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Chairmans Message

Ambitious Vision and Wise Leadership

At the Department of Ports and Customs — Government of Ajman , it is with great pleasure that we present the
outcomes of our sustained efforts and the achievements realized in 2024, aimed at improving the economic
and commercial environment of our beloved Emirate, in line with its ambitious vision and future-oriented
aspirations. This year has seen tremendous progress in the development of our logistics and customs systems,
as well as an improvement in the caliber of services offered to our customers, all thanks to God and the
guidance of our wise leadership. This helped to solidify Ajman’s standing as a vital commercial hub and a
major advocate for sustainable economic growth.

Without our wise leaderships unwavering support, the Department teams dedication, and the collaboration of
our public and private sector partners, we could not have accomplished the successes we have. By working
together, we have been able to improve the caliber of our services and maintain the values of transparency and effectiveness across
our operations, while focusing on innovation and digital transformation to boost competitiveness and meet the highest standards of
excellence.

The year 2024 witnessed considerable advancements in our customs system, driven by the integration of cutting-edge smarttechnologies
and artificial intelligence to enhance the efficiency of inspection and customs clearance processes, and to reduce transaction completion
times. In parallel, we have invested in upgrading port infrastructure and increase its capacity for accommodating more cargo, thereby
strengthening its competitiveness and reinforcing its role as a key driver of the Emirate’s economic activity.

As part of our commitment to ensuring customs and economic security, we have intensified control and inspection measures to uphold
compliance with the highest international standards and to protect society from potential risks, while simplitying customs procedures to
support the business and investment environment. These efforts have had a direct effect on facilitating trade flows and increasing the
confidence of investors and customers in our services.

We also continue to support Emiratization and national talent development programs, as we firmly believe that investing in human
capital serves as a cornerstone for sustainable development. We committed to providing a stimulating work environment and continuous
training and development opportunities for our employees, enabling them to perform their roles with high efficiency and to contribute
effectively to achieving the Departmenbs objectives.

Looking ahead, we reaffirm our steadfast commitment to continuing our dedicated efforts to advancing our customs and ports systems,
support economic initiatives, and facilitate trade flows in ways that contribute to the Emirate’s sustainable development goals. We also
look ahead to more fruitful partnerships and accomplishments that will further consolidate Ajman’s position as a premier investment and
commercial hub.




We implore the Almighty to bestow blessings upon the year 2025, granting it an abundance of success and excellence, as well as
imbuing us with the guidance and strength needed to serve the best interests of our cherished nation.

We embrace the future with a sense of optimism and assurance, driven by well-conceived plans aimed at advancing the development
of our Department and enhancing its pivotal role in bolstering the economic framework of the Emirate of Ajman. The Adepartment of
Ports and Customs has set forth visionary plans aimed at strengthening its role as a leading and smart trade gateway in the region.
Central to these plans are efforts to amplify the volume of trade exchange, attract a broader base of clients, develop and modernize port
infrastructure in alignment with the best international and technological practices, enhance deeper cooperation with both governmental
and private sector entities, and incorporate artificial intelligence technologies more expansively into the Departmentss operations.

In closing, | extend my profound gratitude and utmost appreciation to His Highness Sheikh Humaid bin Rashid Al Nuaimi, Ruler of the
Emirate of Ajman, for his steadfast support for the Department of Ports and Customs. My sincere thanks are also directed to His Highness
Sheikh Ammar bin Humaid Al Nuaimi, Crown Prince of Ajman, for his astute guidance and vigilant oversight of our endeavors. My
gratitude also goes to all staff members of the Department for their sincere endeavors and dedication. Their high competence and
professionalism remain a source of great pride. | would like to reaffirm the commitment of the Department of Ports and Customs to
delivering exceptional services to its valued customers while actively contributing to the sustained economic advancement of the Emirate
of Ajman and to the achievement of its vision and mission.

We will continue to operate with high efficiency to position the Department of Ports and Customs as a standard of excellence in service
delivery—one that positively influences the development and prosperity of Ajman’s economy.

