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“

The period of 43 years is no more than one passing moment in the history of peoples and nations,
but for us it is a vast sea and a long eventful epoch. For we measure years, not by days, weeks
and months, but by the achievements that speak for themselves. Suffice it to say that these
achievements can best be reflected by the stature our State has achieved, and the role it is playing
in the Gulf region, the Arab region and the whole world.

His Highness Sheikh Mohammed Bin Rashid Al Maktoum
UAE Vice President, Prime Minister and
Ruler of Dubai
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Message
from the
Chairman

I

am proud to
present the
7th edition
of Dubai Customs
Annual Sustainability
Report laying out our
vision, information and
achievements aiming to improve
our sustainability record. In the past
years, our business has grown significantly along with
our dedication to sustainable practices and services. Our
journey toward a sustainable future began more than 100
years ago when our leaders established the Public Service
family of Customs practices and since then generations of
hardworking men and women have dedicated their efforts
for our customers and communities. The same dedication
is continuing even today in order to enable us to meet the
needs of our tomorrow.
At Dubai Customs, sustainability has always been at the
core of our operations and we have always ensured that it
continues to be truly entrenched in our business. We are
strongly committed to fostering sustainable development and
have made it our prime strategic focus. Formal reporting has
truly helped us to continuously improve our approach and
performance by benchmarking against leaders in the field of
Corporate Social Responsibility. It has helped us in our efforts
to help our stakeholders also to operate and perform better
economically, socially and environmentally. I invite you to
explore this report to learn more about our performance in
our own operations, our efforts, our growing collaboration
with our stakeholders and how the employees of Dubai
Customs demonstrate our dedication to social responsibility.
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To meet our strategic goals,
we have exercised the highest
levels of transparency with
the aim to minimize risks,
maximize efficiency and ensure
that everyone associated
with us understands the
importance of operating as
responsible corporate citizens. We have set specific targets
based on our sustainability strategy and have kept track
of our attainment to ensure effective execution. As strong
governance is very critical to long-term value creation,
our commitment to corporate governance best practices
plays a key role in managing our risks and opportunities,
ensuring the highest trust of our stakeholders. During the
last decade, we continued our focus on excellence and
innovation and have launched our smart services and
automated systems which targets world class standards,
especially in the Customs business.
As we continue to question ourselves on how we
can become even more responsive to the needs of our
customers, the society and the environment, I wish to see
concern of sustainability fully embedded in every aspect of
our daily operations. With the support of our employees, we
are determined to drive positive changes for our stakeholders
and having seen what was achieved by us in the past many
years, I have no doubts that our team and our strategic
partners will meet all the challenges that we foresee

Sultan Ahmed bin Sulayem
Chairman of Ports, Customs and Free Zone Corporation

B

eing a public sector

achievements and have

organization, our

continued our sustainable

key functions carry

journey which is shared

Words from
the Director

strong corporate responsibility

via this report. The most

commitments which include

important guiding principles

protection of Dubai borders from

to our sustainability strategy

prohibited items, facilitation of trade

is our commitment towards

for the future success of our country

transparency, hence we tend to

and collection of revenue for state development. Therefore the way

share more and more information than

in which we carry out our core business itself reflects the true picture

before. The report, in addition to other key information and data,

of our approach towards sustainability and corporate responsibility.

also presents a materiality matrix which spotlights the issues which

It is how we improve our processes and introduce automation and

are key for own business as well as our external stakeholders,

technological developments to meet the ever demanding needs of our

thus meeting all the standard disclosures and guidelines of Global

customers better than before. It also means how we are responding

Reporting Initiatives GRI - G4 methodology.

to the global challenges on environment and climate change by

Under the wise guidance and leadership of our rulers, His

incorporating a responsible approach in the way we do business.

Highness Sheikh Khalifa Bin Zayed Al Nahyan, President of the

Dubai Customs is an organization with values rooted in a

United Arab Emirates and His Highness Sheikh Mohammed bin

tradition of dialogue and respect for other perspectives than our

Rashid Al Maktoum, Vice-President and Prime Minister of the UAE

own. This has become an asset in our engagement with our

and Ruler of Dubai, we strive to enhance the faith entrusted on us.

stakeholders with opinions about how well we are performing

We have adopted the best practices and have ensured excellence in

in the field of Corporate Social Responsibility. We have learned

our operations and service deliveries in line with the strategic vision

through our past experiences that we can always enhance

of the state. We understand that our role as a leading Customs

our results through cooperation with our stakeholders. It is a

organization in the world provides unique opportunities to us in

fact that each and every one of us has a responsibility towards

addressing local, regional and global issues. We also understand

our future generations and we have to remember it in all our

that our success is dependent on economic stability, global trade,

actions at home as well as at the workplace. I would indulge

civic engagement and a society that welcomes opportunity. Hence

all the employees, customers, suppliers and strategic partners

we continue to advance our transparency and integration of

of Dubai Customs to work together sustainably in order to

sustainability into our operations and continue to prepare ourselves

reduce the negative impact of our actions as we have a big

to meet the increasing demands of our stakeholders.

responsibility towards our future generations.
This Sustainability Report recaps our goals, objectives,
approaches, actions and performances. I am very pleased to
share that during 2014 also, we have continued our trend of better

Ahmed Mahboob Musabih
Director of Dubai Customs
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Dubai
Customs
About the
Organization

H

istorically, the
organization
and
establishment of
Dubai Customs trace
back to Sheikh Hashr
Bin Maktoum Bin Butti
Al Maktoum which was in
1859. He was the person, who
commissioned collection of custom duties directly
upon unloading of goods from vessels and named it
“Al Furdah”. Al Furdah is a deep-rooted Arabic term
which means anchorage and commercial seaport
in the city where goods are unloaded and custom
duties are collected. Over the course of time, the
term “Jumruk” was used instead of Furdah which
refers to the fees imposed on goods in the modern
Arabic dictionaries. Various rulers of Dubai continued
to develop this approach until in 1938, H.H Sheikh
Saeed Bin Maktoum constructed a proper building
and office for the customs department. In October
1938, a decree was issued on the establishment of
Customs Department which provided its legislation
and nominated its Director General and various
designated employees. It was in the 1950s under
the auspicious leadership of H.H. Sheikh Rashid
Bin Saeed Al Maktoum that Dubai Customs took
its present form and lead to a modern renaissance.
He instigated new projects for the development
and expansion of Dubai, its trade and the Customs
organization.
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Today, the role of Dubai Customs is no longer limited
to the mere collection of customs duties, but rather
has extended to cover wider horizons of various
economic, service and societal areas. This is very
much in line with the phrase “Gateway to Dubai’s
Prosperity” which the organization adopts as the
slogan for its work in every sense of the phrase. We
are the first line of defence and the protective shield
of Dubai and play the most prominent role at the
national level promoting economic development. Its
role is also extended revenue collection, protecting
global trademarks, banning hazardous substances,
boosting trade, increasing passenger satisfaction and
promoting tourism incoming to Dubai.
The functions provided by the organization cover
economic, financial, social and statistical areas as
below:
- Economic Function: Regulate the flow of trade
into the business sector.
- Financial Function: Collect revenue.
- Social Function: Regulate imports and exports
into and out of Dubai.
- Statistical Function: Generate trade statistics
reports and analyses.
We aim to be a world leader in Customs
administration through innovative and proactive
services to our clients. We recognize the importance
of our role in the trade supply chain and endeavour
to intervene in the flow of goods and passengers.
We support fair trade practices by identifying and

addressing non-compliance with the common
Customs law of the GCC. Our responsibility extends
to the people and businesses of Dubai, and
international agencies like WTO and WCO. We ensure
that international conventions and agreements are
strictly followed by the trade community. We are also
strategic partners in all the development initiatives
of the Government of Dubai and occupy a leader’s
position in establishing working relationships with
all stakeholders to ensure the best possible level of
service that is consistent with the strategic direction
of the emirate and the rulers.

Dubai	
  Customs	
  –	
  Facili0es	
  Details	
  

Dubai Customs – Facilities Details
SR
1

Building Name
Dubai Custom Head Quarters

Ground Floor
Built-Up Area Leasable Area
Area
(Sq.m)
(Sq.m)
(Sq.m)

No. of floors

Location

Plot Area
(Sq.m)

Ext. Area
(Sq.m)

Ground+4 floors

Port Rashid

53,165

49,507

3,659

18,137

10,733

2

Parking Area & training Centre

Ground+4+Roof

Port Rashid

6,052

2,072

3,980

18,814

2,150

3

Lease Office Building 60

Ground+6 floors

Hamriya

11,505

9,208

2,297

16,569

9,230

Ground Floor

Port Rashid

1,551

839

712

712

712

-

-

20,868

20,432

435

1,012

960

4

Technical Support

5

Creek Entry-Shindaga

6

Shindaga Museum

Ground+1 floor

Shindaga

805

677

128

256

256

7

Coastal Customs

G+2 Building

Near Maktoum Bridge

25,700

19,120

6,580

6,911

6,646

8

Hamriya Port-West Gate 100

Ground Floor

Hamriya

301

40

298

298

298

9

Hatta Inspection Center

10

Dry port Customs

11

Al Fardha Bldg.

