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1. Introduction
Based on the Cabinet Decision No. (60/3/1) on the Adoption of the Fedémaleznment Strategic
Plan, the Cabinddecision No. (315/11/30) of 2013 on the activation of the smart government initiative,
the strategic indicators, and based on the dir
Affairs and the Future to consider the TelecommunicationsllBegy Authority (TRA) the enabling
entity of the smart government pillalFurthermore, in line with the directives of our wise leadership on
the need to continue to work as one national team with all federal entities in order to achieve the UAE
Vision 2021 and the National Agenda, to make the UAE the first globally in the Online Service Index
(OSI), TRA monitors and measures the commitment of government entities to the mGovernment
enablers. The initiative aims to raise the levekbh transformation ofgovernment services and to

enhancehe smartifestyle in the UAE.

TRA seeks to enable the federal entities to achieve excellenceSmtwdGovernment indicatorand

enablersto raise and improve theirservices quality and enhance thepresencethrough:

1 Updating theSmart Gvernment indicators criteria and measurement mechanism in accordance
with best international practices, UN standards, and new directives launched by the UAE
leadership.

1 Providing advisory support to the federal entitiesSomart Governmentindicatorsthroughout
the year.

1 Continuous monitoring of the entities wokdm Transformation plans of their services, their
level of commitment to these plans, and submitting appropriate reports and recommendations to
decisionmakers.

1 Holding meetings and awareness workshops with the federal entities reg&uhag
Government enable& indicators.

1 Monitoring and measuring the level of commitment of the federal entit@stotGovernment
enablerst indicators.

1 Making development recomendations and proposals to the federal entities in relation to the

Smart @vernment enable indicators.

These guidelines review each of BimartGovernmentndicators and Eablers and address the criteria
of each indicator with its relevant guidipgnciples, which will be used to meas@martGovernment
KPIsfor 2019.
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2. The list of Smart GovernmentIndicators and Enablers

The Smart @vernment indicators for 2019 are divided into 7 main indicators as follows:

®The adopted Smart Government Indicators in the Smart
Government pillar are:

Precentage of E/M Transefmation of Federal Governmentesvices

Percentage ofJsage ofGovernment E/M Services
Percentage of Gstomer Happiness with E/M&ervices
Percentage of Publicwareness of E/MX*rvices
Percentage of Government Websiteempliance with Quality &indards

Percentage of Governmente®vices compliance with E/Mgervice Quality
Sandards

E/M Services Integrationndicator

Total adoptedindicators = 7

All Smart Government indicators of 2019 are monitored and measured by mGovernment Enablers
Team, except the third indicat oB/M serAiees”, ovbichtisa g e

monitored and measured through the PMO.

All details of Smart Government indicators will be outlined in these guidelines.
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3. Measurement Mechanism

There are slight changes in the measurement mechanism of the Smart Governmentsirudi2atb®
regarding some indicators. A new pillar has
level in theE/M transformation indicator, public awarenessEdM services, the websites quality
indicator, and th&/M services quality indicat. Additionally, the calculation mechanism of the criteria

score under Athe innovation | evel categoryo ha
addi ti onal mar ks, and wil |l be added to the ent
Themeasur e ment mechani sm and AThe | nnovation Le

of the Smart Government Indicators

Based on the positive results of the Smart Government indicators evaluation of 2018 with regards to the
innovation criteria, in which d&rge number of Federal Government Entities presented exceptional
practices, and based on the key observation on the measurement results of the smart governmer
enablers of 2014 and 2015 regarding t hwlopkdeder
by the mGovernment Enablers Team on the smart government indicators, which clarify the method of
achieving the full score in each indicator by the federal entity, specially that the old mechanism did not
take into account any other innovations iempented by the federal entity in applying the criteria of the
smart government indicators, for the aim of improving the quality of their services andpheseace.

Accordingly, an updated mechanism has been adopted since 2016, which does notrspbkgiftsdo

the typical responses of a number of criteria, allowing the federal entities to be creative in the
i mpl ementation of these <criteria, by includi
implementation of a number of aetlpreviously metioned SmarGovernmentndicators to motivate

the federal entities to think creatively and come up with creative and innovative ideas.

The mechanism aims to motivate positive competition among federal entities to achieve excellence in
provision of online services and innovation in the implementation dstha&tGovernmentndicators
criteria.

Al nnovation Level 06 Category
A number of criteria have been identified in the following indicators:
1 The Fourth indicator: Percentage of public awareneEé\dfservices
1 The Fifth indicator: Percentage of government websites compliance with website quality
standards
1 The Sixth indicato: Percentage of government services compliance Eithservices quality
standards
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4. The Guideline

These Guidelines identify the following for each indicator:

1 The First indicator: Percentage of EM Transformation of federal government services
(criteria)
o Typical responses for each criteria of this indicator to achieve the full score.
1 The Second indicator: Percentage of usage of governmentNEservices (Equations)
o General recommendations for incremsthe usage rate (no typical responses)
1 The Fourth indicator: Percentage of public awareness of B services
o Typical responses for the criteria
O Mini mum acceptable | evel of the Al nnovat
1 The Fifth indicator: Percentage of govenment websites compliance with website quality
standards (criteria)
o Typical responses for the criteria
o Mini mum acceptable | evel of the Al nnovat
1 The Sixth indicator: Percentage of government services compliance with ¥/service
quality standards (criteria)
o Typical responses for the criteria
O Mini mum acceptable | evel of the Alnnovat
1 The Seventh indicator: EM services integration indicator
o Explanatory guide about the indicator

Important note: When reading these guidelines, please pay attention to the icons next to some
criteria. Each icon indicates:

@ New criterion within the Smart Government Indicators

criterion falls under the Innovation category
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I.  First Indicator: Percentage of EM Transformation of Ferderal Government Servcies

1 Indicator Description
o The following table provides an overview of the indicator including the definition, scope
of measurement, main components, and the mechanism of result calculation at the
entity/governmenlevel.

This indicator measures the level afndfansformation of government services fr
the beginning of the provision process until their readiness on the website and
devices, in order to provide the services to the customers in a fully electronic
manner.

The indicator includes all government priority services provided to individuals &
businesses, and compatible wéitsmartransformation, in all federal entities.

The indicator result is calculated at the entity level as follows:
(Total percentages of e/m transformation of government priority services comp
with e/m transformation in the federal entity) / (Total number of priority services
compatible with e/m transformation in the federal entity)

The indicator result is calcuated at the government level as follows:
Total percentages of e/m transformation of government priority services comps
with e/ m transformation in all fede
compatible with e/m transformation in &deral entities.

The indicator consists of a total of 13 main criteria divided at the level of the en
and services as follows:

* criteria at the level of the federal entity (2):

1. Readiness

2. Security level of access channels to the service

*criteria at the level of services (11):

1. The level of electronic transformation of the service provided throughpbea

2. The level of smart transformation of the service provided throughdbéde
phone

3. Channels of access to the service provided through mobile phone
4. Work platforms available for mobile application
5. Languages available in the service access channels througpdtiale

6. The wuser ds obl i gftartcampletiontofithe pervicesprodds
through the eortal.

7. Compatibility of the service provided through thpagtal with people with
special needs.

8. Languages available in the service access channels through the mobile pho

9. The igatioa toprevidefeetback after completion of the service prov
through the mobile phone.

10. Compatibility of the service provided through the mobile phone with peoplt
with special needs.

11. Compatibility between service access channels
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1 Adopted criteria for the Precentage of EM Transformation of Federal Government
Service Indicator

Main pillars of e/m Transofrmation Indicator

Level of Smart Level of Electronic

Transformation Transformation

Channel Accessibility

The following table shows the adopted criteria for the e/m transformation indicator 2019 with the

options avdable for each criterion, which will be used in the evaluation process. Kindly note the

following:
o] If the criterion has 4 options, its final score would be 3
o] If the criterion has 3 options, its final score would be 2
o] If the criterion has not been implented, the entity receives a score of zero "0"
o] If the criterion is "not applicable” (N/A) to the service, the value and score of the

criterion are automatically distributed to the other criteria.
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Pillar / Standard Options
1 Readiness (at the entity level)
@ 1.1 | Isthere a formal decision to form a digital 1- Yes
transformatiorteam in the entity? 0- No
@ 1.2 | What is the percentage of the transformed | 2-More than 60%
services out of the total number of services il 1- More than 30%
ity?
the entity 0- Less than 30%
2 Security level of access channels to the service (at the entity level)
2.1 Is the protoco(Secure Sockets Layer SSL) | 3-In all the evaluated services
used in the service access channels? 2- In most services (more than 50% of the
number of the evaluated services)
1- In some services (less than 50% of the
evaluated services)
O- Not available
2.2 Which of the following methods are used in | 2- Two-factors authentication login in all
login authentication process of the service | services.
provided through the-gortal? 1- Two-factors authentication login ion
some services.
0- onefactor authetication login
0- N/A
2.3 Which of the following methods are used in | 2- Two-factors authentication login in all
login authentication process of the service | services
provided through the mobile phone? 1- Two-factors authentication login ion
some sernges
0- One-factor authentication login
0- N/A
3 The level of electronic transformation of the service provided through the-portal (at the
service level)
3.1 Service information (procedures, documentg 2- Sufficient information about the service a
fees, etc.) are available on the website available
1- Simple information about the service are
available
0- No information about the service are
available
3.2 Identification and verification of user access| 2- Yes
(for example, through SSO) 1- No
0- N/A
3.3 Ability to apply for service through the websi| 2- Yes
0- No
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3.4 Ability to follow-up on the process through th 2- Yes
website 0- No
0- N/A
3.5 Ability to attach the required documents 2-Yes
through the website 0- No
0- N/A
3.6 Ability to process fees payment through the| 2- Yes
website 0- No
0- N/A
3.7 Ability to receive the service through the 2-Yes
website (without visiting the service centers)| o- No
0- N/A
4 The level of smart transformation of the service providedhrough the mobile phone (at the
service level)
4.1 Service information (procedures, documentg 2- Sufficient information about the service a
fees, etc.) are available via the mobile phong available
1- Simple information about the service are
available
0- No information about the service are
available
4.2 Identification and verification of user access| 2- Yes
(for example, through SSO) 1- No
0- N/A
4.3 Ability to apply for service through the mobil¢ 2- Yes
phone 0- No
4.4 Ability to follow-up on the process through th 2- Yes
mobile phone 0- No
0- N/A
4.5 Ability to attach the required documents 2-Yes
through the mobile phone 0- No
0- N/A
4.6 Ability to process fees payment through the| 2- Yes
mobile 0- No
0- N/A
4.7 Ability to receive the service through the 2- Yes
mobile phone (without visiting the service | - No
centers) 0- N/A
5 Channels of access to the service provided through mobile phone (at service level)
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5.1 What are the channels of access tostfiwice | 2- Mobile responsive website or smart App.
through mobile phone? 0- N/A
6 Platforms available for mobile application (at service level)
6.1 How many platforms are available for mobilg 2- Two or more
App? 0- One
7 Languages available in theservice access channels through the website (at service leve
7.1 How many languages are available on the | 2- Two languages
website access channels? 0- One language
8 The userdéds obligation to send f eedthouk
the website @t service level)
8.1 Is the service provided through the website | 2- Yes (Compulsory)
supported with the user feedback feature aft 1. ves (Optional)
completion of the service?
0- No
9 Compatibility of the service providedthrough the website with people with special needs
(at service level)
9.1 Is the service provided through the website | 3- Provides at least three features to suppo
supported to suit people with special needs? users with special needs.
2- Provides two features only to support use
with special needs.
1- Provides one feature only to support use
with special needs.
0- No features are available to support user
with special needs.
10 Languages available in mobile access channels (argce level)
10.1 How many languages are available in mobil¢ 2- Two languages
SerVice access ChanneIS? 0- One |anguage Only
11 The userds obligation to send feedback
the mobile phone (at service level)
11.1 Does the mobile service provide the option ¢ 2- Yes (Compulsory)
sending a user evaluation after completion d o- yes (Optional)
the service?
0- No
12 Service provided through mobile is compatible with people with special needs (service
level)
12.1 Is service provided through mobile compatily 3- Provides at least three features to suppo

with people with special needs? users with special needs.

