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Customer Service Usage Terms & Agreement

Al Fanar Responsibilities

Al Fanar will extend its best efforts to provide an
uninterrupted  gas  supply to the  Customer's
location/premise. Should a temporary cut-off of supply be
required due to any incident and or major service temporary
interruption to the system, Al Fanar shall notify the customer
of the affected areas and the duration of the cut-off before
making any cut-off of Gas supply in case of scheduled work,
or as soon as possible in the event of an unscheduled
interruption

Al Fanar shall generate and issue a new customer contract
number upon receiving a one-off registration fee at the time
of signing this agreement & the customer will be eligible to use
this unique identification number in all his services with Al
Fanar including emergencies, meter readings, inquiries,
online payment, etc.

Al Fanar shall notify the customer of his current monthly
bill amount through SMS, and send the Gas Invoice
through an email on a monthly or quarterly basis to the
customer as per convenience.

4. Al Fanar shall provide a 24 - hour emergency response

service. Al Fanar shall attend to such emergencies within a
reasonable period from the time of receiving any
emergency call.

Customer's Responsibilities

The customer shall grant Al Fanar Representative access to
the premises, for Gas meter reading on appropriate days
and periodic maintenance of the gas system located within
the apartment/unit if required.

The customer can also provide an actual meter reading using
our Self Meter Reading Service by logging into his/her online
account or sending the gas meter reading photo through our
WhatsApp number

The customer undertakes to inform Al Fanar and request for
gas disconnection five (5) working days before vacating the
premises.
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8. The Customer undertakes not to use or bring LPG cylinders : A i " _—
inside the apartment /unit. Bottled gas / LPG cylinders are not d@_ﬁ_}gﬁlgﬁwl JULC uUIgbj;JI rﬁzi;-’jl' r;jfmwl n_g&ul 4
permitted in the building premises where a central gas 1 ol s el ool .l LllLO.” nn i wUl i
system is installed as this may jeopardize the safety of the J ro S M S d .,ng‘.U'U J ,_u gb'w
building and the tenants. Customers violating this shall be Jhall yuolellg (siuoll dollw o) 28 <l gl o 5540

reported immediately to the relevant authorities. gl U] ygell sde i ygh iy (el elooll ye 8LU|FO-U9|

Q. The Customer undertakes to inform Al Fanar immediately in . . i . S o .
case of any emergencies or perceived incidents. In cosey of fﬁﬂfi Gﬁ;iluqm ?r?piwéﬂ_ﬂ wéﬂgfﬁ:w Q|3|ggg gl -

emergencies, the customer shall call the Al Fanar call center e . g . - . -
and advise the operator of the emergency situation “UaJlesgslghlidiag | Elllg il elloc d.oas Jladl

accordingly

10. The customer undertakes to settle the outstanding amount in o110 LS ala . 99 @i | ¢ 14 - | U -l
case the Security Deposit is not sufficient to cover payment - roae o el d' l;j: » o UJI
for the final bill ; Jglallgaaduh ol gro

1. Any Modification services requested by the customer for . | 63 JUiodl | Uno) @loas sl -1l

example equipment relocation, piping works, etc... will be . . . Lo e 5 p z
additionally charged to the customer as applicable 2tol rogw) o8 P el .qjjill'oq +oUll le kl{g_l ,.,lg
c O . kj "

Billing & Payments

12.  The Customer has multiple payment options to pay the gas Ar

ke T uslomer mus oy e s vl 03 oy, s ot s g soal o
& g B PeMOd: 511801 s el Lol 6)gile 991 Juooll (sie winy aosl Lo

a) Online through the website www. alfanargas.com by JUD g0 il e Julgalljlan) 638 Jda OJ?Q-O-” gl Q-*JQ—Q-“
creating a new user account or log in to his existing www.alfanargas.com  (sUgio Nl 2990l
account & enter the Customer Contract Number issued ) . ) L .
at registration Jodra)lJuauwd glaan FOMQLMD LI G ye gh2

b) Download Al Fanar gas mobile application on both d_m_uu_ll e jaloll d"‘og-” 1oL r09) Jaalg Quwla-’m d‘-”
Android & iOS, and follow the same steps as mentioned roln) QLLC U'OQ-’ Sl “JJQ-LO-” LQ—’L@-” e Juoll kg-‘-lb—’ U-U-U
in point A above 39 0Jg510Jlwighallyuas ellg uul gl slroliaig 349{”'

c) Premium service at your door steps by requesting a adel""anoil
collector by calling 800 - ALFANAR will be a paid
service. rouud Jgguuo b JJa oo ro ] dalio 6 juowodl doanll-3

