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Agenda 

ü Customer Focus and eServices Usage (Take-Up)

ü Customer Survey Results 

ü Synergistic and Shared Services Usage

ü Challenges 

ü Conclusion

ü Supplementary Information 
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Dubai eGovernment Strategic Dimensions

Dubai as a Globally Competitive 
Government                

òCustomer Focused and 
Efficientó

Source: Dubai eGovernment
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Source: Dubai eGovernment Customer Survey 2007

eServices usage among Individuals

On average, eService user individuals contacted Departments 7 times a year
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Why Individuals Use Government eServices?

Source: Dubai eGovernment Customer Survey 2007
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eServices usage among Businesses

Source: Dubai eGovernment Customer Survey 2007

On average, eService user businesses contacted Departments 34 times a year
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Why BusinessesUse Government eServices?

Source: Dubai eGovernment Customer Survey 2007
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In 2007 Government eSevices enablement 90%  and the usage is relatively low

Customers
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Government eServices Awareness, Trust & Confidence and Satisfaction

Source: Dubai eGovernment Customer Survey 2007
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Two thirds of individuals that are aware of eServices but did not use them indicated 
their willingness to use eServices 

Source: Dubai eGovernment Customer Survey 2007
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Three quarters of businesses that are aware of eServices but did not use them 
indicated their willingness to use eServices

Source: Dubai eGovernment Customer Survey 2007
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Individual Users ïDrivers of Satisfaction 

Source: Dubai eGovernment Customer Survey 2007
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Business Users ïDrivers of Satisfaction 

Source: Dubai eGovernment Customer Survey 2007
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Dubai eGovernment conducts periodic quality assessments to measure and to 
enhance eServices quality

eServices Quality

Common Look & Feel
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2006 2007 2008

Average Website Quality Score

65%

78%

2007 2009 

Average eService Quality Score

Websites 
Evaluation 
Categories

eServices 
Delivery 
Excellence 
Model

Website Quality Evaluation:

Å34 evaluation criteria.

eServices Quality Evaluation:
ÅUp to 109 evaluation criteria 
depending on service type.
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A centralized payment gateway for all the Government Departments 
to enable online payments of their eServices

31,174

74,711

252,259

967,235

588,938

üTraffic Violations Payments

üMunicipality Central Billing       
Payment Service

üUtility Billing Services 

üCustoms Declaration 
Settlements 

üBusiness License Permits & 
Renewals

üMedical Permits

é

ePay Usage (2005 ðMay, 2009)

2005 2006 2007 2008 Jan ïMay, 2009

Most Used ePay Services

~ $3m ~ $15m ~ $67m ~ $300m ~ $159m

Number of 
Transactions

Amount Transacted (USD)
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A 24x7 Unified multi -channel Contact Center for all the Government 
Departments in Dubai in order to provision & augment their 
eServices

128,666

157,311

142,707

161,654

72,560

üMore than 300 services 
from different Government 
Departments

üOnline Chat ( 2,713)

üFax (224)

üeMail ( 59)

Ask Dubai Usage ( 2005 ðMay, 2009)

2005 2006 2007 2008 Jan ïMay, 2009

Services & Alternative 
Channels (Jan ðMay, 2009)Number of 

Inbound Calls


