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Customer Service Charter
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We in Ajman Municipality and planning Department pledge to achieve your happiness throughout providing best services, simplifying
procedures, and applying best practices followed all over the world to serve you with leading visions and well-prepared staff.

@ We will treat you with interest, respect and cheerfulness.

@ You will receive distinct and fair service.

% We will deal with your needs professionally and we will do our best to achieve them.

% We promise to offer easy and fast service.

% We will provide you with accurate information and procedures for proper service.

@ We will provide you with high quality service under one roof as possible.

@ We will work to provide our service through convenient channels and in a timely manner.

@ We will welcome your suggestions in order to share the development of our service.

@ We will respond to any comments or complaints about the services provided to customers
as soon as possible.

@ We will deal with people of determination with highest level in providing services.

% Your private information will be kept confidential, and will not be disclosed to a third party.

What we wish from you to deliver you with a distinct service

@ Appreciating our employees’ efforts in serving you and treating them with mutual respect.

@ Preparing your documents required in advance to help complete the process.

% Informing us with any errors or modifications in the information as soon as possible.

@ Letting us know of any change in your personal information or conditions related to the
completion of service.

% Respond to customer service team inquiries to help serve you in a timely manner.

Contact us through

Toll free Website

80070 I www.am.gov.ae

Official workdays
I Monday - Thursday

Working Hours
| 07:30 AM - 05:30 PM

Friday I 07:30 AM - 12:00 PM
Saturday | 07:30 AM - 03:30 PM
Our location

Municipality and Planning Department, Ajman, and
service provider as mentioned in the service Directory

Smart App
MPDA
= \

1- Apple Store L %

2- Google Play  rymmy 2m \‘v
Our valued customers !
“We are looking for your happiness by providing
you with all your needs at maximum quality and
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professional manner to meet your satisfaction and
expectations on our services”

No. of Issue: 05
Date of Issue: 01/06/2024

General Director of the Municipality and
Planning Department.
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Government of Ajman Municipality & Planning Department

Mechanism

Proposal Submiss

% 1. Submitting and registering the proposal in CRM.

% 2. Automatic reply to the proposer via e-mail and SMS (thanking the proposal for
submitting the proposal).

% 3. Referring the proposal to the concerned department.

% 4. Receiving reply from the concerned department (under study - under implementa-
tion - cannot be implemented - pointless - meaningful) within 5 working days.

% 5. When the proposal is accepted by the concerned department, date for applying the
proposal is set.

@ 6. Referring the proposal to the Innovation Management Committee in the following
cases:
*Lack of competence (if more than three departments respond that the proposal is not
within their competence, it shall be referred to the Innovation Management
Committee).

% 7. Replying to the proposer with the proposal status.

% 8. The proposer may object to the department's reply with the proposal status.

% 9. Listing the proposals (applied - previously implemented - lacing conformity to
conditions) to be referred to the Proposals Study Committee for consideration.

@ 10. Receiving the Committee's final replies on the proposals presented to it.

% 11. Preparing quarterly or monthly and final reports.

@ 12. Evaluating the applied proposals according to the awards included in the item (by
the Proposals Study Committee).

% 13. Award.

% 14. Creative proposals are nominated for external/international awards.

Complaint Submission Mechanism:

@ 1- Submitting the complaint through official channels, and then an SMS is sent to the
customer (to confirm the submission of the complaint).

@ 2- Referring the complaint to the competent organizational unit and following it up.

@ 3- Addressing the customer on the action taken and replying through the system by the
organizational units.

@ 4- Closing complaints and writing reports.
-Classification of complaints:
1- Reports (1 working day).
2- Regular (5 working days).

3- Complex (15 working day handiing).
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