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Transforming the ESP classroom through critical pedagogy

PhD Slađana Živković
College of Applied Technical Sciences, Niš, Serbia

Abstract

This paper focuses on understanding the implementation of a critical pedagogy approach in 
ESP courses because of the goal of preparing students to become active participants in today’s 
globalized, competitive and technology-driven world.
The main interest area of critical pedagogy research in ESP teaching and learning is to provide 
students with a model of creativity, innovation and critical thinking as important features in 
the 21st century. To think critically means to function eff ectively. ESP students need to become 
critical thinkers who share ideas with others, analyze, evaluate and interprete results, make 
decisions, and develop problem-solving skills for real life. Generally speaking, ESP students 
should be able to react and apply knowledge in diff erent situations.
Thus, reasonably active teaching and learning with the focus on techniques and skills that 
contribute to the growth of effi  ciency in the globalized world market might help students to 
achieve positive results in the fi eld of their interest. 
Critical pedagogy in ESP teaching and learning focuses upon the research and critique of the 
relationship between ESP and the social change it precedes and initiates. 
Using innovative methods to support teaching and learning goals, students have the 
opportunity to achieve their full potential and have their voices heard.

Keywords: ESP, critical pedagogy, creativity, innovation, critical thinking.

Introduction

This paper addresses the issues of critical pedagogy in the ESP classroom, and the 
incorporation of a critical pedagogy in the ESP classroom.
Critical pedagogy, as a new approach to education, analyzes and transforms an 
educational context by applying principles of critical theory (Giroux, 1988, 1997, 
2001). The centre of interest is to provide students with a model of critical thinking 
as important in today’s information era. So, by applying fl exible and innovative 
methods in the education process, students will be more likely to achieve their full 
potential and have their voices heard.
Taking this into account, Fullan (2013) states that “new pedagogy prepares students 
to be life-long learners, critical thinkers and problem solvers considering and 
pursuing novel ideas and leadership for action“ (Fullan, 2013).
Further, critical pedagogy reaffi  rms the democratic faith in human beings’ ability 
to make and remake our worlds (Monchinski, 1994, 2008). The language we teach, 
the materials we use, the way we run our classrooms, and the things students do 
and say, all these can be seen in social and cultural terms, and thus, from a critical 
perspective, as social political and cultural political questions (Pennycook, 2001). 
Critical pedagogy in ESP teaching and learning focuses upon the investigation 
and the critique of the relationship between ESP and social change it precedes and 
initiates. 
In addition, critical pedagogy requires thought and deed together as stressed by 
Monchinski (Monchinski, 2008), and action and refl ection as pointed out by Freire 
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(Freire, 1985, 1994). What is more, one without the other does not amount to praxis. 
Cut off  from practice, theory becomes a simple verbalism (Freire, 1985, 2000). In 
other words, without examples of critical practice for scrutiny and refl ection, critical 
theory becomes an abstract description of an unatt ainable utopian project (Benesch, 
2001). 
Freire (1994) argues that “teaching that simply perpetuates the status quo without 
the possibility of changing current conditions is training, not education:…whenever 
the future is considered as a pregiven – whether this be the pure, mechanical 
repetition of the present, or simply it ‘is what it has to be’ – there is no room for 
utopia nor therefore for the dream, the option, the decision, or expectancy in the 
struggle, which is the only way hope exists. There is no room for education. Only for 
training” (Freire, 1994).

The goal of ESP education

According to Bercaw and Stooksberry (2004), “critical pedagogues share a goal of 
academic success for each student, manifested in the preparation and experience of 
children to be active citizens in a fully democratic society. For critical pedagogues, the 
purpose of education is for social transformation toward a fully democratic society, 
where (a) each voice is shared and heard in an equal way, (b) one critically examines 
oneself and one’s society and (c) one acts upon diminishing social injustices. Teacher 
educators, therefore, are faced with exciting yet daunting challenges: to prepare 
teachers to eff ectively teach each student toward successful academic achievement 
and to prepare teachers who will actively challenge existing social injustices“.
“The goals of deep learning are that students will gain the competencies and 
dispositions that will prepare them to be creative, connected, and collaborative 
life-long problem solvers and to be healthy, holistic human beings who not only 
contribute to but also create the common good in today’s knowledge-based, creative, 
interdependent world“ (Fullan and Langworthy, 2014).
The goal of ESP education is to provide students with necessary knowledge and 
skills needed to solve real world problems. Great att ention should be paid to critical 
thinking as an essential ability for success in the workplace. That is why the challenge 
for education is to balance professional and general educational goals in order to 
meet the needs of today’s society.

Transforming the ESP classroom through critical pedagogy

Generally speaking, it is a diffi  cult task for the ESP teacher to conduct all these 
requirements within the classroom, especially in teaching ESP courses. 
ESP courses should allow students to interact with learning materials, and to explore 
and construct vocabulary and meanings. The ultimate goal of today's ESP students 
is to acquire the ability to successfully communicate with others (professionals) in a 
meaningful and appropriate way. 
Further, ESP courses prepare students to use a language to communicate eff ectively in 
real-life situations and cooperate with colleagues in professional fi elds. So, the focus 
of modern foreign language learning is on practical experience and direct activity 
of students. A student-centered approach requires students to set their own goals 



7 

for learning, and determine resources and activities that will help them meet those 
goals (Jonassen, 2000). As it has been discussed, social constructivism emphasizes 
the active participation of learners, including contextual and social learning where 
the teacher has become the facilitator of learning, and learners are designers, using 
technology for analyzing the world, interpreting and organizing their personal 
knowledge, and representing what they know (Jonassen, 1994, 2000). 
Obviously, to be prepared for global competitiveness, ESP students need to become 
critical thinkers who share their own ideas, listen to the ideas of others, summarize 
concepts by analyzing, justifying, and defending ideas, making decisions, solving 
real-world problems. Generally speaking, ESP students should know how to apply 
language in diff erent situations.
So, the ESP constructivist approach off ers teachers the opportunity to create learning 
environments where students actively participate to construct knowledge, develop 
autonomy, interact and complete a task by successfully transforming information 
coming from modern technology resources.

Signifi cance of a dialogue 

It should be stressed that dialogue is an essential element to the implementation of 
critical pedagogy in the ESP classroom. Regarding dialogue, Freire (1997) describes 
it as “the encounter between persons, mediated by the world, in order to name the 
world“. He stresses the signifi cance of dialogic communication between teacher and 
students, and involving students in their own education, or, as Shor and Freire (1987) 
states, “transforming the power separation between teacher and students“.
Further, as Freire (1972) argues, “for dialogue to be a method of true knowledge, the 
knowing subjects must approach reality scientifi cally in order to seek the dialectical 
connections which explain the form of reality”. Dialogue implies cooperation 
between teachers and students. As Monchinski (2008) considers, dialogue and the 
willingness of the teacher to engage in dialogue with the students represents a 
horizontal relationship between teacher and students. 
Taking all this into account, Freire (2000) suggests that “only dialogue, which 
requires critical thinking, is also capable of generating critical thinking.  Without 
dialogue there is no communication, and without communication there can be no 
true education“.
Akbari (2007) discusses “refl ection-in-action which happens when the teacher comes 
across a problem or tries to deal with a situation while teaching“. He continues that 
“learners of problem-posing and postmethod pedagogy are active participants who 
critically scrutinize the knowledge through dialogic interaction with teachers. By 
posing the problem, learners try to actively participate to compensate the issues 
according to their own defi nition of reality“.

Current conceptions of teaching

Current conceptions of teaching involve expectations of fl exibility, creativity, and 
thus, performativity. In terms of increasing fl exibility, new pedagogical methods 
need to be applied. Flexibility allows teachers the necessary freedom in how to teach 
the subject, and to try new and innovative approaches.  
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As far as creativity is concerned, it can be said that it is ‘an essential life skill, which 
needs to be fostered by the education system’ (Craft , 2000). Creativity is suited to 
the multiple needs of 21st century life, and requires fl exibility and the ability to use 
knowledge in diff erent ways. 
It reaches into the core that pedagogy “encompasses the performance of teaching 
together with the theories, beliefs, policies and controversies that inform and shape” 
(Alexander, 2000). Performativity calls for our schools and universities to make 
“the optimal contribution to the best performativity of the social system” (Lyotard, 
1984). It means creating skills among learners that are necessary for the highest 
effi  ciency of the social system, as a system of increasing diversity in the marketplace 
of globalization. We approach teaching as a performative activity which “off ers most 
readily spaces to enact change, invention and shift s that can enhance the unique 
characteristics of the classroom” (Bell hooks, 1994). She (1994) adds that the teacher 
serves as a catalyst who calls students to become more and more engaged, to become 
active participants in the learning process. 
Having so far explored some of the current conceptions in education, we now turn 
our att ention to what this might mean for conceptualizing ESP teaching. ESP today 
is not a neutral activity, i.e., just teaching language, but it imposes a certain and 
targeted set of values, ideas, and way of perceiving the world. ESP off ers layers of 
meaning that relate to performativity, which means that students (future specialists) 
may be either ‘operational or disappear’, which is “the only alternative as presented 
in the merciless demands of the globalization” (Lyotard, 1984).
Lyotard (1984) discussed education and its legitimation through performativity. In 
this regard, he described how education, redefi ned as the transmission of knowledge 
rather than its pursuit, is driven away from ‘knowledge for its own sake’ towards 
performativity, whose purposes are effi  ciency, skills, and function. This precisely is 
the goal of ESP. “The goal becomes the optimal contribution of higher education 
to the best performativity of the social system. Accordingly, it will have to create 
the skills that are indispensable to that system. These are of two kinds. They vary 
according to which ‘specialities’ the nation-state or major educational institutions 
can sell on the world market…The transmission of knowledge is no longer designed 
to train an elite capable of guiding the nation towards its emancipation, but to supply 
the system with players capable of acceptably fulfi lling their roles at the pragmatic 
posts required by institutions” (Lyotard, 1984).
Gardner (1989) noted that “creativity is best described as the human capacity to 
regularly solve problems or to fashion products in a domain, in a way that is initially 
novel but ultimately  acceptable in culture”.  Without a purpose beyond simple 
originality or novelty,  creativity cannot exist (Cropley, 2001). 

Discussion

The study shows a concept of critical pedagogy and how important it is in the ESP 
education. It creates the opportunity for student voice ”to express their opinions 
and make decisions regarding the planning, implementation, and evaluation of 
their learning experiences” (Rogers, 2005). “Student voice is the active opportunity 
for students to express their opinions and make decisions regarding the planning, 
implementation, and evaluation of their learning experiences” (Rogers, 2005). “In 
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a truly democratic school, students are given the opportunity to have their voices 
heard and to build on their previous experiences and interests to plan for their 
continuing growth” (Dewey, 2009).
Students need to be given the opportunity to broaden their own perspectives and 
bring in examples from their everyday lives to relate to the issue under discussion. I 
have found that students’ enthusiastic responses to critical analysis of specifi c issues 
clearly indicated a need to develop their critical thinking skills.
To sum up, the study suggests that there is enough room for critical pedagogy in ESP 
classrooms. Students in ESP classrooms are active participants in a dialogic learning 
process and discussion that invites critical thinking (Živković, 2016a, 2016b).
To end this discussion, traditional education need to be reconstructed into modern 
education strategies and principles (Živković, 2016a) in order to discusses particular 
problems of educational theory, and provide a basis for democratic transformation 
of education in the era of global growth and information.
We suggest engaging students in the learning process that enables eff ective interaction 
and creates a rich collaborative learning experience. Such learning process activates 
innovations which contribute to the realization of holistic, meaningful, purposeful, 
authentic, cooperative and problem-based learning. Students are encouraged 
to search for solutions to real-world problems, and thus, they are engaged in 
transformative learning, leading to critical and analytical thinking which is essential 
for success in the 21st century. 

Conclusions

This paper addressed the issues of critical pedagogy, and the incorporation of 
a critical pedagogy in the ESP classroom. It should be mentioned that the central 
feature of critical pedagogy is that education should provide students with a model 
of critical thinking as an important feature for 21st century success. 
McLaren (1999) describes critical pedagogy as a ‘way of thinking about, negotiating, 
and transforming the relationship among classroom teaching, the production of 
knowledge, the institutional structures of the school, and the social and material 
relationships of the wider community, society, and nation-state’. Critical pedagogy 
indicates a way of doing learning and teaching (Canagarajah, 2005).
critical pedagogy indicates a “way of
‘doing’ learning and teaching” (Canagarajah, 2005, p. 932),
critical pedagogy indicates a “way of
‘doing’ learning and teaching” (Canagarajah, 2005, p. 932),
“Critical pedagogy reaffi  rms the democratic faith in human beings’ ability to make 
and remake our worlds” (Monchinski, 2008). Critical pedagogy in ESP teaching and 
learning focuses upon the research and critique of the relationship between ESP and 
the social change it precedes and initiates. 
As Norton (2000) and Norton and Toohey (2004) argue that critical approaches to 
second language teaching are interested in relationships between language learning 
and social change. They continue that “language is not simply a means of expression 
or communication; rather, it is a practice that constructs, and is constructed by, the 
ways language learners understand themselves, their social surroundings, their 
histories, and their possibilities for the future”.
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“The language we teach, the materials we use, the way we run our classrooms, and 
the things students do and say, all these can be seen in social and cultural terms, and 
thus, from a critical perspective, as social political and cultural political questions” 
(Pennycook, 2001).
Critical pedagogy is a praxis, with praxis constituting thought and deed together 
(Monchinski, 2008), and action and refl ection (Freire, 1985) as well. Consequently, 
one without the other does not amount to praxis (Monchinski, 2008). As Freire (1985) 
explained, cut off  from practice, theory becomes a simple verbalism. In other words, 
without examples of critical practice for scrutiny and refl ection, critical theory 
becomes an abstract description of an unatt ainable utopian project (Benesch, 2001). 
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Siditë Duraj
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Elida Hoxha
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Abstract

In this paper we improve and generalize fi xed point results in complete b- rectangular metric 
space for mapping that satisfy a contractive condition using a class of continuous functions 
G5.

Keywords: b-rectangular metric space, fi xed point, 
5G -class functions, contractive condition, 

continuous function 
5G .

Introduction

Fixed point theorems are very important tools in nonlinear functional analysis. It is 
well known that the Banach contraction principle [1] has been used and extended 
in many diff erent directions. Also, there are several generalizations of usual metric 
spaces.
In 2000, Branciari [2] introduced the notion of generalized (rectangular) metric space, 
where the triangle inequality of a metric space was replaced by another inequality, 
that was called rectangular inequality.
In 2015, George [3] introduced the concept of rectangular b-metric space, which 
generalized the concept of metric space, rectangular metric space and b-metric space.
Subsequently, several authors have studied the problem of existence and uniqueness 
of fi xed point for diff erent types of contractions in these spaces [4], [5], [6] etc.
The purpose of this paper is to unify and generalize some recent results in rectangular 
spaces and b-rectangular spaces using a class of continuous functions G5.

2. Preliminaries
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Abstract

Detention on remand and fi ndings required for detention on remand, who orders the 
detention on remand, then the role of the court as a subject of the procedure of ordering and 
overseeing the most severe measure to ensure the presence of the defendant on the criminal 
proceeding in the Republic of Kosovo, the role of the Basic Court, the Court of Appeal and the 
Supreme Court in overseeing the legality of detention.
For what reasons can the judgment be struck, which reasons are related to the detention 
measure, then detention aft er conviction of the defendant and the formal review - ex offi  cio 
of detention by the court of the second instance and the possibility of using legal remedies in 
the court of the third instance - in the Supreme Court.
The distinction between the Request for Protection of Legality and the request for the 
assessment of the lawfulness of the detention measure and whenever such requests may be 
fi led are the subject of this paper.

Keywords: detention on demand, court, request for legality assessment, request for protection 
of legality, etc.

Introduction

Deprivation of liberty is one of the most sensitive issues in criminal proceedings,since 
it is about deprivation of liberty without verifying the guilt of the defendant1but if a 
case like this is necessary then the only authority to order the detention is the court.
It is considered that the decision on detention aff ects not only the individuals, but 
alsothe society2, because the inability to move and perform the obligations that he or 
she may have causes consequences and harms others and his or her family as well. 
On the other hand failure to commit such an action, thus ordering the detention, 
carry the risk oft he accused person committ ing acts that hinder investigations or 
enables the commission of another criminal off ense.3 Decisions made at the time of 
arrest, and the entire litigation,have their infl uence in everything that happens about 
the suspected person and the trial itself as a whole4.
The conditions that must be met to let the detention be imposed are clearly set 
forth in the provisions of the Criminal Procedure Code of the Republic of Kosovo5, 
therefore under this provision the detention may be imposed when is generally for 
the measure of detention:
1  Hyseni, Bashkim, Shala, Afrim, Criminal Procedure Judges Handbook, Pristine, 2015. 
2 Shegani, Altin, Comparative Criminal Law, p. 98, Tirana, 2008.  
3 Shegani, Altin, Comparative Criminal Law, p. 98, Tirana, 2008.
4 Kosovo Center for the Rehabilitation of Torture Survivors - KRCT / Fact Sheet - 2015, Detention 
is a Threat to Individual Freedom and Security! p.1.
5  Criminal Procedure Code No.04 / L-123, Article 187.
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1.1. There is a grounded suspicion that such person has committ ed a criminal off ence;
1.2. One of the following conditions is met:
• 1.2.1. He or she is in hiding, his or her identity cannot be established or 

othercircumstances indicate that there is a danger of fl ight;
• 1.2.2. There are grounds to believe that he or she will destroy, hide, change or forge 

evidence of a criminal off ence or specifi c circumstances indicate that he or she 
will obstruct the progress of the criminal proceedings by infl uencing witnesses, 
injured parties or accomplices; or

• 1.2.3. the seriousness of the criminal off ence, or the manner or circumstances 
inwhich it was committ ed and his or her personal characteristics, past conduct, 
the environment and conditions in which he or she lives or other personal 
circumstances indicate a risk that he or she will repeat the criminal off ence, 
complete an att empted criminal off ence or commit a criminal off ence which he or 
she has threatened to commit; and

1.3. The lesser measures to ensure the presence of defendant listed in Article 173 of the 
present Code6 would be insuffi  cient to ensure the presence of such person, to prevent 
reoff ending and to ensure the successful conduct of the criminal proceedings.
While in the paragraph 2 of the article 187,which has more explanatory character, 
is told that in case that detention is ordered just because the identity of the person 
cannot be established, detention is terminatedas soon as the identity is established, 
the detention is also terminated when the evidence for his or her custody has been 
taken ore secured. In which the custody is based from the article and in paragraph 2 
of 187 paragraph 1,subparagraph 1.2 point 1.2.27.
If a defendant has violated one of the lesser measures for ensuring the presence of 
the side of defendant provided in the article 173 of this Code, the court takes this in 
consideration in a specialway while authentication of circumstances from paragraph 
1, subparagraph 1.2 and 1.3 of this article.8

As can be seen the provision of article 187 paragraph 1 requires cumulative conditions 
on detention and also three conditions:
a) Existence of  is the grounded suspicion,as a basic condition,that such person has 

committ ed a criminal off ence;
b) Existence of at least one of the conditions that are provided in the paragraph 1 (as 

a specifi c base) for ordering the detention;  and
c) The conclusion that ordering the lesser measures as an alternative for detention 

would not be enough for ensuring the presence of the defendant in criminal 
proceedingsimplementation of soft er measures9.

2. Court’s role on sett ing the measure 
 
Court, as a subject of criminal procedure, has an active role in criminalprocedure, 
even though as a judicial system is a powerful element in accusation system.
Organization, function and jurisdiction of courts in the Republic of Kosovo 

6  Code of 2013 Article 268.
7  See Criminal Procedure Code article 187 paragraph 2.
8  See Criminal Procedure Code article 187 paragraph 3.
9  For more see Sahiti, Ejup, Murati, Rexhep, Elshani, Xhevdet, Commentary - Republic of Kosovo 
Criminal Procedure Code, 1st Edition, Pristina, 2014, p. 489
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areregulated by aspecifi c law10. By law in Republic of Kosovo we have seven basic 
courts11,with their branches covering all the territory of our republic. There are 
the fi rst instancecourts, than we have Appeal Court12, and the Supreme Court of 
Kosovo13.
Related with assignment of measures for ensuring the presence of the defendant in 
criminalprocedure and controlling the decisions and evaluation of the concertmeasure 
assignment from the lower court and reviewing remedies, below we will introduce 
shortly the role of Basic Court, Court of Appeals and the Supreme Court of Republic 
of Kosovo.

2.2 Basic Court
As a court of fi rst degree that orders the measures to ensure presence of the 
defendant incriminal procedure based on the request of basic prosecution, there 
are sevencourts on the level of republic, with their branches, and if we refer to the 
internal structure of these courts, then the department to order these measures is the 
general department – Criminal division, in level of residency of the court or branches 
department of serious crimes and department for minors in level of residency of the 
competent court.
The role of the Basic Court on assignment or non assignment of the type of duration 
is huge because the same court of the fi rst level is informed directly from sides of 
criminal procedure for the existence ofcircumstances that aff ect or don’teff ect on the 
assignment ornon-assignment of the certain measure.
This way the judge of preliminary or the presiding judge varies in which stage is 
happening the development ofcriminalprocedure it has to decide for the assignment 
of the concrete measure, aft er an analysis of the case and hearing the parties in 
procedure, because one of the rights that belongs to the defendant is going to trial 
and being heard of his call for assignment of the measure.
The European Court of Human Rights has repeatedly stated that the reason for any 
detention period, however short, must be convincingly shown by authorities.”14Orders 
for detention are not supposed to be long term; even a short reasoning can be enough, 
as long as it contains the basics that are needed15.

2.3 The Court of Appeals

The Court of Appeals of the Republic of Kosovo is established as a court of the 
second instance with territorial jurisdiction throughout the Republic of Kosovo16, 
while among the competences of this court is to review all appeals fi led against the 

10 Law 06 / L – 054
11  Law 06 / L – 054, Article 9.
12  For more information, Law 06 / L - 054, Articles 21 - 24
13  For more information, Law no. 06 / L - 054, Articles 25 - 29.
14 See Belchev v. Bulgaria, ECHR, Judgment of 8 April 2004, paragraph 82, cited under OSCE 
Mission in Kosovo, Criminal Justice System in Kosovo, 2007 - 2010, Use of Detention in Criminal 
Proceedings in Kosovo, Part II, p. 3.
15 See Nikolov v. Bulgaria, ECHR, Judgment of 30 January 2003, paragraph 69, cited by OSCE 
Mission in Kosovo, Criminal Justice System in Kosovo, 2007 - 2010, Use of Detention in Criminal 
Proceedings in Kosovo, Part II, p. 3.
16 For more information, Law 06 / L - 054, Article 21, paragraph 1.
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decisions of the basic courts17 and enter here and rulings that set, refuse, amend or 
extend measures to ensure the presence of the defendant in criminal proceedings.
The examination of appeals and adjudication in the Court of Appeals is done by 
a panel of three professional18 judges, including appeals fromparties related to the 
assignment, refusal, termination or extension of a measure to secure the presence of 
the defendant in criminal proceedings.
In matt ers of pre-trial proceedings which include the question of measures, both a 
judgment and a substantive violation of the provisions of criminal procedure may be 
assigned, as this matt er is provided for in Article 384 paragraph 2.
Thus under this provision a substantial violation of the provisions of criminal 
procedure is also considered when during criminal proceedings, including pre-trial 
proceedings, the court, the state prosecutor and the police:

- Have not implemented a procedure of this statement or they implemented it 
wrong;

- Have violated the protection rights, and this impacted or could impacted on the 
lawful judgment and honest one. 

2.4 The Supreme Court
 
The Supreme Court of Kosovo is the highest court instance and has jurisdiction in all 
the territory of Kosovo.19

Residency of Supreme Court of Kosovo is in Pristina.20The Supreme Court reviews 
and adjudicates in a panel of three professionaljudges,except when the law provides 
for a large number of judges.21

Among the types of powers to decide on cases that the Supreme Court has, it also 
decides on the request for protection of legality22as an extraordinary remedy.
Therefore, the Supreme Court of the Republic of Kosovo decides on the request for 
extraordinary remedies against the fi nal decisions of the courts of the Republic of 
Kosovo, as provided by law.23

Against the fi nal ruling imposing detention on remand or extension of detention 
on remand, this case is expressly stipulated24that only detention on remand will be 
considered even though other provisions of the Criminal Procedure Code of the 
Republic of Kosovo25provide that the provisions establishing other measures, for 
example the measure of house detention, are subject to the provisions governing the 
detention measure.
Since it is expressly provided that the request for the protection of legality can only 
be fi led against the fi nal decision ordering or extending the detention on remand, 
17 For more information, Law 06 / L - 054, Article 22, paragraph 1, subparagraph 1.1.
18 For more information, Law 06 / L - 054, Article 23, paragraph 1.
19  Law no. 06 / L - 054, Article 25, paragraph 1.
20  Law no. 06 / L - 054, Article 25, paragraph 4.
21  Law no. 06 / L - 054, Article 25, paragraph 6.
22  Extraordinary remedies are Criminal Procedure Review, Extraordinary mitigation of sentence 
and Request for protection of legality.
23  Law no. 06 / L - 054, Article 22, paragraph 1, subparagraph 1.1.   
24 CPRK, Article 432, paragraph 4.
25 As an example, Article 183 paragraph 7, which deals with house detention,which indicates that 
the provisions governing detention are applicable.
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this means that in other cases this extraordinary remedy cannot be fi led. Before I 
conclude the criminal proceedings on merit.
The Supreme Court has cases where it also decides according to the regular remedy 
- the appeal, and this is when the measure for ensuring the presence of the defendant 
who is deprived of liberty by the Court of Appeals on the basis of the prosecution's 
appeal respectively with the approval of the prosecution's appeal and the amendment 
of the ruling ordering26 the measure of appearance at the police station with detention 
on remand was given the possibility of appealing the decision to the Supreme Court 
of the Republic of Kosovo28.

