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“

We have a lot to
accomplish and we
have no excuse for
any delays or poor
performance. We
have what it takes
to achieve as we
are blessed with
rich resources,
capabilities,
expertise, positive
energy, thirst
for knowledge,
dedication and
above all, the
leadership’s
unlimited
support.

”

His Highness Sheikh
Mohammed Bin Rashid
Al Maktoum, UAE Vice
President, Prime Minister and
Ruler of Dubai
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Director's Message
Proceeding from the forwardlooking vision of His Highness
Sheikh Mohammed bin Rashid,
UAE Vice-President, Prime
Minister and Ruler of Dubai for
Dubai to be the world’s center
of now and tomorrow, we
firmly believe that an effective
sustainability management is the road map into securing
a brighter and happier future for Dubai and its people.
As part of our strong commitment to social responsibility
and organizational sustainability, I am pleased to present
our sixth annual sustainability report for the year 2013.
This report is designed to highlight the efforts and
activities undertaken by Dubai Customs to address social,
environmental, economic and organizational impacts
within our scope of work for the past year. It outlines how
our business model supports our sustainability values for
today as well as for the future, in addition to introducing
the long-term approach of our sustainable operations.
Compiled in accordance with the Global Reporting
Initiatives (GRI) guidelines, all our previous sustainability
reports attained GRI grade “A” level, which is a laudable
achievement for our CSR team.
With an aim to contribute towards the economic and
social development of Dubai and UAE, we are committed
to make sustained efforts to modernize and improve our
services and stakeholders satisfaction. In 2013, Dubai
Customs was the first government department to deliver

100% mobile-enabled services through smartphones
24/7. This smart approach supports our vision to be
the leading customs organization in the world. As we
continue to support regional and global initiatives
towards economic and environmental sustainability, we
understand the importance of enhanced awareness
and contribution across all our organizational units to
improve DC’s corporate sustainability performance.
We have clear objectives and goals that guide our
efforts as well as measure our progress on each of
these objectives. I am proud to head an organization
with a long-standing commitment to good governance,
social values, environmental concerns and employee
engagement.
In 2013, Dubai Customs carried out numerous projects
and initiatives that fall within our Corporate Social
Responsibility (CSR) framework. You will find details of
all such initiatives in the following pages. In recognition
of our distinguished efforts in the area of social
responsibility, we have been awarded the first prize in the
Arabia CSR Awards for Organizations of the Government
Sector in the MENA region. This prestigious accolade
adds to other myriad accolades DC has accomplished
in its quest towards global excellence.

Ahmed Mahboob Musabih
Director of Dubai Customs
Sustainability Report
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Dubai
Customs'
Profile
Dubai Customs, one of the oldest government
departments of Dubai, was founded over a century ago
to secure Dubai’s trade borders and serve as a hub for
government departments to foster trade, revenue, and
logistics. The organization has now transformed into a
world class benchmark entity for trade facilitation and
border protection for a global trading hub – Dubai, United
Arab Emirates. This growth has come as an imperative
evolution considering Dubai’s ascendancy as a regional
center for trade, economic development as well as
migration of human resources from around the world. The
corresponding increase in Dubai Customs quality and
scope of services has promised continuous improvement
in service, development of its human resources and state
of the art technology, bringing into play an innovative and
user-focused management approach.
Today, Dubai Customs is fully engaged in regulating
and controlling the flow of legitimate trade in and
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out of Dubai along with its core function of revenue
collection on trade duties. Over a period of time, the
organization has also expanded its service portfolio
through generating and communicating trade statistics
reports and analysis for the local, regional and global
transparency. A work force of 2,713 employees
are engaged to ensure best standards of services,
convenience and quality to the global trade community.
In terms of innovation and adoption of sustainable
practices, Dubai Customs has set high standards for
other government departments and customs authorities
across the region. Its integration of technology – through
introduction of smart services, e-improvements and hitech digital developments – to ensure legitimate trade
makes it a much appreciated and essential player of
Dubai’s vision towards competent, responsible and
sustainable government services by adopting best
practice business processes and continually improving
customer satisfaction and loyalty.
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Sustainability
Reporting
(G4-17; G4-18)

This edition is the sixth regular annual publication
from Dubai Customs marking another landmark in
our stakeholder engagement. The aim is to share our
sustainability endeavours and practice our values
of being a transparent organization highlighting
economic, social and environmental philosophies and
achievements.
This report covers the period between January 1, 2013
to December 31, 2013 and covering the Headquarters
as well as all Centres of Dubai Customs (in UAE
only) evolving the four main areas of Community,
Environment, Workplace and Marketplace. Wherever
possible, past three years of comparative data has
been presented for our stakeholders to witness the
quantifiable achievements over time.
Creativity, innovation and quality are the keys to our
service delivery, sustainability is always an element of
priority in our approach. This report has been created
for all our external and internal stakeholders towards
which we have a responsibility, and we feel proud over
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our achievements and accomplishments. However,
there are still many landmarks which we aim to achieve
in our journey towards sustainability and responsibility.
Dubai Customs is honoured to compile this report
in compliance to the most recent version of the
Global Reporting Initiative’s (GRI) guidelines, which
is the G4 Guidelines, launched in May 2013 and
contains standard disclosures from the GRI G4
Sustainability Reporting Guidelines choosing the
“Comprehensive In Accordance” option. Material
issues were identified based on Social, Economic and
Environmental impacts of Dubai Customs influencing
the stakeholders’ opinions and decisions. Issues have
not been prioritized; however, based on materiality
they have been reported and clarified. Stakeholder’s
identification, engagement and expectations are
explained fully in details in the report.
The organization has a thorough internal quality
assurance to ensure the enhanced reliability of the
Report contents. However, being a public organization,

all our functions are regularly audited by a central
government body known as the State Audit Institution,
Dubai – UAE. The audit includes all functions such
as finance, HR, Governance, Supply Chain, Employee
Development, Conduct, Information Technology,
Labour Practices, Social Responsibility etc. This audit
report and its findings are directly shared with our
organization for improvement and development and is
not published.

For comments, feedback or more information on this
report, please visit our website on www.dubaicustoms.ae
or contact Corporate Communications Department
Dubai Customs, P.O. Box 63, Dubai - UAE
e-mail: CSR.DC@dubaicustoms.ae
or visit Dubai Customs on Facebook, Twitter and
Instagram.
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Organizational
Strategy,
Governance and
Management
Systems
VISION
The leading Customs Administration in the world
supporting legitimate trade
MISSION
To protect society and enhance economic development
through compliance and facilitation
GOALS
- To Sustain Customs Revenue Growth
- Facilitate Trade and Passengers Movement
- Develop organizational capabilities and competitive
advantage
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-

Encourage compliance and combat illegitimate trade
Secure and protect Customs Post and Supply Chain

VALUES
- Leadership
- Team Spirit
- Honesty & Integrity
- Motivation and Creativity
- Professionalism
- Fidelity and Loyalty

We at Dubai Customs have committed ourselves to
demonstrate and maintain good corporate governance
as a cornerstone of strong business performance.
We strive to be transparent and responsive to our
stakeholders while managing the organization for longterm success. The reference for our governance is from
the Dubai Government Strategic Plan and the Dubai
Government Excellence Program. We operate within
the boundaries of the Dubai Government Laws and
Federal and Global Customs policies and Legislations.
Memberships include WCO, WTO, GCC Customs Union
and many more. Our governance aims to guarantee

the achievement of the overall organizational strategy
through:
- Taking decisions and addressing responsibilities
through application of rules and policies
- Improving service quality and related performance
mentoring
- Enhancing the quality of the organization’s internal
systems for best performance results
- Applying fairness and transparency.
The Dubai Government, The Dubai Executive Council and
The Common Customs Laws of the GCC States draws the
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authorities and roles of the highest level of governance and
Dubai Customs has developed an authority matrix that
states administration, legal and financial authorities of the
Director General. The Senior Executive Director oversees,
leads, guides, advises and ensures the effective functioning
of divisions under his office. Other Executive Directors and

senior management ensures that the organization achieve
its business objectives through effective service delivery,
support functions, automation and compliance. All senior
staff members are paid by the government of Dubai, as yet
social and environmental performance does not influence
any performance related remuneration.

