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Abstract

The global pandemic has found unprepared not only developing countries like Kosova but 
also the most developed countries. Each country took internal measures to keep the spread 
of the virus under control. Globally, almost every state imposed strict border controls, thus 
restricting the freedom of movement and the right of citizens to travel. Furthermore, measures 
have also been taken to prohibit certain physical services, thus increasing electronic commerce. 
This research paper intends to reflect upon the consequences of the pandemic on the rights of 
Kosovar consumers. Special emphasis will be given to the rising of the prices for common food 
products, the lowering of the average wage, and the effects of e-commerce.   
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The general impact of COVID-19 on consumer protection 

The global pandemic caused by the Virus COVID-19 affected all countries in the 
world, directly threatening the lives and health of the citizens. However, in addition 
to affecting the lives and health of the citizens, this virus is also affecting other 
fields such as business, education 1, tourism, mental health 2, etc.  Major changes as 
a consequence of COVID-19 have also been identified in the market structure and 
business practices. 3

One of the areas where the consumer has been mostly exposed during the pandemic 
is tourism considering the fact that many travels were canceled hence limiting the 
right to travel as a tourist. These restrictions have been unprecedentedto such an 
extent that we can say that the world has not known similar restrictions except during 
the times of world wars of the twentieth century. 4According to the data acquired 
from the European Consumer Centers Network (ECC-NET), by November 2020, 
the number of complaints related to the protection of consumer rights had doubled 
when compared to 2019. Subsequently, 51% of requests were related to air passenger 
rights, 20% accommodation, and 15% package travel. 5The doubling of complaints 
 1 See more at: Ferrel, M. N., & Ryan, J. J. (2020). The impact of COVID-19 on medical education. Cureus, 12(3).
 2 See more at: Xiong, J., Lipsitz, O., Nasri, F., Lui, L. M., Gill, H., Phan, L., ... & McIntyre, R. S. (2020). 
Impact of COVID-19 pandemic on mental health in the general population: A systematic review. Journal 
of affective disorders.
 3 DiResta, E. A., Williford, K. T., Cohen, A. D., &Genn, A. B. (2020). The impact of COVID-19 on your 
advertising and marketing campaigns. Holland & Knight https://www. hklaw. com/en/insights/
publications/2020/04/the-impact-of-covid19-on-your-advertising-and-marketing-campaigns.It is thought 
that the pandemic has caused changes in advertising and marketing obliging businesses and traders to 
reevaluate their thoughts concerning current and future advertising and marketing campaigns.
 4 Baum, T., & Hai, N. T. T. (2020). Hospitality, tourism, human rights and the impact of 
COVID-19. International Journal of Contemporary Hospitality Management, pg. (2).
 5  The impact of COVID-19 on the Internal Market and consumer protection - IMCO Webinar 
Proceedings. Available at:https://www.europarl.europa.eu/RegData/etudes/ATAG/2020/658215/IPOL_
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in 2020 compared to 2019 shows clearly the impact that the pandemic had in the 
field of tourism. The spread of the COVID-19 pandemic has shattered the economic 
balance around the world, posing a significant blow to the development of tourism 
globally. 6 During this period, consumer rights were temporarily suspended by the 
decisions of governments of each country. Hotels, airlines, and other operators found 
it extremely difficult to overcome the consequences of global closure, in areas such 
as reimbursement, compensations, and insurance. 7Not only were tourists around 
the world prohibited from using travel packages, but also they were banned from 
returning to their homeland or another required destination. 
Another aspect where the pandemic caused distortion is related to the change of 
prices in the market. This field is really important because it directly affects the 
economic rights of consumers. Thus, taking into account the fact that COVID-19 is 
spread through physical contact, many countries of the world, as well as Kosovo, took 
measures to restrict the movement of the citizens within the country with the sole 
purpose of limiting the spread of infection. Such restrictions have caused negative 
effects: on the one hand, we notice the breakdown of the food chain causing shortages 
of workers and impeding the flow of goods and services; while on the other hand, 
the pandemic has caused panic among consumers leading to the emptying the food 
shelves. 8 These factors contributed to the rise of prices during the pandemic. 
The pandemic affected not only the rising prices for common food products but also 
drove up prices of medicine. Pharmaceutical industries raised drug costs during the 
pandemic, including masks, gloves, hand disinfectants, vitamins, etc. In addition to 
the increase in the price of essential drugs, because of restrictions and fear of infection, 
consumer access to public health services was restricted critically. To this extent, not 
only the economic interests of consumers were hit, but the health and above all, the 
life of the consumers were also called into question. 
As a consequence of movement restrictions, to protect public health but also due to 
fear of infection with the COVID-19 virus, sales trends have changed increasing online 
transactions. According to a UNCTAD report concerning the impact of COVID-19 
in E-commerce 9, Gross Domestic Product (GDP) decreased by 4, 3% in 2020, global 
trade in goods decreased by 9%, and global trade in services decreased by 15%. On 
the other hand, global e-commerce increased by 14% to 17%. 10These data clearly 
show that while global GDP and trade in goods and services have been decreased, 
electronic transactions have increased exposing the consumer to various risks.  
ATA(2020)658215_EN.pdf (accessed on 29 May 2021).
 6 See more at: Abbas, J., Mubeen, R., Iorember, P. T., Raza, S., & Mamirkulova, G. (2021). Exploring the 
impact of COVID-19 on tourism: transformational potential and implications for a sustainable recovery 
of the travel and leisure industry. Current Research in Behavioral Sciences, 2, 100033.
 7 Cited work. Baum, T., & Hai, N. T. T. (2020). Hospitality, tourism, human rights and the impact of 
COVID-19. International Journal of Contemporary Hospitality Management.pg. (6)
 8 Akter, S. (2020). The impact of COVID-19 related ‘stay-at-home’restrictions on food prices in Europe: 
findings from a preliminary analysis. Food Security, 12(4), (719-725).
 9 E-commerce is the buying and selling of goods or services via the internet, and the transfer of money and 
data to complete the sales. It’s also known as electronic commerce or internet commerce. There are four 
traditional types of e-commerce, including B2C (Business-to-Consumer), B2B (Business-to-Business), 
C2B (Consumer-to-Business), and C2C (Consumer-to-Consumer).
 10 UNCTAD: Covid-19 and E-Commerce, A Global Review. Available at: https://unctad.org/system/files/
official-document/dtlstict2020d13_en.pdf (accessed on 30 May 2021).
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The following table provides a list of the world’s leading retail e-commerce websites 
duringthe pandemic. 11