12

Jumeirah 1 Fishing Harbour

G+1 portacabin

Hatta

-

-

348

508

508

Al Aweer

418,037

387,481

30,681

30,681

30,088

B1+B2+G

Port Rashid

15,827

9,663

6,164

34,479

2,780

G

Jumeirah

16,830

12,359

4,471

5,676

2,762

13

Umm Sequim 1 Fishing Harbor

G / G+1

Umm Sequim 1

25,572

21,331

4,242

7,197

1,343

14

Umm Sequim 2 Fishing Harbor

G / G+1

Umm Sequim 2

13,118

10,278

2,840

5,985

2,150
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Today, Dubai Customs has a total work force of 2,835 employees who are functionally divided into various
divisions and departments functioning and supporting the operation. A network of 27 Customs Centres
scattered around Dubai report to the Headquarters located at the Mina Street in Bur Dubai, near Port Rashid.
A detailed organization chart in the following pages explains this division and hierarchy.
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Reporting Scope, Frequency & Boundaries
(G4-17, G4-18)

This edition of Dubai Customs Sustainability Report
for the year 2014 is the seventh annual publication on
corporate sustainability which covers our performance
and data for the year 2014 with comparable data for
the past 2 years wherever possible. The report shares
our engagement with stakeholders and addresses the
social and environmental impacts that are pertinent to
our business and voluntarily discloses the information
contained therein as we respect and uphold the
principle of corporate transparency and open
communication.
The report spans the period between January 1,
2014 to December 31, 2014 and represents a
comprehensive view of our sustainability performance
which evolve around the 4 main areas as below:
a)
b)
c)
d)

Our Environment
Our Workplace
Our Community, and
Our Marketplace

The details, data and information in this report cover all
our offices (including the headquarters) which are all
located in Dubai - UAE as we have no other operations
outside the UAE.
Report Content, Methodology & Limitations
(G4-17, G4-18)

Dubai Customs has applied the Global Reporting

The ReportProcess,
Boundaries &
Scope

Initiative (GRI) G4
guidelines to define
the contents and
inclusions of this
report choosing the
“Comprehensive In
Accordance” option. A
detailed content index as well
as the GRI index is an integral part
of this report. We believe to represent a complete view
of our sustainability performance through this report
which has been created for all our external and internal
stakeholders towards which we have a responsibility.
A continual review ensures the completeness of
our reporting over time based on feedback and
circumstances. We have attempted to disclose our
performance numbers transparently and in a balanced
matter regardless of our performance. Sustainability
is a journey – in areas in which we have actively
managed and we are proud of our performance, while
on newer issues our performance would continuously
improve. We have been as accurate as possible for all
the data and information provided and have included
explanation of data collection techniques and processes
wherever possible. Our internal quality team has done
an extensive review of this report and the GRI Materiality
Disclosures Service verifies that the General Standard
Disclosures G4-17 to G4-27 were correctly located in
both the GRI Content Index and in the text of the final
report. Being a sensitive government organization, Dubai
Customs does not publicly declare some of critical data
and information, except in confidentiality to appropriate
authorities as required by law.
Sustainability Report 2014
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Materiality, Stakeholder Engagement & External

Report Accessibility

Assurance
(G4-17 & G4-18)

Dubai Customs has attempted to cover the most
critical topics and issues reflecting our significant
economic, environmental, and social impacts that
would substantively influence the assessments and
decisions of key stakeholders. The information and
data in the report was selected according to the
materiality principle since we continuously undertake
materiality assessment based on the views of
stakeholders, peer reviews and internal knowledge
to establish the material issues for inclusion within
the report. We have identified our key stakeholders
and have outlined how we engage them, our
understanding of their interests and expectations,
and how we have responded. The organization has
a thorough internal quality assurance to ensure the
enhanced reliability of the Report contents. As part of
the external quality assurance process being a public
organization, all our functions are regularly audited by
a central government body which is called 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 not
published and kept confidential.
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For comments, feedback or more information on this
report, please visit our website on
www.dubaicustoms.ae
contact Corporate Communications Department of
Dubai Customs, P.O. Box 63, Dubai - UAE
e-mail: CSR.DC@dubaicustoms.ae
Dubai Customs on Facebook, Twitter or Instagram.

2014
Awards &
Achievements

Golden Peacock
Award for Global
CSR - 2014
Dubai Customs
has won the Golden
Peacock Global
Award for Corporate
Social Responsibility for the
year 2014 in recognition to its
contributions in the area of Global Sustainability and
Corporate Responsibility. Since 1991, this award is
organized by the Institute of Directors, India and is
regarded as a benchmark of Corporate Excellence
worldwide. There are over 1,000 entries submitted
per year for various awards, from over 25 countries
worldwide.

Golden Peacock Award for Global Sustainability 2014
In 2014, Dubai Customs also won the Golden
Peacock Award for Global Sustainability for its
initiatives in promoting sustainable development
globally. The Award applications are assessed
at 3 three levels by independent assessors and
finally by a Grand Jury where Dubai Customs was
declared winners at a global level. The award is
organized annually, to encourage initiatives towards
sustainability and corporate responsibility.
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Arabia Corporate Social Responsibility
Award – 2014
Dubai Customs was the first runner-up in the
Public sector Category of the Arabia CSR Award
Arabia Award 2014, which stands as one of the
highest accreditation in the field of Corporate Social
Responsibility in the Arab World, competing among
more than 100 organizations from 12 countries in the
MENA Region.

El Baz Award For Excellence in Organizational
Sustainability - 2014
Dubai Customs also won the El Baz Award for
Excellence in Organizational Sustainability which
is organized by the Hamdan Bin Mohammad
Smart-University. This award has been developed
for the purpose of encouraging Corporate Social
Responsibility in organizations and driving excellence
in different parts of the world across different
operations.
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IDEAS UK Platinum Accreditation - 2014
The Suggestion and Rewards System of Dubai
Customs continues to achieve the Platinum
Accreditation for the year 2014 which is the highest
level of accreditation from the Ideas UK. Under
the umbrella of The UK Association of Suggestion
Schemes, The Ideas UK Accreditation Award is
a globally recognized, world-class standard for
suggestion systems and qualifies organizations’ that
demonstrate excellence in the operations of their
schemes.

Middles East Business Leaders Award – 2014
Dubai Customs won the Corporate Social
Responsibility Award for the exemplary leadership
in contributions back to the community which
recognizes the achievements of the Mid-East Asia’s
niche business visionaries, across all industry
sectors. The Award is organized yearly by Malaysian
Leaders Magazine International and My Events and
honors contributions towards the Arab Gulf region’s
economic & sustainable development.
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Asian Sustainability Leadership Award - 2014
Declared by the Asian Confederation of Businesses
(India) and Partnered by Gulf Medical University
(UAE), Dubai Customs achieved the Best
Sustainability Report Award for the year 2014. More
than 2500 organizations participated in the Awards
from different parts of Asia & GCC to compete for this
award.

Ideas UAE Award – 2014
Dubai Customs won the UAE Ideas Award 2014 for
the Innovation Category. Our inspection vehicle “Al
Kashif” was declared winner among all the other
innovations for year 2014
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Corporate Governance
Dubai Custom’s corporate governance consists of
a set of framework, laws, policies, methodologies,
procedures and practices controlling and affecting the
way in which the organization is directed and managed
towards achieving its strategic goals and objectives
without ignoring the interests of our stakeholders .
To ensure this, a corporate governance manual is
developed & implemented to provide and outline the
pillars of our governance. This manual is regularly
reviewed & updated under the Corporate Leadership of
Dubai Customs ensuring highest standards and leading
practices. The contents also include the framework
for our international, regional, federal and local
governance levels and the compliance practices which
are summarised in the table below:

Dubai
Customs Governance,
Strategy,
Approach

Level of Governance

Compliance

Strategic Direction

International Governance including
WCO & WTO

International Standards; Conventions;
Agreements and MOUs

Strategic Plans of WCO & WTO

Regional Governance which includes
Common Customs Law of the GCC
The GCC Council for Arab State of Gulf States & GCC Economic Agreement
& GCC Customs Union

Procedures & Other Policies of GCC
Customs

Federal Governance including UAE
Federal Government, Ministry of
Finance & Federal Customs Authority

Common Customs Law of GCC States
& Various Federal Laws of UAE

UAE Federal Government Strategy;
Ministry of Finance strategic plan &
Federal Customs Authority Strategy

Local Governance which includes the
Government of Dubai

Dubai Govt Customs Law; Free
Zone Laws & other Dubai Govt Laws
concerning Duties & Trade

Strategy of Dubai Government

Internal Governance of Dubai Customs Policies & Procedures; Administrative
Orders; Code of Conduct &
Management Systems

Dubai Customs Strategic Plan &
Direction

Sustainability Report 2014
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The boundaries and protocol of our governance
manual is drawn in conformity to:
- Dubai Government Laws & HR Laws
- United Association for Customs Laws
- World Trade Organisation
- World Customs Organisation
- Foreign and Commonwealth office Laws and
Regulations

• Possibility of sharing experiences, knowledge and
practices with strategic partners
• Availability of Free Zones & Storage facilities

Adhering to the highest standards of good corporate
governance combined with continuous pursuit of
management excellence is essential for continued
business success and growth. Our governance
practices within an opportunistic framework internally
as well as externally include:
• Government support towards electronic & SMART
services
• Internal & external willingness to adopt paper-less
transactions
• Existence of a centralised government suggestion
system & process
• Internally developed specialised electronic
customs declaration system
• Several customs agreements that supports
development and modernization.
• Dubai Government Excellence Program to identify
improvement of the Service.
• Benchmarking and best practices in customs
business globally.
• A unified customs law internationally that supports
our aspirations
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Dubai Customs corporate governance is overseen by its
Executive Management under the auspicious command
of the Director. All employees, including the executive
management, are paid by the government of Dubai,
as yet social and environmental performance does not
influence any performance related remuneration. The
roles and responsibilities of the leadership are governed
by the laws of Dubai Government and the Executive
Council as per the following:
Role of Director
The Common Customs Law of the GCC States draws
the authorities and roles of the Director which are
implemented through an authority matrix that states
administration, legal and financial authorities. This
authority matrix is updated and improved regularly
through administrative decision.

