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1. BACKGROUND 

A key component of the USAID Contract Law Enforcement (CLE) Program is active engagement with the business 

community, through a series of workshops, dissemination of legal information materials, including standard form 

contracts with legal commentary, and other public information campaigns. The purpose of these activities is to more 

deeply inculcate a “Culture of Contract” in Kosovo business practices and to encourage business to more frequently 

utilize written contracts in lieu of oral agreements. The Program also supports Kosovo’s court system to eliminate its 

caseload of unenforced judgments; supports the Ministry of Justice to implement the newly established Private 

Enforcement Agent system and expand Mediation mechanisms; and supports the Ministry of Trade and Industry to 

improve commercial legislation including bankruptcy legislation. CLE focuses on improving access for citizens and 

businesses to the judicial system to enforce contracts and court judgments in a timely and just manner for the benefit 

of citizens and businesses.  

Businesses in Kosovo still face challenges using written contracts with their suppliers, employees, clients, and 

business partners. The combination of low confidence in the rule of law and justice system in Kosovo and a tradition 

of relying on oral agreements which continues to pervade business practices results in a range of practical problems, 

particularly related to dispute resolution.   

This survey was conducted to measure whether there has been an increase in the regular use of written contracts by 

the Kosovo business community, and to gauge the impact of USAID Program activities encouraging greater usage of 

written contracts. The results of this survey are compared to the 2011 National Survey on Written Contracts, which 

was conducted by the USAID Systems for Enforcing Agreements and Decisions (SEAD) Program (hereinafter “2011 

Survey”). An additional set of questions on women’s employment was included to establish a baseline for future 

measurement of trends vis-à-vis women in the work place.  

A quantitative component of the survey was conducted with 900 businesses across all regions of Kosovo, and three 

focus groups were held with businesses for in-depth qualitative information. This report presents the cumulative 

research findings derived from both the quantitative and qualitative research conducted. The analysis of this research 

will not only help the CLE Program gauge current business attitudes with regard to usage of contracts and 

enforcement of contracts, but will also inform planning for future activities. 

2. EXECUTIVE SUMMARY  

This report provides analysis of quantitative and qualitative research undertaken by the USAID CLE Program in order 
to understand the usage of written contracts, awareness and use of ADR mechanisms, and contract enforcement by 
the Kosovo judicial system. All references to contracts in this report, unless explicitly stated otherwise, refer to 
written contracts.  

The 2014 survey results show that, as compared to the 2011 Survey, the frequency of contract usage by the business 
community in Kosovo has substantially increased; knowledge of the importance and benefits of entering into written 
contracts has substantially increased; and awareness of alternative dispute resolution (ADR) mechanisms has 
dramatically increased. These improvements may be attributed to a variety of factors including, education and 
information campaigns, organic recognition by the business community of the importance of written contracts, and 
support from USAID programs.  

There are a number of areas that demonstrate a notable positive shift in the frequency of the business community’s 
usage of written contracts and attitudes towards entering into written contracts. This data is presented more fully in 
the text below, but the following graph provides an overview of improvements in key areas measured in the survey.   
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Of businesses that reported using contracts, 40% of them indicated they “Always” use contracts, a 16% change 
compared to the 2011 Survey. Research results also show that the vast majority of respondent businesses believe 
more in written than oral agreements (92.9%); a 10% change compared to the 2011 Survey. Approximately 80% of 
businesses perceive contracts as a guarantee for their business and helpful for their businesses; followed by 16.4% 
who perceive contracts as necessary only to comply with the law and/or a formality. 

A majority of surveyed businesses, 70%, use written contracts, a 3.5 % change from the 2011 Survey; 29% of 
businesses reported that they do not use written contracts. Businesses mostly use written contracts for Employees 
(28.7%); Supply of Services/Goods (22.2%) and Rent of facilities/equipments (22.1%), while they least use written 
contracts with Business Partners and Providing products/services for clients (14.7%). The industry sectors least likely to 
enter into written contracts are in the Agriculture, Hunting and Forestry Sector (51.4%); Other Community, Social and 
Personal Service Activities (43.3%); Manufacturing (38.4%); Wholesale and retail trade; Repair of motor vehicles, motorcycles 
and personal and household good (28.6%); Transport, Storage, and Communication (25.7%); Construction (25.4%); and Real 
Estate, Renting and Business Activities (24.2%).  

The types of contracts that are most used by businesses are Rent/Lease Contracts (19.9%); Supply Contracts (19.7%); 
Contracts for use of goods and services (13.9%); License Contracts (12.8%); Partnership Contracts (8.3%); Authorization 
Contracts (6.4%); and Transportation Contracts (6.3%). The contracts that are least used by businesses are Commission 
Contracts (1.5%); Intermediation Contracts (2.6%); Exchange Contracts (2.6%); Construction Contracts (3%) and Deposit 
Contracts (3.2%). Financial contracts, those that are used for financial transactions and dealings with financial 
institutions (for purposes of this report, this includes recurring services such as Internet, Phone, Cable TV (16.9%)) 
such as Bank Account Contracts (15.9%); Employee Contracts (15.7%); Service Contracts (Accountant, Legal Advice) 
(14%); and Loan Contracts (10.4%).Financial contracts that are least used by businesses are: Mortgage Contracts (3.7%); 
Savings Deposit Contracts (6.1%); Bank Guarantee Contracts (7.5%); and Insurance Contracts (9.9%).  

The reasons for not using contracts by businesses include: not being a necessity for their type of business (59.8%); 
lack of enforcement of contracts by regulatory bodies (21.8%); that contracts make work more difficult/slow down 
performance (6.1%), and that contracts damage the business (2.8%).  

Businesses, however, reported having more problems with certain types of contracts over others. According to 
respondents, they have mostly had problems with Supply Contracts (35.7%); followed by Rent/Lease Contracts (14.3%); 
License and Authorization Contracts (14.3%); Exchange Contracts (7.1%); Transportation Contracts (7.1%); and Contracts for 
Use of Goods and Services (7.1%). Respondents also reported problems with particular financial contracts, including 
with Service Contracts for recurring services such as Internet, Phone, Cable TV (57.1%); Employee Contracts (28.6%) 
and Loan Contracts (14.3%).  
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A majority of respondents also agreed with the following statements: “Contracts are best instruments for the 
agreements between parties doing business” and “Contracts are instruments that are helpful to avoid problems in 
business.” 

The majority of respondents had positive experiences with entering into contracts with business partners. 
Respondents reported that 73.6% of business partners “Always” respect their contractual agreements, a 28% change 
compared to the 2011 Survey, and that 21.4% of business partners “Sometimes” do.” Overwhelmingly, it appears 
businesses understand that respect and compliance with contract terms is vital for successful business transactions as 
92.6% of the surveyed businesses reported that they “Always” respect their contractual agreements, and 6.4% 
reported that they “Sometimes” respect their contractual agreements. It is interesting, though not surprising, that 
respondents reported that their business partners respected contract terms less frequently than the respondent 
businesses.   

Another substantial change in business practices is the extent to which assigned individuals in the business review 
contract terms. The percentage of surveyed businesses that “Always” read the contract terms saw a change of 33.8%, 
from 45% in 2011 to 78.8% in 2014. Meanwhile, 15.4% of businesses “Usually” read the contract terms, and a 
nominal percentage of businesses “Sometimes”; or “Rarely and “Never” read the contract terms.   

According to the survey results, many businesses do not rely heavily on in house lawyers to draft contracts. Rather, 
contracts are drafted primarily by CEOs of the companies (59.4%); followed by Managers of the Departments 
(15.9%); Lawyers (9.4%); and Financial Officers (9.4%).  

Despite the fact that only 9.4% of businesses have in house counsel, 68.4% of businesses that use non-lawyers to draft 
contracts receive outside legal assistance and advice when concluding contracts; this represents a 27% change in the 
use of legal services as compared to the 2011 Survey. Meanwhile, 72.5% of businesses use templates to draft these 
contracts, without legal assistance. 

According to the survey, 77.1% of businesses refer contract disputes to justice institutions, while 22.9% do not, a 
34% change compared to the 2011 Survey. When businesses were asked whether they believe in the efficiency of the 
justice institutions, 82.3% of them responded positively and 17.7% of them responded negatively.  

