ﺣـﻤـﺎﻳـﺔ ﺍﳌﺴﺘـﻬﻠـﻚ
ﺍﻹﺻﺪﺍﺭ ﺍﻷﻭﻝ – 2015

ﻣﻴﺜﺎﻕ ﺧﺪﻣﺔ ﺍﳌﺘﻌﺎﻣﻠﲔ
..ﻧﺮﺗﻘﻲ ﺑﺨﺪﻣﺎﺗﻨﺎ"
"ﻟﺘﺤﻘﻴﻖ ﺭﺿﺎﻛﻢ
ﺳﻌﺎﺩﺓ ﺳﻠﻄﺎﻥ ﻋﺒﺪﺍﷲ ﺑﻦ ﻫﺪﻩ ﺍﻟﺴﻮﻳﺪﻱ
ﺭﺋﻴﺲ ﺍﻟﺪﺍﺋﺮﺓ
،ﲢﺮﺹ ﺩﺍﺋﺮﺓ ﺍﻟﺘﻨﻤﻴﺔ ﺍﻻﻗﺘﺼﺎﺩﻳﺔ ﻋﻠﻰ ﺗﻄﻮﻳﺮ ﻭﲢﺴﲔ ﺧﺪﻣﺎﺗﻬﺎ ﺑﺄﺭﻗﻰ ﻣﻌﺎﻳﻴﺮ ﺍﳉﻮﺩﺓ
ﻟﺘﺤﻘﻴﻖ ﺭﺿﺎ ﺍﳌﺘﻌﺎﻣﻠﲔ
ﻋﻨﺪ ﺍﻟﺘﻌﺎﻣﻞ ﻣﻌﻨﺎ ﻓﺈﻧﻨﺎ ﻧﻠﺘﺰﻡ ﺑﺄﻥ
ﻧﺤﺴﻦ ﺍﺳﺘﻘﺒﺎﻟﻜﻢ ﻭﻧﻌﺎﻣﻠﻜﻢ ﺑﻮﺩ ﻭﺍﺣﺘﺮﺍﻡ ﻭﻋﺪﺍﻟﺔ
 ﻧﻮﻓﺮ ﺍﻟﺒﻴﺌﺔ ﻭﺍﳌﺮﺍﻓﻖ ﻭﺍﻟﺘﺴﻬﻴﻼﺕ ﺍﻟﻼﺯﻣﺔ ﻟﺘﻘﺪﱘ ﺍﳋﺪﻣﺔ ﺑﺸﻜﻞ ﻣﺘﻤﻴﺰ ﻧﻘﺪﻡ ﺍﳋﺪﻣﺔ ﺩﻭﻥ ﺗﺄﺧﻴﺮ ﻭﻋﺒﺮ ﺍﻟﻘﻨﻮﺍﺕ ﺍﻟﺘﻲ ﺗﻨﺎﺳﺒﻜﻢ ﻗﺪﺭ ﺍﻹﻣﻜﺎﻥ ﻧﺆﻣﻦ ﻟﻜﻢ ﻣﻌﻠﻮﻣﺎﺕ ﺩﻗﻴﻘﺔ ﻭﺇﺟﺮﺍﺀﺍﺕ ﺧﺪﻣﺔ ﺳﻠﻴﻤﺔ ﻧﺤﺎﻓﻆ ﻋﻠﻰ ﺳﺮﻳﺔ ﺑﻴﺎﻧﺎﺗﻜﻢ ﻭﺧﺼﻮﺻﻴﺔ ﺍﺳﺘﻔﺴﺎﺭﺍﺗﻜﻢ ﻭﻣﻌﺎﻣﻼﺗﻜﻢ ﻧﻄﻮﺭ ﺇﺟﺮﺍﺀﺍﺗﻨﺎ ﻭﻧﻨﺴﻖ ﻣﻊ ﺷﺮﻛﺎﺋﻨﺎ ﻟﻼﺭﺗﻘﺎﺀ ﺑﺎﳋﺪﻣﺎﺕ ﲟﺎ ﻳﺘﻨﺎﺳﺐ ﻣﻊ ﺍﺣﺘﻴﺎﺟﺎﺗﻜﻢ ﻧﺮﺣﺐ ﺑﺂﺭﺍﺋﻜﻢ ﻭﺍﻗﺘﺮﺍﺣﺎﺗﻜﻢ ﻟﻨﺘﺸﺎﺭﻙ ﻣﻌﻜﻢ ﻓﻲ ﺗﻄﻮﻳﺮ ﺧﺪﻣﺎﺗﻨﺎﻣﺎ ﻧﺮﺟﻮﻩ ﻣﻨﻜﻢ ﻟﺘﻮﻓﻴﺮ ﺧﺪﻣﺔ ﻣﺘﻤﻴﺰﺓ ﻟﻜﻢ
ﺍﻟﺘﻌﺎﻣﻞ ﺑﺸﻜﻞ ﺇﻳﺠﺎﺑﻲ ﻣﻊ ﺍﻟﺪﺍﺋﺮﺓ ﻭﺗﻘﺪﻳﺮ ﺟﻬﻮﺩ ﻣﻮﻇﻔﻴﻬﺎ
 ﺗﻔﻬﻢ ﺍﻹﺟﺮﺍﺀﺍﺕ ﻭﺍﻟﻘﻮﺍﻧﲔ ﺍﳌﺘﺒﻌﺔ ﻓﻲ ﺍﻟﺪﺍﺋﺮﺓ ﲡﻬﻴﺰ ﺍﻷﻭﺭﺍﻕ ﺍﻟﺜﺒﻮﺗﻴﺔ ﻭﺍﳌﺴﺘﻨﺪﺍﺕ ﺍﳌﻄﻠﻮﺑﺔ ﻣﺴﺒﻘﺎ ﹰ ﻹﲤﺎﻡ ﺍﳌﻌﺎﻣﻠﺔ ﲢﺪﻳﺚ ﺍﻟﺒﻴﺎﻧﺎﺕ ﺍﳋﺎﺻﺔ ﺑﻜﻢ ﺇﺫﺍ ﻃﺮﺃ ﻋﻠﻴﻬﺎ ﺃﻱ ﺗﻐﻴﻴﺮ ﺍﻟﺮﺩ ﻋﻠﻰ ﺍﺳﺘﻔﺴﺎﺭﺍﺕ ﺍﳌﻮﻇﻔﲔ ﺍﳌﺘﻌﻠﻘﺔ ﺑﺘﻘﺪﱘ ﺍﳋﺪﻣﺎﺕ ﻣﺸﺎﺭﻛﺘﻨﺎ ﻣﻘﺘﺮﺣﺎﺗﻜﻢ ﻭﺷﻜﺎﻭﻳﻜﻢ ﻟﺘﻤﻜﻴﻨﻨﺎ ﻣﻦ ﲢﺴﲔ ﺧﺪﻣﺎﺕ ﺍﻟﺪﺍﺋﺮﺓﺃﻭﻗﺎﺕ ﺗﻘﺪﱘ ﺧﺪﻣﺎﺗﻨﺎ
ﺍﳌﻘﺮ ﺍﻟﺮﺋﻴﺴﻲ ﻭ ﺍﻟﻔﺮﻭﻉ :ﻣﻦ ﺍﻟﺴﺎﻋﺔ  7:30ﺻﺒﺎﺣﺎ ﹰ ﺣﺘﻰ ﺍﻟﺴﺎﻋﺔ  2:30ﻇﻬﺮﺍ ﹰ
ﻣﺮﺍﻛﺰ ﺗﻘﺪﱘ ﺍﳋﺪﻣﺔ ) ﺗﺴﻬﻴﻞ ( :ﻣﻦ ﺍﻟﺴﺎﻋﺔ  8:00ﺻﺒﺎﺣﺎ ﹰ ﺣﺘﻰ ﺍﻟﺴﺎﻋﺔ  8:00ﻣﺴﺎ ﹰﺀ
ﻣﻮﻗﻌﻨﺎ :ﻣﻨﻄﻘﺔ ﺍﻟﺪﻭﺍﺋﺮ ﺍﳊﻜﻮﻣﻴﺔ  ،ﺍﻟﻠﻴﺔ  ،ﺍﻟﺸﺎﺭﻗﺔ
ﺇﻥ ﻛﺎﻧﺖ ﻟﺪﻳﻜﻢ ﺃﻳﺔ ﺍﺳﺘﻔﺴﺎﺭﺍﺕ ﺃﻭ ﺃﺳﺌﻠﺔ ،ﳝﻜﻨﻜﻢ ﺍﻟﺘﻮﺍﺻﻞ ﻣﻌﻨﺎ ﻋﺒﺮ ﺍﻟﺒﺮﻳﺪ ﺍﻹﻟﻜﺘﺮﻭﻧﻲ:
sedd@sedd.gov.ae