3. Court supervision of detention

The nature of restriction of freedom requires the possibility of re-checking the 
lawfulness of detention on reasonable grounds.27

At any time while the investigation is being conducted, the pretrial judge may 
terminate his re-trial detention aft er having warned the state prosecutor three days 
in advance.28

Although the provision of paragraph 1 does not state, we consider that the reason 
for this warning is to enable the state prosecutor to express his opinion before 
termination of detention like the request of persecutor for detention of remand 
and his eventual stand against terminating the detention, it does not constitute an 
obstacle from the judge to remand detention.Procurement warning is not required 
when judge realizes detention due to expired deadlines.29

The state prosecutor may send a complaint with the review panel against the 
pretrialjudge’s decision to terminate detention on remand. Panel shall issue a ruling 
within forty-eight (48) hours of receiving the appeal of the state prosecutor.30

The detained or their defense can in any time appeal at pretrial judge, single trial 
judge, and presiding trial judge of the basic court to rule on the lawfulness of 
detention on remand or on lawfulness of detentionconditions.31

If the defendant has complains about the case then in any time he can appeal and be 
listened by the judge based on article 188, paragraphs3,4, 5,and 6, of this Code and if 
in fi rst review of complain is sure that:
1. The grounds for detention on remand in Article 187 of the present Code no 

longerexist due to changed circumstances or the discovery of new facts since the 
last courtorder on detention on remand; or

2. Detention is unlawful for some other reason.32

If the defendant is complaining to the judge and thecourt amount the lawfulness 
then he should be immediately free if:
1. The grounds for detention on remand in Article 187 of the present Code no 

longerexist;
26  For more, see Ruling of the Court of Appeal of Kosovo, PN.1nr.708 / 20016.
27 Sahiti, Ejup, Murati, Rexhep, Elshani, Xhevdet, Commentary - Republic of Kosovo Criminal 
Procedure Code, 1st Edition, Pristina, 2014, p.502.
28 Code of Criminal Procedure of Republic of Kosovo article 192 paragraph 1.
29 Sahiti, Ejup, Murati, Rexhep, Elshani, Xhevdet, Commentary - Republic of Kosovo Criminal 
Procedure Code, 1st Edition, Pristina, 2014, p.502.
30 Code of Criminal Procedure of Republic of Kosovo article 192 paragraph 2.
31  Code of Criminal Procedure of Republic of Kosovo article 192 paragraph 3.
32 Code of Criminal Procedure of Republic of Kosovo article 192 paragraph 4.
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2. The period of detention on remand ordered by the court has expired;
3. The period of detention on remand ordered by the court exceeds the time-limits 

setforth in Article 190 of this Code; or
4. Detention is unlawful for some other reason.33

If the defendant complains about the lawfulness of the conditions of detention, the 
pretrialjudge, single trial judge, presiding judge then judge may conduct a hearing 
or visit to the detention, facility shall order the detention conditions to be changed if 
the conditions are not met, comply with a reasonable interpretation of the conditions 
set up in this Code or if there are conditions which do not comply with the European 
Convention or Human Rights and Fundamental Freedoms, as interpreted from by 
the judgments of the European Court of Human Rights34.
Hearing or visitssessions from this article are kept between seven days (7) from 
receiving the complaint.35

Code of Criminal Procedure doesnot establish how many times the defendant 
and when can he request the application to decide the lawfulness of detention. 
The detained and defense counsel values the moment on which he can request 
the application. The fact that the detained or his defense counsel in any time can 
request from the judge todecide for lawfulness of detention, the frequently request 
of application will cause obstacles for effi  cient development of the procedure.36

So when the judge or the president of the court approves the request of thedefendant 
and his defense counsel, he will cut the measure of detention with ruling, but if he 
doesn’tdo it, it means that the request of the defendant is not approved. The judge 
or presiding judge just informs the defendant that the request was not approved. All 
this in order not to delay the issue that if it issues the ruling rejecting the request for 
termination of detention then it should be granted the right to appeal,
Which would lead to infi nity claim – refusal- appeal, again request-refusal-complaint! 
If the complaint is similar to the other one before it, it is immediately invalid.37

Judicial supervision of the detention measure is also done by the court of appeals 
when the case is appealed against the judgment declaring the defendant guilty and 
at the same time the defendant is given or continued detention.
Thus if the accused is in the detention on remand then the judge reporter should 
within fi ve days of receipt of the case fi le, examine if there are still reasons for 
detention on remand.38

The request for protection of legality as an extraordinary legal remedy can only be 
exercised against the fi nal ruling on detention.
The lawfulness assessment request may be fi led at any stage when the defendant 
and defense counsel consider that the conditions of detention in the detention center 
should be reviewed, terminated or improved.

33  Code of Criminal Procedure of Republic of Kosovo article 192 paragraph 5.
34 Code of Criminal Procedure of Republic of Kosovo article 192 paragraph 6.
35  Code of Criminal Procedure of Republic of Kosovo article 192 paragraph 7.
36 Sahiti, Ejup, Murati, Rexhep, Elshani, Xhevdet, Commentary - Republic of Kosovo Criminal 
Procedure Code, 1st Edition, Pristina, 2014, p.504.
37 Code of Criminal Procedure of Republic of Kosovo, 192 paragraph 8.
38 Code of Criminal Procedure of Republic of Kosovo, article 389 paragraph 5.
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Conclusions

Measure of detention on remand has to be assigned as a fi nal measure and only 
when this is necessary and a must. Having the possibility of innocence the detention 
phase should be reduced in the most short time that it is possible. Detention has to 
be followed constantly from the competent court and reviewed in short  
periods of time. Before the detention is assigned, the person who is suspected 
should be listened in anyway. The right for complaints and review of detention can 
never be taken off  andthis right is  guaranteed by the constitution.  The request 
for the protection of legality as an extraordinary legal remedy can only be fi led 
against the fi nal ruling on detention. The lawfulness assessment request may be fi led 
at any stage when the defendant and defense counsel consider that the conditions of 
detention in the detention center should be reviewed, terminated or improved.
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Abstract

This manuscript is the second Part of the analysis of property institution in the Albanian 
International private law. The used methodology consists in a systematic interpretation of 
legal materials and authors. The digitalization process that has invaded the whole world has 
made a big change towards integration of markets, and at the same time the integration of 
legislation. Albanian is a candidate country for EU membership and one of its duties consists 
in the implementation of EU acquis. The Albanian International private law No. 10428, dated 
2.6.2011 was draft ed in full accordance with the Rome I1 and Rome II2 Regulation of the EU 
Parliament and Council. Rome III3 Regulation which was draft ed in 2010 is a regulation 
concerning the applicable law regarding divorce valid in 17 countries. The regulation dictates 
which law should be used in cross-border divorces, while which courts should be used is 
determined by the Brussels II Regulation, which is valid for all EU countries, except Denmark.4 
This regulation has not been implemented yet in the Albanian legislation.
 
Keywords: international private law, property, Albania, EU.

Introduction

The Albanian legislation diff ers between "res in transit" and "means of transport", due 
to the legal consequences that they bring. 
"Res in transit" includes goods that are in transit, and which during transport 
(through sale) change the owner. Due to the impossibility of determining the place 
of delivery, the determination of the connection to a place is eliminated. According 
to the predominant view of literature, the law of the country of delivery of goods is 
the enforceable law (if available through the bill of cargo of the right of the carrier's 
headquarters). Only in special cases stipulated by law, such as pledge, or deposit, 
and executive norms, applies the specifi ed location law.
"Means of transport" (transport vehicles) are regulated by international law, because 
of the diffi  culty of determining their location. In the case of means of transport, 
Article 41 of Albanian international law provides that "rights on aircraft , ships and all 
other means of transport, registered in a public register, shall be regulated by the law of the 
1  Regulation (EC) No 593/2008 of the European Parliament and of the Council of 17 June 2008 on 
the law applicable to contractual obligations (Rome I).
2  Regulation (EC) No 864/2007 of the European Parliament and of the Council of 11 July 2007 on the 
law applicable to non-contractual obligations (Rome II).
3  European Union Divorce Law Pact or Rome III Regulation, formally Council Regulation (EU) 
No. 1259/2010 of 20 December 2010 implementing enhanced cooperation in the area of the law 
applicable to divorce and legal separation.
4  htt ps://europa.eu/european-union/eu-law/legal-acts_en.
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state in the territory of which they are registered".
Therefore, ships circulating in the Albanian waters territory are subject to the right 
of the state where they are registered and generally the ships in their symbols have 
the respective fl ags which also determine the country where they are registered 
and consequently the right of which they are subjected. In the case of trains, the 
law applies where the railway has its main headquarters; in the case of aircraft , 
headquarters where fl ight fi rms are registered and in the case of means of transport 
(lorries) their central management headquarters. 
For other means of transport that are not specifi cally regulated, especially for trucks, 
which are in long-term cross-border mobility, is applied the rule of Article 4 of 
Albanian international law (the strongest connection). For registered cargo transport 
vehicles, strongest connections are with the state of the register, for unregistered 
vehicles, a law is proposed in which the vehicle has its usual location in which it is 
used on a regular basis.

Protection of cultural heritage

Cultural heritage is protected by Article 40 of Albanian international law, which 
stipulates that in cases "when the objects belonging to the cultural heritage of a state are 
taken out of its territory illegally, their claim is regulated by the law of the state from which 
the object has been taken, in force at the time the object was taken. The state from which the 
object was taken may opt to apply the law of the state in whose territory the object is located 
at the time of its claim."
Thus, according to this article, the state from which the cultural property of national 
importance was illegally transferred, may fi le a revendication lawsuit (re-vindicatio-
restitution), based on its right to a domestic court. In this case, the lawsuit is directed 
against the one who has been in possession of the cultural property. In cases where 
the claim is valid, then the court has the right to seek compensation against the owner 
or possessor of cultural property.
Paragraph 2 of article 40 provides: "If the law of the state where the object is part of its 
inheritance does not take into account the protection of the possessor in good faith, the latt er 
may seek the protection provided by the law of the state in whose territory the object is located 
at the time of his revendication". 
Paragraph 2 of this article is debatable. In the case where the possessor has acted in 
bona fi de, then he may request the protection provided by the state in whose territory 
the object is found at the time of its claim. Let's take an example:
• A Swiss citizen has bought in good faith by an Albanian seller an object of great cultural 

importance in Albania. The Albanian state has fi led a lawsuit based on the Civil Code and 
requests the return of the object. According to Swiss law, buying a stolen object in good 
faith does not make you an owner, so the lawsuit in this case would be legal and would 
come into eff ect. The object would return to Albania. This indictment could also include 
indemnity against the person who sold it to the Swiss buyer.

• But in the case of an Austrian citizen who buys in good faith an object of great cultural 
importance in Albania, what would be the result? In this case the Austrian citizen would 
be protected by Austrian civil codex, which provides that an individual's purchasing 
in good faith leads to the acquisition of ownership. In this case, the lawsuit before an 
Albanian court would not be valid and the Austrian buyer would be the owner of the 
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object of cultural heritage, even though the object has been illegally removed from the 
Albanian territory.

The real rights of intangible objects (Excluding intellectual property)

Examples of such rights include: the right of possession, the pledge. These cases 
are not specifi cally regulated by international law; therefore Article 4 of Albanian 
international law is the strongest connection. Possession of rights and promise of 
rights is regulated by the status of the aff ected law. The connection also applies only 
to the material legal situation and not to the obligations resulting from pledge or 
concession.
By implementing the Rome I Regulation in international law, the real aspects of 
the relation between the concession provider and the implementers are regulated 
in Article 14 of the Rome I Regulation, according to which the law regulating the 
contract is the law to be applied. This also applies to the transfer of obligations within 
the scope of security, pledge and other obligations rights (Article 14 paragraph 3 
Rome I).

Intellectual Property Rights

Intellectual property rights include copyright and other similar protection rights 
(copyright of inventions and works) and intellectual property rights: patents, 
trademarks. In the framework of the protection of these rights, today there are a 
number of EU directives as well as international agreements which have been 
harmonized signifi cantly in the fi eld of substantive law. 
It is noteworthy that since 11.01.2009 with Article 8 Rome II there is a connection of 
legal confl ict related to infractions of the law arising from the violation of intellectual 
property rights, while, on the other hand, Article 42 of Albanian international law 
regulates the applicable law on matt ers pertaining to the content of the intellectual 
property rights.5

It is applied the law of the state, "in which a procedure has been opened" or in other 
words, will be claimed the law of the country in whose area will be required the legal 
protection of the intellectual property of the plaintiff . In this context, it is important 
"the principle of state protection". This is a consequence of the substantive law of 
the "principle of territoriality" of intellectual property, as provided in Article 42 of 
Albanian international law, according to which:
The existence, validity, object, ownership, transferability, duration and breach of copyright, of 
rights related to it and of other unregistered intellectual property rights are governed by the 
law of the country for which protection is required. 
Existence, validity, object, ownership, transferability, duration and violation of registered 
industrial rights are regulated by the law of the country which has granted or registered the 
right. 
Under this article, every national law secures and protects intellectual property 
rights only in the area of its territory. Regarding the pretenses of responsibility 
for the violation of intellectual property rights, article 42 paragraph 1 of Albanian 
5 Mankowski, Die Rom-I VO – Änderungen im europäischen IPR für Schuldverträge (ROMA I- 
Changes in European private international law on contractual obligations), IHR 2008, 23.
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International law, as well as article 8 of Rome II Regulation, specifi es a relation with 
the principle of protection of the country. Let's take an example:
• The owner of a registered trademark in Albania will not claim protection under the 

Austrian trademark law regarding the off enses occurring abroad and have no eff ect on 
Albania. The protection of the Albanian trademark operates and is limited only in the 
territorial aspect within Albania.

For all uses and violations of the Intellectual Property Law, it is valid the intellectual 
property right of the country in which such an action is taken, thus, of the country 
in whose area the protection was specifi cally requested. Let's take another 
example:

• An Albanian publisher brings a listening / audio book, which is partly accompanied by 
classical music by a German artist. The Albanian publisher distributes the audio book 
in Albania, Germany and Montenegro. The German musician accuses the Albanian 
publishing house in Albania for compensation for distribution in Germany (because the 
Albanian and Montenegrin markets are irrelevant). 

Concerning the fi ling of a lawsuit, based on the principle of territoriality of Article 
42 of international law, the German law must be applied. Regarding compensation, 
German law will also apply, but no longer under Article 42 of Albanian international 
law but under Article 44 and Article 65 paragraph 1 of Albanian international law, 
which respectively provide that:
For contracts relating to intellectual property rights, the rules provided in Chapter VII of this 
Law shall apply;
The law applicable to non-contractual obligations arising from violations of intellectual 
property rights is the law of the country for which protection is required.
In the context of intellectual rights arising from the employment relations (eg, 
employee invention, television broadcasting rights), Article 43 of Albanian 
international law stipulates that in relations between employers and employees 
that are regulated by an employment contract, the right to intellectual property is 
regulated by the law regulating the employment contract. Within the framework of 
relations with third parties, Article 42 of Albanian international law is applied, while 
regarding the compensation - Article 65 of Albanian international law is applied.

Conclusions

The analysis of the property institution – part II undertaken by law no. 10 428, dated 
2.6.2011 "On International Private Law" in accordance with the EU Directives and 
Regulations includes comments on means of transport, protection of cultural heritage, 
real rights of intangible objects and intellectual property rights in a systematic and 
qualitative manner. The examples presented in the manuscript show full compliance 
with ECJ Jurisprudence and the EU acquis towards EU membership.

References

Mankowski,  I. (2008).  Die Rom-I VO – Änderungen im europäischen IPR für Schuldverträge 
(ROMA I- Changes in European private international law on contractual obligations), IHR 
2008, 23.
Papajorgji, E. (2014). E drejta ndërkombëtare private.



29 

Regulation (EC) No 593/2008 of the European Parliament and of the Council of 17 June 2008 on 
the law applicable to contractual obligations (Rome I).
Regulation (EC) No 864/2007 of the European Parliament and of the Council of 11 July 2007 on 
the law applicable to non-contractual obligations (Rome II).
European Union Divorce Law Pact or Rome III Regulation, formally Council Regulation (EU) 
No. 1259/2010 of 20 December 2010 implementing enhanced cooperation in the area of the 
law applicable to divorce and legal separation.
htt ps://europa.eu/european-union/eu-law/legal-acts_en.
Law No. 8080, dated 1.3.1996 "On Securities"; 
Law No. 133, dated 29.4.2013 "On the Payments System"; 
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Abstract

In today's business, successful risk management is one of the key factors that positively impacts 
fi nancial performance. In any business decision it is important for executives to balance risk 
and return in order to ensure a positive outcome for the company. In order for a  company 
to be successful and competitive in the market, it is important to have an eff ective business 
risk management. In the banking sector, risk mana gement becomes even more important, 
as economic and fi nancial regulators are responsible for protecting against the failure of this 
system. Banks, like any other business, are exposed to risk.The purpose of this paper is to 
analyze the factors that aff ect the profi tability of commercial banks in Albania. 
Banks' profi tability is measured by Return on Equity (ROE) while the factors considered are: 
credit risk; exchange rate risk; liquidity risk; interest rate risk; operational risk. The data used 
in this paper are taken from the offi  cial website of the Bank of Albania for the period (2009-
2018).
We conclude: The factors that have the greatest impact on the profi tability of banks in Albania 
are Credit Risk and Liquidity Risk.

Keywords: Profi tability (ROE), interest rate risk, liquidity risk, exchange rate risk, operational 
risk, credit risk.

Introduction

In today's business, successful risk management is one of the key factors that 
positively impacts fi nancial performance. In any business decision it is important 
for executives to balance risk and return in order to ensure a positive outcome 
for the company. In order for a company to be successful and competitive in the 
market, it is important to have an eff ective business risk management. In the 
banking sector, risk management becomes even more important, as economic and 
fi nancial regulators are responsible for protecting against the failure of this system. 
Prior to the 1970s, risk management in most corporations was largely related to the 
purchase of insurance contracts aiming at covering “pure” risks such as: insurance 
contracts to protect individuals and companies from various accident-related losses.
Financial risk management in commercial banks has received a great deal of att ention 
in recent years (Glaum, 2000). The reason why these type of risk matt ers is related to 
the fact that it also has a great impact on the operations of other businesses (Triantis, 
2000). Financial risks come in a variety of forms. On one hand we have external 
fi nancial risks that depend on a multitude of changes in the fi nancial markets and 
on the other there are internal fi nancial risks, where the company itself is the main 
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source of the problem.
In the Albanian banking system, banks face a variety of specifi c risks, which might be 
derived from various factors. However, the type of risk that deserves the highest level 
of att ention and the most specifi c analysis is credit risk. According to a study made 
by Bozdo&Kalluci (2006), credit risk accounts roughly for 44% of all fi nancial risks 
faced by Albanian banks. Thereby, it is crucial that credit risk is kept at predictable 
rates and managed in the best way possible.
Graph nr. 1 – Weights of various fi nancial risks in the Albanian Banking System

Source: “Rreziku i kredisë dhe sistemet e manaxhimit të tĳ ”, Bozdo & Kalluci (2006).

Aim of the paper
The main purpose of this paper is to analyzethe fi ve main fi nancial risks (credit risk, 
interest rate risk, operational risk, exchange rate risk, liquidity risk) which aff ect the 
profi tability of commercial banks in Albania, over the period 2009-2018. The reason 
we have focused on fi ve type fi nancial risk is related to the fact that they play a 
central role in the fi nancial performance of commercial banks.Considering that the 
banking sector is one of the most important pieces of a country's economy, obviously 
a successful fi nancial risk management process would potentially have an impact 
on the domestic economic performance, positively aff ecting Albania's long-term 
growth and development.

Objectives
This paper aims to measure the impact of each type of fi nancial risk on the profi tability 
of commercial banks in Albania over the period 2009-2018 by utilizing the multiple 
linear regression analysis. Also, our aim is to raise awareness among commercial 
banks in Albania on the necessity of eff ective fi nancial risk management.

Hypotheses
As we already mentioned, the types of risk we have considered in our paper are 
credit risk, risk from liquidity, interest rate risk, exchange rate risk, operational risk, 
capital adequacy etc. The question we posed is: Which of these fi nancial risks has 
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had the greatest impact on the profi tability of commercial banks in Albania over the 
period 2009-2018 and how should they be managed in order to minimize losses?

Hypotheses:
1. Among fi nancial risks, credit risk has the greatest impact on the profi tability (ROE) of 
commercial banks in Albania.

2. Excess liquidity has a negative impact onthe profi tability (ROE) of commercial banks in 
Albania.

Aft er a careful literature review, in our analyses we will consider as fi nancial risks: 
credit risk, liquidity risk, interest rate risk, exchange rate risk and operational risk. 
Also, with“greatest impact”we refer tothe statistical signifi cance of credit risk.
Methods
Financial risk management is concerned with quality control and is defi ned as “the 
identifi cation, analyses and measures undertaken in order to reduce or eliminate 
exposure to loss in an organization.Diff erent authors, including Stulz (1984), Smith 
el al (1990) and Froot et al (1993) provided some reasons why the top managers of 
organizations should have an active approach in managing fi nancial risk. The main 
purpose of the fi nancial institutions’ management is to maximize expected profi t 
while taking into account the volatility of fi nancial risk. Profi tability indicates the 
bank's ability to endure risks and expand its activities. The utilized indicators in 
evaluating the profi tability of a bank are: return on equity (ROE), return on assets 
(ROA) and capital adequacy ratio. To identify profi t trends, all these indicators are 
monitored over a set period of time. From the above-mentioned indicators, return 
on equity (ROE) is the most important expression of profi t that highlights the eff ects 
of broader fi nancial management and indicates to shareholders whether their 
investments are effi  cient or not (Cocriú&Chirleúan, 2007).
Based on a careful review of the literature and research on the banking system, we 
will take in consideration the following types of fi nancial risk:
• Credit risk
• Interest rate risk
• Exchange rate risk
• Operational risk
• Liquidity risk
These types of fi nancial risk constitute the independent variables of our analyses 
that aff ect the profi tability (ROE) of commercial banks. This paper includes all the 
commercial banks operating in Albania. The data we have utilized are secondary and 
in the form of time series, collected during the 2009-2018 period. The nature of the 
paper is analytical and research-based. Secondary data collection was carried out from 
the main fi nancial statements of the Albanian commercial banks, aft er which these 
data were processed in order to calculate the indicators (fi nancial risks) considered 
in our study. Data analysis was performed using the statistical package EViews6. The 
multiple linear regression equation derived from this statistical program constitutes 
the main component of the analysis and explanations of the paper’s results regarding 
the testing of the hypotheses and drawing the fi nal conclusions.
Data Analysis
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Dependent variable: Profi tability (ROE).
Independent variables: Financial risks (credit risk, interest rate risk, liquidity risk, 
operational risk, exchange rate risk).
1. ROE (Return on Equity) =  Net Income / Shareholders’ Equity *100.
2. Credit risk is defi ned as the potential inability of the borrower to meet his fi nancial 
obligations in accordance to the terms and conditions set out in the contract between 
the two parties (Greuning&Bratanovic, 2009).
CR (Credit Risk) = Total Loans + Accrued Interest / Total Assets*100.
3. Liquidity risk is another type fi nancial risk that occurs when a bank cannot meet 
a certain demand for money or fi nance its liabilities due to lack of liquidity.
LR (Liquidity Risk) =  Capital Requirement / Total Assets*100.
4.Operational risk management involves taking the appropriate measures to ensure 
quality and error-free transactions in order to provide the best possible customer 
service.
OR (Operational Risk) = Operational Costs / Total Assets*100.
5. Interest rate risk is defi ned as the exposure of a bank's fi nancial position to adverse 
interest rate fl uctuations.
IRR (Interest Rate Risk) = GAP(Assets-Passive) / Total Assets*100.
6. Exchange rate risk is defi ned as the probable direct or indirect loss in a fi rm's cash 
fl ows from the exchange rate fl uctuation.
ERR (Exchange Rate Risk) = Net Open Postion  (USD, EURO, GPB).
Based on some similar studies conducted by Muret (2012) and Imane(2014), the 
Multiple Linear Model is the most suitable econometric model for this study. The 
main purpose of this model is to evidentiate the impact of each fi nancial risk on the 
profi tability of commercial banks in Albania.Accordingly, the dependent variable 
(y) is profi tability (ROE), while the independent variables are fi nancial risks (credit 
risk, liquidity risk, interest rate risk, exchange rate risk and operational risk).
So, on the left  side of the multiple regression equation there is profi tability (ROE) 
as the dependent variable (y) and on the other side there are the fi nancial risks 
considered in our analyses as independent variables (x's). In order to estimate 
the unknown parameters, we have used the Ordinary Least Squares (OLS)method.
Before performing the multiple linear regression analysis, the Stationary Test for all 
variables taken into consideration (ROE, credit risk, liquidity risk, interest rate risk, 
exchange rate risk and operational risk) must be done. This test is done in order to 
avoid the spurious regression. 
To test the stationarity of the time series, is used the Augmented Dickey-Fuller test 
and the procedure is presented below.

