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NPABU/A 3A PABOTA C NOTPEBUTE/IUTE HA
»KANA/O AU BLATAPUA" EOON,

Paspen |

06w nonoxeHun

4n. 1. (1) Te3u Mpasuna 3a pabora c notpeburtenu
Ha eHepruiHn ycnyrn  (,Mpasunara”) ypexaar
OTHOWeHWATa Meway ,KAMNANO AU BBATAPUA”
EOOA v knueHTUTE Ha APYXEeCTBoTO, npoueaypute
3a paboTa ¢ KAueHTH, cpokoseTe 3a nony4yaeaHero,
PasrnexAaHeTo u OTroBOpa Ha NOAAAEHU 3aABKM,
Xanbu, curHanu u npegnoxenns ot notpeburenure
Ha EHEPruiHU YCNYru, KaKTo W MHOOPMaLMA, KOATO
Cé NpesfoCTaBA Ha KAWEHTUTE Ha [pYyKecTBOTO
npeau CKAYBaHeTo Ha Jorosopa.

(2) AOpyxectsoto e ,KAMNANO AU BbArAPUA“
EOOQ, cvc cepanuuwe u ajpec Ha ynpasneHue B
Penybnuka ®uunangums, rp. Kyonuo, n. k. 70211,
Mwukpokaty 1 M, nouweHcka Kytma 1199,
PErMcTpupaHo B TbproBckua perucTbp Ha Peny6nuka
PuHNaHaMA  KbM  DUHNAHACKOTO nNaTeHTHO u
PETMCTPaLMOHHO BEOOMCTBO C dUPMEH HOoMep:
3553492-6, AAC Homep: FI35534926 u EUID Koga;
FIFPRO.3553492-6 (HapwuaHo no-pony
~ApyXecrsoto”), npeacrasnaBaHo ot XEHPU
CAMYNW TACKWHEH, npuTexasallo nuueH3ua Neo

/ r. 3a jgeilHocTTa
»MbP20BUA €  enekmpuyecka eHepaus” Ha
TepuTopuaTa Ha Penybauka Bbarapua 3a cpok ot 10
roauHu.

(3) ) Knuent e Bcako nuue, Koeto e ckauMNO
ACTOBOP 33 MOKYNKa Ha enekTpuYecka eHeprus
(,Knuent”) c ApymecTsoTo.

(4) ApyxecTteoTO, B KayecTsoTO MY Ha Tbprosey, Ha
ENeKTpUYEeCKa eHeprus, CKAYBa CAENKM no
€B060OAHO [AOrOBOPEHW LeHW 3a npogaxba wHa
€1IeKTPUYECKa eHeprua Ha KNWeHTW Bb3 OCHOBA Ha
NUCMEHU A0TrOBOPU NpM CnasBaHe Ha pasnopepnbute
Ha 3akoHa 3a eHepreTukarta (,3E”), 06H. B, 6p. 107
oT 2003 r, ¢ nocnepsalum M3MEHEHMA, WM Ha
MpaBunaTa 3a TbProBua ¢ enekTpUYecka eHeprus.

(5) OTHoweHuATa mexay dpysecTBoTo U KnneHTute
Ceé OCHOBaBaT Ha NPUHUMNUTE Ha PaBHOMOCTaBEHOCT
W HeJonyCKaHe  Ha  AWMCKPUMWUHALMA  nNpw
NpeaoCcTaBAHETO Ha ycayruTe.

RULES FOR WORK WITH CLIENTS OF ENERGY
SERVICES OF CAPALO Al BULGARIA OY

Chapter |

General Rules

Art. 1. (1) These Rules for work with the Clients of
Energy Services (the “Rules”) specify the relations
between CAPALO Al BULGARIA OY and the clients of
the company, the procedureSPs for work with the
customers, the deadlines for receiving, reviewing
and responding to submitted applications,
complaints, signals and suggestions from the energy
service users, as well as information that is provided
to the company’s customers before concluding the
contract.

(2) The Company is CAPALO Al BULGARIA oy,
having its seat and registered address in Republic of
Finland, city of Kuopio, postal code 70211, c/o
Microkatu 1 M, P.O. box 1199, registered with the
Finnish Trade Register at the Finnish Patent and
Registration Office under number No. 3553492-6,

VAT No. FI35534926 and EUID code:
FIFPRO.3553492-6 (hereinafter referred to as the
“Company”), represented by HENRI SAMULI
TASKINEN, holder of license No.

/ for the activity “trade with electricity”
on the territory of Republic of Bulgaria for a term of
10 years.