ﻧﻄﺎﻕ ﺍﻟﺘﻄﺒﻴﻖ
ﻳﻐﻄﻲ ﻧﻄﺎﻕ ﻫﺬﺍ ﺍﻹﺟﺮﺍﺀ ﻣﺘﺎﺑﻌﺔ ﺣﺎﻻﺕ ﻣﻜﺎﻓﺤﺔ ﺍﻟﻐﺶ ﺍﻟﺘﺠﺎﺭﻱ ،ﺗﻘﻠﻴﺪ ﺍﻟﻌﻼﻣﺎﺕ
ﺍﻟﺘﺠﺎﺭﻳﺔ ،ﻭﺍﻟﺘﻌﺪﻱ ﻋﻠﻰ ﺍﻟﻮﻛﺎﻻﺕ ﺍﻟﺘﺠﺎﺭﻳﺔ ،ﺷﻜﺎﻭﻯ ﺣﻤﺎﻳﺔ ﺍﳌﺴﺘﻬﻠﻚ ،ﺷﻜﺎﻭﻯ
ﻭﻛﻴﻞ ﺍﳋﺪﻣﺎﺕ.

ﺍﻟﺒﻴﺎﻥ

ﺭﺳﻮﻡ ﻓﺘﺢ ﻣﻠﻒ ﺷﻜﻮﻯ ﻏﺶ ﲡﺎﺭﻱ
ﺭﺳﻮﻡ ﻓﺘﺢ ﻣﻠﻒ ﺷﻜﻮﻯ ﺗﻌﺪﻱ ﻋﻠﻰ ﻋﻼﻣﺎﺕ ﺃﻭ ﻭﻛﺎﻟﺔ ﲡﺎﺭﻳﺔ
ﺭﺳﻮﻡ ﻋﻠﻰ ﻛﻞ ﻣﻮﻗﻊ ﺇﺿﺎﻓﻲ
ﺭﺳﻮﻡ ﻓﺘﺢ ﻣﻠﻒ ﺷﻜﻮﻯ ﻭﻛﻴﻞ ﺍﳋﺪﻣﺎﺕ

ﺃﻭﻻ ﹰﹰ :ﺷﻜﺎﻭﻯ ﺍﻟﻐﺶ ﺍﻟﺘﺠﺎﺭﻱ:

ﺍﻟﺮﺳﻮﻡ ﺑﺎﻟﺪﺭﻫﻢ
 2000ﺩﺭﻫﻢ

 1250ﺩﺭﻫﻤﺎ ﹰ
 500ﺩﺭﻫﻢ
 100ﺩﺭﻫﻢ

 .1ﺍﳌﺴﺘﻨﺪﺍﺕ ﺍﳌﻄﻠﻮﺑﺔ ﻟﺘﻘﺪﱘ ﺍﻟﺸﻜﻮﻯ:

ﻧﺴﺨﺔ ﻣﻦ ﺷﻬﺎﺩﺓ ﺍﻟﻌﻼﻣﺔ ﺃﻭ ﺍﻟﻮﻛﺎﻟﺔ ﺍﻟﺘﺠﺎﺭﻳﺔ ﺻﺎﺩﺭﺓ ﻣﻦ ﻭﺯﺍﺭﺓ ﺍﻻﻗﺘﺼﺎﺩ
ﺳﺎﺭﻳﺔ ﺍﳌﻔﻌﻮﻝ.

ﺗﻮﻛﻴﻞ ﻣﻮﺛﻖ ﻓﻲ ﺣﺎﻝ ﺗﻘﺪﱘ ﺍﻟﺸﻜﻮﻯ ﻣﻦ ﻏﻴﺮ ﻣﺎﻟﻜﻬﺎ.

