Government Of Ajman

o\
2 &

A D 1 E2)S

Municipality & Planning Department

Ulol=ioll $olaul So Joleil Auwliw

Customers Complaints-Handling Policy
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Municipality and Planning Department in Ajman aims to achieve customers satisfaction through providing distinct services that meet the
needs and expectations of customers in order to reach excellence in the field of customer service and handling according to ISO 10002:2018
Customers Complaints Handling Standards.

This policy applies to all of the department’s service providing centers.

Our commitments towards you

@ The Department is committed to reviewing and enhancing complaints management
system periodically to achieve customer satisfaction.

@ The department is committed to provide trained and qualified personnel and best
programs and equipment required to resolve any complaints received.

@ The department is committed to inform and provide appropriate information for
customers, employees and other stakeholders about the process of their complaint
handling.

@ The department is committed to protecting the information received from the
customers and maintaining confidentiality and non disclosure.

@ Each complaint is handled objectively in a fair and impartial manner.

@ Information integrity: We guarantee the integrity, validity and accuracy of the
information.

@ The Department adopts the concept of accountability for decisions and actions

related to complaint handling
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& Channels of Complaints

We provide complaints E-mail Smart application Department external website Tel
services free of charge &I 80070@ajman.ae G I MPDA @ I www.am.gov.ae % I 80070
X platform Personal attendance Facebook Instagram

X I @ACC80070 8 I Customer Happiness Center I Al Manama Service Center I Masfoot Service Center {F I Ajman contact center I @AJM80070

Our valued customers

“We are looking for your happiness by
providing you with all your needs at
maximum quality and professional manner
to meet your satisfaction and expectations
on our services”
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Abdulrahman Mohammed Al Nuaimi
General Director of the Municipality and
Planning Department.

.clj.cSH Liilolio
Ad_olA 1164919 P ARalew) y=uj"
dle d1oyng 639y AL

" Wiloaa Yc oiln)g

Date of Issue : 2024/07/11 :jlan )l Uyl
No.of Issue: 6]2024 :jlan)iod)