When businesses were asked what their preferred justice institution was in case of dispute, 22.5% reported that they 
preferred mediation as a form of alternative dispute resolution, a 650% increase, and a19% change compared to the 
2011 Survey. The survey also show that 48% of respondents reported they were aware of the existence of ADR 
mechanisms, a 300% increase and a 36% change compared to the 2011 Survey. Surveyed businesses also reported 
that they have also reached agreements through the ADR process with assistance from the parties’ respective lawyers 
(27.1%). Despite strides in using ADR mechanism, the businesses reported that they mostly refer contract disputes 
to the courts (47.6%).  

An additional set of questions on women’s employment was included in the 2014 survey to assess progress and trends 
concerning women in the workforce. Of the 900 businesses that participated in the survey, there are 6,719 
employees in total, of which 1,602 (23.8%) are female and 5,117 (76.2%) are male. The business sectors where 
women are mostly employed are Trade (29.65%); Transport (20.35%) and Manufacturing (11.42%). That the 
Manufacturing Sector is one of the top three sectors employing women, and the number is 11.42%, highlights the 
hardship women endure when seeking contribute to the national workforce.   

The results also indicate that more progress and effort is needed to get qualified women in managerial positions. Out 
of the 1,602 female employees from the respondent businesses, 10.17% of them hold managerial positions while 
89.83% hold other positions in the company.  

Respondents were asked to state advantages of employing women, but the number of respondents who saw such 
advantages was quite low. The results show that only 31.2% of respondents find women to be committed and 
responsible employees; 20.6% consider them to be team players; 17.1% perceive them as detail-oriented; 12.7% 
consider them as flexible; 10% consider them problem-solvers, and only 4% perceive women employees as risk 
takers.  
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Respondents also identified “disadvantages” to employing women, which included: maternity leave (22%); greater 
preoccupation with family matters (18.8%); being emotional in the workplace (15.4%); not taking risks (14.4%); not 
working extra hours (14.1%); being less flexible (7.9%); not taking responsibility for their own professional 
problems (4.4%). One of the causes for low rates of women employment generally and the lack of women in 
managerial positions may be a result of social and cultural attitudes and stereotypes about women and their ability to 
perform well in their jobs. This is so particularly when most Kosovo businesses are owned and run by men. 

3. METHODOLOGY  

The methodology used for conducting the national quantitative survey was based on the following steps: 

1. Reviewing and finalizing the existing questionnaire. The 2014 questionnaire corresponds to the USAID Systems for 

Enforcing Agreements and Decisions (SEAD) Program Business Survey, conducted in May 2011. Additionally, this 

questionnaire includes a section on women employment. 

2. Designing the Sampling Procedure for PAPI Interviews which required determining the Target Population; 

Sampling Frame; Sampling Technique; and Sample Size.  

3. Develop Focus Group Outlines.  

While the survey’s main aim was to determine perceptions, focus groups supplemented survey findings with 

anecdotal evidence based on participants’ personal experience. A detailed description of survey and focus group 

methodologies is presented in Annex 3. 

4. LIMITATIONS 

The data gathered from this survey serves to inform and analyze the usage of and attitudes towards written contracts 

by the Kosovar businesses community generally.  The survey was conducted only with businesses registered with the 

Government of Kosovo, which does not include many Kosovar-Serbian businesses, who have not registered. Because 

only 5% of Kosovo’s population is ethnically Serbian, and many - at least in the north - do not register their 

businesses with the Government of Kosovo, this limited the ability to disaggregate the data by ethnicity in a useful and 

meaningful way. This limitation applies the same for disaggregation by gender because only 11% of Kosovar 

businesses are owned by women. Nonetheless, this survey includes a section on women employment, which analyzes 

progress made by women in the private sector, and challenges that exist to employ, retain, and promote women.  
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4. FINDINGS 

4.1. Demographic Background of Survey Respondents  

The quantitative survey was conducted with 903 business representatives based in seven regions of Kosovo, in 25 

municipalities, and across five different types of businesses: Individual Business, General Partnership, Limited 

Partnership; Limited Liability Company, and Joint Stock Company.  

Graph 1 below shows the distribution of the business representative sample across seven different regions of Kosovo 

including Pristina (38.2%); Mitrovica (9.7%); Prizren (13.3%); Peja (10%); Ferizaj (11.3%); Gjakova (7.1%) and 

Gjilan (10.5%).   

  
Graph 1 Respondents by Region 

Graph 2 shows the different types of businesses represented in our sample in the following proportions: Individual 

Business (87.3%); Limited Liability Company (5.6%); Partnership (4.3%); Limited Partnership (1.2%) and Joint 

Stock Company (0.8%). 

 
Graph 2 Respondents by Business Type 

Out of 900 businesses, 662 businesses provided results on their annual turnover, which refers to the income that a 

company receives from its business activities usually from the sale of goods and services to customers. Of these 662 

businesses, 28.4% have an annual turnover of up to 10,000 Euros; 24.9% of them have an annual turnover between 

10,000-50,000 Euros; and 11.1% of them have annual turnover between 50,000-100,000 Euros.  
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Graph 3 Respondents’ Annual Turnover 

Individual Businesses (76.4%) and Partnerships (65.6%) reported an annual turnover of 0-50,000 €, followed by 

Limited Partnerships (62.5%) reporting 10,000 €-100,000€. Limited Liability Companies’ turnover was spread 

evenly across all annual turnover levels, and Joint Stock Companies reported an annual turnover of above 

1,000,000€.  

 
Graph 4 Respondents’ Annual Turnover by Business Type 

When looking at the annual turnover rate across different business sectors, 82.1% of the businesses representing the 

Agriculture, Hunting and Forestry Sector reported an annual turnover of 0-50,000 €; 86% of the businesses in 

Manufacturing reported an annual turnover of 0-100,000 €; 72.7% of the businesses in Wholesale and Retail Trade 

account for 0-50,000 € annual turnover; and 80.7% of the businesses in Construction have an annual turnover of 0-

500,000 €. Business sectors with the highest turnover appear to be Mining and Quarrying and Electricity, Gas, and Water 

Supply.  

With regards to whether these businesses have units or persons assigned to different operational areas, 73.2% of 

surveyed businesses reported that they have a person assigned to a Finance Unit; 37.3% have a person assigned to a 

Sales Unit; 36.0% have a person assigned to a Marketing Unit; 32.1% have a person assigned to an Administration 

Unit, and 15.1% of the companies have at least one lawyer in the company. The findings are further supported by the 
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focus group representatives stating that the process of drafting contracts is done through internal staff, such as the 

CEO; Managers/Specialists of Departments, or Accountants who then consult with lawyers or notaries. 

 
Graph 5 Percentage of Businesses with Specified Operational Units or Departments 

Distribution of the sample of businesses across different industry sectors is presented in the graph below, which shows 

that 39% of the businesses are engaged in Wholesale and Retail Trade; 11.6% are engaged in Transport, Storage and 

Communication; 10.2% represent the Hotels and Restaurants Sector; 9.5% represent Manufacturing, and 7.4% represent 

the Construction Sector in Kosovo.  
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Graph 6 Percentage of Respondents by Represented Industry Sectors 

4.2 Contract Usage and Knowledge 

Businesses in Kosovo still face the challenge of using written contracts in their business transactions with suppliers, 
employees, clients, and business partners. This is a result of a number of reasons, but most prominent is the common 
cultural practice of conducting business transactions using “Besa” which is a “word of honor” or “promise,” otherwise 
known as an oral “handshake deal,” without written memorialization of the agreement. Other challenges of using 
contracts in business transactions include limited knowledge, limited resources of businesses in integrating contracts 
into their business dealings, and the low confidence that businesses have in the rule of law and justice system in 
Kosovo. It is important to note, however, that while businesses have a negative perception of the justice system, the 
majority still choose to settle disputes through the courts.  

The research survey conducted with business representatives showed that out of 900 businesses, 70% of them use 
written contracts for their business transactions and 29.1% do not use contracts. Compared to the 2011 Survey, 
there is a 3.5% change in the regular usage of written contracts by businesses.  