ﻋﻴﻨﺔ ﺃﺻﻠﻴﺔ ﻭﻣﻘﻠﺪﺓ ﻟﻠﻜﺸﻒ ﻓﻘﻂ ﻭﺭﺩﻫﺎ ﻟﻠﺸﺎﻛﻲ ﺑﻌﺪ ﺍﻟﻔﺤﺺ ﻣﺒﺎﺷﺮﺓ ﻟﺪﻯ
ﺗﺴﺠﻴﻞ ﺍﻟﺸﻜﻮﻯ ،ﺃﻭ ﺗﻘﺮﻳﺮ ﻳﻮﺿﺢ ﺑﻴﺎﻥ ﺃﻭﺟﻪ ﺍﻟﺸﺒﻪ ﺑﲔ ﺍﻟﻌﻴﻨﺔ
ﺍﻷﺻﻠﻴﺔ ﻭ ﺍﳌﻘﻠﺪﺓ.

 .2ﺍﻹﺟﺮﺍﺀﺍﺕ ﺍﳌﺘﺒﻌﺔ:

ﺗﺴﺠﻴﻞ ﺍﻟﺸﻜﻮﻯ ﻋﺒﺮ ﺍﳌﻮﻗﻊ ﺍﻹﻟﻜﺘﺮﻭﻧﻲ  www.shjconsumer.aeﻭ ﺍﻟﺘﻮﺟﻪ ﻣﺒﺎﺷﺮﺓ
ﺇﻟﻰ ﻗﺴﻢ ﺍﳊﻤﺎﻳﺔ ﺍﻟﺘﺠﺎﺭﻳﺔ ﻟﺴﺪﺍﺩ ﺍﻟﺮﺳﻮﻡ ﺍﳌﺴﺘﺤﻘﺔ ﻭﲢﺪﻳﺪ ﻣﻮﻋﺪ ﻟﻠﺰﻳﺎﺭﺓ.
ﻓﻲ ﺣﺎﻝ ﻟﻢ ﻳﺘﻢ ﺿﺒﻂ ﺍﻟﺒﻀﺎﻋﺔ ﻳﺤﺮﺭ ﻣﺤﻀﺮ ﺿﺒﻂ ﺑﺄﻥ ﺍﻟﻮﺍﻗﻌﺔ ﺳﻠﺒﻴﺔ.

ﻓﻲ ﺣﺎﻝ ﰎ ﺿﺒﻂ ﺍﻟﺒﻀﺎﻋﺔ ﻳﺤﺮﺭ ﻣﺤﻀﺮ ﺿﺒﻂ ﺑﺎﻟﻮﺍﻗﻌﺔ.
ﺇﺣﺎﻟﺔ ﺍﻟﺸﻜﻮﻯ ﺇﻟﻰ ﺍﻟﻠﺠﻨﺔ ﻹﺻﺪﺍﺭ ﺍﻟﻘﺮﺍﺭ.

ﻳﺘﻢ ﲢﺮﻳﺮ ﻣﺤﻀﺮ ﲢﺮﻱ ﻣﺒﺪﺋﻲ ﻓﻲ ﺣﺎﻝ ﺗﻘﺪﻡ ﺍﻟﺸﺎﻛﻲ ﻭﺑﺼﻔﺘﻪ ﺍﻟﻘﺎﻧﻮﻧﻴﺔ ﺑﺸﻜﻮﻯ ﻏﺶ
ﲡﺎﺭﻱ ﺿﺪ ﻣﻨﺸﺄﻩ ﺗﻘﻮﻡ ﺑﺒﻴﻊ ﺑﻀﺎﺋﻊ ﻣﻘﻠﺪﺓ ﻭﺍﳌﻨﺸﺄﻩ ﻣﻐﻠﻘﺔ ﻭﲢﺘﺎﺝ ﺇﻟﻰ ﺇﺫﻥ
ﻣﻦ ﺍﻟﻨﻴﺎﺑﺔ ﺍﻟﻌﺎﻣﺔ ﻟﻠﻘﻴﺎﻡ ﲟﻬﺎﻡ ﺍﻟﺘﻔﺘﻴﺶ.

ﺛﺎﻧﻴﺎ ﹰ :ﺷﻜﺎﻭﻯ ﺍﻟﺘﻌﺪﻱ ﻋﻠﻰ ﺍﻟﻌﻼﻣﺔ ﻭﺍﻟﻮﻛﺎﻟﺔ ﺍﻟﺘﺠﺎﺭﻳﺔ.
 .1ﺍﳌﺴﺘﻨﺪﺍﺕ ﺍﳌﻄﻠﻮﺑﺔ ﻟﺘﻘﺪﱘ ﺍﻟﺸﻜﻮﻯ:

ﻧﺴﺨﺔ ﻣﻦ ﺷﻬﺎﺩﺓ ﺍﻟﻌﻼﻣﺔ ﺃﻭ ﺍﻟﻮﻛﺎﻟﺔ ﺍﻟﺘﺠﺎﺭﻳﺔ ﺻﺎﺩﺭﺓ ﻣﻦ ﻭﺯﺍﺭﺓ ﺍﻻﻗﺘﺼﺎﺩ
ﺳﺎﺭﻳﺔ ﺍﳌﻔﻌﻮﻝ.

ﺗﻮﻛﻴﻞ ﻣﻮﺛﻖ ﻓﻲ ﺣﺎﻝ ﺗﻘﺪﱘ ﺍﻟﺸﻜﻮﻯ ﻣﻦ ﻏﻴﺮ ﻣﺎﻟﻜﻬﺎ.

