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CUSTOMER COMPENSATION POLICY FOR POWER OUTAGES

I PURPOSE:
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This policy document establishes a scheme to compensate Kahramaa's customers for power outages. This is underpinned by

Kahramaa's commitment to its customers, in terms of continuity of power supply.
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All Customers, registered as TENANTS, shall qualify for the compensatory payments. Following are the exceptions where
Kahramaa shall not consider any compensatory payments:
1. Building Owners, except for the one (1) premise where they reside and are registered as Tenants.

Customers having outstanding payments due to Kahramaa, except the last issued bill.

2.
3. Forpremises recording less than the Average National Consumption® over the applicable year.

4. Forinterruptions resulting from the actions of the customer himself, or where he is party to such actions.
5,

Exceptional cases that are not entitled to compensation:

Byolio 85938 43T elidiusly coloy S bl Aaomius il mle cuddl OsSALl -2
Al dl M5 glogdl Il L sigia oo JBI IMlal 13 cilylaall -3
1S Uiay ol dunds lpladl Uas e ¢ lai) s 13) -4

a.  Outages due to Force Majeure?
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b.  Ourages/Blackouts where the root cause is determined to be external to Kahramaa (3r¢ Party)

M. COMPENSATION DEFINITION & BASIS:

CATEGORY COMPENSATION AMOUNT&BAS[S - Qa_.;_’_z_n B8y ey Al
5% of average annual Consumption Bill, up to a maximum of QAR 1200. 1200, gl emagrggazcell EISLguatl] Juss gy 45 &Il ol ¥ Al pazed
SUPPLY RELIABILITY BASIS: B (L] dalases pall gllaasdll ol 5,55)
(FREQUENCY OF More than 12 unplanned sustained interruptions in a year, per Customer. Rl (3 mae sl yalua &U‘lﬁ'-" 12 uﬂﬁgi S lall

UNPLANNED OUTAGES)
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SUSTAINED INTERRUPTION:

Interruptions > 5 minutes

QAR 100 — Single instance payment (5 Uazas¥l 5us) Lt Bole)

SUPPLY RESTORATION
(DURATION OF UNPLANNED BASIS: as gl ELL:.E.DU deluw 12< 5Ll salazul Bua daclall
OUTAGES) Restoration Duration > 12 Hours for any single outage incident, or delw 24< ﬁ"-’-” pES tUn.EJ)’l Buw ‘_}Lo.?'l_gi

Total Outage Duration over the year > 24 Hours

L As publicized in Kahramaa’s Yearly Statistics

2 (1) war (whether declared or not), act of foreign enemy, hostilities, acts of terrorism, rebellion, or public disorder; (2) lonizing, radiation or contamination by radioactivity; (3) Explosions, fires, floods, earthquakes, or other natural calamities; (4) Maritime disaster.
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V. COMPENSATION DISBURSAL
At the end of each calendar year, Kahramaa shall generate a list of customers who are eligible to receive compensatary
payments, in accordance to the sections above. Customers, who consider themselves eligible in accordance with the prescribed
Compensation Basis, shall also have the provision to officially submit a claim for compensation.
The payments shall be automatically credited to the Customer’s KM Account.

There shall be no provision for the compensation to be transferred to another Customer and/or monetized.

V.  GOVERNANCE:
This policy shall be implemented under the supervision of the existing “Compensation Assessment Committee” tasked with
resolving customer compensation claims and will cover the following areas:
1. Review, verification and approval of lists of eligible customers provided by Electricity Network Affairs (ENA).
2. Ensuring compensation disbursement execution by Finance Department on an annual basis.

3. Processing special claims & grievances by customers for outage compensation.
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