Dubai Customs Organization Structure

Following were the changes made to Dubai Customs
organizational structure during the year 2013:

-

-

-

-

-

The Legal Cases Section has moved from Legal
Affairs Department to Investigation Department.
The new department is called “Customs Cases and
Investigation Department”.
Translation Section was moved from Legal Affairs
Department to Corporate Communications
Department as a function.
At Al Maktoum Terminal the Inspection teams were
increased from 2 to 3
12
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-

-

The Child Care Centre was moved to the
Administration Affairs Department under a new
Section
IT Security Section has been added to The
Information Technology Department
Customs Refund Management Department has
been created with two sections - Maqasa and
Refund. This Department is a part of Customer
Management Division.
The Sections at Air Customs Centers Management
was increased from 5 to 6
The Sections at Jebel Ali Centers Management was

-

increased from 3 to 5
Coastal Centers Management - from 5 sections to
3 sections
Inlands Centers Management - from 3 to 5 sections

List of Dubai Customs Centers
- Head Quarters - Port Rashid
- Dubai Creek Centre
- Multi Commodity Centre
- Dubai Cargo Village Centre
- Al Aweer Centre
- Silicon Oasis Centre
- Hamriya Port Centre
- DUCAMZ Centre
- Logistics City Centre

-

Jebel Ali Centre
Karama Postal Centre
Coastal Belt Centre
Passenger Arrivals - Airport Terminal 1
Dry Ports Centre
Al Ramool Post Office
Passenger Arrivals - Airport Terminal 2
Dubai Airport Free Zone
Abu Hail Post Office
Passenger Arrivals - Airport Terminal 3
Teecom Centre
Hatta Border Centre
AL Maktoum Airport Centre
Textile City Centre
Jebel Ali Cargo Village Centre
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Corporate Performance Management
Corporate Performance Management triggers changes
in organizational behaviour that result in improved
performance. It aims at using performance analysis
results to implement business initiatives which achieve
the set strategic goal; correct performance deviation;
improve service delivery; and increase the efficiency of
human, technical and financial resource usage. At Dubai
Customs, it is a system that defines the metrics to assess
organization’s performance against the set strategic
objectives and processes. This integrated system is the
driving force which cascades down the strategic plan
into actionable, appropriate and accurate operational
plans. The measurement data collection process is an
iterative one and is done at an agreed interval in time,
typically on a quarterly basis. Based on the corporate
performance measures agreed upon as required for
an interval, the Corporate Performance Management
Section sends KPI lists to the divisions/departments to
fill. The corporate performance measurement teams in
each department are responsible for gathering the data
14
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and communicating it to their respective department’s
focal point. In turn, the latter reports to the division’s
focal point for review. The division’s focal point runs
a preliminary round of validation on the collected
data, checking for completeness and validity of the
measurement information. It is then passed onto the
division/department’s directors for final approval.
Measurements are refined according to feedback from
these various roles and resubmitted to them for approval.
Once a Director deems his measurement data ready, it
is passed to the Corporate Performance Management
Section for final check on quality and completeness; the
latter may also come back to the measurement team
and focal point with comments on data validation or
even change. Thus, data gathering and review is an
iterative data quality assurance exercise.
Business Ethics and Code of Conduct
Dubai Customs has a firm commitment to abide by
the law and is determined to sustain a high standard
of business and personal ethics. The organization has
developed and maintained a culture where integrity and
ethical conduct are of key significance especially with
the employees. A detailed Code of Conduct is available
through published and online versions, to help and
guide all stakeholders in understanding and maintaining
the high standard of business and personal ethics. The
Code details, which covers the below topics, makes
its mandatory to report any violation of standards and
practices immediately.
-

Compliance with the Law
Personal responsibility
Political activity
Relationship with the public

- Gifts and bribes
- Conflict of Interests
- External and Internal Communication
All our employees are required to comply with the
standards and ethical conduct as stipulated and
required in their jobs within the framework of our conduct
management. All topics covered are in governance to all
UAE laws, and Ministry of Labour rules and regulations.
All departments & sections of the organization (100%)
are analysed for risks related to anti-corruption.
Risk Management
Dubai Customs highly emphasizes the adoption and
implementation of a risk management methodology
within its corporate culture. It is the core responsibility
of Audit and Risk Management Department to verify
the implementation of risk management within the
organization, ensure its application at all levels and
make risk management a fundamental concept adopted
by all staff when making any decision. It is a continuous

process with the following details:
-

Risk management framework
Defining and categorizing risks
Assessment of Risks
Finding solutions
Preparation of mitigation action plan

Risk Management Methodology is applied at a strategic
level aligned with the strategic plan of the organization
by planning for corporate strategy, finance, operations,
project management, occupational health and safety,
environmental health and safety, information security,
business continuity and business ethics.
The audit and risk management process is managed
by a dedicated department headed by a director and
made up of senior manager, advisors and coordinators.
It reports directly to the highest level in the organization
and is tasked with identifying the key business risks the
organization faces along with the level and impact.
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The process has a proactive approach to manage these
risks through identification of action plans and areas of
related importance. The procedures and processes within
the formal risk management framework is benchmarked
against other international and current risk management
practices, enabling the organization to regularly review
its significant strategic business risks; consider the
effectiveness of organization internal control systems to
limit; mitigate and monitor identified risks; and consider
the implementation of further action plans to manage
strategic business risks which are reflective of changes
in markets, products and emerging best practices. The
controls set out within the risk management framework
are intended to manage, and not expected to eliminate,
all risks of failure to achieve business objectives. These
controls provide reasonable, but not absolute, assurance
against material misstatement of management and
financial information or against financial losses and fraud.
Excellence and Quality Management
Excellence and Quality Management at Dubai Customs
fosters the methodology and implementation of its
strategic objective to adopt and share best practice
business process and systems. It facilitates the
implementation of international management systems
and continuous improvement initiatives.
The aim is to enhance performance, quality of services
and competitive advantage of the organization. The
quality section fosters an effective audit program of the
management systems to ensure that the requirements
for maintaining the quality certifications are consistently
met. Since learning and sharing of information is one
of the best ways through which effective change can
be implemented and employees contribution can be
maximized through their involvement and development,
16
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excellence and quality at Dubai Customs ensures
awareness of these on regular basis through a dedicated
training program and seminars. This has contributed
in ensuring that all employees have an opportunity
to become a part of the continuous improvement
cycle and enhance their participation in achieving the
organization’s quality objectives.
As of today, Dubai Customs has the following global
standards for its operations:
1) ISO 10002 - Customer Satisfaction Complaint
Handling
2) ISO 14001 - Environment Management System
3) ISO 10001 - Quality Management Customer
Satisfaction
4) ISO 27001 - Information Security Management
5) ISO 20000 - IT Service Management
6) ISO 9000 - Standard for Quality Management
7) OHSAS 18001 - Occupation Health & Safety
System Standard
8) SA 8000 - Social Accountability