 .2ﺍﻹﺟﺮﺍﺀﺍﺕ ﺍﳌﺘﺒﻌﺔ:

ﺗﺴﺠﻴﻞ ﺍﻟﺸﻜﻮﻯ ﻋﺒﺮ ﺍﳌﻮﻗﻊ ﺍﻹﻟﻜﺘﺮﻭﻧﻲ  www.shjconsumer.aeﻭﺍﻟﺘﻮﺟﻪ ﻣﺒﺎﺷﺮﺓ ﺇﻟﻰ
ﻗﺴﻢ ﺍﳊﻤﺎﻳﺔ ﺍﻟﺘﺠﺎﺭﻳﺔ ﻟﺴﺪﺍﺩ ﺍﻟﺮﺳﻮﻡ ﺍﳌﺴﺘﺤﻘﺔ ﻭﲢﺪﻳﺪ ﻣﻮﻋﺪ ﺍﻟﺰﻳﺎﺭﺓ ﻹﺭﺳﺎﻝ
ﻣﻔﺘﺶ ﺑﺎﻟﺘﻌﺎﻭﻥ ﻣﻊ ﺍﻟﺴﺎﺩﺓ/ﻭﺯﺍﺭﺓ ﺍﻻﻗﺘﺼﺎﺩ.
ﻋﻠﻰ ﺍﻟﺸﺎﻛﻲ ﻣﺘﺎﺑﻌﺔ ﺍﻟﺸﻜﻮﻯ ﻣﻊ ﺍﻟﺴﺎﺩﺓ/ﻭﺯﺍﺭﺓ ﺍﻻﻗﺘﺼﺎﺩ ﻭﻳﺘﻢ ﺇﻏﻼﻕ ﺍﻟﺸﻜﻮﻯ
ﻣﻦ ﻗﺒﻞ ﺍﻟﺪﺍﺋﺮﺓ.

ﺛﺎﻟﺜﺎ ﹰ :ﺇﺟﺮﺍﺀﺍﺕ ﺷﻜﺎﻭﻯ ﺍﳌﺴﺘﻬﻠﻜﲔ:

ﺗﺴﺠﻴﻞ ﺍﻟﺸﻜﻮﻯ ﻋﺒﺮ ﺍﳌﻮﻗﻊ ﺍﻹﻟﻜﺘﺮﻭﻧﻲ www.shjconsumer.ae

ﺇﺭﺳﺎﻝ ﺍﳌﺴﺘﻨﺪﺍﺕ ﺧﻼﻝ ) (7ﺃﻳﺎﻡ ﻋﻤﻞ.

ﺍﻻﺗﺼﺎﻝ ﺑﺎﳌﺸﻜﻮ ﺿﺪﻩ ﳊﻞ ﺍﻟﺸﻜﻮﻯ.

ﻓﻲ ﺣﺎﻝ ﰎ ﺇﻧﻬﺎﺀ ﺍﻟﺸﻜﻮﻯ ﻋﻦ ﻃﺮﻳﻖ ﺍﻟﻬﺎﺗﻒ ﻳﺘﻢ ﺇﻏﻼﻕ ﺍﻟﺸﻜﻮﻯ ﻣﻊ ﺇﺭﺳﺎﻝ ﺭﺳﺎﻟﺔ
ﻧﺼﻴﺔ ﺗﻔﻴﺪ ﺑﺎﻹﻏﻼﻕ ﻣﻊ ﺫﻛﺮ ﺳﺒﺐ ﺍﻹﻏﻼﻕ.
ﻓﻲ ﺣﺎﻝ ﺍﳌﻌﺎﻳﻨﺔ ﻳﺘﻢ ﺇﺭﺳﺎﻝ ﻣﻔﺘﺶ ﻭﻛﺘﺎﺑﺔ ﺗﻘﺮﻳﺮ ﺑﺴﺠﻞ ﺍﻟﺸﻜﻮﻯ )ﻳﺘﻢ
ﺍﻻﺳﺘﻌﺎﻧﺔ ﺑﺎﻟﻔﻨﻴﲔ ﺫﻭﻱ ﺍﳋﺒﺮﺓ ﻣﻦ ﻗﺒﻞ ﺍﳉﻬﺎﺕ ﺍﻟﺮﺳﻤﻴﺔ ﻭﻏﻴﺮ ﺍﻟﺮﺳﻤﻴﺔ ﻭﺗﺰﻭﻳﺪﻧﺎ
ﺑﺘﻘﺮﻳﺮ ﻟﻠﻤﻌﺎﻳﻨﺔ ﺍﻟﺪﻗﻴﻘﺔ(.

ﻓﻲ ﺣﺎﻝ ﺍﻋﺘﺮﺽ ﺍﳌﺸﻜﻮ ﺿﺪﻩ ﺩﻭﻥ ﻭﺟﻪ ﺣﻖ ﻳﺘﻢ ﺍﺳﺘﺪﻋﺎﺀﻩ ﺇﻟﻰ ﻣﻘﺮ ﺍﻟﺪﺍﺋﺮﺓ ﻟﺒﻴﺎﻥ
ﺳﺒﺐ ﻋﺪﻡ ﺍﻻﻟﺘﺰﺍﻡ ﺑﺎﻟﻘﻮﺍﻧﲔ ﻭﺍﻟﻠﻮﺍﺋﺢ ﻭﺍﻟﻘﺮﺍﺭﺍﺕ ﺍﳋﺎﺻﺔ ﺑﺤﻤﺎﻳﺔ ﺍﳌﺴﺘﻬﻠﻚ ،ﻭﻓﻲ
ﺣﺎﻝ ﺍﺗﻔﻖ ﺍﻷﻃﺮﺍﻑ ﻋﻠﻰ ﺇﻧﻬﺎﺀ ﺍﻟﺸﻜﻮﻯ ﺗﻐﻠﻖ ﻭﺗﺼﻞ ﻟﻠﺸﺎﻛﻲ ﺭﺳﺎﻟﺔ ﻧﺼﻴﺔ ﺑﺬﻟﻚ،
ﻣﻊ ﺍﻋﺘﻤﺎﺩ ﺍﻟﺘﺴﻮﻳﺔ ﺑﺴﺠﻞ ﺍﻟﺸﻜﻮﻯ.

ﻓﻲ ﺣﺎﻝ ﻋﺪﻡ ﺍﻻﺗﻔﺎﻕ ﲢﺎﻝ ﺍﻟﺸﻜﻮﻯ ﺇﻟﻰ ﺍﻟﻠﺠﻨﺔ ﺍﺨﻤﻟﺘﺼﺔ ﻓﻲ ﺍﻟﺪﺍﺋﺮﺓ ﻹﺻﺪﺍﺭ ﺍﻟﻘﺮﺍﺭ.

