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GOVERNMENT OF DUBAI

COURTESY & RESPECT

What you can expect from us:

e Courteous and respectful dealing with customers
e Explaining all procedures and responding to all feedbacks

What we expect from you:
e (Courteous and respectful dealing with employees

STABILITY & SUSTAINABILITY

What you can expect from us:

e Delivering excellent services
* Providing the required information and documents

What we expect from you:
e Reviewing documents and adhering to instructions

TRANSPARENCY

What you can expect from us:

e Providing transparent and clear information
e Posting policies in a simplified manner on our website

What we expect from you:
e Reporting all information and inquiries to enable us process your cases

PRIVACY

What you can expect from us:
e Handling your details in a confidential environment

What we expect from you:
e Providing us with accurate and correct details

DELIVERING SERVICES

What you can expect from us:

e Meeting the declared standards of service
e Adopting simplified procedures and processes

What we expect from you:

e Utilizing the newly available methods selected by the RTA for delivering services to you
e Readiness, in terms of delivering the required documents

ASSISTANCE

What you can expect from us:
e Rendering assistance in any issue related to the RTA

What we expect from you:
e Realizing that we might not be able to offer help in case the appropriate person or information is not available

COMPLAINTS

What you can expect from us:

e Receiving your complaints through dialing 8009090, visiting the website www.rta.ae, or communi-
cating via the e-mail address below or by mailing your complaint to: Roads & Transport Authority
PO Box 118899 Dubai, United Arab Emirates

Investigating the complaint and responding to it as soon as possible

Studying the prevailing circumstances of the complaint and taking the appropriate decisions
accordingly

What we expect from you:

e Submitting complaints through the above mentioned official channels or through the supervisors
of Customer Service Centers at the Center

APPROVED BY:

Name Title

H.E. Mattar Mohammed Al Tayer Chairman of the Board & Executive Director of RTA

Maitha Mohammed Bin Adai CEO of Traffic and Roads Agency

Adnan Ahmed Alhammadi CEO of Rail Agency

Essa Abdul Rahman Al Dossari CEO of Public Transport Agency

Mohammad Obaid Al Mulla CEO of Marine Agency

Ahmed Bahrozian CEO of Licensing Agency

AbdulMohsin Ibrahim Younes CEO of Strategy & Corporate Governance

Abdulla Ali Al Madani Acting CEO of Corporate Technical Support Services
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Yousif Ahmed Jawad Al Reda Acting CEO of Corporate Administrative Support Services

Abdul Aziz Malik CEO Dubai Taxi
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