2- Provides two features to support users w
special needs.

1- Provides one feature only to support use
with special needs.

0- No features are available to support user
with special needs.
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13 Compatibility between service access channels (at service level)
131 Can this service be completddough mobile | 2- Yes

phone if the process was started via the welj 1. No

or vice versa? 0- N/A
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1 Guideline on The Percentage of E/M Transformation of federal government services 2019
o The following table shows the recommendation for the necestgpy that should be
implemented by the federal entities to achieve the full score of each criterion

Guidelines (Recommendations)

1 Readiness (at the entity level)

Is there a formal decision to form a team of digital transformation leaders in thentity?

The process of digital transformation is a key organizational function that must be represente
1.1 organizational unit or specialized team assigned through a formal decision by the Director G¢
or the Undersecretary to manage and implententligital transformation strategy to ensure bala
and avoid duplication or inconsistencies between different organizational divisions.
Availability of capacities and cadres working within specific groups and functions, and interag
in an integratednanner, enhance the ability of the digital transformation team to carry out its t
and exercise its authority in planning, organizing, implementing, and providing excellent digit
services and improving the level of services provided to customers.

What is the percentage of transformed ser
services?

2.1 The entity must provide a list of all the services it provides to the public, and specify the num
services that have been e/m transformed, inclugligity and norpriority services (example: the
tot al number of the entityds services is
percentage of the transformed services is 50%)

Note: services that are not compatible with e/m transfoomatie not included in the calculation.

2 Security level of service access channels (at the entity level)

2.1 | Using the protocol (Secure Sockets Layer SSL) in the access channels of all services threug
portal.

2.2 | Using twofactor authenticatiotogin (example: username, password + security questions) thro
the eportal on all procedural services and services requiring login.

- Hint: Activating the twefactor authentication login feature technically and giving the user the
option to activate #htwo-factor authentication or not.

2.3 | Using twofactor authentication login (example: username, password + security questions) th
the mobile phone on all procedural services and services requiring login.

- Hint: Activating the twefactor authentid#on login feature technically and giving the user the
option to activate twdactor authentication or not.

3 Access channels to the service provided through mobile (at service level)

3.1 | There are sufficient information about the service in the service card on the website (The
information provided in the service card must include at least the following points: procedure
supporting documents, fees, target audience, addresses and |anfagienvice provision, service
terms and conditions, service implementation time)

3.2 | The customer can access all the services that can be requested through the website via Sing
On (SmartPass)

3.3 | The customer can apply for the service throughstirvice card page on the website (start the
service option is available on the service card)

3.4 | The customer can followp on the current status of the electronic transaction and the process
progress through the website

3.5 | The customer can attatie required documents to complete the service application through th
website

3.6 | The customer can pay the service fees through the website
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3.7 | The customer receives the service applied through website without having to visit any servicg

centers
4 The level of smart transformation of the service provided through mobile phone (at service
level)

4.1 | There are sufficient information about the service in the service card on the mobile applicatig
information provided on the service card must inclatlieast the following points: procedures,
documents, fees, target audience, addresses and locations of service provision, service tern
conditions, service implementation time)

4.2 | The customer can access all the services that can be requestgtl theomobile phone through
Single SigrOn (SmartPass)

4.3 | The customer can apply for the service through the service card page on the mobile phone
service option is available on the service card)

4.4 | The customer can followp on the currergtatus of the electronic transaction and the process
progress through the mobile phone

4.5 | The customer can attach the required documents to complete the service application through
mobile phone

4.6 | The customer can pay the service fees throughmtigle phone

4.7 | The customer receives the service applied through mobile phone without having to visit any
center

5 Service access channels through mobile phone (service level)
5.1 | The customer can apply for the service through mobile phsing the mobile responsive websitg
or the smart application
6 Work platforms available for mobile phone (service level)
6.1 | Smart phone application is available through two platforms at least
7 Available languages in the service access channels on website (at service level)

7.1 | Two or more languages are available to receive the services through the website.

8 The userds obligation to send feedback a
website (at service level)

8.1 | Intensifying tte efforts to motivate customers to provide objective feedback of their level of
satisfaction about the service provided through the website once the application is submitted

9 Service provided through the website is compatible with people with speciaéads (at service
level)

9.1 | Activating at least three special needs features through the website to support users with spg
needs and help them to apply for and use the availadevices. (Example: texo-speech, text
color, and other features)

10 Available languages in service access channels on mobile phone (at service level)

10.1 | Two or more languages are available to receive the service provided through the mobile pho

11 The userds obligation t o s esedicefpeedddiraondgh tha f

mobile phone (at service level)

11.1 | Intensifying the efforts to motivate customers to provide objective feedback of their level of
satisfaction about the service provided through the mobile once the application is submitted.

12 Service provided through the mobile is compatible with people with special needs (at servic

level)
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12.1 | Activating at least three special needs features through the mobile phone to support users w

special needs and help them to apply for andhesemart services available. (Example:-text
speech, text color, and other features)

13 Compatibility between service access channels (at service level)

13.1 | Enabling the customer to complete the service through mobile phone if it has been ihit@aigt t
the website, or vice versa
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lI.  Second Indicator: Percentage oUsage of Government E/M Services

1 Indicator Description
o The following table provides an overview of the indicator, including the definition, scope
of measurement, its main components and the mechanism of calculating the indicator
result at the entitiy/government level.

The indicator measures the demand of individual and business customers on th
e/m services provided by federal entities.

The scope of the indicator includes all government priority services compatible wi
transformation provided to individuals and businesses in all federal entities (infor
services are excluded due to the absence of appropriate measurement mecbk
their use).
The percentage of usage is calculated at the level of each measureable priority|
through (number of electronic trans
total number of transactions (electronic + smart + manual)

The indicator result is calculated at the entity level as follows:
(total percentages of use of e/m services of government priority services that ha
transformed to e/m services in the federal entity) / (total number of government |
services that have been transformed to e/m services in the federal entity)
Evaluation mechanism: the federal entity must provide statistics of numb
transactions from different channels with users data on a quarterly basis, after
TRA will check and verify their validity through the followingdte: the federal entit
must use a mechanism to identify the source of completed transactions, inc
whether the transaction is perfor med
website, the smart App or any other chapnel

T A survey with the customers databasent to TRA by the entity.

1 The Mistry Shopper
The indicator result is calculated at the government level as follows:
Summing the results of all e/m services of all federal entities and dividing them
total number of all the services compatible with e/m transformation provide
individuals and businesses.

1 The transaction is considersahart if it is provided through:
Mobile App, the mobile responsive website, smart devices available to the custo
the service centers.

1 The transaction is consideret&ctronicif it is provided through
The entitybds website, the mR,Kibskdevices
computers and laptops available for the customers at the service centers

1 The transaction is considerawanual if it is provided through:
The call center employees, the entity service center employees, typing centers
other service centers, any other channels (post offices, money exchange, others
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i Calculation Equation of the Percentage ofUsage ofGovernment E/M Services
o The following table shows the adoption equation for measuring the percentage of usage
of E/M services for 2019, with some examples of electronic/smart/manual channels
available for service provision.

The Service Calculation Equation of

number of electronic transactions + number of smart transactions
Percentage of e/m services usage=

total number of transactions (electronic + smart + manual)

# Service Provision Channel Electronic/Smart/Manual

1 The entityds website Electronic
The mobile App Smart
The mobile responsive website Smart

4 The entity service center employees (even if using e/n Manual
channels)

5 The call center employees (even if using e/m channel Manual

6 The call center IVR Electronic

7 The Kiosk devices Electronic

8 The typing centers or any other service centers Manual
The computer devices available for customers at the .

9 . Electronic
service centers

10 The laptops available for customers at the service cer Electronic
The smart tablets available for customers at the servig

11 Smart

centers

varioussmart devices available for customers at the
12 . Smart
service centers

The smart phones available for customers at the serv

13
centers

Smart

14 Any other channels (Post office, exchange office, othe Manual
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1 Guideline on the indicator offi Brcentage ofUsage ofGovernmentE/ M s er vi ces o0
o The following table shows the recommendation for the necessary steps that should be
implemented by the federal entities to achieve the full score of each criterion

Due to the nature of this indicator and its measurement mechanisms, i.e. the calculation equation, t
typical answer for the criteria. However, to raise the usage percentage according to the equation, tk
entity must:

- Raise the rate ofsage of e/m transactions compared to manual transactions.

The federal entity must use a mechanism to specify the source of completed transactions, indicating
the transaction was performed through the en
or any other channels.

Theimportance f r ai sing awareness and guiding custd
mobile website, smart App or any other electronic channels such as the devices installed in Kiosks
center IVR, or other e/m channels that do not reqansehuman interference.

Simplifying and facilitating the use of the service through the website, mobile phone, and other e/m (
to meet the customerso6 needs and ensure thei
increasinglte percentage of e/m services usage.

Creating innovative solutions and tools to
website, mobile website, mobile App, or any other electronic channels such as the devices installed i
the call center IVR, or other e/m channels that do not require any human interference.
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[l Fourth Indicator: Pecentage of Public Awareness of E/M Services

1 Indicator Description
o The following table provides an overview of the indicator including the dieimiscope
of measurement, main components, and the mechanism of result calculation at the
entity/government level.

This indicator measures tipercentagef public awareness &/M services.

The scope of the indicator includes all government priority services compatible wi
transformation provided to individuals and businesses in all federal entities

The percentage of public awareness of e/m services is calculated at the level
measureable priority service through adhering to public awareness criteria.

The indicator result is calculated at the entity level as follows:
Total of commitment of @ services to the public awareness criteria in the federal ¢
/ total number of services compatible with e/m transformation in the federal entity

The indicator result is calculated at the government level as follows:
The average percentage of puldiwareness with all e/m priority services compat
with e/m transformation, provided to individuals and businesses.

PublicAwareness percentage is measured based on three pillars:

Pillar 1: Marketing campaigns (at service level), reasured by the following
criteria:

1 Number of social media channels used for awareness raising.
1 Level of communication and interaction with the public through social
channels for awareness raising.

Pillar 2: Methods used in awareness and advisory support of services (at the ent
level), measured by the following criteria:

9 Mechanism used in the process of providing advisory support to the s
users.

1 Channels used in awareness raising.

Pillar 3: Efficiency of the awareness, measured by the following criteria:

1 Developing a marketing plan for e/m services and measuring its impact

f Collecting and analyzing customer
An addition pillar has been addedd t he i ndi cator, i
includes:

1 Launching awareness campaigns for other services that are not listed as
services

1 Measuring the impact of awareness on customers and on the entity.
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1 Adopted criteria for the Precentageof Public Awareness of E/M Services Indicator

Main pillars of the Indicator

Methods used in service Marketing Campaigns
awareness and advisory

SUPPOI’t

Awareness Efficiency

The following table shows the adopted criteria for the Indicator with the options available for each
criterion, which will be used in the indicator evaluation process. Kindtg the following:

# Standard Options
1 Sub-pillar 1: Marketing campaigns (service level)
11 How many social media channels are used for sery 2- Three or more channels
awareness ? 1- Less than 3 channels
0- None
1.2 What is the | evel of t Rh2 Twiceeveryquarter
interaction with the public through social media 1- Once every quarter
channels in spreading awareness of the service? | 0- None
2 Sub-pillar 2: Methods used in services awareness and advisory support (entity leve
2.1 What is the used mechanism in the process of 3- Chatbot and text chat
providing advisory support to service users? 2- Chatbot or text chat
1- Email
0- None
2.2 What arethe channels used in awareness raising? | - Call center (iyes, Gno)
- Email (1-yes, Gno)
- Other (tyes, Ono) (clarify
the reasons of using other
channels)
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3 Sub-pillar 3: Awareness efficiency

3.1 Il s there a marketing pl|l 2Yes
1- Yes, partially
0- No

3.2 Are customer data collected, analyzed, and analysi 2- Yes

results used in services marketing?