ﻓﻲ ﺣﺎﻝ ﺗﺒﲔ ﺃﻥ ﺍﳌﻨﺸﺄﻩ ﻣﻐﻠﻘﺔ ﻳﺘﻢ ﺗﻮﺟﻴﻪ ﺍﻟﺸﺎﻛﻲ ﻟﺮﻓﻊ ﺩﻋﻮﻯ ﻟﺪﻯ ﺍﶈﻜﻤﺔ
ﻭﺫﻟﻚ ﺑﻌﺪ ﺯﻳﺎﺭﺓ ﺍﳌﻔﺘﺶ ﻭﺍﻟﺘﺄﻛﺪ ﻣﻦ ﺫﻟﻚ ﻭﺇﺛﺒﺎﺕ ﺍﻟﺘﻘﺮﻳﺮ ﺑﺴﺠﻞ ﺍﻟﺸﻜﻮﻯ.

ﺭﺍﺑﻌﺎ ﹰ :ﺇﺟﺮﺍﺀﺍﺕ ﺷﻜﺎﻭﻯ ﺍﻟﻐﺎﺯ:

ﺗﺴﺠﻴﻞ ﺍﻟﺸﻜﻮﻯ ﻋﺒﺮ ﺍﳌﻮﻗﻊ ﺍﻹﻟﻜﺘﺮﻭﻧﻲ www.shjconsumer.ae

ﺇﺭﺳﺎﻝ ﻣﻔﺘﺶ ﻟﻠﻤﻮﻗﻊ ﻭﻓﻲ ﺣﺎﻝ ﺛﺒﺖ ﺫﻟﻚ ﻳﺘﻢ ﻣﺨﺎﻟﻔﺔ ﺍﳌﺸﻜﻮ ﺿﺪﻩ ﻭﺗﻔﺮﺽ
ﻋﻠﻴﻪ ﺍﻟﻐﺮﺍﻣﺔ ﺍﻟﻮﺍﺭﺩ ﺫﻛﺮﻫﺎ ﺑﺠﺪﻭﻝ ﺍﺨﻤﻟﺎﻟﻔﺎﺕ ﺍﻟﺼﺎﺩﺭ ﻣﻦ ﺍﺠﻤﻟﻠﺲ ﺍﻟﺘﻨﻔﻴﺬﻱ
ﻹﻣﺎﺭﺓ ﺍﻟﺸﺎﺭﻗﺔ.
ﺇﺛﺒﺎﺕ ﺍﻟﻮﺍﻗﻌﺔ ﲟﻮﺟﺐ ﻣﺤﻀﺮ ﺍﻟﻀﺒﻂ ﺍﳋﺎﺹ ﺑﺎﻟﻐﺎﺯ.
ﻣﻮﺿﺢ ﺟﺪﻭﻝ ﺍﺨﻤﻟﺎﻟﻔﺎﺕ:

ﺧﺎﻣﺴﺎ ﹰ :ﺷﻜﺎﻭﻯ ﻭﻛﻴﻞ ﺍﳋﺪﻣﺎﺕ:

 .1ﺗﻘﺪﱘ ﺍﻟﺸﻜﻮﻯ ﺿﺪ ﻭﻛﻴﻞ ﺍﳋﺪﻣﺎﺕ:

ﺍﳌﺴﺘﻨﺪﺍﺕ ﺍﳌﻄﻠﻮﺑﺔ:

ﻧﺴﺨﺔ ﻣﻦ ﻋﻘﺪ ﻭﻛﻴﻞ ﺍﳋﺪﻣﺎﺕ.
ﻧﺴﺨﺔ ﻣﻦ ﺍﻟﺮﺧﺼﺔ.

ﺃﻱ ﻣﺴﺘﻨﺪ ﻳﺜﺒﺖ ﻗﻴﺎﻡ ﺻﺎﺣﺐ ﺍﻟﺮﺧﺼﺔ ﺑﺪﻓﻊ ﻣﺴﺘﺤﻘﺎﺕ ﻭﻛﻴﻞ ﺍﳋﺪﻣﺎﺕ
)ﺇﻥ ﻭﺟﺪ(.

ﺍﻹﺟﺮﺍﺀﺍﺕ ﺍﳌﺘﺒﻌﺔ:

ﺗﺴﺠﻴﻞ ﺍﻟﺸﻜﻮﻯ ﻋﺒﺮ ﺍﳌﻮﻗﻊ ﺍﻹﻟﻜﺘﺮﻭﻧﻲ  www.shjconsumer.aeﻭﺍﻟﺘﻮﺟﻪ ﻣﺒﺎﺷﺮﺓ
ﺇﻟﻰ ﻗﺴﻢ ﺍﳊﻤﺎﻳﺔ ﺍﻟﺘﺠﺎﺭﻳﺔ ﻟﺴﺪﺍﺩ ﺍﻟﺮﺳﻮﻡ ﺍﳌﺴﺘﺤﻘﺔ.

ﻳﻘﻮﻡ ﺍﳌﻮﻇﻒ ﺑﺎﻻﺗﺼﺎﻝ ﺑﺎﳌﺸﻜﻮ ﺿﺪﻩ ﻭ ﻣﻌﺮﻓﺔ ﺃﺳﺒﺎﺏ ﺍﻟﺸﻜﻮﻯ ﻭﻓﻲ ﺣﺎﻝ ﻋﺪﻡ
ﺍﻟﺮﺩ ﻳﺘﻢ ﺍﺳﺘﺪﻋﺎﺅﻩ ﻫﺎﺗﻔﻴﺎ ﹰ ﻟﻠﺤﻀﻮﺭ ﺇﻟﻰ ﻣﻘﺮ ﺍﻟﺪﺍﺋﺮﺓ ﻭﺣﻞ ﺍﻟﺸﻜﻮﻯ.
ﻭﻓﻲ ﺣﺎﻝ ﻋﺪﻡ ﺍﻟﺮﺩ ﻳﺘﻢ ﺍﺳﺘﺪﻋﺎﺅﻩ ﲟﻮﺟﺐ ﺇﺧﻄﺎﺭ ﻋﺪﻟﻲ ﻋﻦ ﻃﺮﻳﻖ ﻛﺎﺗﺐ ﺍﻟﻌﺪﻝ
ﺑﺎﶈﻜﻤﺔ ﻣﻊ ﲢﺪﻳﺪ ﻣﻮﻋﺪ ﻟﻠﺤﻀﻮﺭ ﳌﺪﺓ ﻻ ﺗﻘﻞ ﻋﻦ ﺃﺳﺒﻮﻉ ﻣﻦ ﺗﺎﺭﻳﺦ ﺗﻘﺪﱘ
ﺃﻣﺎ ﺇﻥ ﺗﻌﺬﺭ ﺫﻟﻚ ﻓﻴﺘﻢ
ﺍﻟﺸﻜﻮﻯ  ،ﻓﺈﺫﺍ ﺣﻀﺮ ﻳﺘﻢ ﺑﻴﺎﻥ ﺃﺳﺒﺎﺏ ﺍﻟﺸﻜﻮﻯ ﻭﺣﻠﻬﺎ ﻭﺩﻳﺎ ﹰ ﹶ
ﺇﺣﺎﻟﺔ ﺍﻟﺸﻜﻮﻯ ﺇﻟﻰ ﺍﻟﻠﺠﻨﺔ ﻹﺻﺪﺍﺭ ﺍﻟﻘﺮﺍﺭ ﺍﻟﻨﻬﺎﺋﻲ ).ﻣﺮﺍﺟﻌﺔ ﺍﶈﻜﻤﺔ ﻟﺪﻯ
ﻛﺎﺗﺐ ﺍﻟﻌﺪﻝ(.