Dr. Mohammed bin Abdullah Al Nuaimi




Director Generals Message

In 2024, the Department of Ports and Customs — Government of Ajman attained significant achievements
within the customs sector, guided by our wise leadership and the roadmap established by Emirate of Ajmanss
ambitious vision to strengthen the Emiratess position as a prominent economic hub known for seamless supply.
These accomplishments have contributed to achieving many strategic objectives, enriching the customs
ecosystem, and fostering sustainable economic growth in the Emirate. The Department advanced the customs
infrastructure of its business facilities by integrating state-of-the-art technological systems, accelerating
clearance processes, and bolstering security measures across customs ports.

Special emphasis was also placed on elevating customer experience through the introduction of fully
integrated digital services, which streamlined customs procedures and reduced transaction processing times,
thus reflecting our commitment to delivering top-tier services.

On the operational front, we have endeavored to increase customs work efficiency by equipping employees
with training grounded in best international practices and cultivating a supportive work environment that encourages creativity and
excellence.

To strengthen strategic partnerships, we maintained active collaboration with local, regional, and international entities to ensure smooth
trade flow, exchange expertise and knowledge, and achieve our shared goals.

Driven by our commitment to sustainability, we dedicated our focus to advancing Ajman Vision 2030 by adopting environment-friendly
practices into our operations.

None of these achievements would have been realized without the support of wise leadership and the dedication of our loyal team.
We remain determined to pursuing greater accomplishments, with the aim of supporting the national economy and further elevating
Ajman’s prosperity

Sultan bin Mohammed Al Nuaimi




' About the Department 0—_

The Department of Ports and Customs is a governmental entity of Emirate of Ajman, reorganized pursuant to Amiri Decree No.
(15) of 2011, issued on December 6, 2012. The Department has legal personality and enjoys full legal capacity to carry out all
activities and undertake legal, financial and administrative actions that fall within the area of its competence, aimed at fulfilling
its designated objectives. Guided by the directives of the Government, the Department moved ahead with the development
of Ajman Port by outfitting it with the state-of-the-art equipment, machinery and operational requisites and means while
optimizing ifs various facilities> performance, which aims to improve efficiency and effectiveness and elevate the quality and
excellence of services offered to a wide range of customers, including shipping companies, importers, and exporters of goods,
among others.
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.. Vision
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To be a leading, accessible, and To bolster the Emirate’s economy, ensure the security of

@ Mission

secure commercial gateway. its trade, advance port and maritime transport sector

@ Values

Q Teamwork - Integrity - Happiness

O

development, and streamline trade exchange operations
by delivering exceptional maritime and customs services
that align with comprehensive development needs and

adapt to local and international advancements.

Credibility and Transparency - Empowerment

Strategic
Obijectives

e Enhancing port operations.
® Developing logistics services for the maritime transport sector.
® Developing customs processes and services.

e Ensuring the safety and security of trade exchange.
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FUTURE MAP

2021-2018 Establishment I 2021-2018 Establishment

Modern Technology and Cybersecurity Project (Phase 1) l * Modern Technology and Cybersecurity Project (Phase 1)

Towards a Green Port Project (Phase 1)

| Towards a Green Port Project (Phase 1)

Future Joint Projects in Services. * Future Joint Projects in Services.

Future Councils

* Future Councils

* Emerging Technology and Cybersecurity Project (5.0)
¢ Establishing a Sustainable Port of Ajman

¢ Future Joint Infrastructure Projects

* The First World Customs Conference

* Trade Exchange Security Project

Competitiveness

& Leadership

2026
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The Department has been awarded a five-star rating for its Customer Happiness Center

under the Global Star Rating System for Services

Award is granted to entities that achieve a rating
of 5 stars or higher, whose websites demonstrate
excellence by adhering to the criteria set under the
rafing system
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Award is granted to centers that achieve a rating of 5
stars or higher, showcasing an exceptional or outstanding
standard that surpasses expectationsin both efficiency and
service quality and to centers demonstrating significant
efficiency and effectiveness in serving customers, setting
a benchmark for others to follow.
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Mr. Ammar Kamal, an employee of the Department
of Port and Customs, was honored with the Unsung
Hero Award in appreciation of his endeavors toward
advancing the Department’s objectives.
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The Department was honored with the Ajman
Government Excellence Award in “Government
Entity in Talent Management and Empowerment”
Category for its excellence in talent attraction and
development.
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ISO Certificates:

ISO 9001 - Quality Management System
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ISO 10002 - Customer Relationship Management System

ISO 10004 - Customer Satisfaction Management System

e
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ISO 31000 - Enterprise Risk Management System
ISO 14001 - Environment Management System
ISO 45001 - Occupational Health and Safety Management System
ISO 22301 - Business Continuity Management System

ISO 27001 - Information Security Management System

ISO 37000 - Corporate Governance Management System
NCEMA 7000:2015 - the National Emergency Crisis and Disasters Management Authorityss Business Continuity Standard

ISO 55000 - Asset Management System

ISO 21500 - Project Management System

ISO 20000 - Service Management System

In 2024, the Department received a certificate of compliance with the international quality
standard 1ISO 44001:2017 -Partner Relationship Management System.