1- Yes, partially
0- No

Innovate and Excel

Have awareness raising campaigns been launched
for other non-priority services?

2-Yes
1- Yes, partially
0- No

Has the impact of awareness raising on the
customers and the entity been measured?

2-Yes
1- Yes, partially
0- No
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T Guideline on the indicator of HAPrecentage a
o Thefollowing table shows the recommendation for the necessary steps that should be
implemented by the federal entities to achieve the full score of each criterion

Precentage of Public Awareness of E/M Services indicator Guidelines

Sub-pillar 1: Marketing cam paigns (at service level)

1 The importance of using various media channels and multimedia in awareness raising of
services.

1 The importance of communications and interaction with the public through social media usin
channels at least t@aise awareness of e/m services continuously throughout the year (at leag
every quarter).

Subpi |l | ar 2: Met hods used in awareness and

1 Diversifying and providing innovative and creative channelstoige advisory support to custome
such as Chatbot and text chat.

1 Diversifying the awareness raising methods of e/m services availability across various char
ensure reaching customers such as: call centers, local TV channels, local radisctextimeéssage
(SMS), mobile App natifications, local newspapers and magazines, email, brochures in exh
seminars and lectures, events sponsorships, posters and road billboards, others.

Sub-pillar 3: Awareness efficiency

Ensuring that the e/m services awareness have reached all targeted groups.

Developing a marketing plan to implement awareness campaigns to raise awareness of e/n]

and followup on their implementation and measure their impact on level of usagatisfdction.

T Devel oping e/ m services marketing plan th
channels work mechanism, and service available channels.

1 Some important elements that must be included in the marketing plan are: goaie]s;Hangeteq

group, elements of success, key activities, timeline, and others.

E |

T Collecting and analyzing customersé6 dat a
comprehensive data of the entit gidggoelemests snaneé
demographic distribution, behavior, needs, preferences and attitudes, for example, their prefe
of communication with the federal entity for information, and using the analysis results in 3
marketing.

1 Considering theustomers as different categories and documenting these categories. Custome
be divided into various, clearly defined, categories, based on one or more measuring crite
Emirati youth, norEmirati youth, Senior citizens, senior RBmiratis,others)

9 Analysis results of this data should be used in awareness and marketing in an effective mann

Innovate and Excel

T The i mportance of mar keting of a | | -priarity servieen
Mar keting of alll the entityds services re
time enhances the entty.tyds presence in th

1 The importance of providing a study of the awareness impact on the entity and on the comn
general. The study must show the financial and moral revenue resulted of the marketing camp
well as their impact on members of the community.
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IV.  Fifth Indicator: Precentage of Government Websites Compliance witWebsite Quality
Standards

1 Indicator Description
o The following table provides an overview of the indicator including the definition, scope
of measurement, main components, and the mechanism of result calculation at the
entity/government level.

The indicator measures the government websites quality by measuring their lev
compliance with the website quality standards.

The indicator includes all feder al
The indicator resul t is calcul ated
The final result of the percentage

guality standards.

The indicator result is calculated at the government leveals follows:

The total percentages of the

feder a
standar ds [/ the tot al number of t e

r
h

The websites quality indicator is divided into 8 main pillars as follows:

Domain and hosting
WebDesign & Architecture
UserExperience and &hbility
Content

Accessibility

E-Participation& OpenData
Information Scurity& Protection
Marketing

E R N

Moreover, a number of stgiandards are included in these pillars for the evaluati
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1 Adopted criteria for the Precentage of government websites compliance witebsite
quality standards Indicator

Main pillars of the Indicator

Domain & Hosting

Website Design

Marketing & Architecture

Main Categories

|nform.at|on of Website User Experience &
Secunt\! & Quality Index Usability
Protection
@
E-Participation : Content
& Open Data

Accessibility

1 Guideline on thePrecentage of government websites compliance with quality standards
Indicator
0 Please check the link t&Vebsite Quality Standards Guideline
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V.  Sixth Indicator: Precentage of Government Services Compliance with E/M Service
Quality Standards

1 Indicator Description
o The following table provides an overview of the indicator including the definition, scope
of measurement, main components, and the nmesmaof result calculation at the
entity/government level.

The indicator measures the level of government e/m services by measuring the
compliance with the e/m services quality standards.

The scope of the indicator includes all government priority services compatible
e/m transformation provided todividuals and businesses in all federal entities

The indicator resul t is calcul ated

The average rate of compliance is calculditedll priority e/m services compatible
with e/m transformation provided to individuals and businesses.

The indicator result is calculated at the government level as follows:

Total percentages of e/m services compliance with the e/m services quaaldgrsls
of the federal entity divided on @/
e/m transformation in the federal entity.

The indicator of o6l evel of gover nme
servicequalits t andar ds6 is divided into 7

1 Digital transformation strategy
Usability

InformationQuality

Reliable Performance
Responsiveness

CustomerAssurance

M CustomerService& Social Media Tools

=A =4 =4 4 =4

Moreover, a number of sutriteria falls within these pillars.
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1 Adopted criteria for the Precentage of government services compliance with E/M service
quality standards Indicator

Main pillars of the Indicator
Under the fAdigital Transformation Strategyo pi

level. Other pillars of the indicator are at the service level.

Digital Transformation Strategy

Customer Service ‘ Usability
& Social Media

Tools

Main Categories
of Service
Quality Index

Customer Assurance ‘ Information Quality

Responsiveness Reliable Performance

The following tabl e s howentdghd goeemmantsess domgliancet e r i
with E/M service quality standards Indicatoro
will be used in the indicator evaluation process for 2019.

Pillar / criterion Sub-criterion and guideline Options

Pillar 1: Digital Transformation Strategy (at the entity level)

@ 1 Simplifying and 1.1.1 | Has a mechanism been put place for
developing the services upgrading, facilitating and simplifying th
services as well as -engineering thei

procedures? 1- Yes

0-No

Provide a document explaining the mechan
used by the entity to simplify and facilitate t

services.
1.1.2 | Has a mechanistreen put in place concerni 1- Yes
the e/m services quality management? 0- No
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Provide a document explaining the
mechanism used by the entity to monitor af
follow-up on the performance of the digital
e/m services.

Performance monitoring

1.2.1 | Has a mechanism been put in place

and follow-up inquiries and complaints management?
1- Yes
Provide a document explaining the used | 0- No
mechani sm in the ma
complaints and inquiries.
1.3.1 | Has gamification technology been used in t 1- Yes
entityodos website? 0O- No
1.3.2 | Has Artificial Intelligence technology been | 1- Yes
3 used in the provision of any service? 0- No
Technology 1.3.3 | Has Blockchairtechnology been used in thel 1- Yes
provision of any service? 0- No
1.3.4 | Have innovation tools and mechanisms beg 1- Yes
used in the service development from
. L 0-No
applying to receiving?
1.3.5 | Has a study been conductiedneasure the 1- Yes
impact of digital transformation on the entity
. 0- No
and the community?
Pillar 2: Usability (At service level)
a. Ease of use
Easy to access the e/m | 2.1.1 | The customer can access the service from
service in 3 clicks home pagef the website/ mobile applicatiorl 1- Yes
mobile responsive website (in maximum 3 | 0- No
clicks) ?
Easy to receive the e/m | 2.2.1 | The customer can complete the service
service in 3 clicks application process in maximum 3 steps (al 1- Yes
clicking on starthe service until the 0- No
completion (submit)p
Easy to find the s/e 2.3.1 | The customer can find the e/m service usin
service using the search the advanced search option on the 1-Yes
option website/mobile App/ mobile website, easily| 0- No
on the first pge of search resul®s
2.3.2 | Enabling automatic search featare 1- Yes
0-No
2.4.1 | Providing an automatic smart version of the 1_vag
website homepagantil the service is
Easy to browse and use completed? 0- No
the smart automatic — ——
version 2.4.2 | The automatic smart version is easy to bro 1- Yes
and use, and compatible with all smart 0-N
, o]
devices?
Easy to remember the 2.5.1 | The titles of e/m services links
service link (website/mobile website) of the service car¢ 1- Yes
and the service page are simple, approprial 0- No

and reflects the name and nature of service
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making it easy to the customer to remembe
it?

6 Highlighting mandatory 26.1 |Al | mandatory field
fields on the service page irequiredo fields t|1Yes
and important forms steps including (registratidnsubmissiori 0- No
inquiry-cont act wuséetc.?

7 The provided service is available through website/ mobile App
mobile website and supported with the following features for u
with special needs:

o o 2.7.1 | Texttospeech reader feature (the feature iy 1_ yeag
Availability and diversity based on converting text selected by the
of features for persons person to audio) 0-No
with special needs 2.7.2 | Fontincrease and decrease 1- Yes
0- No
2.7.3 | features for color blindness 1- Yes
0- No
8 Availability and diversity | The service offered through the website/mobile App/ mobile
of usercustomization website provides the following options to support customizatio
options the profile and the website general appearance (look and feel)

desired by the user:

2.8.1 | Changingcolors of website design templatey 1- Yes
(Themes) 0- No
2.8.2 | Specifying the favorite services list in the ug 1- Yes
profile 0-No
b. Consistency
9 Consistency and 2.9.1 | Consistency anarmony of header and
harmony of header and footer in all the pages through all the servic 1- Yes
footer during the e steps starting fr om|0ONo
service provision page until the service completi®n
10 A fixed location for the 2.10.1| A fixed and clear location for the privacy an
following documents: security policy or statement, as well as the | 1- Yes
- Policy or statement of terms and conditions, on all the pages of th| 0- No
privacy & security, and servic&®
terms & conditions 2.10.2| A fixed and clear location for the Customer
. . . .| 1-Yes
- Customer Service Chartg Service Charter on all the service pages (in 0 No
- Frequently asked dedicated page and not a downloadableilg
questions (FAQSs) 2.10.3| A fixed and clear location for FAQs on all th 1- Yes
service pages 0- No
11 Afixed and clear location | 211.1|The 1 i nks for fcont
for important serviceo are avail a|lYes
information relevant to steps in a clear and fixed location (inthe | O- No
the e/m service website/mobilavebsite/mobile App»

Pillar 3: Information Quality

a. Simplicity
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1 The e/m service name 3.1.1 | The name and description of the e/m serviq 1. yeg
and description are clear are clear and reflect the service nature
and easy to remember

3.2.1 | If the user needs to register before using th 1- yes
e/m service, it must be mentioned in the
service card with the registration Ik
3.2.2 | Clarifying the service targeted audience. | 1- ves
(Some services target citizens, residents,
Vi sit?or s é)

3.2.3 | Availability of information on service 1- Yes
provision places and locations (website, ap
service centers, othér)