(3) ) A customer is any person who has concluded a
contract for the purchase of electricity (“Client”)
with the Company.

(4) The Company, in its capacity as an electricity
trader, concludes transactions at freely negotiated
prices for the sale of electricity to Clients on the
basis of written contracts in compliance with the
provisions of the Energy Act (“EA”), promulgated in
the State Gazette, issue 107/2003, as subsequntly
amended, and the Elelctricity Trading Rules.

(5) The relations between the Company and the
Clients are based on the principles of equality and
non-discrimination in the provision of the services.
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(6) [pywecTsoTo CcnasBa  WM3WCKBaHWATA  3a
KOHOMAEHUMANHOCT ] npegnasgaHe Ha
nHpopmauuaTa Ha KAMeHTa KakTo OT  Apyru

KNWEeHTKH, TaKka U OT TPETU CTPaHW.

(7)  OpysectBoTO  Cb3gasa M noaabpka
MHPopMmauMoHHa Basa faHHW 3@ BCUUKW CKAOHYEHM
porosopu ¢ KnneHrture.

Paszgen Il

THbproBuUa ¢ eNEeKTPUYECKa EHEPrUA W J0roBOPY 33
npogaxba Ha eneKTpu4ecKka eHeprua

Yn. 2. (1) AOpyxectBoTo paspaborsa u npunara
cucTema 3a paboTta ¢ KIMeHTUTe, KOATO OTroBaps Ha
Pa3’BUTUETO Ha Nasapa Ha eNeKTPUYecKa eHeprus u
Ha HOPMaTUBHUTE U3UCKBAHUA.

(2) QOpyxecrBoto pa3paborBa ¥  M3MON3Ba
cTaHOapTM3upaHu gorosopu, Gopmynapu u GnaHku
BbB Bpb3Ka ¢ paboTara ¢ KanenTuTe.

Yn. 3. (1) [Opy:KecTBOTO CKAKOYBa COAENKWM C
eNeKTpUYecka eHeprMa Bb3 OCHOBA Ha MUCMEHW
[oroBopwu ¢ Knuentute. Npu CKNIOYBAHETO Ha BCEKM
WHAWBUAOYaneH Aorosop, [OpyecTsoTo
3ab/DKUTENHO TNPEeAoCTaBA EK3eMNIap OT Te3u
Mpasuna.

(2) MpomeHM B OrOBOPEHUTE YCIOBKUA NO CKAKOYEHU
WHOMBWAYANHW OOrOBOPY MOraT Aa Ce NPaBAT camo
nNpy¥ MOCTUTHATO B3aWMHO  CbracMe  Mexay
OpyxecTBoTo U KnneHTa.

Ya. 4. (1) JorosopuTe 3a A0CTaBKa Ha eNeKTpUYeCKa
eHeprua CbabpiKaT Hail-Manko CNe4HOTO:

1. npegMeT Ha JOroBopa, NpaBa U 3aAb/KEHUA Ha
CTPAHWUTE MO Hero;

2. pes, CPOKOBE M HauyMHM 3a 3an/jauaHe Ha
[JOCTaBAHUTE KONIMYECTBA ENIEKTPUYECKA BHEPTUSA;

3. CaHKUWM NpW HeW3NbAHEHWEe Ha 33Jb/MKEHUA Ha
CTpaHWUTe No JOroBOPa;

4. ycnoBUA 33 €AHOCTPaHHO MNpekpaTaBaHe Ha
porosopa oT cTpaHa Ha KnuenTta 6e3 3annawaHe Ha
JOMBAHUTENHU  TaKCU  WU/UAM  CaHKUWMM  W3BBH
[OrOBOPEHUTE;

(6) The Company complies with the requirements for
confidentiality and protection of the Client’s
information from both other clients and third
parties.

(7) The Company creates and maintains an
information database for all contracts concluded
with the Clients.

Chapter Il

Trade with electricity and Contracts for Sale of
Electricty

Art. 2. (1) The Company develops and implements a
system for work with Customers that meets the
development of the electricity market and
regulatory requirements.

(2) The Company develops and uses standardized
contracts, forms and other documents in relation to
its work with the Clients.

Art. 3. (1) The Company concludes transactions with
electricity based on written contracts with the
Clients. Upon conclusion of each individual contract,
the Company shall provide a copy of these Rules.

(2) Changes to the agreed terms and conditions
under concluded individual contracts can be made
only upon mutual agreement between the Company
and the Client.

