Strong credentials
and renewed resolve

“In the UAE, economic growth indicators, although
very important, have never been measured by the
amount of success made in the goods produced or
services offered, but by the quality of life and the added value offered. They are also measured by the balanced and sustainable development and by the job
opportunities created and training provided. Our goal
is to make our country the best and most secure place
for all community members’.

His Highness

Sheikh Khalifa bin Zayed Al Nahyan
President of the UAE

“Our accomplishments in the sectors of infrastructure, government services, economy, education, health and culture
may be subject to obsolescence if we do not keep abreast
of changes and accommodate new developments and, as
such, no room is allowed for complacency or seeking solace
in respite or procrastination. Given that achievements are
self-propelled, it is our sacred duty to invest this momentum
to bring about new qualitative achievements that will guarantee the progress of our economy and people onto pathways of sustainable development, prosperity and glory”.

His Highness

Sheikh Mohammed bin Rashid Al Maktoum
UAE Vice President, Prime Minister and Ruler of Dubai
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A new shift forward

H.E. Eng Hussein bin Ibrahim Al Hammadi
Minister of Education
Chairman of the Emirates Transport Board of Directors

In the folds of this annual report of Emirates Transport, the achieved results and presented figures
document the company’s continued achievement
of financial results that enhance its strategic vision
of integrated transport and sustainable growth. The
company managed to reinforce its leading position in this sector by focusing on efficiency, quality
and innovation, and searching for new investment
opportunities that keep pace with market developments, technology transformations and customer
trends, and extrapolate any future economic developments and transformations in a manner that
offers the flexibility necessary to face any turbulent
circumstances.
Last year witnessed the issuance of Federal Decree
No. (22) of 2019 regarding the transformation of
Emirates Transport from a corporation into a public
joint stock company, a step we hope will contribute
substantially in raising the efficiency of our operations and services and facilitate the optimal investment in human resources.

The set of strategic transformations effected by
Emirates Transport in its organizational structure, financial status and future directions stresses the importance of moving forward and preparing for the
future, which is a matter of great importance, and is
recognized as such by the company’s management
and its cadres working in all job levels and fields
of work.
The continued financial successes of the company
was equally reflected in the expansion of its positive contributions towards individuals and the society throughout the UAE, and its initiatives aimed at
achieving sustainability of the company’s business
have continued, thus preserving its obligations in
supporting the national economy and to affirm that
it is one of the effective tributaries in achieving the
UAE vision 2021 and on to the 2071 centenary,
working to make the UAE the economic, tourist and
commercial capital for more than 2 billion people
and then - after 50 years - to be the best economy
in the world.

2019

Features of a promising future..2019

H.E. Mohammed Abdullah Al Jarman
General Manager of Emirates Transport

The year 2019 was marked by prominent features and
indicators in Emirates Transport’s evolution, particularly within the Transport and Leasing and Auto Services divisions. The company continued to achieve
remarkable annual growth in its financial results and
implemented a set of major transformations in its organizational structure, operations and activities, and
in its strategic plan. These changes came in conjunction with ET’s formal transition from a federal establishment to a government company that operates under the standards and terms of the private sector.
The continuous successes of the company confirm
that it is fully committed to supporting the strategies of the United Arab Emirates towards building a

strong, diverse and competitive economy that occupies a prominent position among the best economies
of the world, which is a source of honour and pride
for the company and its employees.
The year 2019 has elapsed with all its challenges and
accomplishments, during which the company has
made important strides in implementing its new organizational structure pertaining to the Head Office
and the Auto Services Division, after the implementation of the new structure of the company’s three geographical zones at the beginning of the same year. This
important step aims to achieve more operational and
productivity efficiency and the optimal investment of
available resources by moving completely to a more

dynamic organizational structure that better responds
to the needs of the future, boosts competitiveness and
maintains market leadership, while focusing more on
the trends of smart transformation in the services provided to customers.
Emirates Transport also continued to implement its
five-year Strategic Plan 2018-2022 that is based on
9 programmes and 28 projects, which necessitated
important structural adjustments to establish a new
process of providing services in line with the three
Strategic Objectives of continuous growth and expansion in the company’s current business, exploring
new investment opportunities and enhancing existing
capacities and capabilities.
Within the framework of these strategic efforts, the
Corporate Performance Indicators Manual was updated, and 10 employee workshops were held in addition to organising an information drive to explain the
initiative to employees. As such, the rate of awareness
of the 2018-2022 strategy reached 82.47%, while the
awareness rate of the strategic transformation plan
was 76.30%.
The company continued to record tangible progress
in achieving its long-term strategic goals. To this end,
revenues achieved by the end of 2019 amounted to
2,940 million dirhams, an increase of 230 million
dirhams compared to revenues in 2018, representing an annual growth of 8.49%. Meanwhile, net profit reached 288.6 million dirhams, with a return on
capital of 14.1%, while total assets of the company
reached 4,424 million dirhams, and the capital and
reserves remained at the value of 600 million dirhams.
Subsidiaries proved an important contributor to the
financial successes in 2019, with a combined revenue of 556 million dirhams. The Saudi Emirates Integrated Transport Company (SEITCO) has been at the
forefront of those companies by achieving more than
300 million dirhams of revenue alone, followed by
the Emirates Facilities Management Company with
141 million dirhams.
The results of the business achieved in 2019 revealed
an improvement in the company’s competitive and