3.2.4 | A detailed description of the service fees | 1 yeg
value as well as the electronic or manual
payrment procedures must be provided?
3.2.5 | Providing clear information on conditions af 1- Yes

requirements of obtaining the service 0- No
3.2.6 | Providing accurate information on the numi
Availability of sufficient of the government service users or the numn 1-Yes
information about the of conducted transactions of the service for] 0- No
2 service through the categories (individuals businesse$)
website/mobile website/ | 3.2.7 | Providing clear description (@ocuments, 1- Yes
mobile App papers, others) needed foetbompletion of 0- No

the e/m service?
3.2.8 | If the user is required to visit the governmel 1- yes
office to receive the result of the e/m servic
the process must be clearly st&ed

3.2.9 | Clarifying all the steps in details during the
implementation and provision process of th
e/m servic@

3.2.10| Mentioning the expected time period betwe
the service implementation and receiving th
result®

3.2.11| The entity allows the public to evaluate the

0- No

1- Yes
0- No

1- Yes
0- No

e/m service card without the need for 1-ves
. . 0-No
registratior?
@ If the service is linked to one of the
Sustainable Development Goals, is it 1-Yes
3.2.12 mentioned in the service card? 0-No
b. Completeness
3 The e/m service is 3.3.1 | The e/m service is available in both langua
available in both (Arabic-English) in all the service provision | 1- Yes
languages (English and steps and all platforrf?s 0- No
Arabic)
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4 Open Data Have service statistics been provided inthg 1_ yeg
341 Open Data section 0]|qgnNo
c. Help

5 Showi ng t he |35.1 | Showing the steps of the customer within th

steps within the service service to know the completion percentage| 1- Yes
the service provision (shown in form of 0- No
percentagey

6 The help tools are 3.6.1 | Help tools are used (such as videos or
provided to show the user documents) to show the user howbtowse 1- Yes
how to browse the the website/ mobile website/ mobile App

. . . 0- No
website/ mobile website /
smartphone App

7 Providing help tools to 3.7.1 | Help tools are used (such as videos or 1- Yes
show how to use the e/m documents) to show how to use the e/m 0- No
service service?

8 The service user manual | 3.8.1 | The e/m service user manual is available
is provided in a fixed and throughout all the stages of the service 1- Yes
clear location throughout provision étarting from the service card)? 0- No
all the stages of service
provision

9 Clarifying the type and 3.9.1 | The entity provides sufficient data on the fil
format of data and units type, name, size, data format and

: 1- Yes
of measurement measurement units (ex: AED, USD, days, 0- No
working hours, others) for all files,
documents, formstc?.

10 Availability and clarity of | 3.10.1| Mentioning all the instructions required to | 1- Yes
instructions required to fill -in the e/m forms (for long form®3) 0- No
fill -in the e/m form 3.10.2| An explanation of each field is provided in | 1- Yes

the eform to assist in filling i? 0- No

11 The clarity and accuracy | 3.11.1| Server error messages are clear, concise, §
of server error messages easy to understand. The source of the errol 1- Yes

reason, and the way of processing incompl{ O- No
data are specifiéd
Pillar 4: Reliable Performance
a. Usefulness/Value

1 The customer has to/does| 4.1.1 | The service does not require the customer
not have to visit the entity visit the gover nmen
office service provision centers throughout the 1- Yes

process of obtaining the service, unless 0- No
necessary and according to the naturénef
servie (blood test, handprint, etc.)?

2 The service is provided | 4.2.1 | The service is delivered to the customer in 1- Ves

electronically/smartly electronic/smart manner or through anothe 0- No

method such as express mail so that the us
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does noneed to physic8} visit the
government office?
3 The possibility of saving | 4.3.1 | The customer can save the data when filin
and retrieving data upon in the eform of the e/m servic® continue 1- Yes
completing the service the proess later? 0- No
application

b. System stability/quality

4 Error -free e/m service 4.4.1 | The e/m service is errdree during and after| 1- Yes
submitting the applicatich 0-No

Pillar 5: Responsiveness

a. Notifications/Status
1 Enabling the natification | 5.1.1 | The user receives a confirmation of 1-Yes
service for the customers registration via SMS, smatrt notifications, 0- No
regarding all email orany other electronic/smart way?
developments and 5.1.2 | The customer is notified of the status of the
operations with clear existing internal processes throughout the 1- Yes
details service completion via SMS, smart 0- No
notifications, email or any other
electronic/smart way
5.1.3 | The user is notified of the success of e
. e .| 1-Yes
payment visSMS, smart notifications, email 0 No
or any other electronic/smasxiay?

5.1.4 | A smart notification, email or SMS sent to t 1- Yes
customer containing a reference number fo 0- No
further clarification and inquiriés

2 The possibility of 5.2.1 | The customer can inquire about the status
inquiring about the status the e/m service status throughout all the 1- Yes
of the e/m service stages of its approval 0- No
through all its stages

b. Performance/effectiveness

3 Processing anduploading | 5.3.1 | Processing time is convenient with showing 1- Yes
duration the processig status of the-service data? | 0- No

4 Many browsers are 5.4.1 | Many browsers support the process of e/m 1- Ves
compatible with the e/m serviceprovision (Google Chrome, Safari, 0- No
service provision process Internet Explorer, etc?)

Pillar 6: Customer Assurance
a. Privacy

1 User 6s accoub6.1.1 | The customer can access his/her own accg 1- Ves

record, view all the previous transactionsl a 0- No
payments and takemint out?

2 Username and password | 6.2.1 | The customer can delete or save the 1- Ves
options username/password at any time using the

~ R . 0- No
iRemember ?meo optio
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6.2.2 | The customer can change the password in| 1- Yes

easy and simple manrier 0- No
6.2.3 | Re-authentication of the user identity beforg 1- Yes
and after the password chafige 0- No
6.2.4 | The customer can retrieve the password if | 1- Yes
necessary 0- No
6.2.5 | The rules of selecting a strong password ar 1- Yes
clearlystate® 0- No
3 Availability of logout 6.3.1 | The customer can easily find the logout ico| 1- Yes
option in the profile? 0- No
b. Security
4 Using secure encryption | 6.4.1 | Using secure encryption when providing 1- Yes
at the e/m service level personablata and information throughout 0- No

obtaining the e/m servi@e
6.4.2 | Secure transaction option is available on th

e/m service website&SGL -secure sockets é EES
layer)?

5 The system destroys 6.5.1 | The system destroys session tokens upon 1- Yes
session tokens upon log out or at session time dut 0- No
out or at session time out

6 Vulnerability Test 6.6.1 | Has the vulnerability test been done for the
service portal? 1- Yes
0-No
Pillar 7: Customer Service & SociaMedia Tools
a. Tact and Interest
1 Customer Service 7.1.1 | Mentioning the customer service standards| 1- Yes
Standards relatedtothergsonse ti me at 0- No
page?
7.1.2 | Sending an instant friendly message to the 1- Ves
customer immediately aftéie/mhe contacts
. . 0- No
the customer service through effiai

2 Providing a survey of the | 7.2.1 | Providing the customer with opinions surve| 1- Yes
customers opinion, and about the e/m services 0- No
templates to submit 7.2.2 | Providing forms to submit suggestions and
suggestions and comments, in a clear manner, and respond| 1- Yes
comments to the customer within 5 working days 0-No

maximun®
b. Information availability
3 Call Center efficiency 7.3.1 | The employee is capable of answeringfadl | 1- Yes
questios posed on the provided service? | 0- No
7.3.2 | The employee mentions the process next | 1- Yes
steps, the requirements, duration of servicg 0- No
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completion, and the way to followp on its

status®.
7.3.3 | Consistency and harmony of information | 1- Yes
provided through all the channels 0- No
7.3.4 | The customer does not deal with more thar
. . 1- Yes
employees to receive the service through tf
. 0- No
website
c. Response
4 Instant Chat and Chatbot | 7.4.1 | Enabling the chat request through the webs 1- Yes
features are available on and accepting it immediately during offit 0- No
the website/mobile working hours of the entity?
website/ mobile App. 7.4.2 | Convenient waiting time to acceghat 1- Yes
request (less than one minte) 0- No
7.4.3 | Chat is available on all the website pages 1 1- Yes
only the home page 0- No

7.4.4 | Possibility of sending a copy of the chat 1- Yes
conducted \th the customer through email? 0- No
@ Availability of Chatbot feature ? 1- Yes

7.4.5 0- No
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The following tabl e s h d®acntdgéfgovanthenpsereiaks compliahce r i &
with smart service quality standar ds icmedionc at o
which will be used in the indicator evaluation process. Kindly note the following:

Pillar/criterion Sub-criterion and guidelines Options

Pillar 1: Usability (at service level)

A. Ease of Use

1 Easy to access the e/m servig 1.1.1 | The user can access the service from the h 1-Yes
in 3 clicks page of the website/mobile website/mobile A

i . 0- No
(3 clicks maximum)
1.1.2 | The service is accessibtarough the websit{ 1-Yes

and the mobile App 0- No
2 Easy to receive the e/m 1.2.1 | The customer can complete the applicat
g ; . . Cr 1-Yes
service in 3 clicks process in 3 steps maximum (after clicking 0 No
start the service button until completion)
3 Easyto find the s/e service 1.3.1 | The customer can find the e/m service using
using the search option advanced search option on the website / mg 1-Yes

application / mobile website easily on the fi| 0O- No
page of search results

1.3.2 | Enablingautomatic search feature 1-Yes

0- No

4 Easy to browse and use the | 1.4.1 | Providing an automatic smart version of { 1-Yes
smart automatic version website homepagéntil the service is completg 0- No

1.4.2 | The automatic smart version is easy to broy 1-Yes
and use, and compatible with all smart devic| 0- No

5 Easy to remember the servicg 1.5.1 | The titles of e/m services links (website/mok
link website) of the service card and the service [
- - 1-Yes
aresimple, appropriate and reflects the name 0N
) U - No
nature of service, making it easy to the custo
to remember it
6 Highlighting mandatory 161 |[Al'l mandatory fields
fields on the service pages fields throughout all the service steps includ| 1-Yes
and important forms (registrationi submissioni inquiry- contact| 0- No
uséetc.) and clearly
7 Availability and diversity of The provided service is available through website/ mobile A
features for persons with mobile website and supported with the following features for u
special needs with special needs:
1.7.1 | Text to speech readdeature (the feature i
) 1-Yes
based on converting text selected by the pe 0N
. - No
to audio)
1.7.2 | Fontincrease and decrease 1-Yes
0- No
1.7.3 | features for color blindness 1-Yes
0- No

8 | Availability and diversity of The service offered through the website/mobile App/ mobile
user customization options | website provides the following options to support customization
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the profile and the website general appearance (look and feel)
desired by the user:

1.8.1 | Changing colors of website desiggmplates | 1-Yes
(Themes) 0- No

1.8.2 | Specifying the favorite services list in the usg¢ 1-Yes
profile 0- No
. Consistency

9 Consistency and harmony of | 1.9.1 | Consistency and harmony of header and foo
header and footer during the in all the pages through all the service steps| 1- Yes
e-service provision starting from the en0-No

until the service completion.

