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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 applica-
tions.

- 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.

Opening commercial fraud complaints file 2,000 AED
Qp§n1ng trademark or commercial agency 1250 AED
infringement complaints file

Fees on each additional site 500 AED
Opening Service Agent Complaint File 100 AED

Commercial Fraud Complaints

1.

L 2

L 2

® & & o

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.

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 wete 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
catry 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.
2

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

4
L 4

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:
GOVERNMENT OF SHARJAH Tajlealii=y =nrs
EXEGUTIVE COUNGIL

IR adaadl

AY 0 L0t (YY) o8y oS palaal) 1A 0 sl iy gl g ARNAAN gin

alagzatl
S— Lallall
a3 a0 RPN
53almas wa3 10.000 3l masa 5.000 5 y3lunag 5151 lima 5le Byt 330
ailglan Tilglac Ll gl A Dlall Lgiley
3y3lians @ays 50,000 Fslunes mt s 10‘.000 Byileang maya 2._000 Lo Mo ol gall
Sl @blylaud Slatl cbilyland 3L il glas A iyl
. 2 H -
330lmas 0253 50000 | 355leany ays 10,000 000 a3l f"“]"‘f"“"h':’
3Lt ebifgtad S iyl o O Fokdlinn e 3
5500
33lany eays 30,000 Byoliaay sy |0;00'0 5 3linay i ya 3.000 P FAN TR
Sl el g S ol ptacd il bt 3oladll z5ls
3t edilyand oy 383
10.000 3.000 1241 L4
LY [ S8 il N an_ygt gLl
on 5L calilglandd i
a3 5.000 a0 2.000 il Leliia jle el
s
S 3ala3il S e
[ 10,000 sl 5.000 @l 2.000 £y Botaiall laa¥l
3300
Bilglaul J& @aya 2.000 Dlglasd 1 @23 1.000 - 2 aililgacd alas
bl glan¥ 3 53laay Syl 5 paliaay s 35101 Sy Flinn i
Slacslll 2t pung pae |
a2 3.000 a0 1000 Sl Sl b of Jonll 3
Ul i




Service Agent Complaints

A. Placing complaints against service agent

Required Documents

4
L 4
L 4

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

L 4

L 2

Applying the complaint through the Department’s website www.shjconsumet.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.



Placing complaints against license owners/pattners

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.



