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REPUBLIC OF VANUATU 

CONSTITUTION OF THE REPUBLIC OF VANUATU 

Instrument of Removal of Minister 
Order No. 40 of201S 

In exercise of the power conferred on me by Subarticle 42(3) o f the Constitution of the 
Republic of Van uatu , I, the Honourab le JOE NATUMAN, Prime Minister, remove the 
following Honourable Member of Parliament as a Minister: 

Honourable SATO KILMAN LIVTUNV ANU as Min ister responsible for Foreign 
A ffairs and External Trade. 

This Instrument of Removal commences on the day on which it is made. 

fL.. 
Made at Port Vila this 4- day of June, 2015. 

able JOE NATUMAN 
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2. The Rules 

t Introduction 

Lt. Th~ Ru)t:s 

These Consumer Complaints and Dispute Resolution Rules and Procedures (Rules) prescribe: 

(a) the manner in which a consumer, or a ~r:;on using or wishing to use II regulated sen,ce, 
(Complainant) shaU approach dlC URA and request for URA's assistance in resolving irs 
gri~'ance/ dispute (Complaint) with a utility in res~ct of a r~ated service; 

(b) conditions [0 be ful.6.ll~ by the Complltinant prior (0 requesting URNs assistance; 

(c) the process that will be followed by the staff of the URA, audlorized by the ORA for this purpose 
(Staff), in resolving the Complaint; and 

(d) the role and responsibilities of the CompiainROt, utility and the URA. 

1.2. Applicability 

A Complaint may be made on :my aspect of supply of electricity or water against a utility, i.e. a service 

provider that supplies electricity or water to a consume.c for payment. The Complaint may uwolve 

disputes regarding new connection, billing errors, appliO\ble tariff, consumption, disconn«:tion, 

quality, safetr or any other matter related to the regulated se['\oices. 

1.3. Out-of-court dispute resolution platform for consumers' convenience 

The ORA is releasing these Rules to prO\oide an out-of-court dispute resolution platform that is quick, 
efficient and low-cost 

1.4. Contravention of Acts 

If during the Comprunt resolution process it appears to URA that any pro\oisions in the ORA Act, the 

Electricity Supply Act (ESA), tbe \X'ate.r Supply Act (\VSA) or the \'Vater Resources i\-lanagement Act 

(\VRMA, :md collectivel)' "Acts'') may have been contravened by n party, the URA rna}' take all 

necessary steps pursuant to the Acts to address the issue. The ORA may sepaniccly uwestigate the 
offence, issue infringemeot notices, and award compensation undee me Acts. 

These Rules do not limit the rights or remedies aV'ailable to the URA, Complainant, utility or an)' other 

third party under the Aces Or other applicable laws ofVanual11. 

1.5. Application for Compensation under Section G of ESA 

ApptiD'ltions for compensation under Section 6 of the ESA shall be dealt with in accordance with 

Sections 6 and 6A of the ESA. For the purposes o f Section 6(6) of the ESA these Rules will apply. 

1.6. Before requesting URA assis ta nce 
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Before approaching the URA for assismnee, the Complainant must firSt co ntact the utilit), and attempt 

to resolve the issue(s). Utili'l' has the o bligation to investigate the complllint !lnd mnke best efforts to 

resolve the grievance. The Complainant may approach URA if despite such efforts the grievance/ 

dispute remain tmresolved to his/her satisfaction. 

ConSluner~ should be aware that utilities have been advised and encouraged to establish an appropriate 

consumer gne..'ance resolution process. 

2. Process: B road Outline 

2.1. A two stage resolution process 

The Rules provide a tWO stage Complaint resolution: 

(a) Stage J • Afediation an infonnal process where !I URA Staff !l5sisrs the disputing parties in 
arri\;ng at a solution mat is mutmJly acceptable. 