10 A fixed location for the 1.10.1 | A fixed and clear location for the privacy and
following documents: security policy or statement, as well as the | 1- Yes
- Policy or statemeruf privacy terms and conditions, on all the pages of the| 0- No
& security, and terms & service.
conditions 1.10.2 | A fixed and clear location for the Customer 1- Yes
- Customer Service Charter Service Charter on all the service pafiesa 0- No
- Frequently asked questions dedicated page and not a downloadable file)
(FAQs) 1.10.3 | A fixed and clear location for FAQs on all thg 1- Yes

service pages 0- No

11 A fixed and clear locationfor | 1.11.1 | The | inks for fAcont a
important information serviceo are avail ab|l-Yes
relevant to the e/m service steps in a clear and fixed location (in the 0- No

website/mobile website/mobile App)
Pillar 2: Information Quality
A. Simplicity
1 Thee/m service name and 2.1.1 | The name and description of the e/m service
- . 1- Yes
description are clear and clear and reflect the service nature 0- No
easy to remember
Availability of sufficient 2.2.1 | If the user needs to register before using the 1y
. . : o : : -Yes
information about the service e/m service, it must be mentioned in the sery 0 No
through the website/mobile card with the registration link
website/ mobile App 2.2.2 | Clarifying the service targeted audience. (So| 1- Yes
services target citi|0ONo
2.2.3 | Availability of information on service provisio
. . X 1- Yes
places and locations (website, app, service
0- No
centers, other)
2.2.4 | A detailed description of the service fees vall ; /.o
as well as the electronic or manual payment

2 : 0- No

procedures must be provided

2.2.5 | Providing clear information on conditions an¢ 1- Yes
requirements of obtaining the service 0- No

2.2.6 | Providing accurate information on the numbe
of the government service users or the numl 1- Yes
of conducted transactions of the service for § 0- No
categories (individuals businesses)

2.2.7 | Providing clear description (of documents, 1- Yes
papers, diers) needed for the completion of t 0- No
e/m service
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2.2.8 | If the user is required to visit the government
office to receive the result of the e/m service 1-ves
0- No
the process must be clearly stated
2.2.9 | Clarifying all the steps in details during the
) . L 1- Yes
implementation and provision process of the 0- No
e/m service
2.2.10 | Mentioning the expected time period betwee
o2 : L 1- Yes
the service implementation and receiving the 0- No
results
2.2.11 | Theentity allows the public to evaluate the e
service card without the need for registration cl) Lis
B. Completeness
3 The e/m service is available | 2.3.1 | The e/m service is available in both languagg 1- Yes
in both languages (English (Arabic-English) in all the service provision
. 0- No
and Arabic) steps and all platforms
C. Help

4 Showing the c|241 | Showingthe steps of the customer within the

within the service service to know the completion percentage d 1- Yes
the service provision (shown in form of 0- No
percentage)

5 The help tools are provided | 2.5.1 | Help tools are used (such as videos or
to show the user how to documents) to show the user how to browse| 1- Yes
browse the website/ mobile website/ mobile website/ mobile App 0- No
website / smartphone App

6 Providing help tools to show | 2.6.1 | Help tools are used (such as videos or 1- Yes
how to use the e/m service documents) to show how to use the e/m sen| 0- No

7 The service user manual is | 2.7.1 | The e/m service user manual is available
provided in a fixed and clear throughout all the stages of the service 1- Yes
location throughout all the provision (starting from the service card) 0- No
stages of service provision

8 Clarifying the type and 2.8.1 | The entity provides sufficient data on the file
format of data and units of type, name, size, data format and measuren] 1- Yes
measurement units (ex: AED, USD, days, working hours, | 0O- No

others) for all files, documents, forms, etc.

9 Availability and clarity of 2.9.1 | Mentioning all the instructions required tofill| 1- Yes
instructions required to fil - in the e/m forms (for long forms) 0- No
in the e/m form 2.9.2 | An explanation of each field is provided on th| 1- Yes

e-form to assist in filling it 0- No

10 The clarity and accuracyof 2.10.1 | Server error messages are clear, concise, ar|
server error messages easy to understand. The source of the error,| 1- Yes

reason, and the way of processing incomple{ 0- No
data are specified

Pillar 3: Reliable Performance

A. Usefulness/Value

1 The customer has to/does not 3.1.1 | The service does not require the customer td
have to visit the entity office visit the gover nment|lYes
service provision centers throughout the 0- No
process of obtaining the service, usles
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necessary and according to the nature of the
service (blood test, handprint, etc.)

The service is provided 3.2.1 | The service is deliverei the customer in
electronically/smartly electronic/smart manner or through another
. 1- Yes
method such as express mail so that the use
) L 0- No

does not need to physically visit the

government office.
The possibility of saving and | 3.3.1 | The customer can save the data when fillimg

retrieving data upon the eform of the e/m service to continue the | 1- Yes
completing the servie process later. 0- No
application
B. System stability/quality
Error -free e/m service 3.4.1 | The e/m service is errdree during and after | 1- Yes
submitting the application 0- No
Pillar 4: Responsiveness
A. Notifications/Status
Enabling the notification 4.1.1 | The user receives a confirmation of registrati
: , e ) 1-Yes
service for the customers via SMS, smart notifications, email or any 0 No
regarding all developments other electronic/smart way.
and operations with clear 4.1.2 | The customer is notifiedf the status of the
details existing internal processes throughout the
X , : 1- Yes
service completion via SMS, smart
e . 0- No
notifications, email or any other
electronic/smart way.
4.1.3 | The user is notifiedf the success ofgayment
. . ) 1- Yes
via SMS, smart notifications, email or any
X 0- No
other electronic/smart way.

4.1.4 | A smart notification, email or SMS sent to the ; /o
customer containing a reference number for 0 No
further clarification and inquiries.

The possibility of inquiring 4.2.1 | The customer can inquire about the status ol
. 1- Yes
about the status of the e/m e/m service status throughout all the stages 0 No
service through all its stages its approval
B. Performance/effectiveness

Processing and uploading 4.3.1 | Processing time is convenient with showing 1 1- Yes
duration processing status of theservice data. 0- No
Many browsers are 4.4.1 | Many browsers support the process of e/m

. . : o . 1- Yes
compatible with the e/m service provision (Google Chrome, Safari, 0- No
service provision process Internet Explorer, etc.)

Pillar 5: Customer Assurance

A. Privacy
User 6s accounil5.11 | The customer can access his/her own accou 1- Yes
record, view althe previous transactions and
: 0- No
payments and take a print out.
Username and password 5.2.1 | The customer can delete or save the 1- Yes
options username/password at any time using the 0- No
ARemember meod option
5.2.2 | The customer cachange the password in an | 1- Yes
easy and simple manner 0- No
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5.2.3 | Reauthentication of the user identity before | 1- Yes
and after the password change 0- No
5.2.4 | The customer can retrieve the password if | 1- Yes
necessary 0- No
5.2.5 | Therules of selecting a strong password are| 1- Yes
clearly stated 0- No
Availability of logout option 5.3.1 | The customer can easily find the logout icon| 1- Yes
the profile 0- No
B. Security
Using secure encryptionat | 5.4.1 | Using secure encryption when providing
: : . 1- Yes
the e/m service level personal data and information throughout 0- No
obtaining the e/m service
5.4.2 | Secure transaction option is available on the| 1- Yes
e/m service websiteSSL-secure socketayer) | 0- No
The systemdestroys session | 5.5.1 | The system destroys session tokens upon Io 1- Yes
tokens upon log out or at out or at session time out 0- No
session time out
Pillar 6: Customer Service& Social Media Tools
A. Tact and Interest
Customer Service Standards | 6.1.1 | Mentioning the customer service standards | ; /.o
related to the respo
0- No
page.
6.1.2 | Sending an instant friendly message to the
. . 1- Yes
customer immediately after he/mhe contacts| -
customer service through email.
Providing a survey of the 6.2.1 | Providing the customer with opinions survey| 1- Yes
customers opinion, and about the e/m services 0- No
templates to submit
suggestions and comments | 6.2.2 | Providing forms to submit suggestions and 1- Yes
comments, in a clear manner, and respondin 0 No
the customer within 5 working days maximur
B. Information availability
Call Center efficiency 6.3.1 | The employee is capable of answering all th¢ 1- Yes
guestions posed on the provided service. 0- No
6.3.2 | The employee mentions the process next ste
the requirements, duration of service 1- Yes
completion, and the way to followp on its 0- No
status.
6.3.3 | Consistency and harmony imformation 1- Yes
provided through all the channels 0- No
6.3.4 | The customer does not deal with more than
. : 1- Yes
employees to receive the service through the
X 0- No
website.
C. Response
Instant Chat and Chatbot 6.4.1 | Enabling the chat request through the websit
. L - . - 1-Yes
features are available on the and accepting it immediately during official 0- No
website/mobile website/ working hours of the entity.
mobile App. 6.4.2 | Convenient waiting time to accept chat requg 1- Yes
(less than one minute). 0- No

Page38of 70




<

VLAVl auAih dfa

TELECOMMUNICATIONS REGULATORY AUTHORITY

6.4.3 | Chat is available on all the website pages ng 1- Yes
only the home page. 0- No
6.4.4 | Possibility of sending a copy of the chat 1- Yes
conducted with the customer through email. | 0- No

@ Availability of Chatbot feature 1-ves
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VI.  Seventh Indicator: E/M Services Integration Indicator

1 Indicator Description
o The followingtable provides an overview of the indicator including the definition, scope
of measurement, main components, and the mechanism of result calculation at the
entity/government level

This indicator aims to enable federal entities to complete the process of gove
services integration in a smooth and easy manner.

The indicator includes national initiatives related to enabling federal entiti
complete the process of secure electronic/smart integration, which is being de
by TRA, as an enabling entity.

The indicator result on the entityo
Each federal entity will be evaluated based on its commitment to provid
requirements of each stage, according to the approved work plan with a s
completion rate.

The indicabr result is calcul ated accord
completion = (accomplished/target)

Average (government entityb6s compl e

The indicator result on the government level is calculated as follows:
Thetotal of commitment rates of all federal government entities with the e/m se
integration indicator criteria, divided on the number of federal government entit

The indicator includes all national initiatives developed by the enabled entity
the smart government pillar, within the three following pillars:

1. Infrastructure:
- FedNet
2. Safe Services:
- Digital Identity Systems
3. Services integration
- Government Service Bus (GSB)
- One Portal/One App
- National CRM
- National Smart Data Standards
These projects include a number of guiberia for evaluation.
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Adopted Initiative for the E/M Services Integration indicator for 2019

The national plan includes 22 initiatives covering the priority areas of the mGovernment. The following
six projects have been identified to measure the indicator for the current measurement cycle 2019:

. FedNet
‘ Digital Identity Systems

’ Government Service Bus (GSB)
‘ One Portal / One App

’ National CRM

‘ National Smart Data Standards
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The main requirements at the indicator level
Important Note:

- If the entity has been included recently in the indicator, all registration and documentation
requirements must be fulfilled.

- As for the entities that are still in the process of completion of the stages and requirements of
the projects according to the plan, all main requirements must be fulfilled if they have not been
already completed, as this will affect the results of theiet y 6 s assessment

Registration and documentation of the entities in the national projects:

Criteria Options
Awareness and Engagement
1 | Attending the technical workshops and meetin M Attendance of all relevant team members
1 Partial attendance/attendance of non
relevant persons
1 Absence

2 | Forming a team, and assigning the tasks 1 Nomination of a specialized team from th¢
following-up on integration with the initiative entity
and all matters related to the implementation ! Nominating a norspecialized team
operaion of the national projects to the sm ¢ No Nomination
transformation leaders in the entity or {
concerned department representative.

3 | Responding to all the requirgments of 1 Providing all the data accurately
assessment stage, such as filingsurveys,  { Providing part of the data accurately
submitting requirements, identifying new servig 1 Providing inaccurate data oot providing
and documents. any data

4 | Completion of the training on using the systg 9 Attendance of the relevant teams
training of trainers 9 Partial attendance/attendance of non

relevant teams
1 Absence

5 | Providing the existing plans on informati 1 The required information are provided
update on datasystems, electronic integratic {1 Part of the required information is provide
types and eservices on a regular basis T No information is provided

T NA

6 | Signing Memorandums of Understanding (Mo\ 1 Yes

on projects 1 Yes (Partially)
T NA
T No
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Awareness and Engagement

1 Attending the technical workshops and meetings

TRA team will hold technical workshops and meetings to introduce the project and its implementatio
mechanism from administrative and technical perspectives. The specialized team must be committe
attend all workshops, be familiar with the conceptdefinitiative and the steps of joining the initiative, &
must complete the surveys with accurate data and deliver them on time.

