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Subject: Customer Experience Maturity guidelines

To: All Health Professionals, Health Facilities, Insurance
companies and payers within the jurisdiction of Dubai
Heath Authority —Dubai

DHA extends its thankfulness and appreciation for the
relentless cooperation and support provided by its strategic
partners in health sector; in an effort to provide integrated
health care system and improve the levels and quality of

services provided in Emirate of Dubai.

Based on DHA jurisdiction and its commitment to provide
its partners with all developments related to health
practices or legislation and regulations governing the
provision of services or improving the customer journey, we
are pleased to launch the first version of Guideline for
Customer Journey Standards and Protocols across the
healthcare sector in Dubai, found in the link shared

below.

These standards & protocols apply at all points of
interaction with customers and were developed after
studying the current situation and meeting with customers
to identify pain points in the current customer journey.
They also propose supportive technologies and a
measurement mechanism to ensure proper implementation
and continuous improvement. Additionally, the standards
aim to provide innovative solutions that meet customers’
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needs and expectations, fostering an interactive and 9 suwedly Lol &Olgiwe ul.{:l S8 Loy eeme &S5Ladly
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enhances satisfaction and excellence in the healthcare

services provided.
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1. kindly refer to the official DHA website through the
below link:

https://www.dha.gov.ae

2. (or) contact the call centre on:

Telephone: 800-342

Email address: info@dha.gov.ae

This circular and its attachments are designed for regulatory
procedures that must be adhered to by those concerned, and
should not be used as content for media publication. In the

event of a violation of this, legal will be taken.

with regards- DHA
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*Note: Should any discrepancy arise between the Arabic and English texts in this circular, the Arabic text shall prevail
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