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Happiness at Dubai Customs is not a slogan, but an integral part of the organization's strategy
2022. 1t is one of our core values, alongside leadership, loyalty, innovation and empowerment.
When Dubai Customs reached an exceptional peak in Customer Happiness Index, with a top
score of 97.5% in 2018, the highest among Dubai government entities, that reflects a great
effort backed by plans and strategies Dubai Customs is keen to implement.. All of which is
in fulfilment of the vision of His Highness Sheikh Mohammed bin Rashid Al Maktoum, Vice
President and Prime Minister of the UAE and Ruler of Dubai.

As part of its strategy to enhance customer happiness, Dubai Customs introduced the Are
You Happy (Mestanis) campaign in 2015 to measure customers happiness, in response to the
Happiness Meter initiative launched in Dubai to gauge the public's happiness and satisfaction
with the services offered by government and private sectors. The Dubai Customs Consultative
Council is the first of its kind in the world. It is one of our initiatives that serves as a bridge for
direct communication and interaction between the organization and its customers with an
aim to listen to their feedback and suggestions for improvement. We also changed the name
of our Client Department to become Client Happiness Department to reflect the function’s
leading role in adopting first-class customs initiatives and business practices that add value
to our customers and bring them happiness.

At Dubai Customs we consider our clients as our real ambassadors and believe that
partnership and effective communication with them is key for success. To meet the needs
of our customers and exceed their expectations we integrate high technology and innovation
in everything we do so as to better streamline processes and procedures and deliver a high
standard of customs service. We ensure our customers are fully engaged in this process of
development and modernization. And because our customers are our partners in success, |
have ordered the Client Recognition Ceremony to be held on a monthly basis instead of annually
as a token of appreciation for our clients’ contributions to Dubai Customs’ achievements.

Director General of Dubai Customs
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INTRODUCTION

The Customer Happiness Charter has been developed and managed according to the
guidelines provided by ISO 10001:2007, and in accordance with the best international
practices in this field, taking into consideration the feedback provided by the top
management, the employees, the clients, and the partners through the process
of designing, reviewing, evaluating, and amending the charter, in such a way as to
ensure continual improvement of customers’ services based on their needs.

Complaints regarding the services will be handled consistent with the complaints
management system that conforms with the ISO 10002:2004 quality standards.

Our Charter lets our clients know what they can expect in terms of service delivery
in all their transactions with us or when they contact us. To ensure this charter
remain relevant, up-to-date and reflect your expectations, we welcome your
feedback via any of our available contact channels provided in this Charter. (as
provided in the Clients Guide)
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The leading customs Protecting the society

administration in the and sustaining economic
world supporting growth through
legitimate trade compliance, facilitation
and innovation
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OUR VALUES

Leadership: To adopt global best practices in customs work that will sustain

reputation of Dubai as a global trading hub.

Team spirit: To work as a team to achieve the vision, mission and strategic goals
of Dubai Customs.

Honesty and integrity: To ensure objectivity, fairness and transparency, and
uphold public interest over personal interest.

Motivation and creativity: To create a stimulating and motivating work
environment that inspires creative initiatives and promotes institutional loyalty.
Professionalism: To perform our business efficiently and accurately, supported
by determination and sense of challenge.

Loyalty: To be proud of working for Dubai Customs and seek to improve its
performance, reputation and image.

ijeig 20ivall dlas \ ' o1yl adpaall o2 Ll

JAU5 0 @alois ] duniill 8)laill doclall allsll .6
JBilg Jrguwillg ol Ul dcgpitall

L p

13 axow clle] lgili go Lillg LApaall Jasll o dwallell wlwjlaall Jool Gihi of :6alyl
olle ()i 5405

Byl apliw ] Lolan g alulg &gl @iéail a0l @yas Joei ol :@uéll ag)

anlall e dololl daloodl wulsig dasladillg dlasll d&icgngall :aaljillg ailodl

cllgll jinig dyclau I ciljpliall Gaii 6jano Jac dfy @ld Gle Joi of :glaudllg jaeaill
uwgall

«s2aillg 8301l lacao glailg @8g éclady Jlac Il olol :auslyis i

Lg7gog Lginawg Lgilob claijil) Leullg 851all o Jasll pallg jljic Ul icllgllg claiill



TERMS & DEFINITIONS

The following terms, wherever used in this Charter, shall have the meanings
ascribed thereto hereunder:

Customer Happiness Charter: A set of promises made by Dubai Customs to

its clients that outline what our customers can expect from us and what we will
always strive to deliver to ensure their happiness.