40g9n.0 4015 (gD iwg 8002532627 (e JlaU Junail
3oVl

13. ln‘thsi;:{e Cufstomtei': fc:jilstto ?.ettle.the. ou’FstorX','i_ir';g invohice AL (8 dbAT 16gile)l duguniy Ju lrold roac dla gg -1
within 15 days from the date of invoice issuing, anarhas  ° 51 g8 Ul Jlis L) G .6jqital jas dybeo Logilo

the right to send a collector and additional charges will be _ . oy i ..
applied for the door-to-door collection in both cases. Sl Ml g oy o orle egella] roen) ‘S__ N g
Gl S (59

14. In case of late payment, Al Fanar reserves the right to apply 0gu) Guini (6 @Al L)l heind aliod gsall dla (go -IE
a late payment surcharge. - abiodl gaal aulo)
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outstanding amount exceeds the total of AED 300 and . = . A . . B
reconnection charges will be applied in the next invoice for el s sl el e G P 9 ‘-sUULOl MJQ
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resuming the service.

" Consurption may bs mad by Al Fanar Gos conadering 4 1611 ALl ihahs ol ol sl 515 rogt 29 <

number of factors including (but not limited to) previous = ARG b i
records for Gas usage in a residential unit 0angll (s jledi ol U ag )l eilaudt | d JUodl

dud Sl
Additional for Prepaid Users: 292l Guwo alaoll
Initial Loading: 20 Units 20 (sl (il
Minimum Recharge/Top Up: 10 Units @lang 10 dfueil Galel (suaVl anllg dang
e The customer can recharge the Prepaid Card by visiting 6)Uj UIA (o @9l @8 o dslal gl dale] Juool) gSod @
our office or can avail of our premium service by calling U-C U 10 Eoa 16 I@mlwda ; ol gl L= 5
800 -ALFANAR our representative will come to your 16 o
< jdod Uddowo (sUl .9quug 800253427 sUe Jllhduyb

doorstep to recharge your Prepaid Card and there is a
visit charge will be applied, any outstanding monthly
meter charges will be collected at the same time of
recharge

Janni 9o Jrnaol) §jUjroguy daln] 90 dslinl (il daley
Gale] cudg uue) (s alaell oguuu dolh éddnn o jus &Juo sl
sl

For any illegal usage of the gas meter through bypassing Ha go jlodl alae) clludy gl gl wigild Jué roladiwl sV @

the appropriate recharge method, a fine will be applied 0guJ G 20 dolye Guuhi rody duswliodl wlluogidl jglad
along with physical system disconnection &reconnection douo]l duy ] a9l Juongidl dale] roguuujg rolaidl Jng
charges aslroll
o For Prepaid Card users a replacement will be paid in case FOQUJ U 49 (0w - 2921 d.éuuuo éslnuJl (suoaAisolg e
of a Lost/Damage card, gf‘ter making the requgst through 0Ua87 101,d8Uaul @l / ylads dla (58 Jaoedl (e Jlasiuwl
our customgr care to relssue/rep!cge a prepaid card, the asUnl Jluwiuwl / jlan] dale] eVl doas JIA (o Ll
customer will get the new card within 24 hours 24 1A Gaaallasla ]l e Ju | Lo, .
aclw
e The customer will be charged for the replacement of gas o i . oL
meter batteries upon request aie Jeliate al oyl Jpeellgle feeamumie ro_uu.ul ¢

VAT is applicable as per UAE Law
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Connection & Disconnection Rules

Payment for new connection requests can be done only via
card no cash payment is accepted.

New connection requests will be handled within 48 hours of
request submission considering available slots

During making a new connection service for the customer
equipment, Al Fanar has to deliver the system to the customer
in a proper operating working condition. Likewise, the
customer undertakes to handover Al Fanar’s equipment at the
time of disconnection with the same conditions as he received
the same, as per the inspection check list.

If any damages or change in condition to the equipment is
found the customer will be charged for the materials & laborers
to repair the gas components found to be malfunctioning,
defective, or damaged before getting his clearance certificate.
Failure to do so will withhold clearing his account

Request for clearance certificate shall only be issued by Al
Fanar upon full settlement of final bill by Customer, where
issuing this certificate is the only proof that the customer will
not be held responsible for any financial liabilities towards Al
Fanar or Landlord regarding his gas account

During making a new connection service request for the
customer DEWA / ADDC/ SEWA should be active in order to
check spare parts during the connection process for safety
purposes. Also, the cooker is available/ready for connection
and fit for LPG connection before applying for a new
connection request

If the cooker is not available/ready and DEWA/ADDC/SEWA
connection is not active at the time of technician’s visit, the
Customer shall be responsible for reschedule timing slots and
technician visit charges.

