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 OVERVIEW OF CONSUMERS' COMPLAINTS  DURING THE PERIOD JANUARY-JUNE 2015


	


	Presentation of consumers' complaints categorized by the nature of the complaint, that were addressed to the Consumer Protection  Department,

during the period January-June 2015

	Complaints in the field of medicines  addressed to Kosovo Medicines Agency

	Overall complaints
	In favour of consumer
	Ungrounded
	Unsolved
	Complaints addressed in %

	1
	0
	1
	0
	100.00%

	Non-return of medicines 1 complaint. Complaint resulted to be ungrounded

	Complaints in the field of  Telecommunication addressed to the Regulatory Authority of Electronic and Postal Communications

	Overall complaints
	In favour of consumer
	Ungrounded
	Unsolved
	Complaints addressed in%

	17
	10
	6
	1
	94.12 %

	Poor quality service 13 complaints.  7 complaints in favour of consumers, whereas 5 complaints resulted to be ungrounded and 1 complaint under review.

Consumer fraud 1, complaint is ungrounded.
Deceptive advertisement 3, complaints are found to be grounded and adequate measures are taken to change these advertisements in accordance to the provided services.



	Complaints in the field of  food products addressed to the Food and Veterinary Agency

	Overall complaints
	In favour of consumer
	Ungrounded
	Unsolved
	Complaints addressed in %

	23
	8
	15
	0 
	100.00%

	
	
	
	
	

	Suspicious product 4 complaints.  Following the inspections carried out, 1 complaint is grounded and adequate measures are taken whereas 3 complaints resulted to be ungrounded.
Deadline expiration 10 complaints, 4 complaints resulted to be grounded and measures are taken whereas 6 complaints resulted to be ungrounded.
Lack of hygiene 1 complaint, complaint is grounded.
Thwarted product 6 complaints, 2 complaints resulted to be grounded, whereas 4 complaints are ungrounded.

	Non-quality product 2 complaints,  2  complaints resulted to be ungrounded

	Complaints in the field of financial services - CBK

	Overall complaints
	In favour of consumer
	Ungrounded
	Unsolved
	Complaints addressed in %

	7
	5
	2
	0
	100.00%

	Disobedience of the contract 5 complaints, 3 complaints in favour of consumers, 2 complaints resulted to be ungrounded.

Non-quality service 2 complaints, 2 complaints resulted to be ungrounded. 

	Complaints in the field of health

	Overall complaints
	In favour of consumer
	Ungrounded
	Unsolved
	Complaints addressed in %

	1
	0
	1
	0
	100.00%

	Non-quality service 1, complaint resulted to be ungrounded.
 

	Complaints in the field of  of market supervision addressed to the Market Inspectorate of the Ministry of Trade and Industry

	Overall complaints
	In favour of consumer
	Ungrounded
	Unsolved
	Complaints addressed in %

	59
	26
	25
	8
	89.83%

	Discrepancy of the price between shelf and cash register, 9 complaints. 5 of these complaints resulted to be grounded and legal actions are taken, 3 ungrounded, whereas 1 is under review.
Disregard of the warranty 22 complaints. 11 complaints resulted to be grounded and cases were closed in favour of consumer, 8 complaints are ungrounded, whereas 3 complaints are under review. 

Quantity mismatches 5 complaints. 4 complaints resulted to be ungrounded, whereas 1 complaint is under review.
Non-quality product 3 complaints. 1 complaint is grounded, 1 complaint is ungrounded whereas 1 complaint is under review.
Deceptive advertisement 1 complaint. Complaint is ungrounded.
Consumer fraud 2 complaints. 2 complaints are grounded were resolved in favour of consumer.
Lack of declaration 1 complaints, complaint is ungrounded.
Non-quality service 8 complaints, 3 complaints resulted to be grounded, 3 complaints are ungrounded and 2 complaints are under review.
Lack of price-tags 3 complaints. 2 complaints in favour of consumers, whereas 1 resulted to be ungrounded.
Deceiving offers 1 complaint. Complaint resulted to be grounded.

Double purchase 1 complaint, 1 complaint is ungrounded.

Deadline expiration 1 complaint, complaint resulted to be ungrounded.

Game of chance 1 complaint, complaint resulted to be ungrounded.

Disobedience of the contract 1 complaint, complaint resulted to be grounded and is resolved according to the request of the consumer.



	Complaints in the field of media addressed to the Independent Media Commission 

	Overall complaints
	In favour of consumer
	Ungrounded
	Unsolved
	Complaints addressed in%

	1
	0
	0
	1
	00.00%

	Non-quality service 1 complaint , complaint resulted to be ungrounded


	Complaints in the field of Metrology addressed to the Department of Metrology 

	Overall complaints
	In favour of consumer
	Ungrounded
	Unsolved
	Complaints addressed in%

	1
	0
	1
	0
	100.00%

	Problem with the meter 1, after the measurements the complaint resulted to be ungrounded. 

	Complaints in the field of energy addressed to the  Energy Regulatory Office

	Overall complaints
	In favour of consumer
	Ungrounded
	Unsolved
	Complaints addressed in%

	4
	1
	2
	1
	75.00%

	Disconnection of electricity 1. After reviewing the complaint, this case resulted in favour of consumer and is connected back to the grid.
Unfair billing 2 complaints, 1 complaint resulted to be ungrounded, whereas the other one is under review.
Non-quality service 1 complaint, complaint resulted to be ungrounded.


	Complaints in the field of water supply and waste collection addressed to the Water and Wastewater Regulatory Office

	Overall complaints
	In favour of consumer
	Ungrounded
	Unsolved
	Complaints addressed in %

	3
	0
	1
	2
	33.33%

	Unfair billing 2 complaints, 1 complaint resulted to be ungrounded whereas 1 is under review.
Non-quality service 1 complaint, complaint is under review.


	Total complaints 
	In favour of consumer
	Ungrounded
	Unsolved
	Resolved complaints, in percentage %

	117
	50
	54
	13
	88.89%
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