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If you have a difficulty paying your bills or if you believe we have not met the promises set out in this Code of ) L T T L L o o
Practice, please call us. Uagegy pojdid pod Lk 281 gl 6)gilall wilaiuuo slaw 59 dugsn aaled Jljulh wis 13|
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We recommend that you should contact us through our
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e \What to do if you have a problem

Contact us, our staff are well frained to listen to your problems
Some of our staff are trained to a high standard and are designated as debt counsellors. Contact
details are on the back of this Code of Practice.

o—— If you have a dispute about your bill you must notify us so that we can help to resolve
it. If an amount is genuinely disputed it will be deducted from the outstanding sum
until the dispute is resolved.

o—— If you are prepared to pay for your ongoing supplies of electricity and something
towards your debt our staff will help you agree a payment arrangement that will
prevent your supply from being disconnected.

o—— Our staff may also be aware of other sources of help, advice and support, such as
social security benefits, energy efficiency advice and support schemes and other
community support mechanisms.

O—— They will be able to ensure that your supply is not disconnected in the summer if you
are registered as a special needs customer, or if you are eligible to be registered and

let us know.

o—— Full contact details are provided on the back of this Code of Practice.

® Ensure that electricity is not your last priority

O0—— The Sector Law, promulgated by Royal Decree 78/2004, provides that electricity is a
service that should be paid for, although the Government provides a subsidy to keep
costs down.

o0—— The Sector Law also provides that the supply of electricity to customers who do not
pay their bills can be disconnected.

o—— For amost all customers electricity is an important and priority service that it is
uncomfortable to be without, especially in summer.

o—— Do not freat your electricity supply as a last resort. If you do not pay for your ongoing
supply and something towards your debts we may have to disconnect you

-0 Code of Practice for customers who have difficulty in paying their electricity bills

® The last resort: if we have to disconnect you

[

We regard disconnection as a failure

o———

o——

We wish to continue the supply of electricity to all of our customers.

We will not disconnect you if you have a debt and are prepared to pay for your ongoing
supply and a contribution to your debt, through a payment arrangement that reflects
your circumstances.

If all attempts to contact you fail and you have an outstanding debt, or if you have been
interfering with your meter or other equipment provided by us, your electricity supply will be
disconnected, as provided by law.

® Our disconnection procedure

o——

In case of non-payment of your bill within 30 days from the date the bill was issued we will include a Reminder
Notice on your next bill and may also send an SMS message 1o the number you have nofified us of.

In case of non-payment within 60 days from the date your bill was issued, a Final Notice will be sent to
the address you have provided. We will also include a message on your bill.

If you still fail o pay, you will receive a Disconnection Notice that we will try to deliver by hand to your
premises. We may do so within 10 days of sending a Final Notice, or with your next bill.

If the bill is not paid immediately after you receive the Disconnection Nofice, your electricity supply may
be disconnected without further notice.

If the meter and/or any of the associated electrical apparatus have been tampered with, we will
disconnect your supply as provided for by the Sector Law. The Sector Law also provides that a fine and/
or imprisonment may be levied on those who interfere with our electrical equipment

If your supply is disconnected for non-payment, it may only be reconnected after the full outstanding
debt, plus disconnection and reconnection fees are paid, unless we agree with you otherwise.

In some circumstances, for example, if you have repeatedly failed to pay your bills on time, we may ask
you to pay a security deposit, in accordance with rules agreed by the Authority for Electricity Regulation.



Toll Free 80077700

e Making it easy to pay

Paying your bills

o—— The Sector Law, promulgated by Royal Decree 78/2004, provides that you must pay for the
electricity that you consume. Bills should be paid by the due date indicated on the bill. (If
the due date indicated is a Thursday, Friday or Public Holiday the next working day will be
the due date).

o—— We have a number of payment locations, designed to meet your needs.

o—— We can also provide a duplicate bill if you did not receive the original that we sent to you
or if you have mislaid it.

® Making it easy to pay

We have a large number of payment plans and payment locations, designed to meet your needs.
Please let us know if you need advice on any of these payment methods:

At your bank Or you can call the toll free
number of our 24/7 Contact
Center (80077700) to find out
your nearest branch

agents ONEIC

If you have difficulty paying your bills, we will help you to pay what you can
« If you have difficulty paying your bill, please let us know. We do not want to disconnect you

* We will talk to you to fry to agree a payment plan that meets your ability o pay, though you
must also pay for your ongoing use.

At the offices of our

———————————0  Code of Practice for customers who have difficulty in paying their electrcity bills

® Disconnection procedure 7

o0—

We wish to continue the supply of electricity to all of our Customers, this is our business, we
must pay for the electricity we buy from the electricity generating companies and you
must pay us for the electricity you consume.

In order to ensure that your electricity supply is not disconnected we have agreed a
disconnection procedure with the Authority for Electricity Regulation.

We will work to let you know if there is a problem with your account and to provide you
with the opportunity to contact us, so that you can let us know if you have difficulty
paying.

