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1. Introduction

Waste collection enterprises established as Public Enterprises based on the Law on Private Enterprises
and the Law on Commercial Companies, have as their main activity the realization of waste collection
services and the transportation of waste collected in sanitary landfills, engaging as much as possible
day in the maintenance of cleanliness and public hygiene.

These enterprises are registered and operate as Joint Stock Companies, where a certain municipality or
a number of municipalities own the shares in these companies. The actual existence of these companies
is as important as the new legal framework for waste and obligations for waste management services,
considering that the Municipalities as shareholders of these companies have certain obligations to
support their work.

In order to measure the satisfaction of citizens regarding the services provided for the collection and
transportation of waste in the municipalities of Kosovo where these enterprises serve, other services for
the maintenance of public spaces with a focus on creating the prerequisites for a clean and safe
environment for All of us, as the Association of Public Waste Management Companies of Kosovo, have
found it necessary to survey the population, who are also the clients of public waste companies.

Referring to the needs and activities of the companies, the purpose of the citizen survey will consist of:
1. Measuring the satisfaction of citizens for the services provided ncollection and transportation of
waste

The questions were designed with the aim of eliciting qualitative opinions for planning the companies'
activities in the future and increasing the quality of service provision, as well as the possibility of raising
fees.

2. Survey methodology

For research purposes, we have developed questionnaires (surveys) with the citizens of the municipality
who are also clients of public waste enterprises, to better understand the management so far and the
satisfaction of their clients in relation to the services provided.

The purpose of this study also aims to draw qualitative opinions for planning the company's activities
in the future and increasing the quality of service provision. The findings of the study will enable a
better understanding of how much citizens believe in the services provided by public companies, what
they expect from companies in the future, and from the findings to draw lessons for planning the
company's activities in the future.

In this report, through the answers of the citizens, we will base ourselves on the possible scenario related
to the increase of the company's activities, if it will be necessary to change the operating schedule, as
well as to create an overview of how much the citizens are willing to pay the bill more high for services
provided by waste collection companies.
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2.1. Qyestionnaire

The survey is designed to provide the most realistic data on the opinions of the population served by
waste management companies. Respondents are over 18 years old. The survey was conducted through
the online link, it was distributed through different social networks, including citizens from different
municipalities.

Most of the questions from the questionnaire are oriented to provide an opinion on the overview of the
work of the companies in question so far, to issue qualitative opinions on the planning of the companies'
activities in the future, to increase the quality of service provision and the possibility of increasing the
fee. of waste.

These answers give us a clear orientation on what are the possibilities of improvement and advancement
of the services offered and also of the waste management sector in general.

The questionnaire provides data on several important indicators on the composition of the population
being surveyed, their age, and data on their satisfaction with enterprise services, service costs and
financial challenges faced by citizens.

3. Brief profile of the PAMKOS Association

In August 2000, on the initiative of several Regional Waste Companies of the Republic of Kosovo,
PAMKOS was created under the name " Association for Environmental Protection and Clean-up of
Kosovo", with the aim of advancing the environmental sector and preserving it in its entirety. During
the following years, joint sector coordination activities were organized and other public enterprises
joined the membership of the association.

Association for Environmental Protection and Clean-up of Kosovo (PAMKOS) is a non-profit and non-
governmental organization established by the Ministry of Public Administration, based on Article 9,
and the revised Law No. 04 / L-57, for Freedom of association for non-governmental organizations in
the Republic of Kosovo since 2000. Over the years, PAMKOS has proven its professional capacity to
become an association of units that represent the interests of all its members (which are public waste
management companies), engaging in advocacy activities, research development and expansion of its
members, and their ability to provide professional, competitive, sustainable and environmentally
friendly services and in at the same time promoting the waste management sector in Kosovo.

Currently, twelve (12) members have joined the Association, of them six (6) Regional Waste
Companies of the Republic of Kosovo, KRM "Pastrimi" Sh.A. Prishtina, KRM "Ambienti" Sh.A. Peja,
KRM "Chabrati" Sh.A. Gjakové, KRM "Ekoregjioni" Sh.A. Prizren, KRM "Pastértia" Sh.A. Ferizaj,
"Eco-Higjiena" SH.PK Gjilan, five (5) Local Public Enterprises such as, NPL "Higjiena" SH.A Decan,
NPL "Eko Natyra" SH.A. Skenderaj, NPL "Peparimi" SH.A. Vushtrri, NPK "Ekologija" JSC.
Graganic€, NPL "Kastrioti" Sh.A. Obiliq, and "Company for the management of Landfills in Kosovo"
KMDK, which offer services of collection, transportation and treatment of waste, maintenance of public
spaces, management of sanitary landfills (KLMC),
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PAMKOS Association operates and carries out activities on four basic pillars:

e Advocacy and Lobbying, through which the association aims to influence relevant institutions to
advance policies in the waste management sector by addressing challenges in public companies
and the waste management sector as a whole.

e Cooperation with all relevant actors, the association will be very active in the development of the
cooperative spirit through the creation of a unique platform with all actors for issues related to
the development of concrete projects for sustainable waste management and environmental
protection in general.

e Capacity building within public companies and cooperation with international organizations in
order to exchange good experiences and replicate them at the country level.

e Environmental awareness, PAMKOS aims to, through various activities, increase general
knowledge among citizens and other actors regarding the importance of preserving public spaces
and the environment as a whole, and at the same time develop mechanisms for more efficient
services for citizens.

