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12.

ADHA Customer Service Policy

In line with the vision of Abu Dhabi Government, Abu Dhabi Housing
Authority (ADHA) was established with the vision of “To provide
suitable housing for all Abu Dhabi Citizens”, Hence provides housing
services such as Loans, Land, Exemptions, Exchange services to
citizens of Emirates of Abu Dhabi. ADHA strives to achieve high
standards of performance of customer service practices. ADHA is
committed to:

Design, develop and deliver housing programs, policies, products, and
services in line with needs and expectations of all segments of the citizens
of the Emirate of Abu Dhabi.

Build relationships of mutual frust & respect with our customers by putting
“Customers First”.

Adopt best practices and international standards and frameworks such as
GSEC Customer Service Manual, ISO: 10002 to continually improve
customer experience.

Identify risks & opportunities resulting from Complaints Management
System, analyze and follow up on the implementation of their treatment
and improvement plans.

Address customers’ feedback and complaints received through Abu
Dhabi Government Contact Center “800555” and other communication
channels pertaining to housing programs, policies and services provided
by ADHA by a competent and qualified team while considering the
confidentiality aspect.

Provide appropriate work environment that enables customer service
employees to serve customers including responding to their inquiries,
complaints and suggestion with the highest levels of effectiveness,
efficiency, objectivity and professionalism.

Always protect customer’s data and information.

Always welcome customers' complaints as a key input for contfinual
improvement.

Build, maintain and enhance competence of our staff so as to serve our
customers in a courteous, polite, fair and professional manner.

Measure customer’s perception and their level of safisfaction through
surveys and other means.

Use results of customer feedback and surveys to improve our products,
processes and services to our customers.

Benchmark our customer service against the best in class.

Director General
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