Service Quality Standards: Promises made to our clients concerning their
transactions with Dubai Customs which are expressed qualitatively.

Service Delivery Time Standards: Promises made to our clients concerning
their transactions with Dubai Customs which are expressed quantitatively.
Working Days: The days of the week from Sunday to Thursday from 7.30am to 2.30pm,
exclusive of official public holidays as announced by the Government of Dubai.

The Clients: Any beneficiary of Dubai Customs services or any individual or
organization that deals with us to receive a service or is affected by the outcomes
of our services, including Importers, Exporters, Free Zone Companies, Clearing
Agent, Shipping Agents, Cargo Handlers, Couriers and Individuals.

Enquiry: A verbal or written statement submitted to Dubai Customs by one of its
clients expressing their desire to get or clarify information about the department’s
processes or procedures to facilitate their Customs transactions.

Suggestion: A verbal or written statement submitted to Dubai Customs by one

of its clients expressing a new idea for development or betterment with a view to
facilitate or improve services or procedures of Dubai Customs, which results in
practical benefits at the level of cost saving, human resources management, and
customer satisfaction.

Complaint: A verbal or written statement submitted to Dubai Customs by one of
its clients expressing their dissatisfaction about the processes or the procedures
followed to get the intended service or the way that it has been provided.
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ABOUT THE CUSTOMER
HAPPINESS CHARTER

SCOPE

Setting service quality standards for the services provided by Dubai Customs,
including all the enquiries, complaints and suggestions related to these services
Service fees, delivery channels and service delivery time are defined by Dubai
Customs (as provided in the Clients Guide)

Excluding complaints and disputes subject to legal action

Limitations on the promises and commitments contained in this Charter, shall
include unusual conditions beyond reasonable control or force majeure, (e.g. war,
natural disasters, breakdowns, malfunctions, etc.) and permits and authorizations
required by other parties

OBJECTIVES

To enhance legitimate trade practices and clients’ trust.

To improve client understanding of what to expect in regards to the services
provided to them

To recognize, promote, and protect clients’ rights

To communicate with clients through available contact channels and inform
them of how to submit enquiries, suggestions or complaints and the mechanism
of getting a response in a timely manner

To provide clients with an understanding of Dubai Customs’ service standards (as
provided in the Clients Guide)

To clarify what requirements clients are expected provide to help deliver an
excelling service to them

To continually improve Dubai Customs' processes, procedures and service
systems, as well as staff skills to ensure delivering top-notch services
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WHAT YOU CAN EXPECT FROM US

*  We deal with you in a professional, friendly, and courteous way

» We are honest, fair, equitable and unbiased in our services

»  We ensure availability and suitability of the environment and facilities required
to offer you excelling, high-quality and accurate services

*  We ensure the continual improvement of our processes and services to meet
your needs

*  We treat your information confidentially.

»  We respond to your enquiries (within one business day) and suggestions (within
15 business days from the date of receiving the suggestion) and complaints
(within 7 business days from the date of complaint filing)

* Upon receiving your complaint, we commit to follow up with you concerning
measures being taken and seek your feedback on the final outcome

*  Where you are not satisfied with the measures taken, we will guide you through
an appeal process and investigation by the Grievance Committee, upon which
your appeal will be responded to within 6 days

*  We make best use of your views, suggestions and complaints to improve our
services

*  We ensure that you are well informed of any requirements and guidelines.

«  We provide highly qualified staff dedicated to help you and attend to your needs.