Role of Senior Executive Director
The Senior Executive Director oversees, leads, guides,
advices and ensures the effective functioning of the
various assigned divisions and functions. He also
introduces world class standards and best practices
in critical areas of operations in order to enhance and
protect the organization and its stakeholders
Role of Executive Directors
The Executive Director oversee and lead the
assigned function and ensure Dubai Customs
achieves its business objectives through effective
service delivery.
Role of Committees
Dubai Customs adopts a standard approach in
forming a committee or team that is based on an
extensive study reflecting the benefits will be gained
such as the added value, achievement of goals,
creative solutions that cannot be addressed through
the normal operations throughout knowledge transfer,
exchange of experience and the ultimate use of
available human resources.

Organization Structure

Changes to the Organization Structure During 2014
Policies and Legislation Division
The Intelligence Department customs has now 5
sections after the transfer of Control Room Section
under the Administrative Decision No. 83/2014.
Customs Development Division
Within the Customs Development Division, the
IT Strategy & Enterprise Architecture Section is
transferred from the IT Department to the Business
Process Department.
Cargo Operations Division
Transfer of the Control Room Section from the
Technical Support Department to the Intelligence
Department under the Administrative Decision No.
83/2014.
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Strategy, Approach & Management Systems
Dubai Customs leadership is independent in its
management activities and ensures productive
checks, balances and controls strengthening its
responsibility. A transparent and simple management
approach is followed which coincides with our
business strategy as well as supports our philosophy
on Corporate Social Responsibility. The efficiency
and effectiveness of sustainable development at
the organization is reviewed on a regular basis by
the Leadership in conjunction with the Corporate
Risk and Audit function. Based on quantitative
and qualitative analyses and reporting of all risks
associated with various functions, the management
regularly defines the frame and the main targets
for further steps in sustainable development.
Line management at all levels sets specific and
quantifiable targets for implementation and
achievement of these goals, which also become
part of the individual targets. Methodologies &
clear processes are in place to monitor and control
the implementation of our business strategies and
policies. The implementation of certified management
systems according to ISOs and other global quality
standards is our approach to sustain the continuous
improvement of processes and products. These
systems are audited on a regular basis by external
organizations as well as internal quality officers.
Below are briefs on some of the key management
systems and policies in the organization.
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Vision, Mission, Goals & Values
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
• Encourage compliance and combat illegitimate
trade
• Secure and protect Customs Post and Supply
Chain
Values
• Leadership
• Team Spirit
• Honest & Integrity
• Motivation and Creativity
• Professionalism
• Fidelity and Loyalty

Conduct Management
Dubai Customs is committed to do business with
integrity and honesty and the same is outlined in
our code of conduct document. By following this
code, we ensure that our business activities and
decisions support the core values and principles
of the organization. We endeavour to deal with
our employees, customers, suppliers and all our
stakeholders transparently, impartially and with
integrity thus adhering to the philosophy of service
excellence and client satisfaction. The Code, which
is available to all employees through our company
Intranet and Web site, sets forth the legal and
ethical standards with which our employees are

expected to comply. This requires our employees
to report immediately any suspected violation of
those standards. All Departments & Sections of the
organization (100%) are analysed for risks related to
anti-corruption and employee conduct and actions
are taken in accordance with the Dubai Customs
HR Policy and the Dubai Government HR Law.
We promote the Code to all employees through a
variety of means, which include various operating
company-level communications, as well as printed
materials. We also provide appropriate training to
our employees on a wide range of compliance and
ethics topics.
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Key Contents of the Code of Conduct
• Work relations
• Personal responsibility
• Compliance with the law
• Disclosure of information
• Relationship with the public
• Gifts and bribes
• Political activity
• Conflict of interests
• External and internal communication
• General appearances
• Attendance and punctuality
• Use of official vehicles and equipment
• Government property
• Use of e-mail and Internet services
Audit & Risk Management
For Dubai Customs, Risk Management is a
continuous & proactive process of identifying,
assessing and prioritizing all risks, via Business
Continuity, followed by a coordinated and economical
application of resources to monitor, control and
mitigate all possibilities and ensuring un-interrupted
services to our customers as well as a smooth
supportive infrastructure. As an organisation serving
under the Government of Dubai, it is essential to
ensure that a proper risk management system is
embedded into our strategy. Therefore, the Risk
Management Methodology is applied at a strategic
level which is aligned with the strategic plan of the
organization.
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Below is a brief on our Risk Management
Methodology;
• Defined instructions for collecting information
• Gather related information
• Assess and manage risk in line with business
continuity program
• Outline the process to respond to any crisis &
emergency
• Contingency plans, reduced disruptions &
minimized potential losses
• Enhanced stakeholders confidence.
Risk Management at our organization is a continuous
process which commences with a detailed risk
management framework. It continues with defining
and categorizing risks followed by their assessment
and analysis. The next step is then to identify
and find solutions for these risks and preparation
of various mitigation action plans. The scope of
our audit & risk management is an effective Risk
Management methodology planning and recovery
process facilitating and accelerating the resumption
of critical business activities after disruption affecting
operations, technical infrastructure, information
assets, facilities and people, and by assessing the
acceptable level of risk. It is extended to the core
as well as support functions within the organization
which includes the Cargo & Passengers Operations,
Customer Management, Customs Development,
Human Resources, Finance, Administration, Policy,
Legislations and Community Affairs.
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Corporate Performance Management
The integrated corporate performance management
at Dubai Customs is the driving force behind
cascading down the strategic plan into actionable,
appropriate and accurate operational plans. The
starting point in the performance management
process is to determine the organization’s desired
position and to assess whether it is heading in this
direction. This involves setting strategic direction for
the organization as well as defining measures that
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give an indication of the organization’s performance.
The next step covers not only the data collection
activities, but also the analysis of data to identify
performance trends, the refinement of the
measurement procedures and targets, and the
improvement of the business services and processes
that are not achieving the desired performance levels.
It thereafter feeds back into the initial definition of
performance measures and their targets, and the

initial setup of measurement systems which allows a
fine tuning and rectification of flawed measurement
systems and a review of set targets, to ensure that
the performance data gathered from the business
environment is indicative of the actual situation, thus
to provide a sound basis for performance analysis.
The approach is briefly defined as below:
1. Defining the key performance indicators for
business units as measures that can give an
indication of the organization’s performance with
respect to the strategic direction on an yearly basis.
2. Setting the corresponding target performance
the organization would like to achieve based on
historical data analysis and benchmarking studies
when available on yearly basis
3. Establishing the procedures and mechanisms that
will enable the collection of measurement data
against the latter measures and targets from the
business on yearly basis.
4. Establishing aggregation and consolidation
relationship of KPIs from the departmental to the
divisional and corporate levels on an yearly basis
5. Monitoring of KPIs on a quarterly basis through
Data collection and validation; Performance
Reporting; and Corrective/Preventive action plan
follow-up
Quality Management & Assurance
Dubai Customs has a well-organized and established

quality section as part of its Corporate Strategy
department to ascertain a culture of Total Quality
Management in the organization. The department is
primarily responsible to establish key performance
indicators (KPI)’s for all our operational and
supportive functions and measure and track them
on an on-going basis. Any deviation from target is
promptly and timely highlighted and measures are
advised for its correction.
Upholding the highest standards of quality is of
utmost importance to our organization and services
and represents a core management principle. We
are committed to maintaining this principle through
our Internal Quality Assurance system. Our approach
to quality aims at embedding a consistent and
stimulating commitment towards the achievement
of defined objectives amongst our employees. In
addition, a very structured communication strategy
towards quality help us in cultivating employee
involvement in the continuous improvement cycle
eventually inculcating an overall quality culture.
Knowledge Management and Sharing is a key
element of our quality methodology and we highly
encourage this through dedicated quality training
programs. 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.
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Communication Approach & Strategy
The policy of Corporate Communications at
Dubai Customs stipulates precision and clarity in
communicating information about our services to our
stakeholders, including the provision of information
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about services and procedures, policies and customs
legislation, and to exploit opportunities to enhance
the image and reputation of the organization on all
domestic and international forums and in accordance
with best international standards and practices.