2 Forming an internal team and assigning the tasks of integration with the initiative

The concerned entity must form amemal team of at least three persons, to be in charge with supervig
follow-up, and implementation of the integration. The team members must be competent and experi
relation to technical aspects of applications and services provided by tigegcetite customers. The team
must include an employee of a decisioaking level. The entity must commit to the agreed timeframe t
deliver the list of the nominated team.

3 Responding to all the requirements of the assessment stage, such as fillimghe surveys and
submitting requirements and documents

Before starting the integration process, entities are required-to file surveys and requirements and se
them to the Digital Identity team. These requirements help in building a clear contteptraégration
process and digital signature services. The entity must fulfill the requirements within the agreed time

4 Completion of the training stage on the use of the system / training of traineffor the National
CRM initiative)

The entity must appoint the system users team to be prepared as internal trainers of the entity, in or
perform their roles in training the internal users in the entity when needed.

The entities must share the |list of the trai
the workshops, provided that they are not constantly changed. The trainers would transfer the trainir
customer service employees on aratage.

5 Providing information on data, systems, types of integration and-gervices on a regular basis

The entity must provide the following evidence:

1 Periodic information update plan

1 Developing the inventory of data sets for each section

1 Aninvertory document for all data, services, systems, and typesaimections approved by the
entity

1 Developing the technical specifications for each recorded data set

1 The esystem update mechanism

1 A document including the technical data description, ace®rization, uses and archiving
process.

6 Signing projects MoUs

The entity must sign an MoU on the use and participation in national services / projects with TRA
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A. FedNet

Federal
Entity A

Federal

Federal
5 Federal
Entity C S
sy Y Entity D
Federal Federal
Entity F Entity E
Federal Federal
Entity G Entity H

Internet

Initiative Overview:
FedNetprovides a single, centralized, secure infrastructure for electronic networks, and a federal
government data center through a central entity that organizes the network integration. FedNet is
considered:

1 The main platform for mGovernment development

1 A technical need for integration at the service level

FedNetservices:

1 G2G Connectivity
FedNet activates services between government entities by providing direct connection between them
as well as all the safety and security systems.

1 Internet as a service
FedNet provides safe and secure shared internet access to all government entities through the service
providers in the UAE.

1 Email as a service
FedNet provides shared email service for government entities using Microsoft software.

1 Cloud infrastructure service
FedNet provides a secure virtual infrastructure where the entity has full control of its independent
environment

Departments concerned with the initiative
- The IT Department in the federal entity
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Criteria of E/M Services Integration Indicator T (FedNet initiative)

The following table shows the adopted criteria for the e/m services integration indicatér28dNet

Initiative, with the options available for each criterion, which will be used in the indicator evaluation

process. Kindly note the folwing:

Criteria Options
1- Utilization
1.1 | Completion of activation process of sg 1 Yes
internet service 1 Yes (Partially)
! No
17 NA
1.2 | Completion of activation process of GZ 1 Yes
connectivity 1 Yes (Partially)
1 No
1.3 | Completion of activation process of clol 1 Yes
infrastructurg(charges apply) 1 No
Important note: Cloud infrastructure service
are provided through the UAE telecg
operators at competitive prices compared to
nor mal o p eandwitlo highed senvia
standards.
1.4 | Completion of activation process of em 1 Yes
service 1 Yes (Partially)
1 No
7 NA
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Guidelines on E/M Services Integration Indicatori (FedNet initiative)

The following table shows the recommendation for the necessary steps that should be implemented by

the federal entities to achieve the full score of each criterion.

1- Utilization

11

Completion of activation process of safe internet service

The level of activation of the safe internet service is
measured by:

- Full use of the service

- Confirmation of cutting off previously used
channels, by providing eference number
from the service providers that proves servig
interruption.

The entity has to provide the following evidence

- Sample of the monthly reports issued b
FedNet

- Email proving cutting off previously use
internet lines between the entity ahe
UAE service provider.

1.2

Completion of G2G connectivity

Activating G2G connectivity is measured by:

- Full use of the service
- Evidence of cutting off direct lines with other
federal entities.

The entity must provide the following evidence;

- Sample of the monthly reports issued b
FedNet

- Filling-in G2G services survey

- Email proving the cut of direct lines
between the other federal entities.

13

Completion of Cloud infrastructure service activation (charges apply)

prices compared to

Important note: Cloud infrastructure services are provided by UAE telecom operators at compe
nor mal

operatorsé rates

The level of cloud infrastructure service activation ig
measured by:
- Transfer of mairservices to cloud

infrastructure
- Report showing the usage rates

The entity must provide the following evidence;

- Filing-i n the Al nfrast
reqguirementso surV

- List of services transferred to the cloud
infrastructure

- Report showing thasage rates

1.4

Completion of activation process of email service

The activation of email service activations is measu
by:

- Full use of the service

- Report showing the usage rates

The entity must provide the following evidence:
- Filling-i n the AEMmMail 3
requirementso surV

- Report showing the usage rates
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B. Digital Identity Systems

Destinations

{
2\
i s s

Many Managed One Home Account e

Accounts
s coms,
5 S e
Single ID e,

S(I
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=
<
&

Multiple ID's < I - l &
o= 10 #2 =4

i g AN

Before SSO After SSO

Overview on the digital identity systems:

Using a single reliable and secure identification associated with the Emirate ID number allows the
customer access to the UAE government services using a single unified account. Users-tisexl one
authentication only to access many mGovernment smartl@cttomic services online.

Moreover, the AUAE Passo has been | aunched, w
well as digital signature services. The UAE Government will use in practice the digital certificate and
digital signature services.

The AUAE PassoO initiative is one of the initi:
infrastructure), one of the tracks of the UAE Government annual meetings in the second cycle 2018
2019. The results of integration and use of digitghature will be celebrated in September 2019.

Departments concerned with the initiative:

- IT Department in the federal entity
- el/m services Department
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Approved criteria of the e/m services integration indicatoli (the Digital Identify Systems

Initiative)

The following table shows the adopted criteria for the e/m services integration indicator 2019 with the
options available for each criterion, which Mble used in the indicator evaluation process in 2019.

Kindly note the following:

Important note:

Criteria Options

I f the entity has been newly enlisted
will be applied.

I f the entity iIis on staging environment
Entities required to apply AUAE Passo0o wi

171 Integration and testing

1.1 | Identifying the websites/smart Apps/Services, al 1 Service is identified and developed
developing them according to the technical 1 Service is identified
specifications and requirements f Service is not identified

1.2 | Deciding atimeframe to integrate with the 1 Adhering to the timeframe
initiative and adhere to it. 1 Delaying in plan with notifying the

team, and no impact on the participati
entities

1 Delaying in the plan without notifying
the team or with impact on the
participathg entities.

1.3 | Completion of the study phase of the service 1 Compkting the study and developing
technical requirements, developing the service ¢ the service internally and passing the
the digital signature and making the required testing phase
changes in the internal systems and passing the f Completing the study and developing
testing/staging environment with the system the service internally

1 Completing the study only

M No action has been taken
1.4 | Service Level Agreement (SLA) signature M VYes

1 Yes (Partially)

T N/A

T No

1.5 | Moving to Production and launching the 1 Yes

integration service T No
2- User Experience
2.1 | Adherence to the service branding guidelines 1 Full adherence
1 Partial adherence
1 No adherence
T N/A
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2.2 | Reducing the number of fields in theservice 1 Using 3 services for customers data
application form, by using the information 1 Using 2 services for customers data
provided by the servi 1 Using one ervice for customers data
name, DoB, Gender, EID number) 1 Customers data is not used

23 |Updating the customer 1 Full commitment
allowing the user to change the basic data (ex: 1 Partial commitment
name, phone number, email, EID number, etc.) 1 No commitment

T N/A
3- Utilization
3.1 | Service integration is operating properly with no 1 Integration has been launched and fu
technical problems operational
1 Integration has been launched with
some technical problems
1 Integration has not been completed
T N/A

3.2 | Commitment to the level of service agreed upon 1 VYes

the technical requirements and the SLA T No
T N/A
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Guidelines on the E/M Services Integration Indicator 2019
The following table shows the recommendation for the necessary steps that shmgtebented

by the federal entities to achieve fia# score of each criterion.

Guidelines (Recommendations) on
The E/M Services Integration Indicator 2019 A Di gi t al |1 denti ty

17 Integration and testing

1.1 | Service identification and compleion of development according to technical specifications and
requirements

In order to achieve the integration, the entity must develop the service to meet the technical requirerm|
examplerequirements for digital signature services). The service should be one of the most used ser
more than one government entity.

1.2 Agreeing on the timeframe to integrate and adhere to the initiative.

Developing a timeframe and adhering to it for the completion of the integration process, provided tha
plan includes all the necessary integration steps that suit the participating parties, and launching the
within maximum two months.

1.3 Completing the study of the service technical requirements, developing the integration service
and the changes required in the internal systems and passing the test / staging environment W
the system

Agreeing on the service requirements and fully documgrtiem, providing a periodic report on the
development and integration phase, and successfully passing the test with the system. The entity mu
complete the study, develop the service internally and pass the testing/staging environment phase.

1.4 | signing a Service Level Agreement (SLA)

The entity must sign an SLA

1.5 | Moving to Production and launching the integration service

The entity must move the service to production, pass the required testing for launching the service, a
the serviceand appoint a person in charge of the service operation management in the event of any
or changes.

2- User experience

2.1 Adhering to the service branding guidelines

Proper use of logos and slogans of the service, in addition to guides and promotional texts as stated
service branding guidelines.

2.2 Reducing the number of fields in the eservice application form, by using the information
provided by theservie (ex: the wuserd6s basic dat a, na

The entity must use the customersodo data file
forms, requests or services without returning to the customer to request oetauthtry or attach
identification proof.

23 |lUpdating the customerds file in the entity
name, phone number, email, EID number, etc.)
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The government entity must update the user information recivedthe UAE Pass service every|
time the user accesses the entityds App.

The government entity must restrict the u
UAE Pass such as the first name, phone number, email, nationality, DoB, EID netober,as you
deem appropriate. Justification must be p

3- Utilization

3.1

Integration with the services is operating properly with no technical problems

The entity must comply with the following points:

1
1

E N ]

Thenominated team should follow the steps mentioned in the integration guide

The nominated team should inform the service support team in the event of any obstacles or
problems encountered during the integration process in the staging environment

The government entity should comply with all the test scenarios mentioned in the integration
to pass the testing phase in the staging environment and within the agreed timeframe.

The government entity should comply with all the security testing sosmaentioned in the
integration guide

The entity should adhere to the security standards mentioned in the guide as a minimum
Launching the integration and delivering the SLA

Conducting periodic review of the integration with the digital service to erbat the integration
exists and works properly

3.2

Commitment to the level of service agreed upon in the technical requirements and the SLA

Adherence to the terms of SLA and service requirements file
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C. Government Service Bus (GSB)

@iligll (1o 2ac
o gl ghlgo doasll puadi
alibjll go piall
bl ggu
hildl go
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Overview of the Initiative:

A connectivity platform for government entitie
interconnection between government services, thus simplifying procedures and improving the quality
of services provided to the customer. 8B is the main platform for mGovernment development

and a technical requirement for integration at the service level.