(b) Stag e II - R esolation by .'J HeRting Oflicer (HO) a formal procedure before a HO (defined 

under Rule 4.7), tbe HO's decision shall be binding on the disputing pllrties liS set out in the 

decision. The parties have tbe right to appeal the HO's decision ill accordance with Rule 4.17. 

2.2. Standard process and special requests 

1. A Complaint received b}' the Sraffwill fIrst be processed tluough Stage I in accordance with the 

process set out in Rl.ue 3. If the disputing parties fail to arrj\'e ;It a mutually accep table wlutioll, the 

Complaint may then be l~so lved through Stage II. 

2. If the Complainanl wishes that the Complaint be resolved th.rough Stage II, \vithout first 
attempting to resolve through Stage 1, he/she/it must so specificall}, reqtleSt in writing and the 

m:utec may be taken lip at the discretion o f the HO . Complainant should be aware that resolution 

tluough Stllge II ma}, typicaUy tllke longer and may not be as cost effective as he/sheht may be 

re'luLred to pay filing fees and incur costs in acco rdance with Ru1e 4.21. 

2..3. Discretion oC the URA 

If the Staff/ HO determine thin the matter under dispute j ~ be}'ond the URA's powers under the Acrs, 

or other applicable law, it shall notify the Complainant/ disputing parties. 

3. Stage Ij Resolution through Mediation 

3.1. Requesting for assistance 

A Complainant may II pproach (he URA for assiStRnce by calling, emruling, nWl.ing or coming to liRA's 

office, during normal business hours on weekdays (excluding public holidays). T he releyanl pholle 

number, em:>.il address and office address are provided on URA's website. 

The Complainan t shaU identify herself/himself! itself b}' name, address, Cllstomer number and the 

serving utility. 

3.2. Recording Complaint and assig ning complaint number 

U~Hties Regulatory Authority. U-0009-1 4 Final DecisiOf1. May 2015 
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The Complaint will be handled by a Staff. On receiving the Complnint the Staff shaU record the 

information provided by the Complainant ill a Complaints udger maintained by URA and as~ign a 

Complaint Number. 

3.3. Mediation process and reques t for info rmation 

The Staff will typically require the Complainant co provide written detms in respect of the Complaint: 

(>I) nature of rhe Complaint; 

(b) whether the Complainant has approached and tried to resolve the issue with the utility. If the 

Complainant has nor done so, the Staff shall advise the Complainant to first' approach lhe utility 

before requesting URr\ for assistance; and 

(c) response.~ received from utility in respect of the Complaint. 

The Staff, if requested, can :lssist the Complrunant in writing-up the Complaint. 

The Stllff shall then notify the utility of the Complaint :md informacion received from the 

Complainant. 

The Staff may request the disputing parties to provide additional information and documents to better 

understand the issue. Both parties shall provide information/ documents promptly so thal URA can 

swiftly assis t in resolution of the Complaint. 

To rhe extent necessary, the Staff shall consult with the other departments of URA in this matter (e.g. 
legal, tariff. engineering, elc.) and undertake a preliminary eXlUnlnation of the matter. 

The disputing parties \,,-ill be called for a mediation session. Pmsu:lnt to consultations and review of 

information recei..-ed the Staff shall evaluate the Complaint and inform both parties of its 

recommendation(s). The Staff shall gi\<e reasons for irs recommendation(s). The Staff may liaise 

between the parties to assist them in arriving at :l solution tbat is acceptable to both of them. 

At this stage the recommendl'ltion of the St:lff is not binding on the displlung p:lrcie;;. 

3.4. Maintenance of records 

In respect of each CompJrunr, the Staff shall maim:Utl l'I file recording the media.tion process under 

Stage !. 

3.5. Timeline fo r resolution and priority cases 

The Starf will endeavor to contacr the utility and assist in the resolution of the Complaint:lt the earliest 

possible. Typically, URA anticipates that a Complaint should be [!!Solyed within 10 worklng days. 