Of the businesses that reported using contracts, 40% of them indicated they “Always” use contracts, a 16% change 
compared to the 2011 Survey; 30.2% indicated that they “Generally” use contracts; 14.4% indicated that they 
“Sometimes” use contracts, and 15.2 % indicated that they use contracts in specific cases.  
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These results are further supported by quantitative information derived from the focus groups with business 

representatives which shows that, in principle, all of the businesses see benefits in entering into in written agreements 

and acknowledge their importance in conducting business transactions. The businesses represented in the focus group 

stated a number of benefits to using written contracts, including the fact that when agreements are in writing, the 

parties can refer to a specific document if and when disputes arise because provisions are unclear, and/or 

misunderstood. Furthermore, businesses also expressed that written contracts are an essential instrument to solve a 

dispute in court, and can also be used to declare business activities at the Tax Administration Authority. For these 

reasons, participants in the focus groups agreed that businesses should always use written contracts when conducting 

business transactions. The positive attitudes elicited from the focus groups suggest that the “Culture of Contract” is 

gaining traction in the business community.  

The focus groups also discussed past negative experiences of not using written contracts, which could have been 

avoided if a written contract was used in the business transaction. These negative experiences have increased 

awareness about the consequences of not using written contracts, and have demonstrated the need for businesses to 

put agreements, regarding performance of any business activity, in writing.  

Written contracts tend to be used and have been enforced when businesses engage in business activities with 

government institutions; and/or foreign companies and corporations, for more complex projects with larger budgets. 

Nonetheless, oral agreements are still being used when businesses conduct activities with individuals, rather than 

large companies or corporations, or are performing “small” business activities for “small” amounts of money for which 

only final invoices are issued. Communication and negotiation for conducting business activities is also done through 

email, which for some of the businesses is considered as a written agreement and enough to serve as proof in case 

there is any misunderstanding or misinterpretation between parties.  

Based on the survey results, it appears that written contracts are mostly used by businesses for Employment (28.7%); 

Supply of Services/Goods (22.2%) and Rent of facilities/equipments (22.1%), and are least used with Business Partners and 

Providing products/services for clients (14.7%).  

 

Graph 7 Do You Use Written Contracts? 
Graph 8 Frequency of Written Contract Usage by Respondents That 

Reported Using Contracts 
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Graph 9 Types of Contracts Used by Respondents 

The survey indicates that contracts are mostly used by Limited Liability Companies; Joint Stock Companies and 

Limited Partnerships. The private sector in Kosovo is mainly composed of Individual Businesses. These are the most 

common type of businesses run by one or two persons whose level of organization is uncomplicated, and whose 

products/services are offered in a straightforward manner, in smaller quantities. As a result, these Individual 

Businesses believe that their transactions do not necessitate using written contracts, and that official invoices are 

sufficient to conduct business transactions.   

 

 
Graph 10 Usage of Written Contracts by Business Type 

 
The survey results suggest that contracts are drafted mainly by CEOs of the companies (59.4%); followed by 

Managers of the Departments (15.9%); Lawyers (9.4%) and Financial Officers (9.4%).  

 
Graph 11 Individual Responsible for Drafting Contracts 

Most of the business representatives present in the focus groups confirmed these findings and stated that the process 

of drafting contracts is done through internal staff, such as the CEO; Managers/Specialists of Departments or 
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Accountants who then consult with lawyers or notaries. There were also 4 companies that had lawyers working full 

time or which had contracted legal services for drafting samples of contracts and reviewing standard form contracts 

for the company.  

There was a general consensus that sample contracts would be helpful and beneficial to businesses engaging in 

business transactions. With regards to the employment contracts, two of the business representatives mentioned that 

the contract sample provided on the Kosovo Ministry of Labor and Social Welfare’s website has been helpful for 

drafting such contracts, with tailored modifications made to the Payment Terms; Timeline and Job responsibilities.  

Survey results indicated that the following sample contracts would be beneficial and assist with business transactions: 

Supply Contracts (24.3%), Rent/Lease Contracts (17.7%), Transportation Contracts (11.6%), Intermediation Contracts 

(11.3%), Employer Contract (8.3%), and Construction Contracts (7.6%).  

 
Graph 12 Sample Contracts Respondents Believe Would be Beneficial to their Business 

One of the business representatives in the focus group who uses Rent/Lease Contracts, referred to a case where an 

LLC business signed a contract with an NGO, where there was subsequent confusion concerning which party was 

responsible for paying tax obligations. The business representative believed that the confusion was a result of neither 

party having sufficient knowledge and experience with contract drafting. The business representative indicated that 

samples of contracts could help businesses when engaging in business transactions, ensuring that each party 

understands its respective rights and obligations.  

One of the business representatives also mentioned the need for having samples of Rent/Lease Contracts and Services 

Contracts, specifically for Translation Services. 

Another business representative operating in the Real Estate Industry noted that until the Notary System was 

introduced in Kosovo, sample real estate contracts were drafted and were then verified in the competent municipal 

court. Currently, the notaries have the exclusive right in drafting real estate contracts, and this business was not 

satisfied with the level of quality provided by the notaries. Specifically, the representative noted that the notaries 

were not conducting any verification of the documents provided to them, despite the fact that there have been 
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numerous cases where individuals have presented false documents and two different notaries signed the same 

contract.1 

The business representative stated that the system was more secure when the court had the competency to verify the 

contracts. Even though only one person, the municipal judge, was assigned to verify such documents, at least 

individuals were not permitted to seek verification of the same document twice.  

The focus group participants also noted that there are a number of cases where the same property is sold two or three 

times at the same time to different buyers; this demonstrates an emergent need to create a unified system between 

the Cadastre Agency and the notaries, and the establishing a 24 hour validity period for possession notes. The notaries 

are not equipped with the proper skills and knowledge to draft contracts, and the contract samples are too weak to 

address the many complex issues related to real estate. Thus, it seems that many businesses would benefit from 

thoroughly written contracts that address the various gaps identified by the focus group.  

The industry sectors that are the least likely to use written contracts, presented in the graph below, are: Agriculture, 

Hunting and Forestry Sector (51.4%); Other Community, Social and Personal Service Activities (43.3%); Manufacturing 

(38.4%); Wholesale and retail trade; Repair of motor vehicles, motorcycles and personal and household good (28.6%); Transport, 

Storage, and Communication (25.7%); Construction (25.4%); and Real Estate, Renting and Business Activities (24.2%).  

These results show that there is still considerable work to be done to raise awareness of the benefits and importance 

of entering into written contracts for these sector-specific businesses; increasing their knowledge and skills in drafting 

specific contracts or providing samples of contracts that are relevant to their type business and products/services 

offered; and training businesses, and non-legal personnel on how to regularly incorporate written contracts into their 

business transactions. 

 
Graph 13 Usage of Written Contracts by Industry Sector 

Based on the qualitative survey results, the reported reasons why businesses do not use written contracts include: not 

being a necessity for their industry sector (59.8%); lack of enforcement of contracts by regulatory bodies (21.8%); 

that contracts make work more difficult/slow down performance (6.1%), and that contracts damage the business 

(2.8%). 

                                                      
1 Without a direct link/communication with the Cadastral Agency for the issuance date for the property possession notes, which 

have a 6 month validity period, any individual can be issued two notes at the same time by two different notaries.   
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Graph 14 Reasons for Not Using Contracts 

The different reasons for not using contracts have also been explored across industry sectors. The results show that 

the reason for not being a necessity for their industry sector is most common among Wholesale and Retail Trade 

(75.24%); Other community, social and personal care activities (75%); Real Estate, Renting and Business Activities (70.59%); 

Agriculture; Hunting and Forestry (68.18%); Health and Social Work (66.67%); and Hotels & Restaurants (62.50%).  

The lack of enforcement of contracts as a reason for not entering into written agreements is mostly expressed by 

representatives of the following sectors: Education (50%); Manufacturing (35.71%); Transport, Storage, and 

Communication (33.33%) ;%) and Construction (30%), %) which shows the low confidence that these businesses have in 

the rule of law and justice system in Kosovo. Nonetheless, possibly due to a lack of awareness of ADR mechanisms, 

businesses do not see another option other than bringing the dispute to court.  