NO Retail website Millions
1 Amazon.com 4059M
2 Ebay.com 1227M
3 Rakuten.co.jp 804M
4 Samsung.com 648M
5 Walmart.com 614M
6 Appel.com 562M
7 Aliexpress.com 532M
8 Etsy.com 395M
9 Homedepot.com 292M
10 Allegro.pl 272M

Table 1: Top retail e-commerce websites in pandemic

Consumer protection in Kosovo
Consumer protection has a particular significance and represents a constitutional 
category that is sanctioned through article (119) point (7). Based upon the development 
of consumer rights in Kosovo, we can convey that, in the past, legislation concerning 
consumer protection has been insufficient considering the economic and political 
conditions. The legal framework in Kosovo began to develop in 2004, with Law 
2004/17, On Consumer Protection, at a time when the Republic of Kosovo was under 
the interim administration of UNMIK. 12

The foundation of the new state of Kosovo, new needs of the market, development of 
technology, and accession of several international treaties generated the amendment 
of the law of 2004. The new Law, No. 06/L-034, On Consumer Protection of November 
20, 2012 consists of (83) articles and covers numerous areas. 13

For the purpose of harmonization of Kosovo legislation with that of European Union, 
but also to adapt to the new market circumstances on June 14, 2018, the new law 
on consumer protection entered into force. This law provides wider protection than 
the previous one, also bringing innovation in some issues. In addition to law no. 
06/L-034and its regulations, there is also a broad framework that influences the 
establishment of a consumer-friendly environment in the market.

Rising food prices in Kosovo during the pandemic 
The first cases in Kosovo were reported on March 13, 2020. 14Even in Kosova, as in 
 11 Bhatti, A., Akram, H., Basit, H. M., Khan, A. U., Raza, S. M., & Naqvi, M. B. (2020). E-commerce 
trends during COVID-19 Pandemic. International Journal of Future Generation Communication and 
Networking, 13(2), Fq. (1450).
 12 Consumer Protection Program in Kosova 2016 Ҕ 2020, Prishtinë (2015). Available at:http://www.
kryeministriks.net/repository/docs/PROGRAMI_PER_MBROJTJEN_E_KONSUMATORIT_2016-2020.
pdf(accessed on 25 May 2021).
 13  See more at: Law no. 03/L-131,  On amendment and supplementation of the law no. 2004/17, On 
Consumer Protection,article (1).  
 14 Information from the Ministry of Health of Kosova: Available at:https://msh.rks-gov.net/sq/njoftimi-



European Journal of Economics, Law and Social Sciences 
IIPCCL Publishing, Graz-Austria

Vol. 5 No. 2
June, 2021

ISSN 2519-1284
Acces online at www.iipccl.org

541

every other country in the world, the COVID-19 pandemic has left its impact in 
various sectors such as health, economy, education, etc. The pandemic mostly affected 
consumers who were faced with rising prices. Following table outlines data on price 
changes during 2019-2020.

 Price in Euro
Article 2019 2020

Rice  (1kg) 1.33 1.36
Wheat flour (1 kg) 0.48 0.49
White bread (500 gr) 0.35 0.35
Milk (1lit) 0.92 0.92
Yoghurt  (1lit) 0.87 0.87
Fresh cheese  (1 kg) 3.94 4.10
Eggs (30 eggs) 2.37 2.40
Sunflower oil (1 lit) 1.02 1.08
Apples (1 kg) 0.72 0.96
Beans  (1 kg) 2.39 2.51
Sugar  (1 kg) 0.68 0.72

Table 2:Comparison of food prices during 2019-2020. 15

According to the data presented in this table, we identify that prices of some of 
the main consumer products in Kosovo have had an increasing trend as a result of 
the impact that the pandemic had on the country’s economy. On the other hand, 
according to the data obtained from the Kosovo Agency of Statistics, besides price 
rising, the average wage during 2020 has been decreased. It should be emphasized 
that salaries received by public institutions didn’t undergo any changes, but the ones 
in the private sector have been decreased. Taking into consideration that the private 
sector includes the majority of employees in the country, the effects are enormous. 
In 2020, the average gross pay was 466 euro, while in 2019 was 477 euro. That being 
the case, there was a drop of 11 euro from the previous year. In addition, the net 
pay in 2020 was 416 euro, compared to 2019 which was 430 euro. Hence, we notice 
a decrease of 14 euros. 16On the grounds of this, consumers were faced at the same 
instant with both rising prices and salary reductions.  