Key drivers of our communications process are as below:
• Customer - Identification of the needs and
expectations of customers and providing services
that meet the needs and expectations and
ensuring service delivery to everyone equally.
• Community - Improved image in the community
through messages on the role of customs in
protecting society and developing the economy.
• Staff Members - Enhance employee relations
through examples that correspond to the values
of the organization
• Suppliers - Identifying their needs and developing
loyalty towards the corporate.
• Partners - Improved relationships with
stakeholders as well as business development
and facilitation to the public through the
implementation of joint projects
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Commitment
to CSR &
Sustainability

Dubai Customs
strongly believes that
our business strategy
aligns with our
social responsibility
efforts and that our
CSR program and our
organization as a whole
must be sustainable. We are
a major contributor to the UAE economy and we
ensure that our community and environment also
benefit from our responsible practices. A strong CSR
management system ensures that our sustainable
performance is fully integrated across our operations,
striking a balance between economic, social, and
environmental values thus enabling sustainable
growth for us and our stakeholders. A well designed
CSR process helps us in achieving our CSR goals
and plans. We continue to follow the annual reporting
process of our CSR achievements through the GRI
guidelines and standards. Our CSR initiatives are
driven by a combination of a dedicated team as well
as representatives from all departments within the
organization.
Dubai Customs has well-developed and well-defined
Corporate Responsibility and Public Sustainability
Policy, supported by a vision, mission, values & goals,
which is communicated and confirmed internally as
well as externally. Highlights of our CSR practices are
thoroughly explained as follows.
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CSR 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 and commercial expectations
the public has the from us.
CSR Mission
• With perfect sincerity and integrity will strive to
fulfill our responsibilities: our economic, social and
environmental responsibilities.
CSR Values
• Customer experience core values
• Commitment to our employees
• Operate business ethically
30
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• Give back to the community
• Continuous Strive for improvement
CSR Scope, Commitments & Goals
• Community Initiatives - To establish our information
network and programs to support those needs
ensuring our business grows in harmony with
society
• Environment Initiatives - To rationalize our energy
use, and promote recycling. Also enhancing
organizational and individual performance in
regard to environment.
• Workplace Initiatives - To promote harmony and
develop our workforce, providing them with the
best of working environment along with health &
safety commitment

• Marketplace Initiatives - To develop our business
in a sustainable way through using integrity and
high ethical standards to guide the way we operate
Key CSR Areas & Issues Covered
• Human rights
• Employee and Labor practices
• Occupational Health and Safety (OHS)
• Environment
• Anti-corruption
• Product responsibility
• Community development and society aspects
• Animal welfare
CSR Guiding Principles
• Social, economic and environmental
responsibilities are integral to business which we
aim to demonstrate within our corporate policies.
• Stakeholders’ feedback and open dialogue to
ensure fulfilling the requirements of our CSR policy.
• Openness and honesty in communicating policies,
strategies, targets, performance and governance
to our stakeholders.
• Make necessary resources available to realize our
corporate responsibilities and ensure its delivery
through our employees.
• Assign special budget & resources for CSR each
year and ensure its optimum utilization
Key Drivers to CSR
• Our organizational values and direction
• Socio-economic priorities and environmental concerns

• Strategic Plans and objectives of Dubai and UAE
• Transparency, Trust and Stakeholder satisfaction
Key Steps in the CSR Strategy
• 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
CSR Key Performance Indicators
• The number of large-scale projects, small-scale
activities and sponsorships
• The different categories of beneficiaries Served
• The number of beneficiaries
• The Satisfaction Level of the Community
CSR Benchmarking Technique
• Report on areas that develop a formal description
of CSR for our business
• Examine the likely applications in a multi and
cross-cultural setting.
• CSR concepts and techniques developed in other
sectors including public and private
• Challenge of adopting CSR benchmarking
techniques from other Customs organizations
• Examine the extent of organizational culture
influence in a cross-cultural setting
• Enabling the generated models of CSR to better
handle and understand cultural dynamics.
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Materiality &
Stakeholders
Management

Materiality
Dubai Customs
adopts a unique
approach towards
identifying its
material aspects
which incorporates
global standards related to

(G4-19, G4-20 & G4-21)
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the customs bodies. The material areas at the
strategic level are determined by key elements
such as:
a)
b)
c)
d)

Organizational Strategic Direction
Risk Management & Mitigation Process
Feedback from Stakeholders
Input from Employees at all Levels

Strategic objectives are determined during the
process of materiality assessment as these
are mapped and aligned to our organizational
strategy. These are based on potential risks for
our compliance, reputation, relationships with our
stakeholders and economic performance. Finally,
KPIs are identified for each objective followed by

action plans which are later implemented and
measured for performance evaluation.
As a result of our extensive stakeholder engagement,
the following material aspects, their priority and
boundaries, have been identified and reported:
(G4-19; G4-20 & G4-21)

Material Aspect

Priority

Boundary

Customer Satisfaction

Very High

DC (All Centres), Customers, Govt Partners

Operational Sustainability

Very High

DC (All Centres)

Economic Performance

Very High

DC (All Centres)

Corporate Governance

High

DC (All Centres)

Business Ethics & Anti-Corruption

High

DC (All Centres)

Stakeholder Engagement

High

DC (All Centres), Stakeholders

Employee Care

High

DC (All Centres)

Community Well-being

High

DC (All Centres), Community

Environmental Contribution

High

DC (All Centres), Community, Govt Partners

Stakeholders Engagement
(G4-24; G4-25; G4-26 & G4-27)

Dubai Customs 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. We
attempt to ensure continuous communication
with our stakeholders, identifying new channels of
communication. We engage in an open dialogue
with them with an aim to balance economic, social,
and ecological demands in order to secure and

foster long-term relationships. Various methodologies
and tools are in place which include relationship
management audits, health checks, periodic
assessments and surveys to ensure communication
with our stakeholders. Areas of key importance
related to stakeholders are included in the yearly
goal-setting process. We operate within a scope of
activity that influence and is heavily influenced by
traders, economic and financial institutions and
public administration bodies, as well as by legislation.
Close cooperation with these stakeholders creates
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value added for all involved, as their suggestions
influence our planning and decisions. At the same
time, such cooperation gives us access to platforms
on which we can openly communicate our viewpoints
and receive important impulses for innovation.
We believe in building partnerships that bring and
add value for our customers, our services as well
as our employees. The organization has a strong
mandate to have a leading role in protecting rights

(G4-24; G4-25; G4-26 & G4-27)
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and interests of the community and achieve socioeconomic development while minimizing negative
environmental impacts.
It is vital that a stakeholder is aware of our internal
and external activities/programs and engage with us
when need to do so. We have highlighted in the next
table all our stakeholders, their expectations, the
engagement tools & methods used.

Dubai Customs is a strong contributor to Dubai trade
and is mindful to have a responsibility not only for its
own sustainable growth, but the overall business and
economy of Dubai and UAE. Since the inception of
the organization, we have played a prominent role in
the economic development of Dubai leading to the
overall financial strength of the UAE Economy.
We are focused on generating positive economic
growth all around through maintaining responsible
business practices, creating job opportunities,
developing work standards, providing training
opportunities and supporting the local community
initiatives. Our contributions in terms of trade
facilitation and duties collection support the
competitiveness of the Dubai government and

Economic
Value Addition

provide necessary
financial resources
to the development
and promotion
of Dubai and the
nation as a whole. The
financial management of
the organization develops,
reviews and update a package of
strategies, methodologies and systems that ensure
effective and efficient management of its financial
resources. These strategies and systems are derived
from the strategic direction of achieving efficient
financial performance and is linked to our yearly
strategic plan.
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A concrete financial reporting methodology is applied
across all departments of the organizations. All
financial reports are submitted to several levels of
leadership in the organization and is also audited
independently by appointed auditors. Being a
government organization, we do not completely
disclose our economic performance data due to the
nature of its confidentiality and sensitivity. However,
some selected figures and averages are presented as
part of this report. During 2014 also, Dubai Customs
achieved strong financial results and exceeded
our targets with the help of prudent financial
management. All our budgets and expenditures
are solely dependent on the service fees and duty
collections without any external financial obligations
or finances from other organizations. No financial
assistance is received from the government to
cover for the capital or operating expenses of the
organization and the entire budget is annually funded
by the Government of Dubai.
With an objective to enhance efficiency and help
others through bilateral relations and technical
support and in an attempt to expand the sphere of
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our economic values, we also support and share
expertise, knowledge and systems with other customs
organizations, both locally as well as internationally, to
promote socio-economic initiatives beyond our scope
of operations. Partnerships with other government
bodies, federal ministries, private organizations,
NGOs and other organizations is also part of our
economic strategy aiming to help raise the living
conditions of the community. We regularly participate
in recruitment exhibitions devoted for UAE nationals
and collaborate with the concerned governmental
bodies to attract nationals. Our policy is to support

the national economy by hiring UAE Nationals and
training them in technical and behavioural skills
and know-how. Our efforts in these areas improve
the employability of nationals while enhancing the
productivity and competitiveness of the workforce
in general. We ensure to follow Salary Scale
pursuant to Dubai Government Human Resources
Law No. 27/2006 and its amendments so that our
minimum salary levels are in accordance with the
local minimum wage
requirements. We
also ensure, wherever
possible, to work with
local suppliers from
the UAE of goods
and services for the
betterment of the
community. We have
a procurement and
contracting policy
which ensures the legal
and easy dealing with
our suppliers where
selection is always
based on product and
service quality followed
by a well-developed
tendering procedures to
assure transparency and
efficiency.

2014	
  
Budget for CSR

	
  %	
  of	
  the	
  Organiza0on's	
  
Payroll	
  Budget	
  	
  

	
  %	
  of	
  the	
  organiza0on's	
  
Expenses	
  Budget	
  	
  

1,913,752	
  

0.20%	
  

0.43%	
  

Expenditure for CSR

	
  %	
  of	
  the	
  Organiza0on's	
  
Actual	
  Payroll	
  

	
  %	
  of	
  the	
  organiza0on's	
  	
  
Actual	
  Expenses	
  

1,559,732	
  

0.15%	
  

0.34%	
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Responsible
Environmental
Impact

The theme for our
environment policy
is to reduce the
risk of pollution
arising through
our processes and
preserve our national
land and environment,
creating eco-friendly values
by social and economic needs and striking the
right balance between these needs. Our priority
is to reduce our overall carbon emissions through
diverse environment projects and activities. We
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place strong emphasis and care for the environment
and our stakeholders and our Environment, Health
& Safety Policy sets our strategic direction to take
practical efforts in ensuring effective management
to create a safe and green culture which strives
to conserve resources and prevent pollution. With
our environmental management system based on
ISO 14001, we make sure that all our operations,
management activities, constructions, maintenance
and other initiatives comply with global environmental
standards. Key initiatives and achievements in our
environmental contribution are as follows:

Electricity & Water Conservation
We are aware of the importance of efficient and
cost-effective energy solutions to reduce the overall
impact on the environment and hence we are always
striving to reduce our energy usage. Responsible
water and electricity consumption is constantly
addressed and communicated with our employees
across the organization. We get our electricity and

water requirements from the Dubai Water & Electricity
Authority on rental basis, however we engage in
all possibilities to reduce these rental charges to
contribute to our carbon footprint management.
Installing energy-savers, light sensors, splitting the
air-conditioning controls wherever possible, sensor
water taps, automatic flush systems and many other
technological improvements have enabled us to
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manage our electricity and water consumption &
cost. During 2014, our overall electric consumption
was 7,106, 360 KWH which is equivalent to 25,583
Gigajoules. We also emphasize on our new offices
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and premises to be of high performance and all our
newer constructions and significant renovations to
our facilities meet the energy- efficiency requirements
of the international green building standards.