*  We will be available from 7.30am to 2.30pm Sunday to Thursday, with extended working
hours in some Customs offices and service centers according to business requirements

* The Charter is available in Braille version for the blind, upon request

« The clients who cannot speak Arabic or English languages can file their enquiries,
suggestions or complaints in their native language, and Dubai Customs is
committed to translate the same at its own expense, and to reply to each client in
their own language.
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WHAT WE EXPECT FROM YOU

« Treat our employees with courtesy

» Be honest when declaring required information

« Quote your business code, if you have been given one, upon request and make
sure it is renewed when expired

« Update your contact details whenever there are changes to maintain accurate
records with Customs

*  When required, provide all information within the specified times

* Provide your feedback be it positive or negative to improve our service through
suggestions, compliments and complaints

« Attend scheduled meetings punctually, especially the ones arranged to discuss
your requirements and feedback

« Abide by any legal or financial obligations to be eligible for using the provided services

e Provide accurate and updated information and documents when you submit the
service application

CHARTER CONTROL AND REVIEW

The Client Happiness Department is responsible for reviewing, updating and
developing this Charter every two years, unless otherwise required.

SOCIAL RESPONSIBILITY AND
CULTURAL DIVERSITY

« Dubai Customs strives to deliver excelling services to its clients, paying particular
attention to those who need special care, including the people with disabilities, the
elderly, the sick, and people who could not talk Arabic or English languages

« Toachieve that, Dubai Customs is committed to assign delegates to deal with the
enquiries, suggestions and complaints of the people with disabilities, offering to
go to their location when necessary

« The Charter is available in Braille version for the blind, upon request

« The clients who cannot speak Arabic or English languages can file their
enquiries, suggestions or complaints in their native language, and Dubai
Customs is committed to translate the same at its own expense, and to reply to
each client in their own language
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ONLINE TOOLS AND INFORMATION Silogleallg cuiiill cilgal

The QR code and links below provide useful information which assist the clients to Wlogleall e Jgnall o cllosll acluwi 62160 Cilogleo 0267 dylill bylgylg QR code I
find relevant information on customs procedures: :éudponll Cilelp Ul uLu.U alndl ol
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Dubai Cust.oms Website 5CC LAW alsill 10 Jga P uejlan] gyl Jledgoll
www.dubaicustoms.gov.ae auys)l aulall Jgal www.dubaicustoms.gov.ae
CUSTOMER GUIDE CUSTOMS CENTERS ahpanll j5lpall 26lgo dbups cilasll Jus

LOCATIONS MAP

FREQUENTLY ASK DUBAITRADE )bl o dlgy . )
QUESTIONS (FAQ) www.dubaitrade.ae www.dubaitrade.ae asflidlaliw i
E-Complaint System E-Suggestion System il Cilals I ol gyl salsuidl pliss

http://ecomplain.dubai.ae http://esuggest.dubai.ae http://esuggest.dubai.ae http:/ /ecomplain.dubal.ae




SPEAK UP IN YOUR OWN LANGUAGE

TARJIM SERVICE

Now you can submit your complaint in your own language
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Francais

Charte du Service au Client

si vous désirez déposer une plainte

ou soumettre un commentaire a propos

des conditions de services ou de la

charte directement, et qu’il vous est

difficile de le faire en arabe ou en anglais,
veuillez I’envoyer par email a I’adresse
suivante: Client.Relations@dubaicustoms.ae
ou par fax au: +971 4 4176316

H

R P R AT R O R O
PR DRRABREUR K FiR, EIRIET
FIBTRAE SRR W, TR AT
FITER LT HIAS:
Client.Relations@dubaicustoms.ae

AEEA: 41971 4 4176316

Espaiiol

Servicio al cliente de fletes:

para presentar una demanda

o0 enviar un comentario sobre los

servicios prestados o del flete,

o si encuentra dificultades para

hacerlo en arabe o en inglés,

por favor envie un correo electronico a:
Client.Relations@dubaicustoms.ae

o envie un fax al nimero: +971 4 4176316

Pyccko

Yaprep 1o 06cayKHBAHHIO KJINEHTOB:
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0 NMPEOCTABIIAEMBIX YCIIyrax ujin
qapTepe,u B CIy4ae 3aTpyIHCHHI ¢
AHIJIMICKMM MM apaOCKUM SI3bIKOM,
npocuM Bac oTrpaBuTh CBOM 3aMeyaHHMst
110 IEKTPOHHOI MouTe:
Client.Relations@dubaicustoms.ae
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