D isputes involving disconnection, safety, :I\railabilit)' and gllaul)' of sen'ice sball be treated with urgency 

lind gi,·en priority. 

3.6. Resolution of Complaint 
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if the mediation is successful and acceptable to the parties, the Complainant and the utili ty are advised 

to rake appropriate actions to give effect to thm senlemenr. The StAff shall treat the matter AS resolved 

and completed 

The utility shall inform the Staff of such resolution in writing within 5 working dars. 

3.7. Dispule not resolved under Slage 1 

If after du~ meclia.tion process under St:l~ I the disputing parties are WlAbte ro acrive at :l mutuAlly 
acceptable solution, [hen the Complainllnt may request that the matter be resolved by a HO in 

accordance with Rule 4. 

4. Stage U; Ruolution bv HO and Appeal 

4.1. Approaching URA for decision on dispute 

Subject to Rule 3.7, the Complainanr shall submit a complaint form, Ilw,iiable on the URA website, 

(Application) along with a (iling fee (if Applicable) in accordance with Rule 4.21. 

'The Application is to be submitted at URNs office during normal business hou~ on weekdays 

(exclllding pllblic holidays) Ot via email or mail. 111e email :lod office addresses are provided on URA's 

website. 

4.2. Application 

The Complai.nant may request a URA stn ff for assisr-ance in filling out the prescribed fOlm. 

The Complainant must submit all supporting material including last hill, investigative reports and field 

reviews (If any). 

By filling Out the application fa rm the customer is explicitly granting URA the pennission to access 

his/her/its utility records, 

4.3. Recording Application and assigning docket numbel 

The URA shall record the details of the Application in a Dispute Resolution Ledger m:untamed by 

URA and :mign a Docket Number \"itrun 2 (two) warking days af its s\lbmission ta URA. The 

Complainant must ha\'e submitted a fully completed Application and paid the filing fet:, if appli01.ble. 

4.4. Informing the utility 

Within 3 (three) days af registering the Application in the docket system, the HO shall notify the 

concerned utility that a forma l complaint has been filed against it by the Complain:mt. 

4.5. Response by utility 

Upon being informed by HO the utility shill promptll' but na later than 5 working days pro\'ide its 
responsel clarifications in writing to the HO along \ .... i.th rdevant supporting documents, field 

investigation reports, etc. In special cases, depending upon the nature of the infoanatian/ documenr(s) 

to be prepaced. the utility may request additional time. 
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The utility must submit all previous documems relevant to the complain! in its possession to the liRA. 

4.6. Right of parties to o btain copies of documents 

Each party is entided to [eceiv~ all documents provided by [he counter partr to URA m respect of the 

Application. The concerned paeries mar coUeet copies of such doc~cs from the mher partr. 

4.7. Hearing Officer (HO) 

The hearing officer (HO) shill be a person who hu requisite e .. .'~pertise to eV'aluate and determine the 

matter in an impRerial manner, Rnd authorized by the Conurussioa to bear Rnd resolve the consumer 

cornplll.ints and disputes. 

The HO shaU not be: the same indi ... ;dual who assisted the disputing parties under Stage J. 

4.8. Analysis 

To :uJl\lyze the gricvl\nce the HO may require the disputing pUbes to (1\) provide addinomtl infonnauon 

and clacilicatiorn, and (b) perform such Rctions that ;Ire ne<:essary including the HO may exercise the 
powers set Ollt under Section 19(2) of the URA Act. 

The parties shall p rovide the infonnation Rtld perform the actions within the time pedod as required by 

the HO. 

I f a party fails 10 timely comply with such requirunent(s), me HO resen'es the right nOI 10 accept any 
submissions made after that time and to decide the mattet on the b ... sis of the information made in 

compliance with the HO's requirements. 

If a utiliry fails 10 timel), Jll"ovide information or perfonn required actions, the HO may nue in the 

favor of the Complrunant and recommend to the URA to rake acnons under the ORA Act in respect 

of sltch non-compliance. 

