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Periodic Newsletter issued by TRA

What is the goal of the Tariff Transparency
Guidelines for Public Telecom Services?

To have a clear and accurate understanding of the
services offered to you.

To know your rights as a consumer with regards to
promotional offers.

To help you understand the price that must be paid,
discounts, free offers and the benefits that come with
the offer.

To ensure that you understand how to use the
promotional offer and the accompanying terms and
conditions.

To take the right decision considering your needs
when choosing packages and prices.

To enable people with special needs to access
and interact with information available on the
telecommunications services.




Periodic Newsletter issued by TRA

Submityourwritten complaint to the service provider through
email, mail, fax or visit one of the customer service centers.
Then request a written answer from the service provider.

Action steps to filing a
complaint:

Keep a copy of the complaint that clearly shows the date the
complaint has been received by the operator.

In case you followed the above steps and nothing has been
done to solve the complaint within 15 days or if the solution is
not satisfactory to you, forward your complaint to us through
any of the means shown below.

Complete the Complaint Form in the TRA
website [ Consumer Section) [www.tra.gov.
om].

Attach with the form a copy of the complaint
filed with the Service Provider.

-Attach a copy of your ID as evidence that you
are the subscriber for the service in question.

-Attach a copy of any supporting
documents such as bills, forms or previous
correspondence

Use communication channels or visit
the TRA website to inquire

You will receive a text message with a
reference number to confirm that your
complaint has been received.

The TRA will allow the Service Provider
7 working days to respond to the
complaint and provide clarifications.

TRA may require additional information
from you. As a final stage TRA will inform
you of the decision taken in response to
your complaint.

80000000
80088888

consumer(dtra.gov.om
www.tra.gov.om
B.0.Box: 3555/ P.C: 111 Al Seeb

Visit the TRA office - opposite Muscat
International Airport - Muscat

Sunday - Thursday 8:00 am - 3:00 pm
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What questions should you ask your service provider before
you decide to subscribe to any mobile internet package?

1. Maximum Internet usage or download: Is there a limit for download or usage? if yes, what
is the limit?

Are these services used intensively or for a long period of time?
. Speed: What speeds do you need ? Does location affect internet speed?

Contract duration and cost: Long-term contracts are normally less expensive than short-term
contracts, however what if you want to change your internet plan or switch to another service
provider before the contract ends? If devices, offers or gifts are included in the package, is
this of an additional value to you?

For packages that include laptop computers or other devices, it is recommended that you
calculate the contract amount and then calculate whether it is more cost effective if you
purchase the computer separately. This will help you decide which option is less expensive.

What's best -pay monthly (contract) or pay as you go?

Complaints considered by TRA ...in Numbers

Musandam i 27

Complaints o\
by region

L cAL Batinah North 20

Muscat

17

8x
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Price Plan

it Data off-net and R off-net and |calling rate
Subscribtion SMS Minutes on-net price| fixed lines fixed lines | among |price per

Validity for Minutes | Included . .
Included | Included Iialiaks] MB Bz/Min price Bz/

szr/',(\:/ﬁn price Bz/ plan
Min Min members

Fee RO

Hayyak 39 39 &5 55}
89 Bz
) L Hayyak Not Not Omantel
Uloc Liberty* 0500 7 days Applicable 39 Applicable 55 mobile &
Oman / Fixed
Ozone
5 1 30 days 100 39 39 55) 55} 25
i Plan***
Hayyak
for people 29 39 29 55
with special
needs
Mousbaq 39 39 55) 55}
Mousbaq
8 30 days 19 39 19 39
(More Talk)
*Mousbaq 1 1 7 days 35 national 39 39 55 55
OO0 **Mousbagq 2 2 7 days 75 national 50 39 39 55 55
+
N e _
+ *Mousbaq 3 3 7 days 125 national 100 39 39 55 55
0.0
Mousbag 79 Bz/
i 0.600 7 days N/A 39 N/A 55 on-net
Sawalif call
***Shababiah 29 49 29 49
*x+k Mousbak
for people 100 19 19 19 19
with special
needs
Friendi 39 39 39 55}
Monthly 25
y 3 month 25 25 25 25
C Bz
g\ Weekly 25 Bz 1 7 days 25 25 25) 25
19 Bz friendi
. . 0.500 month 19 39 19 55}
to Friendi
*kkkk| 1 1
g 5 30 days 60 national 600 25 25 25 25
Super
'.é' Renna 24/7 45 45 45 45
% Renna 6-6 54 54 38 38
o R
o enna 19 49 19 49
Friends
o
tpO Teo 37 37 53 53