Departmentss Strategic
Performance

Indicators

Rate of Achievement of Strategic Objectives

Rate of Growth in the Volume of Commodity Trade Exchange
Rate of Growth in Container Throughput

Customer Satisfaction Ratio

Employee Satisfaction Ratio

Achiaeved
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98%

3.00%

1M%

94.96%

97.72%
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99%

12.00%

17%

96.30%

98%
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97%

4.00%

-3%

93%

98%

Achiaeved
2021

97%

47.00%

22%

92%

94%
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' Department in Figures @
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10 955 Total entry permits for i dividual |
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(daily, monthly, yearly)

Permits

declarations

1,256

Permits

Total Customs Declarations

Request for a Marine Vessel

\ Entry Permit




Key Projects

Project

Virtual Assistant

Application Project

Customer and Pariner Relations Section

This project aims to improve the customer experience,
provide prompt and continuous support to customers,
and implement the requirements of the Global Star

Rating System for Services.

Linkage with the Department’s Strategic Objectives

Sustainable Operations and Institutional
Performance

Deliverables

- Chatbot application on the Website.

- Chatbot application in WhatsApp.

- Activating the possibility of chatting with the Customer
Happiness Agent via Website and WhatsApp.

- A platform for chat management and replies to customer
inquiries, report issuance and database and preference
settings.

- Activating the ability to know an application status via

Website and WhatsApp.

Project Completion Rate

100%

-The system was successfully developed according to the specified
specification..

-System performance improved and new features introduced by
adding knowledge management and operations management.
-User requirements met and their satisfaction achieved.

Project’s impact on the

Qeoslpled entity’s performance

achievement . .
and its services and/ or

operations

100% 100%

Aj

Enhancing

Wellbeing

Interrelated

Proactive

Services

Data &
Knowledge

Management

n Excellence A

Future

Readiness

Intelligent

Enablement

Partnership
&

Integration

Criteria

Strategic

Main
Direction and
Functions
Compeitiveness
Talented Resources
Professionals & Assets

Government

Communication

The UAE Government Charter for F

Human
Centered

Services

Integrated

Varied and

Consistent
Service

Channels

TheUAE Promise

Digital
Services by

Default

Seamless and

Proactive

Experience

Safe Data and

One-time

Guaranteed

Data

- Priva
Provision Y

Listening to
Value Added
Customer’s
Services
Voice




Key Projects

Project

Website Development

Phase Il

Customer and Pariner Relations Section

Updating the Department’s website with the aim

of improving the customer experience through
linking with the customs service system (Enjaz) and
developing the virtual assistant.

kage with the Department’s Strategic O

Sustainable Operations and Institutional
Performance

- An online service portal integrated with the customs system
and the virtual assistant.

- Improving the customer experience by responding to
inquiries.

- A control approach to service management that allows
those concerned within the Department to manage all

requests and services in a central and effective manner.

Project Completion Rate

100%

Achieved Obijectives

Period

- Integration and linking with the customs service system (Enjaz).
- Linking with the virtual assistant.

- Providing a unified platform for electronic services for customs
management and maritime management.

