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We firmly believe that the satisfaction and happiness
of customers and stakeholders concerned with
achieving our vision to develop a happy and
sustainable city is highly important. Feedback from
these categories also plays a crucial role in
identifying opportunities to improve and develop our
services and operations. Therefore, we have worked
on creating and applying a specialized management
system to manage complaints according to
international best practices and I1SO 44001:2017
standard. Dubai Municipality is committed to
sustaining and constantly improving this system in
order to achieve the happiness of customers and
concerned stakeholders, as well as our work goals

and the purpose of applying this system.

In order to reach that goal, we:

e Aim at focusing on customers when
designing our services and operation. We also
aim at achieving the highest level of customer
happiness and satisfaction by providing
excellent service that meets their needs and
exceeds their expectations.

e Include customers and concerned
stakeholders in identifying opportunities to
improve and develop services and operations

by receiving their feedback, listening to their
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comments and complaints and working on
resolving them in the best ways available.

e Provide services to customers and concerned
stakeholders effectively and efficiently, while
complying with laws and regulations that
govern these services.

e Adopt operations and procedures to receive
and handle customers and concerned
stakeholder complaints according to ISO
10002 Standard guidelines.

e Make sure to continually improve the
Complaint Management System, in order to
offer the best experience for customers and
concerned stakeholders.

e Provide the necessary resources to apply and
sustain the Complaint Management System,
as well as to carry out commitments given to

our partners.

Dubai Municipality ensures the full understanding
and application of the above Complaint Management
Policy across all administrative and operational levels
within the Department. The Policy is also available

for review to customers and concerned stakeholders.

Dubai Municipality Director General
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Complaint Channels

Dubai Municipality receives complaints from . .
pality P SolSidl Jlditewl Cslgid

customers and concerned stakeholders through
various channels, mainly: oo uizall Jlasll Ol oly Gdalrinll (35 4aby (S5

i Lo ool dalite @lgid S5 (oo (SolSidl a5
e Dubai Government’s Unified Complaints )

Portal https://ecomplain.dubai.gov.ae/ 33 A0S Ba>gall dbgishl (solsdl dulgy @
e Dubai Municipality website www.dm.gov.ae https://ecomplain.dubai.gov.ae/
e Dubai Municipality Service Centres www.dm.gov.ae 3oyiSJ3l (35 4aly 2850 @
e Call Centre 800900 3 Lald Al dossl 3S1he @
e Social media channels 800900 JLosdl 5850 @
e E-mail info@dm.gov.ae otleizdl Jolgdl Bilgis @
e Personal presence at the Department’s info@dm.gov.ae _ig,iSI3l syl @
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In case you feel that we have not fulfilled any of the
commitments stated in the code of conduct, please

contact us through the specified contact channels

and we will review and resolve any issues to ensure Lo Gudoleioll 20 GBI > sogmiy ilel 3l

your satisfaction and happiness, in accordance with . . .
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applicable laws and regulations.
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Our commitment to Resolving Customers Disputes

Externally

It is our priority to ensure that we resolve any
customer complains using our internal customer
handling processes. In case we couldn’t resolve the
complaint or in the case of customer dissatisfaction
with the outcome of the complaint resolution, we
study each case before using external methods to

resolve the complaint.

DM is committed to provide methods for resolving
disputes externally to the organization for
complaints that cannot be resolved internally, as
such, we provide options for external resolution that
are fast and cost-effective, and takes into account
the interests of the customers and DM, and using

external independent entities, in accordance with

ISO 10003:2018 and applicable laws and regulations.

Please contact us should you need more information.
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