4.9. Staff to provide ils records to HO 

HO shall be provided all the records and informauoll maintained by Staff during Srn.ge I review, 

inclucting the recommendation made by Srn.ff in Stage I. The HO will be informed. o f Ihe 

recommendation provided so he/she may han~ a holistic picture, howe\'er the HO shall conduct an 

independent review of facts. 

4.10. Hearing by the HO 

L The HO shill schedule a hearing o f the parties (!-leating) in accordance w1th Rule 4.14. 

2. Tht: HO shlill conduct the p roceedings in a reasonable and consistent maMer. The HO is 

empowered to rc~ceh-e ... 00 review a.1l illfoouation and reasonably determine its rdennce to me 

case on hand. The HO may direct the parties to focus on issues pertinent to the Complaint. The 

HO shall ensure that the disputing parties are mated fairly and non-discriminatorily and are gi\-en 

a reasonable opporrunity to present their case. 
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3. \,\'ithout limiting sub-rule 2ltbove IUld subject [0 Rules 4.14 and 4.16, during the Hearing the HO 

will broadly implement the foUowing process: 

(a) the Complainltot shAl.lluwe the opportunity to exphtio its/his/her Complaint and the remed}' 

sought, ltlong with submitting relevant documents; 

(b) Lhe utility shall have the opporrunitr ( 0 respond, which must be supported with rcasons, Rod 
submit relevant documents; 

(c) each disputing parry shill have the opportunity fO question/ seek clarifications from the 

other party and examine the documents submi tted; ltnd 

(d) the H 0 shall give II. reasoned decision. 

4. HO shall endeavour to conclude the Hearing in one dlt}'. As necessary, the HO lMy schedule 

addition:t! hearings. 

4.11. Representation 

In the Hearing, the parties may represellt themselves or bc represented by a third party. 

4.12. HO's Decision 

1. Once the Hearing is concluded, the HO shill announce his/her [mal deciSIOn on the matter (1-10 

Decision). The HO Decision may be issued on the samc day (as the date the Hearing is 
concluded) or on a later date, which shill be no huer: th:tn 5 working days. 

2. The HO Decision shall be issued in writing and include the reasons for the decision. A copy of 

rhe HO Decision shaU be sent to rhe parties immediatdy. A HO Decision IlS issued shall be 
binding on the Complainant and the utility, subject onl), to the IIppeal process set out in Rule 4.17. 

4.13. No additional costs or expenses 

Othu thtln as specifically provided under the Rules or ORA Aer, the URA mar conduct field 
inspections llnd other investigations, as necessary. at i l$ own COS t and no additional COSI$ will ~ 

chlltged to the dispu ting panies. 

For the ll.\"Qidance of doubt, it is clarified that each dispuring part)' must bear its own costs including 1Il 

respect of tnwel, photocopying, appointment of a represcntative, or an expert to defend its daims. 

4.14. Hear::i.ng! Procedure 

1. Time, Place and Date 

(2) The HO shall schedule a dtlle and time for the Hearing, taking mllruru converuence of 

pMtles into account. and shRU infonn the parties tit least 5 calendar days ~fore the Hearing. 
If a part)' is locllted outside Efll.re, the HO lW}' hold the Hearing vill teleconference. 

(b) A pllrty may request for HeMing postponement for II valid rellson, which lOll.y be granted at 

the discretion of the HO after: reasonllble considerntion. 
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2. Absc:nce of paIty: 

(:I) If :l parq.·, without informing in ~dvaoee ~nd without sufficient C:luse, f~ils to atte.nd the 

Hearing. the Hearing shl\ll proceed unless the pmy present and the HO mumaUy agrt'e to 

postpone the Hearing. Usually, unjustified a~et\ce would be to the bend.it of the parry 

preset\t_ 

(b) If both PIlrties fIliI to attend me meetillg without cause, the case may be dismissed by the 
",0. 