Art. 4. (1) Electricity supply contracts shall contain at
least the following:

1. subject of the contract, rights and obligations of
the parties thereto;

2. procedure, terms and methods of payment for the
supplied quantities of electricity;

3. sanctions in case of failure to fulfill the obligations
of the parties under the contract;

4. conditions for unilateral termination of the
contract by the Client without payment of additional
fees and/or sanctions beyond those agreed upon;
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>. YCNOBWA, pea W CPOKOBE 3a NpeycTaHOBABaHe,
OrpaHvW4aBaHe W Bb3CTAHOBABAHE Ha JOCTaBKWUTE B
CNY4al Ha HEeusMb/HEHWE Ha 3aAb/KEHWATa no
fOroBOpHTE 33 AOCTaBKa.

(2) [Dorosopute 3a poctaska Ha eNleKTpu4ecka
€Heprua ¢ Hebutosu KnueHTu coabpiar u:

1. nporpama, cbabpwawa wWHPopMauMs  3a
KO/MYecTBaTa eNeKTpUYecKa eHeprus, JoroBOPeHu
33 [0CTaBKa, B T.4. MO TPUMECEUUA, MECELUM U OHM,
KakTO M  MaKCMManHO W MWHUMaNHO JHEBHO
KONMYeCTBO;

2. $WHAHCOBM rapaHUMW OT CTpaHa Ha KauewTa,
rapaHTUpaWM M3MbAHEHUETO HA 3aJb/IKEHUATa My
no AOroBopa 3a A0CTaBsKa.

(3) OpyxecTBoTo ocurypasa Ha KaueHTute WKPOK
u3bop Ha MeToAM Ha nnawaHe, BKNOYUTENHO
CUCTEMM 33 QaBaHCOBM NNAlWAHWA, KOWUTO ca
CNpasej/IMBM W OTpa3ABaT afleKBaTHO BEPOATHOTO
notpebnexue.

Yn. 5. (1) AdpysxectBoTo cv3gasa u noaabvpKa
MHGOPMaLUMOHHA 6a3a AaHHU 33 BCUYKW CKAOYEHU
forosopu ¢ KnueHTture.

(2) ApyxecteoTo paspaborsa cuctema/npaBsuna 3a
npuemaHe U 0bpaboTka Ha wanbuTe Ha Knuenture,
nogaaeHn p[o Hero u/muam po Komwucusta 3a
eHEepruiHo 1 BogHo peryaupane (,KEBP).

(3) ApyxecTBoTO NOAALPMKA perucTLp Ha wanbuTe,
KOWTO CbabpiKa:

1. xanbute, curHanuTe W npepnoXeHMATa Ha
norpeburenure;

2. OTroBOpUTe Ha nodafeHuTe anbu, CurHanu u
npeaioXeHus.

Yn. 6. (1) [OpyxectBoTo w3gasa ¢akTypu Ha
KnueHTuTe 3a npogageHara eneKkTpuyecKa
eHeprua/npeaocTaBeHUTe YCAYrM B CbOTBETCTBUE C
M3nUCKBaHMATA Ha 3E, 3aKoHa 3a CYETOBO/ACTBOTO,
3aKOoHa 3a faHbka Bbpxy aobaseHaTa CTOMHOCT,
3aKOHa 3a aKUM3WUTE M [aHBYHWUTE CKNaJoBe M
CK/IIOYEHUA [0roBOP MeXAy CTpaHuTe.

(2) AOpywectBoTO rapaHTMpa 3a KauyecTBOTO Ha

5. conditions, procedure and terms for suspension,
limitation and restoration of supplies in case of
failure to fulfill the obligations under the supply
contracts.

(2) The contracts for the supply of electricity with
non-household Customers also contain:

1. a program containing information on the
quantities of electricity agreed for delivery, including
for each quarter, month and day, as well as the
maximum and minimum daily quantity;

2. guarantees by the Client for the fulfillment of its
obligations under the supply contract.

(3) The Company shall provide Customers with a
wide choice of payment methods, including
prepayment systems, which are fair and adequately
reflect likely consumption.

Art. 5. (1) The Company creates and maintains an
information database for all contracts concluded
with the Clients.

(2) The Company develops a system/rules for
accepting and processing Customers’ complaints
submitted to it and/or to the Energy and Water
Regulatory Commission (“EWRC”).

(3) The Company maintains a register of complaints,
which contains:

1. complaints, signals and suggestions of users;

2. responses to the submitted complaints, signals
and suggestions.

Art. 6. (1) The Company issues invoices to the Clients
for the electricity sold/services provided in
accordance with the requirements of the Energy Act,
the Accountancy Act, the Value Added Tax Act, the
Excise and Tax Warehouses Act and the contract
concluded between the parties.

