70, Krakra str.
2300 Pernik

Bulgaria

TIB=L

QUALITY POLICY OF TIBIEL EOOD

Tibiel EOOD is a licensed company operating in the trading of natural gas and electricity,
committed to achieving high standards of quality in all aspects of its activities. The Quality
Policy reflects the management’s official commitment to customer satisfaction, compliance
with applicable legal and regulatory requirements, and the continuous improvement of the
Quality Management System.

CORE OBIJECTIVES AND PRINCIPLES:

CUSTOMER FOCUS: All company activities are carried out with the goal of ensuring customer
satisfaction through reliable, high-quality, and timely services. We place the customer at the
center of our decisions and build long-term partnerships based on trust and transparency.

COMPLIANCE: Tibiel EOOD ensures full compliance with applicable national and European
legislation, international standards, regulatory requirements, and contractual obligations.

CONTINUOUS IMPROVEMENT: We adopt a process-based approach to quality management
and actively monitor key performance indicators (KPIs) to identify areas for improvement,
optimize processes, and mitigate risks. Preventive actions are implemented to avoid non-
conformities, and innovations are encouraged to enhance operational efficiency and customer
satisfaction.

PROFESSIONALISM AND COMPETENCE: Tibiel EOOD’s team possesses specialized expertise in
the energy sector. The company invests in employee training and development to ensure high
standards of service and professional execution of responsibilities.

ETHICS AND RESPONSIBILITY: We act transparently, honestly, and ethically in all business
processes, promoting a culture of accountability and responsibility. Employees are committed
to adhering to the company’s Ethical Code, safety principles, and information security
standards.

MONITORING AND CONTROL: The Quality Management System is maintained and regularly
monitored to ensure compliance with ISO 9001 and effectiveness in achieving company
objectives. All process changes are documented and assessed with regard to theirimpact on
service quality.

MANAGEMENT COMMITMENT:

The management of Tibiel EOOD confirms its commitment to maintaining and continuously
improving the Quality Management System in accordance with ISO 9001:2015. All employees
and partners are encouraged to comply with the Quality Policy and actively participate in
process improvement.
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