One of the businesses operating in the Agriculture Industry, mentioned in the focus group that besides using 

employment contracts and contracts for supplying products abroad to international clients, the business was not 

entering into written agreements with collectors (suppliers) of raw material who are primarily Kosovar individuals or 

families. According to the respondent, this happens because he cannot specify the amount of raw materials to be 

supplied by the collectors and thus does not enter into a written agreement.  

A business working in the real estate industry, pointed out that there are many failings and inefficiencies with 

registering property with the Cadastre Agency, a government institution. As a result, individuals, both renting and 

selling property engage in misconduct and commit fraud. To circumvent these inefficiencies, the industry, in addition 

to using written contracts, requests personal guarantees of individuals in front of 1 to 2 witnesses for 

assuring/promising to respect the terms of contracts. According to this business, this practice has shown to be more 

powerful, than using a written contract alone, in most of the cases. 

The perception of weak rule of law in Kosovo is a prominent factor affecting the confidence of the businesses towards 

the enforcement of contracts and the justice system in Kosovo. Nonetheless, in practice, the majority of businesses 

still refer disputes to the courts. While awareness of ADR mechanisms has increased over the last three years, the 

paradox between perception and practice may be explained by insufficient awareness and understanding of the 

availability of ADR mechanisms.   

According to the survey, when businesses use written contracts, the ones most commonly used are: Rent/Lease 

Contracts (19.9%), Supply Contracts (19.7%), Contracts for use of goods and services (13.9%), License Contracts (12.8%), 

Partnership Contracts (8.3%), Authorization Contracts (6.4%), and Transportation Contracts (6.3%). The contracts that are 

least used by businesses are Commission Contracts (1.5%), Intermediation Contracts (2.6%), Exchange Contracts (2.6%), 

Construction Contracts (3%), and Deposit Contracts (3.2%).  
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Graph 15 Types of Contracts Commonly Used by Respondent Businesses 

The use of different types of contracts has also been explored across specific industry sectors:  
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Table 1: Types of Contracts Commonly used by Industry Sectors 

When respondents were asked whether they have experienced problems with the contracts presented in the graph 

below, it appears that they have had mostly problems with Supply Contracts (35.7%), followed by Rent/Lease Contracts 

(14.3%), License Contracts (14.3%), Authorization Contracts (14.3%), Exchange Contracts (7.1%), Transportation Contracts 

(7.1%), and Contracts for Use of Goods and Services (7.1%). 

 
Graph 16 Types of Contracts with which Respondent Businesses Encountered Issues 

The table below lists the type of problems that businesses have experienced with different types of contracts.  
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Table 2: Respondents’ Specific Issues with Certain Types of Contracts  

 

Financial contracts, which are used for financial transactions and dealings with financial institutions, are also used by 

businesses. Financial contracts that are most used by businesses are (for purposes of the survey this includes Service 

Contracts for recurring services such as Internet, Phone, Cable TV (16.9%)), Bank Account Contracts (15.9%), 

Employment Contracts (15.7%), Service Contracts (Accountant, Legal Advice) (14%), and Loan Contracts (10.4%). 

Financial contracts that are least used by businesses are: Mortgage Contracts (3.7%), Savings Deposit Contract (6.1%), 

Bank Guarantee Contracts (7.5%), and Insurance Contracts (9.9%).  

 
Graph 17 Financial Contracts Used Most Frequently by Respondent Businesses 

 

The use of different types of financial contracts has also been explored across specific industry sectors:  

 

10.4% 

3.7% 

15.9% 

6.1% 

7.5% 

9.9% 

14.0% 

16.9% 

15.7% 

0% 2% 4% 6% 8% 10% 12% 14% 16% 18% 

LOAN CONTRACTS  

MORTGAGE CONTRACTS 

BANK ACCOUNT  CONTRACT 

SAVINGS DEPOSIT  CONTRACT  

BANK GUARANTEE  CONTRACT 

INSURANCE  CONTRACT  

SERVICE CONTRACT (Accountant, legal advice) 

SERVICE CONTRACT (Internet, phone, cable TV)  

EMPLOYER CONTRACT  



21 
2014 NATIONAL SURVEY ON USAGE OF WRITTEN CONTRACTS 

 
 

Table 3: Types of Financial Contracts Used by Represented Industry Sectors 

When respondents were asked whether they have experienced problems with the financial contracts, presented in the 
graph below, it appears that they have had mostly problems with Service Contracts (Internet, Phone, Cable TV) 
(57.1%), Employee Contracts (28.6%), and Loan Contracts (14.3%).  
 

 
Graph 18 Types of Financial Contracts with which Respondents Reported as Having Issues 

The table below lists the type of problems that businesses have experienced with different types of financial contracts: 
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Table 4: Respondents’ Specific Issues with Types of Financial Contracts 

While using written contracts does not eliminate risks inherently found in business transactions, they can reduce the 

risk and avoid potential confusion. Research findings show that 61.8% of the businesses do not face problems with 
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suppliers; followed by 10.6% who noted issues with delay of payments, and 4.9%who mentioned Non-Payment as a 

problem they encounter with suppliers.  

 

 
Graph 19 Problems Encountered with Suppliers Regarding Respecting Contract Terms 

Regarding clients, 55.7% of surveyed businesses reported not having any problems, while 16.9% of them stated that 

delay of payments was an issue; 8.8% and 4.3% reported, respectively, Non-Payment and Misinterpretation of the 

conditions of the contracts, as issues with clients, and 4.2% reported Misunderstanding of the conditions of the 

contract as the reason for having issues with clients. 
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Graph 20 Problems Encountered with Clients Regarding Respecting Contract Terms 

Approximately 75.1% of the businesses reported that they did not have any problems with companies that provide 

services to them. 

 
 

 
Graph 21 Problems Encountered with Service Providers Regarding Respecting Contract Terms 

Regarding distributors, findings show that 72.9% of the surveyed businesses stated that they have not experienced any 

problems; 4.5% and 3.1%, respectively, mentioned Delay of Payments and Misinterpretation of the conditions of the 

contract as reasons for issues with distributors.  
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Graph 22 Problems Encountered with Distributors Regarding Respecting Contract Terms 

Lastly, regarding employee contracts, 71% of the business representatives did not report any problems.3.4% and 3.1 

%, respectively, reported infringement of the duration of the terms of contract and misinterpretation of the 

conditions of the contracts. 
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Graph 23 Problems Encountered with Employees Regarding Respecting Contract Terms 

4.3 Attitudes towards Contract Usage 

Business representatives were asked whether they had more confidence in written or oral agreements when 

conducting business activities and the research results show that almost all of them (92.9%) had more confidence in 

written agreements.  

 
 

Graph 24 Types of Contracts in which Respondents Have the Most Confidence 

The respondents were also asked if they agreed with the statements presented below and it appears that for both 

statements: “Contracts are the best instruments for agreements between parties doing business” and “Contracts are 

helpful to avoid problems in business transactions,” almost all of the businesses agreed.  

 

 

 

 

 

 

 

Furthermore, it is important to understand how business representatives perceive contracts, and the findings show 

that approximately 80% of them perceive contracts as a helpful, and as a guarantee and protection for their business; 

followed by 16.4% who perceive contracts as conformity with the law and/or formality. These results indicate that 

most of the businesses are aware of the importance and benefits of using contracts for their business activities.  
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Agreements Between Parties Doing Business 

Graph 26 Contracts are Instruments that are 
Helpful to Avoid Problems in Business 
Transactions 
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Business representatives were asked whether their business partners respect contractual agreements and it appears 

that 73.6% of them think that they “Always” do and 21.4% of respondents think business partners “Sometimes” do.”  

That respondents believe that business partners sometimes do not respect contractual agreements could be a result of 

a number of factors such as, the agreements not being properly drafted to conform to the nature of the business 

relationship, not specifying clearly the rights and responsibilities of each of the parties, or leaving loopholes for 

misunderstandings and misinterpretation of the contract terms.  

 

 

 

 

 

 

 

 

 

On the other hand, it is important to understand whether businesses see themselves as parties that respect their 

contractual agreements and as the graph below shows, 92.6% of the surveyed businesses reported that they “Always” 

respect their contractual agreements followed by 6.4% who reported that they “Sometimes” respect their contractual 

agreements.  