Energy	
  Saving	
  Plan	
  	
  	
  2014	
  -‐	
  2015	
  
Replacement	
  	
  
BMS	
  
of	
  LED	
  Lights	
   Upgrada0on	
  

Install.	
  Maric	
  
Water	
  Bag	
  
Valve	
  to	
  Wash	
  
Install.in	
  WC	
  
basin	
  

Reducing	
  of	
  
water	
  line	
  
pressure	
  

Dubai	
  Customs	
  Centres	
  

Mo0on	
  
	
  Sensors	
  

Dubai	
  Customs	
  Head	
  Quarters	
  

In	
  Progress	
  

In	
  Progress	
  

Completed	
  

In	
  Progress	
  

In	
  Progress	
  

In	
  Progress	
  

DC	
  Parking	
  &Training	
  Centre	
  	
  

In	
  Progress	
  

In	
  Progress	
  

Planned	
  

In	
  Progress	
  

In	
  Progress	
  

In	
  Progress	
  

Al	
  Fardha	
  -‐	
  Oﬃce	
  Building	
  

Planned	
  

Planned	
  

Planned	
  

In	
  Progress	
  

In	
  Progress	
  

In	
  Progress	
  

G+6	
  Lease	
  Building	
  –	
  Hamriya	
  Port	
  

In	
  Progress	
  

In	
  Progress	
  

Planned	
  

In	
  Progress	
  

In	
  Progress	
  

In	
  Progress	
  

Creek	
  Entry	
  -‐	
  Shindaga	
  

Planned	
  

Planned	
  

NA	
  

Planned	
  

Planned	
  

Planned	
  

Shindagha	
  Museum	
  

Planned	
  

Planned	
  

NA	
  

Planned	
  

Planned	
  

Planned	
  

Costal	
  Customs	
  –	
  Makhtoum	
  Bridge	
  

Planned	
  

Planned	
  

NA	
  

Planned	
  

Planned	
  

Planned	
  

West	
  Gate	
  Inspec0on	
  Centre	
  –	
  
Hamriya	
  Port	
  

Planned	
  

Planned	
  

NA	
  

Planned	
  

Planned	
  

Planned	
  

Haia	
  Inspec0on	
  Centre	
  

Planned	
  

Planned	
  

NA	
  

Planned	
  

Planned	
  

Planned	
  

Dry	
  Port	
  Al	
  Aweer	
  

Planned	
  

Planned	
  

NA	
  

Planned	
  

Planned	
  

Planned	
  

Fishing	
  Harbour	
  -‐	
  JM	
  /	
  US1	
  /	
  US2	
  

Planned	
  

In	
  Progress	
  

Planned	
  

In	
  Progress	
  

In	
  Progress	
  

In	
  Progress	
  

Waste Management & Recycling
Dubai Customs perceives waste as an additional
expense and recycling as a way to save money for
the organization. Our aim is to reduce the amount
of waste that we generate from our operations and
encourage recycling as much as possible. The longterm waste management goal is be a zero-waste
organization and help our customers and suppliers
achieve the same. Similarly, the long-term recycling

objective is to support the United Nations agenda
of saving billion trees through our programs and
projects of recycling paper, plastic, metal, printer
cartridges, electronics and peripherals and much
more. Our Al Grass Recycling campaign aims to
promote volunteerism and participation through
reduced consumption of resources and recycling of
these resources. It heavily contributes to managing
our wastes, reducing our overall carbon footprint and
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promoting global greenery. In continuation of our
strategy of using greener and cleaner technologies,
the Do Something campaign is planned and
implemented with an aim to introduce a uniform and
consistent approach to the allocation, access and
usage of printers and implement a habitual culture of
saving papers and printer-ink among all employees
within the organization. To take care for the global
concern about electronic waste, our organization have
initiated recycling projects and initiatives in this area
also. We have agreements with Dubai Municipality
and other NGOs to arrange disposal of all electronic
and equipment waste in a manner which is suitable
to the environment.

42

Sustainability Report 2014

Dubai Customs

Sustainability Report 2014

Dubai Customs

43

Green Customs Initiative
Dubai Customs is a partner in the Green Customs
initiative launched by the United Nation Environment
Program in collaboration with a number of partners
including the World Customs Organization, Interpol
and the UN Office on Drugs & Crime. The program
is based on a number of international agreements
that regulate proper procedures for the transfer
of hazardous waste, radioactive and chemical
materials and endangered fauna and flora. The most
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important agreement which the program complies
with are Stockholm Convention on Persistent Organic
Pollutants, Cartagena Protocol on Biosafety, Montreal
Protocol on Substances that Deplete the Ozone Layer
and the Chemical Weapons Treaty.
Convention on Endangered Species
Dubai Customs also complies with the terms of
CITES Convention which provides means ensuring
the protection of endangered species through

the system of bonds and certificates that are
issued under certain conditions by the concerned
authorities at each member state so that no item or
product included in this convention is permitted to
be exported or imported unless in the presence of
the required CITES Certification. We are one of the
leading customs organizations in the world that place
emphasis on matters related to the protection of
endangered species. In this regard, we have a strong
awareness campaign of educating the community
about imperilled animals and their remains through
displays and printed materials.
Environmental Campaigns & Initiatives
Dubai Customs is committed to raise the awareness
for the need of protecting the environment among
its employees and other stakeholders. Various
lectures and workshops are regularly held by the
organization in relation to environmental issues aiming
to encourage adopting healthy practices at work,
home and on the streets. We also ensure participation
in local, regional and international events which are
aimed at environmental improvement and reduction
of the carbon footprint. This is achieved through
memberships, partnerships and joint projects with
other government and private entities and NGOs.
Events such as Earth Hour, Clean-Up UAE, Clean-up
the World, Anti-Smoking Campaigns and many such
activities are conducted throughout to ensure our care
for the environment. We also provided free check-up
of tyres for our employee’s vehicles in order to improve
their maintenance and thus reducing carbon footprint.
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Marketplace
Practices
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Being a responsible government organization, Dubai
Customs is committed to undertaking sustainable
and responsible business & market practices that
deliver positive outcomes to our customers. We
always place high importance to service quality
and improvement in order to gain sustainable
development and future growth for the organization.
Research and innovation plays a key part in
terms of service and customer care at our
organization and for us, innovative capability
means demonstrating to the global market that
we have a competitive edge through our research
and technology excellence and through innovative
services. Our key objective is to provide unique,
creative and tailored solutions in meeting the needs
of our customers, both regionally as well as globally.
We view our customers as long-term partners and
therefore aim to continuously build strong customer
relationships. Our market practices and some key
achievements are as below:
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Strong Global Working Relations
Dubai Customs has always aimed to strengthen its
relations with other countries of the world as well as
international organizations such as World Customs
Organization (WCO), World Trade Organization (WTO),
World Health Organization (WHO), World Intellectual
Property Organization (WIPO) and International
Criminal Police Organization (INTERPOL) through
participation in various conferences and events.
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ERTIBAT Program
Dubai Customs has the “ERTIBAT” program to
enhance communication with foreign business
councils operating in Dubai in order to listen to and
understand their various demands and suggestions,
advance customs work and contribute to the
provision of a transparent professional business
environment.

Trade Facilitation
Dubai Customs is always keen to provide the world’s
leading customs procedures which facilitates foreign
trade, making Dubai the destination of choice for
investors for the added value they gain on their
business through saving time, effort and cost,
which contributes to the promotion of economic
development.
Integrated Electronic Processing
Our internally developed electronic platform, known
as “Mirsal 2” is an ultimate world class solution for
presenting declarations and completing clearance
procedures including valuations and collection of
customs fees. It allows for prior clearance of goods
electronically via the internet without the need to
submit any papers in less than 2 minutes prior to the
arrival of goods, thus saving time, effort and money
for our customers.
Client Accreditation Program
Dubai Customs has reinforced its featured position
as a leading customs authority worldwide through
the Client Accreditation Program that aims to
entrench the principle of real partnership between
the organization and the private sector on the basis
of a joint responsibility and the cooperation so as to
contribute to the achievement of common goals of
encouraging investment and promoting economic
growth in the Dubai.
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Fully Smart Government Department
Last year, Dubai Customs has shifted from an
electronic government department to a fully smart
government department in pursuance to the
comprehensive vision of Dubai Ruler as well as
the goals of the m-Government initiative. Dubai
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Customs now provide its services via mobile devices
to customers wherever they are on a 247/7 basis. A
world class integrated service has been developed
which not only gives customers the opportunity to
submit application via their phones but also ensures
proceeding with the required services immediately.

