} ‘U.LSp.LLLoJI crglaul dxJleo Ulelpa) eale Wpeil) Aiol UI.S}.LI.I.LoJl LLAS calc gl clO)] UJ.U! wis)l BOOK TWO Bringing customer issues to light Open the flap to see our ‘Customer Complaint Handling Procedure’ <

\ 4 v
Know your rights

g
2\ Jyuunoli as a customer —
r*A ¢ 05iaclino WSos S How can we help you? @
i =
1y

-/

R

Say ‘marhaba’ to
Munir and Munira

We are here to bring customer issues to light,

A

(Lo’ b
0}JU0 g JJuo J

(St ULAS cale gl cadlid lid ()

059 cljj col Ja enle 1clui) to help resolve any disputes that you may have with
g.cUymSJl cragjo g cncjgo 0 your electricity supplier, and to inform you of your
(HS)iuiLes 096g6N cale 056)0) rights as a consumer.

olos - Lyl alinli iiya olos - Lyl alais iisa

AUTHORITY FOR ELECTRICITY REGULATION, OMAN www.aer-oman.org www.aer-oman.org AUTHORITY FOR ELECTRICITY REGULATION, OMAN



Uloc UpSIl ounii dlua Authority for Electricity Regulation, Oman

Wijquiro 131 gl \Wiarclwiwo el dalas Cuis 13] eawnii U If you need any help or advice please contact us:
;eI gail eale W Juaill caxp b Tel 24609700

b Fax: 2460 9701
re1-qv...ql p 1 T
S dJleo ulell
[ ] LI

enquiries@aer-oman.org cugfisJll ypll p

:iuus LLLLUIJ ] | } | [ |} | I anm
8o Wwgdl [ conpl jopl G0E U US| auhii dixd call LI q ls_l.u

Wbj) 03 gi
PO (UG 6)ljg wld) oupl Cu ertitos CUG Gl

» Email: enquiries@aer-oman.org

Customer Complaint

Authority for Electricity Regulation, PO Box 954, PC 133, Al Khuwayr, Muscat

[ ]
Handling Procedure
Third floor, Bait Al Reem Building (behind the Ministry of Housing), Al Khuwayr
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Stage 1

If you have a problem, get in

touch with your supplier. They will
immediately acknowledge your
complaint and will normally respond
to you within 10 working days.

In exceptional circumstances up to
30 working days are allowed.

Satisfied?

Yes )

) Stage 2

If you are not satisfied, let your
electricity supplier know. They will
escalate your complaint to the
Director of Customer Services who
will respond to you within 40
working days from receipt of your
original complaint.

Satisfied?

Yes )

) Stage 3

If you are still not satisfied you may
refer your complaint to the Authority
for Electricity Regulation. We have
the legal power to investigate and to
determine your complaint. You may
contact us at any time for further
advice on this process.

Satisfied?

Yes )

) Stage 4

If the Authority issues a
determination, you have

the right to challenge it,

in court. If you choose to

do so, address your appeal

to the Commercial Circuit of
the Muscat Preliminary Court.

) Complaint resolved
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