The GSB is:

1 Technical need for integration at the service level
1 A platform for service interconnection governance
1 A platform for monibring the level of service, and its usage level

The departments concerned with the initiative:

- The entityés | T Department, which iuponr espon
administrative issues such as approvals, changes on the sereicatelvpossible legal
changes as well as coordination with departments concerned with the service.

- Strategy Department (if necessary)
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Adopted criteria for E/M Services Integration Indicator i ( GSB initiative)

The following table shows the adopted criteria for the e/m services integration indicatdr Z8&9
GSB Initiative with the options available for each criterion, which will be used in the indicator
evaluation process. Kindly note the following:

Criteria Options
1- Integration and testing
1.1 | Identifying the service that would be provided 1 Service identification, completion of
used, and committing to proordinate with the agreement with the linked entity, provid
linked entity, and acquiring the required that the service is among the most used
administrative approvals services.

1 Service identification and completion of
agreement with the linked entity.

9 No identification of he service or not
completing the agreement with the linkg
entity.

1.2 | Deciding on a timeframe to integrate with 1 Adhering to the timeframe

initiative and adhere to it. f Delay in the plan with notifying the tean
and no impact on the participating entiti

91 Delay in the plan without notifying the
team or with impact on the participating
entities.

1.3 | Completion of the study phase of the service Completion of the study and developing

technical requirements, developing the the service internally

=

integration service and the required changes i f Completion of the study only
the internal systems. f Nothing has been done
1.4 | Passing the testing/staging environment with t 1 Yes
system T No
1.5 | Moving to Production, passing the smoke testi 1 Yes
and launching thantegration service T No
1.6 | Requesting approval to use the services via th 1 Yes
GSB Portal (to use the services) 7 No
T N/A
2- Utilization
2.1 | Completion of service activation process (repd 1 Relatively high utilization of the service
reflecting the utilization rate) f Relatively low utilization of the service
1 Service is not used
T N/A
2.2 | Signing SLA T Yes
1 Yes (Partially)
T N/A
T No
2.3 | Commitment to the level of service agreed up( T Yes
in the technical requirements and the SLA 1 No
T N/A
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2.4 | Responding to all requirements to update the
supporting team data and delivering the
requirements

Providing all the data accurately
Providing part of the data accurately
Providing inaccurate data or not providi
any data

= =4 =9

Guidelines on the E/M Services Integration Indicator 2019 the GSB initiative

The following table shows the recommendation for the necessary steps that should be implemented by
the federal entities to achieve the full score of each criterion.

17 Integration and testing

1.1 | Identifying the service that would be provided or used, and committing to preoordinate with
the linked entity, and acquiring the required administrative approvals

In order to complete the integration, the entity, whether providing or using the data, must obt
administrative approvals to provide or use the service. The service user must obtain all the necessary
between them and the linked entity. Allbcuments related to the service must be filletb complete thg
internal evaluation process, provided that the service is one of the most used services by more
government entity.

1.2 | Deciding on a timeframe to integrate with initiative and adhere to it.

Developing a timeframe and adhering to it for the completion of the integration process, provittea flzaat
includes all the necessary integration steps that correspond to the participating parties, and launching {
within 3 months maximum.

1.3 | Completion of the study phase of the service technical requirements, developing the integratio
service and the required changes in the internal systems, and passing the testing/staging
environment with the system.

Agreeing on the requirements of the service, documenting it fully using the technical requirements s
of the service, providing periodic report on the development phase and integration, and successfully
the test with the system, where the entity must complete the study and develop the service internally
the testing/staging environment phase.

1.4 | Service Level Ag eement @ASLAO
The entity must sign an SLA on using the GBS with TRA

1.5 | Moving to Production, passing the Smoke testing and launching the integration service

The entity must move the service to Production, pass the required testing for launch, approve the se
appoint the person in charge of the service operation management in the event of any problems or ck

1.6 | Using the GSB Portal to use theservices

The entity must activate the portal role and use it to request approval for using the services availat
platform

2- Utilization

2.1 | Completion of service activation process (report reflecting the utilization rate)
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Based on the monthlgeport of the initiative, the entity as a service provider uses the integration g
regularly and consistently (measuring the utilization relatively to the total usage in the previous month
integration), so that the report should show a higization rate, knowing that this criterion does not apply
the data provider.

2.2 | Compliance with the level of service agreed upon in the technical requirements and the SLA
(number of tickets and average response time)

Adherence to the SLA terms of service and service requirements file, the commitment to the number
and the average response time will be measured in the Operations Support System. This criterion is
to the data provider.

2.3 | Respondingto all requirements of updating the support team data, and delivering the
requirements

The entity must update the support team data and send the requirements to the GSB team, whic
emphasize the means of communication. The entity must fulileuirements within the agreed timefrar
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D. One Portal/ One App

Overview of the initiative:

One Portal / One App initiative hosts federal and local government services as well as private sector
services in one platform, allowing the user to access several services of different entities from a single
window.

The projectodos featur es:

1 A single windw for government and negovernment services.
1 A consistent, easy and streamlined flow of procedures when moving between services.
T Artificial I ntelligence to provide proacti v

Departments concerned with the initiatve:

1 Office of the Undersecretary of the Ministry concerned.
Support Services Sector

IT Department in the federal entity

Legal Affairs Department to review the agreements
E-payment service provider (if applicable).

= =4 4 A
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The approved criteria for E/M Services Ihtegration i One Portal / One App initiative

The following table shows the adopted criteria for the E/M Services Integration indicator Q&9
Portal / One App initiative with the options available for each criterion, which will be used in the
indicata evaluation process. Kindly note the following:

Criteria Options
1- Integration and testing
1.1 | Providing the service features, provision 1  Providing accurate features within the
process, requirements that should be lnyathe agreed timeframe.
applicant, and other service requirements. ' Providing part of the features within the

agreed timeframe.

9 Providing inaccurate features or ron
compliance with the agreed deadline.
N/A

1.2 | Providing API for all agreed-gervices 1 The entity provided/developed the API
within the agreed timeframe.

1 The entity provided/developed the API
outside the agreed timeframe.

1 The entity did not implement the
requirements
N/A

1.3 | Providing an explanaty and detailed guide ol The guide was provided in sufficient detai
API working method for each service within the agreed timeframe.

=

1 Anincomplete guide was provided
1 The guide was not provided
T NA
1.4 | Accepting improvements to the service 1 The changes or improvements have beer
accordingo the user experience of the OAOI accepted
or the changes that may be required to user f The changes or improvements have not
registration or service provision steps based been accepted
the OAOP design. 1 N/A
1.5 | Completing the integration process in the 91 All the services have been integrated with
staging environment with the system the agreed timeframe
1 Some services have been integrated
1 All the services have been integrated
outside the timeframe
1 The services haveot been integrated
T N/A
1.6 | Signing SLA 1 Yes
1 No
T N/A
1.7 | Launching the services (@adve) 1 All the agreed services are live
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1 Some of the agreed services are live
I None of the services are live
T NA
2- Utilization
2.1 | Commitment to the level of serviegreed 1 Full commitment
upon in the technical requirements and SLA 1 No commitment
during the operational phase 1 N/A
2.2 | The continuation of the process of adding 1 New services have been added
smart services 1 No services have been added
T NA
2.3 | Improvement of the provided services 1 Improvement is done
according to the analysis produced by the 1 Improvement is partially done
portal / application 1 Improvement has not been done
1T NA
24|The entitydés offici a 1 Included
OAOQRP link or logo 1 Notincluded
1T NA

Guidelines on the e/m services integration indicator 2019the OnePortal / One App initiative

The following table shows the recommendation for the necessary steps that should be implgmented
the federal entities to achieve the full score of each criterion.

17 Integration and testing

1.1 Providing the service features, process of seng provision, requirements that should be met by
the applicant, and other service requirements.

Ensuring the participation of a coordinator from the business owners.

Agreement on the steps of the service provision (Workflow), taking into account thaethe
registration or service provision may be subjected to change according to the user experience
OAOP

Providing the features of each service and the conditions required to apply for the service.
Make sure that the seanvaitcied clairsdt i(sMyu pSdeartvei
description.

E

=a =

1.2 Providing API for all agreed e-services

The entity must provide e/m services in the form of Web Service, using technologies such as REST ¢
and activating them within the agreedmework.

1.3 Providing an explanatory and detailed guide on API working method for each service

The entity must provide a complete and detailed explanatory of the APl work process of each service
deliver the guides within the agreed timeframe. The guide must adhere to the requirements shared w
entities.
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1.4

Completing the integration process in the staging environment with the system

= —a =9

The entity must pass the testing phase successfully by integrating all the agreed services on {
Passing the testing phase in the staging environment

The entity must adhere to the technical specificat@mmbkpass the security testing of the devices ¢
systems successfully and within the agreed timeframe.

15

Signing SLA

The entity must sign an SLA on using the OAOP with TRA

1.6

Launching the services (Gelive)

The entity must launch all the agreed services within the agreed timeframe.

2- Utilization

2.1

Commitment to the level of service agreed upon in the technical requirements and SLA during
the operational phase

The entity must fully commit to the level of service agreed upon in the technical requirements and thg
during the operational phase.

2.2

The continuation of the process of adding smart services

When developing new APIs or services, the entity mmastdinate with the team to provide the service
through the portal and application, and add them to the initiative at the agreed time.

2.3 Improvement of the provided services according to the analysis produced by the
portal/application

The entity must use the AOPO reports to imprgd

2.4 The entityés official website contains th

The entity must include the link or slogan of the OAOP in all its various channels, as per the agreeme

TRA.
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E. National Customer Relation Management System (NCRM)

(0
C
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Overview of the initiative:

Providing a unified system and interface to receive and manage customer relations concerning the
government services.

The system is considered:

1 A platform to receive the views, suggestions and complaints of the customers.
1 A platform to analyze the publifeelings towards the government services
1 A multi-channel platform designed to unify the customer experience on different channels.

Departments concerned with the initiative:

- IT Department
- Customer Service Center Management
- Corporate Communicationdpartment
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The approved criteria for E/M Services Integrationi The National Customer Relation

Management (NCRM) initiative

The below table shows the approved standards for E/M Services Integration Indicatdr @@19
NCRM initiative with the available options for each standard, which will be used during the evaluation

of 2019, with the following clarifications:

Criteria Options
1- Integration and testing
1.1 | Approving the design and creating the integrati 1 Fully implemented
technical environment by every entity (Design 1 Not implemented
sign off) 1T NA
1.2 | Web service completion, SRS template with G§ 1 Fully implemented
1 Notimplemented
1T NA
1.3 | Unit testingbetween the entity and the system 1 Fully implemented
1 Notimplemented
1T NA
1.4 | UAT user acceptance test 1 Fully implemented
1 Not implemented
T NA
1.5 | Go live: move all web services to production vig 1 Fully implemented
GSB 1 Not implemented
T NA
1.6 | Startusingthesystem( ensur i ng t 1 VYes
readiness and start using the system) 1 Partially used
I No
2- Utilization
2.1 | System daily access and usage 1 The indicator is fully met
1 The indicator is partially met
9 The indicator is not met
2.2 | Commitment to respond to all cases received 1 The indicator is fully met
through the NCRM during the period specified {1 The indicator is partially met
the SLA f The indicator is not met
2.3 | Promoting the service and contributing to raisin 1 The indicator is fully met
awareness amongh e gover nment 1 The indicator is partially met
customers 1 The indicator is not met
2.4 | Issuing monthly reports through the NCRM 1 The indicator is fully met
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The indicator is partially met
The indicator is not met

2.5 | Monitoring the number of cases and total
notifications registered by the entity every six
months

Number of cases and notifications is
monitored

Number of cases and notifications is
partially monitored

9 Number of cases and notifications is 1
monitored

= = | =2 =

2.6 | Monitoring the number of cases registered in th
NCRM through social media channels available
the entity

The indicator is fully met
The indicator is partially met
The indicator is not met

= =4 =9

Guidelines on the E/M Services Integration Indicator 2019 the National CRM initiative

The following table shows the recommendation for the necessary steps that should be implemented by
the federal entities to achieve the full score of each criterion.