Open Door Policy
In line with the strategy and directives of Dubai
Customs Management for delivering outstanding
services and adopting a friendly attitude in dealing
with the public, all staff are encouraged to embrace an
Open Door Policy with all customers.
Client Service Charter
Dubai Customs Client Charter outlines strict guidelines
that our employees and management are required to
follow when marketing and promoting our services. It
spells out and provides the framework to enhance our
customer services in a responsible manner to all our

clients. Who are at the heart of DC. It is published in
Arabic, English as well as in Braille; to ensure reaching
out to all customers and society members.
Complaints Handling
Implementing the high standard practices in this
particular domain enabled Dubai Customs to become
the first government department in the Middle East and
North Africa to win customer complaints management
which aids the certification in improving its customer
complaints system and reducing the period of handling
complaints drastically.
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Information Security and Customers Privacy
Dubai Customs has adopted an extensive information
security policy, which addresses security issues related
to ownership, integrity and accessibility of information
both internally as well as externally. This policy deals
in particular with risks associated with the use of
computers and networks when storing, transferring and
processing information.
Towards EXPO 2020
Dubai Customs is developing plans to make things
easier for visitors, merchants and exhibitors of Expo
2020 and remove any obstacles to the entry of
goods and passengers. We continue to develop the
customs systems and procedures according to the
best standards and best practices in order to meet
the needs of exhibitors and visitors. These include the
following:
1) Separate channel for clearing and completing the
procedures of goods for Expo 2020
52
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2) Option of prior clearance of goods before actual
arrival
3) Electronic business channel that allows for handling
range of goods at once
4) Separate 24/7 call centre to serve Expo 2020
5) Dedicated office and human resources at the venue
of Expo 2020

Mystery	
  Shopper	
  Results	
  -‐	
  2014	
  
105.00%	
  

100.00%	
  

95.00%	
  

90.00%	
  

85.00%	
  

80.00%	
  

75.00%	
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Social
Contributions

Dubai Customs pays
special attention
to the issue of
societal development
among its strategic
objectives besides
economic and security
tasks which are entrusted to
it,. Our experience in committing
to the social responsibility comes in line with Dubai
Government directives aimed at achieving sustainable
development and maintaining the excellence and
leadership for Dubai and UAE. For this purpose, the
organization has developed societal work based on the
global model of social responsibility in order to improve
the social performance and enhance its reputation
in this field. All employees of the organization are
encouraged to volunteer in community and social
activities with the support of the highest management
levels. Our contribution towards the community is
measured through the following KPIs:
1)
2)
3)
4)

Number of initiatives
Number of beneficiaries
Categories of beneficiaries
Community survey results

Key areas and achievements of our social engagement
and contribution are detailed out in the following
sections.
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Education and Awareness Campaigns
Dubai Customs is always keen to conduct awareness
and education campaigns for the public as part of
its responsibility towards society. It also pays special
attention to children and youth through engagement
in awareness-raising activities at their gathering
places. Dubai Customs has its pavilion in Kidzania,
which is one of the world’s most powerful community
engagement and experiential marketing concepts.
The aim is to spread awareness and attract children
towards the customs function and profession and
develop future inspector. They act like these inspectors
so that they know the role played by our organization in
society and economic life. From its inception in 2011,

Dubai Customs pavilion at Kidzania has received more
than 175,000 children which demonstrates our efforts
and the children’s interest in learning about the role of
our organization.
In order to protect society members from substances
that may harm their health and safety, Dubai
Customs also have the awareness campaign on the
effects of Tramadol, in collaboration with the Dubai
Health Authority and Dubai Media Incorporated. We
organize and deliver awareness lectures to school and
university students at the state level in order to raise
their awareness of the risks of Tramadol as well as
other harmful drugs.
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In addition, Dubai Customs also launched another
awareness campaign which aims to communicate
the impacts of the bladed weapons and their misuse,
specially by the younger generation. Since huge
cartels of these weapons were seized at the borders
of Dubai, it was decided to spread awareness in this
regard through lectures and presentations, specially
to students and children of various educational
institutions.
Combating counterfeit and protecting intellectual rights
is one of the core business elements at Dubai Customs
and is always considered as our top business priority.
DC regularly engages in providing best practices and
awareness-raising education programs to schools,
colleges, universities and other educational institutions
in Dubai to promote the concept of Intellectual Property
Rights (IPR). The aim and objective is to inculcate a
culture of loyalty and build a secure communal and
economical role against counterfeiting and piracy
especially among the youth and children of the
emirate.
IPR Award for University and School
Dubai Customs annually celebrates and organizes
activities on the World Intellectual Property Day on
26th of April. During this event, we organize a yearly
Intellectual Property Award for Universities and
Schools which is held in collaboration with the Ministry
of Education, Ministry of Higher Education and the
Knowledge and Human Development Authority in
Dubai. The competition covers public and private
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schools and universities, where students are being
selected for this award as they are the future leaders
who will maintain the prosperity, development and
progress of Dubai & UAE. The competition has a
major significance as being an education means that
encourages children and youth to creative thinking in
a manner that achieves the objectives of the award
and introduces the concept of customs and its role in
the protection of society to them. The award aims to

promote the spirit of affiliation, national responsibility
and volunteerism in school and university students; to
hone the leadership skills; and to establish the spirit of
work, guidance and direction in the field of intellectual
property and innovation rights for protecting the society
from commercial and industrial fraud of innovative
ideas through student detection of counterfeit materials
and family awareness of their dangers.
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Community Satisfaction Surveys
Dubai Customs ensures to measure the community
satisfaction results annually through a survey
for obtaining the opinion from the society on our
contributions and activities. The survey is classified
on the basis of different categories such as age,
gender, nationalities, race and geographic areas. The
survey investigates the society’s satisfaction with the
availability and accessibility of information related to
social responsibility, equality in offered services to
the society, nature of the relationship, participation
in awareness 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 so on.
Random samples are chosen taking into account the
demographic representation.
National Solidarity, Heritage & Cultural Promotion
Dubai Customs places heavy emphasis on the
promotion of UAE National Identity as part of its social
commitment in fostering loyalty to national culture
and heritage. We always anchor the concept of social
solidarity which reflects positively on the individuals
and fosters patriotism as well as the national identity
and culture. The organization adopts and participates
in various programs during the UAE National Day
every year to allow all segments of society to participate
and express their joy. These includes competitions,
displays, parades, cultural shows and much more. A
unique campaign is our “Alami” project which intends
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to spread and enhance awareness on the UAE National
Flag and its history is an on-going campaign from the
organization. Promotion and use of Arabic Language,
organizing the Carpet and Cultural Arts Oasis, National
Food and Dishes galas, heritage souks and organizing
other cultural events are all part of Dubai Customs
contributions towards National Identity & culture.
Dubai Customs is also one of the leading public
organizations in the region to have arranged training
programs for its employees to be prepared for disasters
and natural events. The program is conducted under
the National Crisis and Emergency Management
Authority of Abu Dhabi where 34 employees
participated in the SANID programme. These
participants were trained to assess crisis situations and
determine the responses required in emergencies and
natural disasters.
Contribution to Community Living Standards
With an aim to improve living standards of the
community and promote a culture of responsible
citizenship, Dubai Customs has built houses and
provided basic living facilities to more than 700
Fishermen alongside the coastal areas of Dubai.
They did not have proper necessities of life and
were earlier living in very bad conditions. These
fishermen, being mostly illiterate, are also unaware
of the basic disciplines of social and healthier living.
Our organization ensured to provide them with
awareness on basic living standards which included

health, safety, law & order, discipline, contingencies,
emergencies and other important cadres of life. This
was achieved by the organization in collaboration with
other government entities such as Ministry of Civil

Defence, Dubai Police, Dubai Health Authority, Dubai
Electricity and Water Authority, Ambulance service,
Roads & Transport Authority and many others. They
were provided free medications, medical check-ups,
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Sustainable Charity, Donations & Religious Activities
Dubai & UAE, despite being one of the most modern
and affluent places in the Middle East region, still have
individuals and communities that need a helping hand.
With the intention to help the poor and needy living
within the society and community, Dubai Customs
launched its comprehensive on-going philanthropic
campaign named “God Loves a Cheerful Giver”. The
campaign is a strong sustainable charitable initiative by
the organization in collaboration with other Charitable
Organizations, NGOs, and government entities to
urge employees, clients, suppliers and all strategic
partners to donate new, used or surplus items for the
needy in the UAE as well as overseas. Every month
a dedicated theme and category of items is collected
and distributed which includes books, abayas, children
clothes, shoes, male and female dresses, school bags
and much more.

other accessories.
In continuation to our support for religious activities
aiming at attaining long term benefits to the
community, Dubai Customs organized the construction
of two mosques in Somalia where funds were
generated jointly through management dedication as
well as employee volunteer donations.The initiative was
not just related to building mosques, but rather had a
complete self-sufficient community project which has
shops in its building to generate income to cover all
expenses related to the mosque and its administration.