Integrated CSR
Approach &
Sustainability
Strategy
CSR Vision, Mission and Values
Vision: To integrate economic, social and environmental
concern in our business operations and
interaction with our stakeholders on a voluntary basis
in order to meet ethical, legal, commercial
and public expectations.
Mission: With perfect sincerity and integrity will strive
to fulfil our responsibilities: our economic,
social and environmental responsibilities.
Values: Customer experience core values; commitment
to our employees; operate business ethically; give
back to the community; and continuous strive for
improvement.
Dubai Custom’s sustainability strategy encompasses
socio-economic priorities, environmental concerns

and political risks. These issues are mapped from
the organization’s overall strategic plan as well as the
vision of UAE and Dubai. This allows the organization
to have a sustainability strategy that is both relevant
and focused towards change, rather than being adhoc and immaterial. Connection to Dubai’s vision
allows Dubai Customs to not only give emphasis to
sound financial status and improved quality culture &
excellence, but also a push towards supporting local
& regional trade and encouraging the creation of a
knowledge-based economy.
Dubai Customs’ CSR Policy drives us to go beyond our
core function of law and order to carry out initiatives
and activities for the benefit of our society, environment,
market and our workforce. Besides keeping our
country safe and secure, we are constantly encouraged
to contribute further towards these four pillars of our
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corporate sustainability. Our overall objective is to build
a strong economy and a fair society, where there is
opportunity and security for all. We are committed to
delivering a strong economy based not just on high and
stable levels of growth and employment but also on high
standards of environmental care. Our aim is to treat all
the Company’s Stakeholders fairly at all times and to
respect diversity. We also endeavour to have a positive
social impact by minimizing the environmental influence
related to our operations, generating government income
and working in partnership with local communities to
promote sustainable welfare initiatives.
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Our strategy as a responsible governmental organization
is to convey ethical and sustainable performance. To
reach our goals for sustainable responsible business
we have a well-designed CSR strategy and process
which is implemented through the following steps:
- Self-Assessment and benchmarking
- Stakeholder identification and engagement
- Setting of scope, policies and framework
- Implementation of action plans
- Reviewing and verification
- Stakeholder communication through transparent
reporting

Dubai
Customs
Stakeholders
(G4-24; G4-25; G4-26; G4-27)
Stakeholder	
  Expecta4ons	
  

Our stakeholders are those individuals or entities that
affect, or can affect, our activities or decisions, or that
are, or can be, affected by our actions and professional
practice. These are:

Customers	
  
• High	
  quality	
  innova0ve	
  services	
  to	
  meet	
  business	
  needs	
  

Value	
  Chain	
  Partners	
  
• Meet	
  Customer	
  needs	
  and	
  mutually	
  beneﬁcial	
  growth	
  

Govt	
  Authori4es	
  &	
  Int’l	
  Bodies	
  
• Compliance	
  with	
  local	
  and	
  interna0onal	
  laws	
  &	
  regula0ons	
  on	
  customs	
  issues	
  

-

Customers - Provide quality & innovative services
Value Chain Partners - Selection based on quality
and commitment on environment, health & safety
Government Authorities & International Bodies
-Strategic partnership to enhance our services
Other Customs organizations - Share trade facilitation
& adopt best practices
Our Employees - Maximize potential & care for their
personal well-being and development
The Community - Build a harmonious society and
protect the environment

Other	
  Customs	
  Organiza4ons	
  
• Fair	
  Compe00ve	
  environment	
  &	
  sustained	
  industry	
  development	
  

Employees	
  
• Equal	
  employment,	
  career	
  development	
  and	
  healthy	
  working	
  environment	
  

Community	
  
• Harmonious	
  Society,	
  social	
  engagement	
  and	
  environmental	
  protec0on	
  

At Dubai Customs, stakeholder expectations are
identified, reviewed and addressed regularly at various
stages of operations with an intention of improvement,
effectiveness and excellence. Being a responsible
organization, it is our goal to be transparent and
accountable to all our stakeholders.
Sustainability Report
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Dubai Customs strives to identify potential government
partners for strategic partnerships and establishing
communication channel with Government organizations
to facilitate exchange of information, and work together
to strengthen the growth and reputation of Dubai. To
achieve the targeted goals in regard to our partnership
with the government, the following is implemented:
-

-

-

-

Develop and design strategies, objectives, policies,
and service delivery mechanisms for government
partnership initiatives.
Enhance the level of communication and cooperation
with other government departments for mutual
benefit.
Establish partnerships with government departments
in the areas of technical cooperation, administrative
cooperation, training facilities, knowledge sharing
initiatives, social and environmental initiatives, etc…
to maximize the benefits of the organizations.
Define the KPIs for the established partnership,
monitoring the KPIs performance regularly to
measure success of the partnerships.
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-

-

-

-

-

-

Strengthen legitimacy, coherence and effectiveness
of Dubai's economic, social and environmental
governance.
Implement world class community strategies along
with other Governmental organizations for a brighter
future of UAE.
Select and approve type and classification of
partnership required for Dubai Customs according
to the standards.
Support and help the customers on inter-government
departmental issues during the business operations.
Work closely with other government departments
for economic development, social and cultural
development and environmentally sustainable
growth of Dubai and UAE.
Facilitate MOUs and agreements process between
Dubai Customs and other government departments.
Monitoring and measuring the outcomes of the
MOUs and Agreements and analyse the outcomes
as per the defined standards.
Managing the MOUs and agreements signed on behalf
of Dubai Customs with other government departments.

Our materiality assessment process clearly reflects
the impact and potential impact our business has on
our stakeholders which includes our customers, our
value chain partners, our people, our industry peers,
local and international bodies and the community
at large. The approach adopted for materiality
identification incorporates global standards related
to the customs bodies. Our strategic objectives, risk
mitigation process, feedback from our stakeholders
and input from our employees determine the key
material areas for the organization. Organization-wide

strategic objectives, which are mapped and aligned
to our organizational strategy, are determined during
our materiality assessments based on their potential
risks for our compliance, reputation, relationships
with our stakeholders and economic performance.
Key performance indicators are identified for these
organizational objectives and action plans are defined,
implemented and measured to review the overall
organization's performance. These KPIs are the basis
for management decisions and sustainability targets.

Sustainability Report
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The following material aspects have been identified and reported based on our stakeholder engagement:
(G4-19; G4-20; G4-21)
Material Aspect Including Sub Topics

Importance / Priority

Aspect Boundary

Customer Satisfaction
- Service Quality
- Customer Care

Very High

Dubai Customs (All Centres),
Customers, Govt Partners

Operational Sustainability
- Technological Advancements
- Process Improvements

Very High

Dubai Customs (All Centres)

Economic Performance
- Trade Value Addition

Very High

Dubai Customs (All Centres)

Corporate Governance

High

Dubai Customs (All Centres)

Business Ethics & Anti-Corruption

High

Dubai Customs (All Centres)

Stakeholder Engagement

High

Dubai Customs (All Centres)

Employee Care
- Employee Training & Development
- Engagement & Volunteerism
- Health & Safety
- Services & Satisfaction

High

Dubai Customs (All Centres)

Community Well-being
- Community Awareness
- Social Engagement

High

Dubai Customs (All Centres)

Environmental Contribution
- Energy Conservation
- Recycling & Waste Management
- Paper-less Environment

High

Dubai Customs (All Centres),
Customers, Govt Partners

The sustainability report delivers value to the business
and its stakeholders. It integrates sustainability in all
aspects of Dubai Customs functions. Dubai Customs
continues to exceed its clients’ expectation by making
sustainable efforts to modernize and improve its
services. We feel proud to be part of a leading customs
organization which cares for the environment and
provides sustainable service to the community.

The sustainability report gives an robust view of Dubai
Customs and its aim to make Dubai a global and leading
hub of business. It’s always an honor and pleasure to
be part of the developments and this program is the
benchmark and the commitments of its leaders. Being
one of the biggest partners would thank Dubai Customs
and are looking forward for a continued successful
business relationship.

Youssef Dahdoule
Group Distribution Manager - Al Ghandi Auto
email: youssef.dahdoule@alghandi.com

J Shivkumar
Assistant Manager, Finance - Jumbo Electronics
email: J.Shivkumar@jumbo.ae
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The Report gives us an excellent over view and reflects
the vision of Dubai Customs and shows why Dubai
customs can be bench marked amongst the world’s best
customs administration especially in terms of introducing
new technology driven innovations & E-services. One of
the most commendable & noticeable achievements is
Dubai Customs door policy and supportive attitude from
all levels to us as a customer and this truly serves as the
best examples of Dubai customs success. We are proud
to be a part of the success of Dubai customs and we are
looking forward to being a successful partner.