Hypotheses: 
H0: The time series has a unit root (the time series is not stationary)
Ha: The time series is stationary.
The decision rule:
If p-value is smaller or equal to the signifi cance level , then we reject the null 
hypothesis and accept the alternative hypothesis.
If p-value is greater than the signifi cance level , then we can not reject the null 
hypothesis.
In this paper, the signifi cance level taken into consideration is =0.05.
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Below, the summary table with the test stationary results for all the series used in this 
study is shown.

Table Nr. 1 – Summary of the Stationary Test Results

Variables t-statistic Probability Results

ROE -3.486             0.0137 Stationary series

CR -4.194             0.0021 Stationary series

LR -3.039             0.0402 Stationary series

IRR    -3.468             0.0143 Stationary series

OR    -0.552             0.8693
Non stationary
series

ERR    -0.885             0.7824
Non stationary
series

Source: Authors (2019)

As the variables OR and ERR are non stationary and they remain non stationary also 
aft er diff erencing, because of the restricted number of years taken into consideration, 
both variables are removed from the study. 

The multiple linear regression analysis
The multiple linear regression model is:
Y = , 
Where the numbers , for i=1...k, are the unknown parameters
Based on sample data, the estimated equation of multiple linear regression is:
Estimated Equation:

Tables 2,3,4 that contain respectively:Table 2: F test for overall signifi cance, Adjusted multiple 
coeffi  cient of determination that indicates goodness of fi t for the estimated multiple regression 
equation, Table 3: t test for individual signifi cance and Table 4: the results of fullfi llment of 
linear regression model assumptions, are shown below.
Table 2:F test for overall signifi cance  

T h e 
Model 

R -
squared

Adjusted R-squared
F-statis-

tic
Prob(F-statis-

tic)
0.452 0.406 5.435 0.003458

T h e 
Result

As the Adjusted R-
squared is 0.406, that 
means that 40,60% of the 
proportion of the vari-
ability in the ROE can be 
explaned by the estimat-
ed multiple regression 
equation.

There exists a 
signifi cant relation-
ship between the 
dependent variable 
and the set of all 
independent vari-
ables.

Source: Authors (2019). 
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Table 3: t test for individual signifi cance

Model
B e t a 

Coef.
Std. Er-

ror
t - s t a -

tistic
P r o b -

ability
Results

Constant 14.01 3.455 4.056 0.0003 ---

CR (Credit 
Risk)

-1.09 0.775 -1.411 0.0158
Credit Risk is 

a statistically sig-
nifi cant variable

IRR (Inter-
est Rate Risk)

-0.301 0.552 -0.545 0.5891

Interest Rate 
Risk (IRR) is a sta-
tistically insignifi -
cant variable

LR (Li-
quidity Risk)

-0.819 0.479 -1.712 0.0445

L i q u i d i t y 
Risk (LR) is a sta-
tistically signifi -
cant variable.

Source: Authors (2019).
In our case, the estimated equation is:
ROE = 14.01 - 1.09 CR  - 0.301 IRR- 0.819 LR 

Table 4: The results of the fullfi llment of linear regression model assumptions

Model’s As-
sumptions

The test Probability Result
Assumption of 

Normal Distribu-
tion of Error Term.

Jarque - 
Bera

0.05763
The Random Variable ε 

has Normal Distribution.
Assumpt ion 

of Independence of 
the values of Error 
Term

B r e u s c h 
-Godfrey

0.6999
The values of Error Term 

are independent.

Homoscedas-
ticity assumption

Breusch-
Pa g a n - G o d -
frey

0.3050
The variance of ε is con-

stant for all observations.

Adaptability 
of Linear Function-
al Form

R E S E T 
Test

0.2957
The Linear Functional 

Form is appropriate.

Source: Authors (2019). 

Findings
Based on the regression analysis results, we conclude that there exists a signifi cant 
relationship between the dependent variable and the set of all independent variables 
as the p –value is 0.003458, smaller than the signifi cance level =0.05.
Also, all the assumptions of the regression analysis are fullfi lled.From the t-tests 
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results, we conclude that the variables Credit Risk and Liquidity Risk are statistically 
signifi cant while Interest Rate Risk is statistically insignifi cant.Furthermore, from 
the two signifi cant variables, Credit Risk has the biggest impact on the dependent 
variable ROE as the p-value of the t –test is smaller than the p-value of t-test in case 
of Liquidity Risk.
The value = -1.09 can be interpreted: the mean value of the dependent variable 
ROE is decreases by 1.09% when the value of the independent variable Credit Risk is 
increased by 1% when all other factors are held constant. This result can be explained 
by a number of reasons, such as: lending that does not meet all the requirements of 
good performance, thereby selecting improper clients; the inadequate professional 
level of credit offi  cers, who, being satisfi ed with the formal fulfi llment of the 
requirements set by the Bank of Albania, mainly the collateral and the level of 
income, are unable to recognize and deeply understand clients; a relatively new 
banking system in lending, as it is theoretically thought that loans start to display 
issues aft er about 1/3 of their life span; the economic situation of our country but also 
of the region, which is refl ected in the quality of the loan portfolio, etc.
The value = -0.819 can be interpreted: the mean value of the dependent variable 
ROEdecreases with 0.819% when the value of the independent variable Liquidity 
Risk increases with 1% while holding other predictors constant. 
This result is explained by a high rate of liquidity held by commercial banks, by not 
investing in assets and consequently not earning an income from these investments. 
The fact that the Interest Rate Risk is statistically insignifi cant can be explained by 
the fact that, even though the National Bank of Albania continuously decreased the 
base interest rate aft er 2009, the granting of loans was not impacted thus additional 
income was not generated.
Adjusted R2 = 0.406045 (40,60%), means that 40,60% of the proportion of the variability 
in the ROE can be explaned by the estimated multiple regression equation.
From our analysis, we concluded that Credit Risk has had the greatest impact on 
ROE during the period 2009-2018, so we can’t reject the fi rst hypothesis.
Also, from the regression analysis we conclude that excess liquidity has negatively 
aff ected the profi tability (ROE) of commercial banks in Albania during the period 
2009-2018, thus we also can’t reject the second hypothesis of the paper.

Suggestions and Recommendations

As credit risk is the main factor having the greatest impact on the profi tability of 
commercial banks in Albania, we recommend a quality increase of the loan portfolio 
taking into consideration the following points:
1. The loan portfolio should be enriched with new and sound loans
2. The Bank of Albania should require that commercial banks to spend more on 
training loan offi  cers, thereby increasing the number of trainings per year.
3. The Bank of Albania should increase the thematic on-site credit checks in order to 
diagnose in detail the issues of each bank, individually penalizing the culprits.
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Abstract

Entrepreneurship plays an important role in the economic development of a country. It is 
even qualifi ed as an engine for economic progress as it can be a factor where are built all 
entities of a country. It is an important factor that is related with employment, production 
and increasing opportunities. Women from an important segment of the labor force and 
the economic role-played by them cannot be isolated from the framework of development. 
The role of women as business owners is gradually increasing all over the world. Women 
entrepreneurship development is the instrument of women empowerment. Empowerment 
leads to self-fulfi llment and women become aware of where they are going, what their 
position is in the society, their status; existence and rights; and women are becoming more 
empowered, personally and economically through business ownership. 
Economic empowerment enhances women’s self-reliance, decision-making, and social 
freedoms leading to positive eff ects in the gender relationships at both family and community 
levels. Empowering women through entrepreneurshiphelps in developing a real opportunity 
for women, family enterprises, and small businesses in Albania. 
Thus, the present study is initiated on identifying challenges that women face to start a 
business; diffi  culties based on gender gap and many others. Moreover, the recommendation 
would be helpful to researchers, policy makers and academicians, who are involved in the 
concerned area. 

Introduction

Albania is a developing country, which has an experience of 26 years (1990-2015) 
democracy and free market. 2011 marked the beginning of the decline in the 
Albanian economy as a result of the impact of the global economic crisis. These 
negative developments were refl ected in an increased uncertainty and contributed to 
the reduction of private consumption as well as investment. According to the World 
Bank report 'Doing Business 2012-2013 ", Albania ranks 85th out of 185 economies, 
a bett er ranking than other countries of the Western Balkans, such as Bosnia & 
Herzegovina and Serbia. 
Entrepreneurial activity has been identifi ed as a driving force for economic growth, 
creation of jobs and social expansion. It is perceived as an engine of economic and 
social development worldwide. The number of active enterprises at the end of 2011 
in Albania was around 106,503, which is an increase by 65% compared with active 
enterprises in 2005. The number of enterprises that are directed or owned by women 
is 27%. (INSTAT, 2011)
Over recent years, women entrepreneurs received a growing interest due to the 
increased participation of women. This growing interest is refl ected by actual 
numbers of entrepreneurial activities. In the last years it is noticed a growing number 
of women seeking to be independent and take a certain entrepreneurial activity. 
According to the report (UNIDO, 2001) productive activities of women, especially in 
the SME sector, empower them economically and allow them to contribute more to 
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the overall development. Whether they are involved in small business or medium, 
in the formal or informal, entrepreneurial activity of women it is not only a way of 
economic survival, but there are positive social consequences for woman herself and 
for the environment and its social function.
In Albania, women continue to face barriers to entrepreneurial activity as compared 
to men. Developed countries and developing countries like Albania have understood 
that the inclusion of women entrepreneurs is essential for a nation to fl ourish 
economically. It is necessary to make further eff orts to allow women entrepreneurs 
to make bett er economic choices and to transform their businesses into competitive 
enterprises, which generate income and employment for the whole society.
Although women entrepreneurs in SMEs contribute much to the economic 
development of a country, there are a number of challenges aff ecting them 
related to various factors. For example, according to the World Bank (2005), ILO 
(2003), (SMIDEC, 2004), women entrepreneurs in SMEs are aff ected by a lack of 
entrepreneurial skills, management and marketing, bureaucracy, lack of access to 
information and knowledge, diffi  culties in accessing fi nancial resources / lack of 
capital, unfavorable legal environment and regulatory requirements and, in some 
cases, regulatory etc. discriminatory practices. Despite the diffi  culties that women 
may face, economic and social conditions of the regions, capacities, capabilities and 
needs of unemployed,there should be possible models that can be implemented in 
order to achieve sustainable success.

Situation of Albanian female entrepreneurs during 2011-2015

Productive activities of women, especially in industry empowers them economically 
and enables to contribute more to the overall development. Whether they are 
involved in small or medium activities, informal or formal sectors, activities of 
women entrepreneurs are not only a tool for economic survival but have positive 
social consequences for themselves and their environment (UNIDO, 2001).
In many societies’ women do not enjoy the same opportunities as men. In many 
economies there is a transition progress in opening doors to education and health 
for women, but political and economic opportunities for women entrepreneurs have 
remained limited. Joint eff orts are needed to enable women entrepreneurs to make 
bett er economic choices and to transform their business into competitive enterprises, 
generate revenue and create jobs by improving production (OECD, 1997).
To give an idea of   the true weight of busy women in managerial positions in 
individual sectors of economic development in Albania, I received the following 
data published by INSTAT.

As shown in the graph largest percentage of businesses with female administrator 
is concentrated in the trade sector (36.5%), services (33.4%), accommodation (29.7%) 
and other services (38, 5%). Based on information from the INSTAT almost half 
(47.5%) of enterprises run by women are concentrated in the district of Tirana. If we 
look at the degree of participation in the labor force since 2007-2015, we note that 
number ofwomen is lower than men. Also,number of women dropped starting in 
2011 where there was a peak of women's participation in the labor force for each age 
band until 2015.
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Enterprises run by women are at a low level, around 27% of all active businesses in 
2011. Over 90% of businesses run by women are in the services sector (retail, tourism, 
freelance etc.). About 30% of self-employed are women. Percentage of disbursement 
of loans by businesses of women amounted to 25% in 2011. Lack of policies to support 
female entrepreneurship has aff ected the results of these numbers. For this reason, 
there should be more opportunities for female entrepreneurs and government 
should follow some policies to support them and increase their motivation to be part 
of business world.

Methodology

The primary data of this research was gathered via a quantitative questionnaire 
composed of many questions.
Questionnaire contained single option questions, and women should be answer 
from 1 to 5 based from worst to best answer. All the questions are measured with 
Likert scale.
Data was gathered during the period of January through February 2015. The 
questionnaire was distributed to 150 female entrepreneurs throughout the territory 
of Tirana, where their selection was done by the information gathered from Tax offi  ce 
on female entrepreneurs that operate in Tirana for small and medium enterprises. 
Data processing and validation was done in excel, and Anova statistical program, 
whereas, primary data will be presented through descriptive statistical analyzes.Out 
of 200 distributed questionnaires, a total of 150 were completed, of which 65 were 
fi lled by business entrepreneurs who their subject is trade, 30 from construction 
entrepreneurs, 15 from transport entrepreneurs, and 40 from other services. Surveyed 
SMEs are located in Tirana and in its surroundings Bathore, Small Farka, Kamza, 
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Yzberisht, Selita, Vaqarr, Sauk, Linza and Mezez. The number of employees in these 
enterprises varies from 2 to 200 employees. Their market experience is on average 13 
years and ranges from 1 to 21 years. 

Following are the research questions:
�What are the main challenges infl uencing the success 
of female entrepreneurs in Tirana?
�Who are the biggest supporters of female 
entrepreneurs in Tirana?

Results from questionnaire

Entrepreneurial females fall predominantly in economically active age groups, that 
is, between 31 and 40 years (27%). Respondents ranged in age from 21 to 60 years, 
with the majority (27%) aged 41 to 51 years. While some of them were between 51 and 
60 years old (24%), others (21%) were young entrepreneurial women aged between 
21 and 30. Out of this spectrum there were no over 60s.
The results further showed that a signifi cant percentage (65%) of these Albanian 
women entrepreneurs were married. Also (30%) of them were single, some (1%) 
were widows and the rest (5%) were divorced.
The results of the study show that (58%) of the respondents are highly educated. The 
second category (25%) has a secondary education, (10%) a master's degree, (5%) a 
vocational secondary education and (1%) a doctorate.
Most of the respondents (64%) believed that the level of education they received was 
a useful factor in sett ing up and running their enterprises successfully.
From the answers given in the questionnaire (15%) of women entrepreneurs 
had no cooperation with government institutions, (25%) had some, (30%) had 
good cooperation, (20%) had good cooperation, and only (10%) ) had very good 
cooperation. Based on these data we understand that cooperation with government 
institutions is not at the required levels. This is because, it seems, the bureaucracy 
and monotony make the employees of these organisms disinterested and committ ed 
to their work in general, and in particular to the issue in question.
With the entrepreneurial associations (10%) the respondents had no cooperation at 
all, (13%) had litt le and (17%) had suffi  cient cooperation, (35%) had good cooperation 
and (25%) had very good cooperation. These associations are ubiquitous and always 
ready to help because they are interested in promoting a realistic image of the sector.
Businesses within the country (9%) had no cooperation at all, (16%) had some, (20%) 
had suffi  cient, (15%) had good cooperation and (40%) had very good cooperation. 
This indicates that cooperation with businesses within the country has not been very 
productive, because, perhaps, they are somewhat reluctant and reserved in providing 
real information about their businesses for personal, fi scal, tax, competition, etc.
With businesses abroad (20%) of interviewees indicated that they have no cooperation, 
(7%) have litt le, (18%) have enough, (10%) have good cooperation and (45%) very 
good cooperation. . This indicates that this cooperation has been satisfactory because, 
unlike those within the country, these others do not feel hampered by the reasons 
outlined for local domestic businesses.
Cooperation with NGOs has been at a very satisfactory level, as it can be imagined that 



42 

their day-to-day work is expressed precisely in the dynamics of positive interaction 
with their colleagues and other 'out-of-institution' people, as it were. Thus (10%) of 
the interviewees had no cooperation at all, (12%) litt le, (13%) suffi  cient, (15%) good 
and (50%) very good.

Analysis 

The history, past facts and studies but also real surveys made in Albanian market and 
the entrepreneur fi eld, have introduced a list of challenges and diffi  culties that an 
Albanian woman should face and pass out in order to be a successful entrepreneur.
The fi rstone is “Not being taken seriously”. The women’s opinion and advices are 
not taken seriously and always seen as an accomplishment of a hobby or desire, and 
never seen as something benefi cial that will help for the future and might give some 
incomes. This is diff erent for man, that on the other hand their ideas are always seen 
as important and ready to be supported. 
Second challenge is “Lett ing fear aside”. Sometimes women feel insecure and be 
afraid of failure, fear of the steps that have to pass in order to open a business. 
They feel that will not be able to stand on their feet and face the diffi  culties that the 
world of business presents to you. This fear comes from the fact that some of these 
Albanian women do not have the right education or have no education at all. They 
are not trained to face the challenges that new business off er. In order to succeed they 
should be confi dent and believing in what are bringing to the table and value their 
time, eff orts and capabilities. 
Third challenge is “Financial Assistance”. To open a business the fi rst important step 
is to have fi nancial support from banks and state. There are a lot of facts in literature 
that suggest that Albanian women perceive that are discriminated by banks. They 
face high interest rates and have diffi  culties to start or to expand their own business. 
Also, female entrepreneurs are oft en faced with a lack of capital, as it is well known 
that most of the household’s capital are inherited by male, not female family 
members, this phenomenon is particularly largely present in countries in transition.  
In the absence of capital, it is likely that evenstartups have to possibility to fail.
Fourth challenge is “Social and cultural restrictions” We live in a society that oft en 
do not see women as leaders and powerful in business. Also, there are att itudes and 
stereotypes toward women in business. Some of these stereotypes are women do not 
have a commitment to a career, do not want to work long hours, are very emotional, 
have diffi  culties in making decisions and lack the analytical and quantitative skills.
Another challenge specifi c to female entrepreneurs is also the socio-cultural   ones, 
where   it   is   known   that   in   developing countries the prejudices for these women 
are common.  Women are expected to play multiple roles, including family ones, 
which is a major obstacle to them (Khalim,A 2014)
Fift h challenge is “Lack of education”. Women in developing countries like Albania 
have a lower number of educated and trained women. They are seen as human who 
will look aft er the children and house and will not have time to be educated. For 
this reason, they have diffi  culties in opening a business and how to deal with it in 
the future. On the other hand, they face diffi  culties in gett ing information, because 
there are no public institutions to which one can turn for current information on 
business development.Another   challenge   for   female   entrepreneurs   is   the   
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lack   of adequate training to assist them in improving their managerial and technical 
skills, and to solve imminent production problems, thus improving productivity and 
increasing success (Edward Carmines and Richard A.Zeller,)
Sixth challenge is “Role problems- balance of house responsibilities and business”. 
This is related to concerns when business owners have women that have to balance 
work and family. Universally family responsibility falls mainly on women, and it 
can also occur when women are involved in entrepreneurship. Most of the time it is 
perceived that involvement of women in business can lead to fragmentation of time, 
less chance of success of the enterprise or general career progression.
Legal background is another diffi  culty. Tax policies in the Albanian economy do not 
stimulate the new businesses, and most of the women entrepreneurs complain about 
responses they get from the duty offi  ces and not understandable proceedings they 
should follow to be in accordance with the law and regulations. There is lack of 
information in these offi  ces and also high taxes to be paid that forbid most women to 
undertake a business enterprise. 

Conclusions

During the research we have noticed that women face many challenges. Many are 
discriminated against, and/or are faced with prejudice. Another challenge, which 
unfortunately a big challenge for female entrepreneurs, is the lack of institutional 
support. In every country of the world, institutions play an important role in 
any development. However, given that Albania is a country in transition, lack of 
institutional support is being noticed in every aspect. Also, diffi  culty in giving bank 
credit for women that do not have fi nancial support in another challenge that women 
face. On the other hand, the credit interest rates are another challenge for women 
entrepreneurs, as currently in Albania they are increasing compared with previous 
years. Nevertheless, the interest of women to engage the business activities in Albania 
is very high. By off ering them more training and support, they would be even more 
motivated, and we would have a higher percentage of female involvement in the 
business. sector. At the same time, female entrepreneurs also have a positive impact 
on the economic development of the country, as it is known that the economies of the 
countries are infl uenced by small and medium sized businesses, and entrepreneurs 
are mainly small businesses, that usually within a short period of time many  of them 
grow into middle sized businesses.
Family support of female entrepreneurs should continuously grow. Institutional 
support should grow in developed countries. Separate budget should be dedicated 
to the support of female entrepreneurs. Banking institutions should off er lower 
interest rates for female entrepreneurs with a longer period of time of return. 
Provide opportunities for various trainings locally and abroad, as it is known that 
trainings play a major role in developing of managerial skills. There should be 
more non-governmental organizations that are specifi cally involved with female 
entrepreneurs and lobby for their support.Non-governmental organizations should 
have cooperation with international non- governmental organizations in order to 
exchange their experiences.
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Abstract

In the study, honey samples were obtained from 12 representative regions in Albania and 
some honey quality indicator were studied, such as levels of 5-hydroxymethylfurfural (HMF), 
content glucose, fructose, saccharose and ration of fructose/glucose (F/G) and glucose/fructose 
(G/F). These parameters give an assessment of physical condition of honey and its quality. 
They give as well possible maltreatments of honey during production and storage of honey 
based on the Codex Alimentarius quality standards. The data from this study shows that the 
F/G ratio varies 1.22 to 1.72, which indicates that the honey samples dot crystallize for a long 
time, resulting in a larger F/G ratio than 1.33, while the G/F ratio results in values from 0.57 
to 1.02 (lower than 1.7), indicating that these samples do not tend to crystallize.The content 
of HMF in the study honey samples varied from 9.71 to 20.25 mg/kg. The values of fructose, 
glucose, fructose + glucose content, F/G and G/F ratio overall are values within the honey 
quality standards obtained in study.

Keywords —Hoeny, 5-hydroxymethylfurfural (HMF), glucose, fructose.

Aims and background 

Nowadays, scientifi c research is being conducted on the evaluation of authenticity 
and botanical origin, adulteration, geographical origin and physico-chemical and 
biological indicators, according to the standards of honey quality and food safety 
(presence of pesticides, residues of preparations, veterinary, heavy metals).
On the other hand, industrialization of honey production, possible adulteration 
during its processing or storage, requires establishment of quality standards in local 
honeys production, as well as in the imported honey in ored to maintain the quality 
of this natural product.
In this study the honey samples were obtained from twelve diff erent regions. For 
all of them were determinate the levels of 5-hydroxymethylfurfural (HMF) content, 
glucose, fructose, sucrose / glucose / fructose / glucose ratios. Ration of (F/G) and 
glucose / fructose (G/F), which assess the physical condition and quality of honey, 
based on quality standards adopted by Codex Alimentarius were calculated.
The data obtained will to extend the classifi cation and characterization of regional 
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and geographical origin of the honey produced in Albania, related to physical, 
chemical, biochemical and microbiological qualities, the formulation of the country's 
quality standards for honey, labeling and quality control. honey from the respective 
business operators.
The aim of this study was determination of quality parameters in honey samples, 
level of  HMF, content of  fructose, glucose, saccharose, total saccharose and fructose 
and their ration (fructose/glucose, (F/G) and glucose / fructose (G/F)), in order to 
determine the fi scal and quality parameters of honey, in accordance with the quality 
requirements of Codex Alimentarius.

Experimental condition

Sampling and sample preparation
In this study we have taken representative samples form 12 diff erent regions in 
Albania, (two independent samples were taken from each regions). 
Sampling was performed in the honey possessing farms. 1 kg of honeysamples were 
taking in a glass jar and send to laboratory. Samples were stored at room temperature, 
in a dark and dry place. For every samples were performed the physical-chemical 
analyst in three repetitions. The mean value was taken for data analysis. 
In order to evaluate the evaluation of quality indicators and potential errors during 
harvesting of honey production and physical condition of honey, based on the 
quality standards adopted by Codex Alimentarius of the honey samples taken in 
the study, the levels of 5-hydroxymethylfurfural (HMF), the content of glucose, 
fructose, sucrose content and fructose / glucose (F/G) and glucose/fructose (G/F) 
ratios was determined. The analyses were performed with fi ve replicates for each 
honey sample, for each city. 
Instrumental measurements were performed by using HPLC couple with UV 
detector (285 nm) for the 5-hydroxymethylfurfural (HMF), and HPLC couple with 
PAD detector for the sugars content determination. 
 