The mission of PAMKOS is to represent the interests of all members, contribute to involvement in
advocacy and lobbying activities, development research and staff growth within members, enabling
public companies to provide professional, competitive, sustainable and environmentally friendly
services and at the same time promoting the public sector of waste management in Kosovo.

Association for Environmental Protection and Clean-up of Kosovo (PAMKOS) is the voice of the waste
management sector in Kosovo.
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4. Research results

According to the research methodology, the questionnaire was developed through the link created
online and distributed through social networks. In total, 100 citizens answered from respondents in
different municipalities.

In general, we can say that we consider that the response and willingness to answer the questions of the
questionnaire was not very satisfactory, considering the large distribution of the survey.

Referring to the questions addressed according to the survey, the following results result:

Question 1. Municipality where you live:

Referring to the first question of the survey, the respondents who answered the survey were from
different municipalities, respectively the most participants in the survey were from the municipality
of Pristina 39.2%, the municipality of Istog 16.5%, the municipality of Lipjan 6.2%, Vushtrri, Kline
and Peje 5.2%, Kline 5.2%.

Municipality where you live

@ Decan

@ Dragash

@ Drenas

@ Feriza)

@ Fushé Kosova
@ Gjakove

@ Gjitan

@ Gracanics

1Y

Question 2. Age:
Referring to the second question of the survey, 62.9% of the respondents were over the age of 30,

36.1% between the ages of 19 and 30, while only 1% were under the age of 19.
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Your age

®15-18
® 19-30
@ mbi 30

Question 3. Are you satisfied with the provision of waste collection service at your

home?
Regarding the third question of the survey on the provision of the waste collection service, in the

answers of the citizens, it appears that 84% of the respondents stated with YES that they are satisfied
with the provision of the waste collection service, while 15% answered with JO are not satisfied with
the provision of waste collection service. Citizens who gave other answers mentioned the following
reasons: We are not satisfied because there are few containers for waste disposal; we are moderately
satisfied, I am satisfied but there is room for improvement. Dissatisfaction has also been expressed
with the difficult conditions of workers in the absence of proper work tools.

3. Are you satisfied with the waste collection service at your home?

= PO =JO = QOther



Question 4. How much do you pay for providing the waste collection service?

According to the answers to the fourth question, 54.5% of the respondents pay the waste collection
fee in the amount of 4.60 to 5 euros per month, 17.8% the amount of 5 to 6 euros, 15.8% the amount
of 4 to 4.50 euros per month , and 4% pay the amount of 6 to 7 euros.

4. How much do you pay for providing the waste collection service?

fyou are a business ad pricete "Other”) 0% l
| dont pay (I am not on the payment system) B.o0%

60D -700€ JEES

500-600€ 1'.-’.55{:
460-500€ 54.54]‘3'
D.00% 0.00% 0.00% 30.00% 40.00% 50.00% B0.00%

Question 5. How do you feel about the price you pay for waste collection?
Referring to the fifth question, according to the answers, 51% of citizens estimate that the price they

are paying for the provision of the waste collection service is LOW, taking into account the increase
in the general expenses of the company that collects waste, 40% of citizens estimate that the price
that pay for the provision of the waste collection service is AVERAGE, 5% of the citizens estimate
that the price they pay for the provision of the waste collection service is HIGH, while 4% of the
citizens have not given a comment.

How do you feel about the price you pay for waste collection?

@ Low

@ Average

@ High

® nNocomment

Question 6. Should the waste company change the hours and day of operation?
Referring to the long question, 11.9% of the respondents estimate that YES the waste collection

company should change the hours and day of operation, 66.3% of the respondents estimate NO they

8



ASSESSMENT OF CITIZENS' SATISFACTION WITH THE SERVICES OFFERED BY WASTE MANAGEMENT COMPANIES

should not change the hours and day of operation; 19.8% of respondents have no comment. The citizens
who answered with another option mentioned the following answers: At least twice we are in the
villages; the service should be more frequent than the current one as the containers do not hold the waste
and as a result there is a heavy smell; it is possible to gather only at night.

6. Should the waste company change the hours and day of operation?

2.20%

= PO =JO Nuk kam koment Other

Question 7. Since there is an estimated 30% increase in waste collection costs, do you
think there should be a slight increase in the waste bill?