The presentation stipulates various ways which
will enhance integration between stake holder and
customs processes which is highly commendable. The
presentation provides insights to the various customs
initiatives to facilitate the growth of supply chain
structures in Dubai. The awards and laurels showered
on Dubai customs proves the transparent and credible
approach towards business solutions. We at Trident
Freight are extremely proud to be associated with Dubai
customs and we wish that the goals set are achieved in
the coming years.

Firoz Oruvil
Customs Operation Supervisor
Panalpina World Transport (Dubai) DWC LLC
email: firoz.oruvil@panalpina.com

CM Rajan
General Manager
Trident Freight L.L.C
email: rajan@trident-freight.com
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Value Added to
the Economy
The nature of our business is to facilitate commerce
and trade, which creates a positive indirect economic
impact. We are proud of the contribution we make to the
local and national economic development in the UAE,
particularly to Dubai. Our support and promotion to
Dubai and the UAE trade reflects the sustainable growth
to the organization as well as the nation’s economy. Year
after year, we work hard to ensure our business activities
impact positively upon a multitude of stakeholders. The
organization’s strategic direction to achieve and enhance
efficient financial performance leads to systems and
processes where the financial management develops,
KEY FINANCIAL DATA (in 000's)

reviews and updates its proceedings as per defined
methodologies. For confidentiality reasons, we do
not completely disclose our financial data due to the
nature of its sensitivity. However, selected figures and
percentages are presented as part of this report. We
use standard accounting principles and our financial
statements are audited annually by independent
external auditors. Our economic activity touches upon
a wide range of our stakeholders. All our centers, which
operate as local individual units also, contribute towards
improving local economic conditions.

2009

2010

2011

2012

2013

Net Operating Revenue

98%

81%

87%

107%

111%

Staff Cost

116%

119%

127%

124%

124%

Total Operating Cost

116%

113%

121%

123%

126%

Our community outreach and partnerships with
other government bodies, federal ministries, private
organizations, NGOs and other organizations help raise
the living conditions of marginalized communities. Our
policy is to support the local community and national
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economy by hiring UAE Nationals and training them in
technical and behavioural skills and knowledge. Being
a public service organization, we emphasizes recruiting
and retaining highly qualified and experienced
workforce. In a very highly competitive employee market

of skilled professionals in the UAE, this presents quite a
challenge to the organization. We aim to make a positive
contribution to the underprivileged communities by
supporting a wide range of socio-economic initiatives.
Many of the community projects and programs are
driven by active participation from our employees as
well as association with NGOs and other organizations.
Our commitment to address important societal needs
extends throughout our philanthropic outreach programs

through direct assistance and resources to individuals,
families and other charitable organizations.
To support local talents, we have developed and
implemented our procurement policies in favour of
local suppliers for sourcing products and services. We
select our suppliers based on their quality of products
and services and best prices by following a welldeveloped tendering procedures to assure transparency
and efficiency. The criteria for selecting the vendors to

Sustainability Report
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2013
Budget for CSR

% of the organization's Payroll Budget

% of the organization's Expenses Budget

2,298,321

0,24%

0,6%

Expenditure for CSR

% of the organization's Payroll Actuall

% of the organization's Expenses Actuall

2,319,521

0,25%

0,46%

participate in the tender is defined in law No6/1997on
contracts of government departments in Dubai along
with its amendment. Some key details are:
- Vendor must be a citizen of UAE (Individual or
company) fully owned by national citizen or share in
the capital not less than 51% for the national citizen;
- As an exceptional case we may enter into contract
with the forging vendor located inside or outside
the country in case of extreme requirements for the
product or service and there is no local company to
provide the same;
- Vendors must be licensed by the competent
authority;
- Vendors should not be deprived of participating in
the tenders;
- Vendors should not be employee of the organization
and shall not have a first degree relationship with
officials entrusted with the contracting.
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Contribution
to Global
Environment
Dubai Customs aims at contributing to the global
environment through its long term goal of becoming a
carbon-neutral organization. Our belief is that gradual
development in the area of environmental sustainability
will certainly lead us to this objective. The organization has
comprehensive policies on environment, health and safety
and through its implementation, we are in a continuous

28
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process of creating a safer and greener culture both
within and outside the organization. The main focus of our
initiatives in the area of environmental support is towards
energy and water conservation, recycling efforts, waste
management, radiations emissions from our equipment,
greener infrastructure and trade control on items which
are against international laws.

The Electricity and Water requirements of our
organization are fulfilled through rental arrangements
from Dubai Electricity and Water Authority. However,
continuous developmental efforts are planned and
implemented to ensure consumption reduction and
conservation with an objective to reduce our carbon
emissions as well as the overall cost in this regard.
On one hand, these are achieved through adoption

of technological advancement and greening of our
infrastructure while on the other hand there is an
ever improving culture of employee awareness and
engagement in our efforts to preserve energy resources.
During the year 2013, the total energy consumed by the
organization was 7,193,596 KWH which is equivalent
to 25,876 gigajoules.
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Being a service organization, Dubai Customs does
not have any direct negative impact on the global
environment; however, we strive to be greener and
sustainable towards the environment through our strong
commitment on recycling and waste management.
Creative and adoptable business practices, paper-less
operations, collection of paper, plastic, metal, toners
for recycling purposes and use of technology are all
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in practice within the organization in a sustainable
manner. The management is regularly engaged with
developing and inculcating a responsible culture among
the employees as well as other stakeholders through
awareness campaigns and communications. We indulge
not only our own organization, but also help our customers
and suppliers to reach an ideal zero-waste management.

Dubai Customs also ensures participation in local, regional
and international events which are aimed at environmental
improvement and supports the reduction of the carbon
footprint through memberships, partnerships and joint
projects. Management, employees and all centres
throughout the organization strongly participates in events
such as Earth Hour, Clean-Up UAE, Clean-up the World,
Anti-Smoking Campaigns and many such activities.
During 2013, in collaboration with Al-Futtaim Motors, the
organization provided free check-ups for more than 400
employee vehicles with special attention towards tyres
aiming to improve vehicle performance and thus reducing
carbon footprints.

Sustainability Report

33

In support to our core business to condemn and restrict
trade and illegal movement of endangered species
and their remains, Dubai Customs has a long history
of spreading public awareness on imperilled animals
and the environmental issues connected with them. We
ensure that through our efforts, the community is taught
of the responsibility towards protection of these species
which are vanishing from our globe. During 2013, the
organization entered into partnership with The Dubai
Aquarium and Underwater Zoo to specifically sponsor
the “Green Iguana” which is a local reptile being
extinct. More than 1.15 million visitors of this facility,
during 2013, benefitted from the information which the
organization shared.
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Market
Impact
Dubai Customs is strongly committed to sustainable
and responsible business practices with a clear vision
to provide the best services to our customers and all
stakeholders. Our approach to market place practices
and policies are clearly outlined in the Client’s Charter
which is publicly available both in the published as
well as soft versions at our website. It comprehensively
provides the framework which enhances our
customer service in a sustainable and responsible
manner supported by innovation, modernization
and development. We understand that the diverse
business scenario today demands extra efforts
beyond understanding and delivering the needs of the
market. This triggers our technological and logistical
innovations through trade research and best industry
practices enabling us to develop value addition to
our customers and the market we serve. Elements of
social, environment and economic impact are analysed
and considered thoroughly on our services offered
with an objective to manage the evaluated associated
implications. Service excellence is the prime tool of
our marketing strategy which is addressed through
our centres working professionally and for selected
functions on a 24/7 basis.
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The motive is to provide reliable customer service and
also streamline processes to speed up the operations
of the organization. Key aspects of our marketing policy
are:
1) Honesty, fairness and equality
2) Focus on customer needs
3) Positive relationships
4) Information confidentiality
5) Accuracy and timeliness
6) Respect, accessibility and transparency
7) Engagement through suggestions
8) Problem solving and remedy
During 2013, Dubai Customs became the first
organization in Middle East to receive the accredited
version of ISO 20000-1:2011certificate which is a
service management system standard. It is the first
IT Service Management System standard adopted
world-wide and includes the design, transition,
delivery and improvement of IT services to fulfil
agreed service requirements. This accreditation
confirms our commitment to meet high key
performance indicator (KPI) levels and provide
internal customers with a high level of quality
services in line with international standards.
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In line with the Mobile Government initiative by His
Highness Sheikh Mohammed bin Rashid Al Maktoum,
Prime Minister and Vice President of the United Arab
Emirates, and Ruler of Dubai, and Smart Government
Program by Sheikh Hamdan bin Mohammed bin
Rashid Al Maktoum, Crown Prince of Dubai and
Chairman of the Dubai Executive Council, Dubai
Customs proudly introduced its mobile website in
October 2013 (http://mobile.dubaicustoms.ae).
This enabled Dubai Customs to make available all the
19 client facing services of the organization through
the smart mobile website. Customs Officers will