(2) The company guarantees the quality of the
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00CTaBeHaTa e/IeKTPUHECKa eHeprua.

Pasgen Il

B3arMMOOTHOLWEHUA € KnnueHTH

Yn. 7. (1) Apy»KecTBOTO MMa CNeLmMani3mpaHo 3BeHo
3a paboTa c KNMeHTu B CTPYKTypaTa Cu.

(2) OpyxectBoTo ocurypssa uUeHTbp 3a paborta ¢
KnuMeHTH, KbAeTo Te morat ga noJasaT BCHYKK
AOKYMEHTM,  CBbp3aHM C  [JOCTaBkuTe  Ha
eNeKTpUYecKa eHeprus, 4a WM ce npeaocTass
uHbOpMaLMA OTHOCHO YCNOBWMATA Ha A0rosopuTe,
KaKTO U 3a MpeaABABaHEe Ha NpeTeHuuu no TAx, 3a
noaaBaHe Ha Xanbwu 1 3anuUTBaHMA.

(3) UenTbpbT 3a pabota C KaveHTM e Penybawmka
dunnangua, rp. Kyonuo, n. k. 70211, Mukpokaty 1
M, nouleHcKa Kytna 1199,

PaboTHo Bpeme 3a pabota ¢ KnuenTu: ot 10 4. go
16:00 4.; eNIeKTPOHEH agpec:
operations@capaloai.com

(4) OpywectBoTo 06MeHA uHbOPMAUUA B MUCMEH
BMA, o KnueHTuTe BbB BPb3Ka CcbCe
CKAOMBaHeTo/NpeKpaTABaHeTo Ha A0roBOPK.

Yn. 8. (1) Mpegu ckNoyBaHETO Ha [0roBOp 3a
NoKynKo-npogaxba Ha enexkTpuyecka eHeprua nMau
apyr  poroeop,  Knvewtute  npeactaBAT  Ha
OpyecTsoTo cnegHata UHGopmaLua:

1. obwa wHbopmauun: dupma Ha noTpebutens;
ceflanuwie W agpec; nuue (N1ua) 3a KOHTAKTH,
TtenedoH, ¢akc, eneKkTpoHeH afpec 33 KOHTaKT ¢
KnueHta; naeHtuduKkaumoHer kog no EWK; aaHHW
OTHOCHO BaHKOBaTa CMETKa;

2. undopmauua OTHOcHO noTpebneHneto Ha
eNeKTPUYECKa EHEepPruA: KOIMYEeCTBa esIeKTPUYEcKa
eHeprua (8 MBTY), KOHcymupaHW OT KaveHTa 3a
nocnegHuTe 3 MbAHUM  KaNeHOapHu  Meceua;
TexHuyecka WHPOPMaLMA OTHOCHO obekTute Ha
KnueHra;

3. apyra uHdpopmauusa, NnouckaHa ot [pyKecrsoTo,
KOATO e Heobxoauma C ornes W3MbAHEHWETO Ha
CKNIOYEHUTE [OO0TOBOPU U TAXHOTO CLOTBETCTBUE C
M3WCKBaHMATa Ha [lpaBunata 3a TbProBua C
eNeKTpHYeCKa eHeprus;

electricity supplied.

Chapter lll

Relations with Clients

Art. 7. (1) The Company has a specialized unit for
work with Clients within its structure.

(2) The Company provides a center for work with
Clients, where they can submit all documents
related to the supply of electricity, be provided with
information about the terms of the contracts, as well
as for making claims under them, for submitting
complaints and inquiries.

(3) The Customer Service Center is: Republic of
Finland, city of Kuopio, postal code 70211, c/o
Microkatu 1 M, P.O. box 1199.

Customer Service Hours: from 10:00 AM until 16:00
PM; email address: operations@capaloai.com

(4) The Company exchanges information in writing
with the Clients regarding the
conclusion/termination of contracts.

Art. 8. (1) Before concluding a contract for the
purchase and sale of electricity or any other
contract, the Clients shall submit the following
information to the Company:

1. general information: company name of the
consumer; registered office and address; contact
person(s); telephone, fax, e-mail address for
contacting the Customer; UIC identification code;
bank account details;

2. information regarding electricity consumption:
quantities of electricity (in MWh) consumed by the
Client for the last 3 full calendar months; technical
information regarding the Client’s facilities;

3. other information requested by the Company,
which is necessary for the implementation of the
concluded contracts and their compliance with the
requirements of the Electricity Trading Rules;
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4. ypoctoBepeHue 3a npefoctaBeH A0CTbn A0
Mpe’KaTa, WM3[afleHO OT CbOTBETHMA OMEpaTop Ha
npeHocHa/pa3npesenuTenHa Mpexa.

