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A. PROCESS RESOURCE MATRIX

= [nternal * Resources » Receive and appraise | * Minutes » Complainant
Departments = Energy Act 2019. | complaint. = Signed resolution/ | * Respondent

= Relevant = Applicable » Acknowledge the agreements = Relevant
Government Regulations complaint * Complaints Government
Agencies *» Complaint * Communicate and register. Apgencies

» General public. and/or dispute EeNcourage » Correspondences. | *Media

= Complainant documents engagement between » The Public

» Respondent parties

= Government = Appoint persons.
printer, skilled in alternative

dispute resolution

dispute about the
Authority’s decision.
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B. PROCEDURE

1. PURPOSE
The purpose of this procedure is to define the process used in resolution of complaints

and disputes in accordance with relevant statutory and regulatory requirements,

2. SCOPE
The procedure covers the process of receipt, investigation and resolution of

complaints and disputes between parties over any matter in the Petroleum, Electricity

and Renewable Energy sub-sectors.

3.

Energy Act 2019, Petroleum Act

(Complaints and Disputes.Re

4. ACRONYMS ANDDEFINITIONS® 7"
CPO : Consumer Protection Officer
DPEACP : Director Public Education, Advocacy & Consumer Protection
DG : Director General
EPRA : Energy and Petrolewm Regulatory Authority
DDCSP  : Deputy Director Corporate Strategy & Performance
OMS : Quality Management System

RMIS : Regulatory Management Information System
MSE : Manager Surveillance & Enforcement
5SEO : Senior Surveillance and Enforcement Officer




DIRECTORATE: PUBLIC EDUCATION, EPRA/ECP/CDR-0

Emray & Putso(oum Reguiatory Auttanty ADVOCACY AND CONSUMER PROTECTION | avision 3

TITLE: COMPLAINTS AND DISPUTES RESOLUTION |
age5of 7

5. RESPONSIBILITIES

The DPEACP is responsible for ensuring that this procedure is implemented.

6. PROCESS DESCRIPTION

Complaints

6.1  DPEACP shall receive and review complaints relating to the Energy and
Petroleum sector and forward to MSE.

6.2  MSE shall forward the complaints to CPO,s for necessary action.

6.3  CPO,s shall record into the Complaints Register EPRA/ECP/CP-3.01 and RMIS

Complaints Database.

6.4 all action on'
receipt as per the Authority.’. s
complainant accordingly:
Disputes R
65 In complaint is of the

complainant, aftér exhausting the Complamts Handhng Prbcedures esta];{ished
pursuant to Regulation 5, the parties may declare a dispute and both or any one of
them may refer it to the Authority for recourse.

6.6  DPEACP shall initiate mediation and advise the CPOs to provide the parties with
Mediation Commencement Form EPRA/ECP/MC-1.02 to fill and gpdate in the
Disputes Register EPRA/ECP/CP-3.02 and RMIS.

6.7 (PO shall forward the duly filled form to DPEACP.

6.8  DPEACP shall propose name(s} to the DG for appointment as mediator(s ywho

shall assist the parties to reach a settlement within 60 days from the date of such

appointment.

EPRA/ERS/CSP/4/5
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6.9 The parties shall present the mediation Authorization forms EPRA/ECP/MA/1.01
dully filled.

6.10 If the dispute is successfully resolved through mediation, the parties shall sign and
file their settlement through Mediation Settlement Agreement Form
EPRA/ECP/MSA/1.03 and update in the Dispute Register and RMIS and close the
dispute.

6.11 If the mediation under paragraph 6.5 does not result into a resolution of the
dispute, the DPEACP shall refer it to the DG for further action and close the.

dispute.

7. RECORDS, LIST OF FOR!

7.1. List of"':':].l;""t;rms

Mechatlon uthorl kion form AN 010
- ; Commencement form ______P/MC/i 025,__.
3. Medlatmn Set’den _t;,Agreement form | EPRA/ECP{MSAﬂ 030

7.2. List of Registers

1. Complaints Register EPRA/ECP/CP-3.01

Dispute Register EPRA/ECP/CP-3.02

7.3. List of Records
a) Complaint files
b) Pleadings of the parties.
¢} Orders and decisions of the Authority

d) Correspondence between the parties and the Authority
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e) Attendance Register

8. APPENDICES

8.1, Revision Status Form

All 02-03-2020 | All Reviewed and updated the | DG
entire process
Incorporated the tramsition
from ERC to EPRA
All 20-09-2021 | All Reviewed and updated the | DG
1 d
All 1 12-01-2022

EPRA/ERS/CSP/4/S