now be able to receive service requests from clients
through a dedicated “Tracking System” and get e-mail
notifications directly. Clients can access this system
from office, home, or anywhere through their mobile
phones round the clock. This was a major market
contribution of Dubai Customs transforming from
being an e-Government Department to a 100% Smart
Government Department, delivering non-stop services
to customers through their mobile phones, regardless
of time and place. The transformation allows Dubai
Customs to re-structure a part of its human resources
by saving the efforts of customer service staff and
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enables us to make use of these resources in other
jobs. Moreover, it also eliminates the use of paper
documentation to the maximum level which is one
of the main strategic objectives of the organization
to become a paper-less entity. A follow-up customer

survey was conducted to assess the performance of
this smart launch which indicated that our services
are 90% Seamless, 100% Multi-channelled, 84%
Accessible, 89% Reliable and 82% Timely. The overall
result was 88% satisfaction level.
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Community
Contribution
Community contribution and social well-being
constitutes an important element at Dubai Customs’
CSR practices. Various tools and KPIs are defined for
its measurement which includes the number of such
initiatives, categories, beneficiaries and satisfaction
results. Comprehensive surveys are conducted to
investigate the society satisfaction with the availability
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and accessibility of information related to CSR,
equality in services offered to the society, nature of the
relationship with other parties, participation in training
and education, support of charity and health projects,
support of cultural and sport activities, efforts and
initiatives of voluntary and humanitarian nature, health
risks and work accidents, and pollution.
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Dubai Customs, from its inception, is engaged in
combating counterfeit and protecting intellectual rights.
The organisation supports this community initiative
through a dedicated department which aims to protect
and maintain the safety of the society as well as its
customers against the negative impacts of counterfeit
and fake products. While the core business of the
organization supports the economy of the country
through imposing penalties and fines against trademark
violators, the team is always engaged in spreading
awareness in the community through efforts and
initiatives specially aimed at the younger generation
through schools, colleges, universities and other
educational institutions in order to promote the concept
of IPR. The objective of these programs is to inculcate
a culture of loyalty and build a secure communal and
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economical role against counterfeiting and piracy.
During 2013, a total of 11,500 students benefitted from
the IPR awareness campaign through 4 workshops and
visits to more than 11 educational institutions.
Dubai Customs annually celebrates World Intellectual
Property (IP) Day which is on 26th April every year.
Customs inspectors continue to receive comprehensive
and advanced training throughout the year in order
to improve and enhance their knowledge and
understanding of how to differentiate between original
and fake goods and original and duplicate trademark.
The organization continued its awareness campaign
in 2013 also, to educae the community towards the
impacts and disadvantages of drugs, specifically
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Tramadol abuse. The organization is always keen
on protecting individuals from the potential risks of
dangerous substances which are detrimental to their
health and safety, while preventing the illegal entry
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of these restricted goods through its core operations.
Enhancing this concept, Dubai Customs also launched
a new awareness campaign during 2013 which aims
to communicate the impacts of the bladed weapons

and their misuse, specially by the younger generation.
Huge cartels of these weapons were seized at the
borders of Dubai by the organization which enlightened
the concept of promoting the awareness against this
growing crime in the country. The team presented
lectures and related information to students and
children of various educational institutions and more
than 100 attendees benefitted from this campaign.
Since 2011, Dubai Customs has a children’s pavilion in
Kidzania (Dubai Mall) where children are taught about the
organization as well as the role which Customs Inspectors
play towards the protection of our borders and trade. The
objective is to enhance the awareness of the younger

generation about the function of Customs Authorities for
any country and inculcate a culture of responsibility against
movement of drugs, illegal items, counterfeits, banned
products and much more. More than 100,000 children
have so far attended this pavilion and have benefitted from
the program. In addition, a Dog Show was also organized
at Kidzania by Dubai Customs, showcasing the skills and
efficiency of the trained dogs to detect drugs and illegal
items being smuggled into the country.
In our efforts to improve living standards of the community
and promote a culture of responsible citizenship
Dubai Customs continues to conduct its campaign
for the Fishermen community. During 2013, more
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than 500 fishermen attended lectures and workshops
organized by the organization in collaboration with other
government entities such as Civil Defence, Electricity and
Water Authority and Ambulance Service. Through these
sessions, they were provided with basic and important
knowledge about contingencies, emergencies, energy
conservation and so on.

48

Sustainability Report

Various volunteer, engagement and other philanthropic
activities and programs are also an integral part
of the community contribution at Dubai Customs.
These include blood donation campaigns, financial
donation collection, charitable collection of usable
items, orphanage donations on festive occasions,
mass wedding, visits to hospitals and old-age people,

fun days for disabled and mentally retarded, Iftaar
arrangements during Ramadan, Hag-Al-Laila gifts and
much more. The organization remains actively engaged
in all national celebrations, cultural promotions and
heritage support through Inspector Parade and other
events specially on the occasions of UAE National Day
and other events such as National Flag Day.

Dubai Customs continues to pursue its communication
channel with the community aiming at transparency,
engagement and information. With the boost of social
media on the surface, the organization plays a powerful
role in community engagement through Facebook,
Twitter, Instagram and You-tube
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Our Employees
Our Assets
Employees are the real investment of Dubai Customs
and as part of the strategic objectives for our Human
Resource function, it is our aim to develop a superior
workforce on an on-going basis. We aim to create
and maintain a positive culture where employees
are oriented on focusing quality, high performance
& continuous improvement through a set of reengineered and improved HR service and processes.
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The organization maintains a culture in which high
integrity and ethical conduct are recognized, respected
and demonstrated by employees. A well defined and
articulated code of conduct is in place which helps
our employees understand and maintain our high
standards of business and personal ethics. To ensure
transparency, the code of conduct is available to all
employees through our corporate Intranet and website.
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Dubai Customs strives to recruit the best human
resources and ensures to build up UAE national
competencies, enhance training and development
of its employees, foster a culture of excellence and
creativity amongst employees. We strongly emphasize
and believe in employees as the pillar supporting
our advancement towards achieving challengeable
objectives and success. An organized employee
assessment prevails in the organization engaging
them from all functions and ensuring the smooth