(2) KnneHTtuTe ca ANbKHU @ YBEAOMAT MUCMEHO
LpyXecTBOoTO 3a BCAKA NPOMAHA B AaHHMTe no an. 1
B CeAeMAHEBEH CPOK OT HEWHOTO HAacTbMBaHE, KaKTo

M Oa npeactaBaT Ha [pyecTBOTO AOKYMEHT,
yA0CTOBEPABalUl, HaCTbMNBaHETO Ha CbOTBETHATa
npomsHa.

(3) Cnen cknouyBaHETO Ha AOroBOpa 33 MOKYMKO-
npopaxba Ha eneKkTpuyecka eHeprus, KaueHTbT
CBOEBPEMEHHO npegocTaes  Ha  [py»ecTBoTo
uHpopmaumata, HeobxoguMma 3a M3BeCTABaHe Ha
caoenkute, cobrnacHo [lpasunata 3a Tbprosua ¢
€/IeKTPUYECKE eHeprua.

Ya. 9. (1) OpyecTBOTO NpenocTasa NPUNOKUMUTE

HOPMaTUBHW aKToBE, pernameHTUpaLLm
CKNIOYBAHWUTE OT HEro CAENKW Ha BCEKWU, KOWMTO
noucka ToBa, W M nybAMKyBa Ha WHTEpHeT

CTPaHULATA CH.

(2) [OpyecTBOTO CBOEBPEMEHHO  YBeOOMABaA
KnveHTa 3a 3Ha4YMmu NPOMEHW B perynaropHarta
pamKka, KOMTo BMxa MOr/M Aa MMaT Bb3geicTsue
BbpXy AeWHOCTTa Ha KnuveHTa BBB Bpb3Ka C
Y4YacTMeTO My Ha Nnasapa Ha eNleKTPUYEeCcKa eHeprus.

Pazpen IV

Pep v cpoKoBe 3a NogaBaHe, pasriexgaxe,
npoBsepKa 1 OTrOBOP Ha NOAAAEHUTE Xanbm,
monbu, CUrHanu 1 NpegnoXeHua. PaspellaBaHe Ha
cnopose.

Yn. 10. (1) KnueHTuTe umaT npaso da nogasat
wanbu, monbu, CUrHanu U NpesNoKeHuA.

(2) Hanbure, monbure, curHanure W
NPeANoXeHUATa Ce NOAABaT OT KAMeHTUTe B NUCMeH
BWJ, Ha nocodeHuTe B 4A. 7, an. 3 KaHanu 3a
KOMYHWKauuA.

(3) HWanbure, monbure, curHanure W
NPeanoMKeHNATa Ce 3aBexaaTt B perucropa no 4. 5,
an. 2 uan. 3, c BXogau, HOmep v gara.

(4) KnweHTuTe wmart npasBo Oa NoAasaT CUrHaawu,
cBbp3aHM ¢ OGesonacHocTTa Ha [JOCTaBKaTa Ha

4. certificate for granted access to the network,
issued by the relevant transmission/distribution
network operator.

(2) The Clients are obliged to notify the Company in
writing for any change in the information under
Para. 1, within seven days of its occurrence, as well
as to submit to the Company a document certifying
the occurrence of the respective change.

(3) After concluding the contract for the purchase
and sale of electricity, the Client shall promptly
provide the Company with the information
necessary for notification of transactions, in
accordance with the Electricity Trading Rules.

Art. 9. (1) The Company provides the applicable
regulatory acts regulating the transactions it
concludes to anyone who requests it and publishes
them on its website.

(2) The Company shall promptly notify the Client of
significant changes in the regulatory framework that
could have an impact on the Client's activities in
relation to its participation in the electricity market.

Chapter IV

Procedure and deadlines for submitting, reviewing,
verifying and response to submitted complaints,
requests, signals and proposals. Dispute resolution.

Art. 10. (1) The Clients have the right to submit
complaints, requests, signals and suggestions.

(2) The Complaints, requests, signals and
suggestions shall be submitted by Customers in
writing to the communication channels specified in
Art. 7, Para. 3.

(3) The Complaints, requests, signals and
suggestions shall be entered in the register under
Art. 5, Para. 2 and Para. 3, with an entry number and
date.

(4) The Clients have the right to submit signals
related to the safety of electricity supply to the

5
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eNeKTpUYecKa eHeprua Ha eNeKTPOHHWA agpec Ha
Opyxectsoto. [pyxectBoTo e [A/JbKHO [Ja
perucrpupa nogafeHwuTe CUrHanu B perucropa no
yn.5,an. 2 van. 3.