It is your responsibility to pay for the electricity you consume. If you do not receive a bill
you are still obliged to pay us. We will of course be glad to provide you with a duplicate
bill if you let us know.

We will communicate your account status through your monthly bill and in separate
notices, as described in the disconnection procedure.

The disconnection procedure is summarized in this Code of Practice under the heading
“The last resort — when we will disconnect you”.

Communications process

* To reflect the importance we place on talking with those customers who have difficulty
in paying their bills, we will ensure that this Code of Practice and the related procedures
are well publicized and distributed, including on our bills, in our offices and in our agents’
offices.

» We will ensure that this Code of Practice is available to all customers on request.

* We will work actively to ensure that local community representatives and other
customer support and advice agencies active in the areas we supply are aware of this
Code of Practice and the related procedures.



Toll Free 80077700

® Helping you o understand your bills and using

electricity efficiently

Understanding your electricity bills

o—— ltis important that you are able to understand your electricity bill, and that the information
presented is clear.

o—— We will review the format of our electricity bills from time to time in order to make it easier to
understand and to enhance the information provided to you.

O—— We will provide you with clear information on your bills and advise you of what you must pay.

o—— |If you do not receive a bill, you must still pay for the electricity you consume. If you did not
receive a bill or have misplaced it, you are still obliged to pay us. We will be glad to provide
a duplicate bill on request.

o—— The period between each meter reading should be 30 days, or as close to that period as we
can reasonably manage.

O—— Bills are provided on paper but may also be viewed as an electronic copy on the ePortal
website - www.electricity.com.om

O— |If you provide us with your contact details, we may send bill reminders by SMS.

O—— Details of how and where to pay your bills are included in the next section of this Code of Practice,
headed “How fo pay your bills”

o—— The format and content of our electricity bills is approved by the Authority for Electricity Regulation.

o——— |f you have difficulty in understanding your electricity bill, please let us know and we will try to help
you understand it.

———————————0  Code of Practice for customers who have difficulty in paying their electrcity bills

® Preventing debft-build-up

%0

e

If you miss a payment, or more than one payment, we will send you a notice reminding
you to pay and asking you to contact us if you have difficulty in doing so. Please do not
ignore these notices.

We will monitor your payments regularly in order to ensure you are paying your bills on time and
to prevent large debts from building up.

We are working with our billing agent to improve the billing process so that you can receive
your bill sooner after the meter has been read. This will allow you to pick up any perceived
inaccuracies and better manage your budget.

® Using electricity efficiently

We produce a separate Code of Practice on the efficient use of electricity and
have produced a number of brochures to assist you in this regard. Please ask us if
you would like to have more information. We also run electricity saving campaigns
on a regular basis

If you have difficulty paying your bills and ask us for advice, one of our advisors
would be pleased to talk with you at our offices or on the telephone. They can also
provide you with advice on how to understand your bills and how to use electricity
more efficiently.
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ldentifying those who need our help

Contact us - we are here to help
* Let us know if you are having difficulty paying your bill, we wish to help you to pay for

® Statement from Chief Executive Officer of electricity, not fo disconnect you; our confact details are on the back of this Code of Practice.
Dhofor Power Com po ny * Our staff and agents are trained and will continue to be trained to listen and not to dismiss

your problems.

We prefer nof to disconnect any of our CUSTomerS' buf sometimes we are left * We will give you a reasonable time to pay your debts, but you must ensure that you pay for
with no other choice. This easy to read booklet tells you about how we can work yeHRILIEEr Eel sselrsie et Eeuul st sieutele otz it

with if you find yourself in the difficult position of not being able to pay your bill. « Our debt counsellors are specially frained and will be further trained to help you with
payment advice and electricity efficiency advice and to help you understand your bills; their

contact details are on the back of this Code of Practice.

If you have a problem fhen the earlier you speok fo us the more we can do 1o » We will take a sympathetic approach if you cannot pay — fry not to ignore things if you have
help you payment difficulties; we cannot help you if we do not know you have a problem.
* |If you cannot pay we will seek to understand what you can pay and allow you to pay off
your debts in accordance with your ability to pay.

Don't leave it too late before you call us.
» We will not disconnect you if you are genuinely trying to pay us what you owe, unless you
default on an agreed and reasonable payment arrangement without good reason.

Thank you.

* We will seek to identify debt related problems as early as we can

* We train and will continue to frain our staff to identify problems from customer payment
records and may approach those customers we believe may be having difficulty paying

» We will work with local communities & other agencies o enhance awareness of debt related
problems and the procedures we have put in place to help those who have difficulty in
paying their bills.

Please remember that if you choose not to work with us we have the legal right to disconnect your supply for

with the provisions of Royal Decree 78/2004 (the Sector Law) and the terms of Condition 41 of our not paying for the electricity you have consumed.
Distribution and Supply Licence

This Code of Practice has been approved by the Authority for Electricity Regulation in accordance
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