When signing contract agreements, it is important that all parts/clauses of the agreement are read, however written 

contracts can often be too long and detailed for individuals to pay attention to and digest. As a result, individuals and 

businesses pay attention to specific clauses that are of most interest to them, and neglect to read other important 

details and provisions in the contract. Survey results show that 78.8% of the business respondents “Always” read the 

contract terms,15.4% of them “Usually” read the contract terms, and a slight percentage of businesses “Sometimes” 

or “Rarely and “Never “ read the contract terms. Since 2011, however, businesses who “Always” read contract the 

contract terms went up by 33.8%. To further improve these numbers, it may be helpful and useful to teach those 

individuals in the company who draft contracts to draft ones that are thorough, but readable. But also explain that 

sometimes certain transaction require detailed terms, and despite possibly being complicated, the importance of 

reviewing all terms as a way to know fully a party’s rights and obligations.  

 

Graph 27 How Do People Perceive Written Contracts 
Graph 28 How Often Your Business Partners Respect 

Contractual Agreements 
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Graph 32 Do Respondents Use Templates to 
Create the Contracts 

 
Graph 29 How Often Do Individuals Responsible for Reviewing Contracts Read all Parts of the Agreement 

Contract parts that are most often read are “General Conditions” (19.1%); Mutual Obligations” (14.8%); “Subject” 

(12.9%); “ Specific Conditions”(12.6%); “Payment” (12.4%); “Duration/Deadlines” (11.5%) and “Consequences” 

(9.8%). 

This is important in understanding the extent to which the respondents are attentive in reading the contract and the 

specific sections that are most important to them. 

 

 
Graph 30 Parts of the Contract that People Read the Most 

Legal assistance is used by 68.4% of the businesses when concluding contracts and 72.5% of businesses use templates 

to draft these contracts, without legal assistance.  
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Graph 31 Do Respondents Use Legal Assistance 
When Concluding the Contracts 
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Graph 33 Do you Refer Contract Disputes 
to the Justice Institutions 

Legal assistance is mostly used by businesses from industry sectors such as: Mining & Quarrying (100%), Agriculture, 

Hunting and Forestry (82.9%), and Construction (77.3%) which can be explained by the fact that these businesses 

conduct more complex activities and have reported higher turnover, which in turn may have created the need for 

legal assistance. Legal assistance is least used by industry sectors such as: Financial Intermediation (75%), and Other 

Community, Social and Personal Service Activities (51.7%). The Financial Intermediation sector may use less legal 

assistance when concluding contracts because they already use standard forms of contracts that do not need 

modification, or the type of services offered do not require complex negotiations, negating the need for legal 

assistance. Legal assistance is least used by businesses representing the sector of Other Community, Social and Personal 

Service Activities, because almost half of these businesses do not use contracts.   

Additionally, 77.1% of businesses refer contract disputes to the justice institutions, while 22.9% do not. When 

businesses were asked whether they believe in the efficiency of the justice institutions, 82.3% of them responded 

positively and 17.7% of them responded negatively.  

  
 
 
 
 
 
 
 
 
 
 
 
 
Research results show that industry sectors that have mostly been referring to disputes to justice institutions are: 
Mining & Quarrying (100%), Fishing (100%), Agriculture, Hunting & Forestry (88.6%), Construction (86.4%), Real Estate, 
Renting and Business Activities (86.2%), and Health and Social Work (81.3%). 

Industry sectors that have been referring the least amount of contract disputes to justice institutions are: Public 

administration and defense, and compulsory social security (66.7%), Education (55.6%), and Electricity, Gas and Water Supply 

(50%). The research results also show that 66.8% of the surveyed businesses consider the invoice the same as 

contract and 33.2% of them believe the contrary.  

Businesses were also asked on whether they know about the existence of the ADR Mechanisms; 48% responded in 

the affirmative and 52% responded in the negative.  

 

Graph 34 Do you Believe in the Efficiency of the 
Justice Institutions to Resolve Contract 

Disputes? 
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Graph 35 Are you Aware of the Existence of ADR Mechanisms? 

Businesses refer their disputes mostly to the Courts (47.6%). They have also reached agreement assisted from the 

parties’ respective lawyers (27.1%) and participated in Mediation (22.5%) as a form of alternative dispute resolution, 

a way of resolving disputes between two or more parties with concrete effects. Typically, a third party, the mediator 

assists the parties to negotiate a settlement.   

 
Graph 36 Justice Institutions to which People Have Been Referred When Having Problems 

4.4 Courts/ ADR/ Enforcement  

The discussion among the focus group participants on enforcement of written contracts centered around the 

businesses’ particular experiences in the execution of contracts; their awareness of alternative dispute resolution 

(ADR) mechanisms; and their views and perceptions towards the justice system in Kosovo.  

The business representatives had varied experiences to share related to execution of business contracts. One of the 

business representatives working in the Construction sector explained that it has unresolved court cases dating from 

2009. The business is involved in constructing houses for individual clients and there are contract disputes between 

the business and individual Kosovar Diaspora clients who live abroad. Such clients are difficult to trace down, and by 

living outside of Kosovo, cannot be mandated to attend court hearings. In a particular case, the court requested that 

the company notify the court when the client was in Kosovo so the court could call the client in to attend a hearing. 

As a result of these negative experiences with enforcement in the courts, when this particular construction business 

enters into contract agreements with new clients, it conducts a background check to ensure that the client does not 

have a reputation for not paying or fulfilling his/her contractual obligations.  

Some of the representatives agreed that for businesses to survive in the “wild” business environment of Kosovo, 

businesses need a “tough” person within the business, whose sole responsibility would be to collect debts and ensure 

timely payments by clients, because it is impossible to depend solely on the justice system in Kosovo.  
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Graph 37 Employees Disaggregated by Gender 

Another representative, whose company was a subcontractor for construction work, shared an experience that it had 

with a foreign company registered in Kosovo. After the agreed upon work was completed, the foreign company failed 

to pay the local construction company. The foreign company also closed its offices, making it impossible for the 

subcontractor to trace down the representatives of the foreign company and obligate them to pay the debts owed to 

the subcontractor.  

The focus group participants were also asked about their awareness and use of alternative dispute resolution 

mechanisms. There were three participants who were aware of mediation and arbitration as alternative dispute 

resolution mechanisms that could be used instead of going to the courts. The participants’ primary concern with these 

ADR mechanisms was that such methods could only be used if there was a specific clause in the written contract that 

refers to these mechanisms. And, if no such clause was in the contract, then any dispute resolution depended on the 

goodwill of both parties, which according to the participants, rarely happens. In most cases, parties that have 

intentionally breached the contract terms will use the inefficiency of the court system to their advantage, and are not 

interested in using alternative ways to resolve the dispute.  

Furthermore, when asked about the private enforcement regime, most of the participants have heard about the 

private enforcement agents and two of these companies had used such agents to collect debts.  

Furthermore, business representatives were also asked to describe the Kosovo justice system in one word or phrase 

that came first into their minds. The answers are presented below: 

“Chaos”; “Corruption”; “Error404”; “Politicization”; “Do you know someone there?”; “System that does not function” 

; “More investment in laws rather than in its implementation:”; “Slow progress” ; “Negligence” ; “Delays”.  

Lastly, the focus group participants were asked what can be done to change the system and to protect and develop the 

business environment. Results from the answers provided show that, business representatives need to be more aware 

of new laws and amendments to existing laws. Their internal staff needs to develop skills and knowledge in drafting 

and negotiating contracts and be provided with sample contracts related to their nature of work through a public, 

online database that everyone can have access to and utilize these resources for their particular business needs.  

Representatives also agreed that at this stage, businesses need to carefully check with whom they do business to avoid 

potential future disputes as well as court processes. 

For businesses to resolve specific disputes or late payments by the clients, before sending the case to the court, they 

need to play the role of the “Psychologist” as one of the business representatives described, very understanding 

towards the difficult situation of the client and very patient in general. This means that although it is within their 

rights to refer to courts for business disputes, business representatives stated that they try their best to resolve 

disputes through communication and understanding for the other party’s difficult position.   

As mentioned throughout this report, businesses are aware of the deficiencies in the court system, but nonetheless, 

the courts are the most used forum to resolve disputes.  

4.5 Women Employment   

In additon to exploring the usage of contracts and perceptions of 

businesses in enforcement of contracts, the national survey 

explored the views of businesses towards the employment of 

women and company practices and procedures that promote and 

encourage the employment and retention of women employees. 