- Improving the customer experience.
Indicators

Project’s impact on the

A ject o
verage profec entity’s performance

achievement of desired . .
and its services and/ or

objectives ;
operations

100% 100%

Excellence Award Criteria

Ajm

Strategic
Enhancing Future Main
) Direction and .
Wellbeing Readiness Functions
Compefifiveness
Interrelated
P a Intelligent Talented Resources
roactive
Enablement [ZSITERTLETH & Assets

Services

4 4

DS Partnership
Knowledge o Government
Management Communication

Integration

The UAE Government Charter for Fu!

re Service:
TheUAE Promise

Human Digital One-time Safe Data and

Centered Services by Data Guaranteed

Services Default Provision Privacy

Integrated
Varied and

Consistent

Seamless and Listening fo

Value Added

Proactive Customer’s

Service Services

Experience Voice

Channels
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needs and expectations. The Departmentalso aims to deliver an p

exceptional customer experience that demonstrates excellence

in service delivery, while ensuring inclusivity and ease of access

1
Customer Happiness
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Initiatives Implemented in 2024

Customer Council Initiative

This initiative aims to promote effective and continuous communication between the Department and its customers
by organizing regular meetings and forums that bring together customers and executive leadership to discuss
their needs, collect their feedback, and discuss service improvement proposals. The primary objective is to enable
customers to play an active role in augmenting service quality and elevating satisfaction levels, thus reflecting the
Departmentss commitment to transparency and pursuit of excellence in delivering government services.
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' Knowledge Dissemination
Initiative

This initiative is designed to equip employees with a comprehensive understanding of the service system, mechanisms
and procedures. By offering clear, up-to-date knowledge resources, it seeks to improve their efficiency, strengthen
their capability to deliver services of exceptional quality, and uphold their adherence to the highest standards..

10-5-3 Rule
At 10 feet: Acknowledge customer

30 documen"s with direct eye contact, and smile and

These are the documents submitted to the
Global Star Rating System for Services
before the evaluation session within a
specified timeframe. They include a set of
requirements and results, covering 8 pillars

related to the Customer Happiness Center.

48 documents

These are the documents submitted fo the
Global Star Rating System for Services
before the evaluation session within a
specified timeframe. They include a set of
requirements and results, covering 8 pillars
related to the Website.

greet them.
At 5 feet: Smile, stand up and invite
them to approach with a nod.
At 3 feet: Greet the customer warmly
with a smile and offer to assist.




You are the Happiness Initiative

The event is designed to bring joy to the customer experience through engaging entertainment activities and interactive
competitions that promote positive communication and achieve customer happiness.
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Rate of Complaint Resolution
within Due Time

%100
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Key indicators
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Rate of the Services that
have been Improved

%50

—
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Rate of Complaint Resolution
within Due Time

%100

—

/

4 4 Services

—

i Di?@
Number of Services at the Rate of Implementation of
Department Customer Happiness Center’s

Initiatives

%100

—




Chairmans Award for
the Best Employee in

Customer Happiness

@

Aisha Abdullah Al Mheiri Abdul Aziz Jassim Ghareeb
Chief Vessel Permits Inspector Chief Security Officer

Meera Ahmed Al Khmeiri Abdullah Hamad Al Suwaidi
Chief Customs Declaration Senior Customs Inspection
Executive Officer

INNNNNNNNNNNN - s




. The Center’s initiatives to support Senior Citizens ..."
and People of Determination 1{'}’

The Department of Port and Customs offers services tailored for both businesses and individual customers, ensuring that
senior citizens and people of determination can access and benefit from these services based on their specific needs.
Several facilities provided at the Customer Happiness Center and on the Department’s website help simplify the journey

for senior citizens and people of determination, including:

Allocating designated parking spaces where customers can receive service without leaving their vehicles by

contacting a dedicated number, with staff attending to them directly.

Ensuring hassle-free access to the Center by providing necessary facilities, such as wheelchairs.
Assigning a dedicated counter that prioritizes service completion for this specific segment.
Enabling communication with people of determination through sign language, facilitated by trained staff members

possessing this skill.

Offering website accessibility features designed to help people of determination navigate and use the site with

ease. (Features of easy accessibility)
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Strategic Partnerships
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The Partners Forum, held annually by the Ajman Department of Port and Customs, serves as a strategic platform to
foster strong partnerships between the public and private sectors, while promoting joint collaboration to support
sustainable development in the Emirate of Ajman. The 2024 edition of the Partners Forum brought together a number
of strategic partners from various sectors, who were honored for their remarkable contributions toward achieving
shared objectives and advancing innovation and growth in the port and customs sectors. The forum underscores the
vital role of parinerships as a cornerstone for boosting the Emiratess competitiveness and solidifying its status as a

leading regional hub for trade and logistics.
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Service Level
Agreements (SLAs)

Entering into a service level agreement with the
Free Zones Authority, which intends to streamline
customs procedures, strengthen security and
safety measures, and foster the investment climate.
Additionally, the agreement seeks to advance digital services, support strategic
projects, and structure operational workflows to promote efficiency and adherence

to local standards.
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The initiatives led by His Excellency, the Chairman of the

Department, aim to develop a robust communication

framework that fosters effective interaction among
ip, employees, customers, and the broader
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Chairman’s Initiatives .
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Brainstorming Sessions

The sessions are designed to showcase innovative ideas and proposals from employees and experts that drive
innovative decision and improve both service quality and operational processes.

