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1. Introduction  

This document is titled "Customer Happiness Charter" and it is effective upon the approval of the 

Director General. 

TRA is committed to providing fast, easy and smart services to achieve customer happiness and 

prosperous future for the UAE. 

2. Objective of the Guide  

 

– This Guide aims to create a documented and unified reference for the implementation of the 

standards of the Customer Happiness Charter. 

– It aims to develop, implement and publish a unified Customer Happiness Charter Guide to 

support Customer Happiness employees in achieving excellence in service provision.  

– This Guide targets all Customer Happiness employees (employees of customer happiness 

centers, call center and customer voice team) in addition to those involved in developing 

services and other organizational units that directly influence the achievement of customer 

happiness. 

– Customer Happiness employees are considered the interface of TRA, and therefore this Guide 

was developed to provide employees with tools and knowledge to achieve excellence in 

customer service through: 

o Enabling the Customer Happiness employees to perform the tasks and duties assigned 

to them through clear rules and guidelines.  

This Guide will provide Customer Happiness employees with the required rules and 

guidelines that enable them to adhere to specific standards. This Guide also provides 

reference for customer service employees when needed for topics related to customer 

service as well as clarify what is expected of them. 

o Unified communication method 

To achieve the concept of "TRA interface", the Customer Happiness employees are 

required to work in a unified communication manner and adopt professional standards 

in order to enhance the customer experience when obtaining services. 

 

3. Scope of the Guide  

 

This Guide covers the daily interaction of Customer Happiness employees with customers 

(employees of customers happiness centers, call center and customer voice team) and it 

includes the Customer Happiness Charter, customer happiness formula, the values of Customer 

Happiness employees in addition to developing the efficiency of employees. The guide also 

includes the evaluation of the Customer Happiness employees’ performance and 

communication channels in order to achieve customer happiness through professional approach 

and positive behavior.  

This Guide does not include: 



 
  
 

 

- Processes; 

- Operations; 

- Policies related to other sectors outside the scope of customer service. 

 

4. Definitions  

Terms Definitions 

The Guide The Customer Happiness Charter Guide  

TRA The Telecommunications Regulatory Authority  

The Director General The Director General of the Telecommunications 
Regulatory Authority  

Deputies of the Director General The TRA Director General deputies for the sectors  

Directors Directors of Departments in TRA 

Customer Happiness Section The section of TRA concerned with the implementation of 
the Customer Happiness Charter Guide, participates in its 
review and update, and serves as a link between TRA and 
the service provider. 

Customer Happiness Centre A center managed by the entity to receive the customers 
and provide services to them through personal 
interaction, based on the principle of providing 
government services in an easy and simple way. 

Customer Happiness Employee The employee who communicates with the customer and 
provides the service (this includes reception staff, 
customer service staff, call center staff and the customer 
voice team). 

Customer Happiness Charter TRA’s commitment to provide services that will help 
achieve customer happiness. It includes three main 
elements: Employees who take pride in providing excellent 
government services; Government entities dedicated to 
make customers happy, and positive and proactive 
customers. 

Customer Happiness Formula A document that enables the government entity to 
achieve happiness by building active and positive 
partnerships between the three parties: Employee, Entity 
and Customer. Each party in this Formula has a key role in 
the provision of services to make customers happy, and 
contribute to TRA's focus on happiness. 

External Stakeholders Anyone who benefits from TRA services or is affected by 
the outputs and outcomes of its work or deals with it to 
receive a service or provide it with service, and it includes 
the government sector, the private sector, the business 
community, shareholders, suppliers, partners, society, and 
the general public. 

  



 
  
 

 

  

5. Customer Happiness Charter 

We at the Telecommunications Regulatory Authority (TRA) strive to provide fast, simple and smart 

services to achieve customer happiness and contribute in achieving the bright future of the UAE. 

Our commitment to our customers: 

 We will treat you with care, respect and happiness. 

 You will enjoy an excellent and fair service. 

 We will handle your needs professionally and do our best to meet them. 

 We will provide our services through a collaborative team who is knowledgeable, understands 

your needs and can answer your inquiries. 

