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Praise be to Allah Lord of Creations; and prayers and peace be upon 
the best of all creations.

The Public Authority for Consumer Protection (PACP), since it was first 
established, has been trying to play its role spreading its consumer 
protection umbrella all over the Sultanate. Its affiliates, whether at 
the main office in Muscat or in its twelve governorate branches, exert 
themselves in order to develop and improve their work in realizing 
the Authority’s vision and achieving its missions. 

Statistical data derived from statistical indicators in this booklet reflect 
the efforts made by PACP and subordinate branches staff to realize 
consumer protection and educate them about their rights and their 
responsibility towards the community through observing all reports 
and complaints made by consumers, in addition to settlements of 
such complaints and referring some of them to the Public Prosecutor 
to decide on them where most of the decisions came in favor of 
the consumer. The booklet contained a number of tables, statistical 
graphs and drawings relating to reports and complaints and their 
classification according to type, governorate, as well as the number 
of violations and cases referred to the Public Prosecution as well as 
penal orders and fines.

No doubt that PACPS 2012 Annual Statistical Report issue is a very 
important step in the area of achievements documentation since its 
foundation one year ago.  This shall contribute to determining and 
establishing future visions and directives towards the development 
of activities and plans aiming at upgrading of services to be provided 
by the Authority in the future.
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Praise be to Allah, Lord of Creations. Prayers and peace be upon the 
seal of prophets and messengers, our Prophet, Mohammed, and 
upon all his family and companions.

The Consumer is the mainstay and cornerstone of the economic 
community, and therefore, the advanced communities no longer 
consider the consumer as a marginal element within the economic 
equation, but as the main element around whom other elements 
would revolve. 

The Sultanate has made, under the leadership of His Majesty 
Sultan Qaboos bin Said, a lot of achievements in several areas. The 
Public Authority for Consumer Protection (PACP) is one of those 
achievements made during His prosperous reign aiming at ensuring 
prosperity and development for the citizens and residents of the 
Sultanate. Although established only recently, PACP could become a 
very active and efficient partner in the development process. Besides, 
through making several efforts to protect and educate the consumer, 
it has advanced in great strides towards realization of the objectives 
and visions for which it has been established. It has played its role of 
market control and regulation in order to put an end to unfavorable 
practices towards the consumer and to work credibly towards 
realization of equity and transparency in commercial transactions 

The Chairman’s Statement
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with consumers, protect their rights and educate them about their 
responsibilities.

In documentation of such activities and achievements, the PACP 
Annual Statistical Report for the year 2012 comes to reflect the 
Authority’s activity around the year and to highlight the efforts made 
and activities carried out in several fields within the Authority.

This report contains comprehensive information about human resources, 
training courses, qualifying programs offered to PACP staff, statistical 
surveys and data of violations reported, consumers’ complaints, reports 
(consumer hotline), and the cases/penal orders/fines.

In conclusion, we ask from Allah Almighty to guide us all to what he 
loves and accepts, I hope this report will become an aide to those 
researchers interested in consumer protection and inform them 
about the efforts made in different areas, help them view indicators 
of violations, complaints and reports in order to carry out studies and 
analyses.

Dr. Said bin Khamis Al Ka’abi
Chairman
Public Authority for Consumer Protection
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I. Data of Registered Complaints, Reports and Vi-
olations in 2012
The Public Authority for Consumer Protection received a total of 
(31636) complaints, reports and violations during 2012 by all PACP 
branches; they were distributed into the following: 

Branch /  Governorate Complaints Reports Violations Total
1 Governorate of Muscat 4499 4130 3130 11759
2 Governorate of North Al Batinah 1063 2754 1392 5209
3 Governorate of South Al Batinah 723 1154 676 2553
4 Governorate of Buraimi 407 826 235 1468
5 Governorate of North Al Sharqiyah 297 668 517 1482
6 Governorate of South Al Sharqiyah 556 815 612 1983
7 Governorate of Musandam 27 48 109 184
8 Governorate of Al Dakhiliyah 1011 1565 325 2901
9 Governorate of Al Dhahira 498 725 331 1554

10 Governorate of Dhofar 500 1271 772 2543
Total 9581 13956 8099 31636

The graph below shows the number of registered complaints, reports 
and violations in 2012:
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II.  Consumers’ Complaints
Consumers’ complaints registered in all PACP branches during 2012:

Branch /  Governorate Total

1 Governorate of Muscat 4499

2 Governorate of North Al Batinah 1063

3 Governorate of South Al Batinah 723

4 Governorate of Buraimi 407

5 Governorate of North Al Sharqiyah 297

6 Governorate of South Al Sharqiyah 556

7 Governorate of Musandam 27

8 Governorate of Al Dakhiliyah 1011

9 Governorate of Al Dhahira 498

10 Governorate of Dhofar 500

Total 9581

The graph below shows the number of complaints registered in all 
branches:
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Governorate of Muscat
The Public Authority for Consumer Protection in Muscat received a 
total of (4499) complaints during 2012; they were distributed into the 
following: 

Type of Complaint
Number of 
Complaints

1 Complaints that have been resolved 3161

2
Complaints that weren’t followed-up by the 
Consumers

612

3
Complaints that were referred  to the Public 
Prosecution

60

4 Complaints under Investigation 666

Total 4499

The graph below shows the distributions of complaints received in 
the Governorate of Muscat:
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Governorate of North Al Batinah
PACP’s branch in North Al Batinah received a total of (1063) complaints 
during 2012; they were distributed into the following: 

Type of Complaint Number of 
Complaints

1 Complaints that have been resolved 520

2 Complaints that weren’t followed-up by the 
Consumers 32

3 Complaints that were referred  to the Public 
Prosecution 5

4 Complaints under Investigation 506

Total 1063

The graph below shows the distributions of complaints received in 
the Governorate of North Al Batinah:
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Governorate of South Al Batinah (Rustaq - Barka)
PACP’s branch in South Al Batinah received a total of (723) complaints 
during 2012; they were distributed into the following: 

Type of Complaint
Number of 
Complaints

1 Complaints that have been resolved 499

2
Complaints that weren’t followed-up by the 
Consumers

8

3
Complaints that were referred to the Public 
Prosecution 

40

4 Complaints under Investigation 176

Total 723

The graph below shows the distributions of complaints received in 
the Governorate of South Al Batinah:
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Governorate of Buraimi
PACP’s branch in Buraimi received a total of (407) complaints during 
2012; they were distributed into the following: 

Type of Complaint
Number of 
Complaints

1 Complaints that have been resolved 334

2
Complaints that weren’t reviewed by the 
Consumers

14

3
Complaints that were referred to the Public 
Prosecution

31

4 Complaints under Investigation 28

Total 407

The graph below shows the distributions of complaints received in 
the Governorate of Buraimi:
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Governorate of North Al Sharqiyah
PACP’s branch in North Al Sharqiyah received a total of (297) 
complaints during 2012; they were distributed into the following: 

Type of Complaint Number of 
Complaints

1 Complaints that have been resolved 153

2 Complaints that weren’t reviewed by the 
Consumers 26

3 Complaints that were referred to the Public 
Prosecution 27

4 Complaints under Investigation 91

Total 297

The graph below shows the distributions of complaints received in 
the Governorate of North Al Sharqiyah: 
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Governorate of South Al Sharqiyah
PACP’s Branch in South Al Sharqiyah received a total of (556) 
complaints during 2012; they were distributed into the following: 

Type of Complaint
Number of 
Complaints

1 Complaints that have been resolved 397

2
Complaints that weren’t reviewed by the 
Consumers

4

3
Complaints that were referred to the Public 
Prosecution

59

4 Complaints under Investigation 96

Total 556

The graph below shows the distributions of complaints received in 
the Governorate of South Al Sharqiyah:
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Governorate of Musandam
PACP’s branch in Musandam received a total of (27) complaints during 
2012; they were distributed into the following: 

Type of Complaint Number of 
Complaints

1 Complaints that have been resolved 17

2 Complaints that weren’t reviewed by the 
Consumers 6

3 Complaints that were referred to the Public 
Prosecution 3

4 Complaints under Investigation 1

Total 27

The graph below shows the distributions of complaints received in 
the Governorate of Musandam:
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Governorate of Al Dakhiliyah
PACP’s branch in Al Dakhliliyah received a total of (1011) complaints 
during 2012; they were distributed into the following: 

Type of Complaint Number of 
Complaints

1 Complaints that have been resolved 631

2 Complaints that weren’t followed-up by the 
Consumers 28

3 Complaints that were referred to the Public 
Prosecution 62

4 Complaints under Investigation 290

Total 1011

The graph below shows the distributions of complaints received in 
the Governorate of Al Dakhiliyah:
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Governorate of Al Dhahira
PACP’s branch in Al Dhahira received a total of (498) complaints 
during 2012; they were distributed into the following: 

Type of Complaint
Number of 
Complaints

1 Complaints that have been resolved 328

2
Complaints that weren’t followed-up by the 
Consumers

16

3
Complaints that were referred to the Public 
Prosecution

53

4 Complaints under Investigation 101

Total 498

The graph below shows the distributions of complaints received in 
the Governorate of Al Dhahira:
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Governorate of Dhofar
PACP’s branch in Dhofar received a total of (500) complaints during 
2012; they were distributed into the following: 