52

Sustainability Report

compliance with the global human rights standards,
standards of the Dubai Government HR Law and the
implementation of Dubai Customs HR policies. In
addition, supporting policies such as the Forced and
Child Labour Policy, Diversity Policy, Fair & Equal
Reward and Remuneration Policy for Men & Women
and an open door communication policy are in place
within the organization.
In 2013, The Human Resources Gate was introduced

which is an initiative aimed at establishing a Human
Resources Department interface that allows employees
to submit and follow up all HR related requests,
and obtain responses to all inquiries dealing with
HR policies, rules, and regulations through a onestop focal point that provides its services over the
phone, via email, or over the counter. The HR Gate
works to develop and integrate its procedures and
ensure service quality, as well as to effectuate
internal and external communication to ultimately
increase employee satisfaction levels, and to develop
a corporate culture based on quality, excellence,
continuous development, and the creation of a healthy
work environment for employees. In a short period of

time, the Gate contributed largely to enhancing the
quality and delivery of the services provided by the HR
Department of Dubai Customs, thereby reducing the
time consumed in processing employee applications
and facilitating the provision of services, as well as
positioning HR services on the right track so as to
be processed and delivered on a timely basis while
maintaining transparency.
Dubai Customs employees are considered the
cornerstone in maintaining security and safety of
Dubai and The United Arab Emirates. Accordingly
the organization emphasizes extra efforts and special
attention to the training and development of employees
Sustainability Report
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to ensure direct contribution in the preparation of
qualified Customs officers that are capable of applying
best Customs knowledge and practices to protect the
community and its safety. An advanced yearly training
plan is planned after careful review of employee
capabilities and training needs as well as analysis
of past performances. Although, there is a strong
emphasis on relying on internal training programs
from organizational experts as well international
engagements, external training are also induced as and
when there is a need. A comprehensive methodology
is applied to assess and review the impact and results
of these training programs ensuring best standards in
the industry.
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In line with the vision of the UAE leadership, Dubai
Customs supports and promotes a culture of employee
& stakeholder engagement and involvement. This
is achieved through one of the best Employee
& Stakeholder Suggestion, Reward & Grievance
System which has been recognized globally year
after year. Our Employee Suggestion and Reward
system has received the Platinum Accreditation
from Ideas UK for 4 consecutive years which is the
highest award and endorsement globally. This system
is also directly integrated and linked to the Dubai
Government E-Suggestion system meeting all the
standards of transparency, quality and performance.
With the successful implementation of this system,
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the organization has been able to promote effective
communication among its employees, eliminating
inefficiency and improving the overall morale. The
workforce feels empowered as their suggestions and
ideas are evaluated, implemented and rewarded in all
aspects of management and organizational functions.
Another primary objective of the organization is to develop
and sustain the working environment and maintain
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healthy and safe working conditions. Our occupational
health and safety practices are in compliance with the
OHSAS 18001 global standards ensuring identified
risk management and assessment of any potential
hazards. With a dedicated department and an effective
log recording system, the frequency of workplace
injuries and number of days lost due to accidents has
been maintained at a zero level. Regular audits, safety

warnings and instructions, awareness sessions on health
and safety, regular inspection of equipment, periodic
maintenance of facilities, fire and safety drills and other
procedures define the tools and measures being adopted
by Dubai Customs in this regard.
Employee's well-being is an integral part of our CSR
practices at Dubai Customs and thus dedicated
activities, programs and projects are always organized

with the involvement of internal and external
volunteers. During 2013, awareness programs and
workshops for employees were conducted in areas
such as anti-smoking, breast cancer, sports benefits,
obesity, diabetes and free medical check-ups. The
in-house clinic, which is equipped with basic first aid
requirements and skills, ensure immediate response to
emergencies for the employees as well as their children
who are part of the Dubai Customs Child Care Center.
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GRI-G4
Application Index
General Standard Disclosures
Disclosure
Ref

Definition

Page / Direct

Answer

External Assurance
Reference

5

-

15 & 16

-

Strategy and Analysis
G4-1

Statement from the Director General

G4-2

Description of key impacts, risks, and opportunities.

Organizational Profile
G4-3

Name of the organization

Cover Page

G4-4

Primary brands, products, and/or services

6

G4-5

Location of organization›s headquarters

7

G4-6

Number of countries where the organization operates

G4-7

Nature of ownership and legal form

6

G4-8

Markets served

6

G4-9

Scale of the reporting organization

G4-10

Number of Employees

G4-11

Percentage of Employees covered by CBA

G4-12

Organization Supply Chain

6 (only in UAE)

6, 24 & 25
52
No CBA in UAE
36 - 41
No significant
changes

G4-13

Significant Changes to the Organization Structure

G4-14

Precautionary Approach

20 - 22

G4-15

Externally Developed Economic, Environmental and Social Charters

14 & 17

G4-16

Memberships of Associations

10 & 11
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All these topics
are covered in the
regular audit and
control conducted
by the State Audit
Institution
see page 8&9;(
Sustainability
)Reporting

Identified Material Aspects and Boundaries
G4-17

Entities Included in the Organization Consolidated Financial Statements

8&9 (only DC-UAE)

-

G4-18

Report Content and Aspect Boundaries

8&9

-

G4-19

Material Aspects

22

-

G4-20

Material Aspect Boundary within the Organization

22

-

G4-21

Material Aspect Boundary outside the Organization

22

-

G4-22

Effect of Re-Statement from Previous Report

No such re-statement

-

G4-23

Significant Changes in Scope and Aspect Boundaries

No significant
changes

-

Stakeholder Engagement
G4-24

List of Stakeholders

19

-

G4-25

Basis for Identification and Selection of Stakeholders

19

-

G4-26

Approach to Stakeholder Engagement

19

-

G4-27

Key Topics Through Stakeholder Engagement

19

-

Report Profile
G4-28

Reporting Period

8&9

-

G4-29

Most Recent Report

8&9

-

G4-30

Reporting Cycle

8&9

-

G4-31

Contact Point Regarding the Report

8&9

-

G4-32

Report the “In Accordance” Option Chosen

8&9

-

G4-33

Policy on External Assurance

8&9

-

All these topics
are covered in the
regular audit and
control conducted
by the State Audit
Institution
see page 8&9;(
Sustainability
)Reporting

Governance
G4-34

Governance structure of the organization

10&13

G4-35

Process for Delegating Authority

10&13

G4-36

Executive Level Position for Economic, Environmental and Social Responsibility

10&13

G4-37

Process for Consultation with Stakeholders on Economic, Environmental and
Social Responsibility

10&13
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G4-38

Composition of Highest Governance Bodies and Committees

10&13

G4-39

Highest Governance Body

10&13

G4-40

Nomination and Selection for the Highest Governance Body

10&13

G4-41

Process for the Highest Governance Body to Ensure Conflicts of Interests are
Avoided and Managed

10&13

G4-42

Role of Governance Bodies in Development of Vision or Mission

10&13

G4-43

Measures Taken to Develop the Highest Governance Body on Economic, Environmental and Social Topics

10&13

G4-44

Evaluation of Highest Governance Body performance on Economic, Environmental and Social Topics

10&13

G4-45

Role of Highest Governance Body in Identification of risks and opportunities on
Economic, Environmental and Social Impacts

10&13

G4-46

Role of Highest Governance Body in Effectiveness of risks and opportunities on
Economic, Environmental and Social Impacts

10&13

G4-47

Frequency Review of Highest Governance Body

10&13

G4-48

Highest Committee which Review the Organization’s Sustainability Report

10&13

G4-49

Process for Communication Critical Concerns to the Highest Governance Body

14&16

G4-50

Nature and Number of Critical Concerns Communicated

14&16

G4-51

Remuneration Policy for the Highest Governance Body

12

G4-52

Process for Determining Remuneration

12

G4-53

Stakeholders Views on Remuneration

12

-

G4-54

Ratio of Compensation for Highest Paid Individual and All Employees

Confidentiality

-

G4-55

Ratio of Percentage Increase for Highest Paid Individual and All Employees

Confidentiality

-

All these topics
are covered in the
regular audit and
control conducted
by the State Audit
Institution
see page 8&9;(
Sustainability
)Reporting

All these topics
are covered in the
regular audit and
control conducted
by the State Audit
Institution
see page 8&9;(
Sustainability
)Reporting

Ethics and Integrity
G4-56

Code of Conduct and Ethics

14 - 15

G4-57

Internal & External Mechanism for Advice on lawful Behaviour

14 - 15

G4-58

Internal & External Mechanism for Advice on un- lawful Behaviour

14 - 15
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Specific Standard Disclosures
Material
Aspect

DMA and Indicator Definition

Page / Direct
Answer

External Assurance
Reference

Economic
Economic Performance
G4-DMA

Reasons for Materiality & its Impacts

24 - 27

G4-EC1

Direct economic value generated & distributed

24 - 27

G4-EC2

Financial Implications & Other Risks & Opportunities Due to Climate Change.