 We will respond to your requests in a timely manner without delay. 

 We will welcome your comments and suggestions to collaborate with you in developing our 

services 

 

6. Customer Happiness Formula  

The Charter of the Customer Happiness Formula describes the role of each of the three parties (the 

employee, the entity, and the customer) in achieving the goal of customer happiness. The Customer 

Happiness employee raises the level of customer happiness through professional method and positive 

behavior, the entity creates a workplace that encourages institutional system development following 

the professional principles in customer happiness and service provision, and finally, the positive and 

proactive customer in dealing with the entity. 

 

 

 

 

 

 



 
  
 

 

Values of Customer Happiness Employees  

1. Customer oriented  

Strive to treat the customer as he/she aspires, with dignity, respect and fairness, while 

striving to develop and strengthen relationships by providing a unique service to the 

customer. 

2. Credibility and empowerment 

I am fully aware of my role in the entity that I represent, and happy to serve the customer, 

as I strive for continuous development of my capabilities in order to respond to the needs of 

customers, and I strive to deal with complete clarity and absolute transparency and 

maintain the accuracy of information provided. 

3. Collaboration and teamwork 

I strive constantly to explore opportunities to support my colleagues, and to help adopt and 

create a work environment that stimulates team spirit to meet all customer needs in a 

timely manner.  

4. Continuous improvement 

I strive to encourage, support and explore the opportunities necessary to enhance the 

customer's experience 

What you should expect from us  

– Kindness 

 We will treat you with respect, kindness, positivity, and happiness. 

 We will deal with any problems you face with the service provided through Customer 

Happiness team with privacy. 

 

– Information 

 We will provide our services through a cooperative team that maintains confidentiality, 

enjoys knowledge, understands your needs and can answer your inquiries. 

 

– Answer 

 We will answer all your inquiries and deal with them in a timely manner 

 We will provide you with the requirements for each service and its delivery dates. 

 We will facilitate your communication with us and we will respond to your comments on the 

provided services in a timely manner and without delay. 

 

– Reliability 

 We will focus on providing you with excellent services in an efficient, organized and 

transparent manner. 

 We will fulfill your expectations of the provided service. 

 

 



 
  
 

 

– Privacy 

 We will ensure the confidentiality of your data. 

 We will treat your data with the highest safety and confidentiality standards. 

 We will ensure the privacy of transactions and documents throughout the customer 

experience. 

 

– Ease 

 We will provide services at times and channels that will suit you as much as possible. 

 We will reduce the number of procedures to provide you with a fast and simple service. 

 

– Quality 

 We will provide excellent and high quality services that enhance the wellbeing of 

individuals. 

What we expect from you  

 Appreciate the efforts of our employees and treat them with mutual respect and 

appreciation. 

 Provide all required documents to enable us to provide you with a quick service. 

 Notify us immediately of any errors occurred by you or us during the provision of the 

service. 

 Inform us about changes in personal information related to the service. 

 Respond to the inquiries of Customer Happiness employees to enable them to provide you 

with an excellent service. 

 

7. Employees Efficiency Development 

 

Nine areas of employees’ efficiency development have been identified to have a tangible and 

direct positive impact on the rates of customer happiness. This would be through maintaining 

the process of service provision from a human resources perspective, considering that customer 

service employees are the interface and the main point of interaction with customers, and 

therefore it is necessary and important to prepare them efficiently and effectively to build 

relationships with customers, respond to their inquiries and fulfill their requests: 

 

1. Competence and knowledge 

The Customer Happiness employee needs to acquire extensive knowledge and skills about 

the entity he/she represents, in addition to knowledge of the services it provides. The 

employee must be ready and qualified to answer any inquiries received from customers 

accurately and clearly. 

 

 



 
  
 

 

2. First impression 

The first impression of the customer is considered one of the key elements that may 

significantly affect the relationship between the customer and the Customer Happiness 

employee, and it may have a significant impact on the customer relation  with the 

government entity. It is necessary to provide the Customer Happiness employee with the 

correct tools and knowledge required in order to maximize the expected outcome from the 

first impression in dealing with the customer. The first impression of the customer is not 

limited to personal channels, but may extend to all other available communication channels.  

