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The DGEP Annual Report highlights the Dubai Government's
commitment to achieving excellence and innovation in all aspects
of its functions. Vice President and Prime Minister of the United
Arab Emirates and Ruler of Dubai His Highness Sheikh
Mohammed bin Rashid Al Maktoum said, "The Race of Excellence
has no Finish line."

During the year of 2022, the Dubai Government Excellence
Program has had many achievements and launched several new
initiatives to further drive excellence and innovation in government
entities.
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Vision: 15,1
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Achieving global leading position for Dubai government through
excellence and innovation.

Mission: s Lo ,J|
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We strive to empower Dubai government entities to
develop performance, results and services to reach a
global leading position

*

Strategic Goals:

Achieving global leading position for Dubai government
through excellence and innovation

Through the continuous development and update of the model, its
categories and criteria in accordance with the best international
practices as well as Dubai government priorities, and conducting
professional and objective assessment of government entities by
teams of assessors and international subject matter experts
specialized in the fields of government work. This assessment
provides value-added assessment reports that draw a road map for
the government entities to reach global leadership. Finally,
recognising government entities and employees who have achieved
distinguished performance at the program’s award ceremony.

Working as a global hub for the exchange of knowledge in the
field of government excellence and innovation

By facilitating the exchange of knowledge, success stories and best
practices within Dubai and with international partners through a
range of activities, knowledge initiatives, diverse training programs
and building a platform of international experts in the field of
government excellence and innovation to be invested and
employed in the field of assessment, transfer and exchange of
knowledge.

Through reports and analytical and diagnostic studies in the
field of excellence and innovation which are based on the results
of assessments and studies at the government level to support
leaders in the decision-making in the field of government
performance

Through the preparation of reports and analytical and diagnostic
studies in the field of excellence and innovation based on the
results of assessments and studies at the level of government
sectors and at the level of the government as a whole to support
leaders in the decision-making in the field of government
performance.
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Happiness and Mystery Shopper Studies
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Total Number of improvement
plans generated by the
Mystery Shopper Study

6592
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Total Mystery
Shoppers Visits

6.17%
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Percentage of

improvement achieved by the
Mystery Shopper Study
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Total sample achieved
in Customer Happiness
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The Annual Happiness Studies
were conducted, aimed at
measuring customer happiness,
employee happiness. while the
newly daily Mystery Shopper
Study were launched aiming at
measuring the quality of
customer service provided by
government entities. The results
of studies were used to identify
areas for improvement and
develop improvement plans in
each government.




Happiness and Mystery Shopper Studies

24 [ 28 [i—
o dlgosiall duigislyl gdlgall 33e == o dlgositall @sall mléubill sac &
Jaloleioll 63leum duulys - Jiloleioll 65leum duulys
Number of websites covered in Number of Mobile applications

in Customer Happiness study covered in Customer
Happiness study

bA

332 (= 26 o

0 @lgauiroll doaill jSlpo ac L b @gouiall Joidl jSlpo dac
Jiloleioll 63leuw dwlys Jiloleioll 63leus duwl)s

service centers covered in Number of call centers covered in

in Customer Happiness study Customer Happiness study
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Global Hub for knowledge and innovation
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opee [l el e sl e e Acting as a global Hub for Knowledge
Webinar Attendees Happiness rating and Innovation DGEP conducted a
series of webinars to promote
knowledge sharing and best practices

14 across government entities, in
addition to "The Best Practices Series”,
dasyeoll Glgaill aac which is a two-day event, was also
Number of Webinars conducted to showcase success

stories in Dubai Government, transfer
knowledge between government
94% entities, and to be exposed to
international best practices and mega
trends in the areas of excellence.
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Attendee happiness rating The "Partners for Pioneering" Initiative
‘Best Practices Series’ brought together elite government
entities with entities in the foundation
level, to facilitate the rapid exchange

of knowledge and enhance
performance & services through a
strategic partnership approach. A
total of 14 government entities have
signed partnership agreements as
part of the initiative.