Type of Complaint Number of 
Complaints

1 Complaints that have been resolved 321

2 Complaints that weren’t followed-up by the 
Consumers 42

3 Complaints that were referred to the Public 
Prosecution 40

4 Complaints under Investigation 97

Total 500

The graph below shows the distributions of complaints received in 
the Governorate of Dhofar:
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IV. Reports (Consumer Hotline)
Registered Reports received by the Consumer Hotline in all PACP 
branches during 2012:

Branches /  Governorate Total

1 Governorate of Muscat 4130

2 Governorate of North Al Batinah 2754

3 Governorate of South Al Batinah 1154

4 Governorate of Buraimi 826

5 Governorate of North Al Sharqiyah 668

6 Governorate of South Al Sharqiyah 815

7 Governorate of Musandam 48

8 Governorate of Al Dakhiliyah 1565

9 Governorate of Al Dhahira 725

10 Governorate of Dhofar 1271

Total 13956
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The graph below shows the data of reports received through the 
consumer hotline, reported by PACP’s branches: 
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VI.  Issued Violations 
Data of violations issued by PACP branches during 2012:

Branches /  Governorate Total

1 Governorate of Muscat 3130

2 Governorate of North Al Batinah 1392

3 Governorate of South Al Batinah 676

4 Governorate of Buraimi 235

5 Governorate of North Al Sharqiyah 517

6 Governorate of South Al Sharqiyah 612

7 Governorate of Musandam 109

8 Governorate of Al Dakhiliyah 325

9 Governorate of Al Dhahira 331

10 Governorate of Dhofar 772

Total 8099

The graph below shows the data of the issued violations registered 
in all branches: 
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VII. Classification of  Violations  

Type of ViolaTion ToTal

1 Price tag unavailable on product or unavailable 
service fees list for the consumer 1790

2 Selling expired products 1046

3
The us of unfair conditions such as using the 
condition “Item cannot be returned or changed 
after purchase”

183

4 Selling of banned products, such as tobacco and 
unauthorized cigarettes, etc. 864

5 Difference in prices of product shown on the 
shelf from what’s been charged at the counter 201

6
Unclear Contents: Untranslated product details 
into Arabic, details such as; production and 
expiry date, size or weight of the product

147

7 Raise in prices without an approval granted by 
the Authority 1863

8

Selling cloths bearing Quranic Verses or any of 
the National Royal symbols; such as the Khanjar 
or the Royal Crown, etc. or containing any 
inappropriate symbols or signs or has the Military 
Pattern.

459

9 Selling unoriginal and replicated CDs or DVDs; 
Audio or Visual or Software, etc. 57

10 Not handing  bills or invoices (unavailable or 
refusal) 82

11 Not complying to the warranty of the product or 
the service 15

12 Fraud and counterfeiting 137

13 Broadcasting or using misleading advertisements 20

14 Other Violations 1235

ToTal 8099
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IX.  Cases, Penal Orders and Fines registered during 2012:

Branches/ 
Governorate

Cases Ruled 
in Favor of the 

Consumer 

Penal 
Orders Total Fines

(RO)

Muscat 50 126 176 19635

South Al Batinah 13 0 13 5420

North Al Batinah 1 15 16 1190

Al Buraimi 23 0 23 12800

North Al Sharqiyah 35 6 41 9360

South Al Sharqiyah 34 9 43 12748.5

Musandam 4 65 69 4700

Al Dakhiliyah 35 24 59 9800

Al Dhahira 15 43 58 8935

Dhofar 9 14 23 2800

Total 219 302 521 87388.5

The graph below shows the cases ruled in favor of the Consumer 
(therefore, it is in favor of the Authority) in all PACP Branches during 
2012:
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The graph below shows the penal orders that have been registered in 
all PACP branches in 2012:

The graph below shows the fines that were issued in all PACP branch-
es in 2012:
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X.  Training Courses and Programs offered for the 
PACP Staff in 2012: 

Branches /  Governorate Total

1 Governorate of Muscat 43

2 Governorate of North Al Batinah 2

3 Governorate of South Al Batinah 3

4 Governorate of Buraimi 1

5 Governorate of North Al Sharqiyah 2

6 Governorate of South Al Sharqiyah 2

7 Governorate of Musandam 1

8 Governorate of Al Dakhiliyah 4

9 Governorate of Al Dhahira 2

10 Governorate of Dhofar 2

Total of Training Courses & Programs 62

The Percentage of Training courses and Programs offered to PACP 
Staff during 2012:


