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WATER SERVMICES

Code of Practice for Late Payment
NAMA WATER SERVICES(NWS)

Condition 49,63 & 75
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Nama Water Services

Pursuant to Royal Decree No. 131/2020 concerning the water and wastewater sector, all assets, records,
holdings, rights, and obligations of the Public Authority for Water were transferred to Oman Wastewater
Services Company S.A.O.C. Under the provisions of the said Royal Decree, the Company was mandated
to undertake water and wastewater activities across all governorates of the Sultanate of Oman, with the
exception of the Governorate of Dhofar. Accordingly, the Public Authority for Water was abolished and
ceased to exist by virtue of the said Royal Decree.

Subsequently, the Company adopted the name Oman Water & Wastewater Services Company S.A.O.C.
and currently operates under the trade name “Nama Water Services”. The company is a subsidiary of

Electricity Holding Company S.A.O.C., operating under the name Nama Group.



c} cL_oJ
=~ nama

oLt o Jlewlo0a 3 J
WA TER SIERVIEES

What is the purpose of this code of practice?

The Code of Practice for Late Payment and Debt Management sets out the procedures adopted for the
recovery of outstanding payments and provides guidance to assist customers in meeting their payment
obligations relating to water, wastewater, treated water services, and connection fees, if any. It also
explains the measures in place to support customers who may experience difficulties in understanding
procedures associated with billing notices, service disconnections, and reconnections.

Customers who require clarification or further information are encouraged to contact us through any of
our available communication channels, where assistance and explanations will be readily provided.

We are committed to supporting customers in managing their ongoing payment commitments. Our
objective is to ensure continuity of water and treated water services while maintaining a fair, transparent,

and customer-focused process.
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Billing Method

Customer bills are issued monthly, covering a consumption period of 28 to 32 days. Bills are primarily

based on actual meter readings. Where the Company is unable to obtain an actual reading, the bill may
be estimated in accordance with the approved estimation methodology issued under the Authority
Resolution No. (32/2022). Each bill includes the billing period, billing date, and the amount payable.

In line with our commitment to environmental sustainability, we primarily adopt a paperless billing
system, whereby bills are delivered electronically. Customers may receive their bills via SMS or email by
registering through our e-portal services or the e-Nama Water Services application. Customers may also
request a hard copy of their bill through our official service channels, where required.

All bills are generated in accordance with the tariffs approved by the regulator, together with any

applicable charges, such as Value Added Tax (VAT) or connection fees, where applicable.
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Customers are encouraged to keep their account details (including name, address, email, civil ID, and
other relevant information) up to date through our official channels. This ensures accurate bill delivery
and confirms that customers are billed under the correct tariff category. Maintaining accurate information

is essential for the timely and correct issuance of bills.

Payment of bills:

The customers can pay the bills through our internal channels:

v’ e-portal web

v" Nama Water Services App
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Customers can also pay the bills through our following collection agents' payment channels:
v Oman Tel (APP& Kiosk Machines)

v OIFC

v' ONEIC

Through the following payment methods:
v' Cash

v’ Credit Card

v' Banks' apps

v" Mobiles Apps

v’ Cheques

v’ Kiosk Machines
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Non-Payment Disconnection Process

Customers are provided with every reasonable opportunity to settle their bills within the specified
payment period. Where a bill remains unpaid and the customer has not contacted the company through
its branches or Contact Centre to request assistance or arrange a payment plan, the following debt

recovery and disconnection process shall apply:

Step 1: First Notification — Overdue Payment (30 Days)
If a bill remains outstanding for thirty (30) days from the billing date, the customer will receive a first
notification via SMS or formal notice, reminding them of the overdue amount and encouraging payment or

contact with the company.
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Step 2: Second Notification — Overdue Payment (60 Days)
If the bill remains unpaid for sixty (60) days from the billing date, a second notification will be issued via
SMS or formal notice, advising the customer that continued non-payment may result in further

enforcement action.

