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Complaints Management System Policy & Objectives — (59ISaJ| 8,ls] allas Blaaly dwliw

The Transport Authority ensures its commitment to achieve its’ vision of Intergraded and
sustainable transportation for a better future, by achieving its” mission to Develop a secure,
integrated, and sustainable transportation system that enhance the quality of life by
providing the community with transportation services to contribute to building competitive
investment partnerships.
In line with the best international practices in the field of complaints management, the
authority has prepared the "Complaints Policy” that includes a commitment to
implementing the best complaints management practices, Itis considered a major inputinto
the process of development and improvement of the processes and services provided.
This policy expresses the commitment of the Authority’s top management to manage the
complaints system efficiently and effectively, ensuring its ease of use and impartiality,
maintaining the confidentiality and reliability of the information provided by the customer,
and ensuring that the system is monitored and audited periodically in accordance with best
practices followed locally and internationally and in accordance with relevant laws and
legislation. Therefore, to ensure the achievement of these goals, we commit to the following:
®  Focusing on customers in designing and developing processes and services,
benefiting from their comments and feedback, and ensuring their active
involvement to ensure the provision of distinguished services that meet their
needs and ensure their happiness.

®  Apply integrated processes to manage and address all complaints received, in
accordance with the approved guidelines in the complaints management
system.

®  Continuous improvement and development of all channels and procedures
related to complaints to achieve the best experience for our customers.

. Providing the necessary resources to ensure the efficient and effective
application of the complaints management system, to fulfill our obligations
towards our customers and to ensure that all legal and legislative requirements
are met.

(] Working to train employees and raise their level of competence and skills in
dealing with customers and fulfilling all system requirements.

Complaints Management Systems Objectives:

®  Enhancing the efficiency and effectiveness of complaints management in

the Authoritys

(] Improving customer happiness levels for the services provided

. Enhancing the continuous improvement and development processes in the
authority

The transport authority and its” employees believe that abiding by this policy and objectives
comes from the implementation of the complaints management system 1S010002:2018
and the Continual improvement to it to ensure its’ effectiveness. Moreover, reviewing the

system periodically according to the approved process.
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