Global Hub for knowledge and innovation
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Average happiness of The Innovation Professionals

participants in Innovation Program (IPP) was also
Professionals Program launched, aimed at developing

innovation skills among

2 government employees. The

&ilybj aac program was designed using

jJil jSlpo latest tools of innovation

Number of Innovation including Dubai Government

visits conducted Innovation Farmework
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Enlisted trainees in the
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Program
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First batch graduation
rate Innovation
Professionals Program
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Number of entities
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Professionals
Program




Global Hub for knowledge and innovation
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Number of recommendations
of best practices

The Dubai Best Practices
initiative, is an organizational
learning consists of intensive
13 8)3lio pjm 320 training and facilitation of a
Cbuylooall Josd number benchmarking projects
Number of projects of for selected tea ms from
"Dubai Best Practices" initiative government entities.
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Number of participants in
"Dubai Best Practices” initiative




Global Hub for knowledge and innovation
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Number of Members in the Global
11 Excellence Council (GECQ)
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Number of Meetings held in
Global Council for Innovative
Organisations (GCIO)
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Number of Activities of GEC
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Number of members in the
Global Council for Innovative
Organisations (GCIO)
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Global Council for Innovative
Organisations (GCIO) Series
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Dubai Declaration of the Global
Excellence Council was issued
this year, the council consists of
11 founding members, including
DGEP, from five different
continents. The council aims to
promote a culture of excellence
and to implement leading
practices in excellence
organizations across the globe.

The program also implementead
a number of activities through
the Global Council of
Innovative Organizations, which
was established by DGEP

With the aim of promoting a
culture of innovation,
knowledge sharing

and learning from best
practices in this

the field.
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Global Hub for knowledge and innovation

0 0952l jraill (13 aolip )l
11 Loeillg adyeall Jéil 611210 Uldleo
21g J3ls go cbpud oladll ooy

daulslall GlsjLiroll agall
Internal Participations

Dubai Government Excellence

Program participated in various
events to transfer the knowledge

and introduce the success stories

qmjl_g_"/q_ujb" Ule.u.l.O." of Dubai to our partners from
External Participations

inside and outside the country.




Sustainable Excellence Initiative
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The Sustainable Excellence Initiative brought a year-round and continuous review
process to raise standards, drive efficiency, and boost productivity of government
entities. The initiative focuses on the realisation of key tasks and government

priorities, by focusing on a specific number of indicators that will result in the
desired impact.

The continuous measurement of excellence highlights the effectiveness of

government performance away from seasonal assessment and rely on external
measurements and technology.

It also plays a key part in reducing any burden on government entities when
preparing for their assessment and ensures that they are provided with the right
recommendations and periodic reports to continuously improve their
performance, rather than just focusing on awards.

» [ ] [ ]
4 aVo
.-.‘ A
O =¥e
O o \WOrlg
M) /|
Oldele qtiono




Sustainable Excellence Initiative
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participated
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Numlber of meetings
with coordinators
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Number of Assessors
Training sessions
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Generated
reports
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Content Development in Social Mediao
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We are also proud of our ever-expanding social media presence, which allows us
to promote excellence, raise awareness & to connect with a wider audience and

promote our initiatives and achievements.
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Total Reach on Instagram
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Total Engagement on Instagram
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Total Views on Instagram
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Uloioll guo0o e dadjliasoll 2ac
Total Engagement on all platforms

208K
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Total Impressions on Instagram
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Total views on all platforms

O

6.5K
Hugi Gle @Sjluall Jloo]
Total Engagement on Twitter
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Total Views on Twitter
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Total Impressions on Twitter

14.3K
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Number of followers growth

383K
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Total Impressions on all platforms

70
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Total Number of Social Media posts
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Assessment cycle 2021
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DGEP developed assessment outcomes analytical executive summary report for
each government entity. The report includes an analysis of the entity’s results in
the organizational excellence assessment, in addition to the results of the most
important central performance indicators, the results of mystery shopper study,
customer happiness, employee happiness, and innovation readiness studies in
order to enable leaders of the government entities to prioritize development and
improvement efforts.

DGEP also developed analytical reports for the assessment results for Government
Services, Digital government, artificial Intelligence & Data Sciences on Dubai
Government level. The reports were sent to government entities responsible for
developing these fields in the center of Dubai Government.

1 31
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Gbibll pgleg (clibo Ul Analytical executive summary report

Report for assessment results
of digital government, artificial

intelligence and data sciences 1
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Report for results of government
services assessment
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