3. TIle Hearing is not open to public. 

-t The discussions at the Hearing shall be recorded by wily of minutes b}' the HO. A party may 

trnnscribe the proceedings at its own cost. 

4.15. Mainte nance of records 

The HO shl!.!l maintain records, k~p copies of [e.ie\'lInt documents exchanged and cop)" o f minutes of 

the Heating, which shl\U be maintained and preserved in the URA docwnent system. 

4.16. Interim Order 

During Stage. 11, the HO may issue an interim order which, s\1bject to Rule 4.17, as issu~ sh::tU be 

binding on the disputing parties, pending finl\l resolution of the Complltint. l1'e HO shnll gi\'e rCllsons 

for issuing an interim order. 

4.17 . Right to ap~al to Appeal Committee 

Either partr rna)' appeal the HO Decision or interim order by filing a notice of grie\'ance before a 

URA committee that shall comprise om: URA Commissioner and one URA sta ff, who was not the 

HO on the dispute under appel!.! (Appeal Committee). 

The notice of gri~~nce must be submitted to the URA within 10 days of the HO Decision. The 

notice: of gciC\Tance mUSt contltin: 

• the issue o r issues being contesred; 

• It detailed description of any facts or m:llters supporting the grievance; and 

• R detailed description of any alleged error of law, fact or procedure 1\S foUowed by HO under the 

Rules. 

4.18. Decision by Appeal Committee 

L The Appeal Corruninee rnay confum or \'lIry the HO Decision with brief reasoning. The Appeal 

Committee shall inform the parties of its deciston by issuing an order (Order). 

2. The Appel!.! Committee shallno[ conduct its own hearings or investigate the matter anew. Rather 

it shall m?ke a determination based on the record and C\':idence :ilieady presented to the HO. In 

exceptionl\l circumstances the Appeal Committc;e Ql:\)" requite that certain aspects of the matter 
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be reinvestiglu(:d by th(: HO. 

3. Th(: App(:al COllunittee shaU endeln"or to issue :m Order widun 10 working days of receipt of the 

appeal. 

4.19. Appe~1s to Court 

The p:uues have the right to appeal th(: Order of the Appe\"ll Conunittee before \"I competent Court in 
accordance with applicable VanuMu laws. 

4.20. Generic Compla ints 

I. If the URA receives multiple complaints (whether \"It Stage I or Stage rI) of a similar naNce against 

a utiliry that suggests a pattern of lnisconduct or a generic problem of service, then aU similar 

complaims will be consolidated and handled by the HO as a 'Generic Compl:Unt' in accordance 

with tins Rule 4. 

2. The HO may bring Generic Complaints to the notice of the public (including hold public meeting) 

and re'luest for their comments. Based 011 the isslle(s) r.tised by the public, the HO truly e.xpand 

the scope of the Generic Comphunt. 

3. Subject to timel}' receipt of informacion from the parties, the HO shall cnde:wour to resolve such 

Generic Complainrs within 30 dars of receipt of Applicntion/ Complainl 

4. \'Vhere the HO decides to consolidMe two o r more Complaints! Applications, the HO sh:ill inform 

the concerned parties as soon as prncticru. 

4.21. Filing fee 

Complainants mtling in the. category of: 

(a) Residential or Government CllstOmer shall not be required to pay any filing fee; 

(b) Commercial customers shall be required to pay filing fees ofVUV 2500; Rnd 

(c) Industrial Cllstomers shllll be [equin:d to pay filing fees ofVUV 5000. 

5. Mditional Oblig.ations aDd Rights 

5.1. Interpretation of these Rules 

The illtUpretation of these Rules or any procedural nUltter herellOder by the HO or tile Appeal 

Committee sh:ill be final. 