*hayyak Liberty has an off-peak rate of 39 bz/min and peak rate of 55 bz/min to other network excluding fixed lines whose calls to which are
charged 89 bz/mn

**regarding Mousbaq 1,2 & 3 voice and SMS will share the quota. For example, a customer subscribing to Mousbaq 1 can use his quota in
30 national minutes and 5 SMSes

***Shababiah plan and Ozone plan are for customers below age of 25 years.

***Mousbak plan for people with special needs includes 100MB valid for one month and renew automatically without re-subscription and
customer can make video calls at a rate of 19Bz/minute

x4+ Eriendi Super Auto Renewal Bonus is 100 MB
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renna B

WEEKLY 100MB

MONTHLY 600MB
Monthly 1GB
Monthly 3GB
Monthly 6GB

Monthly,Unlimited
Night

PAYG

R.O 0.500
R.0 0.300
R.O0 1.00
R.O0 1.00
R.0 2.5
R.0 5.00
R.O 10

R.O 15

Subscription

Until

Period

N\Y Mobile Broadband (Permanent]

Subscription
fee R.O

Auto

Included Data

Excess Usage
BZ/MB

included dat uded dat Renewal | Postpaid/Prepaid
included data cluded data Bonus . _
A | [Festae

1 Week 1 100 MB 50 MB Prepaid 10
1 Month 8 600 MB 100 MB Prepaid 10
1 Month 5 1GB 1GB 200 MB Prepaid 10
1 Month 9.9 3GB Prepaid 10
1 Month 15 6 GB Prepaid 7
1 Month 12 3G Unlimited Prepaid 10
deactivation 50Bz/MB Prepaid 5,(\)/%2/
1 Day 0.5 100 MB Prepaid 10
1 Week 0.3 35 MB Prepaid 10
1 Month 1 10 Bz/MB 100 MB Prepaid 10
1 Week 1 100 MB 100 MB Prepaid 10
1 Month 2.5 500 MB 500 MB Prepaid 10
1 Month 5 1GB 1GB Prepaid 10
1 Month 10 3GB 7 GB Prepaid 10
1 Month 15 6 GB 15 GB Prepaid 10

All data plans are for local data usage only - while international data roaming charges will apply
Data included at night for Friendi plans available from 11pm - 4am
Data included at night for Renna plans available from 11pm - 6am

BBM

Lite

—

Uloc National

Oman / International

v Weekly Plan

Monthly Plan
BBM Weekly
BBM Monthly
Chat

Lite

National

0.0

Global
4_4

O
POeO

Chat

Weekly

Monthly

Prepaid/
Postpaid
Postpaid
Postpaid
Postpaid
Postpaid
Prepaid
Prepaid
Prepaid
Prepaid
Postpaid
Postpaid
Postpaid
Postpaid
Prepaid

Prepaid

Prepaid

Blackberry Service

subscription
(RO)

Included data
for Browsing
within Oman

Included Data for
Emails, attachements
& BBM within Oman

Validity Included roaming usage

8.9

185

29.5

8.9

19

29

1 month Unlimited 500 MB Standard Roaming Charges
1 month Unlimited 2GB Standard Roaming Charges
1 month Unlimited 5GB 10 MB

1 month Unlimited 10 GB 60 MB

7 days Unlimited 500 MB N/A

30 days Unlimited 2GB N/A

7 days Unlimited 100 MB N/A

30 days Unlimited 500 MB N/A

1 month 550 MB 0

1 month Unlimited 2GB 0

1 month Unlimited 5GB 15 MB on GCC Smart Roaming
1 month Unlimited 10 GB 60 MB on International Roaming
7 days 120 MB N/A

7 days Unlimited 500 MB N/A

30 days Unlimited 2GB N/A
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3\ § Home Broadband (permanent]