(5) ApysectBoto wma npaso pa ocrasu  Hes
ABUWMKEeHue wanbu, monbu, curHanu 1 NpeanoKeHus,
aKo ca nogajieHy aHOHUMHO. AKO Te Ca NogageHu ot
PasNUYHO OT NPeacTaBNABAWOTO AWLE CbIacHO
CKNOYEeHUA MHOMBUOYaNeH 4oroeop nnm
YNbAHOMOLWEH Heroe npegcraswTen, [py»KecTBoTo
NMUCMEHO YKa3Ba TOBa Ha nogaTens.

Ya. 11. (1) NopasaHUTe oT KnneHTn xanbu, monbm,
CAMHANN UNK NpeaiomeHnun Tpabsa ga OTroBapAT Ha
CNefHUTE U3UCKBAHUA:

1. Aa ca HanucaHW Ha BbArapcKu esuk;

2. [a ca NOCOYEHM UMETO W a4pPechT Ha nogaTensa (3a
lopuanyecku nuua — EMK nnu BYJ/ICTAT), agpec 3a
KopecnoHaeHuus, TenedoH, aKc, eNeKTPoHeH
afpec, NMUE 33 KOHTAKT BbB BPb3Ka C KOHKPETHWUA
cnyyaid, Bu3MpaH B wanbata, monbata, curHana unm
Npea/ioHeHneTo;

3. [la € NOCOYEHO B KaKBO CE CbCTOWM UCKAHeTO WU
Npea/ioeHUETo;

4. pa ca u3noxeHu obCcToATENCTBATA NO C/Iyyas U Aa
ca npeacTaBeHy [OKA3aTeNcTsa, ako NoAaTenat
pa3nonara C Tak1Ba;

5. »xanbara, monbata, CUrHana unv NpPeaNoKeHneTo
Ja ca noAanucaHu oOT nogatensa  WAW  HEroBs
yMbNHOMOLLEH NpeacTasuTen.

(2) ApyecTBOTO MMa NPaBO Aa U3UCKBA OT KnueHTa
JOMbAHUTENHA WHPOPMALUA OTHOCHO OTAENHWTE
cnyvam, Oa MOMCKa CTaHoBMLWEe OT TPeTu /uua —
cneuManucTu B CbOTBETHaTa obnact, Kakto u aa
M3BbPLUBA MNPOBEPKM HA MACTO. 3a HanpaBeHUTe
nNpoBepku ce CbcTasa KoHcTaTBeH NPOTOKO/,
noanucaH OT MpeacTaBuTen Ha [lpyXecTBoTo u
KnuenTa, a B cny4ail Ha oTka3 Ha KaueHta wnu
HEroBO OTCbCTBME — OT fJBama He3aBUCUMMM
ceuperenn. KOHCTaTUBHMAT NPOTOKON Ce CbCTaBA B
asa efHoobpasHM eksemnaapa — No eguH 33
Opy»ectBoTo U KnueHta. [pyXecTBoTO € A/NbHKHO
[a npefocTaBy eAWHWUA eKksemnnap Ha KnueHTa, a B
C/yyald, ye TOM e CbCTaBeH B HErOBO OTCHCTBME — A3
ro usnpaTv no nowata C NPenopbyaHo MUCMO C

Company’s email address. The Company is obliged to
register the submitted signals in the register under
Art. 5, Para. 2 and Para. 3.

(5) The Company has the right to disregard
complaints, requests, signals and suggestions if they
are submitted anonymously. If they are submitted
by a person other than the person representing the
company under the concluded individual contract or
his authorized representative, the Company shall
inform the sender of this in writing.

Art. 11. (1) Complaints, requests, signals or
suggestions submitted by Clients must meet the
following requirements:

1. to be written in Bulgarian;

2. to indicate the name and address of the sender
(for legal entities — UIC or BULSTAT), correspondence
address, telephone, fax, e-mail address, contact
person in connection with the specific case referred
to in the complaint, request, signal or proposal;

3. to indicate what the request or proposal consists
of;

4. the circumstances of the case must be set out and
evidence must be presented, if the sender has such;

5. the complaint, request, signal or proposal must be
signed by the sender or his authorized
representative.

(2) The Company has the right to request additional
information from the Client regarding the respective
cases, to request an opinion from third parties —
specialists in the relevant field, as well as to carry
out on-site inspections. A report of the inspections
carried out shall be drawn up, signed by a
representative of the Company and the Client, and in
case of the Client’s refusal or absence — by two
independent witnesses. A copy of the report shall be
drawn up in two identical copies — one for the
Company and the Client. The Company shall provide
one copy to the Client, and in case it is drawn up in
his absence — to send it by registered mail with
acknowledgment of receipt.