5,2. Principles 

1. \'('hue the responsibility under a Complaintl Application cannOt b= determined with certainty by 
Staff/ HO, the bmden of proof shaU be on the utility to prove its claim. \\f.itbout limiting [be 

generality of the preceding dause, in Complainrs! Application involving billing Rnd payments the 

burden of proof shall be on the utility, 
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2 Th~ UR .. \., th~ St:lIT, Ihe HO or Ihe Appelll Committee IS not a PM!)' to a dispute. 

5.3. Withdraw,,1 o f Complaint/ Appli ca tion 

ll1e Compi:ullaol rnny withdraw its Comphint/ AppliC1l.t ioo or the parties mil)' settle the issue at an}' 
wn~ during the resolution process. Borh p:uues must promptly Ulform the Staff or thl:' 110 of sllch 

wLthdrawal! setdemenl. 

5.4. Time bar 

Olher lium in ~xcepuomu cm;uffiStanct'S, a Compl:um (or where the Complainant chooses not to 
file a Complaint b\lt files an Application under Rule 4) should be filed within 90 days ftom rhe 
dare the Contpbinant becomes aw:\l'C of the issue in respect of which the complaint is made. 

Normally, the Complai l1allt would know relati\·cly quickly whether die utili£)· would grant 

him/her the relief llild if lhe Complainllnt chooses to me a Complaint/ ApplicllIion under the 

Rules, it should do so lU the earliest and nOI wait till the expiry o f the 90 day period. 

2. The decision of whether to hear a time blll'red COJ11pb.int/ Apphc:luoll sh:lll be lU the di~cretion of 
the URA. 

5.5. Obligalion o f utilhy to infonn its CO IISllm ers 

The utility shall displa)' 011 its webSLte :lIId publish on its bills: 

(IL) Ihl'l[ irs consumers h:we tlte tight to reques t URA assi:; tanc(! tn resolving thetr gtie.\·llllces With lhe 

urilIty under these Rules: and 

(b) the contact details of URA (phone number, email nnd address). 

Utility shnU keep ILl :til theIr office(s) copies of these Rules and shall provide Ihem to irs consumers, if 

so requested, Eree of chllfge. 

5.6. Utility's regu lar repo rting require me nt 

Utlltty mUSt submit qualterly reports 10 URA of 1111 olltslanding consumer complftints fued br 
consumers with the utility. The report mllst provide :lggrieved consumer's name lind Clistomer 

!lumber, nature of grievance, date of filing of gnevance by customer wilh Uuhl), lind currem StUttS of 

gnevance. 

i he rcpon must be flied Illtest by 15'" JanulU)", IS'" April, 15'" July :lod IS,h OCIOUer of cAch rellr. 

5.7. Connie! o f in terest 

I. To ensure that no co nOict of interest exists In respect of the HO, the Appeal Conunmee 

members and the Staff invoked in the resolution of Complaint/ Applic:mon, slich person mUSt 

dl~close 10 URA in writing if The per:ion has: 

(II) a personal or busmess relationship \\;Th a dispUTing party; or 

(h) lilly finl'lncial intereST ill the outcome of the proccedtngs. 
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2. The HO! Scaff shall immediluely inform both p:l!tles of 5uch interest. 

3. T he Appeal Committee member, HO or Staff having such conllict of imeces[ may recuse 
himself! husdf from me atse. A party may also reques t such recllS:ll to the LiRA for its 
consjde~rion. 

5.8, Confidentiality 

The URA, the disputing parties :lnd their represent:ltives shall keep confidential llli personal and 
fillancial information of the other disputing pllety, s\lbject [0 disclosure being required by laws of 
Vanuatu. 

The Complaint, Application, :lppeal, all iofonn::uioo lind dOGl!nems pert~njng lhuelo, shill become 
p:tr[ of URA's permnnent record. 
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5. Commission Order 

Findings 

Based on consumer complaints and feed-back receiv«i from consumers and utilities' input, the Commission 

finds mac 

• It has become necessary to issue re\ued dispute resolution rules and procedures. 