Maximum

. . Maximum downlink - Subscription Included Out of Bundle Fixed Line
e FESRIEHAE e speed price (RO) data (GB) Bz/MB Subscription
5GB Prepaid/postpaid 5 Mbps 384 Kbps 9 5 2 Included
10 GB Prepaid/postpaid 5 Mbps 384 Kbps 14 10 2 Included
25 GB Prepaid/postpaid 5 Mbps 384 Kbps 19 25 2 Included
00 75 GB Prepaid/postpaid 5 Mbps 384 Kbps 23 75 2 Included
‘-\‘.e+ 150 GB Prepaid/postpaid 5 Mbps 384 Kbps 33 150 2 Included
00 FTTH 8 Mbps Postpaid 8 Mbps 1 Mbps 33 Unlimited Not Applicable Not Included
FTTH 16 Mbps Postpaid 16 Mbps 2 Mbps 43 Unlimited Not Applicable Not Included
FTTH 30 Mbps Postpaid 30 Mbps 5 Mbps 53 Unlimited Not Applicable Not Included
FTTH 50 Mbps Postpaid 50 Mbps 10 Mbps 63 Unlimited Not Applicable Not Included
4 Mbps Starter Postpaid 512 kbps - 4 Mbps 1 Mbps 7 3 R.0/GB 3 R.0/GB Not Included
4 Mbps Standard Postpaid 512 kbps - 4 Mbps 1 Mbps 12 1 R.O/GB 1 R.0/GB Not Included
. { 4 Mbps Unlimited Postpaid 512 kbps - 4 Mbps 1 Mbps 20 Unlimited Not applicable Included
o,;:aL,?L 6 Mbps Unlimited Postpaid 5 Mbps - 6 Mbps 1 Mbps 25 Unlimited Not applicable Included
/ 12 Mbps Unlimited Postpaid 8 Mbps - 12 Mbps 1 Mbps 35 Unlimited Not applicable Included
v 24 Mbps Unlimited Postpaid 16 Mbps - 24 Mbps 1 Mbps 50 Unlimited Not applicable Included
35 Mbps Unlimited Postpaid 30 Mbps - 35 Mbps 3395’\:%);5' 55! Unlimited Not applicable Included
60 Mbps Unlimited Postpaid 60 Mbps 60 Mbps 60 Unlimited Not applicable Included

Ooredoo homebroadband prepaid and postpaid using two kinds of modems, internal and outdoor modems, insallation of indoor modem is free
and insallation of outdoor for R.O 29

Other than FTTH, Subscriber to Ooredoo HBB plans can avail the fixed voice service without subscription, but he has to pay for the usage.
Omantel unlimited plans include postpaid fixed line Subscription plus 100 minutes of calls from Omantel fixed line to another Omantel fixed line
Regarding Omantel 4 Mbps Starter and 4 Mbps Standard, subscriber can subscribe to either 2.9/4.9/7.9 fixed line packages to avail the fixed
voice service also.

Ooredoo FTTH is only available in specific buildings in Willayat of Bawshar, Willayat of Matrah(Ras Al-Hamra) and frontiet town in Duqum

Apart from FTTH plans, the published speeds of Ooredoo HBB plans representing the maximum speeds of download and upload, Ooredoo does
not commit to a minimum speeds, since the applied technology is considered a wireless one and it based on shared resources.

Prepaid/ ) r - ) . *
e Installation R.O . Inclusive free minitues nest?/vrz:‘?k *other networks(Bz/
(Bz/Min) i
. Postpaid/ 10 R.O for indoor modem 9 Ooredoo
Home Voice prepaid 39 R.0 for outdoor modem 2 | month YA fixed
19 other fixed networks
Ooredoo Postpaid/ 20 R.O for indoor modem 19 1 month 100 minutes (Ooredoo 9 Ooredoo 29352[E:Sinrgt?ilf:e
Talk prepaid 49 R.0 for outdoor modem ' numbers fixed and mobile) fixed
networks
My Favorite Postpaid/ 20 R.O for indoor modem 1 1 month 10 % discount for calls to 9 Ooredoo
country prepaid 49 R.0 for outdoor modem two countries fixed
Starter Postpaid 10 2.9 1 month N/A 7.5 off-peak 33
15 peak
Standard Postpaid 10 49 1 month 150 (Omantel numbers) 7'515"‘(;;2?(“ 33
i \
Or';:an Unlimited Postpaid 10 7.9 1 month  unlimited (Omantel numbers) Free 88
Q 4 1 month
- 12 3 month L
Sahlprepaid  Prepaid 10 N/A 1020"“ pekak 40
24 6 month [P
48 12 month