In the 900 businesses that participated in the survey, there are 
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6,719 employees in total, out of which 1,602 (23.8%) are female and 5,117 (76.2%) are male. Furthermore, the 

business sectors that employ the most women are Trade (29.65%); Transport (20.35%), and Manufacturing (11.42%).  

 

 
Graph 38 Percentage of Women Employed by Represented Industry Sectors 

Out of 1,602 reported female employees, 10.17% hold managerial positions while 89.83% hold non-managerial 

positions in the respondent companies.  

 
Graph 39 Percentage of Women in Managerial Positions 

Findings show that the surveyed businesses see certain advantages of employing women in businesses. Based on the 

2014 survey, 31.2% of the business respondents find women to be committed and responsible employees; 20.6% 

consider them to be team players; 17.1% perceive them as detail-oriented; 12.7% consider them as flexible. 

However, only 10% of surveyed businesses consider women to be problem-solvers, and only 4% perceive women 

employees as risk takers. These results shed light on how business owners, who are mostly male, perceive women in 

the workplace, and also signals perceptions held by male managers that women are less likely to take risks; are good 

problem-solvers, and are less flexible, which are qualities business owners value and see as weaknesses if the 

employee does not exhibit these traits.  
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Graph 40 Advantages of Employing Women Reported by Respondents 

On the other hand, the perceived “disadvantages” of employing women are: maternity leave (22%); greater 

preoccupation with family matters (18.8%); being emotional in the workplace (15.4%); not taking risks (14.4%); not 

working extra hours (14.1%); being 

less flexible (7.9%); not taking 

responsibility for their own professional 

problems (4.4%). These results 

highlight the challenges that women 

face when working in the private 

sector. The new maternity leave 

provisions within the Labor Law in 

Kosovo stipulate that female employees 

have the right to 12 months of 

maternity leave, 9 of which are paid. 

However, there have been many 

difficulties in implementing the law from the employer’s side because small businesses, which comprise the majority 

of Kosovo’s private sector, struggle to pay the 6 months of compensation and find a replacement for their employee, 

thus creating disincentives for employing and 

retaining women.   

Surveyed businesses also had the following 

views on positions that are considered to be 

unsuitable for women such as: Security Guard 

(41.5%); Driver (26.6%); Warehouse Keeper 

(19.7%); Distributor (7%); Engineer (2.1%); 

Manager (1.7%).These results indicate the 

prevalence of various social norms, which 

perpetuate male and female stereotypes, 

thereby making it difficult for or preventing 

women from working in these positions.  
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Graph 41 Disadvantages of Employing Women 
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Company policies aimed at employing and retaining women in the workplace that have been implemented by the 

surveyed businesses include: encouragement in job postings for women to apply (31.9); company Code of Conduct 

(14.6%); maternity/parental leave (11.7%); flexible working hours (11.7); workplace mentoring program (10.2%); 

personal leave to take care of children and elderly members of the family (9.2%); and childcare support (7.7%).  

These data demonstrate that there exists a considerably high level of negative bias to employ, retain, and promote 

women in the workplace.   

 
Graph 43 Company Policies that Promote Recruitment and Retention of Women in the Workplace 

5. CONCLUSIONS 

The findings indicate that, in general, businesses use more written contracts and use them more frequently when 

comparing to the 2011 Survey. The awareness on the availability of the ADR services has also dramatically increased 

as a result of USAID programming outreach (CLE and SEAD). However, findings indicate that continued outreach, 

replicating programs and activities used to improve awareness of contract usage and ADR mechanisms, will increase 

awareness regarding the new private enforcement agents system.  

Businesses have negative perceptions of the justice system in Kosovo but nevertheless most often bring disputes to the 

courts.  
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ANNEX II: Methodology 

The methodology that was implemented for conducting the quantitative survey with 900 businesses is described as 

follows: 

1. Review SEAD Questionnaire and Finalize CLE Mid-Term Questionnaire   

2. Sampling Procedure for PAPI Interviews 

In order to target effectively the survey respondents as per the requirements set by CLE, RTC recommends following 

a sampling process which includes:  

 2.1. Target population 

Our team defined the target population in terms of elements, sampling units, extent and time. 

Element: Male and female –Owners/CEOs; Finance Managers  

Sampling Units: Business Units 

 Extent: Seven regions of Kosovo 

 Time: 2nd September-20th September 2014 

 2.2. The sampling frame 

The list of businesses divided by specific sector and size derived from the directories of Business Registration Agency 

of Kosovo.  

 2.3. Sampling technique 

Probability Sampling was utilized by focusing on Stratified Sampling which is a two-step process in which the population 

is partitioned into subpopulations or strata such as Regions and Business Sectors. The sample elements which are the 

Business Units were selected by probability for each strata based on the market statistics published from the Business 

Registration Agency in Kosovo.   

 

Region Business Sample  
Pristina (38.05%) 

 
342 

Prizren (13.42%) 120 

Ferizaj(11.33%) 102 

Gjakova (6.84%) 95 

Peja(9.94%) 90 

Gjilan(10.60%) 88 

Mitrovica (9.81%) 63 

TOTAL 900 

Business Sector Business Sample 

Agriculture, hunting and 
forestry (3.85%) 

35 

Fishing (0.05%) 1 

Mining and quarrying 
(0.55%) 

5 

Manufacturing (9.53%) 86 

Electricity, gas and water 
supply (0.22%) 

2 

Construction (7.66%) 67 

Wholesale and retail 
trade; repair of motor 
vehicles, motorcycles and 
personal and household 
goods (38.91%) 

350 

Hotels and restaurants 
(10.18%) 

92 

Transport, storage and 104 
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The methodology used for focus groups: 

1. Designed the focus group outlines in close consultation with CLE assigned team 

2. Recruited representatives from the business sectors participating in the quantitative national survey 

These focus groups consisted of a total number of 24 business representatives with each of the focus groups lasting up 

to 2 hours, organized at appropriate times in order to ensure full availability of the participants (10am-12am; 2pm-

4pm) 

Once a group of viable recruits was established, our staff called each one to confirm interest and availability. Upon 

confirmation, the recruits were given the times and locations for the focus groups. Our staff emailed them a written 

confirmation and called to remind the participants two days before the scheduled group session. Our staff told 

participants that the focus group will take about one and half to two hours. The participants were given a starting 

time that was 15 minutes prior to the actual start time to allow for filling out necessary paperwork, having a coffee, 

and settling in to the group. 

The focus groups were conducted by a team consisting of a moderator and assistant moderator. The moderator 

facilitated the discussion; the assistant took notes, noted/recorded body language or other subtle but relevant clues.  

communication (11.60%) 

Financial intermediation 
(0.39%) 

4 

Real estate, renting and 
business activities 
(7.35%) 

66 

Public administration and 
defense; compulsory 
social security (0.28%) 

3 

Education (0.95%) 9 

Health and social work 
(1.81%) 

16 

Other community, social 
and personal service 
activities (6.67%) 

60 

TOTAL 900 
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ANNEX III: Questionnaire 
 

A. DEMOGRAPHICS & GENERAL INFORMATION OF THE BUSINESS 

 
A1.REGION [Codes: 1-Pristina, 2-Mitrovica, 3-Prizren, 4-Peja, 5-Ferizaj, 6-Gjakova, 7-Gjilan] 
 (Please, write the code number of the respective region ex. 01)  
 
 |__| 
 
A2. MUNICIPALITY    ___________________________           
 
A3. NAME OF TOWN/VILLAGE  ___________________________          
 
A4. NAME OF THE COMPANY  ___________________________           
 
A5. SEX 

 Male 

 Female   
 

A6. AGE 

 18-25 

 26-35 

 36-45 

 46-55 

 56+ 
 
A7. EDUCATION  

 Primary School (Classes 6-9) 

 High School (Classes 10-12/13) 

 University 

 Post Graduation Studies 
 
A8. POSITION IN THE COMPANY (EX. OWNER, SALES MANAGER ETC.):______________________ 
 
A9. ETHNICITY: Which is your ethnicity/what group do you belong to? 