operational capabilities, as the total of new and renewed contracts increased by about 11% to 201 contracts, including 148 new contracts, an increase of
32% compared to 2018.
In line with this expansion, the ET fleet continued
to grow as its number increased by more than 10
thousand vehicles between 2018 and 2019 to reach
39,546 vehicles; an annual growth rate of 34%.
The company continued to provide its services with
greater efficiency and was able to meet the requirements of customers through 38 diverse services, in
addition to the services provided by subsidiary and
affiliate companies.
In terms of operations, 258,000 students were transferred on a daily basis through school buses which
covered distances of approximately 76 million kilometres during last year. School transport services
were provided to 707 schools, including 608 government schools and 99 private schools, whilst the
percentage of students transported on ET buses of
the total number of students enrolled in government
schools has increased to 75.1% compared to 74%
in 2018.
In terms of university transport services, more than
10,000 students were transferred to various university
institutions across the nation.
Elsewhere, the beginning of the year 2019 witnessed
the launch of the Emirates Transport Taxi company,
in the Emirate of Ajman, to be the latest ET venture
providing taxi services for passengers. The company
started with 220 vehicles and 220 drivers and was
able to accomplish 957,000 trips in its first year.
Meanwhile, the two Abu Dhabi based companies
Airport Taxi and Emirates Transport Taxi, continued to
provide their services to passengers in the emirate of
Abu Dhabi. The number of trips undertaken by the
latter reached 5,204,308 trips, an annual increase of
33%, of which 2,996 were trips for people with disabilities and special needs, and the elderly. At the same
time, the Abu Dhabi Airport Taxi company completed
522,183 trips.
Over the past year, the Auto Services Division com-

pleted 1,306,485 technical operations and services,
including about 750,000 maintenance operations, in
addition to conducting more than 232,000 auto inspections, 463,000 dry-wash operations, and 89,000
roadside jobs. The Division also sold 4,448 used vehicles through auctions and modified 954 vehicles to
operate on compressed natural gas.
By the end of last year, the total number of employees in the company reached 30,198 employees, from
50 different nationalities, and they include a total of
17,951 drivers, 7,002 of which are school bus drivers,
as well as 5,725 school bus supervisors and 2,915
auto technicians. The number of jobs has increased
by 4,087 new jobs, as a result of growing contracts.
Female employees made up about 22% of the total
workforce, and the percentage of Emiratization in the
senior leadership category was 91%, and 46% in the
middle leadership category, while the overall rate of
Emiratization was 7.6%.
The training efforts witnessed great growth during last
year, as 1,680 employees in the administrative category benefited from 6,655 training hours covering
154 diversified training programmes. As for drivers
and bus supervisors, the Emirates Transport Training
Centre and the Emirates Transport Driving Institute
provided their training services to 53,000 trainees,
compared with 27,000 trainees in 2018. The trainees included 4,100 from outside the company, and
they received a total of 219,000 training hours, an
increase of 127% compared to 2018. In addition, the
Emirates Transport Training Centre was able to obtain
accreditation by the General Command of Civil Defence for fire safety training at a national level, and
accreditation from the Dubai Corporation for Ambulance Services for first aid training, which indicates
the efforts made in this framework.
In a related context, a training service for taxi and
limousine drivers was launched in 2019 through the
Emirates Transport Driving Institute, in cooperation
with the Dubai Roads and Transport Authority.
In terms of the company’s community activities and
programmes, 6 different initiatives and activities were

implemented, in conjunction with the Year of Tolerance 2019, out of 29 different community initiatives
implemented in 2019. Other efforts included: the allocation of 128 specially equipped vehicles to transport people of determination, 1,409 complimentary
transfers under the “National Bus” project, 1,798 free
advertisements on buses as part of the “Community
Adverts” project, and 185,000 educational publications distributed to students who were also given 630
awareness sessions and 66 lectures. While the total
financial and in-kind sponsorship provided for the
community amounted to 3.5 million dirhams for the
benefit of 29 governmental and community bodies.
The company continued to implement its innovation,
creativity and organizational excellence programmes,
its internal national events and those related to annual
days, as well as events and initiatives related to safety,
governance, risk and other seasonal programmes.
The company also implemented 23 initiatives and activities to serve the community and took part in 15
volunteering programmes nationwide with the participation of 383 employees.
As for the levels of satisfaction of the stakeholders;
the satisfaction rate of customers was 76.47%, while
satisfaction rate of suppliers was 78.5%, employee
satisfaction came in at 72.56%, employee happiness index was 82.05%, community satisfaction was
at 99.59%, and the satisfaction rate of partners was
97.59%.
In conclusion, and in view of the successes highlighted in the annual report, which is the result of the directives of the company’s board of directors and its
continuous follow-up, the company’s employees will
remain the main pillar of our achievements; as they
continue to set one example after another for the
strength of their performance, the extent of their pride
in their work, their dedication to their duties and their
commitment to provide services with efficiently, judiciously and responsibly. Indeed, our employees are a
source of enduring pride for us, and the main instrument in our quest to reach the future with full readiness and optimism.
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By the end of 2019, Emirates Transport marked 38 long years
of continuous success and outstanding leadership, playing a
vital role in shaping the United Arab Emirates’ business landscape and its sustainable development efforts. It was established pursuant to the Federal Law No. 17 of 1981, as “Emirates General Transport and Services Corporation”, a federal
government company with financial and administration independence entrusted with the duties of organising, managing and supervising transport, auto maintenance and related
services for the benefit of federal and local government entities, as well as private sector institutions. Today, it is operating