. for Omantel Fixed line, Calls between Buraimi and Al Ain, United Arab Emirates are considered local calls
* Same network does refer to the fixed network of the same operator, while other networks referring to all mobile networks and fixed networks of other

operators.
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N\Y Mobile Broadband (Permanent]

Subscription Subscription fee

Period RO Included Data Postpaid/Prepaid

Excess Usage BZ/MB

Daily 50 MB 1 Day 0.2 50 MB Prepaid 51.2
Daily 1 Day 1 1GB Prepaid 51.2
Weekly 1 Week 3 1GB Prepaid 51.2
Monthly 50 MB 1 Month 0.5 50 MB Prepaid 51.2
Monthly 300 MB 1 Month 2 300 MB Prepaid 51.2
1GB 1 Month 5 1GB Postpaid/prepaid 51.2 8
1 3GB 1 Month 10 3GB Postpaid/prepaid 51.2 5
loc
Oman / 5GB 1 Month 15 5GB Postpaid/prepaid 51.2 5
v 10 GB 1 Month 25 10 GB Postpaid/prepaid 51.2 5
B 15 GB 1 Month 34 15 GB Postpaid 5
30 GB 1 Month 59 30 GB Postpaid 5
** PAYG 51.2 Bz/MB 51.2 Bz/MB Prepaid/Postpaid
*kkkk
R ALl 1 Week 05 50 MB Prepaid 512
50 MB
120 MB 1 Week 1 120 MB Prepaid 512
500 MB Internet Plan 1 Month 3 500 MB Postpaid/prepaid 512 10
2 days 2 Days 2 2GB Prepaid 512
1 GB Internet Plan 1 Month 5 1GB postpaid/prepaid 512 7
3 GB Internet Plan 1 Month 10 3GB postpaid/prepaid 512 6
Weekly 1 Week 5 3 GB Prepaid 512
OO0 6 GB Internet Plan 1 Month 17 6 GB Postpaid/prepaid 512 5
+_+
nec
000‘ 10 GB Internet Plan 1 Month 24 10 GB Postpaid/prepaid 512 4
30 GB 1 Month 49 30 GB Postpaid/prepaid 512 8
* More Internet RO 1 10 days 1 150 MB Prepaid 512
* More Internet RO 2 10 days 2 750 MB Prepaid 512
* More Internet RO 5 20 days 5 2GB Prepaid 512
* More Internet RO 10 25 days 10 5GB Prepaid 512
**x PAYG 256 Bz/MB 256 Bz/MB Postpaid
*k PAYG 512 Bz/MB 512 Bz/MB Prepaid

. All data plans are for local data usage only - while international data roaming charges will apply

* Ooredoo Mousbak Customers can get more data plans with less validity when they choose more internet option to top-up their account using either
scratch cards or electronic recharge

** Omantel PAYG Mada customer will be charged 15Bz/MB after consuming 200MB

*** On Ooredoo PAYG, after consuming 113 MB there will be a spend cap of RO 29, along with a speed cap of 64 Kbps, applicable on Shahry
customers.

***Qoredoo prepaid customer who spend 500 Bz per day on pay-as-you-go data will get an additional 30MB for free to use up to 11:59 that night
**xx0Qoredoo Weekly WhatsApp 50 MB Data Plan does include 50 SMS.
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W] \iobile Postpaid

Monthly Calls Minutes SMS/ Data International Mobile
. MMS call discount | Broadband
Included included Included

Price Plan Subscribtion
(3¥0)] included Bz/MB Bz/MB

29Bz/Min off-peak
Mada 3 3 N/A N/A N/A N/A ) N/A PAYG
39Bz/Min peak

19 Bz/Min on-net
Mada On 5 N/A N/A N/A N/A . N/A PAYG
39Bz/Min off-net

25 bz/Min on-net
Mada 10 10 N/A 200 on-net 200 500 MB . 10% 5
39 bz/Min off-net

. \ )
Uloc 25 Bz/Min on-net
Oman / Mada 20 20 N/A 500 on-net 500 1GB 20% 5!

