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Toll Free 80077700
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The
Authority’s
contact
details are

Authority of Electricity Regulation,
Oman

PO. Box 954

Postal Code 133, Al Khuwair
Sultanate of Oman

Tel: +968 24609700

Fax: +968 24609701

Email: enquiries@aer-omanm.org
Website Address: www.aer-oman.org
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e \What we will do next Customer complaint handling process 5

We will immediately commence an internal investigation intfo your complaint. This will be carried out by frained
complaint handling experts, who are there to ensure that each complaint is dealt with fairly and reasonably. Within
10 working days of receiving your complaint we will write to you to let you know what went wrong and why and what
we will do to put things right for you. We will also ask you fo let us know that you are happy with our response. Where
we have made a mistake we will also apologize to you. We aim to resolve 95% of all complaints within 10 working
days. In a very few cases it is not possible to resolve a complaint this quickly. If this applies in your case we will let
you know why and will keep you informed of progress with our investigation. In this case we guarantee to respond
fo you within 30 working days from receipt of your original complaint. We will also ask you fo let us know that you are
happy with our response. If you are still unsatisfied.

Stage 1

Contact your supplier

If you have a problem, get in touch with

us. We willimmediately acknowledge your

complaint and will normally respond to you

within 10 working days. In exceptional cases
we are allowed up to 30 working days.

9

Complaint
resolved

Are you satisfied?

I O

Stage 2

If you let us know that you are unhappy with our handling of your complaint or what we will do to put things right

for you, please let us know. Your complaint will then be automatically sent to our Director of Customer Affairs for
review. You may also contact him yourself. His contact details are on the back of this procedure. The Director will
immediately try to contact you to ensure that he understands what you are unhappy about. He will then carry out a
further investigation and may suggest an alternative way of dealing with your problem. He will do this within a total
of 40 working days from us receiving your original complaint. We will ask you if you are happy with his response.
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® Authority for Electricity Regulation

This procedure has been approved by the Authority for Electricity Regulation in accordance with the terms of
Condition 24 of our Distribution and Supply Licence. If we have tried o resolve your complaint but were unable
o put things right or explain them properly, or if we do not respond to you in time and you are still unhappy, you
may ask the Authority for Electricity Regulation to consider the matter. The Authority will clearly explain its own
procedures to you and has the legal power to determine your dispute and to enforce the terms of our Licence.

Director of Customer Services ( Q

If you are not satisfied with the way we
have dealt with your complaint let us

know. We will escalate your complaint to
the Director of Customer Services. He will
respond to you within 40 working days from
our receipt of your original complaint.

Stage 3
o——o0 (
Referral to the Authority

If you have a problem, get in touch with
us. We will immediately acknowledge your
complaint and will normally respond to you
within 10 working days. In exceptional cases
we are allowed up to 30 working days.

1

Complaint
resolved

Are you satisfied?

[
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Complaint
resolved

Are you satisfied?
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Stage 4

Appeal to the Court

If the Authority issues a determination
you have the right to dispute it in Court,
in accordance with the provisions of
Aricle 125 of the Sector Law.

-

do things better in future. Our Director of Customer Service will receive each month a
summary report of complaints received and recommended actions. We will also provide

Learning from our mistakes
' If we make a mistake we will review the causes of the complaint and fry to leam how to
a copy to the Authority for Electricity Regulation.
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® Customer complaint handling procedure

These procedures describe how we will resolve complaints received from customers who are not o HOW TO CO | plO | ﬂ
satisfied with our services. We wish to ensure that these procedures: . . . .
If you wish to make a complaint please let us have as much detail as you can about your problem, in
order that we can properly understand and try to put it right. Your account number and ID card number are
* Are visible and accessible to our customers;

especially helpful, as is your telephone numiber. However, we will only ask you to provide information that is

* Allow us to deal with complaints effectively and in a responsive manner; and strictly relevant to the dispute.

* Allow us to leamn from customer complaints about the services we are providing.

7]

You may make a complaint:

* In person, at any of our offices;

* By sending us a letter;

* By sending us an email;

* By telephoning our Contact Centre;

* Through the ePortal self-service channel www.electricity.com.om

Visibility and access Our contact address, email address and telephone numbers are included on the back of this procedure.
We will enhance customer awareness of these Procedures, including:
. ) , In each case we will:
* By publishing them prominently on our website; . .
» Acknowledge receipt of your complaint;
* By informing all customers about the procedure, at least annually, on . . . .
* Provide you with a unique reference number;
our bills, or through a leaflet aftached to our bills;

* Advise you of any further information we need from you; and

* By an annual local prometional campaign, designed in consuitation » Advise you of the next steps and the time scales for our investigation.

with local community representatives; and
* By posters displayed in the public areas of our offices

For complaints received in person or on the telephone we will acknowledge the complaint and provide
you with a reference number immediately. For complaints received by letter or email we will do this

within 1 working day. The reference number will allow you to check the progress of your complaint by
contacting any of our offices.

If you are unhappy with services we have provided to you, or with any other aspect of our business,
we want you to let us know, by making a complaint.
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