Al Fanar shall process the final bill for any outstanding dues
including the clearance certificate processing fees of AED 50 at
the time of Gas Disconnection & deduct the final bill from the
Security Deposit paid by the customer and if any excess
amount shall be refunded to the customer within 60 working
days from the date of Gas Disconnection.

The Customer acknowledges that the LPG components and all
systems inside the premises are under their responsibility and
need to keep all mentioned as received and in good condition
during the disconnection.
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Security Deposit Rules

After proceeding with the disconnection process the clearance
letter will be generated after paying all outstanding amounts.
The security deposit is refundable within 60 working days from
the date of gas disconnection.

The security deposit will be transferred to your preferred bank
account, it can be collected in cash from our offices located in
Abu Dhabi and Dubai in some urgent cases and with prior
approval from Al Fanar.

Clearance certificate charges will be deducted from the
security deposit.

The customer must provide the security deposit amount
receipt before requesting a refund. Losing the receipt is
considered the responsibility of the customer. The security
deposit amount will not be transferred to a third party.
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Internal & External Shifting Rules

Internal Shifting Rules:

No clearance applied in the old unit.

No new registration applied in the new unit.
Shifting charges applied.

Deposit transfer is applicable.

External Shifting Rules:

No clearance applied in the old unit.

No new registration applied in the new unit.

Shifting charges will be applied.

Deposit transfer is not applicable /New deposit is to be
paid after clearing the old unit
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General Rules

Al Fanar hereby reserves the right to revise the gas rates &
service charges without prior notice to the customer should the
LPG/ Propane prices and or operating costs in the local market
change from time to time for any acceptable reasons

The copy of this agreement/receipt for payments should be
kept in safe custody of the bearer/customer for records.

This Agreement is transferable to any of Al Fanar subsidiaries
with the same terms & conditions without the need of customer
consent

In witness whereof, both parties have totally understood this
agreement 's terms and conditions, and hereto have duly
executed this agreement in day and year first above written

If you have any comments or suggestions for the development
of our services, please Submit to either one of our customer
care center or the Head Office

Terms and conditions are applied and for following updated
T&C please refer back to our official Website
www.alfanargas.com It is the Customer’s obligation to check
Al Fanar website for the updated terms and conditions. Al
Fanar shall not be responsible for any losses or damages
incurred by the Customer due to his failure to follow the
updated terms and conditions.

In the case of any difference or discrepancy in the
interpretation or understanding of the translation

of the English and Arabic texts, the Arabic text shall prevail. In
the event of any conflict between these text sand terms and
conditions in the Website, terms and conditions in the Website

shall prevail.

Page 6 of 6

roguujg jloll Sl Jae) (38 Gall dungoy &5l Koiaj
Je Jleawl wuel Jlua (5w Jaoell (Ul @ Jlea] gga doaall
ol (s8 Juoudl el gl / g Ylgpdl / Juuodl Jggiu

dJgud.o uluV Al cudg o dudnaoll

292U do Al ol / duslaill 0am ge dauiy bLaiall (e .
ol Jal go Jrooel) diol 6age (59

JUalJ douliul S il gwo sl (Ul Jugaidd dluls duslaiyl oam
d63lgo sl daladl yga Ly dolall ol lig bguidl yusi
Jkoll

189 YA (59 dusleil 0am Jla] rody ¢l (e lalguilg
018 Ylaphl 163 18g Lgolanig Lgbgul Lolod ylédnll rogs
Vel Jg5a0dl @yl 58 Jgndl uun aslail

LJbw ] (s ud  Wiloaa pghid alalyisl gl caléuded gl eyl gls 13
suud Il 16odl sl gl Luad eloell doas 510 ani Ul

Uedgo 6)Uj clo Jl wlivanidl 1Al denliolg rolanlig bg il dula)
SUga

Uaa oMl unidl donyd 049 gl o (@ uAasll gl wlial gl Jla s
susell aild puuaiig rogell (s Galuwl

VAT is applicable as per UAE Law
Ganiodl duyyell oYl dga ygild) Wag dslr ol doud]l duyyd G’