ﻓﻲ ﺣﺎﻝ ﺗﻌﺬﺭ ﺍﻹﺑﻼﻍ ﲟﻮﺟﺐ ﻣﺬﻛﺮﺓ ﺗﺒﻠﻴﻎ ﻳﺘﻢ ﺍﻹﻋﻼﻥ ﺑﺎﻟﻨﺸﺮ ﻟﺪﻯ ﺇﺣﺪﻯ ﺍﳉﺮﺍﺋﺪ
ﺍﻟﺮﺳﻤﻴﺔ ﻟﻔﺘﺮﺓ ﻻ ﺗﻘﻞ ﻋﻦ ﺃﺳﺒﻮﻉ ﻣﻦ ﺗﺎﺭﻳﺦ ﺍﻟﻨﺸﺮ).ﻣﺮﺍﺟﻌﺔ ﺍﶈﻜﻤﺔ
ﻟﺪﻯ ﻛﺎﺗﺐ ﺍﻟﻌﺪﻝ(.

ﺇﺫﺍ ﺣﻀﺮ ﺍﳌﺸﻜﻮ ﺿﺪﻩ ﻭ ﺃﺑﺪﻯ ﺭﻏﺒﺘﻪ ﺑﺤﻞ ﺍﻟﻨﺰﺍﻉ ﻳﺘﻢ ﺇﻏﻼﻕ ﺍﻟﺸﻜﻮﻯ ،ﻭﻓﻲ
ﺣﺎﻝ ﺍﻻﻋﺘﺮﺍﺽ ﻳﺘﻢ ﺇﺣﺎﻟﺔ ﺍﻟﺸﻜﻮﻯ ﺇﻟﻰ ﺍﻟﻠﺠﻨﺔ ﺍﺨﻤﻟﺘﺼﺔ ﻹﺻﺪﺍﺭ ﺍﻟﻘﺮﺍﺭ ﺍﻟﻨﻬﺎﺋﻲ.

ﺇﺫﺍ ﺻﺪﺭ ﻗﺮﺍﺭ ﺍﻟﻠﺠﻨﺔ ﻳﺘﻢ ﺇﺭﺳﺎﻝ ﺭﺳﺎﻟﺔ ﻧﺼﻴﺔ ﻷﻃﺮﺍﻑ ﺍﻟﺸﻜﻮﻯ ﻟﻠﺤﻀﻮﺭ ﻭﺍﺳﺘﻼﻡ
ﻗﺮﺍﺭ ﺍﻟﻠﺠﻨﺔ ﻣﻊ ﺣﻖ ﺍﻟﺘﻈﻠﻢ ﺧﻼﻝ  15ﻳﻮﻡ ﻋﻤﻞ ﺃﻣﺎﻡ ﺭﺋﻴﺲ ﺍﻟﺪﺍﺋﺮﺓ.

ﺗﺰﻭﻳﺪ ﺃﻃﺮﺍﻑ ﺍﻟﺸﻜﻮﻯ ﺑﻨﺴﺨﺔ ﻣﻦ ﻗﺮﺍﺭ ﺍﻟﻠﺠﻨﺔ ﺍﻟﻨﻬﺎﺋﻲ ﺳﻮﺍﺀ ﺗﺴﻠﻴﻤﻬﻢ
ﺷﺨﺼﻴﺎ ﹰ ﺃﻭ ﻣﻦ ﻳﻨﻮﺏ ﻋﻨﻬﻢ ﻗﺎﻧﻮﻧﺎ ﹰ ﺃﻭ ﻋﻦ ﻃﺮﻳﻖ ﺍﻟﺒﺮﻳﺪ ﺍﻹﻟﻜﺘﺮﻭﻧﻲ ﺍﻟﺮﺳﻤﻲ.
ﺍﻻﻧﺘﻬﺎﺀ ﻣﻦ ﺇﺟﺮﺍﺀﺍﺕ ﺗﻐﻴﻴﺮ ﻭﻛﻴﻞ ﺍﳋﺪﻣﺎﺕ ﻟﺪﻯ ﺍﻹﺩﺍﺭﺍﺕ ﺍﺨﻤﻟﺘﺼﺔ ﻓﻲ ﺍﻟﺪﺍﺋﺮﺓ.

 .2ﺗﻘﺪﱘ ﺍﻟﺸﻜﻮﻯ ﺿﺪ ﺻﺎﺣﺐ ﺍﻟﺮﺧﺼﺔ  /ﺍﻟﺸﺮﻛﺎﺀ :
ﺗﺴﺠﻴﻞ ﺍﻟﺸﻜﻮﻯ ﻋﺒﺮ ﺍﳌﻮﻗﻊ ﺍﻹﻟﻜﺘﺮﻭﻧﻲ www.shjconsumer.ae

ﻭﺍﻟﺘﻮﺟﻪ ﻣﺒﺎﺷﺮﺓ ﺇﻟﻰ ﻗﺴﻢ ﺍﳊﻤﺎﻳﺔ ﺍﻟﺘﺠﺎﺭﻳﺔ ﻟﺴﺪﺍﺩ ﺍﻟﺮﺳﻮﻡ ﺍﳌﺴﺘﺤﻘﺔ.