Step 3: Final Disconnection Notice (10 Days)
If payment is not received and no payment arrangement is agreed upon following the second notification,
a final disconnection notice will be issued, providing the customer with ten (10) days’ notice before

disconnection of the service.

Step 4: Disconnection of Service
Where the outstanding amount remains unpaid after the expiry of the ten (10)-day final notice period,
and no valid payment plan or complaintis in place, the Company may proceed with disconnection of the

service.
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Customers with an open high bill of complaint shall be protected from disconnection actions in
respect of the disputed amount only for the duration of the complaint review process. Any
undisputed charges remain payable in accordance with the applicable billing and payment terms.
Customers with an active and compliant payment plan shall be protected from disconnection actions for
the duration of the agreed payment arrangement.

We offer prepaid meter options as a collection mechanism and as an alternative payment plan method
for facing challenges in settling their outstanding bills, subject to an assessment of each customer’s
individual circumstances and the technical and operational feasibility of installing a prepaid meter for the
purpose of payment recovery.

This section added to explore; i think prepaid meters should be used as payment plan arrangements if

technically feasible.



Key customers, TE customers and Government customers.

With respect to key customers, TE customers, and government customers, the processes for billing
notices, payment reminders, and disconnection actions shall be managed by dedicated specialist
teams. Such teams will issue reminders and notices through official correspondence, including formal
letters or authorized email communications, considering the customer’s payment history as well as any
agreed terms, conditions, or contractual arrangements applicable to these customers.

Where a customer fails to comply with the agreed terms, conditions, or contractual arrangements, and
no alternative arrangement is agreed, the standard debt recovery and disconnection procedures set out
in this Code shall apply.

Payments may be made through dedicated bank accounts, the details of which can be obtained from the

Collection Department by contacting key.accounts@owwsc.nama.om
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Connection of commercial and residential customer accounts shall be restored promptly upon full
payment, payment of at least a percentage of the outstanding amounts, or compliance with an agreed
payment plan, as applicable.

For residential customers:

v’ If the outstanding amount has accumulated over six (6) months or less, the service will be restored
once 50% of the total amount due is paid, and the remaining balance will be paid over three (3)
months.

v’ If the outstanding amount has accumulated over more than six (6) months, the service will be restored
once 25% of the total amount due is paid, and the remaining balance will be paid over an agreed

instalment period, which will be at least as long as the period over which the charges accumulated.
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Where the Company applies any billing adjustment to a customer’s account for any reason, the above payment
percentage thresholds shall not apply. In such cases, the adjusted amount shall be recovered through instalments
equivalent to twenty percent (20%) of each subsequently issued monthly bill, or in accordance with an agreed

payment arrangement.

Reconnection will be completed:
v Within three (3) hours for residential customers with smart valve meters, and

v Within six (6) hours for other residential customers, subject to operational feasibility.

In all cases, customers must continue to pay ongoing monthly bills in addition to instalment payments under the

agreed payment plan.
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Customers may apply for reconnection through the Contact Centre (1442) or at any Company branch.
Nama Water Services (NWS) will ensure reconnection is carried out at the earliest possible time, subject

to operational feasibility.

Disconnection & Reconnections fees

Where a customer account is disconnected and subsequently reconnected in accordance with the criteria
specified above, the Company shall apply and add to the customer’s bill the disconnection and reconnection

fees approved by the Regulator.
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The applicable fees currently are:
v Disconnection fee: OMR 7.5 plus 5% VAT
v" Reconnection fee: OMR 7.5 plus 5% VAT

These charges shall be billed in accordance with the approved tariff and applicable regulatory requirements.

How to Contact NWS

If you need any assistance or have any requests or questions, you may contact our Contact Centre, which

operates 24 hours a day, on 1442. You may also visit any of our Customer Care Branches during working days

from 8:00 a.m. to 1:00 p.m.
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