17 Integration and testing

1.1 | Approving the design and creating the integration technical environment by every entity
(Design sign off)

- The entity must acquire the administrative approvals and obtain all necessary approvals betw,
them and the NCRM team, to avoid the challenges of integration.

- Adopting the design of the integration

- The entity must prepare the technical environment tegiation with the NCRM, by building the
entityds integration points.

- Developing a time plan and adhering to it for the integration process. The plan must include a
necessary integration steps that suit the participating entities and the semvite lau

1.2 | Web service completion, SRS template with GSB

The entity must develop its web services and work with the GSB

1.3 | Unit testing between the entity and the system

Passing the integration testing between the entity and the NCRM

1.4 | UAT user acceptance test

The user acceptance test shall be completed according to the integration plan between the two team
staging and production

1.5 | Go live: move all web services to production via GSB

Starting the integration between the systems and moving all web services to production so that recor
received by both systems are read binary

1.6 | Startusingthesystemi (ensuring the entityodés readines

The entity must use the system
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The entity must manage the received records

2- Utilization

2.1 | System daily access and usage

The entity must access the system on a daily basis during working days.
Following-up on the generated records

2.2 | Commitment to respond to all cases received through the NCRM during the period specified in
the SLA

Records management within the time frame agreed in the SLA.

The entity must confirm receipt of the cases submitted through the NCRM during the period agreed ir
SLA. The entity can refer to the performance system. For example, if a customer asks through any
communication with the NCRM, the entity must confirm to the customer the referral of his/her inquiry
concerned sector and he/mhe should be given antexieeriod for the answer.

23 |[Promoting the service and contributing to
customers. (ex: announcement in the website, digital signature, emails, including the
government initiativecampaigns)t he entitybds mar

The entity must promote the service and contr
following:
- Announcement in the entit
- The entityds soci al medi a
- E-signatures, emails

website

y 6s
c hveice ayedr atleasfT h e |

2.4 | Issuing monthly reports through the NCRM

The entity must issue a monthly report on complaints and suggestions throughout the year, using the

2.5 | Monitoring the number of cases and total notificatims registered by the entity every six months

The entity must monitor the number of cases and the total recorded notifications, so tharmse@inieport
of the total cases and notifications is serthe NCRM Team, according to the requirements of the
Government Services Performance Team.

2.6 | Monitoring the number of cases registered in the NCRM through social media channels
available at the entity

Monitoring the number of cases recorded inNlERM through the social media channels available to the
entity on a quarterly basis.
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F. National Smart Data Standards

Overview of the initiative:

This project will create an enabling environment for efficient data exchange, to increase the efficiency
of government services and achieve customer satisfaction. It determines the requirements for
consolidating the culture of data exchange and imprownguality and classification, with balancing

the needs of the entities with future expectations.

Smart data:

It is the shared government data between entities, or the open data available to the public in the unified
master data records available at oadil level to enable the government entities to perform their legal
responsibilities and achieve the UAE Vision 2021 goals.

Departments concerned with the initiative:

- IT Department
- Data related departments (if any)
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The approved criteria E/M Services htegration Indicator i the National Smart Data Standards

initiative

The following table shows the adopted criteria for Eilsl Services Integration Indicat@019 the

National Smart Data Standards initiative with the options available for each criterion, which will be

used in the indicator evaluation process. Kindly note the following:

Criteria Options
1- Integration and testing
1.1 | Providing comprehensive information on: ' The required information is provided
- Number, type, specifications, source, 1 The _reqwred information is partially
classification and quality of all@ata provided o _
and edata systems 1 The required informadin is not provided
- Providers and users of data in all T NA
electronic and noelectronic channels
- All types of electroniconnectivity and
electronic services provided by the
entity, especially priority services
- Duplicated data and duplicated
information in the entity
1.2 | Providing a plan to classify all data, informatio 1 A comprehensive plan is provided
and knowledge of the entity 1 A partial plan is provided
1 No plan is provided
17 NA
1.3 | Providing a plan to improve the quality of all 1 A comprehensive plan is provided
data,information and knowledge of the entity 1 A partial plan is provided
1 No plan is provided
17 NA
1.4 | Providing a plan to make data and information 1 A comprehensive plan [ovided
available to other government entities (shared f A partial plan is provided
data) 1 No plan is provided
17 NA
1.5 | Providing a plan to make data and information 1 A comprehensive plan is provided
available to other government entities and to t| f A partial plan is provided
public (open data) 1 No plan is povided
17 NA
2- Utilization
2.1 | The level of implementation of smart 1 A comprehensive plan is provided
government plans and standards to classify al 1 A partial plan is provided
data, information and knowledge of the entity f No plan is provided
7 NA
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2.2

The level of implementation of smart
government plans and standards to improve tf
quality of all data, information and knowledge
the entity

A comprehensive plan is provided
A partial plan is provided

No plan is provided

N/A

2.3

Reduction of papeand electronic forms

Forms are reduced at a high rate
Forms are reduced at a low rate
Forms are not reduced

N/A

2.4

The level of implementation of the plan, policy
and standards for the availability of shared an
open data

The plan has been implemented

The plan has been partially implemente
The plan has not been implemented
N/A

2.5

The level of completion according to the
requirements of the mGovernment and taking
into account the neduplication of investment
(use of the FedNet and mGovernment gcts)

A A-a-a a8  -—A_8_4_9 _—4a_-_9_-9_-°

The plan has been implemented

The plan has been partially implemente
The plan has not been implemented
N/A

Guidelines on theE/M Services Integration Indicator 201971 the National Smart Data Standards

initiative

The following table shows the recommendation for the necessary steps that should be implemented by

the federal entities to achieve the full score of each criterion

17 Integration and testing

11

Providing comprehensive information on:

- Number, type, specifications, source, classification and quality ofdataand «lata

systems

- Providers and users of data in all electronic andealectronicchannels
- All types of electronic connectivity and electronic services provided by the entity, espeg

priority services

- Duplicated data and duplicated information in the entity

Page66 of 70



et

VLIV auAii diia

TELECOMMUNICATIONS REGULATORY AUTHORITY

The entity must provide the following evidence:

1 Inventory document of theumber and type of data approved by the entity

1 A data classification document of the entity

1 Data quality standards document of the entity

1 The measuring mechanism of the data quality standards document of the entity

1 The mechanism of correction of data dyahnd classification gaps document in the entity

1 A document on all existing data providers and users of the entity and any variables thereof.

1 Aninventory document of the priority services compatible with e/m transformation and any ch
thereto

1 An exgdanatory document of the electronic integration systems in the entity and any changes t

T A document from the entitybs database sho

1.2 | Providing a plan to classify all data, information and knowledge aértkigy

The entity must provide the following evidence:

1 The document of classification of data, information and knowledge plan.
I The guide on implementation the classification plan in the entity.

1.3 | Providing a plan to improve the quality of all datdprmation and knowledge of the entity

The entity must provide the following evidence:

1 The document of Data, information and knowledge quality plan
1 Guide on implementation of quality improvement plan of the entity

1.4 | Providing a plan to make daaad information available to other government entities (shared datg

The entity must provide the following evidence:

1 The plan of data and information availability in the entity
1 Guide on data and information integration with other entities

1.5 | Providing a plan to make data and information available to other government entities and to thg
(open data)

The entity must provide the following evidence:

1 The plan of data and information availability to the public in the entity
I The guide on datand information availability to the public

2- Utilization

21 | The level of implementation of classification plans of all data, information and knowledge of the
entity

The entity must provide the following evidence:

1 An approved and categorized list of data and information
9 Audit procedures for the implementation of the data classification plan
9 Corrective measures to ensure that the data conforms to the approved classification

2.2 | The level of implementation a@fuality improvement plans of all data, information and knowledge
the entity
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The entity must provide the following evidence:

1 An approved and categorized list of data and information

9 Audit procedures for the implementation of the data classificatam pl

1 Corrective measures to ensure that the data conforms to the approved classification
1 An approved list of issues addressed

2.3 | Level of reduction of paper and electronic forms

The entity must provide the following evidence:

1 Document of approved procedures for each service in the situations of paper and electronic p

1 A document specifying the number of procedures for each service, in situations of paper and
electronic provision

1 A document indicating the time and cost for the customer for each service, in situations of paf
electronic provision

1 A document showing the reduction of procedures and requirements which reflect on custome
satisfaction and save time and cost.

2.4 | The level of implementation of the plan, policy and standards for the availability of shared and
data

Completion percentage of the plan of shared and open data availability, with providing the following
evidence:

1 Availability of highly accurate shared databases
1 Availability of open databases

2.5 | The level of achievement of the work records database and availability of the master data recq
entity at national level

The percent age odnofthh @an ef camplétign@red availabilify bf ¢he approved mast
data record in the entity, with providing the following evidence:

1 Availability of highly accurate unified database
1 Availability of the master database for government entities
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5. Recommendations

All the criteria of the mGovernment enablers indicators adopted for 2019 have been addressed in these

Guidelines of the mGgovernment enablers indicators.

1 The federal entities must review all the details of each indicator and implement the
recommendations of the mGovernment enablers team.

1 The federal entities must review all the details of each initiative in the seventh indicator, and
implement the guidelines recommendations. It is highly important to adhere to the agreed
timeframeinthedei very of the requirements of each
performance.

1 Regarding the mai n reqguirements of the s
documentation and registration, which must be completed before startingpteeentation of
the projects, it should be noted that the assessment of the entity that has completed all the
requirement during the year of 2017 and 2018 will not be affected, as it would meet all the

requirements.
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For Inquiriecontact

First Indicator
(Transformation)

manal.alafad@tra.gov.ae

Standards

Second indicator Manal Al Afad 047774139

(Usage)

Fourth Indicator Abdulrahman Nazir 047774305 abdulrahman.nazir@tra.gov.ae

(Awareness)

: : Ahmed Al Aleeli 047774149 ahmed.alaleeli@tra.gov.ae

Fifth Indicator

(Website Quality) Amel Ismail 047774132 amel.ismail@tra.gov.ae

Sixth Indicator

(Service quality)

7" indicator projects email Mgovet.kpi7 @tra.gov.ae

FedNet Maitha Ahli 047774747 maitha.ahli@tra.gov.ae
Reem Al Shehhi 047774385 reem.alshehhi@tra.gov.ae
Abdulhameed Al 047774322 | abdulhameed.alhammadi@tra.gov.ae
Hammadi

Digital Identity Khawla Al Mhetr 047774037 khawla.almheiri@tra.gov.ae

Systems

GSB Marwa Al Hosani 047774517 marwa.alhosani@tra.gov.ae
A lh Al .
chrj#msdr?eed 04777 abdulhameed.alhammadi@tra.gq

One Portal / One Abdalla Kamal 047774319 ‘

App 0558933383 outsource.ak@tra.gov.ae

National CRM Tariq Ali 047774159 tariq.ali@tra.qov.ae

0505005 g -0V,
National Smart Data| Dimah Hamdan 047774064

dimah.hamdan@tra.gov.ae

Note: Please use the emaihgovet@tra.gov.aavhen contacting the smart government enablerteam

and projects managers to facilitate followup and documentation.
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