These sessions serve as a platform for open idea exchange, encourage creative thinking, and promote ongoing
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Your Happines is our Priority

This initiative focuses on improving the customer experience by listening to their feedback, understanding their needs, and

resolving any issues they encounter. It strives to ensure their satisfaction while elevating the quality of services offered.

The initiative highlights the Department’s commitment to valuing customers and fostering a bond built on trust and transparency.




Marhaba Al Saa

Achieving the highest levels of job satisfaction by engaging directly with employees, understanding their needs and
expectations, and listening to their feedback and suggestions, thereby ensuring a dynamic work environment that fosters

creativity and excellence.
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'

It aims to improve the customer experience by listening to their feedback and needs, resolving any issues
they encounter, and ensuring their satisfaction while elevating the quality of services offered. This initiative

highlights the department’s commitment to prioritizing customers and fostering a relationship built on trust and

transparency.
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Events 2024 UAE Innovation Month

The Ajman Department of Port and Customs engaged actively in the UAE Innovation Month 2024, showcasing a range of
innovative initiatives and projects within the central platform of the Ajman government. Among its notable contributions is
the “Saleh” system that facilitates the automated release of food shipments using intelligent robotic technology.

This system has remarkably reduced the service processing time from one hour to a mere 15 seconds, while also streamlining

operational procedures significantly.




Innovation Month
activities included We innovate Student Sustainable
compeitions and Together” Innovation Innov?hon
. according to
workshops aimed Workshop Laborcltory e
at enhancing 2031 Course
Innovate . 090
Innovation WAL AN,
with :
Marathon Innovative Idea Rate
Customer :
Workshop j 0/ 3 8
Workshop . (1)
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International Customs Day

The Ajman Department of Port and Customs celebrated the International Customs Day - which falls on the twenty-
sixth of January every year - as the celebration events this year came under the title “Digital Empowerment

in Ajman Customs to build an effective partnership with the private sector”, with the aim of enhancing the

protection of society and supporting the national economy.




The Annual Employee Gathering

In the presence of H.E. Sheikh Mohammed bin Abdullah Al Nuaimi, Chairman of the Ajman Department of Port
and Customs, the Department organized its 2024 Annual Employee Gathering under the theme “You Are the

Most Important.” The slogan reflects the Department’s appreciation of its employees and highlights their vital

role in achieving its accomplishments and leadership across various fields.

L \\\\\\\\\\N\N



'

Mid-Sha’ban Celebration

In revival of the popular heritage inspired by the traditions of our forefathers, the Ajman Department of Port
and Customs celebrated the night of Mid-Sha’ban. The celebration featured a variety of activities, competitions,
traditional games, a photo booth, and the distribution of gifts, sweets, and traditional foods.

The celebration witnessed great interaction and wide participation in activities and accompanying events from

all Department employees and strategic pariners, creating an atmosphere of joy inspired by the cherished

memories of the past.




The53rd UAE National Day

On the occasion of the 53rd UAE Union Day, the Ajman Department of Port and
Customs organized a commemorative ceremony under the theme “In the Footsteps
of Zayed and Rashid.” The event was held under the auspices and in the esteemed
presence of His Excellency Sheikh Mohammed bin Abdullah Al Nuaimi, Chairman
of the Department, accompanied by His Excellency the Director General, as well

as several managers, employees, and strategic partners.