Results and discussion

Evaluation of glucoses, fructose and saccharose content in honey samples 

Table 1 shows content of glucose, fructose, sucrose as well their ratiosfructose/
glucose (F/G) andglucose/fructose (G/F) in 24 samples from 12 regions. 
Tabela 1. Sugar content and HMF value in honey samples

No Sample
 HMF mg/

kg

Glucose 

%

Fructose 

%

Sucrose 

%
G+F F/G G/F

1 TR 85 12.66 24.8 34.94 5.27 59.74 1.41 0.71

2 TR 86 14.25 30.74 43.33 2.54 74.07 1.41 0.71

3 SH 58 16.12 30.41 41.2 5.12 71.61 1.35 0.74

4 SH 77 39.45 21.26 32.1 6.12 53.36 1.51 0.66

5 BE 80 11.71 30.77 37.59 4 68.36 1.22 0.82

6 BE 82 12.46 29.8 40.9 1.76 70.7 1.37 0.73

7 GJ 9 12.11 29.34 40.34 5.55 69.68 1.37 0.73
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8 GJ 10 20.25 25.12 38.46 2.32 63.58 1.53 0.65

9 KU 56 6.46 28.55 41.15 4.24 69.7 1.44 0.69

10 KU 71 44.98 32.15 44.55 2.63 76.7 1.39 0.72

11 LE 63 22.46 28.39 38.44 0.94 66.83 1.35 0.74

12 LE 64 5.62 23.1 37.61 7.67 60.71 1.63 0.61

13 FR 35 21.93 27.56 34.01 0.86 61.57 1.23 0.81

14 FR 39 23.07 27.64 34.53 1.25 62.17 1.25 0.80

15 DU 32 9.71 23.12 36.71 3.73 59.83 1.59 0.63

16 DU 84 79.38 32.66 31.81 2.64 64.47 0.97 1.03

17 DI 17 14.71 28.78 37.73 2.55 66.51 1.31 0.76

18 DI 61 11.49 29.4 40.93 2.23 70.33 1.39 0.72

19 EL 54 13.02 26.65 31.58 1.26 58.23 1.18 0.84

20 EL 65 14.37 26.4 39.32 2.08 65.72 1.49 0.67

21 VL87 10.72 26.04 36.12 1.9 62.16 1.39 0.72

22 VL 88 10.83 26.67 35.73 1.32 62.4 1.34 0.75

23 KO 5 12.28 29.27 42.82 5.87 72.09 1.46 0.68

24 KO 6 33.31 26.54 45.77 2.42 72.31 1.72 0.58

The dates shown that the content of glucose various from 21.26 % in the sample code 
SH58 in 32.15 % sample KU71 and 32.66 % in DU84, within an absolute variation 
of 11%, and the fructose content varies form 31.58 % sample code EL54 in 44.55% 
sample KU71, within an absolute variation of 13%.

Descriptive Statistics

N Min Max Mean Std. Dv Variance Skewness Kurtosis
Statis-

tic

Statis-

tic

Statis-

tic
Statistic Statistic Statistic Statistic

Std. 

Er
Statistic Std. Er

Glucose 24 21.26 32.66 27.71 2.88 8.34 -.41 .472 -.17 .91
Fruc-

tose
24 31.58 45.77 38.23 3.96 15.68 .019 .472 -.68 .91

Sucrose 24 .86 7.67 3.17 1.88 3.55 .809 .472 -.27 .91

Content of sucrose varies from 1,25% in sample code FR39 to 7,67 % sample code 
LE64. In fi ve samplesis found highpercentage of sucrose 5,12% in 7,67%. High content 
of sucrose (the standard content is 6 g/100 g), shows that the honey is collected before 
its ripening, causing total transformation of glucose in fructoseand the ration F/G 
various form 1.22 in sample BE80, in 1,72 in sample KO6. 

Figure 1: Content of Glucose, fructose, sucrose and sum of Glucose/fructose in 
honey samples 
Only in one sample DU 84 the ration F/G results very low 0.97. Content of sum of 
glucose and fructose (F+G) various form 58.23 sample EL 54 to 76.70 in sample KU71. 
Standards requirements for total content of sugar F+G are not less 65 mg/kg honey 
(1, 4, 5).
The high content of glucose makes honey crystallization, due to low solubility 
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of glucose in water. Ten samples shown to have lower content that the standard 
requirements of 65 mg/kg.
F/G ration varies from 1.22, in sample BE80, in 1.72 in sample KO6. Except the sample 
number DU 84 where the value of F/G ratio results lower then 0.97. 
The F/G ration from 1.24-1.39 shows non crystallization tendency. The sample which 
do not crystallized for a long period of time results in a ration of F/G higher then 1.33 
(1.3). Fromthe data all the honey samples results in this category. 

Figure  2: Ration of Glucose/Fructose and Fructose /glucose in honey samples 

With a value F/G less than 1.11 honeys can have a fast cristalisation. Form the samples 
in this sdudy only one sample results to have value lower that 1.11 (sample DU84).
G/F ration is oft en used to evaluate the cristalisation tendency of honey. A G/F value 
bigger than 1.7 shown to have high probability of crystallization (1.3). A lower value 
of G/F makes honey vulnerable to microorganisms (fermentation). Honey samples 
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in this study shown a ration G/F from 0.57 in sample KO6 in 1.02 sample DU84, 
so in value lower then 1.7, which shows that this samples have no tendency for 
cristalisation. 

2. Evaluation of 5-hydroxymethylfurfural (HMF)in honey samples 

5-hydroxymethylfurfural (HMF) is a parameter which is used for the evluation of 
honey quality. 5-hydroxymethylfurfural (HMF) is missing in the fresh honey. The 
standard value for the HMF is 40 mg/kg honey. High value of HMF shows that the 
honey samples have been over heated. HMF value increase during processing, long 
storage and adulteration with invert sugar. (1.5).

Figure 3: Content of HMF in honey samples 

Form the results given in table 1. The HMF value in 24 samples various from 5.62 mg/
kg in 39.45 mg/kg. Two samples have shown to have higher level than the standards 
value (one sample 44.39 mg/kg and the other 79.38 mg/kg). Despite this these two 
high value we can say that the honey samples are within the acceptable values for 
quality of honey (40 mg/kg honey (1.2).

Conclusions

Content of glucose and fructose in 24 diff erent samples from 12 regions in Albania 
results within the standards establish in Codex Alimentarius.
Ratio of F/G varies from 1.22 and 1.72. These value shows that the samples which 
were taken in this study do not have the tendency to crystalize. The ration results in 
values higher than 1.33. 
Honey samples resulted in a G/F ration from 0.57 in 1.02, value lower then 1.7, which 
shown that this samples has no tendency for crystallization.
Ten samples out of 24 results to have values lower than 65 mg/kg for the F+G content.
The level of HMF in 20 samples varies from 5.62 mg/kg in 39.45 mg/kg. This values 
are within the standards requirements of Codex Alimentarius.
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Abstract

Increasing the productivity of the agricultural sector has been an important part of many of 
the agricultural and rural development policies in Albania. Most of these policies have had 
the desired eff ect; however more work is needed in order to increase the competitiveness of 
the sector. 
This study will introduce the vision for the agriculture and rural development in Albania and 
focus on the concept of diversifi cation and its role in regional development.  Diversifi cation is 
key in achieving equality in local economic development in rural areas, given that it supports 
variety of agriculture activities and creation of new jobs. The study will explain how the 
LEADER approach and other IPARD measures have been used to mobilize local resources 
and increase productivity and diversifi cation. 
The study will also off er recommendations on how to promote local development via 
capacity building and developing Local Action Groups (LAGs) and also suggest some areas 
of diversifi cation such as rural tourism and renewal energy.

Keywords: Rural Development, IPARD, LEADER approach, diversifi cation.

Introduction 

Albania is a small country with a population of 3.1 million inhabitants. It is 
mountainous and only 24% of the land is classifi ed as agriculture land, 36 % as forests 
and 15 % are pastures. Agriculture is still the biggest contributing sector for income 
generation for the largest part of the population, as well as a source of employment. 
Rural population makes 55% of total population, and 52 % of the working force is 
employed in agriculture or agriculture related activities. 
Agriculture continues to be one of the most important sectors of the national 
economy. Its contribution has been decreasing over year and it is estimated at 18.3% 
of the GDP1.
Traditionally, agriculture has dominated Albania’s rural areas and for a long time has 
constitutes the backbone of the national and rural economy.
Since 2010, Albanian agriculture and rural areas have entered a new stage of 
development with the country’s application for EU membership. The EU pre-
accession and accession process, supported but the European Commission’s 
Instrument for Pre-accession Assistance in Rural Development (IPARD) is expected 
to accelerate the restructuring of agriculture and the rural economy and gradually 
align it with European agriculture. The evidence and experience of the EU New 
Member States is that the success of this process (among other things) will depend 
on building national and local institutions that are able to fulfi ll all the technical 
requirements of appropriate rural development programming.  
1 INSTAT data, 2013
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Theoretical framework

The acquis on agriculture and rural development covers a large number of binding 
rules, many of which are directly applicable. The proper application of these rules 
and their eff ective enforcement and control by an effi  cient public administration 
are essential for the functioning of the common agricultural policy (CAP). Running 
the CAP requires the sett ing up of a paying agency and management and control 
systems, such as an integrated administration and control system (IACS), and the 
capacity to implement rural development measures. Member States must be able to 
apply the EU legislation on direct support schemes and to implement the common 
market organization for various agricultural products.
Albania’s agricultural and rural development policy is based on the National 
Intersectoral Strategy for Agriculture & Rural Development 2014 – 2020 (NISARD). 
The biggest challenge is the endorsement and the full implementation of this 
strategy which will gradually and drastically change the whole Albanian agriculture 
landscape, leading & formatt ing it towards the CAP strict & precise rules. 
The vision for development of the agriculture and rural areas in Albania is to support 
and to develop the appropriate framework conditions for an effi  cient, innovative 
and viable agro-food sector capable to sustain the competitive pressure and meeting the 
requirements of the EU market through a sustainable utilization of resources and viable rural 
areas providing economic activities and employment opportunities, social inclusion and 
quality of life to rural residents.
To achieve these overall objectives these policy areas have been defi ned:
❖ Rural development interventions
❖ National interventions related to income support to farmers, development of 

rural infrastructure and ensuring equal opportunities
❖ Institutional development, regulation and enforcement
The strategy has been elaborated in accordance with the framework of the Europe 
2020 strategy for smart, sustainable and inclusive growth and the overall strategic 
goal of Albania to become member of the EU. It is prepared in line with the approach 
for strategic planning in the EU for the Common Agricultural Policy (CAP) 2014-2020, 
while maintaining the focus on the specifi c needs for development of agriculture, 
agro-processing and rural areas in Albania. The implementation of the NISARD is 
in line with IPA II (Instrument for Pre-Accession II) and it is obligatory for candidate 
and aspirant countries in the EU. In this document are identifi ed 13 measures which 
will be implemented on the short, mid and long term basis. The implementation of 
the strategy will gradually reshape the entire agricultural/rural sector in Albania. 
The whole process will have its fi nal goal to fully align the Albanian Agricultural 
Sector with the CAP (Common Agriculture Policy) in the 2020. 
The agriculture supported measures for 2014 were designated on the basis of the 
Inter Sartorial Strategy for Agriculture and Rural Development. The Planned budget 
for 2014 for the domestics’ scheme was about 10 mln Euro. 

❖ The sectors that are supported form the national schemes in 2014 are:
▪ Production of fruits, nuts, olives and grape;
▪ Production of vegetables in greenhouses;
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▪ Production of milk, olive oil and honey;
▪ Increase of the number of the animals and Improving the animal race;
▪ Production of organic products;
▪ Promotion of banking credit in the agricultural sector;
▪ Encouragement of agriculture cooperatives;
▪ Production of medicinal plants.

Graph. 1: Scheme diversifi cation 2014

General overview of CAP and IPA support

In the framework of the European Enlargement Policy, the European Common 
Agriculture Policy and consequently the European Instrument for Pre-Accession-
Assistance (IPA), the European Union has started the support schemes under IPA 
Component Technical Assistance since 2012. Thus, the alignment of the Albania’s 
agriculture and rural development sector with the CAP 2014 – 2020 requirements 
shall gradually lead to economic viable farming, improved food security and 
sustainable rural livelihood.  

Chart 1: The CAP post – 2013, from challenges to reform objectives2

Thus, further measures were added to the 22 above, and they can now be divided 
into 10 categories, up from the seven above, as follows: 
2  Source: DG Agriculture and Rural Development.
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▪ Food quality measures (participation in quality schemes) 
▪ Standards on the environment, health (public, animal and plant) animal welfare 

and occupational safety 
▪ Animal welfare (beyond good animal husbandry practice) 
▪ Support for young farmers (reinforced) 
▪ Natura 2000 (Birds and Habitats Directive) 
▪ Forestry (widened scope) 
▪ Sett ing up farm advisory systems 
▪ Management of integrated rural development strategies by local partnerships 
▪ Increased EU co-fi nancing rate for agri-environment and animal welfare 
▪ Less favoured areas (increased maximum level of support). 

To fi nancially strengthen and increase fl exibility for support to rural development 
for member States, the 2003 CAP reform introduced modulation. This allows funds 
to be switched from the fi rst pillar (market and income support) to the second 
pillar (rural development). Member States can use it to fi nance the introduction 
of the new above-mentioned rural development measures, or to reinforce existing 
measures. Now the 26 optional measures are all within a single legal framework, 
and in addition to these mainstream rural development measures, the community 
initiative LEADER programme fosters innovative and bott om-up approaches to local 
integrated rural development. 
IPARD
With the Rural Development component of the Instrument for Pre-accession 
Assistance - IPA, candidate countries will be assisted through a particular instrument 
called IPARD - Instrument for Pre-Accession Assistance in Rural Development. 
     The objective of IPARD is two-fold:
▪ to provide assistance for the implementation of the acquis concerning the 

Common Agricultural Policy 
▪ to contribute to the sustainable adaptation of the agricultural sector and rural 

areas in the candidate country.
IPARD – like in Albania
The implementation of an IPARD-like approach is unique in a candidate country 
and therefore of pilot nature off ering several opportunities:
▪ Increasing the EU standards implementation capacities of the Albanian IPARD 

Operating Structure through learning-by-doing
▪ Providing access to EU funds and increasing awareness of farmers and agro food 

processors to upgrade their business for quality farming and processing
▪ Establishing a “Best practice example” in a EU candidate country by implementing 

an EU co-funded rural development investment  scheme.
Project components
▪ Component 1 – Building capacity to disseminate information and raise awareness 

on good agricultural practices and IPARD
▪ Component 2 – Pilot IPARD – like grants for the agro – food sector.
▪ Component 2 – IPARD related capacity building and administration of the grants 

– IPARD accreditation preparation. 
Policy areas according to the new launched regulation for IPA II no. 231 /2014:
▪ 1. Assistance under this Regulation shall mainly address the following policy 
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areas: 
▪ (a) reforms in preparation for Union membership and related institution-and 

capacity-building; 
▪ (b) socio-economic and regional development; 
▪ (c) employment, social policies, education, promotion of gender equality, and 

human resources development; 
▪ (d) agriculture and rural development; 
▪ (e) regional and territorial cooperation. 

Preparation and implementation of Local Development Strategies – LEADER

Diff erent studies shows that there is a need to foster local development in rural areas 
through promotion and capacity building for development of bott om up approaches 
and local participation in planning the development at local level by developing 
Local Action Groups (LAGs). 
The territorial rural development was fi rst introduced as a policy priority with the 
Rural Development Cross-cutt ing Strategy 2007-2013, although targeted actions by 
Ministry of Agriculture were not implemented. 
In Albania, main driving force for Local Economic Development (LED) through 
mobilization of areas’ endogenous resources were international donors and 
community support organization, which in cooperation with private sector and 
local/regional authorities established local strategies and implemented small scale 
initiatives for development of local communities, based on jointly prioritized 
objectives. The most active donors in this area were IFAD, DFID (through Oxfam, 
which established 3 LAGs, SNV, UNDP, German Government (through GIZ), World 
Bank, etc.
In few of these initiatives the rural development was main target – most related to 
poverty alleviation, protection of environment, gender equality and private sector 
development, although oft en implemented in rural and remote areas. This approach 
led to the sett ing up of Local Action Groups which implemented projects in the 
territory and initiated national rural networking activities through series of events: 
capacity building, awareness raising and training events. 
The Albanian Mountain Business Competitiveness Programme, supported by IFAD 
and implemented by MADA promoted the sett ing up of LAG in the mountainous 
areas of the mountain regions of Shkodra, Lezha, Kukes and Diber, and the districts 
of Korca, Librazhd, Gramsh and Pogradec.
Oxfam, through the locally established NGO QuoDev, supported the creation of 3 
LAGs: LAG Drini-Diber (Northeast Albania); LAG Maranaj-Shkodra (Northwest 
Albania) and LAG AdriJon Vlora (Southwest Albania), which cover 11 communities 
in total (58 villages and more than 120,000 inhabitants) with the aim to strengthens 
the role of rural women in determining local development priorities and stimulating 
economic growth of the territory. 
SNV supported initiative for the establishment of Albanian Rural Organizations 
Network (ANRON) in fruits growing, small ruminants, herbs and spices sectors, 
aiming to support networking among members and encouraging them to become 
active actors in rural development initiatives through awareness raising, networking 
and capacity building. 
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UNDP with the ART GOLD Program in the regions of Durres, Gjirokastra, Shkodra 
and Vlora also promoted participatory approach to LED through elaboration and 
implementation of Strategic Development Plans with particular att ention to the most 
vulnerable groups addressing: governance, environmental protection, social and 
healthcare, culture and education issues to achieving the Millennium Development 
Goals and fostering cultural dialogue and European integration process.
Strategies for the Local Economic Development of Berat, Durres, Korca, Lezha and 
Shkodra municipalities in Albania were developed within the support of DELTA 
Program with the aim to impact in the restructuring of local economy through 
private sector development. The Program contributed to increasing citizens’ 
participation and enhancing mutual accountability with developing local strategies 
and implementation of projects to improving the quality of services in the areas.
IDM a Tirana based think-thank, promoted LEADER approach through awareness 
raising events, publication of surveys and policy documents, organization of 
workshops, conferences and advocacy. 

Diversifi cation concept in the EU Rural Development Policies

The conceptual basis was formed by the main elements of interpreting the 
diversifi cation approach in the EU Rural Development Policy.  Agriculture in the EU 
has a strong impact on rural communities, the rural economy and the environment. 
However, its position within the overall and rural economy dramatically changed 
in the last decades under the pressure of the markets, which have not only led to 
specialization, rationalization and increase of size of agricultural businesses, but 
also to problematic regional concentration, abandoning of farming in disadvantaged 
regions and out-migration in rural areas3.

Methodology 

The study is based on a thorough review and analyses of selected most recent 
publications and studies within the context of the EU Rural Development Policy 
with regard to diversifi cation of rural economies and types of diversifi cation, best 
practices from other regional countries experiences, recent EU adopted regulations, 
relevant academic and research documents, etc.

Empirical Analyses (Study Findings)

The overall objective of the study was to gain more information on the possibilities 
for economic diversifi cation of  non-agricultural  activities  in  rural  areas  in  Albania  
and Montenegro.
Based on analyses and studies on other regional countries experiences, in this study 
will be proposes potential fi elds and measure of diversifi cation of economic activities 
in rural areas in Albania. These measures are well connected with Leader approach 
and other IPARD measures as well as with the national measures. 

A new measure must be introduced in the Rural Development Programme 2014 – 
3  OECD 2006; Fritzsch et al. 2010a; EUROSTAT 2010.  
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2020 under the Instrument for Pre-Accession Assistance (IPA): 
Measure ‘Farm Diversifi cation and Business Development’

Legal basis 
▪ Article 2 (1) of IPA Regulation (EU) No 236/2014 of the European Parliament and 

of the Council of 11 March 2014 laying down common rules and procedures for 
the implementation of the Union's instruments for fi nancing external action; 

▪ Article 19 (a) (7) of the Sectoral Agreement; 
▪ Annex 4, point VII of the Sectoral Agreement. 
The general objective of the measure is to support balanced territorial development 
by promoting employment creation, social inclusion and poverty reduction in rural 
areas. 
The specifi c objectives of the measure are to encourage creation, diversifi cation and 
development of economic activities in rural areas through support to investments of 
farmers and micro and small enterprises in the following sectors: 
▪ 1. Production of MAPs, mushrooms, honey, ornamental plants and snails; 
▪ 2. Processing and marketing of wild or cultivated MAPs and mushrooms, honey; 
▪ 3. On-farm processing and direct marketing of agricultural products; 
▪ 4. Aquaculture; 
▪ 5. Nature and rural tourism; 
▪ 6. Services for rural business and population; 
▪ 7. Handcraft s and manufacturing industry;   

Linkage to other IPARD measures in the programme
The measure contributes to the objectives of the Measure "Investments   in physical 
assets of agricultural holdings” by supporting additional income generating activities 
of the farmers and, thus, farm viability. It contributes also to the objectives of the 
measure “Investments in physical assets concerning processing and marketing of 
agricultural and fi shery products” by supporting on-farm investments in processing 
of agricultural products. 

Linkage to LEADER approach
Measure LEADER� Approach is one of the 11 measures that the European Union 
regulation provides for support from 2014 to 2020 through the IPARD Programme II.
The main objective of the implementation of the 'Leader' approach is the increased 
participation of the rural population and the development of civil society and social 
dialogue within the rural population, facilitating good governance through local 
partnerships and employment promotion and development of human capital. 
Resources dedicated to "Leader" approach should also contribute to the promotion 
of rural development through local initiatives and partnerships. Measures should 
aim the increasing of capacity of the rural population in the rural area and of the 
members of Local Action Groups through training and education to develop, 
organize and manage the Local Action Groups, as well as to prepare and implement 
local development strategies through local projects.
"Leader" Approach at the program level should include at least the following 
elements:
• Local development strategies on area based management for rural and regional  
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territories which  have common problems and opportunities; 
• Local public-private partnerships (local action groups); 
• Bott om-up approach with decision making power for local action groups 

concerning the review and implementation of local development strategies; 
• Networking of local partnerships. 
The mobilization of local resources through a development process based on a 
common area will be facilitated through support for:
- Capacity building and actions (activities) preparation, including training, 

acquisition of skills, support for the administration and operation of local 
initiatives, 

- Putt ing in place of local partnerships between the private and public sector 
(local action groups), awareness and promotional activities, as well as for the 
implementation of cooperation projects.

Proposed potential fi elds of diversifi cation�:
• RURAL TOURISM (e.g. recreation facilities, tourist camps, improvement of 

outdoor areas (for horse-riding, sports fi shing on inland waters, mountain biking, 
ecopaths), renovation of old buildings (old cellars, mills and others)

• TRADITIONAL CRAFTS (establishment, including facitities for packaging and 
marketing of products

• DIRECT MARKETING (selling points on farms for direct marketing of farm 
products)

• Non agricultural services (non e.g. IT centres, workshops for machinery 
reparation)

• On-Farm processing plants
• Mushroom production
• Freshwater aquaculture – fresh water fi sh farming
• Renewable Energy (e.g. bio diesel, biogas and others) on agricultural holding

Conclusions 

It is expected that the implementations of the Inter-Sectoral Strategy will have a 
deep impacts on the agricultural and rural sectors, as well as on the agro-processing 
industry, such as structural development of the sector, increase of productivity, 
improved product quality and improved compliance with relevant international 
standards. The strategy implementation will contribute to improving living 
standards and income opportunities in rural areas and will institutionally support 
the creation of non – farm and demand – driven farm activities. 
Developing new supporting measures aiming at diversifi cation will contribute in 
country regional development in order to achieve a balanced local development of 
rural areas by fostering diversifi cation of economic activities, job creation and social 
inclusion, and improve living conditions in rural areas.

Recommendations

▪ Resources dedicated to "LEADER" approach should also contribute to the 
promotion of rural development through local initiatives and partnerships. 

▪ Measures should aim at increasing the capacity of the rural population in the rural 
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area and of the members of Local Action Groups through training and education 
to develop, organize and manage the Local Action Groups, as well as to prepare 
and implement local development strategies through local projects. 

▪ Capacity building and actions (activities) preparation, including training, 
acquisition of skills, support for the administration and operation of local 
initiatives.

▪ Creating local partnerships between the private and public sector (local action 
groups), awareness and promotional activities, as well as for the implementation 
of cooperation projects. 
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Abstract

The aim of this study is to critically review the existing initiatives of start-up support services 
for entrepreneurship growth in Kosovo. In the light of an increasing government and donor 
activities to support start-ups in Kosovo, there is a need for evaluation of these policy 
interventions to guide future entrepreneurship policy. Building on the political economy 
of small fi rm intervention literature and using mapping method the study identifi es and 
critically evaluates the technical, fi nancial and other support services to start-ups.  The study 
uses secondary resources to explore the initiatives and understand the entrepreneurship 
growth ecosystem. The fi ndings suggest that although there is an increased trend of business 
support services the entrepreneurship ecosystem has not gone beyond the traditional policy 
measures and in many areas remains in its infancy phase of development. Challenges remain 
in the area of provision of alternative forms of fi nancing, incubation space and services 
and moreover, in the area of support for growth-oriented startups. The study concludes by 
providing alternative and additional policy intervention tools.