Consumer protection on buying online during the pandemic in Kosovo
Online shopping has become an inevitable reality for everyone today making our life 
simpler. You can have everything you want at home with just one click and without 
spending hours in shopping centers or stores. 
As we have previously described, movement restrictions, closure of shops that offer 
non-essential services, and suspension of public transport correspondingly increased 
per-coronavirus/  (accessed on 30 May 2021).
 15 Data provided by Harmonized Index of Consumer Price, published by Kosovo Agency of Statistics.
Available at: https://askdata.rksgov.net/PXWeb/pxweb/sq/askdata/askdata__03%20Prices__
Consumer%2Price%20Index__Annual% 20indicators/cpi03.px/table/tableViewLayout1/?rxid=0d721990-
f2f6-4fe4-9fbb-9c737916d778(accessed on 31 May 2021).
 16 Kosovo Agency of Statistics.Available at:  https://askdata.rks-gov.net/PXWeb/pxweb/sq/askdata/ 
(accessed on 31 May 2021). 
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online transactions in Kosovo during 2020. “Gjirafa” Company is considered as a 
market-leading platform for online shopping in Kosovo. 17

Consumer Protection Department(CPD), is one of the core institutions for consumer 
protection in Kosovo, established as a unit of the Ministry of Trade and Industry. 
The activity of this institution is based on the Law on Consumer Protection, laws 
and other regulations as well as the “Consumer Protection Program 2016-2020”. 
The following table presents the data gathered from this institution regarding the 
complaints submitted by consumers concerning online purchases during 2019-2020. 

Number of complaints during 2019
Category Number of complaints

Consumer fraud 15
Suspect product 7
Total 22

Table 3: CDP statistics during2019 (complaints about online purchases)

Number of complaints during 2020
Category Number of complaints

Consumer Fraud 74
Suspect product 17
Unfair billing 2
Total 93

Table 3: CDP statistics during 2020 (complaints about online purchases)
According to the data acquired from Consumer Protection Department, we observe 
that the number of submitted complaints concerning online purchases during 2020 
has been quadrupled. These figures clearly indicate that there is an increase in online 
purchases. The advantages guaranteed by this form of buying expose the consumer 
to various scams. Online sales are not controlled in Kosovo and there is no institution 
or effective platform for monitoring them. Furthermore, contrary to other countries 
in the region which have enacted a special law on E-commerce, in Kosova, such a 
law does not exist. Provisions including online sales of the Law of 2012 have been 
removed from the current law. Therefore, it can be stated that one of the main issues 
where the consumer may be exposed to various risks is not addressed by legal acts in 
the Republic of Kosovo.  

Conclusion

The impact of the COVID-19 pandemic will be generated in several key sectors. The 
economic sector and the health sector are the most affected ones. These changes have 
exposed consumers, not only in Kosovo but all around the world, to tremendous 
risks which are related to the life, health, and economic interests of consumers. 
The pandemic negatively affected many sectors, but in terms of electronic sales, 
we notice an increase, hence changing business practices and bringing numerous 
advantages. According to a report issued by UNCTAD, unlike any other sector, 
 17  Available at:https://www.evropaelire.org/a/30823755.html (accessed on 30 May 2021).



European Journal of Economics, Law and Social Sciences 
IIPCCL Publishing, Graz-Austria

Vol. 5 No. 2
June, 2021

ISSN 2519-1284
Acces online at www.iipccl.org

543

electronic commerce increased by 14%-17%. Top retail e-commerce websites in 
2020 were: (1) Amazon.com; (2) Ebay.com; (3) Rakuten.co.jp; (4) Samsung.com; (5) 
Walmart.com; (6) Appel.com; (7) Aliexpress.com; (8) Etsy.com; (9) Homedepot.com, 
etc. 
According to the data gathered from the Kosovo Agency of Statistics, during 2020 
we had an increase in the prices of main products of daily consumption compared to 
2019. In addition to rising prices, Kosovar consumers will be faced with a decrease in 
the average wage, which further complicates their situation. 
According to information supplied by Consumer Protection Department, during 
2020 complaints concerning online purchases have been quadrupled compared to 
2019. The Kosovar consumer is vulnerable to these transactions not only because 
of the risks that this business practice imposes but also because of the lack of legal 
protection. There is no law in Kosovo that applies to electronic commerce and at the 
same time, the current law does not provide provisions for regulating this area. 
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