G4-EC3

Coverage of the Organization›s Defined Benefit Plan Obligations.

G4-EC4

Financial Assistance Received from Government.

No such implications
24 - 27
No Govt. Assistance

Market Presence
G4-DMA

Reasons for Materiality & its Impacts

G4-EC5

Range of Ratios of Standard Entry Level Wage Compared to Local Minimum
Wage

G4-EC6

Proportion of Senior Management Hired from the Local Community

36 - 41
Confidentiality

All these topics
are covered in the
regular audit and
control conducted
by the State Audit
Institution
see page 8&9;(
Sustainability
)Reporting
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Procurement Practices
G4-DMA

Reasons for Materiality & its Impacts

24 - 27

G4-EC9

Proportions of Spending on Local Suppliers

24 - 27

G4-DMA

Reasons for Materiality & its Impacts

28&29

G4-EN1

Materials used by weight or volume.

28 - 36

G4-EN2

Percentage of materials used that are recycled input materials.

28 - 36

G4-DMA

Reasons for Materiality & its Impacts

28&29

G4-EN3

Energy Consumption within the Organization

29 - 39

Environmental
Materials

Energy

All these topics
are covered in the
regular audit and
control conducted
by the State Audit
Institution
see page 8&9;(
Sustainability
)Reporting
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G4-EN4

Energy Consumption outside the Organization

29 - 31

G4-EN5

Energy Intensity

29 - 31

G4-EN6

Reduction of Energy Consumption

29 - 31

G4-EN7

Reduction in Energy Requirements

29 - 31

Effluents and Waste
G4-DMA

Reasons for Materiality & its Impacts

29 - 31

G4-EN22

Total Water Discharge by Quality and Destination

29 - 31

G4-EN23

Total weight of waste by type and disposal method.

29 - 31

G4-EN24

Total number and volume of significant spills.

G4-EN25

Weight of transported, imported, exported, or treated waste deemed hazardous

No such transportation

G4-EN26

Identity, size, protected status, and biodiversity value of water bodies and related
habitats significantly affected

No such arrangement

No Spills

All these topics
are covered in the
regular audit and
control conducted
by the State Audit
Institution
see page 8&9;(
Sustainability
)Reporting

Compliance
G4-DMA

Reasons for Materiality & its Impacts

G4-EN29

Significant environmental impacts of transporting products and other goods and
materials used for the organization›s operations, and transporting members of
the workforce.

28&29
No such fines

Overall
G4-DMA

Reasons for Materiality & its Impacts

28&29

G4-EN31

Total environmental protection expenditures and investments by type

28&29

Social: Labor Practices and Decent Work
Employment
G4-DMA

Reasons for Materiality & its Impacts

G4-LA1

Total number & rate of employee turnover by age group, gender & region

G4-LA2

Benefits provided to full-time employees that are not provided to temporary or
part-time employees, by major operations.

50 - 57

G4-LA3

Return to work and retention rates after parental leave, by gender

50 - 57

Labour Management / Relations

62

Sustainability Report

50 - 52
53

All these topics
are covered in the
regular audit and
control conducted
by the State Audit
Institution
see page 8&9;(
Sustainability
)Reporting

G4-DMA

Reasons for Materiality & its Impacts

G4-LA4

Minimum notice period(s) regarding significant operational changes, including
whether it is specified in collective agreements.

50 - 52
Employee Handbook

Occupational Health and Safety
G4-DMA

Reasons for Materiality & its Impacts

50 - 52

G4-LA5

Percentage of total workforce represented in formal joint management-worker
health and safety committees that help monitor & advise on occupational health
and safety programs.

50 - 57

G4-LA6

Type and Rates of injury, occupational diseases, lost days, and absenteeism,
and number of work-related fatalities by region.

56&57

G4-LA7

Workers with High Risks of Disease related to their Occupation

56&57

G4-LA8

Health & Safety topics covered in formal agreements with trade unions.

56&57

Training and Education
G4-DMA

Reasons for Materiality & its Impacts

53&54

G4-LA9

Average hours of training per year per employee by gender and employee
category.

53&54

G4-LA10

Programs for skills management and lifelong learning that support the continued
employability of employees and assist them in managing career endings.

53&54

G4-LA11

Percentage of employees receiving regular performance and career development reviews.

50 - 57

All these topics
are covered in the
regular audit and
control conducted
by the State Audit
Institution
see page 8&9;(
Sustainability
)Reporting

Diversity and Equal Opportunity
G4-DMA

Reasons for Materiality & its Impacts

50 - 57

G4-LA12

Composition of governance bodies and breakdown of employees per category
according to gender, age group, minority group membership, and others.

50 - 57

Equal Remuneration for Men and Women
G4-DMA

Reasons for Materiality & its Impacts

50 -52

G4-LA13

Ratio of basic salary of men to women by employee category.

50 -52

Labour Practice Grievance Mechanism
G4-DMA

Reasons for Materiality & its Impacts

54 - 57

G4-LA16

Number of Grievances about Labour Practices

54 - 57
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Social: Human Rights
Investment
G4-DMA

Reasons for Materiality & its Impacts

G4-HR1

Percentage and total number of significant investment agreements that include
human rights clauses or have undergone human rights screening.

G4-HR2

Total Hours of Employee Training on Human Rights Policies

50 - 57
No such arrangement
54 - 57

Non-Discrimination
G4-DMA

Reasons for Materiality & its Impacts

G4-HR3

Total number of incidents of discrimination and actions taken.

50 - 57
No such incidents

Security Practices
G4-DMA

Reasons for Materiality & its Impacts

50 - 57

G4-HR7

Percentage of security personnel trained in the organization’s human rights policies or procedures that are relevant to operations

54 - 57

All these topics
are covered in the
regular audit and
control conducted
by the State Audit
Institution
see page 8&9;(
Sustainability
)Reporting

Human Rights Grievance Mechanism
G4-DMA

Reasons for Materiality & its Impacts

G4-HR12

Number of grievances about human rights impacts filed, addressed, and resolved through formal grievance mechanisms

54 - 57
No such grievances

Social: Society
Local Communities
G4-DMA

Reasons for Materiality & its Impacts

42 - 49

G4-SO1

Percentage of operations with implemented local community engagement,
impact assessments, and development programs

42 - 49

G4-SO2

Operations with significant actual or potential negative impacts on local communities

42 - 49

G4-DMA

Reasons for Materiality & its Impacts

14&15

G4-SO3

Total number and percentage of operations assessed for risks related to corruption and the significant risks identified

14&15

G4-SO4

Communication and training on anti-corruption policies and procedures

14&15

G4-SO5

Confirmed incidents of corruption and actions taken

Anti-Corruption
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No such incidents

All these topics
are covered in the
regular audit and
control conducted
by the State Audit
Institution
see page 8&9;(
Sustainability
)Reporting

Social: Product Responsibility
Customer Health & Safety
G4-DMA

Reasons for Materiality & its Impacts

36 - 41

G4-PR1

Percentage of significant product and service categories for which health and
safety impacts are assessed for improvement

36 - 41

G4-PR2

Total number of incidents of non-compliance with regulations and voluntary
codes concerning the health and safety impacts of products and services during
their life cycle, by type of outcomes

No such incidents

Product Service and Labelling
G4-DMA

Reasons for Materiality & its Impacts

G4-PR3

Type of product and service information required by the organization’s procedures for product and service information and labelling, and percentage of
significant products and service categories subject to such information requirements

G4-PR4

Total number of incidents of non-compliance with regulations and voluntary
codes concerning product and service information and labelling, by type of
outcomes

G4-PR5

Results of surveys measuring customer satisfaction

36 - 41

40

No such incidents

All these topics
are covered in the
regular audit and
control conducted
by the State Audit
Institution
see page 6;(
Sustainability
)Reporting

40

Customer Privacy
G4-DMA

Reasons for Materiality & its Impacts

G4-PR8

Total number of substantiated complaints regarding breaches of customer
privacy and losses of customer data

36
No such incidents
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Glossary
ITEM

DEFINITION

Accountability

The principle those individuals, organisations and the community are required to account to others for their
actions. Organisations and their employees must be able to account to appropriate regulatory authorities,
to shareholders or members and to the public to meet statutory obligations, audit requirements, relevant
standards and codes of practice, and community expectations.