Keywords: Entrepreneurship, start-ups, Kosovo, ecosystem, technical support, fi nancing

Introduction 

The overall objective of this mapping exercise is to improve the effi  ciency of the 
government and donor assistance to start-ups. More specifi cally, the purpose of the 
assignment is to assess the current support packages available to start-ups in Kosovo, 
at various stages of business development, from the pre-incubation, incubation seed 
to expansion phase, barriers and the obstacles to their growth, identify potential 
needs such as infrastructure, services, and access to fi nance. The assessment 
off ers recommendations which would be the basis for designing a specifi c policy 
intervention tool with the aim of removing barriers and supporting the development 
of start-ups. This study has threefold specifi c objectives. Firstly, to analyse of technical 
and fi nancial support available to start-ups in Kosovo from the government, non-
governmental and international institutions/organizations. Secondly, to assess and 
identify the barriers and potential needs such as infrastructure, services, and access 
to fi nance viable for the development of start-ups (Krasniqi, 2010; 2012; 2014, Peci, 
2015; Williams & Krasniqi, 2018).  Finally, to provide the recommendations on the 
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parameters of the envisaged EU assistance to start-ups to overcome the obstacles 
they face in their development, both in effi  ciency and in quality.
The paper is structured as follows. Section 2 reviews the literature in political 
economy of intervention to correct market failures in terms of small fi rms. Section 
3 presents the methodology used in the study. Section 4 sets out the range of policy 
support used to support start-up by using a start-up mapping matrix. Section 5 sets 
out our conclusions and on the overall start-up environment and a set of policy 
recommendations for future interventions to support small fi rms. 

Literature review: rationale for intervention in supporting businesss start-up

Allocation theory posits that the market failure refers to the failure of price-market 
institutions in sustaining activities deemed desirable in the economy and it is 
basically a situation in which resources are not allocated to their highest valued use 
or maximum welfare potential (Bator, 1958). Therefore, if markets work effi  ciently 
under the equilibrium, in the competitive markets therefore the allocation will be 
effi  cient and no market failures will follow. However, with imperfect information, 
fi nancial gaps, compliance costs, resistance to change and uncertainty, very rarely 
does such a situation occur which requires the need for policy intervention (Krasniqi, 
2010; Williams & Krasniqi, 2018; Mustafa & Krasniqi, 2018). To illustrate this, for 
example, when private companies cannot or will not provide business support 
services because they cannot make a commercial return or profi t, even where there is 
a demand or a need for a service such a situation is considered to be a market failure 
(European Commission, 2012)1.
The result of a market failure is that the needs of certain start-ups or SMEs are either 
not met or are only partially met. Under these circumstances, European Commission 
(2012) suggests that the rationale for the public provision of support services is that 
they will lead to employment and wealth creation that would not otherwise have 
occurred exactly because these services were not available. Two primary criteria for the 
provision of public support services, therefore, are that: (a) the service is not off ered 
privately, even though there is a need, and; (b) the provision of the service will enable 
the business to develop, leading to the generation of new wealth and/or employment.
The market failure associated with SMEs and especially for start-up fi nance is due 
to asymmetric information between a business and a lender (Krasniqi, 2007; 2014). 
The business knows more about its own characteristics and the proposition which it 
is seeking fi nance for. This makes it diffi  cult for the lender to price a loan accurately. 
To overcome adverse selection problems, lenders have typically used collateral 
as insurance against default on the loan. Banks and other institutions usually use 
collateral signals to lenders the borrower’s commitment to the venture and their own 
assessment of the risk. Low risk borrowers are more likely to put their own assets at 
risk. However, this leads to the situations where we have potential good projects that 
can be profi table and sustainable.  As a consequence, business actors cannot have 
adequate access to funding for their ideas to be implemented in the start-up phase.
However, if left  to the market, start-ups will not be able to meet collateral requirements 
despite potentially viable projects. As a result, innovative and promising projects 
1 European Commission (2012), “A Study of Business Support Services and Market Failure”, 
Brussels.
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will disappear if there are no intervention programmes in place. There is a common 
opinion that policy intervention is justifi ed under these circumstances. A good 
intervention in this case is to use policy mechanisms to alleviate the risk to the 
private sector caused by asymmetric information. Several policy initiatives have 
been designed throughout the world to make market more effi  cient such as the Start-
up Loan Guarantee Scheme (SFLGS), which has been a long-standing government 
intervention to alleviate this market failure which is being used to promote start-up 
development.
In terms of innovation the Oxera (2005)2 report identifi es four major market failures 
that may have a signifi cant impact on the innovation process.  Accordingly, if left  
to the market, projects that, from a private perspective, are unprofi table, but would 
generate large social benefi ts, may not be taken forward. Firms rarely innovate 
alone as a result of bad coordination and lack of networking. However, problems 
may exist that have an adverse impact on the ability of companies to coordinate 
or at least interact, and so deliver innovation. A wide range of problems may arise, 
including diffi  culties in coordinating R&D and inadequate access by smaller fi rms 
to the innovation system. Finally, the European Commission(2012), suggests that 
imperfect and asymmetric information—this aff ects, in particular, fi nancial markets. 
Due to lack of information, SMEs engaged in high-tech innovative projects, with 
good prospects may fi nd it diffi  cult to obtain funding.
In the area of provision of training and skills development for start-ups, there is 
common agreement that start-ups are unable to pay for services from professional 
training or consultancy providers.  Or even more, the SMEs and these socially start-
ups’ demand for non-fi nancial services such as training or consultancy may be low 
because they do not recognize that these services can raise their productivity and 
growth. In other words, because of a lack of information or because of the risk, 
these benefi ts are not supported (Hallberg, 2000, p.7). As a result, small fi rms and 
especially start-ups tend to use fewer external sources of advice than larger fi rms, 
which in turn may limit the growth potentialstartups of start-ups.
There is evidence from both developing and developed countries, that well designed 
training can lead to modest increases in business start-ups but litt le robust evidence 
is available. Klinger & Schundeln, (2011) analyse the results of business training 
program that the NGO TechnoServe ran in Nicaragua and El Salvador and found 
that the support in the formulation of a business plan is found to lead to a 4-9% 
higher probability of business start-ups for trainees who did not own a business 
before. Fukanuma, et al., (2006) also fi nd that fi rms, which borrow from government 
fi nancial institutions, grow faster than fi rms, which borrow from private lenders, 
aft er the eighth year since loans are made. These fi ndings together suggest that 
government programs have contributed to the long run growth of small fi rms that 
private lenders are reluctant to make loans to. 
However, fi nding the correct practical policies to address these theoretical market 
failures is not easy. Many governments initially established their own VC funds, 
but these have been largely abandoned as political infl uences distort investment 
decisions and government offi  cials lacked the ability to assess and manage investment 
opportunities (Nightingale et al., 2009). To conclude, there is a need for intervention, 
2 Oxera Consulting (2005), “Innovation market failures and state aid: developing criteria”, report 
prepared for Directorate-General for Enterprise and Industry (European Commission), Brussels.
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in diff erent forms of support for (a)start-ups. Thisshould be cautiously chosen in 
order to correct these market failures.  For example, when designing intervention, 
the particular att entions should be paid not to introduce incentives that encourage 
bad quality projects. The risk sharing by entrepreneurs is the best solution to increase 
the risk involvement and seriousness of entrepreneurs on grant scheme support. The 
same applies for subsidizing consultancy and other form of direct support. 

Methodology

The research methodology for conducting the assessment involved a combination 
of literature review such as reviewing existing documents (reports, articles, laws, 
strategic documents), best practices in Kosovo and other similar contexts, meetings 
and interviews with key stakeholders, and completing several data collection 
instruments (matrix of intervention programmes/projects) which were designed 
solely for this purpose.  More specifi cally the methodology for conducting this 
study included analysis of the technical and fi nancial support available in Kosovo 
(including government, non-governmental and international organizations, business 
support providers) based on the desk review of primary and secondary information, 
reports, studies and other available information about the current state of the start-
up environment, including barriers/obstacles and best practices in start-up support. 
We also conducted stocktaking and analysis of the business start-up environment, 
barriers and potential needs (infrastructure, services, and access to fi nance) by 
identifying gaps and future interventions. Interviews and consultations with the 
representatives of the relevant institutions to identify current and planned initiatives 
of start-up support packages and measures. The relevant institutions include both 
governmental, donor–led initiatives/projects, NGOs, and private initiatives such 
as: Central and local government, Ministry of Innovation and Entrepreneurship, 
Kosovo Investment and Enterprise Support Agency/MTI, Kosovo Credit Guarantee 
Fund (KCGF) and selected municipalities, business associations and chambers of 
commerce as well as business support providers, banks, MFI’, and fi nally selected 
current and potential benefi ciaries of start-up projects implemented in Kosovo.

Mapping the fi nancial and technical assistance to start-ups

This mapping exercise includes mapping and verifi cation of all the actors such as 
existing institutions/supporters off ered to start-ups, both technical and fi nancial. The 
fi rst step in developing a start-up ecosystem from the public or a donor intervention 
perspective is to identify its private-public stakeholders, its instruments and existing 
facilities. For this purpose, we designed a start-up matrix which contains all relevant 
information about the key stakeholders and the range of services being off ered 
for start-ups. Secondly, aft er mapping of existing technical and fi nancial support 
in matrix we can explore if there is an overlapping of any initiatives/projects or 
instruments, or whether there is a lack of best practices or instruments that have been 
used successfully in developed and other countries that could be used as models to 
draw lessons for addressing similar problems of start-up ecosystem with Kosovo. 
The fi rst column in the Table 1 reports institutions/organisations/agencies/donors, 
second reports ranges of technical assistance services and third column reports all 
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fi nancial instruments to support start-ups.
The matrix of start-up support shows that there is a large number of available 
intervention programmes and projects to support start-ups in Kosovo. Numerous 
government programmes and NGOs, donor agencies, projects and profi t 
organisations are actively involved in supporting start-ups in Kosovo. In particular, 
Kosovo has benefi ted largely from international donor activity to support start-ups. 
The entrepreneurship ecosystem in Kosovo off ers many initiatives for start-ups’ 
support, but they are fragmented and the majority of them do not seem to work 
together. As such, they cannot utilize potential complementarities between projects 
and even benefi t from a more integrated system for start-up support. During the 
fi eld interviews with stakeholders one could note that these instruments and projects 
could learn from each-other, but appear to be working separately.  An emerging 
trend noted in terms of technical assistance is heavily skewed towards business skills 
trainings for start-ups and various forms of business consulting and mentoring. On 
the fi nancial support, there is frequent use of traditional forms of start-up fi nancing 
such as grants while the more modern types of fi nancing such as crowdfunding is 
non-existent or at best very limited.  What follows will explain these instruments. 

Financial assistance 

Entrepreneurial fi nance is rapidly evolving all over the world. Entrepreneurs are 
combining traditional debt and equity start-up fi nance (e.g., friends, family, angel 
investors, venture capitalists, and occasionally banks) with alternative ways of 
fi nancing (Bruton et al., 2015). Kosovo still in its initial stage of development has 
not fully exploited the benefi ts of all traditional start-up fi nance. Finance start-up 
support has been limited mainly in provision of grants, equipment and machinery, 
co-fi nancing grants, and to a lesser extent by angel investors , equity fi nancing and 
venture capitalist funds which are almost are non-existent (Krasniqi, 2010).
On the other hand, the start-ups face diffi  culties in accessing fi nance for new 
innovative projects (Krasniqi, 2006; Krasniqi & Kutllovci, 2008; Hashi & Krasniqi, 
2011; Lajqi & Krasniqi, 2017; Krasniqi & Peci, 2017). Consequently, there is a necessity 
to fi nd creative solutions to fi ll this funding gap for start-ups and SMEs, for which the 
access to traditional banking system has been almost impossible. Therefore, it is very 
crucial to have concentrated eff orts of all stakeholders, including but not limited to all 
government institutions and agencies, business community, international donors to 
explore the possibilities in implementing   alternative fi nancing instruments for start-
ups. Such alternative fi nance schemes that proved to be successful in other contexts 
and could become more sustainable in the long run . Some of these examples such 
ascrowdfunding platforms, angel investors, venture capitalist etc., could become 
potential eff ective instruments for start-up funding in Kosovo. 
Our research shows that grants have been heavily used mechanisms to address 
the fi nance gap for start-ups. Usually, grant schemes take a form of matching grant 
scheme and competitive grant scheme combined with some sort of business plan 
competitions. The programmes/projects aimed to att ract talented people with 
impactful business ideas. Some of the grants used co-fi nancing by local entrepreneurs 
to involve entrepreneur in sharing risk for the projects while some of them where 
directly used for full coverage to provide equity-free seed capital.
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Findings from fi eld interviews with stakeholders suggest that any grant scheme 
should be based on some type of co-investment in order to have some risk 
involvement by entrepreneurs. There is a concern by stakeholders, that using grants 
without co-fi nancing by entrepreneur maydistort incentives by increasing the pool 
of low quality applicants and making screening process more complicated. The 
example of our mapping exercise shows that in several programmes presented in 
this report participants, were exposed to organized and open competition and then 
became connected to trainers and mentors to facilitate start-up creation and growth. 
Some of these projects (e.g. UNDP, GIZ and others in Kosovo) have used start-up 
programmes to support socially-excluded groups and diaspora returnees to enter 
self-employment career (Krasniqi & Williams, 2018; Williams & Krasniqi, 2018).  
These are examples of connecting grants schemes with support through skills training 
and mentoring.  The majority of stakeholders have agreed that technical assistance 
should be combined with fi nancial support for start-ups in order to succeed. 
Loans. Loans are the primary funding instrument for SMEs, with the vast majority 
of the loan volume coming from local banks. Shorter-term working capital loans 
are the most popular, while investment loans are viewed as less in demand due to 
uncertain political and economic conditions. Although, lending activity, especially 
for SME loans, has grown during the recent past in Kosovo, especially during 2015 
the start-up fi nance from local banks is not present (Central Bank of Kosovo, 2017)3. 
The situation with female entrepreneurs is even worse. Kosovo banks lack gender 
disaggregated data, but estimate that women-led SMEs represent only 0.5 – 5% of 
their loan portfolios.
Business Angels. Angel investors are typically the equity investors in start-up 
companies in the early stage.  Angel investors are usually wealthy individuals that 
band together in investor networks seeking to fi nd entrepreneurial opportunities. 
The investments by business angels can fi ll the gap between venture capital and debt 
fi nance, especially for start-ups. 
Until a few years ago, angel investors in Kosovo, were virtually non-existent.  
Although, the angel investors’ network is growing in Kosovo, it is still in its infant 
stage of development. Today there are only few business angels’ networks such as 
Kosovo Business Angel Network-KOSBAN, MDA foundation, gjirafa.com and some 
individual angel investors. There is no clear evidence of the results produced by the 
Kosovo Business Angels’ Network. 
Some initiatives of business angel networks struggled with their work and are no 
longer in operations (e.g. EYE initiative). Notwithstanding, business angels can 
become a promising way of fi nancing of start-ups in Kosovo. The government of 
Kosovo and the support of donors have an important role to play. For instance, the 
government could help develop an internet platform to provide information on a 
list of angel investors in Kosovo or fi nd interested actors to invest in projects in the 
country.  They also could support open calls for business ideas, pitching events, B2B 
which then could easier link to the business angel’s network in Kosovo and the re-
gion. Kosovo can learn from the example of the UK’s government supporting BANs 
and national campaigns highlighting the role and importance of business angels.  
In addition, various forms of fi scal and non-fi scal incentives can be used to trigger 
investments in startupthe UK as in UK.
4 Central Bank of Kosovo (2017), “Financial Stability Report”, Prishtina.
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Fintech/crowdfunding. Crowdfunding draws inspiration from concepts like mi-
crofi nance (Poetz & Shreier, 2012; Morduch, 1999) but it represents a unique catego-
ry of fundraising, with diff erent vehicles, processes, and goals (World Bank, 2013)4. 
Crowdfunding estimated to be a growing $5 billion global industry, is the practice 
of funding a project or venture by raising small amounts of money from a large 
number of individuals, typically via the Internet, using an intermediary known as 
a platform (Balkan Economic Forum, 2017)5. The crowdfunding emerged as a way 
of allowing individual investors an opportunity to pool relatively small amounts 
of money together in order to meet the funding requirements of new or expanding 
ventures. In Kosovo, there are very few of them, (we managed to fi nd only Prishtina 
4 World Bank (2013), “Crowdfunding’s Potential for the Developing World”, Washington DC.
5 Balkan Economic Forum (2017), “Private Sector Investment in the Balkans”, available at: htt p://
www.balkaneconomicforum.org/wp/private-sector-investment-in-the-balkans/  (Accessed on: 
January 10, 2019).
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Hackerspace is a co-working open experimentation space in Pristina) which is es-
tablished exclusively for technological, educational, cultural and scientifi c purposes. 
The organization uses the crowdfunding platform. As of January 2017 they have 231 
backers who pledged $16,994 to help bring this project to life. As such, there is an 
emerging need to use this alternative form of fi nancing to more traditional type of 
funding and Kosovo could draw on successful examples of other countries. There is 
some precondition for developing crowdfunding platforms such as large Kosovan 
diaspora community and high ICT potential in Kosovo.

4.2. Technical assistance 
Mapping analysis shows that a majority of organizations and donor funded pro-

grams/projects off er some type of technical assistance. Technical assistance ranges 
from simple business plan training to mentoring, coaching, B2B events, networking, 
and matchmaking (Table 1). 

One important issue emerging from the mapping and the interviews with orga-
nizations and other relevant stakeholders off ering business support services is that 
the support, in most of the cases is donor driven,  posing a concern about the fu-
ture sustainability of start-up support programs. There are also some local initiatives 
based on solely government funding, but to a limited extend. For example, Ministry 
of Culture, Youth and Sports, annually runs the entrepreneurship training program 
throughout Kosovo. Municipality of Gjakova also established a grant scheme for 
local start-ups and SMEs. All Business Development Organizations (both NGO and 
private companies) who deal with start-ups have pointed out the challenge working 
with start-ups. As suggested by other examples in the literature, supply side support 
of business support services there is tendency that they are gradually moving to-
wards the well-established and fi nancially good performing of start-ups that are able 
to pay market prices for these services. The ongoing concern remains that without 
donor or government funding only a few start-ups will be able to use the external 
advice and business support services.

The numerous intervention programs have helped in developing markets for 
BDS in Kosovo. In particular using the cost –sharing schemes have produced results 
in educating clients and start-ups to pay services (Organization for Economic and 
Community Development, 2017)6. The fi rms and start-ups under these schemes are 
more willing to pay market prices for BDS.) Some consulting services and train-
ing support are under-demanded because start-ups also may fail to appreciate their 
“true” benefi ts. Therefore the temporarily subsidizing services may encourage fi rms 
to try them, producing a “demonstration eff ect” that increases demand (Hallberg, 
2000). Supply side development is also possible by temporarily subsidizing BDS 
providers. This may cause them to search for bett er products and delivery mecha-
nisms, resulting in a lower cost of service provision, specifi cally designed for start-
ups.  However, the newcomer start-ups, needs ongoing support at their initial phase 
because of restricted access to,or high cost of fi nance. Hence these newcomer may 
have an impact also in using the consultancy, training and other business support 
services.  As illustrated by an interview with a CEO of an organization dealing with 
start-up support, it is suggested that there is a need for support start-up by helping 
them bett er understand their business needs.  Few hours of fi rst constancy are used 
6 OECD (2017), “Strengthening SME capabilities through a sustainable market for business 
development services in Belarus”, Paris.
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to help them understand what they need. This suggests that start-ups support is 
needed to help them increase their demand for consultancy services in the future. 
Helping start-ups raise awareness of the benefi ts of business development services 
and increase trust in service providers is another issue for consideration when de-
signing support packages for start-ups.

Conclusion and policy proposals

Increasing programmes/projects funded by domestic funds remain limited. Most of 
them are funded by donors. Some of the best practices have been translated in annual 
projects funded by Government of Kosovo (e.g. Entrepreneurship Skill Training 
Program funded by Ministry of Culture, Youth and Sports, Voucher Scheme/KIESA). 
Our fi ndings show that there is a need for larger infusions of investment capital to 
modernize outdated plants and equipment. Current fi nancing instruments usually 
have been limited to less than 10,000 euros for start-up support. There is a need to 
move the policy support of start-ups into next level by designing instruments to 
support early-stage growth of start-ups.
Also, there is a lack of understanding of the benefi ts of borrowing among SMEs. 
There is a need to design new instruments for post-start-up phase of development. 
Donors should encourage alternative forms of fi nancing. Currently the majority of 
local start-ups and SMEs are unaware of crowdfunding. Consequently, the donor 
intervention would promote these tools. 
There is a need to promote the development of a business angel culture by supporting 
the creation of business angel networks, help set up a national association of business 
angels and sponsor roadshows to popularize the idea among the start-ups as well as 
existing businesses which are expected to act as angel investors. The already existing 
community of business angels network, although very limited could form a base 
for future development.  On the basis of our investigation, we fi nd highly desirable 
that the government of Kosovo implement the following measures. Develop a 
Single Point of Contact/offi  ce or online portal for start-ups to get advice on public 
instruments and funds. Explore the possibility of also involving private initiatives. 
Kosovo could draw from European Commission (2017)7 best practice such as Start-
up Europe. This portal would integrate all activities of donors, government, NGOs 
and other stakeholders. Start-ups will have a platform that could enable start-ups 
easier access information; at the same time this would make any call for start-up 
support at more competitive contribution to more eff ective intervention programs.
Networks and capacity building to create opportunities for entrepreneurs, private 
sector investors, and the donor community—through events (the annual forums, 
events for entrepreneurs and start-ups), through business plan competitions and 
start-up fairs, and through social networks. It will also support capacity-building 
initiatives that are targeted to policy makers, incubation managers, and trainers.
An investment and growth criteria to incentivize start-ups to achieve long -term 
growth and achieve their full potential for employment and income generation and 
hence contribute to the economc development. These incentives are rarely applied. 
It is important to recognize a need for scaling incentives based on some growth or 
7 European Commission (2017), “Specifi c Support to Slovakia – Final Report: Boosting the Slovak 
startup ecosystem”, Directorate-General for Research and Innovation, Brussels.
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investment criterion. It is equally important to design specifi c programs that could 
foster cooperation of large-scale fi rms with start-ups. Experiences of the Co-Creation 
Lab Vienna (Vienna Business Agency, 2017)8, are useful examples how to design a 
program to support linkages between large fi rms and start-ups at mutual benefi ts.
The role of the education system is to promote key competency in thecreativity and 
innovation. There is no single body or council within the Ministry of Education 
Science and Technology or Ministry of Trade and Industry that would be responsible 
to review curricula, teaching material, innovation labs in schools, entrepreneurial 
career advice, and educations performance in terms of entrepreneurial learning. There 
is no Entrepreneurial Learning Strategy which is required by the Small Business Act, 
and consequently, there is no action plan adopted. Promotion of entrepreneurship 
as a key competency in primary, secondary and tertiary education is a critical step 
to increase entrepreneurial culture among youth, which in turn in the long-run 
will increase the potential supply of innovative business ideas.A market-oriented 
education and entrepreneurship skills training to support and meet the needs of 
a growing and increasingly more competitive private sector is a precondition for 
SME development (Krasniqi & Mustafa, 2016). Further action may include the 
introduction of entrepreneurship and other specifi c subjects such as creativity, digital 
skills— into the curriculum in primary and secondary education. This will promote 
entrepreneurial culture and potentially will increase the pool of viable business 
ideas in the long run. Makerspaces,creativity labs and similar hubs could be a good 
example of boosting creativity and promoting entrepreneurship culture nation-
wise. Promotion of networks between e.g. co-working spaces, fab-labs, start-up and 
IT hubs and other lab formats, and b) Promotion of embedded IT innovations in 
traditional sectors like e.g. agriculture, c) Promotion of Innovation Think Labs with 
lateral thinkers from diff erent disciplines. Support innovation through support for IT 
sector as key enabling and supporting technology for all industrial sectors for start-
ups. Strengthen creative thinking an entrepreneurial mindset at universities. A recent 
initiative in establishing the The VentureUp incubatorat Univeristy of Prishtina is 
promising initiative that could be expanded in other higher educational institutions. 
In line with Hallberg’s proposal (2000), Kosovo could learn from the experiences of 
other countries. The lessons of recent experience show that facilitating the provision 
of services by private providers and stimulating the demand for them by small 
enterprise clients is an eff ective way to raise the coverage, quality, and sustainability 
of services. The shift  toward market provision of Business Development Service 
(BDS) refl ects a move toward a “systems approach” analogous to the microfi nance 
revolution.  As with MFIs, it would lead to an entrepreneurial culture with an 
emphasis on being business like and demand-led at the institutional level. It directs 
government and donor intervention toward facilitating transactions between small 
enterprises “clients” (as opposed to “benefi ciaries”) and BDS providers seeking to 
develop profi table market niches (Hagnauer, 1999). Supply-side interventions to 
promote BDS market development can be used to extend and replicate models of 
fi nancially sustainable, cost-eff ective services. Demand-side interventions, such as 
matching grants and vouchers, may be justifi ed on a temporary basis if markets are 
under-developed in Kosovo because start-ups lack knowledge (or perceive high 
8 Vienna Business Agency (2017), “Co-Creation Lab Vienna”, available at: htt ps://
viennabusinessagency.at/f i leadmin/user_upload/Technologie/CCLV_2017/CCLV_
Hintergrundpapier_fi nal_komp.pdf (Accessed on: October 10, 2018)
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risks) of the benefi ts of BDS. Nevertheless, the success of demand-side subsidies 
should be judged by whether they develop rather than distort markets.
In the area of fi nance, there is a need for alternative fi nancial instruments for the 
supporting the start-up creation and growth. There is an emergent need to design 
support programmes for start-ups operating in a promising sector based on Kosovo’s 
competitive advantage. Due to relatively low start-up capital required to scale their 
business and thanks to the universality of their services, start-ups in the IT sector, for 
instance, are oft en seeking clients abroad from a very early stage of their operations 
and fi nd them as their main source of growth.  At the policy level, therefore, it is 
suggested to provide tailored support based on the specifi c business needs of the 
company. The ICT sector could be linked to modern forms of fi nancing based on 
online platforms such as crowdfunding.
The major limitation of this study is that only evaluates the various start-up support 
packages in the context of one country. The future studies need to take into account 
cross-regional comparisons of these initiatives to have bett er insights on the challenges 
and success of the implementation of the business start-up support instruments. In ad-
dition, there is a need for more systematic research using large-scale nationally repre-
sentative survey necessary . In sum, if this study stimulates entrepreneurship scholars 
to conduct evaluations of start-up support policy measures and instruments.
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Abstract

Agriculture is an important component of the Albanian economy and the recent years 
accounted around 20% of total Gross Domestic Product (GDP) while private agriculture 
occupied 50% of the employed workforce.  In Albania, even though the number of family 
farms owned by women is very small, most of the rural women are "hidden farm manager", 
according to a study on rural women in Albania by UN Women.
In Albania through diff erent programs, there is a need to increase the role of women in 
farm management, development of potentials and use of rural resources and also creating 
opportunities to extend the diversity of employment according to the specifi cs of rural areas. 
Agricultural extension is the most important mechanism for farmers to access knowledge and 
technology for all steps of the agricultural value chain. 
One of the goals of IPARD II 2014-2020 (Rural Development Programme under the Instrument 
for Pre-Accession Assistance of the Republic of Albania 2014-2020) is to increase the income 
that is generated by women and young entrepreneurs in rural areas.

Keywords: rural women, IPARD, extension, support.

Introduction

The agricultural sector in Albania still remains one of the most important sectors 
of the economy which contributes to 20% of total Gross Domestic Product (Fig. 
1). Approximately 50% of the population lives in rural areas and mainly live on 
agriculture. Poverty in Albania weighs particularly on women, as men labour force 
participation rate is 15.9 percentage points higher than women. 1

Local agriculture sector provides about 75% of the needs with basic agriculture 
products such as fruits, vegetables, meat, milk etc. The rest is provided from 
imports. As a Mediterranean country, Albania has very favourable conditions for the 
production of early vegetables, olive, processed fi sh products, and medicinal plants, 
which are the main export products towards other countries of the region.
Albania is a member of WTO, CEFTA and EFTA Agreement and also has signed the 

1  htt p://www.instat.gov.al/media/6224/lfs-q2-2019.pdf

Figure 1: Structure of GDP by 
economic activities:
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Stabilization and Association Agreement. The country received candidate status in 
June 2014 - recognition of its progress in reforming institutions to meet EU standards. 
The signing of these Agreements has signifi cantly contributed to the increase of 
exports and imports of agriculture products, but there is still a need to increase the 
competitiveness of the agricultural sector.

Gender issues in Albanian Agriculture 

The National Strategy for Development and Integration 2007 – 2014 in Albania states 
that:
● The deep social and economic transformation brought noticeable changes to the 

economic structure and the violation of gender equilibrium in society. 
● Albania has taken important positive steps towards building a democratic society, 

the freedoms and rights that have been gained have not had an equal impact on 
women/girls and men/boys.

● The Constitution proclaims equality between men and women; however in 
practice women do not enjoy the same rights.

Gender equality is a milestone in the democratic development process of a country. For this 
milestone to be laid at the appropriate place it is necessary that account be taken of all the 
gender inequalities arising nowadays in the family, community and labour market and 
Albanian society in general, (UNICEF, Social Monitor 2006).
The main issues aff ecting women in rural areas can be categorized in four groups:
- Economic,
- Social,
- Family level,
- Individual.
The macro-level problems for women in rural areas in Albania are:
- Unemployment combined with a lack of diversifi cation in employment;
- Rural women are less educated than rural men;
- Rural women suff er from a lack of positive role models;
- Young girls have a strong tendency to migrate from rural areas;
- Lack of self-confi dence and self-awareness;
- Depopulation of the rural areas, especially the migration of young rural women.
According to INSTAT, the population in Albania in January 2019 was 2,862,427 
inhabitants (Population of Albania, INSTAT 2019). About 50 percent of the populations 
are women, but women labour force participation rate is 61.9 %, whereas for men 
this indicator is 77.8 %. The men labour force participation rate is 15.9 percentage 
points higher than women. �

Women were disproportionately aff ected by the mass unemployment that set in 
following the collapse of communism. Women were an important workforce in 
agriculture during communism, thus when state-owned farms and enterprises 
closed and people found themselves with no alternative source of income, women 
lost more jobs than man. Faced with a lack of jobs, women took a more active role 
in subsistence farming to support their households. Yet women who are heads of 
households cannot maintain living standards as high as those in households head 
by men. 
Women are disadvantaged in a rural context also due to discrimination and lack 
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of equal rights. For example, women only have access to small markets local to 
their village, and lack of mobility (men are usually the ones who travel and drive) 
and childcare makes it more diffi  cult for them to use economic opportunities and 
be competitive. Even though women represent a huge part of the workforce in 
agriculture, their role is not formally recognised.
In the Albanian legislation rural and urban women are treated equally, but in 
practice rural women have a much harder life. They fi nd it more diffi  cult to access 
health care, education and justice, and their participation in public and political life 
is very limited. High rates of unemployment, lack of training opportunities and 
qualifi cations, and lower educational levels, make rural women more vulnerable to 
unemployment and poverty. Women’s contribution to farming family businesses is 
very important, but this usually has no bearing on their role in the management of 
the family farm or decision-making. The data show that women are more engaged 
in farm activities (32% compared with 22% of men), and perform more activities in 
the agricultural and livestock sector than men.
Farmer’s cooperation in the fi eld of agriculture and rural development are 
currently in the form of organizations and producers associations (around 169 such 
organizations in total). Until know Agriculture Cooperation Societies are around 50. 
In this associations and cooperatives are affi  liated about 4460 members, of which 
21% are women (940 members). Also 4.5% of these associations and cooperatives 
are leaded and run by women. On the other hand the activities of these associations 
leaded by women are related with provision of technical assistance for "Gender 
Issues".

The role of Extension Service in supporting Rural Women

Agricultural extension is the most important mechanism for farmers to access 
knowledge and technology for all steps of the agricultural value chain. In 2005, these 
structures were organised through the Agriculture Information Centres in the 12 
regions of Albania. 
From 2018, Agricultural extension service is part of the public advisory system, 
organized and managed by the Ministry of Agriculture and Rural Development 
(MARD).
Based on the Decision of Council of the Ministers no. 147, dated 13 March 2018, 
four new Regional Agricultural Extension Agencies (AREB’s) were established, their 
service areas, organizational structures and functions were determined.
Four Regional Agricultural Extension Agencies are as follow:
1. AREB-Shkoder (Districts of Shkoder, Lezha and Kukës);
2. AREB- Tirana (Districts of Tirana, Durrës and Dibër);
3. AREB- Lushnjë (Districts of Fier, Vlorë and Gjirokastër);
4. AREB- Korçë (Districts of Korçë, Elbasan and Berat).
AREB’s have as their mission to become major factors in the development of 
competitive and sustainable agricultural sector in the country, working on long-term 
partnerships with benefi ciaries.

The main tasks and responsibilities of the AREB’s are: 
1. To provide information and assist farmers to benefi t from national support 
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schemes, IPARD II and other projects in the fi eld of agriculture and rural 
development. 

2. To promote and facilitate the establishment and functioning of diff erent forms 
of farmers' cooperation. To provide information and advice on technical 
and technological development of agricultural farms, in order to increase 
competitiveness in agriculture. 

3. To provide general information to the whole community of farmers and to the 
public through mass media. 

4. To organize and carry out professional farmers training in the fi eld of agriculture 
and rural development. 

5. To provide information on standards related to environment, quality, marketing, 
organic agriculture, products with geographical indications, etc. 

6. To inform and advise farmers on the selection and use of machinery and 
agricultural equipment; 

The extension service as a main partner of MARD played an important role in the 
process of informational campaign of the IPARD Like 2012-2014 and IPARD II 
Programme as well (on going), who identifi ed and notifi ed all the interested parties 
for applying this EU Programs. 

Gender Issues
- It is estimated that women are becoming poorer and poorer as compared to men 

and reduction of poverty is less rapid in women and one serious reason why 
poverty still remains at high levels is inequality between men and women.  

- Progress made in promoting gender equality and empowering women is 
unsatisfactory, but it is a very diffi  cult issue.

- In some cases fi gures are quite far from the target.
- This situation refl ects a situation where serious hinders exist against women 

promotion and empowerment and the fact that these tend to be persistent.
- Only eff ective and well-coordinated measures might contribute to a sustainable 

amelioration. 

IPARD Program and National schemes in Albania 

IPARD aims to provide assistance for the implementation of the acquis concerning 
the Common Agricultural Policy and to contribute to the sustainable adaptation of 
the agricultural sector and rural areas in an EU candidate country. Albania became a 
candidate country for EU membership in June 2014.
Government policies are focused mainly on rural women's empowerment. In the 
recent years, the Ministry of Agriculture, during the assessing of applications for 
supporting farms with subsidy schemes, farms managed from women were more 
advantaged than those managed by men, even in the case of IPARD Like. In the 
subsidy schemes are supported mostly farms managed by women. 
One of the goals of IPARD II 2014-2020 (Rural Development Programme under the 
Instrument for Pre-Accession Assistance of the Republic of Albania 2014-2020) is to 
increase the income that is generated by women and young entrepreneurs in rural 
areas. As part of this program, if an application is led by a woman, it will be given 
more priority in comparison with a farm that is led from a man. (5 point more).
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Conclusions 

During the implementation of IPARD – Like was specifi cally monitored, the 
absorption of funds from support measures implemented by enterprises and farms 
managed by women. Information and publicity activities of extension services aimed 
the equality in the participation of women and men.

The Government of Albania and Ministry of Agriculture in particular through its 
policies aimed at expanding special services such as fi nancial support, legal advice 
and entrepreneurs’ capacity building to achieve economic empowerment of women 
and facilitate their participation in decision making by engaging them as “farmers” 
and not as “farmer’s wife".

Recommendations and things to be done

- Increase the role of women in farm management, development of potentials and 
use of rural resources through programs such as IPARD;

- Promotion of the primary role of women in the family and in particular in child 
education;

- Increase women access to technical knowledge about agriculture, including the 
barriers to accessing information, extension services and training. 

- Identify women leaders in rural areas and engage them in promoting the role of 
women in agriculture. 

- Increase of production and development of entrepreneurial environment;
- Support to protect and develop traditional art and handicraft , create sustainable 

employment opportunities for rural women;
- Creating opportunities to extend the diversity of employment according to the 

specifi cs of rural areas;
- Providing services on new techniques and technologies in agriculture and 

providing agricultural inputs;
- Exposure to marketing and connections to market places;
- Integration of rural women and youth that have already migrated to urban areas;
- Use of mass media (publications and other extension materials) related to women’s 

role in rural areas.
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protein in patients with malignant liver pathology

Petrit Gecaj
Biochemist

Abstract

In this paper there are presented values of AFP, CEA, CRP in malignant liver pathologies.  
Alpha-Fetoprotein AFP is an oncofetal protein. The pathological increase in AFP is increased 
in malignant liver pathologies, testicular cancer and ovarian cancer. A signifi cant increase in 
AFP is noted in hepatocellular carcinoma, with AFP up to 3000 ng / ml. AFP is a useful tumor 
marker in the diagnosis and monitoring of hepatocellular carcinoma treatment. AFP levels in 
blood sera above 3000 ng / ml att est to the presence of hepatocellular carcinoma. In laboratory 
practice AFP is measured by analysis of immunoassay techniques. In 20 patients diagnosed 
with liver cancer, AFP was measured in blood serum using the ELISA analytical method. 
Measurements were performed on the ELISA Human READER HS microfotometer. 
     Study data indicate that in malignant liver pathologies, there is a statistically signifi cant 
increase in the concentration of AFP in blood serum. (P <0.001).
Carcinoembryonic antigen (CEA) is a glycoprotein with molecular weight 180 KD. This 
glycoprotein is synthesized during normal fetal development in the gastrointestinal and 
pancreas tracts. It is then secreted into the circulatory system. CEA is widely used as a marker 
of gastrointestinal cancer. Other malignant pathologies can cause high levels of CEA. Among 
these malignant pathologies are liver cancer. CEA concentration was measured in the above 
20 patients, in whom AFP was also determined. Determination of CEA was performed by 
immunofl uorescence method on nitro cellulose supernatant. Measurements were made with 
microfl uorometers equipped with parametric microchips. It results that in malignant liver 
pathologies the concentration of CEA in blood serum increases statistically signifi cantly (P 
<0.001).
C-Reactive Protein (CRP) is a protein that is synthesized in the liver during the acute phase 
of acute processes. In many cases, malignant pathologies are associated with infl ammatory 
phenomena. In cases where malignant pathology is associated with infl ammatory processes, 
the determination of CRP in blood serum is useful. To measure CRP concentration in blood 
serum, in 20 patients with malignant liver pathology we selected the immunoturbidimetric 
method. Results show that in malignant liver pathologies the concentration of CRP in blood 
serum is also signifi cantly (P <0.001) increased, which proves the presence of necrosis and 
infl ammation in these pathologies.

Keywords: Alpha-Protein, Carcino-embryonic antigen, C-reactive protein, malignant   liver 
pathology.

Ι. Values of Alpha-Fetoprotein in Malignant Liver Pathology

Alpha-Fetoprotein AFP is an oncofetal protein. Depending on the analytical 
technique used to measure AFPS levels, its normal blood values   are less than 10 ng / 
ml. A physiological increase in AFP is observed in gravidity. Most pregnant women 
have a high concentration of alpha-fetoprotein in their blood serum. The pathologi-
cal increase in AFP is increased in malignant liver pathologies, testicular cancer and 
ovarian cancer. A signifi cant increase in AFP is noted in hepatocellular carcinoma, 
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with AFP up to 3000 ng / ml. AFP is a useful tumor marker in the diagnosis and mon-
itoring of hepatocellular carcinoma treatment. AFP levels in blood sera above 3000 
ng / ml att est to the presence of hepatocellular carcinoma. In laboratory practice AFP 
is measured by analysis of immunoassay techniques. In 20 patients diagnosed with 
liver cancer, AFP was measured in blood serum using the ELISA analytical method. 
Measurements were performed on the ELISA Human READER HS microfotometer. 
The data obtained are given in Table 1.

Table number 1. AFP concentration in 20 patients with malignant liver pathol-
ogy.

Number
Name Surname
(fi rst lett ers)

AFP (ng/ml)

1 V.P 35
2 E.L 45
3 S.P 30
4 A.L 45
5 V.S 105
6 V.R 60
7 Z.S 120
8 B.K 55
9 S.M 50
10 A.A 60
11 Z.D 150
12 F.S 100
13 R.Z 300
14 H.K 200
15 N.B 150
16 A.K 100
17 R.F 200
18 R.C 150
19 I.M 105
20 K.L 140

The data obtained for AFP concentration in malignant liver pathology were 
mathematically processed. The mean X value, standard deviation S.D and it was cal-
culated the T-test and compared to normal AFP values, the data obtained are given 
in Table 2.

Table number 2: Mathematical-statistical processing data for the AFP concen-
tration of 20 patients with malignant liver pathology

Group Name 
Number of 

Cases
 N

Average val-
ues

 X
(ng/ml)

S t a n -
dard Devia-
tion

S.D

T-test

Patients with 
malignant pathol-
ogy

20 100.4 74.7 tlog < tt ab
P<0.001Normal Pa-

tients
20 1.5 2.0

Mathematical-statistical processing data for the AFP concentration of 20 patients 
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with malignant liver pathology. From the table data it is obvious that in malignant 
liver pathology, AFP grow so obvious and this increase is statistically reliable.

ΙΙ.  Carcinoembryonic antigen values in malignant liver pathologies
Carcinoembryonic antigen (CEA) is a glycoprotein with molecular weight 180 

KD. This glycoprotein is synthesized during normal fetal development in the gas-
trointestinal and pancreas tracts. It is then secreted into the circulatory system. CEA 
is widely used as a marker of gastrointestinal cancer. Other malignant pathologies 
can cause high levels of CEA. Among these malignant pathologies are liver cancer.

CEA concentration was measured in the above 20 patients, in whom AFP was also 
determined. Determination of CEA was performed by immunofl uorescence method 
on nitro cellulose supernatant. Measurements were made with microfl uorometers 
equipped with parametric microchips. The data obtained are given in Table 3.

Number
Name Surname
(fi rst lett ers) CEA (ng/ml)

1 V.P 5.5
2 E.L 7.5
3 S.P 9.6
4 A.L 3.5
5 V.S 14.7
6 V.R 50.0
7 Z.S 16.0
8 B.K 37.0
9 S.M 43.2
10 A.A 25.0
11 Z.D 62.0
12 F.S 46.3
13 R.Z 41.2
14 H.K 6.52
15 N.B 4.48
16 A.K 52.4
17 R.F 63.0
18 R.C 32.0
19 I.M 16.0
20 K.L 56.5

Table number 3. CEA concentration in 20 patients with malignant liver pathol-
ogy

The obtained data were statistically processed and obtained data are presented 
in Table 4. 

Table number 4. Statistical mathematical processing data, for CEA concentration, 
in 20 patients with malignant liver pathology.

Group name
Number of 

cases N

Average 
Value X

(ng/ml)

Standard Devia-
tion S.D

T-test

Patients with 
malignant pathol-
ogy

20 55.1 108
tllog < tt ab

Normal Pa-
tients

20 3.2 0.8
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The data in Table 4 indicate that in malignant liver pathologies, the concentra-
tion of CEA in blood serum increases and this increase is statistically signifi cant (P 
<0.001).

ΙΙΙ. Values of C-Reactive Protein (CRP) in malignant liver pathology.
Ις. 
C-Reactive Protein (CRP) is a protein that is synthesized in the liver during the 

acute phase of acute processes. In many cases, malignant pathologies are associated 
with infl ammatory phenomena. In cases where malignant pathology is associated 
with infl ammatory processes, the determination of CRP in blood serum is useful. 
Many researchers are of the opinion that CRP synthesis in the liver in malignant 
pathology grows much faster than in infl ammatory processes. A sharp decrease in 
CRP concentration in the serum indicates the effi  cacy of the therapy used in the 
treatment. Several methods are used to measure the concentration of CRP in blood 
serum. The most prominent are:

- Immunoturbidimetric method
- ELISA method
- Radial immunodiff usion
- Immunofl uorescence with nitrocellulose plate etc.
To measure CRP concentration in blood serum, in 20 patients with malignant 

liver pathology we selected the immunoturbidimetric method. In this method, the 
anti-CRP antibodies contained in the latex-labeled analytical reagent enter into an 
immunological reaction with the CRP antigens present in the serum. As a conse-
quence of this reaction, the latex antigen-anticorp complexes are formed which ag-
glutinate giving a homogeneous turbidity. Turbulence intensity (or absorption mag-
nitude) is measured in a turbidometer or programmable photo meter in a Fixed Time 
photometric program. The basic elements of this program are 

Method: Fixed Time with standard
Unit: ng / ml
Wavelength: 546 nm
Incubation time in the calf: 10 sc
Measurement time (time interval): 120 sec
Suction volume: 400 μl
Direction of increasing (positive slope) reaction
Concentration of standard: 100 mg / l
Minimum normal value: 0 mg / l
Maximum normal value: 5 mg / l
Blank reagent: No
CRP determination was performed on the serum of 20 patients with malignant 

liver pathology in whom AFP and CEA concentrations were also measured. Diag-
nosis of these patients was made on the basis of clinical, imagery, laboratory, and 
biopsy data. Patients had received medical, surgical, chemotherapy or a combination 
of both therapies. Measurements were performed using an immunoturbidimetric kit 
and a programmable photometer, on which the above soft ware was installed. The 
data obtained are given in Table 5.
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Table number 5. CRP concentration in 20 patients with malignant liver pathol-
ogy.

Number Name Surname
(fi rst lett ers)

CRP (mg/ml)

1 V.P 21.1
2 E.L 4.49
3 S.P 11.9
4 A.L 43.2
5 V.S 63.8
6 V.R 5.72
7 Z.S 62.6
8 B.K 6.25
9 S.M 7.75
10 A.A 36.6
11 Z.D 55.4
12 F.S 57.4
13 R.Z 140.0
14 H.K 80.0
15 N.B 60.0
16 A.K 64.0
17 R.F 160.0
18 R.C 80.0
19 I.M 62.0
20 K.L 64.0

CRP concentration data in 20 patients with malignant liver pathology were sta-
tistically processed. The data obtained are given in table No.6.

Group name
Number of 

cases
 N

Average 
Value

X

Standard De-
viation 

S.D
T-test

Patients with 
malignant pa-
thology

20 43.7 37.0 tllog < 
tt ab

P<0.001Normal Pa-
tients

20 2.5 1.5

Table number 6. Statistical mathematical processing data for CRP concentration, 
in 20 patients, with malignant liver pathology. The data show that in malignant liver 
pathologies, CRP levels are high, on average 17 times higher than normal levels.

This decrease in CRP values   in malignant liver pathologies is statistically reliable, 
as evidenced by the T-test (P <0.001). This experimental fact can be explained for two 
reasons:

- Malignant liver pathologies are associated with necrotic processes of the 
aff ected tissue and it has already been proven that necrotic processes increase the 
concentration of CRP in blood serum.

- In malignant pathologies, there is always an element of infl ammation, and this 
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is another cause for increased CRP concentration. Such a conclusion is supported 
by literature sources (Shauma C. Anderson, Susan Coc Kayn. Clinical chemistry, 
1993, 1999). Either way CRP is a non-specifi c marker. This is because CRP is also 
increased during the organism’s immune response to infection, tissue destruction, 
cell necrosis, malignant pathologies.However coupled with other biochemical tests, 
CRP has its values   for diff erential diagnosis. It is worth adding to the list of classic 
and contemporary tumor markers of malignant pathologies CRP determination.

Conclusions

1. Study data indicate that in malignant liver pathologies, there is a statistically signifi cant 
increase in the concentration of AFP in blood serum. (P <0.001)
2. Also in malignant liver pathologies the concentration of CEA in blood serum increases 
statistically signifi cantly (P <0.001)
3. In malignant liver pathologies the concentration of CRP in blood serum is also signifi cantly 
(P <0.001) increased, which proves the presence of necrosis and infl ammation in these 
pathologies.
4. In the list of classic and contemporary liver tumor markers such as ALP, LDH, CA-19.9, 
CEA may also be added AFP and CRP.
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Innovations of Directive 2011/83/EU on Consumer Protection 

PhD C.  Entiola Pano (Lazri)

Abstract

The Directive 2011/83/EU "On Consumer Rights" and the Proposal of the Regulation of the 
European Parliament and of the Council "On the Right of Common European Sales" represent 
two specifi c and important interferences in the panorama of European contract law. These 
two acts are closely related and their formulation comes from a long experience of refl ecting 
on the most appropriate techniques to pursue the objectives of national law harmonization.
The barriers existing to contract law legislation not only prevented professionals (traders, 
sellers) from enjoying the full potential of the internal market, but were also a barrier for 
consumers as well. This also aff ected the trade between Member States, where imports and 
competition were lower than the expectations of the European Community. The variety 
of national contract legislation aff ected a limited trade between Member States, where the 
consumer was disadvantaged and faced with some limited choices for diff erent products, and 
had to pay high prices. There were also major barriers for professionals, especially concerning 
transactions between companies in diff erent Community countries, as well as between 
companies and consumers.
For any economic operation, contracts are a necessary legal instrument. Thus, there was a 
growing need to identify and negotiate the European contracting legislation into force, to fi nd 
applicable provisions for the unifi cation of contractual relations.
Member States' consumer protection legislation started to complete under the infl uence of 
European directives, refl ecting the conceptual link to new relationships created in the area of 
contractual obligations to sell goods. This set the legal and institutional basis for a systematic 
development in terms of protecting consumer rights and acting of relevant structures to 
ensure the implementation of these rights.

Keywords: consumer, professional, consumer sales contract, goods and service, the right of 
withdrawal, the right to Information.

Introduction

Changes in national legislation contracts were barriers that prevented consumers and 
professionals to benefi t from the facilities or advantages of the internal market. Such 
barriers would be greatly reduced if contracts could be based on a single set of rules, 
regardless of which European country the parties were located. This uniform body 
of contract law rules had to regulate the contract throughout its life cycle, including 
many important aspects of it. 1 A common European law on consumer sales contracts 
had to be fully harmonized and had to include a full body of mandatory consumer 
protection rules. In accordance with Article 114, paragraph 3 of the Treaty, these 
standards could provide a high level of consumer protection in order to strengthen 
their confi dence in a common European sales legislation and encourage them to 
enter into cross-border contracts.
The European Commission through Directive 2011/83 / EU aimed at revising four 

1  References to “Proposal of the Regulation of the European Parliament and Council concerning a 
common European sales law” Dossier n. 77 / DN 16 .11. 2011.
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directives dealing with the regulation of consumer relations. 2 The review aimed to 
create "some sort of European consumer rights statute" to have a capable internal 
market labeled as "the right balance between a high level of consumer protection 
and business competitiveness".3 It was therefore a need for the Community to 
harmonize, among the Member States, some aspects of distance contracts and 
contracts negotiated outside commercial premises. This harmonization would 
positively infl uence the promotion of an eff ective internal market for consumers, in 
order to strike the right balance between a high level of consumer protection and the 
competitiveness of companies.
The need to intervene in the acquis communautaire in the fi eld of consumer rights 
was justifi ed by the need to eliminate the inconsistencies between the defi nitions 
made in the previous directives. Their implementation by the Member States has 
been controversial as there could be duplicate interpretations because they were 
directives aiming at the minimal harmonization of consumer rights. Therefore the 
decision to maximize harmonization (so-called full harmonization intended) appears 
in the preamble of the Directive 2011/83 / EU sett ing out the aims and objectives of 
the European Parliament and the European Council.
Through maximum harmonization techniques, the European legislator has att empted 
to avoid the use of general clauses, such as confi dentiality or correctness, in order 
to uniformly and accurately regulate certain key aspects and problems arising in 
consumer sales contracts. Based on this principle, Member States may not adopt 
in their national legislation provisions which are outside the legal framework laid 
down in this Directive. Therefore there is an att empt at unifi cation with regard to 
these types of contracts, as member states are not permitt ed to draft  stricter or easier 
provisions in internal law than those laid down in Community legislation. 4 This is 
done in order to provide the European consumer with the same level of protection.

1. Consumer sales contracts under Directive 2011/83 / EU

If we are to address the content of the directive, the aim of the objective must be taken 
into account fi rst. The Directive, in fact, incorporates into a single framework the 
provisions relating to contracts negotiated away from commercial premises and to 
distance contracts, where the latt er do not prejudice certain aspects. So this directive 
defi ned two important legal notions regarding the defi nition of these two types of 
consumer sales contracts.
The choice of maximum harmonization has caused resistance from some national 
governments motivated above all by the thought that the intervention provided 
for by the proposal for a directive was not justifi ed on the basis of the principles 

2  Directive 85/577 / EEC "On contracts negotiated away from commercial premises" (Offi  cial 
Journal of the European Union L 372, dated 31.12.1985); Directive 93/13 / EEC "On unfair terms in 
consumer contracts" (Offi  cial Journal of the European Union L 95, dated 21.04.1993); Directive 97/7 
/ EC "On the protection of consumers in distance contracts" (Offi  cial Journal of the European Union 
L 144, dated 04.06.1997); Directive 1999/44 / EC "On certain aspects of the sale and guarantees of 
consumer goods" (Offi  cial Journal of the European Union L 171, dated 07.07.1999). 
3  Point 4 of the Preamble of EU Directive 2011/83 (Offi  cial Journal of the European Union L 304/64 
of 22 November 2011). 
4  Defi nitions made by Article 4 of EU Directive 2011/83 (Offi  cial Journal of the European Union L 
304/64, dated 22.11.2011).
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of subsidiarity and proportionality. 5 There would also be consequences for the 
existence of a common regulation, as it would aff ect the activity of member states, 
which would no longer have any discretion in this area. The European Commission, 
in response to criticisms for choosing full harmonization, has justifi ed the maximum 
harmonization approach, citing that the aim of contributing to the proper functioning 
of the internal market, achieving a high level of consumer protection, can only be 
achieved, ensuring regulatory uniformity in the European single market6. 
The Directive stipulates that in accordance with the principle of proportionality there 
must be limits to what is necessary to achieve the ultimate objective. In the context 
of the promotion and implementation of the internal market, the legal basis for the 
regulatory activity of this Directive is based also on Articles 114 and 169 of the Treaty 
on the Functioning of the European Union, related precisely to consumer protection 
and harmonization of legislation.7

However, it should be said that Directive 2011/83 / EU had an ambitious purpose, as 
it aimed to regulate previously untreated contractual relations, trying to adapt it to 
the Member States' domestic legislation.
1.1 Distance selling contracts
According to the preamble - “Distance contract shall mean a contract concluded 
between the consumer and the professional within an organized scheme of distance 
selling or service provision, through the exclusive use of one or more distance 
communication means (orders by mail, internet, telephone or fax), means that work 
until the contract is concluded." This defi nition also includes situations in which the 
customer simply visits commercial premises to collect information on the goods or 
services, and then negotiates and terminates the contract in distance. On the other 
hand, a contract negotiated in the premises of a professional but concluded by means 
of telecommunications cannot be considered a distance contract. Also a contract 
initiated as a result of telecommunications but terminated in the professional premises 
of a professional cannot be considered a distance contract. 8 For the purposes of this 
defi nition, the concept of a distance contract may not exist when a consumer reserves 
or requires the provision of a service by a professional through telecommunications 
means, such as a customer calls to request an appointment with a tailor, hairdresser, 
shoemaker, etc.
In conclusion, the concept of organized distance selling or service provision should 
include those schemes, which are off ered by a professional away from commercial 
premises and mediated by a third party other than him. A typical example of the role 
of intermediate is the online platforms. However, the directive stipulates that cases 
in which websites provide information only for the professionals, the goods and / or 
5  See Article 5 of the Treaty of the European Union.
6  See paragraph no. 4 of the preamble of the Directive "Harmonization of certain aspects of 
distance contracts concluded by customers and contracts negotiated by them outside commercial 
premises is necessary to promote an eff ective internal consumer market, which strikes the right 
balance between high level of consumer protection and business competitiveness, ensuring 
compliance with the principle of subsidiarity”(Offi  cial Journal of the European Union L 304/64, 
dated 22.11.2011).
7  In this regard, see point 7 of the Preamble of the Directive where full harmonization will reduce 
the transactional / administrative costs of both parties, customers and above all entrepreneurs, as 
well as guaranteeing the achievement of a high level of consumer protection. (Directive 2011/83 / 
EU (Offi  cial Journal of the European Union L 304/64, dated 22.11.2011)).
8  See point no. 20 of the Preamble of the Directive 2011/83 / EU (Offi  cial Journal of the European 
Union L 304/64 of 22 November 2011). 
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services he provides, and its contact details, should remain exempt from these types 
of contracts.

1.2 Contracts concluded away from commercial premises
According to the preamble - "A contract negotiated outside the commercial premises 
shall be considered a contract relating to the physical and one-time presence of 
the professional and the consumer in a place other than the premises where the 
professional conducts commercial activity", for example a contract concluded at 
home or the workplace of the consumer. In this context, purchases made during an 
excursion organized by a professional in order to promote and sell products, which 
are purchased by customers present on the excursion, will be considered as contracts 
negotiated away from commercial premises. It should be said that outside the 
commercial premises the customer may feel weaker, as he may be under potential 
psychological pressure or may face a surprise element, although he may have 
requested the visit of the professional himself. As mentioned, a contract negotiated 
outside the commercial premises should include situations in which the consumer 
has consciously approached outside the premises. This conscious determination 
of consumer to conclude a contract away from commercial premises applies if the 
contract can be concluded immediately aft erwards on the professional premises or 
via distance communication.9

The defi nition of a contract negotiated outside of commercial premises does not 
include situations in which professionals go to the consumer's home for the sole 
purpose of advertising or aff ecting consumer rating. As for the contract it is concluded 
at a later time in the business premises, or through distance communications based 
solely on the professional evaluation. So in this case there is no commitment from the 
consumer, but the professional tries to infl uence his psyche to sell a product or off er 
a service. Also in such cases the customer has had time to refl ect on the valuation 
provided by the professionals before terminating the contract.
In conclusion, the concept of organized sales outside commercial premises relates to 
two conditions. First, the contract must be related to the physical and simultaneous 
presence of both the professional and the consumer. Secondly, it is required that 
the contract between the professional and the consumer is executed in a location 
quite diff erent from the commercial premises where the professional conducts his 
business.

2. The main principles of the directive

Concerning pro-consumer policies, the European Union has made a great eff ort to 
create the conditions and opportunities to promote consumer interests in order to 
ensure a high level of consumer protection. It should be said that by designing and 
implementing the right policies the European Union has a duty to promote the right 
to information and education of consumers.10

9  See point no. 21 of the Preamble to Directive 2011/83 / EU (Offi  cial Journal of the European Union 
L 304/64 of 22 November 2011).
10  Article 169 (ex Article 153 TEC) Consumer Protection. Treaty on the Functioning of the European 
Union. (Offi  cial Journal of the European Union C 306 dated 17/12/2007).
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1.1. Obligations to provide information
Inequality of access to information between consumers and professionals had an 
interesting impact on the draft ing of Directive 2011/83 / EU, having created an 
irrefutable link between legal obligation to provide information and the right to 
acquire it. In fact, competition and market development required the establishment 
of a balance between consumers and professionals, in order to be able to negotiate 
between them for the realization of a consumer sales contract for goods or services. 
In this it intended to eliminate the overlap of the professional, as a strong subject in 
the market. Therefore, the directive in question places a great deal of importance on 
the obligation to provide appropriate and complete information to the consumer 
so that he does not position himself as a weak contracting party. The information 
presented by a professional or trader should be as functional and useful as possible 
for the consumer. The directive stipulates as a legal obligation that the professional 
must present the goods or services in a clear, legible and distinct way, and they must 
be understandable to the consumer in order for him to understand the consequences 
of his choices in a contract of consumer sales.11

So the obligation to provide information set out in this directive has fundamentally 
changed the way the parties position themselves in the consumer sale contract. 
The professional and the customer appear as parties, aiming to establish a correct 
contractual relationship by becoming part of the general contract discipline. The 
contractual will that the professional and the consumer intend to realize between 
them is an essential part of the consumer sales contract, as it is based on the express 
consent of the parties and cannot be modifi ed unilaterally.

1.2. The right to withdraw
Directive 2011/83 / EU clearly sets out the conditions, methods, information and 
consequences of exercising the right of withdrawal in distance contracts or consumer 
sales contracts negotiated outside commercial premises. These determinations 
were certainly an innovation in the fi eld of consumer protection and many of the 
Court of Justice's rulings have been taken into account. The level of protection 
off ered to consumers in this area is really high, as it aims to create greater consumer 
confi dence, reducing costs imposed by businesses or commercial companies, as well 
as simplifying distance trading reports. In principle, this directive stipulates that the 
customer has a period of fourteen days to withdraw from a distance or negotiated 
consumer sale contract without having to provide any reason and without incurring 
any extra costs. The beginning of the deadline for exercising the right of withdrawal 
is diff erent in consumer sales contracts. 
Thus in the service contract the right of the customer to withdraw starts from the day 
of entering into this contract. Whereas in contracts with the object of supply of goods, 
the period for the exercise of the right of withdrawal shall commence on the day of 
delivery of the goods to the consumer, or to the subject indicated by him (other than 
the carrier). Whereas in contracts for the supply of water, gas or electricity, when 
they are not off ered for sale in a limited volume or in a specifi c quantity, the period 
for the exercise of the right of consumer withdrawal shall commence on the day 
of entering into the contract. Also for related contracts for central heating and for 
11  See Article 5 and Article 6, Directive 2011/83 / EU (Offi  cial Journal of the European Union L 
304/64 of 22 November 2011).
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digital services, the deadline for exercising the right of consumer withdrawal starts 
from the day of entering into the respective contract.12

In exercising this right, the burden of proof rests with the consumer, who must 
express his claim on plausible grounds for withdrawal from the contract within the 
time limit set by the directive. In case the customer rethinks the receipt of the goods 
or services, he should not make any overpayment, as this would be considered 
a penalty for his actions. Changing the opinion of the contract entered into, or 
otherwise called the consumer's right to withdraw, is only intended to protect the 
subject prior to a purchase that presents particular risks to it. The reasons that lead 
the buyer to withdraw from a contract of consumer sales are various. For example in 
the case of contracts concluded outside the commercial premises, the way or method 
of the professional (trader) to contact the client (customer) may have a non-positive 
or strange eff ect. In contracts concluded in distance the customer may withdraw 
from the receipt of goods, as he is doubtful of their quality, because he cannot see it 
before buying.
The professional or company providing the consumer sales contract for a good or 
service has an obligation to inform the consumer of the existence and conditions 
of the exercise of the right of withdrawal. If the professional does not provide this 
information to the consumer then the directive sets penalties. So this right of the 
consumer to re-evaluate the purchase is related to the sett ing of a deadline within 
which the withdrawal should take place. If the professional has not provided the 
consumer with all the relevant information on the terms and the right of withdrawal 
from the consumer sale contract, the term of the consumer withdrawal expires twelve 
months aft er the initial withdrawal period. So the period within which the consumer 
is entitled to rethink the purchase of a good or service through a consumer contract 
is twelve months plus fourteen days.13 The Directive clearly states that the consumer 
is obliged, before the expiry of the withdrawal period, to inform the professional of 
his decision to exercise the right of withdrawal from the contract.
It has to be said that the form of how the consumer should withdraw is not mandatory 
for him, as he can withdraw in any form. The only condition is that the consumer 
must be able to clearly and distinctly express the desire to withdraw. So in these 
circumstances the burden of proof falls on the customer, who must exercise the right 
to withdraw from the contract on credible and acceptable grounds.
In principle, the directive leaves room for exceptions from the right of withdrawal 
for some types of consumer sales contracts14. Withdrawal rules do not apply to 
those consumer sales contracts where the return of purchased goods is not possible 
or inappropriate, or customer withdrawal would be too burdensome for the 
professional.15 
If these contracts will be grouped according to the specifi c asset, then there will be 
as follows:  
a) Consumer sales contracts where the right of consumer withdrawal is 

12  See Article 9, Directive 2011/83 / EC (Offi  cial Journal of the European Union L 304/64 of 22 
November 2011).
13  See Article 10 paragraph 1, Directive 2011/83 / EU (Offi  cial Journal of the European Union L 
304/64, 22.11.2011).
14  See Article 16, Directive 2011/83 / EU (Offi  cial Journal of the European Union L 304/64, 22.11.2011).
15  Alberto Maria Gambino dhe Gilberto Nava “I Nuovi Diritt i Dei Consumatori” pg. 118, edition of 
the year 2014 (ISBN: 978887524916).
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impossible to enforce. As an example - the sales contracts of highly personalized or 
highly ordered goods; - contracts of sale of goods which, aft er delivery, are naturally 
mixed with other goods, e.g. providing catering service; - contracts of sale of those 
kinds of goods which may deteriorate or expire within a very short time; - contracts 
for securing the purchase of closed audio or video recordings, or closed computer 
soft ware that are opened aft er delivery, etc.
b) Consumer sales contracts, where the consumer's right to withdraw is 
inappropriate to enforce. Examples include - contracts for the purchase of goods 
through public auctions, - contracts for the sale of sealed goods for hygiene or health 
protection which are opened aft er delivery; - contracts for the sale of newspapers 
and magazines periodically, etc.
c) Consumer sales contracts where the right of consumer to withdraw has serious 
consequences for the professional. As an example - contracts for the sale of goods or 
services the price of which is linked to fl uctuations in the fi nancial market where the 
professional is unable to control it; - contracts in which the consumer has specifi cally 
requested a visit by the professional to perform urgent repair or maintenance work, 
which aff ects the professional costs of the professional; - contracts for the supply of 
digital content, if the execution begins with the express agreement of the consumer 
and his acceptance of the terms of implementation of the contract, etc.

Conclusions

From what we have discussed so far, in essence, this directive aims to streamline the 
discipline for this category of contracts by uniting them on the basis of structural 
features. Article 3 point 1 stipulates that the directive "shall apply ... to any contract 
concluded between a professional and a consumer ..", with the aim of revising 
and supplementing the directive on contracts negotiated away from commercial 
premises (Directive 85/577 / EC) and Directive on distance contracts (Directive 97/7 
/ EC), which also led to their repeal. It also regulated the Directive 93/13 / EC "On 
the question of abusive clauses" and the Directive 1999/44 / CE "On the sale and 
guarantee of consumer goods".Directive 2000/31 / EU, as a minimum harmonization 
directive, set the stage for the development of the economic sector associated with so-
called e-commerce contracts, promoting competition and ensuring greater security 
for users of electronic networks; Whereas with Directive 2011/83 / EU the European 
legislator set up a real system of protection for consumers as part of telematics 
contracts, increasing their safety and trust. This directive also applied to water, gas 
and electricity supply contracts when these goods were sold in limited quantities. 
This Directive does not apply to real estate rights transfer contracts, gambling, 
fi nancial services, travel packages, nor passenger transport services.16

As is oft en the case in the regulatory provisions of the acquis communautaire, Article 
2 of the directive lays down various defi nitions of key notions. Thus the defi nition 
of consumer remains the same as that of other directives. "Customer" means any 
natural person who, in the contracts covered by this Directive, acts for purposes 
other than his trade, business, craft  or profession. "Professional" means any public or 
private natural or legal person acting within the scope of his commercial, industrial, 
16  Sara Perugini  “Il public enforcement e la tutela del consumatore dopo il recepimento della 
dirett iva 2011/83/UE” published on 21 may 2014 on: www.giustiziacivile.com
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craft  or professional business in the contracts covered by this Directive. The novelty 
is that as a "professional" will mean any other person acting on his behalf or for 
its own account (company, society etc.). Interest represents also the point 5 and 6 
of Article 2, as there is a diff erence between sales contracts and particularly useful 
service contracts, especially with regard to the regulation of the act of withdrawal 
from the contract.
Directive 2011/83 / EU is a maximum harmonization directive17, therefore Member 
States may not have or adopt "very stringent provisions to guarantee the consumer 
another level of protection". However, the directive leaves open the possibility for 
Member States in some cases to renounce, for bett er or for worse, the standards set 
by the State itself. 18 For example, this applies to the content of obligations for prior 
contractual information in contracts other than distance contracts, or negotiated 
away from commercial premises. It should be said that this determination may aff ect 
the lowering of the standard of consumer protection by Member States, which is 
contrary to the aims of the directive itself. This brings the impossibility of having a 
unifi ed law at European level.
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Abstract

The sector of telecommunication services in Albania has undergone enormous changes over 
the past two decades. The decline in fi xed services in number in prices but more importantly 
the decline in the use and perception of customers and the amazing growth of mobile services 
were mostly observed in any city in Albania.
This paper takes into consideration mobile services and their marketing strategies, as they 
reach this market and how to fulfi ll their objectives. The focus of this study in marketing 
strategies and marketing mix will be specifi cally the quality of service that is off ered by 
cellular companies in Albania. Also, the strategy applied will be tested if it delivers or bett er 
to say the translation in the quality perceived by the customer and their assessment of their 
respective companies.
The study was conducted in the Albanian market in the years 2016-2017. The study will include 
a representative sample for the Albanian market and measure and compare the quality of 
services through instruments such as Servqual. In the data analysis it shows that there are 
statistically signifi cant diff erences in the quality off ered by mobile companies in Albania and 
the quality perceived by the client, even though the services off ered, packages and products 
are of a more homogeneous nature. The primary data obtained in this study indicate that 
companies in addition to suitable marketing strategies and benchmarking with other market 
players should bear in mind the integrated marketing communication and placing customer 
and values at the center of services off ered.

Keywords: Albania Telecommunication, Mobile Networks, Marketing Strategy, Quality of 
Service, IMC.

1. Introduction 

The main trends of development of telecommunications in Albania in 2016 were: 
 The substantial increase in the use of broadband access services from mobile 

networks;
 Steady growth of broadband access from fi xed networks, albeit slower than in 

previous years rates;
 Increased use of integrated packages in fi xed and mobile networks;
 Declining use of traditional telephone services (fi xed and mobile);
 Decrease of net profi ts and profi t rates for the main entrepreneurs of electronic 

communications networks.
The number of active mobile users at the end of 2016 was 3.4 million, representing 
a decrease of 2.1% compared to 2015. In terms of number of users according to SIM 
cards in 2016 were about 5.3 million user accounts with an increase 7.8 % compared 
to 2015. the population of Albania on 1 January 2017, resulted in 2.88 million, 
increased for the fi rst time since 2001. compared with a year earlier population grew 
by one thousand inhabitants. On 1 January 2017, the resident population of Albania 
estimated 2,876,591 inhabitants, compared with 2,875,592 that was 1 January 2016. 
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During 2016, they were born about 32 thousand babies and have died and about 
21 thousand people. The natural growth of population was positive by about 11 
thousand people. On the other hand, Net migration has increased in comparison 
with the previous year although it still remains negative. For the fi rst time since 2001, 
net migration exceeded natural increase, resulting in a slight increase in the number 
of resident population on 1 January 2017.1

It is noted that there is a handset distribution and numbers of SIM cards bigger 
than active Albanian population registered in the offi  cial numbers. This shows the 
growing development of the population and shows that many users owning more 
than one mobile number to benefi t from various off ers from more than one mobile 
operator using mobile technology which allows to place more than one SIM card in 
the devices. The number of active users, that used the number in the last 3 months 
of service with broadband access from mobile networks (3G / 4G cellular devices 
and USB cards / modem) in 2016 was 1.7 million, which represents a growth of 30 % 
compared with 2015.
From the quarterly data on the performance of mobile user number is noted that 
in the fourth quarter 2016 indicators are declining 2.5 to 8 percent compared to the 
third quarter 2016. The decline in the fourth quarter of 2016 comes aft er the huge 
growth in the quarter third in 2016, which is explained by seasonal eff ects of the 
months of July-August to coincide with the tourist season and the return of migrants 
in Albania. However, the number of mobile phone users in the period 2014-2016 
shows that there are fl uctuations, but nearly at their already mature levels, while 
the number of mobile broadband access users has upward trend, despite seasonal 
eff ects.
Increased use of broadband access by 3G / 4G mobile networks in recent years is also 
seen in the increasing volume of data transmitt ed over wireless networks. In 2014 the 
annual growth of data traffi  c in mobile networks was 148%, and this trend persisted 
in the years 2015 and 2016 where the annual growth was 103% and 110% respectively. 
In the period 2013-2016 the volume of Internet access data in mobile networks has 
increased more than 10 times the total. Number of phone calls generated by mobile 
users in 2016 was reduced by 8% compared with 2015, while the number SMS 
messages sent by mobile users resulted in a modest increase of 1%.
The trend of decreasing and / or growth rates of use of calls and SMS and mobile 
broadband access growing trend in the last 2- 3 years are indicative of the eff ect 
of replacing telephone calls and SMS messages with applications that use voice 
through internet, VOIP. During 2016, an active mobile users ( a user that has used 
phone communication in the last three months) has performed an average of 166 
minutes outgoing calls, sent 39 SMS messages per month and has consumed 1:48 MB 
broadband Internet. These values   are use to drop 9% for calls and SMS unchanged 
compared with 2015, while the average internet use in mobile has increased by 68%.
Meanwhile in 2016 a mobile user who has used the Internet at least once per year, 
on average used 954 MB of data per month on the Internet compared to 541 MB in 
2015, then increased by 76%.As mentioned in the report annual of 2015, on July 1, 
2015 came into force mobile operators the obligation of non-discrimination in call 
rates within the network and to other national mobile networks. Continuation of 
1  INSTAT, 2017. Institute of Statistics, the population of Albania ( htt p://www.instat.gov.al/
media/372083/popullsia_1_janar_2017___.pdf) The 08/12/2017 access. 
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implementation of these obligations in 2016 has led to other signifi cant changes in 
the level of calls by destination and their structure.
With the overall appearance of fi xed and mobile telephony market, customers are 
divided between four operators currently on the market. This division is not equal 
as can be expected, market segmentation is done in diff erent parts of the operators 
segments’. Customers on their side, want to know if the prices and off erings received 
by their company are the best in the market, and how happy they are and how 
informed.
Marketing strategies used by companies ranging in diff erent segments and in the 
segregation of these segments as can be: age, economic status, urban or rural areas, 
household income, employment status etc. This is confi rmed when the market share 
of Vodafone for instance, is the biggest even though it entered later that Telekom and 
has a large market share. Their ‘club’ program has done very well in rural areas and 
bett er customer retention. Are satisfi ed customers of companies with their operator, 
and how they evaluate the company? If customers have high ratings of the company's 
services and their marketing strategies it will defi nitely be a basic foundation where 
the company can continue to build customer base and deliver services to existing ones.
The change in customer perceptions and magnitude of this change will be the 
focus of this study. In marketing, perception is so important and oft en much more 
important than reality. In this respect the expectations of customers and assessment 
of the respective companies are of critical importance to the survival of the company 
in the market in the long term.