• These Consumer Complnin[S and Dispute Resolution Rules and Procedures (Rules) are an appropriate 

out-o[-<:our[ dispute: resolution platform for consumers that are quick, efficient and low-cost [hat will 
\rasdy benefit the consumers in redressing th6.r utilit)"·rel:ued griev'ances while affording the parties a due 

process. 111~' ensure fairness, impartiality, transparency and consistency. 

• The: URA Commission has the power to issue and r~uire the impiement:ltion and adherence to the 
Rules under its mandate pursuant to the URA Act. 

• The Rules are not inconsistent with the provisions in the UNELCO Electricity Contracts or the ESA., the 

\'<'SA and the \'VR.J\'L\. 

• Article 13 of the UNELCO electricity Customer Agreement is inconsistent with the Specifications. 

• To ensure the UNELCO consumers are properly informed and aWlire of their rights under the electricity 
ROd water Customer Agreements: 

o UNELCO electricity CUSlOmer Agreements in Port Vila, Tanna and t-,lru.el-ula must be revised. to 

bring it into conformity with the UNELCO Electricity Contracts and appropriately reference 

these Rules; and 

o UNELCO wRter Customer Agreement must be revised to appropriately reference these Rules. 

• The electriciq' Customer Agreement entered into br VUI customers refers to dispute resolution by URA 

under Section 19 of the URA Act, hence no Amendment is necessary to the Customer Agreement itself. 

The Commission therefore orders that 

1. The Consumer Complaints and Dispute Resolution Rules and Procedures set out in Section 2 (fhe 

Rules) art: adopted. 

2. Dissemination of information: For Rdministra.ti\'C convenience, the utilic)· shall fulfil its obligation 

under Rule 5.5 witrun 10 dars of Commencement Date (defined below). 

3. UNELCO electricity Customer Agreement: 

• UNELCO is instructed to coerect the inconsistency between Article 13 of the electricity 

Customer Agreement and Section 20(79) of the Specifications and appropriately reference these 

Rules. UNELCO must submit a draft for approval. to me URA within 7 days of 

Commencement Date. 

• Upon approving the revision to the el«:t.ricity Customer Agreement, ORA staff to infonn the 
Go'-ernment in accordance with Section 20(5) of the URA Act 
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4. Revision o f wate r C us tomer Agreement: UNELCO is i nstruct~ to revise the water Customer 

Agreement to II.pproprisaely reference these Rules. UNELCO must submit a draft for approval to the 

URA within 7 days of Commencemem Date. 

S. Submission of first repo rt by utili ty: PUtSUll.Ot [0 Rule 5.6, me f1tS1 repOrt shall be submitted by rhe 

utility to URA wilhin 10 days of the Commencement Date. 

6. Implementation of the Rliles: The URA shall take necessary II.ctlons including put in place 

necessltCY procedures to emure implementation of this Ord~ and resolution of COllSUme.r grievances 
and disputes in Rccordance with the Ruin. 

7. Effective D a te and Com mencem ent D ate: The Crocr comes into dfeer immediAtely. The 
provisions of rhe Rules (l.e. unplementll.tion of the Rules set oue in Section 2) shall commence f.rom 
such later dace IlS not:i6ed by the Commission (Commencement D ate). Until Commencement Date, 
the URA shllll continue [0 resolve consumer complaints and disputts in tbe manner it has been doing 
j,e. in accordance with the CustOmer Issues ~bnagemeJ1t ManuaL 
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7. Execution Page 

Commission Order is effective on the date this Order is signed. 

CEO and Commissioner 

Hasso C. Bhatia, PhD 

Datedd-.7~ 7 IS 
() 

Executive Commissioner 

John Alilee 

Chairman 

Johnson Naviti Matarulapa Marakipule 

7 

Seal of the Utilities Regulatory Authority 
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