Mpoexm Ha MPABW/IA 3A PABOTA C [TOTPEBUTE/TMTE HA ,,KATIA/IO AW BB/ITAPUA” EOOL

/

Draft Rules for work with the Clients of Energy Services of CAPALO Al BULGARIA OY

obpaTtHa pa3nucka.

(3) B cnydya, ue uact or uHbOPMALMUAT],
npeacraseHa oT KaueHTa B xanbata, curHana wam
Npea/ioXeHWeTo € C NOBEepUTeNeH  XxapakTep,
nojaTtenAT cneABa  M3pPUYHO 4@ MNOCOYM  TOBa
obcToATencTBo. [lpyecTBoTO € ONbKHO A3 3anasu
KOHUAEHUMANHOCTTa Ha Ta3n uHdopMauma, OCBeH
aKo [Obp)KaBeH OpraH He A MOWCKa BbB BPb3Ka C
OelHocTTa Cn.

Yn. 12. (1) /[pyxecTBoTo € ANbX¥HO, chea
u3acHABaHe Ha daktute u obcroartencreata oOT
3HaYeHue 3a pasrnexaaHua ciyvan, aa oTroBopK Ha
wanbute, MONBUTE, CUTHANUTE WU NPEANIOMEHMATA HA
KnueHTa NMCMEHO No nowaTa ¢ NpenopbyYaHo NUcmo
c obpaTHa pa3nucka WAKW NO eNeKTPOHEH NbT.

(2) CpokwbT 3a otrosop no an. 1 e 30 (Tpugecer) gHu
OT AartaTa Ha BMMCBaHe B PerucTbpa no un. 5,an. 2 v
an. 3.

(3) B cnyuaii, ue 3a npoBepkaTta Ha obcToaTencreata
no »anbaTta e Heobxoaum NO-4bAbr CPOK, CPOKDLT 33
pa3rnexpaHe ce yAb/xasa, HO He ¢ noseuye ot 10
OHK, 32 KoeTo [pyecTBOTO yBegomABa NMUCMEHO
KnueHTa B cpoka no an. 2.

Yn. 13. (1) Korato xanbata e OCHOBaTesHa,
[pY>KecTBOTO B3emMa MEepKM 3a OTCTpaHABaHe Ha
AONYCHAaTOTO HapyweHWe WK HETOYHOCT, B CPOK He
no-AbAbr OT cpoKka no un. 12, an. 2.

(2) B cnyuait uye kanbata He Obae yBaXkeHa,
[py»ecTBoTo NocoYyBa MOTMBM 3a TOBa B NUCMEHUA
OTroBOp A0 noaaTens.

Yn. 14. (1) [ApyxecrtsoTo wu3npawia OTroBop 40
KNuMeHTa Ha NOCOYEHWA OT Hero agpec/cepanvuie
WU eNeKTPOHEH aZpec 3a KOPECNOHAEHLMA.

(2) B cnyyaii, ye KnueHTbT He e nocoums agpec 3a
KOpPEecnoHOeHUMA WNW  CbUWUAT €& HeBaNuAaeH,
OTroBOPbT Ha [ pyXecTBOTO Ce CYWUTa 3a pefoBHO
M3nNpaTeH, ako e afipecupaH 4o aapeca/ceaanvuieTo
WNWU eNeKTPOHHUA afpec 3a KOpecnoHAeHuUua Ha
KnueHTa, nocoyeHu B gorosopa ¢ [ipy*ecTsoTo.

(3) *anbu, nopgageHu NoO BBLMPOC, NO KOWTO MMa
pelueHWe, He Ce pasrnexaar, OCBeH aKo Ca BbB
BpPb3Ka C WM3NbAHEHWMETO Ha pelleHWeTo Wan ce

(3) In case part of the information submitted by the
Client in the complaint, signal or proposal is of a
confidential nature, the sender should explicitly
indicate this circumstance. The Company is obliged
to maintain the confidentiality of this information,
unless a state authority requests it in connection
with its activities.

Art. 12, (1) The Company is obliged, after clarifying
the facts and circumstances relevant to the case
under consideration, to respond to the Client's
complaints, requests, signals and suggestions in
writing by registered mail with acknowledgment of
receipt or electronically.

(2) The term for response under Para. 1 is 30 (thirty)
days from the date of entry in the register under Art.
5, Para. 2 and Para. 3.

