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First: Service Description

Service Name:

Complaint Escalation Service

Service Description:

This service allows beneficiaries to escalate their complaints to the Saudi
Water Authority (SWA) when a service provider fails to resolve the
complaint within ten (10) working days from the submission date, or
when the complaint has been closed without a satisfactory resolution.
The escalation must be submitted within thirty (30) days from the date

the complaint was closed.

Service Objectives:

« Enable the Saudi Water Authority to perform its regulatory and
supervisory functions by ensuring that service providers comply with
applicable laws and regulations.

« Safeguard beneficiaries’ rights and ensure that complaints are
processed in accordance with approved legal procedures.

« Improve the quality of water and sanitation services and strengthen

regulatory compliance within the Kingdom’s water sector.

Target Groups:

 Beneficiaries of water and sanitation services.
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Second: Terms and Requirements

1. The applicant must be the actual beneficiary of the service or the
relevant service owner.

2. A prior complaint must have been submitted to the service provider.
3. Eitherten (10) working days must have elapsed without resolution, or
the complaint must have been closed without a satisfactory outcome.

4. The complaint reference number registered with the service provider
must be provided.

5. The escalation request must be submitted within thirty (30) days

from the date the service provider closed the complaint.

Regulatory Notice:
The Authority’s role is limited to regulatory oversight and verification of

compliance. It does not undertake the operational resolution of complaints.
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Third: Steps to Access the Service

1. Visit the Saudi Water Authority website:

V| S Home Pge x 4+

€ O hrpslimmswagorsaven

=A i Authority How to vedly v

% About v Services Information Center v Water System v Media Center v Contact Us v

| About SWA

The Saudi Water Authority (SWA) oversees and regulates all water-sector activities, ensuring st
standards, and i

Click here to visit the website
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https://www.swa.gov.sa/ar/
https://www.swa.gov.sa/ar/

Third: Steps to Access the Service

2. Navigate to the Electronic Services menu.

Authority How o verify v

About v Information Center v Water System v Media Center v Contact Us v

| About SWA
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Third: Steps to Access the Service

3. Select the "Complaint Escalation" service.

v
€ 0

aially bl ol i X B O Senices

Y T —

I3 A government website reistered with the Digital Government Authorlty Hou to verify v

Information Center v Water System v Media Center v Contact Us v

Electronic Services

- Individusl ~ Business

0

Escalating Complaints Request

b iasies to plai
1o the Authorit if he complsint was clesed by the senvice
provier without resolution, or i fen (10) business deys have
passsd without & respanse.

0 g

Violation Reportes Service

pror P

Water Bill Calculator

Q, search @ dwall 2 Login

0

Complaint Inquiry Service

The water billcalculstor

plat the status
‘and detais of

water bill based on thei consumption. I
according to usage and applicable tariffs, making i easier to
manage sxpenses.

Indhstual

Violation Reportes Inquiry Service

T users 1o regort sewage
‘overflows from buildings, i order to preserve water resources
and protect the environment.

iniguire sbout the satus
and detais of their water and sewege senice Violation
Repartzs.
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Non-Networked Water Services License
Request (Tanker)

This sarvios alows applicants to requst alicanss for non-
notworkad watr services using fankars,inchuing polable.
wates,noa-patable watas, trated water, and wastewater
cllacion.
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Third: Steps to Access the Service

4. Click on "Start Service."

G | O hitps//esenvcesswagovsa/ComplamtEscalationfequest

Main Page ) Services ) Complai sacala ,

Complaint escalation service 2, Target audience

Individual

in case of dissatisfaction with the service. @ Service duration
View the Service Guide (2 5 Dayls)
(0 service channels.
Services portal
@ Service cost
Free
Steps  Complaint Handling Policy  Reqired Information

1. Access the offcal website of the Saudi Water Authority.. Frequently Asked Questions
SWA-FAQ's-page (4

2- Select the "Request Complaint Escalation” service.
2, Phone

3+ Enter the detailsof the oiginal complaint and thereason fo escalation. 1991303

4 Enter jint number that i than 30 days.
5 Attach supporting documents,if required.

- Submit the escalation request.

Related Services

Service description example To buy a plot to build your house, this requires documenting the sale
i ial offi z register the property in your name.

0] (]
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Third: Steps to Access the Service

5. Fill out the Personal Information section

v

€ | O Hipsi/esenicesswagovsaiComplaintEscaiation

Complaint escalation service

Personal Information

First Name *

Complaint Details

Related Entity *
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Third: Steps to Access the Service

6. Fill out the Complaint Details

v WS X | @ swaronl s x

& O | O nitps/faservices swa.gavsy/ComglaintEscalation

Bty Qe (i @) - B ow

Complaint Details

Rolated Entity *

Select related entity

Complaint Subject *

Complaint Message * Uplond File (optisaal - e les)

Plea wide a detailed des: of your complaint...
&

Dragand drop files here 1o uplosd

. Maimum il sise allowed s S48, supported fle Formts includs Jog, ng, and o
0128 clamciaes eueanuplesd up o8 fiss

1@ Provide all necassary dtails, including dates, times, and the speciic nature of your
dissatisfaction.

[ ] 1declare that all informat ided is true and accurate, and T bear full ity for the accuracy of this data

Send Request

Last updats date: 04/03/2025 01:04
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Third: Steps to Access the Service

7. Attach supporting documents in (PDF, PNG, JPG) formats,

adhering to the maximum file limit allowed by the system.

- 8 x

At Qe (ehrom @) - Qrow

Complaint Details
Retatod Entity *

Select related entity

Complaint Subject *

1@ Provide all necassary dtails, including dates, times, and the specific nature of pour
dissatisfaction.

|| 1 declare that allinformation provided is true and accurate, and T beaf full responsibility for the accuracy of this data

Send Request

Last updats date: 04/03/2025 01:04
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Third: Steps to Access the Service .

8. Acknowledge the accuracy of the entered data and assume full

responsibility for it.
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Third: Steps to Access the Service .

9. Click the "Submit Request" button to complete the escalation

process.

fare that allinformation provided is true and accurate, and I bear ful respansibilty for the accuracy of this data
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