2. Study Limitations

Primary data were collected from respondents through a survey using a questionnaire 
developed for the study. It is diffi  cult to control some reasonable restrictions to social 
surveys such as openness in the respondents' answers. It is likely that the respondents' 
answers can be aff ected by their availability and their information restrictions. 
Respondents can interpret questions diff erently from what was the purpose of the 
inclusion of these questions and it can result in incorrect answers. Although it is 
shown the utmost care to ensure the reliability and validity of the questionnaire, the 
possibility of such errors can not be completely excluded.
The study is designed to identify and illustrate the diff erent marketing strategies 
adopted by telecom service providers for the marketing of cellular phone services 
to third-generation and fourth mobile telephony services, and Internet services in 
mobile among retail customers. marketing strategies related to wholesale business 
and Business to Business (B2B), off ered by telecommunications service providers are 
not considered in this study. The telecommunications services market is very dynamic 
and extremely competitive. Taking into account the specifi c purpose and objectives 
of the study, these restrictions, however, do not aff ect the quality of research.

3. Marketing Strategies about the service - People, Part Physical Processes

Services are largely intangible; consumers are increasingly looking for evidence of 
service in every interaction you have with the organization. Three main categories 
of evidence as experienced by consumers are people with whom we interact, the 
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processes through which the services are off ered physical interaction and the 
company. These elements are referred to as a marketing add or across the marketing 
mix expansion that companies cannot but take into account and do not work for 
these because these services or 3P-extra marketing services have an important place 
in customer experience choices and their impact, current or future.

3.1. People
All human elements involved in providing services or supplying services aff ect the 
perceptions of buyers. The customer care personnel, maintenance personnel, persons 
representing the company, and other customers play a vital role in marketing services. 
The provider of telecom services in strategically managing human element primarily 
through providing information. Customer care and personnel of the call center are 
professionally trained. Telecom service providers off er excellent support for client 
contact points. They use IT skills to extend service to these points which refl ect the 
customer service. The service provider will dictate terms to franchisees about the 
code of conduct, dress code, personal cleansing, att itude and behavior while acting 
with the client. Franchises benefi t from profi table business relationships. These 
dealerships or shops companies receive with great dexterity employees in order to 
give them enough knowledge along with proper IT support to care for clients.

3.2. Physical Evidence
Physical evidence is the environment in which the service is provided and where 
fi rms and consumers interact, and anything tangible component that facilitates 
communication performance or service. telecom service providers are eager to 
prove their presence through staff  clothing, uniforms, brochures, information sheets 
on off ers and bids, business cards, etc. Fees that are changing are immediately 
updated and made available to all retailers or wholesalers. Their physical presence 
is evident even in rural areas. The cell phone companies mainly rely on customer 
care centers and sales network to prove physical presence. As part of establishing 
eligibility, telecom service providers to off er value-added services to customers for a 
limited period. This is followed by various sales promotion techniques and to att ract 
enthusiastic consumers of the services subscribers. Advertising, events, important 
events and public relations help to build physical evidence.

3.3. Process
Current procedures, mechanisms and fl ow of activities by which the service is 
made possible is called process. The sector providers fully utilize retailer network 
to distribute their products and services. The process and procedures to obtain 
numbers and Internet services in Albania are very simple. Despite this, customers 
must cope with the loss of time and calculating the most appropriate time for them 
and should consider, process, required documents, the speed and the choice between 
the diff erent off ers. Sellers are motivated by a scheme of bonuses, base salary and a 
percentage on sales targets, incentives and other appropriate support to increase 
their sales.
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4.  Mobile market analysis 

If we take a general look at the revenues of mobile and fi xed network operators have 
had over the years 2008 to 2017 there will be seen fl uctuations and a downward 
trend for these revenues. The decline is signifi cant and if we take as the base year 
2008 the operators' revenues were 60 billion aft er entry even fourth operator Plus 
Communication, in 2010, we see that there is more decline in profi ts and remember 
that prices for fi nal consumers at this time have started to decrease signifi cantly. 
These prices monthly packages up to 500 lek were kept on the market until the fi nal 
exit of Plus Communication at the end of 2017. Aft er the exit of the latest, prices  re-
doubled the level of those that had been during this time.
For 2017, revenues of the four largest operators of mobile services accounted for 91-
92% of all telecommunication market revenue. The income of these operators was 
reduced by 13% in 2017.

Figure 1-Electronical Communication Income

Source: AKEP. 2017. Annual Report 2017.
According to data AKEP(Albanian Authority for Electronic and Postal Services) has 
a market share by revenue for operators and it can be noticed that there is a market 
dominated by Vodafone as a leader and Telecom in second place as expected. The 
part of Plus Communication which is the smallest on the market almost comparable 
with the market share of alternative operators. Albtelecom with two companies 
mobile and fi xed has reached a signifi cant proportion comparable to the acquisition 
of Telecom.

Figure 2- Income by operators 2017
Source: AKEP Report 2017.
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One of the more important trends that were observed in 2017 is nearly doubling 
the use of data or in mobile internet and not only. Although other indicators such 
as calls, profi ts, spending per person etc. are decreasing in 2017 from 2016, the 
broadband Internet use is growing almost twice or more with 71% growth. During 
the years 2013-2017 there was an increase of broadband users but 65% of the data 
volume has grown more than 18 times during this period. See also the unstoppable 
downward trend of international incoming calls by around 44% decline in 2017, but 
if we compare with 2013, a four-fold decrease.
In terms of broadband wireless network in 3G and 4G networks has increased by 
22% of users. Also penetration in the population of active users of broadband access 
has seen a signifi cant increase, from 60% in 2016 to 72% at the end of 2017. This 
is an upward trend of population where now even the elderly have started to use 
social networks and communication networks via the internet, as Whatsapp, Viber, 
Facebook etc

Figure 3- Broadband Penetration
Source: AKEP Report 2017.

A downward trend has undergone traffi  c of telephone calls and the total number 
of SMS messages in 2017. Telephone calls have been reduced by 3% compared with 
2016, while telephone messages are reduced by 13% compared to 2016. 
Market share by operator has also undergone some changes it, but generally is kept 
intactt he existing status quo with the market leader Vodafone and Telecom closest 
pursuer, then it comes Eagle Mobile and Plus Communication that are a litt le behind.  
So, Vodafone, although it has undergone some shrinkage of indicators is still the 
market leader with most indicators at the level of 50% of the market. For data traffi  c 
and SMS Vodafone reaches 56% of all visitor’s market. With the exit of the operator 
Plus,AKEP should be att entive to consumer protection and secure their agreement 
about pricing oligopoly among companies which results in consumers damage in 
this sense. The total fees that average normal client has paid for 2017 was about 509 
leks per month, with a charge per minute around 3:12 ALL
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4.1.  Analysis of Strategies in Mobile Services 

Figure 4- Development of the Mobile Marketing Strateg
Using the handset, marketers can now go beyond pure exposure and expect more 
than the brand impact of their customers - now they can aim and require brand 
engagement. The unparalleled depth of interaction between their customers and 
mobile phones that exist today, along with providing advertising capability in 
wireless networks to control the environment off ers advertisers opportunities to 
build meaningful brands than any another time in advertising history. How can 
they be integrated into mobile networks in the mix designed to support the overall 
marketing objectives, and the measure of its eff ectiveness?
Critical success factors for the content in the mobile marketing campaigns:�
• Relevance: The content of advertising should be targeted. Consumers think they 
would consider downloading and paying for sponsored content as long as it is 
important.
• Cost: Although customers are extremely price sensitive, they show their willingness 
to pay for content that they perceive as valuable.
• Awareness: Customers immediately realize that there is a relationship between 
brands and associated content that they have experienced through other channels, 
for example, an advertisement made through social networks or TV.
• Brand loyalty: Customers perceive some brands as trusted and they benefi t 
gett ing the content pushing through customer and more frequent purchases without 
hesitation.
• Suitable content of videos or advertising spot should be designed to meet the 
mobile needs. If ads or video is suffi  ciently reliable, the brand is known and low cost 
then users will download the program or to make a purchase immediately aft er see 
advertising.
When a marketing strategy, initially in the simplest manner to be determined 
is where the brand or business or sales is generally achieved. When determining 
where it should actually be then it should be measured and analyzed the current 
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market share, sales, profi t, customer base, product awareness and brand position in 
the market. It can also be seen in the historical and current use of mobile media and 
use of mobile media from the competition. Then the company can determine where 
the objective will be established to achieve using the same variables. In this objective 
the company should include restrictions or those variables that mobile network 
marketing strategy cannot reach or infl uence.
Advertising aimed at a target market to enhance or modify its behavior in relation to 
a particular brand. The targeted can be regular users of a competitor, or brand user 
that is doing the marketing campaign. Customers can have low brand recognition or 
negative perception so that the company may want to shift  the pendulum of consumer 
perception back to its favor. To reach those customers who are currently clients, they 
have to show their media behavior, clear and fair understanding of demographic 
variables and perceived values, personalities and att itudes. The response rates to 
marketing campaigns is extremely high, over 5% based on the fi eld authors.
Brand owners generally believe that to be eff ective, their advertising should 
infl uence what people believe about their brand before they can expect a change in 
purchasing behavior. Advertising aff ecting many people who are generally positive 
feeling about a brand and will consider its purchase. However, customers struggle 
to new brands, advertising can create brand awareness that leads to product trial. 
So, when developing marketing strategy and advertising in mobile networks, it 
should be placed where the advertised brand is in its life cycle to determine if brand 
awareness is required. Production costs of advertising and marketing on cellular 
networks are very low compared with traditional media as it is likely to become 
a direct marketing on mobile users and is very effi  cient in this sense. These types 
of campaigns conducted in the target markets or target with minimal losses. This 
improves the chances that the marketing campaign is aff ecting the right target with 
the right message to draw the desired att itude toward the brand.

5. Quality of Service

5.1. Tangibility 
The fi rst is the quality of service palpability, in this study it is measured by four 
questions or variables. Tangibility has to do with the visible part of the services 
which the consumer sees or touches with the physical media or facilities where the 
service is consumed or becomes possible. Tangibility in this study is measured using 
four variables, based in fi eld research, these variables are: the company has modern 
and convenient stores for customers, the company's stores are att ractive visually, the 
appearance of staff  is professional and competent and pamphlets, brochures and 
materials promotional are visually att ractive.
Analysis of all variables by groups shows that the distribution does not change 
much, but it cannot be said to have a normal distribution for most or three variables 
in all groups. Distribution to the question related to whether the shops are att ractive 
visually measured by test Kolmogorov-Smirnov and Shapiro-Wilk is seen that 
there is a statistical signifi cance p less than 0.001 for all operators and 0001 for Plus 
Communication regarding test Kolmogorov-Smirnov. This indicates that the variable 
related to the company's stores are att ractive visually, null hypothesis assumes that 
variables do not have a statistically signifi cant diff erence from a normal distribution. 
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Being that the importance of the test with p less than 0.05 observed in this case.
The second question is related to the appearance of professional service and sales 
staff , as well as their professional ability. In connection with the distribution of this 
variable across groups surveyed are cell numbers or by user companies will be seen 
that the null hypothesis would be the assumption that there is a statistically signifi cant 
diff erence between variable and normal distribution. Seen from Table 17 that the 
observed results are a smaller statistical signifi cance of 0001 and the only diff erence is 
that group that belongs Plus Communication with statistical value of 0.002 and 0.019 
for the KS tests (Kolmogorov-Smirnov) and Shapiro Wilk respectively. This shows 
that although slightly higher value again is enough to reject the null hypothesis.

Table 1-Tests of Normality of Tangibility, Quality of Service

Source: Author Simulations
The third question is about the quality of modern shops and convenience of POS 
companies. Clearly in the case of Plus Communication it has a statistical signifi cance 
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value of 0.002 and 0.001 for the KS tests and Shapiro Wilk respectively. Regarding 
the other three operators are statistical values   smaller than 0.001. Based on this 
coeffi  cient it can be concluded that the null hypothesis that assumes that there is a 
statistically signifi cant diff erence between variables and normal distribution is not 
holding, and the alternative hypothesis stands. So, there is a statistically signifi cant 
diff erence between variables and normal distribution. The same also applies to the 
fourth question, which has to do with pamphlets, brochures and materials companies 
are att ractive visually.

Table 2- Homogeneity of Variances Tangibility 

Source: Author simulations
As can be clearly seen in Table 2 shows that the homogeneity of variances of two 
variables related to the visual appearance of the company's shops and professional 
competence of the service employees have the appearance of litt le statistical 
signifi cance smaller than 0.05. This means that the null hypothesis which assumes 
that the variables have equal variance across groups can be rejected, then it can be 
concluded that the variables of shops and employees have vision variance statistically 
signifi cant diff erent from one group to another. In the case of the other two questions 
dealing with the practicality and comfort of shops as well as pamphlets, brochures 
and publicity material it shows that there is a higher value than the coeffi  cient of 
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importance 0:05. This means that the hypothesis that assumes that variances are 
homogeneous along variables control groups cannot be dismissed. So, it can be 
concluded that there is no statistically signifi cant diff erence between the operators in 
terms of convenience stores and promotional materials and their appearance. In the 
case of statistically signifi cant diff erences will be checked by a post hoc test to which 
groups currently changing variances about these questions the quality of services.
Seen from the table of descriptors that in terms of visual perception shops and 
their comfort inside the POS Vodafone has a relatively higher average than other 
companies, the lowest in these two variables turns out to be Plus, indicator which 
can be explained as a lack of high investment based on the market share that the 
company owns and the late entry in the market as compared to other operators. As 
far as the average employee about professional pamphlets and promotional material 
appearance, Albtelecom and Eagle climbs in the fi rst place and Vodafone down in 
second place, with Telekom comes next and Plus at the end. It should be noted that 
the diff erence in the average user response is very small in absolute terms, and all 
averages are very close to number 4, which absolutely is a very good indicator for the 
value of service off ered in all cases. 

5.2 Reliability
The second indicator of quality of service is the company's reliability or credibility 
it has in the perception of its users. This indicator consists of fi ve variables or 
questions in the questionnaire, the questions related to the qualities of reliability that 
companies fail to inculcate in the minds of their customers, as they keep their word 
about the timing of service delivery, invoices, off ers. There are also concerns with the 
accuracy of data acquisition, such as minutes of the call contained in a package, the 
Internet off ers, the number of sms although in recent years shows that there is a shift  
from SMS and normal calls to network them with via internet, VoIP sms or social 
networks. One question involved in this quality indicator has to do with the way the 
service staff  interaction with network users.
If we look at test normality will notice a p statistic less that p = 0.001, which is the 
threshold where if it were the greatest value that the null hypothesis that assumes that 
there are statistically signifi cant diff erence between variable and normal distribution 
It will not stand. In this case, the null hypothesis cannot be rejected, therefore, there 
is a statistically signifi cant diff erence between the variables that are 5 questions of 
reliability and normal distribution. In the fi rst variable or what to do with fulfi lling 
the "promises", or the diff erence between what the company said in promotions 
or ads, and what really makes, there is a statistical value for the operator Plus 
Communication to exceed the control value. 05. It is noted that the test distribution 
normality performed by Kolmogorov-Smirnov test and Shapiro Wilk statistic shows 
that the value p found is greater than 0.05. This means that the null hypothesis, 
which assumes that there are no statistically signifi cant diff erences between variable 
and normal distribution cannot be rejected, then stays normal distribution for Plus 
Communication about keeping its promises to customers. It is seen that there is a 
statistically signifi cant diff erence with other operators on the same question.
Homogeneity of variances is checked to see if any of the variables or questions where 
there is a statistically signifi cant diff erence with respect to the mobile operators. It can 
be noted the value of statistics to fi ve questions, using the Levene’s test. It seems that 
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all the statistical values   are 0,05 and null hypothesis which assumes that variances 
are homogeneous and there are no signifi cant diff erences between variances. With 
the data that emerge from the analysis can be said that the null hypothesis cannot 
be rejected, therefore, the principle of homogeneity ofvariances is not aff ected. In 
comparison to the averages be seen that although there is a statistically signifi cant 
diff erence from one variable only slight diff erences between them. Albtelecom and 
Eagle seems to have a slightly higher average in four questions that measure the 
tangibility of services.

5.3 Time   of Response
Bett er known as reaction time is concerned with a much broader spectrum than 
simply responding to service employees of the respective companies have to 
problems or answers to users. Even in this indication availability and professionalism 
of employees is one of the key points. Initially they should have the readiness to 
help their customers about the problems they may encounter in using the number or 
problems related to payments etc. A deeper level of commitment to the customer and 
an indication that seems highly valued by customers is the desire and availability 
not only to respond to customer queries and requests and to help them about their 
problems.
Aft er the basis of this readiness and willingness or availability of assistance to the 
client, the aid and assistance should be given at the right time, without delay and 
possibly at the time the service is performed in order to assess a maximum of users. 
A readiness to help based on professionalism but if it is delayed or does not come at 
the right time will be less appreciated by the client and diff erent operators are well 
aware of this. As shown in Table 3 Descriptive speed of response or reaction time 
averages are very high, an indicator that confi rms the commitment of companies and 
their marketing strategies which are customer centered. It turns out that customers 
have an almost excellent rating for companies.
Plus Communication must do bett er in this regard because customers value their 
service but there is a diff erence with other companies. These data are valuable 
suggestions for companies for years that the study was conducted, i.e. suggestion 
Plus Communication is not valid because it has exited from the market on the date 
31.12.2017. But it turns out the study and how the assessment that this company has 
taken, whether it would be next to a company doing business in the mobile market 
in Albania would be worthwhile suggestion for them. In terms of homogeneity 
of variances for all groups it has value Levene statistics for questions 1,2,3 and 4 
respectively values   .37 .64 .671 and .704. From these indicators null hypothesis which 
assumes that there is no statistically signifi cant diff erence between the variables 
variances cannot be rejected because the value of p statistic is greater than 0.005 
which is the level of confi dence and limit to have been signifi cant diff erences between 
variances. 
If seen further in Anova's indicators for these answers of quality variables it will 
be seen that there is a statistically signifi cant diff erence between groups in variable 
employee provide fast service to customers. In the question for employees and 
providing prompt services it can be seen a statistical indicator value in 0032 between 
the groups in Table 3. This value indicates that there is a diff erence between variances 
of the groups in terms of responses to question employees off er quick services. 005 
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is the level of confi dence and limit to have been signifi cant diff erences between 
variances. 

Table 3-Descriptives - Time of Response
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Table 4-Anova – Time of   Response

Source: Author simulations

To see whether this value is further confi rmed it can be observed in ANOVA at 
robust tests of averages equality and Welch and Brown-Forsythe test. If these two 
tests mark the confl icting data between each other for the same input variables and 
then Welch test is preferred over Brown-Forsythe.
In post hoc multiple comparison tests it is made clear the diff erence between groups 
which is true. As seen in two tests performed Tukey HSD and Games-Howell post 
hoc, both converge on the fact that statistically signifi cant diff erence is between 
Albtelecom and Eagle Telecom Albania. It can be observed the averages for the 
second question that there is a relatively large diff erence between the average for the 
second response between Albtelecom and Eagle Telecom, this is the diff erence seen 
in Anova and post-hoc tests.
It can be concluded that Telekom should do bett er to increase the speed of delivery of 
its services and reach to convey this information to existing and potential customers. 
Telecom service is worth noting that on average it is valued highly by users of the 
company but there isa diff erence between this time and other competing companies, 
which should be taken into consideration and work in this direction.
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5.4 Safety
It is the fourth indicator of service quality measurement in this very important indicator 
is the indicator that customers associate their company in terms of reliability, safety 
and professionalism. Connection to the service employees, the fi rst is knowledge 
and professional competence, without which the interaction and connection will not 
be established in the absence of the basic premise. The second is how this knowledge 
and professionalism communicate to users during interactions, or behavior that they 
display to the user. Two premises fi rst create a cozy and convenient medium for 
customers to feel bett er and to trust service employees or sales points.
Regarding descriptors of this element of security is noticed that the fi rst two 
questions there is a result of relatively bett er values for Eagle Albtelecom, these are 
questions related to the trust that customers have in the service employees and the 
comfort these companies create to the users regarding interaction with them. In the 
other two questions it shows that Plus Communication has the highest average. 
These questions are related to the knowledge employees have about the company's 
services, ie professional competence, information and training they have and 
behavior of employees to their customers. Clients of the company greatly appreciate 
the company in these two indicators as opposed to competition. It is seen that there 
is a relative diff erence between the averages of the diff erent companies regarding 
the fourth element of service quality measurement. This diff erence tested whether 
there is a statistically signifi cant diff erence between the average number of mobile 
companies on questions dealing with security in telecom services.
From Anova table analysis for these variables can be seen that the statistical value is 
greater than 0.05 in all four questions, and it shows that the null hypothesis of what 
would be the assumption that there is no statistically signifi cant diff erence between 
variables averages by group It cannot be dismissed. The alternative hypothesis 
can be rejected on this ground which states that no signifi cant statistical diff erence 
between the independent variables averages. It can be concluded that although there 
are diff erences in the averages of mobile companies regarding the fourth indicator of 
the quality of services, there is suffi  cient divergence to have a statistically signifi cant 
diff erence.

5.5 Sensitivity
The fi ft h element of the service quality is sensitivity. Questions that represent this 
in the questionnaire are associated with individual att ention the company gives to 
its customer. This is a very advanced stage in the marketing of retaining customer 
and the operators welcomethis every time from clients of the company. The next 
question is the personal commitment of the employees’ service to customers, it 
shows customers how important they are for staff  and represents the company 
in its entirety. Personal commitment gives the customer a sense of belonging and 
appreciation by the company. Other questions are understanding of customer needs, 
the staff  members are ready and focused to understand the problems or needs that 
the customer has, and the next question is having the primary interest of the client, 
indicating stage company focused on marketing the service to the client, or the client 
at the center, which is the highest stage of marketing. The last question is about 
the opening hours of shops and points of sale and customer service. In this case, 
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companies work to keep open points of sale until late at night, usually ranging 
from 9-10 o'clock in the evening and keep the service available to customers over 
24 h every day of the week and including offi  cial holidays. In the questions asked 
to measure an indicator of the quality of services averages arising from the analysis 
they are relatively high and see that these questions mean that customers appreciate 
Eagle Albtelecom company value higher than other companies. In these questions, 
by Anova it appears that there is a change in relation to the last question or opening 
times of sales points. To see this clearly robust tests of averages equality must be run. 
Tests conducted in this regard are Welch and Brown-Forsythe, it shows that both 
statistical tests show that there isimportance and reinforced the view that there is 
a statistically signifi cant diff erence in terms of variable service provider is open at 
convenient times for clients.
To see exactly where the diff erence between groups variance occurs should take 
tables of multiple comparisons. Here it will be seen that the fi ft h part of the question 
of sensitivity for measuring the quality of services has signifi cant statistical diff erence 
among averages Eagle Albtelecom compared with Telekom Albtelecom and Eagle 
compared to Vodafone. This conclusion emerges at the same side of the two post 
hoc tests, each of which assumes the same variance, Tukey test and one assumes that 
the variances of diff erent variables, that is the test Games-Howell. If we look to the 
descriptive part of Anova it can be seen that there is a big diff erence between these 
three groups, the Eagle Albtelecom has a very high rating of Telekom and Vodafone 
with a lower rating, signifi cantly.

Conclusions

This paper is based on the mobile market in Albania. Market operators of mobile 
services have a greater need to design and to apply winning marketing strategy 
because, as appears from the market is in full saturation of work. So, the best way to 
grow in this market with services and products is homogeneous diff erentiation and 
manner of service delivery. As appears from the paper it can be seen that there are 
in the perceived quality of diff erent clients statistically signifi cant diff erences and 
diff erent estimates for the service company and particular ingredients of quality of 
services.
Companies that have a rating lower than the competition should engage seriously 
in the regulation of evaluation and how their services reach to their fi nal customers, 
and the companies need to study and fi nd solutions to their issues. This is especially 
true with weak values that change signifi cantly from the competition, but also for 
those services which the company has an average lower rated than the average 
of the industry. The company, which exited from the market in 2017 was Plus 
Communication, which brought more opportunities for the remaining players, but 
it also makes more diffi  cult and more sensitive their rivalry for customers that came 
from the company and as well the rivalry and competition to win the remaining 
customers.
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