 Albanian        

 Serb 

 Bosnian 

 Goran 

 Turk 

 Roma 

 Ashkali 

 Egyptian 

 Other. Which? ___________  

 88. DK 

 99. NA 
 
A10. YEAR OF ESTABLISHMENT OF THE COMPANY (_ _ _ _);  
 
A11. TYPE OF BUSINESS:  

 INDIVIDUAL BUSINESS 

 GENERAL PARTNERSHIP 

 LIMITED PARTNERSHIP  

 LIMITED LIABILITY COMAPNY  

 JOINT STOCK COMPANY 
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 OTHER: :________________________ 
 
A12. AREA OF ACTIVITY (CIRCLE ALL RELEVENT):  
 

Sector number  Description 

A 
Agriculture, hunting and forestry 

B  Fishing 

C  Mining and quarrying 

D Manufacturing 

E  Electricity, gas and water supply 

F  Construction 

G Wholesale and retail trade; repair of motor vehicles, motorcycles and personal and household goods 

H Hotels and restaurants 

I  Transport, storage and communication 

J  Financial intermediation 

K  Real estate, renting and business activities 

L  Public administration and defense; compulsory social security 

M  Education 

N  Health and social work 

O Other community, social and personal service activities 

P Private households with employed persons 

Q  Extra-territorial organizations and bodies 

 
A13. WHAT IS YOUR COMPANY’S YEARLY TURNOVER? (OPTIONAL) 
 

 0-10000        

 10001- 50000             

 50001-100,000          

 100,001-500,000       

 500,001-1,000,000       

 ABOVE 1,000,000       
 
A14. TOTAL NUMBER OF EMPLOYEES IN YOUR COMPANY?  

 
(___) N/A  

 
A15. TOTAL NUMBER OF FEMALES EMPLOYED IN YOUR COMPANY? 
 

 (___) N/A  
 
A16. IN WICH DEPARTAMENTS IS WOMEN’S CONCENTRATION LARGEST? 
 
__________________________________________________________________________________________ 
 
A17. THE TOTAL NUMBER OF FEMALES IN MANAGERIAL POSITIONS    
 
                   (___)         IF YES, WHICH DEPARTMENTS?_____________________                                N/A 

                                                                          
 
A18. WHAT ARE THE ADVANTAGES OF EMPLOYING WOMEN IN YOUR COMPANY? 
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(Please circle all relevant) 
 

a) Committed and Responsible  
b) Detail-Oriented 
c) Flexible 
d) Risk takers 
e) Problem-solvers 
f) Team players 
g) Other:  

 
A19. WHAT ARE THE DISADVANTAGES OF EMPLOYING WOMEN IN YOUR COMPANY? 
 (Please circle all relevant) 
 

a) Less flexible  
b) Emotional in the workplace  
c) They do not take responsibility for their own problems 
d) Do not take risks  
e) Do not work extra hours 
f) More preoccupied with their family matters 
g) Maternity leave 
h) Other:  

 
A20. FOR WHICH JOB POSITION YOU WILL NOT CONSIDER HIRING A WOMAN?  
 (Please circle all relevant) 
 

a) Driver 
b) Engineering Specialist/Manager 
c) Manager 
d) IT Specialist/Manager 
e) Guard/security 
f) Other:  

 
A21. WHAT COMPANY POLICIES ARE IN PLACE THAT PROMOTE THE RECRUITMENT AND RETAINMENT OF 

WOMEN IN THE WORKPLACE? 
 (Please circle all relevant) 
 

a) Encouragement of women to apply in job postings 
b) Maternity/Parental Leaves 
c) Personal Leave to take care of sick children, elderly family members etc. 
d) Company Code of Conduct 
e) Workplace Mentoring Program  
f) Childcare Support 
g) Flexible working hours 
h) Other: 

 
A22. DO YOU HAVE UNITS/ PERSON THAT DEALS WITH THE FOLLOWING DUTIES IN YOUR COMPANY (Tick 
them) 
 (Please circle all relevant) 
 

a) ADMINISTRATION  
b) LEGAL  
c) FINANCE  
d) HUMAN RESOURCES  
e) DISTRIBUTION/ SALES   
f) PRODUCTION  
g) MARKETING  
h) OTHER _____________ 

 

 
B1. DO YOU USE CONTRACTS IN DEALING WITH BUSINESS TRANSACTIONS?   

B. CONTRACTS  
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 YES    NO   
 
B1.1 IF YES, FOR WHICH BUSINESS TRANSACTIONS DO YOU USE CONTRACTS? 
 (Please circle all relevant) 
 

a) Employment  
b) Supply of Services/Goods 
c) Clients 
d) Rent of facilities/equipment 
e) Business Partners 
f) Other : 

 
 
B1.2 IF YES, HOW OFTEN DO YOU USE CONTRACTS IN DEALING WITH BUSINESS TRANSACTIONS? 
 (Please circle only one option) 
 

 ALWAYS  GENERALLY  SOMETIMES  ON SPECIFIC CASES  NEVER  
 
B1.3 IF YES, WHO IS RESONSIBLE FOR DRAFTING THE CONTRACTS? 
 (Please circle all relevant) 
 

a) CEO 
b) Manager of the Department 
c) Lawyer 
d) Financial Officer 
e) Administrative Assistant 
f) Other:  

 
B1.4 IF NO, WHAT ARE THE REASONS FOR NOT USING CONTRACTS? 
 (Please circle all relevant) 
 

a) Lack of enforcement of contract by regulatory bodies 
b) It is not necessary for this type of business 
c) Contracts make work more difficult/slow down the performance  
d) Are not well regulated by law 
e) Contracts damage the business  
f) Other:  

 
B2. WHICH OF THE CONTRACTS DO YOU USE IN YOUR COMPANY AND IF YES DID YOU HAVE PROBLEMS WITH 
 THEM?  

(Please tick with an X all relevant and if you state there is any problem with each respective contract please write the explanation of 
the problem in your own words) 

  
 

 
No. 

TYPE OF CONTRACT 

USAGE OF 
CONTRACT 

PROBLEMS WITH 
CONTRACT 

IF YES, LIST TYPE OF 
THE PROBLEMS  

YES          NO YES            NO 

 

1 
SUPPLY CONTRACTS  

    

      

2 
EXCHANGE  CONTRACTS 

    

      

3 
RENT/LEASE CONTRACT 

    

      

4 
ACT CONTRACT  

  

   

5 
CONSTRUCTION CONTRACT 

  

   

6 
TRANSPORTATION CONTRACT  
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7 
LICENSE CONTRACT  

  

   

8 
COMISSION CONTRACT  

  

   

9 
INTERMEDIATION CONTRACT  

  

   

10 

CONTRACTS FOR USE OF GOODS AND 
SERVICES    

   

11 
DEPOSIT CONTRACT  

  

   

12 
AUTHORIZATION CONTRACT  

  

   

13 
PATNERSHIP CONTRACT  

  

   

 
 
B3.  QUESTIONS REGARDING FINANCIAL CONTRACTS:  

(Please tick with an X all relevant and if you state there is any problem with each respective contract please write the explanation of 
the problem in your own words) 

 
 

 
No. 