Various items are also donated regularly by the
organization to poor and needy people who are unable
to afford them. These items are mainly seized against
the procedures for imports and trade in the Dubai.
Moreover, Computers and peripherals are also regularly
donated to Mohammed Bin Rashid Humanitarian
and Charity Establishment as part of its program in
refurbishing used computers with the help of Dubai
Municipality and Microsoft. The donated items include
Personal computers, laptops, printers, monitors and
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Every year during the holy month of Ramadan, the
organization organizes various activities supporting the
theme of charity, fasting and religious knowledge, both
internally as well as externally. Iftaar, Quran recitation
classes, Islamic lectures and Eid gifts for orphans,
Hag Al Laila, charitable collection of usable items,
orphanage donations on festive occasions, visits to
hospitals on special events, visit to old-age people at
festivals, fun days for disabled and mentally retarded
during celebrations are some of the arranged activities
during various religious & social occasions.
Volunteerism
Dubai Customs has undertaken a unique approach of
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cultural change and community involvement through
voluntary engagement for initiatives both internally and
externally. Promoting the culture of volunteerism and
engagement one of the major objectives behind the
programs and activities of CSR team. Various events,
activities and programs are conducted every year
including participation in projects organized within
Dubai Customs as well as contribution and support to
projects organized by other organizations.
These include cleaning of beaches & coastal areas,
recycling campaigns, earth hour, environment day,
water and energy conservation, social awareness week,
Blood Donations and much more.
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Employee
Well-Being

At Dubai Customs,
our employees are
our core asset in
which we invest with
the confidence that it
pays off inevitably. We
have a firm commitment
to abide by the laws and
observe the highest standards of
business ethics and personal behaviour of individuals.
In this aspect, we have internally disseminated and
promoted the culture of integrity and commitment
towards proper ethical behaviour. We strongly believe
that our staff make up the foundation of our structure
and development and have therefore adopted and
implemented an integrated administrative system
for social accountability and for monitoring the
improvement of our social performance. Key aspects,
features & achievements of this system are as below:
Healthy & Safe Working Conditions
One of our top goals is to develop and preserve the
working environment as well as maintain a healthy
and safe working condition. The health and safety
practices that we pursue in our offices conform to the
OHSAS 18001 standards which ensures management
of pre-identified risks and assessment of any potential
ones. We have a dedicated clinic located in the Head
Quarters which is equipped with basic first aid and
other medicines of general requirement. A trained
nurse is available to take care of emergencies and
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provide medical assistance not only to the employees,
but also to the children who are taken care by the
Child Care Center at the premises. In addition, several
lectures and seminars are regularly conducted where
employees are provided with information and awareness
needed on chronic diseases, their prevention and cure
by specialists and medical representatives in their
fields. Regular campaigns are also organized with free
check-ups and detailed knowledge on diseases such as
Breast Cancer, Diabetes, H1N1, Thalassemia etc.
Emiratization Initiative
Dubai Customs staff amounts to 2888 male and female
employees, 84% of which are Emiratis. We are keen
on achieving the objectives and vision that support the
Emiratization initiative through constant and relentless
quest to attract the best cadres among the Emiratis to
fill the vacancies available in the organisation
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  NUMBER	
  OF	
  DC	
  EMPLOYEES	
  (CATEGORIZED)	
  
CATEGORY	
  

2012	
  

2013	
  

2014	
  

UAE	
  Na<onals	
  
Expatriates	
  
TOTAL	
  
Males	
  
Females	
  
TOTAL	
  
Permanent	
  	
  
Temporary	
  

2213	
  
562	
  
2775	
  
2104	
  
671	
  
2775	
  
2772	
  
3	
  

2183	
  
530	
  
2713	
  
2058	
  
655	
  
2713	
  
2712	
  
1	
  

2306	
  
529	
  
2835	
  
2172	
  
663	
  
2835	
  
2835	
  
0	
  

TOTAL	
  

2775	
  

2713	
  

2835	
  

Senior	
  Management	
  	
  

26	
  

22	
  

34	
  

Middle	
  Management	
  	
  

187	
  

187	
  

205	
  

Lower	
  Management	
  	
  
Others	
  
TOTAL	
  
Age	
  Up	
  to	
  30	
  years	
  
Age	
  Between	
  30	
  –	
  50	
  years	
  
Age	
  Above	
  50	
  years	
  
TOTAL	
  

1347	
  
1215	
  
2775	
  
1322	
  
1287	
  
168	
  

1397	
  
1106	
  
2713	
  
979	
  
1564	
  
170	
  

1565	
  
1031	
  
2835	
  
1105	
  
1558	
  
172	
  

2775	
  

2713	
  

2835	
  

Training and Development
Dubai Customs confirms that it makes more effort
and gives special attention towards staff training
and development to ensure their ability to apply best
knowledge and practices to protect and save the
society. Advanced annual training plans are developed
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after a thorough review of the staff capabilities and
training needs, in addition to analysing their previous
performance . Although there is a strong emphasis
on relying on internal training programs by the
organization, external training is also organized as
appropriate.
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Talent Pool
Dubai Customs has developed its Talent Pool program
to implement the national vision about the continuous
care for creativity and creators in order to attract
candidates with competencies and competitive spirit
and to further develop the direct existing talents
to achieve our strategic goals. Through the Talent

Pool, we focus on those individuals who can make a
difference in corporate performance with the various
skills, capabilities and talent that they possess, in order
to create a pool of these individuals and to set a plan
for developing their talents and preparing them for
future roles.

Human Resources Gate
The Human Resources Gate is another 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 one-stop 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.
Social Accountability SA-8000
Dubai Customs reviews the Social Accountability
policy SA-8000 on regular basis and ensures that it
is understood, implemented and maintained at all
levels in the organization and is readily available to the
public. Awareness and training are also provided to
all employees as well as suppliers on the SA8000 and
regular audits are conducted to ensure its compliance.
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Diversity & Labor Policies
Dubai customs neither practices nor supports the child
labour or forced labor practices. All recruitments are
carried out as per the Human Resources Management
Law No. (27) 2006. The Diversity policy aims to ensure
the fair treatment of all employees regardless of their
gender, race, nationality, ethnicits, age, or religious
beliefs. We do this by adhering to all equal opportunities
legislation and ensuring that we are fair, objective,
transparent and free from discrimination within all of our
systems, procedures, activities and decisions.
Child Care Centre
Dubai Customs Child Care Center was initiated as the
first of its kind among all government organizations
in Dubai for the children of working mothers in the
Department, in line with National Corporate of Child
Care Center Standards project. While the working
mothers are at work, the center is responsible for the
development of their children by educating and caring
for them.
Remuneration & Rewards
Our Remuneration and Reward policy and practice
aims to implement reward structures which
consistently attract, motivate and retain employees
of choice in support of the Organization's
performance culture. Dubai Customs aspires to
reward practices that are competitive within the
markets of its operation. In order to ensure that they
meet our corporate goals and business objectives,
our remuneration and reward policies are an integral
part of the overall Human Resources design

and geared to support the Company’s business
plan. It aims to motivate, reinforce and reward
superior performance, encourage the development
of capabilities and behaviours to meet present
and future business needs, attract and retain a
superior workforce and appropriate skills, ensures
internal and external equity and securing employee
commitment to the Organization's goals.
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Suggestions and Complaints
At Dubai Customs, we encourage our employees
to speak loud and we have committed ourselves to
listen attentively. There is a dedicated Suggestion,
Complaint and Reward section which is responsible
for gathering constructive ideas from our employees
to increase productivity, cost-cutting measures and to
improve working conditions. This section effectively
deals with employees complaints in coordination
with the respective departments and help to boost
the morale and loyalty respectively. Dubai Customs
was the first government organization in Dubai to
implement the E-Suggest system which is a unified
and decentralized electronic system, organized by the
Service Improvement Department at The Executive
Council, tailored to serve the requirements of all the
Government entities within Dubai, to ensure best
practices in dealing with suggestions, including
handling, facilitation and resolutions to measure the
impact and improve performance.
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GRI G4
Content Index

General Standard Disclosures
Disclosure Ref

Definition

Page / Direct Answer

External Assurance Reference

Strategy and Analysis
G4-1

Statement from the Director General

G4-2

Description of key impacts, risks, and opportunities.

7

-

22 & 23

-

Organizational Profile
G4-3

Name of the organization

Cover Page

Yes, Page 12

G4-4

Primary brands, products, and/or services

8 -10

Yes, Page 12

G4-5

Location of organization’s headquarters

10

Yes, Page 12

G4-6

Number of countries where the organization operates

)UAE only( 8

Yes, Page 12

G4-7

Nature of ownership and legal form

8 -10

Yes, Page 12

G4-8

Markets served

8 -10

Yes, Page 12

G4-9

Scale of the reporting organization

11 & 12

Yes, Page 12

10

Yes, Page 12

None

Yes, Page 12

46 - 53

Yes, Page 12

19

Yes, Page 12

G4-10

Number of Employees

G4-11

Percentage of Employees covered by CBA

G4-12

Organization Supply Chain

G4-13

Significant Changes to the Organization Structure
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G4-14

Precautionary Approach

32 -34

Yes, Page 12

G4-15

Externally Developed Economic, Environmental and Social Charters

24 -30

Yes, Page 12

G4-16

Memberships of Associations

17 & 18

Yes, Page 12

Identified Material Aspects and Boundaries
G4-17

v

11 & 12

Yes, Page 12

G4-18

Report Content and Aspect Boundaries

11 & 12

Yes, Page 12

G4-19

Material Aspects

32 & 33

Yes, Page 12

G4-20

Material Aspect Boundary within the Organization

32 & 33

Yes, Page 12

G4-21

Material Aspect Boundary outside the Organization

32 & 33

Yes, Page 12

G4-22

Effect of Re-Statement from Previous Report

None

Yes, Page 12

G4-23

Significant Changes in Scope and Aspect Boundaries

None

Yes, Page 12

Stakeholder Engagement
G4-24

List of Stakeholders

33 & 34

Yes, Page 12

G4-25

Basis for Identification and Selection of Stakeholders

33 & 34

Yes, Page 12

G4-26

Approach to Stakeholder Engagement

33 & 34

Yes, Page 12

G4-27

Key Topics Through Stakeholder Engagement

33 & 34

Yes, Page 12

Report Profile
G4-28

Reporting Period

11

Yes, Page 12

G4-29

Most Recent Report

11

Yes, Page 12

G4-30

Reporting Cycle

11

Yes, Page 12

G4-31

Contact Point Regarding the Report

12

Yes, Page 12

G4-32

Report the “In Accordance” Option Chosen

11

Yes, Page 12

G4-33

Policy on External Assurance

12

Yes, Page 12

Governance
G4-34

Governance structure of the organization

17 - 19

Yes, Page 12

G4-35

Process for Delegating Authority

17 - 19

Yes, Page 12

Sustainability Report 2014

Dubai Customs

75

G4-36

Executive Level Position for Economic, Environmental and Social
Responsibility

17 - 19

Yes, Page 12

G4-37

Process for Consultation on Economic, Environmental and Social
Responsibility

17 - 19

Yes, Page 12

G4-38

Composition of Highest Governance Bodies and Committees

17 - 19

Yes, Page 12

G4-39

Highest Governance Body

17 - 19

Yes, Page 12

G4-40

Nomination and Selection for the Highest Governance Body

17 - 19

Yes, Page 12

G4-41

Process for the Highest Governance Body to Ensure Avoidance of Conflicts of Interests

