J�R�U�L�H�����F�R�Q�F�O�X�]�L�D���D�Q�D�O�L�]�H�L���ú�L���U�H�V�S�H�F�W�D�U�H�D���W�H�U�P�H�Q�X�O�X�L���O�H�J�D�O

Perioada:

Total Rezolvate ”n 
termenul legal

Nerezolvate ”n termenul 
legal

1 Contractarea energiei     
2 Facturarea contravalorii energiei consumate     
3 �2�I�H�U�W�D�U�H�D���G�H���S�U�H� �X�U�L���ú�L���W�D�U�L�I�H����������
4 Continuitate ”n alimentarea cu energie     
5 �$�V�L�J�X�U�D�U�H�D���F�D�O�L�W��� �L�L���H�Q�H�U�J�L�H�L���I�X�U�Q�L�]�D�W�H����������
6 �)�X�Q�F� �L�R�Q�D�U�H�D���J�U�X�S�X�U�L�O�R�U���G�H���P���V�X�U�D�U�H����������
7 Acordarea dreptului de schimbare a furnizorului     
8 �,�Q�I�R�U�P�D�U�H�D���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L���v�Q���F�R�Q�I�R�U�P�L�W�D�W�H���F�X���F�H�U�L�Q� �H�O�H���O�H�J�L�V�O�D� �L�H�L���v�Q���Y�L�J�R�D�U�H����������
9 �5�H�]�R�O�Y�D�U�H�D���S�O�k�Q�J�H�U�L�O�R�U���O�D���D�G�U�H�V�D���I�X�U�Q�L�]�R�U�X�O�X�L�����I�R�U�P�X�O�D�W�H���G�H���F�O�L�H�Q� �L�L���I�L�Q�D�O�L���F�X���S�U�L�Y�L�U�H���O�D���Q�H�U�H�V�S�H�F�W�D�U�H�D���O�H�J�L�V�O�D� �L�H�L���v�Q���Y�L�J�R�D�U�H����������

10 �5�H�]�R�O�Y�D�U�H�D���D�O�W�R�U���S�O�k�Q�J�H�U�L���D�O�H���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L��
TOTAL

”ntemeiate
ne”ntemeiate

�v���•�}�o�µ���]�}�v�����]�o��
din care: 

Nr. crt. Nr. pl‰ngeriMod de preluare a pl‰ngerilor Pl‰ngeri nerezolvate 
”n termenul legal din 

total pl‰ngeri (%)
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Anexa 5 la Procedura pentru solutionarea plangerilor clientilor finali
�6�L�Q�W�H�]�D���P�R�G�X�O�X�L���G�H���V�R�O�X� �L�R�Q�D�U�H���ú�L���P���V�X�U�L�O�H���F�R�U�H�F�W�L�Y�H���D�I�H�U�H�Q�W�H���F�D�W�H�J�R�U�L�L�O�R�U���G�H���S�O�k�Q�J�H�U�L

Perioada:

Nr. crt. Categoria pl‰ngerii Sinteza modului 
de solutionare

Masuri corective

1 Contractarea energiei     
2 Facturarea contravalorii energiei consumate     
3 �2�I�H�U�W�D�U�H�D���G�H���S�U�H� �X�U�L���ú�L���W�D�U�L�I�H����������
4 Continuitate ”n alimentarea cu energie     
5 �$�V�L�J�X�U�D�U�H�D���F�D�O�L�W��� �L�L���H�Q�H�U�J�L�H�L���I�X�U�Q�L�]�D�W�H����������
6 �)�X�Q�F� �L�R�Q�D�U�H�D���J�U�X�S�X�U�L�O�R�U���G�H���P���V�X�U�D�U�H����������
7 Acordarea dreptului de schimbare a furnizorului     
8 �,�Q�I�R�U�P�D�U�H�D���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L���v�Q���F�R�Q�I�R�U�P�L�W�D�W�H���F�X���F�H�U�L�Q� �H�O�H���O�H�J�L�V�O�D� �L�H�L���v�Q���Y�L�J�R�D�U�H����������
9 �5�H�]�R�O�Y�D�U�H�D���S�O�k�Q�J�H�U�L�O�R�U���O�D���D�G�U�H�V�D���I�X�U�Q�L�]�R�U�X�O�X�L�����I�R�U�P�X�O�D�W�H���G�H���F�O�L�H�Q� �L�L���I�L�Q�D�O�L���F�X���S�U�L�Y�L�U�H���O�D���Q�H�U�H�V�S�H�F�W�D�U�H�D���O�H�J�L�V�O�D� �L�H�L���v�Q���Y�L�J�R�D�U�H����������

10 �5�H�]�R�O�Y�D�U�H�D���D�O�W�R�U���S�O�k�Q�J�H�U�L���D�O�H���F�O�L�H�Q� �L�O�R�U���I�L�Q�D�O�L��
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Anexa 6 la Procedura pentru solutionarea plangerilor clientilor finali
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J Informarea clienţilor finali în conformitate cu cerinţele 
legislaţiei în vigoare     

*0$(1&($5-90+ -$.20-$93$+05"-&2-"($.($+-$.-&-$/"3)3"33$
82")0+-"0+03$52)/+(&-&$80"*392"0+$
&"-*1)3&($*0)-"0+$13$.-&-$.($3*"(,31&"-"($
-$/+-*,("33$.($&"-*1)31$5+3(*&0+03$83*-+

H".3*$/"3B3*.$-/"2D-"(-$/"25(.0"33$5-."0$/"3B3*.$2D+3,-&3-$80"*392"3+2"$.($
(*(",3($(+(5&"35-$13$,-9($*-&0"-+($.($12+0&32*-"($-$/+-*,("3+2"$5+3(*&3+2"$83*-+3$

/0D+35-&$3*$G#H#$UN!$;>#@>#;@4<

-"&#$;$+3&#$CR

V G2.0+$.($"(92+B-"($-$/+W*,("3+2"$+-$-."(1-$80"*392"0+03T$
formulate de clienţii finali cu privire la nerespectarea 
legislaţiei în vigoare     

*0$(1&($5-90+ -$.20-$93$+05"-&2-"($.($+-$.-&-$/"3)3"33$
82")0+-"0+03$52)/+(&-&$80"*392"0+$
&"-*1)3&($*0)-"0+$13$.-&-$.($3*"(,31&"-"($
-$/+-*,("33$.($&"-*1)31$5+3(*&0+03$83*-+

H".3*$/"3B3*.$-/"2D-"(-$/"25(.0"33$5-."0$/"3B3*.$2D+3,-&3-$80"*392"3+2"$.($
(*(",3($(+(5&"35-$13$,-9($*-&0"-+($.($12+0&32*-"($-$/+-*,("3+2"$5+3(*&3+2"$83*-+3$
/0D+35-&$3*$G#H#$UN!$;>#@>#;@4<

S"&#$4>

4@ Rezolvarea altor plângeri ale clienţilor finali

7$A(&3&33 *0$(1&($5-90+ 4<$93+($+05"-&2-"($.($+-$/"3)3"(-$/(&3&3(3$
Q>@$.($93+($.-5-$(1&($*(5(1-"$0*$3*&("B-+$
)-3$+0*,$/(*&"0$82")0+-"(-$"-1/0*10+03T$
50$52*.3&3-$3*82")-"33$52*10)-&2"0+03R

H".#@4?;@4@$.3*$L&-*.-".0+$.($/("82")-*&-$/(*&"0$1("B3530+$.($80"*39-"($
(*(",3($(+(5&"35-

S"&#$44$-+3*$;

X-9-$+(,-+-

A+-*,("($3*$+(,-&0"-$506

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

Y!YFZ[$'\FH]Z\$]L

'FS!LY!YFZH$%HG$LS

%NK6$FH4MVIM@J;$$FYZ#$%HGYF']=]N6$^E@?4V>IV?;@@E
%SAN'S=$LH%NS=$L]XL%FNL$LN$_SFLS'6$$;I#44I#<E@$FH!
XS!%S$'FS!LN=_S!NS$$7FHE@X'F=@ME@4;@;Y4E;JM``



Anexa 7 la Procedura pentru solutionarea plangerilor clientilor finali

Nr. 
Crt.

FURNIZARE GAZE NATURALE Termen legal depunere
Termen legal 
solutionare

1 Contractarea gazelor naturale
15 zile calendaristice 15 zile calendaristice

Legea 123/2012; 
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)
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)

8
Informarea clientilor finali in conformitate  cu cerintele 
legislatiei in vogoare

nu este cazul 30 zile calendaristice Ordin 37/2007 art. 12

9

Modul de rezolvare a plangerilor la adresa furnizorului, 
formulate de clientii finali cu privire la nerespectarea 
legislatiei in vigoare

20 zile calendaristice 30 zile calendaristice Ordin 37/2007
art. 14, alin(1) 
art. 16, alin(2) 
art 17, lit. c

Plangere in legatura cu:

!"#$%&'%()*+,("-,)#,"'+,).'/()"'-0%'+()'102%')*'-(.$%,,+$%)3()2+'".(%,4)-(%&("(+$%)+(.'+()3()3(20"(%()')2+'".(%,+$%4)%(12(*-,5)3()1$+0-,$"'%()')'*(1-$%'
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