TYPE OF CONTRACT 

USAGE OF 
CONTRACT 

PROBLEMS WITH 
CONTRACT 

IF YES, LIST TYPE OF 
THE PROBLEMS  

YES          NO YES            NO 

 

1 
LOAN CONTRACTS  

    

      

2 
MORTGAGE CONTRACTS 

    

      

2 
BANK ACCOUNT  CONTRACT 

    

      

4 
SAVINGS DEPOSIT  CONTRACT  

  

   

5 
BANK GUARANTEE  CONTRACT 

  

   

6 
INSURANCE  CONTRACT  

  

   

7 
SERVICE CONTRACT (Accountant, legal advice) 

  

   

8 
SERVICE CONTRACT (Internet, phone, cable TV)  

  

   

9 
EMPLOYER CONTRACT  

  

   

 
B4. ISSUES WITH BUSINESS TRANSACTIONS 
 (Please circle all relevant) 
 
 

SUPPLIERS END CLIENTS SERVICES DISTRIBUTION OF 
GOODS 

EMPLOYEES 

a. non-payment  
 

b. delay of payment  
 

c. misunderstanding of 
the conditions of the 
contracts  
 

d. misinterpretation of 
the conditions of the 

a. non-payment  
 

b. delay of payment  
 

c. misunderstanding of 
the conditions of the 
contracts  
 

d. misinterpretation of 
the conditions of the 

a. non-payment  
 

b. delay of payment  
 

c. misunderstanding of 
the conditions of the 
contracts  
 

d. misinterpretation of 
the conditions of the 

a. non-payment  
 

b. delay of payment  
 

c. misunderstanding of 
the conditions of the 
contracts  
 

d. misinterpretation of 
the conditions of the 

a. non-payment  
 

b. delay of payment  
 

c. misunderstanding of 
the conditions of the 
contracts  
 

d. misinterpretation of 
the conditions of the 
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contracts  
 

e. unfavourable 
conditions of the 
contracts  
 

f. infringement of the 
duration of terms of 
the contracts  
 

g. infringements of 
other conditions of 
the contracts  
 

h. unilateral 
modification of the 
conditions of the 
contract 
 

i. altering the qualities 
of the objects of the 
contracts  

j. lack of enforcement 
of contract by 
regulatory bodies 

k. All the above 
mentioned options 

l.  other  
m. no problems 

contracts  
 

e. unfavourable 
conditions of the 
contracts  
 

f. infringement of the 
duration of terms of 
the contracts  
 

g. infringements of 
other conditions of 
the contracts  
 

h. unilateral 
modification of the 
conditions of the 
contract 
 

i. altering the qualities 
of the objects of the 
contracts  

j. lack of enforcement 
of contract by 
regulatory bodies 

k. All the above 
mentioned options 

l.  other  
no problems 

contracts  
 

e. unfavourable 
conditions of the 
contracts  
 

f. infringement of the 
duration of terms of 
the contracts  
 

g. infringements of 
other conditions of 
the contracts  
 

h. unilateral 
modification of the 
conditions of the 
contract 
 

i. altering the qualities 
of the objects of the 
contracts  

j. lack of enforcement 
of contract by 
regulatory bodies 

k. All the above 
mentioned options 

l.  other  
no problems 

contracts  
 

e. unfavourable 
conditions of the 
contracts  
 

f. infringement of the 
duration of terms of 
the contracts  
 

g. infringements of 
other conditions of 
the contracts  
 

h. unilateral 
modification of the 
conditions of the 
contract 
 

i. altering the qualities 
of the objects of the 
contracts  

j. lack of enforcement 
of contract by 
regulatory bodies 

k. All the above 
mentioned options 

l.  other  
no problems 

contracts  
 

e. unfavourable 
conditions of the 
contracts  
 

f. infringement of the 
duration of terms of 
the contracts  
 

g. infringements of 
other conditions of 
the contracts  
 

h. unilateral 
modification of the 
conditions of the 
contract 
 

i. altering the qualities 
of the objects of the 
contracts  

j. lack of enforcement 
of contract by 
regulatory bodies 

k. All the above 
mentioned options 

l.  other  
no problems 

 
 
 
B5. FOR WHICH TYPE OF THE CONTRACTS, REQUIRED IN YOUR BUSINESS, YOU NEED TO HAVE A SAMPLE OF 
 CONTRACT (CHOOSE THREE MOST NEEDED)  
 (Please tick with an X the three most needed sample contracts) 
 

 
No. 

TYPE OF CONTRACT 

WRITE THREE MOST 
NEEDED SAMPLE  

CONTRACTS  

 

1 
SUPPLY CONTRACTS  

  

2 
COMPENSATION CONTRACTS 

  

3 
RENT/LEASE CONTRACT 

  

4 
ENTERPRISE  CONTRACT  

 

5 
CONSTRUCTION CONTRACT 

 

6 
TRANSPORTATION CONTRACT  

 

7 
LICENSE CONTRACT  

 

8 
COMISSION CONTRACT  

 

9 
INTERMEDIATION CONTRACT  

 

10 

CONTRACTS FOR USE OF GOODS AND 
SERVICES   
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11 

SERVICE CONTRACTS (Accountant, legal advice 
etc)  

12 
EMPLOYER CONTRACT  

 

13 
OTHER CONTRACTS 

 

 
 

 
C1.  WHICH TYPE OF THE AGREEMENT DO YOU TRUST MORE IN BUSINESS AFFAIRS?  

 (Please, circle only one option) 
 

a. Written agreements  
b. Oral agreements 
c. None 

Please state: Do you agree or disagree with following statements:  
 
C2. CONTRACTS ARE THE BEST INSTRUMENTS FOR AGREEMENTS BETWEEN PARTIES DOING BUSINESS 

 YES, I do agree     

 NO, I do not agree 
 
C3. CONTRACTS ARE INSTRUMENTS THAT ARE HELPFUL TO AVOID PROBLEMS IN BUSINESS TRANSACTIONS 

 YES, I do agree     

 NO, I do not agree 
 

C4. MY BUSINESS PARTENERS RESPECT CONTRACTUAL AGREEMENTS 
 (Please, circle only one option) 

 Always   

 Sometimes   

 Not really  

 Never 
 

C5. I RESPECT MY CONTRACTUAL ARRANGEMENTS 
 (Please, circle only one option) 

 Always   

 Sometimes   

 Not really 

  Never 
 
C6. DO YOU SEE CONTRACTS AS .......: 
 (Please, circle only one option) 

 Guarantee for your business  

 Helpful for businesses 

 As conformity with the law and/or formality 

 Obstacle to doing business  

 

D. KNOWLEDGE  

 
D1. THINKING OF ALL CONTRACTS THAT YOU HAD IN YOUR LIFE, DID YOU READ ALL PARTS OF THE 

AGREEMENTS THAT YOU MADE?  
 (Please, circle only one option) 

 Always    

 Usually    

 Sometimes   

 Rarely    

C. ATTITUDES 
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 Never 
 
D1.2. (If, Always, Usually, Sometimes and rarely for question D38) WHICH PART OF THE CONTRACTS DO YOU READ? 
 (Please circle all relevant) 
                  

 Title (kind/type) 

 Subjects 

 General conditions  

 Specific conditions  

 Mutual obligations  

 Duration/ deadlines  

 Payment  

 Consequences  

 Other_____________ 
 

D2. DO YOU USE LEGAL ASSISTANCE WHEN CONCLUDING THE CONTRACTS? 
 

 YES       

 NO 
 

D3. WHEN CONCLUDING THE CONTRACT, DO YOU USE TEMPLATES OF THE CONTRACTS? 
 

 YES       

 NO 
D4. DO YOU REFER TO THE JUSTICE INSTITUTIONS FOR CONTRACT DISPUTES?  
 

 YES       

 NO 
D4.1 IF YES, PLEASE SPECIFY TO WHICH JUSTICE INSTITUTION YOU HAVE BEEN REFERRED TO:  
 (Please circle all relevant) 
 

 Court  

 Mediation parties  

 Agreement assisted from respective lawyers  

 Other_____________ 
D5. DO YOU BELIEVE IN THE EFFECIENCY OF THE JUSTICE INSTITUTIONS?  
 

 YES       

 NO 
D6. DO YOU THINK THAT INVOICE IS A FORM OF THE CONTRACT? 
 

 YES       

 NO 
D7. DO YOU HAVE INFORMATION FOR EXISTENCE OF THE ARBITRATION TRIBUNAL? 
 

 YES       

 NO 
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Graph 1: Respondents by region 
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Graph 2: Respondents by type of business 
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Graph 3: Respondents by annual turnover 
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Graph 4: Percentage of Businesses with Specified Units 
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Graph 5: Percentage of Respondent by business activity 
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Graph 6: Do you use written contracts? 
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Graph 7: Frequency of using written contracts 
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Graph 8: What type of agreement do you trust more? 
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Graph 9: How often do business partners respect contractual agreements  
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Graph 10: Type of contract mostly used 
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Graph 11: How often do you read contracts before signing? 
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Graph 12: Terms of contracts mostly read 
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Graph 13:Do you use templates? 
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Graph 14: Do you use legal assistance? 
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Graph 15: Do you refer to justice institutions in case of disputes? 
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Graph 16: Prefered justice institution in case of dispute 
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Graph 17: Are you aware on the existance of Arbitration Tribunal? 
 


