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Toll Free 80077700

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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Toll Free 80077700

® Disconnection

If you let us know that you or a member of your household relies on electric powered medical support
equipment, is chronically sick, has a disability or is age 60 or older, we will take extra steps to avoid or delay
disconnection of service. We may require that a doctor confirms a medical condition.

If you or anyone in your home is chronically sick, disabled or of pensionable age and you are unable

to pay your electricity bill, we will avoid disconnection of your electricity supply between 1 June and 31
August but we would advise you to provide us details of your circumstances.

Dhofar Power Company SAOC undertakes to adopt the following for customers with special needs:

Ensure that vulnerable customers’ internal records are
flagged to indicate special aftention required

Offer a range of debt repayment options that best meet
the customer’s circumstances

Ensure follow up contact with customers after payment
opftions have been agreed.

 ——

Customers with Special Needs Code of Practice

Other ways we can help 7

Getting in fouch with us — Our contact details are on the front of this code of practice, and you should
feel free to contact us regarding any aspect of your electricity supply.

We may be able to:

@ 6 0 0

Give advice over Write to you Put you in touch Arrange for
the phone on all with other somebody to visit
our services organizations you at home.

If you are not happy with any decision made by Dhofar Power Company SAOC during
the investigation of your complaint, as per the approved customer complaint handling
procedures, you may write to the Authority for Electricity Regulation, Oman, the industry
regulatory body promulgated by Royal Decree 78/2004 to protect your interests.
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® Medical support equipment and electricity e \What to do if you lose your electricity supply? 5
SU pply InTerrU pTIOﬂ What do you do if you experience an unexpected supply interruption:

We appreciate that it is essential to have a constant electricity supply if you rely on certain types of « Check to see if any of your neighbors have lost their supply. If they have not the
medical support equipment. It may be necessary to temporarily cut off your supply to carry out essential problem could be with your electrical installation.

work and we guarantee that we will tell you beforehand if this needs to be done. Our agents will notify you,

usually by sending a letter or by other means, giving 5 days notice. If you require any further information « If you have a trip switch, check to see if your trip switch has moved to the "off’
obgu’r a spepific planned interruption please telephone the number in the naotification letter advising of position. If it has, switch off all your appliances and try to reset the trip. The supply
fhe inferruption. may then come back on.

[t may not always be possible to wam you that your electricity will be going off if the cause is outside of our « It is useful fo keep a forch handy.

control. For example, lightning may strike the network you are being supplied by. Our representatives will fry

to put your electricity back on as soon as they possibly can. In some situations though, this may take a « If the frip switch is in the on position, if your neighbors also have no electricity or if
few hours. you can find no other reason, there may be a problem with the electricity supply in

your locality. If so please contact us on 80077700 to report the problem.
The time taken to restore your supply will vary depending on where you live and the severity of the problem.

You should therefore always have an alternative source of power available for any medical support
equipment you need. You also need to know how long this power source is likely to last. The unit at the
hospital at which you are being tfreated should also be able to help you to make arrangements for
managing when your electricity is off for a long time.

200089

® How to recognise our representatives?

We will be represented by a local agent who will carry out any works

necessary at your propery. The agent or we may need to visit you if
your supply needs aftention or to maintain, check or read your meter.

Before you let anyone into your home, always make sure that you

The Authority for Electricity Regulation, Oman (“Authority”) has defined standards of service that must be check who they are. All of our representatives will produce an Identity
guaranteed. If we fail to meet any of these standards, you will be entitled to receive compensation, but Card showing the company name, their own name, a reference
must claim within one month. Full details of our Standards of Performmance are contained in our code number and a colour photograph of the individual. They will also tell

of practice * Guaranteed and Overall Standards of Performance”. This may be provided to you free of you the reason for their calll.
charge upon request.

If you have any doubts about whether a caller is genuine, do not let
them info your home.
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® |Infroduction

Dhofar Power Company SAOC ("Licensee”) owns and operates

the electricity s Iy network in your area. We look after the safe '
iclty supply Inyou ® Register

So we can offer you the best possible service, we are compiling a register of customers
who have special needs. This register will help our representatives know about any special
circumstances or needs you may have. We will also need to inform our agents and other
electricity distribution and supply companies so that they are aware of your special needs.
In addition, we may, in certain circumstances contact the appropriate agencies, such as
social services, in relation to the supply of electricity.

delivery of electricity through our electricity network to your home.

We have compiled this Code of Practice to tell you about the
range of special services we provide for our customers who

live in residential property and who are elderly, have limited
) ) . ) ) If you would like to add your name to the reqgister, please fill in the application form at the
income, have a disability, are chronically sick, or who have back of this Code and send if to us. You can also add the name of anyone else in your

home who might find our services helpful.

other special needs.

%”@H@\

This Code of Practice is designed for your security, comfort

and your peace of mind. It was complied under the relevant

conditions of Dhofar Power Company SAOC distribution and
supply license and it has been approved by the Authority for
Electricity Regulation, Oman, the industry regulatory bbody.
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