ﺍﻻﺗﺼﺎﻝ ﺑﺎﳌﺸﻜﻮ ﺿﺪﻩ ﻭ ﻣﻌﺮﻓﺔ ﺃﺳﺒﺎﺏ ﺍﻟﺸﻜﻮﻯ ﻭﻣﺤﺎﻭﻟﺔ ﺣﻠﻬﺎ ﻭﺩﻳﺎ ﹰ ﻭﻓﻲ ﺣﺎﻝ
ﻋﺪﻡ ﺍﻟﺮﺩ ﻳﺘﻢ ﺯﻳﺎﺭﺓ ﺍﳌﻨﺸﺄﺓ ﳊﻞ ﺍﻟﺸﻜﻮﻯ.

ﻓﻲ ﺣﺎﻝ ﺍﻋﺘﺮﺽ ﺍﳌﺸﻜﻮ ﺿﺪﻩ ﻳﺘﻢ ﺍﺳﺘﺪﻋﺎﺅﻩ ﺇﻟﻰ ﻣﻘﺮ ﺍﻟﺪﺍﺋﺮﺓ ﻹﻧﻬﺎﺀ ﺍﻟﺸﻜﻮﻯ،
ﻭ ﺇﺫﺍ ﻃﻠﺐ ﺍﻟﺘﺴﻮﻳﺔ ﻓﻴﺘﻢ ﺇﺧﻄﺎﺭ ﻭﻛﻴﻞ ﺍﳋﺪﻣﺎﺕ ﺑﺬﻟﻚ ﻭﺗﻐﻠﻖ ﺍﻟﺸﻜﻮﻯ
ﺇﻥ ﲤﺖ ﺍﳌﻮﺍﻓﻘﺔ.

ﻓﻲ ﺣﺎﻝ ﺍﻟﺮﻓﺾ ﲢﺎﻝ ﺍﻟﺸﻜﻮﻯ ﺇﻟﻰ ﺍﻟﻠﺠﻨﺔ ﻹﺻﺪﺍﺭ ﺍﻟﻘﺮﺍﺭ ﺍﻟﻨﻬﺎﺋﻲ ﻭﺑﻌﺪ ﺍﻟﺒﺖ
ﻓﻲ ﺍﻟﻘﺮﺍﺭ ﻳﺘﻢ ﺇﺭﺳﺎﻝ ﺭﺳﺎﻟﺔ ﻧﺼﻴﺔ ﻷﻃﺮﺍﻑ ﺍﻟﺸﻜﻮﻯ ﻟﻠﺤﻀﻮﺭ ﻭﺍﺳﺘﻼﻡ ﻧﺴﺨﺔ
ﻣﻨﻪ ﻣﻊ ﺣﻖ ﺍﻟﺘﻈﻠﻢ ﺧﻼﻝ  15ﻳﻮﻡ ﻋﻤﻞ ﺃﻣﺎﻡ ﺭﺋﻴﺲ ﺍﻟﺪﺍﺋﺮﺓ.

ﺗﺰﻭﻳﺪ ﺃﻃﺮﺍﻑ ﺍﻟﺸﻜﻮﻯ ﺑﻨﺴﺨﺔ ﻣﻦ ﻗﺮﺍﺭ ﺍﻟﻠﺠﻨﺔ ﺍﻟﻨﻬﺎﺋﻲ ﺳﻮﺍﺀ ﺗﺴﻠﻴﻤﻬﻢ ﺷﺨﺼﻴﺎ ﹰ
ﺃﻭ ﻣﻦ ﻳﻨﻮﺏ ﻋﻨﻬﻢ ﻗﺎﻧﻮﻧﺎ ﹰ ﺃﻭ ﻋﻦ ﻃﺮﻳﻖ ﺍﻟﺒﺮﻳﺪ ﺍﻹﻟﻜﺘﺮﻭﻧﻲ ﺍﻟﺮﺳﻤﻲ.

ﻓﻲ ﺣﺎﻝ ﺗﺒﲔ ﺑﺄﻥ ﺍﳌﻨﺸﺄﺓ ﻣﻐﻠﻘﺔ ﻳﺘﻢ ﺇﻏﻼﻕ ﺍﻟﺸﻜﻮﻯ ﺑﻨﺎﺀ ﻋﻠﻰ ﺗﻘﺮﻳﺮ ﺍﳌﻔﺘﺶ
ﻭﻭﺿﻊ ﻣﻼﺣﻈﺔ ﺑﺎﻟﻨﻈﺎﻡ ﺑﻌﺪﻡ ﺍﻟﺘﺠﺪﻳﺪ ﺃﻭ ﺍﻟﺘﻌﺪﻳﻞ ﺇﻻ ﺑﺤﻀﻮﺭ ﻭﻛﻴﻞ ﺍﳋﺪﻣﺎﺕ.

Consumer Protection
First Edition – 2015

Customer Charter
“ We develop our services ..
To attain your satisfaction”
Sultan Abdullah bin Hadda Al Suwaidi
Chairman of the Department
Sharjah Economic Development Department is keen to achieve
excellence in developing and improving its services with high quality
standards to gain customer satisfaction
OUR COMMITMENT TO YOU
- We will receive you with diligence and treat you with respect, attention and fairness.
- We will provide you with the suitable atmosphere and facilities to deliver excellent
customer service.
- We will provide you with a timely multi-channel service at your convenience, whenever
possible.
- We will provide you with accurate information and competent service procedures.
- We will maintain the conﬁdentiality of your data and privacy of your transactions and
inquiries.
- We will always improve our procedures and coordinate with our partners to provide you
with services that
commensurate with your needs.
- We welcome your feedback and suggestions to serve you better.
YOUR COMMITMENT TO US
- Appreciating the efforts of our staff members in serving you.
- Understanding our rules and procedures.
- Providing us with all required documents and proofs at the time of submitting your applications.
- Informing us immediately of any changes to information provided.
- Being cooperative and accurate in answering any inquiries made by our staff.
- Sharing your suggestions and complaints with us to develop our services.
YOU CAN REACH OUR SERVICES THROUGH
SEDD Main Headquarter or branches: 7:30am - 2:30pm
“Tasheel” Service Centers: 8:00am - 8:00pm
Our location : Government Departments Complex, Al Layyah Suburb, Sharjah
For inquires and questions, contact us via the email address :sedd@sedd.gov.ae