Benchmarking

Comparison of environmental and social management processes, performance and reporting. Benchmarking can be used to provide detailed comparisons of operating divisions within a company or companies
within a particular sector.

Business Ethics

The critical, structured examination of how people & institutions should behave in the organization

CADRE

A new communication initiative launched by the Dubai Customs HR Department which evolves around
Competence; Assuring Sustainability; Development & Growth; and Reliable Care

Child

Any person age less than 15 years, unless local minimum age law stipulates a higher age for work or mandatory schooling, in which case the higher age apply. However, if local law is set at 14 years in accordance
with developing-country exceptions under ILO Convention 138, the lower age will apply.

Child Labour

Any work by a child younger than the age(s) specified in the above definition of a child, except as provided
for by ILO Recommendation 146.

Code of Conduct

Formal statement of the values and business practices of a company and sometimes its suppliers.

Code of Ethics

Such standards as are reasonably necessary to promote (1) honest and ethical conduct, including the ethical handling of actual or apparent conflicts of interest between personal and professional relationships; (2)
full, fair, accurate, timely, and understandable disclosure in the periodic reports required to be filed by the
issuer; and (3) compliance with applicable governmental rules and regulations.

Conflict of Interest

Situation in which a person is in a position of trust that requires her to exercise judgment on behalf of others
(people, institutions, etc.) and also has interests or obligations of the sort that might interfere with the exercise of her judgment, and which the person is morally required to either avoid or openly acknowledge.

Corporate Governance

A system that direct & control businesses by a set of relationships between a company’s management, its
board, its shareholders & other stakeholders.

Corruption

Misuse of entrusted power for private gain.

CSR or CR (Corporate Social
)Responsibility

When companies integrate social & environmental concerns in their business operations and in their interaction with their stakeholders on a voluntary basis.

Customs Declarations

A statement declaring goods brought into a country on which customs duty is to be paid
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ITEM

DEFINITION

Discrimination

Different treatment given to people in hiring, remuneration, access to training, promotion, termination or retirement based on race, caste, national origin, religion, disability, gender, sexual orientation, union membership, political affiliation or age.

DGEP

Dubai Government Excellence Program

Equal Opportunities

Employer›s adoption of employment practices that do not discriminate on the basis of race, colour, religion,
sex or national origin. The opposite of Discrimination.

Ethics

A branch of philosophy that studies and recommends the fundamental principles and basic concepts of
what is considered morally good and bad, right and wrong in human conduct.

Forced Labour

All work or service that is extracted from any person under the menace of any penalty for which said person
has not offered him/herself voluntarily or for which such work or service is demanded as a means of repayment of debt.

GRI

Global Reporting Initiative – An international body providing standards & guidelines for Sustainability Reporting

Governance

Term that refers broadly to the rules, processes, or laws by which businesses are operated, regulated, and
controlled. The term can refer to internal factors defined by the officers, stakeholders or constitution of the
organization, as well as to external forces such as clients, suppliers and government regulations

Health and Safety Policy

A statement of an organisation’s strategy for achieving a safe and healthy working environment and the
responsibility, organisation and arrangements for pursuing and implementing the strategy.

ISO 14001

An international environmental management standard developed by the International Organisation of Standardisation.

Key Performance Indicator

A statistical measure (quantitative or qualitative) of how well an organisation is doing.

Legitimate

Complying with the law, having official status defined by law, complying with recognized rules, standards, or
traditions

Mirsal

On-line paperless declaration system of Dubai Customs through which clients and customers can process
and apply for their consignment clearance through internet without submitting any documents at the Customs counter

Mission Statement

A statement of the role, or purpose, by which an organisation intends to serve its stakeholders. It describes
what the organisation does (current capabilities), who it serves (stakeholders), and what makes the organisation unique (justification for existence).

Monitoring

The process of regularly collecting information to check performance against certain criteria.

Non-Compliance

Failure or refusal to conform to or follow rules, regulations, or the policies and procedures

ODS

Ozone Depleting Substances – These are items which are harmful to the environment

OHSAS 18001

An assessment specification for Occupational Health and Safety Management Systems. It was developed in
response to the need for companies to meet their health and safety obligations in an efficient manner.

Partnership

Both a strategy and a formal relationship between organisations that engenders cooperation for the benefit
of both parties.
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ITEM

DEFINITION

Reform and Modernization
Program

Seeks to develop customs processes, procedures and technology. The commitment to integrating innovation
and technology to ensure the best possible level of service and compliance with regulatory responsibilities

Risk Management

Introducing of change or control measures with the intention of eliminating or bringing the level of risk associated with a hazard within acceptable limits.

SANID

SANID means support in Arabic and this is a program between National Crisis and Emergency Management
Authority and the Takatof Social Volunteer program aiming at equipping individuals to response to national
and international emergencies

Social Accountability 8000
)SA 8000(

An initiative by Social Accountability International (SAI), a body created out of the Council on Economic
Priorities Accreditation Agency (CEPAA). Its objective is to ensure ethical sourcing of goods and services.
SA8000 is a voluntary standard and can be applied to any size of organisation across all industries. The
standard can replace or augment company specific social accountability codes. SA8000 sets basic standards for: child labour, forced labour, health & safety, freedom of association & right to collective bargaining,
discrimination, disciplinary practices, working hours, remuneration & management systems.

Stakeholder

An individual, community or organisation that affects or is affected by some of an organisation’s products,
operations, markets, industries, and outcomes.

Supply Chain

The movement of materials as they flow from their source to the end customer. Supply Chain includes purchasing, manufacturing, warehousing, transportation, customer service, demand planning , supply planning
and Supply Chain management

Sustainability

Developments that meet present needs without compromising the ability of future generations to meet their
needs

Training

A process that aims at improving knowledge, skills, attitudes, and/or behaviours in a person so that he/she
will be able to accomplish a specific job task or goal. Training is often focused on business needs and driven
by time-critical business skills and knowledge. Its goal is often to improve performance.

Transparency

A principle that allows those affected by administrative decisions, business transactions or charitable work to
know not only the basic facts and figures but also the mechanisms and processes.

WCO

World Customs Organization

Vision Statement

A document that describes where the organisation intends to be in the future or where it should be to best
meet the needs of stakeholders. It incorporates a shared understanding of the nature and purpose of the
organisation and uses this understanding to move the organisation toward a greater purpose.

Work Culture

A combination of qualities in an organization and its employees that arise from what is generally regarded as
appropriate ways to think and act

Work Life Balance

Term used to explain the balance that is achieved between the work and personal life. It encompasses
dedication and accomplishment of one’s professional working time without compromising the importance of
personal life, health, society and responsibilities

Workforce Diversity

The similarities and differences in such characteristics as age, gender, ethnic heritage, physical abilities and
disabilities, race, and sexual orientation among the employees of organisations.

WTO

World Trade Organization
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Follow us on

www.globalreporting.org

csr.dc@dubaicustoms.ae

www.dubaicustoms.gov.ae
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