17 - 19

Yes, Page 12

G4-42

Role of Governance Bodies in Development of Vision or Mission

17 - 19

Yes, Page 12

G4-43

Measures on Highest Governance Body on Economic, Environmental
and Social Topics

17 - 19

Yes, Page 12

G4-44

Evaluation of Governance Body on Economic, Environmental and Social
Topics

17 - 19

Yes, Page 12

G4-45

Role of Highest Governance Body in Identification of risks and opportunities

17 - 19

Yes, Page 12

G4-46

Role of Highest Governance Body in Effectiveness of risks and opportunities

17 - 19

Yes, Page 12

G4-47

Frequency Review of Highest Governance Body

17 - 19

Yes, Page 12

G4-48

Highest Committee which Review the Organization’s Sustainability
Report

17 - 19

Yes, Page 12

G4-49

Process for Communication Critical Concerns to the Highest Governance Body

22 & 23

Yes, Page 12

G4-50

Nature and Number of Critical Concerns Communicated

22 & 23

Yes, Page 12

G4-51

Remuneration Policy for the Highest Governance Body

18 & 19

Yes, Page 12

G4-52

Process for Determining Remuneration

18 & 19

Yes, Page 12

G4-53

Stakeholders Views on Remuneration

18 & 19

Yes, Page 12

G4-54

Ratio of Compensation for Highest Paid Individual and All Employees

Confidentiality

Yes, Page 12

G4-55

Ratio of Percentage Increase for Highest Paid Individual and All Employees

Confidentiality

Yes, Page 12
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Ethics and Integrity
G4-56

Code of Conduct and Ethics

21 & 22

Yes, Page 12

G4-57

Internal & External Mechanism for Advice on lawful Behaviour

21 & 22

Yes, Page 12

G4-58

Internal & External Mechanism for Advice on un- lawful Behaviour

21 & 22

Yes, Page 12

Page / Direct Answer

External Assurance Reference

Specific Standard Disclosures
Material
DMA and Indicator Definition
Aspect

Economic
Economic Performance
G4-DMA

Reasons for Materiality & its Impacts

35 - 37

Yes, Page 12

G4-EC1

Direct economic value generated & distributed

35 - 37

Yes, Page 12

G4-EC2

Financial Implications & Other Risks & Opportunities Due to Climate
Change

None

Yes, Page 12

G4-EC3

Coverage of the Organization’s Defined Benefit Plan Obligations

35 - 37

Yes, Page 12

G4-EC4

Financial Assistance Received from Government

36

Yes, Page 12

46 - 53

Yes, Page 12

Confidentiality

Yes, Page 12

69

Yes, Page 12

35 - 37

Yes, Page 12

35

Yes, Page 12

38

Yes, Page 12

41 - 43

Yes, Page 12

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

Procurement Practices
G4-DMA

Reasons for Materiality & its Impacts

G4-EC9

Proportions of Spending on Local Suppliers

Environmental
Materials
G4-DMA

Reasons for Materiality & its Impacts

G4-EN1

Materials used by weight or volume
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G4-EN2

Percentage of materials used that are recycled input materials

41 - 43

Yes, Page 12

38

Yes, Page 12

Energy
G4-DMA

Reasons for Materiality & its Impacts

G4-EN3

Energy Consumption within the Organization

38 - 41

Yes, Page 12

G4-EN5

Energy Intensity

38 - 41

Yes, Page 12

G4-EN6

Reduction of Energy Consumption

38 - 41

Yes, Page 12

G4-EN7

Reduction in Energy Requirements

38 - 41

Yes, Page 12

38

Yes, Page 12

38 - 41

Yes, Page 12

None

Yes, Page 12

None

Yes, Page 12

38

Yes, Page 12

None

Yes, Page 12

38

Yes, Page 12

38 - 41

Yes, Page 12

Effluents and Waste
G4-DMA

Reasons for Materiality & its Impacts

G4-EN23 Total weight of waste by type and disposal method
G4-EN24 Total number and volume of significant spills
G4-EN25

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

Compliance
G4-DMA

Reasons for Materiality & its Impacts

G4-EN29

Significant environmental impacts of transporting products, employees
& other goods

Overall
G4-DMA

Reasons for Materiality & its Impacts

G4-EN31 Total environmental protection expenditures and investments by type

Social: Labor Practices and Decent Work
Employment
G4-DMA

Reasons for Materiality & its Impacts

64

Yes, Page 12

G4-LA1

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

70

Yes, Page 12

G4-LA2

Benefits provided to full-time employees that are not provided to temporary

71

Yes, Page 12

64

Yes, Page 12

Labour Management / Relations
G4-DMA
78

Reasons for Materiality & its Impacts
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G4-LA4

Minimum notice period(s) regarding significant operational changes

Employee
Handbook

Yes, Page 12

Occupational Health and Safety
G4-DMA

Reasons for Materiality & its Impacts

64

Yes, Page 12

G4-LA5

Percentage of total workforce represented in formal health and safety
committees

64

Yes, Page 12

G4-LA6

Type and Rates of injury, occupational diseases, lost days, and absenteeism

64

Yes, Page 12

G4-LA8

Health & Safety topics covered in formal agreements with trade unions

64

Yes, Page 12

64

Yes, Page 12

Training and Education
G4-DMA

Reasons for Materiality & its Impacts

G4-LA9

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

66 & 67

Yes, Page 12

G4-LA10

Programs for skills management and lifelong learning that support
career endings

66 & 67

Yes, Page 12

G4-LA11

Percentage of employees receiving performance and career development reviews

66 & 67

Yes, Page 12

64

Yes, Page 12

66 - 69

Yes, Page 12

64

Yes, Page 12

66 - 69

Yes, Page 12

64

Yes, Page 12

71 & 72

Yes, Page 12

64 & 65

Yes, Page 12

Diversity and Equal Opportunity
G4-DMA

Reasons for Materiality & its Impacts

G4-LA12

Composition of governance bodies and breakdown of employees per
category

Equal Remuneration for Men and Women
G4-DMA

Reasons for Materiality & its Impacts

G4-LA13

Ratio of basic salary of men to women by employee category

Labour Practice Grievance Mechanism
G4-DMA

Reasons for Materiality & its Impacts

G4-LA16

Number of Grievances about Labour Practices

Social: Human Rights
Investment
G4-DMA

Reasons for Materiality & its Impacts
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G4-HR2

Total Hours of Employee Training on Human Rights Policies

67

Yes, Page 12

64

Yes, Page 12

None

Yes, Page 12

Non-Discrimination
G4-DMA

Reasons for Materiality & its Impacts

G4-HR3

Total number of incidents of discrimination and actions taken

Security Practices
G4-DMA

Reasons for Materiality & its Impacts

64

Yes, Page 12

G4-HR7

Percentage of security personnel trained in the organization’s human
rights policies

67

Yes, Page 12

64

Yes, Page 12

None

Yes, Page 12

54

Yes, Page 12

54 - 63

Yes, Page 12

Human Rights Grievance Mechanism
G4-DMA

Reasons for Materiality & its Impacts

G4-HR12

Number of grievances about human rights impacts filed, addressed,
and resolved

Social: Society
Local Communities
G4-DMA

Reasons for Materiality & its Impacts

G4-SO2

Operations with significant actual or potential negative impacts on local
communities

Anti-Corruption
G4-DMA

Reasons for Materiality & its Impacts

21 & 22

Yes, Page 12

G4-SO3

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

21 & 22

Yes, Page 12

G4-SO4

Communication and training on anti-corruption policies and procedures

21 & 22

Yes, Page 12

G4-SO5

Confirmed incidents of corruption and actions taken

None

Yes, Page 12

47

Yes, Page 12

47 - 53

Yes, Page 12

None

Yes, Page 12

Social: Product Responsibility
Customer Health & Safety
G4-DMA

Reasons for Materiality & its Impacts

G4-PR1

Percentage of service categories for which health & safety impacts are
assessed

G4-PR2

Total number of incidents of non-compliance concerning the health
and safety impacts
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Product Service and Labelling
G4-DMA

Reasons for Materiality & its Impacts

47

Yes, Page 12

G4-PR3

Type of service information required and percentage of such service
categories

47 - 53

Yes, Page 12

G4-PR4

Total number of incidents of non-compliance concerning service information

None

Yes, Page 12

G4-PR5

Results of surveys measuring customer satisfaction

None

Yes, Page 12

47

Yes, Page 12

None

Yes, Page 12

Customer Privacy
G4-DMA

Reasons for Materiality & its Impacts

G4-PR8

Total number of complaints regarding breaches of customer privacy
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