Regarding the seventh question, after the estimated increase of up to 30% in the costs of waste collection
and in the question of whether you think there should be a slight increase in the waste bill, the responses
of the citizens show that: 72% of respondents estimate that YES there will be a slight increase in the
waste bill, 15% of the respondents estimate NO there will be no slight increase in the waste bill, 11%
of the respondents did not give a comment, while 2% of the respondents answered also to the other
option, who gave the following comments:

The increase in prices also affects additional costs for the waste collection company, for normal
functioning and operation I estimate that it would be reasonable to raise the price of waste collection;
Yes, there should be an increase, due to inflation, oil, maintenance, all of these have increased over
30%; For the benefit of the company and the citizens; Because they deserve it, since they have increased
every time, why shouldn't this bill also increase reasonably; in order to cover company expenses;
Reasonable, current bills are low; It should be increased because all the items are increased and this is
necessary because the cleaning workers need higher salaries; The only sector which since the post-war
keeps the price of the service almost the same, while the cost of collection has changed and increased
perhaps up to 100%; Because carrying waste is not an easy job, it is a sensitive job, but also expensive;
a slight increase in the monthly payment would be acceptable since there is an increase in the cost of
their transportation; For the work they do, 4.7€ is a little, a slight increase is worth it, maybe the female
workers will also benefit; Companies can go bankrupt; Because 4.70 are very low rates, minimum 10
euros per month.

Some of the respondents who answered NO to the increase in the waste bill gave the following reasons:
Because in our municipality until now it was 5 euros and it has been raised to 6; Because all costs have
increased; This amount is enough, just work harder to collect the debts, when the clients pay regularly,
then your income is enough.
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7. Since there is an estimated 30% increase in waste collection costs, do you
think there should be a slight increase in the waste bill?

2%

m PO ®JO = Nukkam koment Other

Question 8. How do you see the most reasonable way to cover the increased operating
cost for waste services?

According to the answers to the eighth question, 14% of the respondents estimate that they find it more
reasonable that the waste is collected less frequently in all households, in order to cover the increased
operating costs, while 84% of the respondents estimate that they should there is a slight increase in the
waste fee. 2% of the respondents answered only with the other option, giving the following suggestions:
Ask for additional compensation from the municipalities; Collecting debts; Adjust the price to the cost
of waste transportation.

How do you see the most reasonable way to cover the increased

operating cost for waste services?

2.00%

" waste shoul be collected less often
' to have easy growth on waste bill
= Other

Question 9. Do you estimate that the increase in the waste bill in the amount of 1.50

euros per month or 5 cents per day will affect your finances?
Regarding the last question of the survey, according to the answers, 82.8% of the respondents estimate
that the increase in the waste bill in the amount of 1.50 euros is too small a value when they know
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that the service performed is of high importance to them and the cleanliness of the city , 14.1%
estimate that this increase may affect their finances, while 3% of respondents did not give an opinion.

Do you estimate that the increase in the waste bill in the amount of 1.50 euros per month or 5
cents per day will affect your finances?

Mo, it is a small value when we know tha the
collection is done well for the cleaner city.

® Yes, it indicates on our finances
“ I dont have an opinion

Some ofthe additional addresses that the citizens have addressed through the survey are:

Separation of waste at the source should be started; New collection trucks must be purchased; Project
words for the work done by waste collection companies; In our municipality, the services are at the
highest possible level (Istog); The cleaning workers deserve a salary increase, especially the workers
who collect the garbage, especially those who work at night; The service which is provided at this
invoice price is the edge of the company's existence in relation to the expenses; The rise in prices has
made everything difficult in the performance of public service; Increase the bill and allow the service

gradually.

Conclusions
Based on the research methodology, findings on the performance of enterprises, we can conclude that:

e (Citizens who responded to the survey, 84% are satisfied with the services offered to them in
waste collection by the respective public companies.

e The majority of citizens, respectively 51% of the respondents, estimate that the price they are
paying for the provision of the waste collection service is LOW and 40% think it is AVERAGE,
taking into account the large expenses of the waste collection company in reference to the
increase in prices, as well as bearing in mind that the service performed is of high importance
for the citizens and the cleanliness of the city, so in general they estimate that in addition to
these reasons they are paying a low price.

e 66.3% of the respondents estimate that the operating method of the enterprises is in order and

they do not think that there is a need to change the operating schedule.
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e The average amount that citizens pay for the service offered to you in garbage collection is
from 4.60 to 5 euros per month.

e Most citizens are willing to payemore to always have the best services in waste collection,
respectively 72% of respondents estimate that there should be a slight increase in the waste fee.

e If we compare whether there should be a slight increase in the waste collection bill or whether
waste should be collected less frequently in all households in order for companies to reduce
operating costs, 84% of respondents think that it is better to have an increase in easily on the
garbage bill, while 14% of the respondents think that it is better that the garbage is collected
less often.

e 82% of the respondents estimated that a slight increase in the waste bill will not affect their

finances.
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