
CUSTOMER FEEDBACK POLICY
ABU DHABI PORTS is committed to satisfy the needs and expectations of all our stakeholders in a prompt 
and reasonably practical manner. We will foster an atmosphere that focuses on the business effectiveness, 
profitability and optimization of return on invested capital to our shareholders by continually improving 
the Customer Feedback Management System performance through effective and efficient management 
of complaints.

We are committed to ensure that:
• Stakeholder’s right to complain on the products and services delivered is recognised, promoted and 

protected. Customer feedback processes are easily understandable and accessible to all relevant 
stakeholders.

• Objectivity is maintained in treating the complainant as well as personnel / function against which the 
complaints are logged.

• Confidentially of the parties involved is maintained throughout the Customer Feedback process.
• Sufficient resources are provided for the efficient and effective handling of the complaints.
• Adequate consultation and communication with the interested parties are exercised throughout the 

Customer Feedback process.
• Complaints and feedbacks are a means for learning and improvement and will not be utilized as a tool 

for disciplinary measures unless found intentional by any party.

In maintaining this commitment we will:
• Plan and perform its activities in compliance with the established Customer Feedback Management 

System.
• Set objectives & targets at each relevant functional / personnel role and implement procedures / 

surveys necessary to achieve them.
• Provide training to all employees working for and / or on behalf of the organization to ensure awareness 

on their Customer Feedback obligations.
• Proactively interact with the customers, employees, statutory & regulatory authorities and local 

communities.
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Abu Dhabi Ports will adhere to its HSE Policy by integrating health, safety and environment aspect 
into its business and management processes.

Abu Dhabi Ports is committed to comply with all pertinent regulations from the applicable Abu Dhabi 
Sector Regulatory Authorities, as well as applicable national and international rules and regulations.

Abu Dhabi Ports will strive to conduct and manage its business and activities in a manner designed 
to responsibly minimize HSE risks to a level which is As Low As Reasonably Practical (ALARP).

Abu Dhabi Ports will strive to encourage optimal use of resources consumed thereby minimizing 
emissions and waste.

Abu Dhabi Ports is committed to reduce risk in its operations to safeguard its personnel and protect 
the environment in the communities within and around its premises.

Abu Dhabi Ports will transparently communicate its HSE results and welcome input from regulatory 
agencies, communities and other interested parties.

Within the scope of IHSE Policy defined above and to support our role in the Abu Dhabi 2030 Vision, 
Abu Dhabi Ports shall:

  Demonstrate our commitment to sustainable development.

  Align with the corporate values of not compromising on safe and secure operations.

  Provide alignment between our activities and HSE resources.

  Monitor and manage health, safety and environmental risks.

  Obtain stakeholder and interested parties input.

  Conduct e
compliance requirements.

  Conduct periodic HSE inductions for all personnel and those working for, with and on behalf of  
Abu Dhabi Ports.

  Develop a systematic approach to ensure compliance with national and international laws and 
standards that we subscribe to; and international best practices, in order to continually improve 
our HSE performance.

  Conduct periodic management r
set HSE targets and objectives and ensure that the IHSE Policy remains relevant and appropriate.