Procedure Scoop
This procedure scoop covers the follow-up of commercial fraud, trademark
counterfeiting, infringement on commercial agencies, consumer protection complaints,
and service agent cases.
Statement

Fees (AED)

Opening commercial fraud complaints ﬁle

2,000 AED

Opening trademark or commercial agency
infringement complaints ﬁle

1,250 AED

Fees on each additional site

500 AED

Opening Service Agent Complaint File

100 AED

Commercial Fraud Complaints
1. Required Documents
A copy of trademark or commercial agency valid certiﬁcate issued by the Ministry
of Economy.
The original Authorization in case the complaint was not placed by its owner.
An original sample and a counterfeit for checking and complaint registration, after
which they will be returned to the complainant, along with a report pointing out the
similarities between the two.

2. Procedures
Applying the complaint through the Department’s website www.shjconsumer.ae
then heading directly to Commercial Protection Department to pay the required fees
and set an appointment date for the visit.
In case goods were not seized, the incident shall be recorded as not proven.
In case the goods were actually seized, minutes of incident is issued.
The complaint is transferred to the concerned committee to issue the ﬁnal decision.
An initial inspection minute is released in cases of receiving a complaint about
commercial fraud from a complainant stating that a closed facility is selling
counterfeited goods, where a permission from the Public Prosecution is required to
carry out inspection tasks.

Trademark or Commercial Agency Infringement Complaints
1. Required Documents
A copy of trademark or commercial agency valid certiﬁcate issued by the Ministry
of Economy.
The original Authorization in case the complaint was not placed by its owner.

2. Procedures
Applying the complaint through the Department’s website www.shjconsumer.ae
then heading directly to Commercial Protection Department to pay the required fees
and set an appointment date for the visit to send a Commercial Ofﬁcer in
cooperation with the Ministry of Economy.
Complainant should follow-up the complaint with the Ministry of Economy and the
complaint is closed by SEDD.

Consumer Complaints Procedures
Applying the complaint through consumer protection website www.shjconsumer.ae
Required documents should be sent within 7 working days.
Contacting the defendant to solve the complaint.
In case the complaint was resolved over the phone, the complaint ﬁle shall be closed
and a text message stating closure with the reason for the closure will be sent.
An Inspector will be sent to review and create a report in the complaints’ register.
Experienced technicians from ofﬁcial and non-ofﬁcial entities will be called upon to
help in providing the report.
In case of the complainant unjustly objecting to the complaint, he will be called by
the section along with the other concerned parties for a meeting.
If all parties agreed to a settlement, the case shall be closed and a text message will
be sent to all parties of the settlement of the complaint along with recording of the
same.
In case no settlement was reached the case will be transferred to the Ministry of
Economy or the public prosecutor.
In case the property was found to be closed, the complainant shall be directed to ﬁle
a lawsuit at the court after the visit of the Commercial Ofﬁcer to ensure the closure
of the facility.

Gas Cylinders Complaints Procedures
Applying the complaint through the Department’s website www.shjconsumer.ae
Sending a Commercial Ofﬁcer to the site and if the incident is established, a violation
against the defendant is issued and a ﬁne shall be imposed as mentioned in the
violations table issued by the Executive Council.
Establishing the incident through recording the violation minutes related to the Gas.
Irregularities Table:

Service Agent Complaints
A. Placing complaints against service agent
Required Documents
Copy of the service agent contract.
Copy of the license.
Any document substantiating the license owner’s settlement of payments due to the
service agent, if available.

Procedures
Applying the complaint through the Department’s website www.shjconsumer.ae,
then heading directly to Commercial Protection Department to pay the required fees.
Concerned employee should call the defendant to know the reasons of placing the
complaint. In cases of not answering the call, the dependent is called to come to the
Department main headquarter for the case.
In cases of non-responding to the call, the defendant is called under a legal notice
from the notary public from the court with the appointment to visit the Department
in a period not less than one week from the date of applying the complaint. In cases
of presenting in the Department, the complaint will be resolved amicably. However,
in cases of not presenting at the Department, the complaint is transferred to the
concerned committee for the ﬁnal decision. (Check with the notary public from
court).
In cases of not reporting upon the memorandum of reporting, an announcement
will be published in ofﬁcial newspapers for about a week. (Check with the notary
public from court).
In cases of defendant presence and his/her will to resolve the complaint, the
complaint will be resolved. However, in cases of objection, the complaint will be
transferred to the concerned committee for the ﬁnal decision.
When the issuance of committee’s decision, an SMS will be send to complaint
parties to attend and receive such a decision with the right to appeal within 15 days
before SEDD’s Chairman.
Complaint’s parties should be handed a copy of the committee’s ﬁnal decision either
personally or by giving it to their legal representative or through an ofﬁcial email.
Completing service agent procedures at the other departments in SEDD.

B. Placing complaints against license owners/partners
Applying the complaint through the Department’s website www.shjconsumer.ae
then heading directly to Commercial Protection Department to pay the required fees.
Concerned employee should call the defendant to know the reasons of placing the
complaint. In cases of not answering the call, the dependent is called to come to the
Department main headquarter for the case.
In cases of defendant objection, he/she should attend to the Department to resolve
the complaint. In cases of settlement request, service agent will be notiﬁed about it
and the complaint will be resolved after receiving the approval.
In cases of objection, the complaint will be referred to the concerned committee for
the ﬁnal decision. After stating the decision, an SMS will be send to complaint
parties to attend and receive such a decision with the right to appeal within 15 days
before SEDD’s Chairman.
Complaint’s parties should be handed a copy of the committee’s ﬁnal decision either
personally or by giving it to their legal representative or through an ofﬁcial email.
If the facility is closed, the complaint will be resolved according to the report
handed by the Commercial Ofﬁcer and a note will be placed in the system of not
renewing, or amending the license but by the attendance of the service agent.