(3) In case a longer period is required to verify the
circumstances of the complaint, the period for
consideration shall be extended, but not by more
than 10 days, of which the Company shall notify the
Client in writing within the period under Para. 2.

Art. 13. (1) When the complaint is justified, the
Company shall take measures to eliminate the
violation or inaccuracy committed, within a period
not longer than the period under Art. 12, Para. 2.

(2) In case the complaint is not upheld, the Company
shall state the reasons for this in the written
response to the sender.

Art. 14. (1) The Company sends a response to the
Client at the address/headquarters or e-mail address
for correspondence specified by the Client.

(2) In case the Client has not specified a
correspondence address or the same is invalid, the
Company’s response is considered to have been
regularly sent if it is addressed to the Client’s
address/headquarters or e-mail address for
correspondence specified in the contract with the
Company.

(3) Complaints filed on a matter on which there is a
decision, shall not be considered, unless they are in
connection with the implementation of the decision
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OCHOBABAT Ha HOBM QaKTu U obcroAaTencTea. Manbu,
KOWTO He Ce pa3rne)aar, ce BpblaT Ha nogarens,
KaTo NUCMeHO My ce CbobuasaT OCHOBaHUATa 3a
TOBa.

(4) B chyyant, ye KAMEHTHLT He e YO40BNETBOPEH OT
oTroBOpa No nopgageHa anba, TOM vma npaBo ga
nopape »anba po KEBP B cvorBerctBue cbe 3E.
anb6ata ce nogaBa upe3 [pyXKecTBOTO, KOETO
M3npalwa Konue OT usnaTta Npenucka no cay4yas ¢
NPWNOXKEHW AOKA3aTENCTBa B 3 (TPU) GHEBEH CPOK.

Yn. 15. [py>ecTBOTO CbXpaHABa Npenuckute no
wanbu, monbu, CMrHanu v NpegnoXeHWa B CPOK,
CbrNacHo AeicTBaLoTo 3aKOHO4aTEeNCTBO.
Opy®ecTtBoTO €  ANbKHO O3  nNpefocTasA
MHbOpMauMAa 3a eTana Ha pasrnexgaHe Ha anba,
npv NOMCKBaHe oT KAueHTa.

PasgenV

3aknouuTenHU pasnopeabu

§ 1. (1) Teawm MNpasuna ca opobpeHn ot KEBP c
PeweHwne / . ¥ Ca NPUNOKEHUE W
HepasgenHa 4acT oT AnMueH3ua Ne i

3a AeMHOCTTa ,, ThProBMA C eNeKTpuyecka eHeprua’ u
ca ogobpeHun ot KEBP c peweHwneTo 3a usgasaHe Ha
NUUEH3NATA.

(2) U3meHeHusn Ha [lpaBunata ce WM3BbPLIBAT MO
peaa 3a TAXHoTo ogobpAsaHe.

§ 2. B cnyyait Ha U3MEHEHWA B 3aKOHOZATENCTBOTO,
pasnopegbute  Ha  Te3W  NpaBuna,  KOWTO
NPOTUBOPEYAT Ha M3MEHEHWATa, Ce 3amecTsaT OT
MMMNEepaTUBHMTE HOPMU Ha 3aKOHa.

§ 3. B cnyyalt Ha HECHOTBETCTBME MEMAY TeKCTa Ha
AHTIMACKM W Ha ObArapckM e3uK, TEeKCTbT Ha
6b/IrapCKM 31K Ce Npuaara ¢ NpeaumcTBO.

or are based on new facts and circumstances.
Complaints that are not considered shall be returned
to the submitter, with the reasons for this being
communicated in writing.

(4) In case the Client is not satisfied with the
response to a complaint, he has the right to file a
complaint with the EWRC in accordance with the
Energy Act. The complaint shall be filed through the
Company, which sends a copy of the entire case file
with attached evidence within 3 (three) days.

Art. 15. The Company shall keep records of
complaints, requests, signals and suggestions within
the time limit set by the applicable legislation. The
Company shall be obliged to provide information on
the stage of consideration of a complaint upon
request by the Client.

Chapter V

Closing provisions

§ 1. (1) These Rules are approved by the EWRC with
a Decision / and represent an
annex and an integral part of License No.

/ for the activity “trade with electricity” and
are approved by the EWRC with the decision to issue
the license.

(2) Amendments to the Rules are made in
accordance with the procedure for their approval.

§ 2. In the event of amendments to the legislation,
the provisions of these Rules that contradict the
amendments are replaced by the mandatory
provisions of the law.

§ 3. In case of discrepancy between the text in
English and in Bulgarian, the Bulgarian text shall
prevail.