 

3. Building confidence 

The relationship that can be developed through the interaction between the Customer 

Happiness employee and the customer may have a tangible impact on the success in 

providing the required service. It is necessary to remind and train the Customer Happiness 

employee on the importance of building trust and credibility on the services required to be 

provided according to the customer’s expected standards.  

 

4. Building motivational skills 

It is necessary to train Customer Happiness employees thoroughly on motivational skills, 

including separating personal feelings from the service provision elements. Customer 

satisfaction may decrease whenever he/she feels that the employee is not ready to go 

further, or that the employee is unhappy or unresponsive to his/her requests. The behavior 

of the Customer Happiness employee may have a significant contribution if managed 

efficiently in the success of the process of securing the required services. 

 

5. Fair treatment 

The Customer Happiness employee has a responsibility to treat all customers in a fair and 

equal manner. 

 

6. Taking responsibility 

Taking responsibility for any errors have a tangible contribution to enhancing customer 

satisfaction rates. The Customer Happiness employee should refrain from blaming others, 

colleagues, operations, or procedures, while accepting and taking responsibility for any 

mistakes he/she may have made, then searching for solutions that are acceptable to the 

customer. 

 

7. Flexibility 

The Customer Happiness employee should be flexible when providing service to customers. 

This does not necessarily mean breaching the regulations or treating customers differently, 

but rather the purpose of flexibility here (trying to make extra efforts) to confirm obtaining 

customer satisfaction with the quality of the service provided. 

8. Restoring service 



 
  
 

 

The Customer Happiness employee should be trained through specialized training courses in 

the field of customer service on how to turn the negative customer experience into a 

positive one. 

 

9. Self-evaluation 

The employee happiness employee must participate in the self-evaluation exercises. The 

self-evaluation helps in the continued development and improvement of the efficiency and 

personal ability to provide the customers with the required services. The Customer 

Happiness employee does not have to wait until he is informed to develop his capabilities or 

change his behavior. 

 

8. Customer Happiness Employees Performance Evaluation 

 

The Charter standards have been translated into elements that are evaluated through appraisal 

forms of dealing quality, to ensure the provision of excellent services that exceed the 

expectations of customers and achieve their happiness. The quality models have been 

developed for the service centers, the call center, the customer’s voice team and the instant 

chat. the service center employees are evaluated (sitting next to the employee and evaluating 

how to deal with customers), contact (evaluating employee calls remotely or side by side) and 

Instant chat (chat evaluation) on a daily and weekly basis by recording results, preparing weekly 

and monthly quality reports, and sharing them with employees and with the section manager in 

the department's periodic meetings. 

 

9. Contact Channels 

 TRA website  

 Personal attendance  

 TRA fax  

 TRA email: info@tra.gov.ae  

 Call Center 80012 

 TRA P.O.Box  

 Various media channels 

 Social media (Facebook, Twitter, Instagram, YouTube)  

 Smart Apps (smart phones, kiosks)  

 Customer Happiness centers (Abu Dhabi, Dubai)  
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10. Service Charter Policy and Dealing Quality 

 

– In line with the directives of TRA senior management to apply the Customer Happiness formula 

efficiently and effectively, the Customer Happiness Section is committed to the obligations of 

employees in their locations to achieve the formula through our commitments to apply the main 

pillars: 

A proud employee in providing the service + a dedicated entity to make customers happy + 

positive and proactive customer. 

– This policy applies to all employees of the Customer Happiness Centers, the Call Center, and the 

Customer Voice Team at TRA. 

– TRA shall define any external party linked to TRA with the Customer Happiness Charter and to 

any other concerned parties. TRA shall conduct an annual review of this policy. 

 

11.  The Guide Review and Development  

 

– TRA shall define any external party linked to TRA with the Customer Happiness Charter, such as 

customers, employees and visitors, as needed, and to any other interested parties. 

– The Customer Happiness Section, in coordination with the Strategy and Future Department, 

shall review and update the Guide once a year or as needed.  