39 Bz/Min off-net

59 Bz/call omantel mobile &

Mada
Libert 4 N/A N/A N/A N/A Fixed networks / 39 Bz/Min N/A PAYG
iber
J other networks
Mada 59 Bz/call omantel mobile &
Liberty 25 250 on-net N/A 750 2 GB Fixed networks / 39 Bz/Min other 25% 5
Plus networks
- Zero Bz/call omantel mobile &
ada
Infinit 39 unlimited N/A unlimited 5 GB Fixed networks / 39Bz/Min other 30% )
nfini
G networks

19Bz/Min Ooredoo mobile
Ajel 3 N/A N/A N/A N/A 39 Bz/Min Ooredoo Fixed & N/A PAYG
other operators

79 Bz/call to any Ooredoo

Shahr
OO0 2 I'); 10 200 on-net N/A N/A N/A customer N/A 10
awali
f" . 39 Bz/Min other networks
+ 4
0.0 _
10GB night
Shahry . .
19 N/A 600 national N/A 1GB day 29 Bz/Min N/A 7
Sahra .
time
1500 national 3 GB
Shahry _ ;
34 N/A 2500 on-net  unlimited 10 GB 29 Bz/Min N/A 5)
Mazeed
weekend weekend

Included Data for all plans are not applicable while roaming, Subscribers to Ooredoo Shahry Sahra and Mazeed can pay additional R.O 3 to
use up to 80% of the bundled minutes in the said plans for receivaing calls within GCC
PAYG rates of Omantel for postpaid as follows:

> 200 MB 15 Bz/MB

PAYG rates of Ooredoo for postpaid as follows:

Above 113MB | 0 Bz no charge

Out of Bundle rate of SMS is 10 Bz

Shahry Sahra includes 10 GB data at night

Shahry Mazeed includes 10 GB data and 2,500 Ooredoo minutes available from Thursday 10 PM to Saturday 10 PM and 3 GB and 1500
national minutes for the rest of the week.
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The Beneficiary may file a complaint
with the Service Provider as per the
Beneficiaries Complaints Regulation
issued by the Service Provider and
approved by TRA.

Have a complaint?

Customer Complaints inTelecom service

Submit your written complaint to your Service Provider through email or fax
or visit one of the customer service centers. Then wait for an answer from
the service provider.

Keep a copy of the complaint that clearly shows the date the complaint has
been received by the Service Provider.

The Service Provider is required to respond to the complaint and provide
clarifications within 15 days. In case you followed the above steps and noth-
ing has been done to solve the complaint within 15 days or if the solution
Is not satisfactory to you, you may forward your written complaint to TRA
within 30 days commencing from the date of receiving a response from the
Service Provider through any of the means shown above.

When you submit your complaint

A, Slleee - Major issues investigated by TRA

are related to:

1. Complete the Complaint Form in the TRA website | 1. Billing and credit:

Consumer Section) [www.tra.gov.om]. E.g: packages errors, charges errors, delay in receiving bills.
2. Attach with the form a copy of the complaint filed 2. lIssues related to service subscription:

with the Service Provider. E.g: Beneficiary being unable to disconnect the service.
3. Attach a copy of your ID as evidence that you are the 3. Service agreement with the operator:

subscriber for the service in question. E.g: Information provided to the beneficiary when applying for
4. Attach a copy of any supporting documents such as the service is not accurate.
bills, forms or previous correspondence. 4. Delay in service operation and errors fixing.
5. Debt collection:
E.g: Problems related to payment method and credit errors.
6. Number portability
E.g: delay in number portability from one operator to another.
7. Digital content of restricted websites:
E.g: content prejudicial to public morals or offensive to
religion, or websites that endanger cybersecurity or provide
VOIP services,etc.
8. Network coverage:

E.g: weak coverage, repeated dropped calls.
You will receive a text message with a reference num-

: / _ TRA does not investigate issues related to:
ber to confirm that your complaint has been received.

TRA will investigate the matter with the Service Pro- 1.

What will happen then?

Personal telecommunications equipment and devices that

vider, and may also require additional information
from you. As a final stage TRA will inform you of the
decision taken in response to your complaint.

Call Centre (Free)

were not obtained as part of the service agreement with the
operator:

E.g: Mobile devices or modems that have not been purchased
from the operators.

2. Telecommunications sector policies (fallunderthe jurisdiction
of the Ministry of Transport and Communications)
3. Issues that are before the court.

Call center office hours:
Sunday to Thursday

¢ 800-00-000

Contact
consumer(dtra.gov.om

www.tra.gov.om

(8am -3 pm)
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