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Introduction

Dubai Electricity & Water Authority (PJSC) is committed to deliver
exceptional services to its customers by responding to their
suggestions and comments as well as resolving their complaints
promptly via “04” — The Unified Interactive Platform Between Dubai
Government & Its Customers. Moreover, DEWA is dedicated to
improving the overall performance that ensures elevating customer
happiness, exceeding their expectations, and complying with the
Integrated Management System requirements and standards. This
policy is aligned with the Unified Guide for managing Customer
Feedback developed by Dubai Government, in addition to the
requirements of ISO 10002:2018 and ISO 10003:2018.

To ensure continuous improvement, DEWA has established KPlIs that
are reviewed periodically.

Policy Rules

1. Receive all customer feedback (suggestions, comments, and
complaints) through the following available channels: 04
platform, DEWA Customer Care Centre, Email, DEWA social
media channels, personal attendance, media (radio &
newspapers).

2. Handle and track all feedback via “04” The Unified Interactive
Platform Between Dubai Government & Its Customers.

Acknowledge to customers the receipt of their feedback.
4.  Request additional information from the customers, if required.
5. If the feedback is not related to DEWA, it will be re-directed to the

relevant Government entity and customer will be informed of the
same within one (1) working day.

6. Respond to customer suggestions and comments within a period
of three (3) working days.

7. Resolve customer complaints within a period of three (3)
working days.

8. Determine and implement corrective and preventive measures
through the provided resolutions.

9. Implement feasible suggestions.
10. Ensure customer happiness on the final responses/resolutions.

11. Customer may request to re-study the outcome of the submitted
suggestion, comment or complaint based on additional
information provided by the customer.

12. If customer is dissatisfied with DEWA response/resolution,
he/she can submit a grievance request within three (3) working
days from the date of receiving DEWA's response.

13. DEWA will respond to customer grievances within a period of
three (3) working days from receiving it.

Page 1 of 2

dosde

oo ladolsiol Biunio Olosd o380 (g.p.05) 45 oleog cbireS diun pjils

g0l EnlolSid Jolall slals qailisdos «agilbhidd Glbaiwdl S

loslolziog (35 dogS> a Juolsill 8a>gall duniall "04" suc San by

logs gl Ll Ca> ¢ pailedel Salains Oslalriall 83leaw Bany Loy

dabis¥l dwlewn Lol solzally Oldbiall a3l e LSlsl 5ok

Olslie B)lsd a>sall Jdil ze dwledl sin @8lemy dylsYl

I1SO 53,31 dpallall 83521 3lgd Olilhiag 3 desSa) @il Gelolsiall

IS0 10003:2018 4 10002:2018

[WERCN) &L@JI Cwld Solwo JSJ'.-J Oloasdl )Jg]cug YT QLAJAJQ

15293 JSin lgialiog leusliminl oy &) <ol Olidse

Lwlead! Q>

o (sling willisdlog wnlobidl) ulolziall @lS)lin 4818 pliwl .1
Welolziall le) 3Ss05 B1>0ll duniall 04 11y Brdgiall lgidll JsL>

souanlly sl dmlil elozzdl Juolodll Sy i isxishil sxdls
(camaall gl siloll Ell) poledl Jilogs o uainil]

Jeolgi) 83> gall dainll "O4" U35 o dodivadl LS Liwl 4818 d=slin .2
lodolzing (35 dogS> (s

0033l pélial e Glalzzall g3 3
dolol caes 3] plolezall o 46Ls] Oloslee il 4

gl Il lalios oy dsall polazsl o Cad S Ll i8S Jl> § .5
Jae (1) psy S5 Jalziall pdle] 2o duatinall

Jac bl (3) B3 Jsls oyalolmiall lamdleg ilolyisd dlaiwdl 6
Jac bl (3) B3l Jsls pyalolmiall solSs J> 7

Aosiall Jolol P 50 Gl Olebadl 3551s gds 8

Aazall OlLasdl Gubs Ll o)l .9

dossall Jollg 39331 IS o delzinll 83l §u85 Lle oyl 10

9S> of Abs>do of 158l (sl 0y duolys B3le] calbs Jolziall Sy 11
Jolziall lgasdy L3l 48Lo3l Orloglzall e Tslizul

Sy gl b oo paiall JoI/ st e Jolioll Loy prc Jls § .12
el 350 dadliaol Fosli oo Jae abl (3) Jols wllss b @3,

08 Jos ol (3) 305 o dlalaiall Slollis e 2, Lisgll pois 13
ollatl sl gy



Protection Of Personal Information

All customer feedback is subject to data protection and confidentiality
laws. DEWA shall take the necessary measures and precautions to
ensure the confidentiality of the information and any related
documents submitted by the customer, including the customer’s
digital data.

Policy Ownership & Review

Customer Happiness Department in The Innovation and The Future
Division is the owner of this policy and is responsible for its annual
review or when required, as well as the communication and
promotion of the policy to all divisions and departments through
different channels.
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Saeed Mohammed Al Tayer
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Our Vision A globally leading sustainable innovative corporation committed to achieving Net-Zero by 2050

www.dewa.gov.ae
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