Social responsibility Activities

Women’s Ramadan Nights Council

The Department held the Women’s Ramadan Nights Council in its third edition for the year 2024 over the span of two days,
from March 26 to March 28, at the Police and Shooting Club in Ajman. This event formed an integral part of the Ajman Piety
and Faith Ramadan activities of 2024. It featured a series of activities, including dialogue sessions, workshops, and interactive
competitions. The initiative primarily aimed to involve women from the community and female employees working within the

governmental bodies of the Ajman government.
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Breaking fast

As part of a series of events organized by the Department during
the holy month of Ramadan to foster values of compassion and
generosity, employees from the Department, in collaboration with the
International Charity Organization, distributed 1,700 iftar meals to
fasting individuals from the labor sector. These meals were provided
just before the breaking of the fast at the Organization’s Ramadan

tent in Al-Bustan area. A total of 17 employees took part in this event.
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Month of Giving

The Ajman Department of Port and Customs, in collaboration with the International Charity Organization, organized an event
called the Month of Giving. During this event, numerous food parcels were distributed to families in need. Several employees

from the Department, along with their children, took part in delivering these parcels to 10 families. This event highlights the

importance of fostering values of kindness and solidarity within the UAE community, reflecting also the commitment




Our Eid With You Event

The Ajman Department of Port and Customs organized the “Our Eid With You” event. H.E. Sheikh Sultan bin Mohammed
Al Nuaimi, Director General of the Department, along with a number of the Department’s employees, visited and extended
Eid greetings to the hospitalized children at Sheikh Khalifa Hospital on the occasion of Eid Al-Adha. During the visit, they
distributed gifts and Eidiyah to the children, wishing them a speedy recovery in 2024. The initiative brought joy to many young

patients.
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Back to School

As part of its corporate social responsibility initiatives, the Ajman Department of Port and Customs organized the “Back
to School” event, which targeted orphaned children. The initiative was held in collaboration with the International Charity

Organization and Ajman Markets Cooperative Society. A number of the Department’s employees and customers also took

part in the event.




Voice of Customs

In 2024, the Department of Port and Customs Ajman organized an awareness workshop titled “Voice of Customs”, which
highlighted the vital role and importance of customs in society. The workshop was presented to Ajman University students
and provided a comprehensive overview of the history of customs and its crucial role in border protection and combating

smuggling. The workshop also discussed customs operations, modern technologies used to facilitate trade movement, and the

efforts made to ensure a safe and secure environment for international trade.




Together for a Sustainable Health

The Department, in collaboration with the representative office of the Ministry of Health in Ajman, organized the “Hand in
Hand for a Sustainable Health” event. This initiative sought to promote the health and well-being of workers as part of the
Department’s comprehensive efforts to enhance its social responsibility. it specifically addressed the health needs of workers
by offering a variety of complimentary medical examinations, including blood sugar and blood pressure tests, eye check-ups,
body mass evaluations, and dental screenings. Furthermore, specialized medical consultations were provided with the aim of

raising health awareness among workers and supporting them in maintaining their overall well-being. A total of 200 workers

underwent these check-ups.




Towards Healthy Life

The Department of Port and Customs, in collaboration with the representative office of the Ministry of Health, organized the
initiative “Towards Healthy Life.” This event targeted a wide range of groups, including employees, customers, residents,
and the broader community. As part of the initiative, a mobile clinic (medical bus) was deployed to offer various free
medical examinations alongside specialized medical consultations. This effort reflects the Department’s commitment to social
responsibility, aiming to enhance health awareness across different groups and promote the concept of sustainable health

through accessible and complimentary healthcare services.
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Inspired by Imagination” Event

The Ajman Department of Port and Customs organized a community initiative for people of determination at the “Mashaghel
Ajman” Center. The event featured unique recreational and interactive activities, including a performance showcasing a variety
of stories and narratives. The participants enjoyed the storytelling experience and actively engaged with the performances,
creating a joyful and lively atmosphere. Three Department employees participated in the event, which was attended by 24

people of determination.
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The Department takes part in GITEX 2024

The Ajman Department of Port and Customs took part in GITEX 2024 as part of the Ajman Government Platform. During the
event, the Department highlighted its latest Al-based technical systems aimed at driving digital transformation and advancing
customs and maritime operations. The exhibition saw the presence of His Excellency Sheikh Mohammed bin Abdullah Al
Nuaimi, Chairman of the Department, and His Excellency Sheikh Sultan bin Mohammed Al Nuaimi, Director General. The
pavilion attracted significant attention from VIPs and officials and included a ceremony to honor the Department’s strategic

partner in recognition of their valuable contributions to enhancing customs operations.
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