under the umbrella of the Emirates Investment Authority after
remarkable expansion and diversification from government
school transport to different other sectors.
Given its successive developments and significant diversification of services, it is no surprise that the Corporation has been
able to place itself, in less than three decades, at the forefront
of its peers as the leading operator across both the public and
private transport sectors, and in the field of auto and logistic services in the UAE. These accomplishments enabled the
company to expand its business activities at a regional level
after entering the markets of the Kingdom of Saudi Arabia, to
record another achievement that enhanced its position as a
regional leader in transport sector, particularly school transport.
Along its journey, Emirates Transport has made significant
contributions at the national level that surpassed its area of
expertise to include the dissemination of a culture of quality,
excellence and commitment on a national level, the consolidation of the concepts of professionalism and creativity at
work, in addition to its influential roles in the field of corporate social responsibility. These exceptional roles helped
improve the local communities, achieve the government’s
perspectives and strategic goals, and realise the aspirations
of the Emirati society, anchoring their authentic values and
communicating their noble human mission.
Today, Emirates Transport continues to stride in its way with
confidence and stability with more qualitative achievements
at the conclusion of the second year of its 5th Strategic Plan
2018-2022. The Corporation drew momentum from the first
phases of strategic transformation which was launched in
2018, armed with a great deal of expertise and unique capabilities built over the years, thanks to thousands of manpower
resources dedicated to providing high quality services, across
41 sites in the UAE, starting from Umm Al Romoul in Dubai.
They all share the common goal of empowering the Emirates
Transport’s unique approach to excellence and leadership.

An evolving map of
service delivery outlets

Throughout the course of its history, Emirates Transport never
ceased to enlarge its business capacities or improve the quality of its services. The year 2019 was no exception, as it saw
the incorporation of different departments including transport, leasing and business centres, and their redistribution
according to geographical zones. Accordingly, each region
shall constitute an integrated department that offers a whole
range of services, be they related to school transport, transport
and leasing services, or logistics services, as outlined in the
attached table.
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School assistance services,
and public and private schools
transport services
- School transport services for all government schools.
- School transport services for private schools wishing to use the service.
- Various services for public and private schools including the supply of
school bus supervisors and administrative support staff.
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Logistic services

Transport and leasing services
for government and private sector

- Transport and leasing services for local, federal and
semi-government entities and institutions by providing vehicles that meet the specific requirements of
these entities, in addition to providing qualified drivers if needed.
- Providing corporate transport and leasing services, manage and operate mass transit and long-term
rental services for a number of private entities and
companies.
- Luxury vehicles transport services (Emirates Limousine). The service is also available via the website
(www.emirateslimo.ae) and a smart app.
- Airport Taxi Services (Abu Dhabi).
- Emirates Transport Taxi services (Abu Dhabi).
- Emirates Transport taxi services (Ajman), which
launched its operations at the beginning of 2019.
- Motorcycles and electric vehicles (golf cart) leasing
services, for the benefit of a number of customers in
the public and private sectors, in addition to valet
services for the hospitality and tourism sectors.

- Shipping services and customs’ clearance.
-Land transport services for goods.
- Cargo truck rental services.
- Transport services for refrigerated goods.
- Petroleum transport services and related derivatives, by operating and maintaining sulphur liquid transport tanks,
petroleum tanks, and various oil and
gas transport services for government
and private companies.
- Driving lessons services for light vehicles, heavy trucks and buses through
the Emirates Transport Driving Institute
(Dubai).
- Specialized training services for drivers and transport and safety supervisors,
provided by Emirates Transport Training
Centre (Dubai).
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As stated earlier, the Auto Services Division has maintained
the same previous structure with business centres and specialized technical units, as shown in the following table.

Strategic transformation, continuity of excellence

اﻟﺸﺮﻛﺔ اﻟﺴﻌﻮدﻳﺔ اﻣﺎراﺗﻴﺔ ﻟﻠﻨﻘﻞ اﳌﺘﻜﺎﻣﻞ

Saudi Emirates Integrated Transport Company

Established in partnership with the Saudi Public Transport Company (SAPTCO) and specialises in school transport and related
services.

Auto Services Division
Centre

Details

Abu Dhabi Centre for
Auto Services

Auto services, vehicle maintenance, repair services, and management of auto workshops in Abu Dhabi and related areas.

Auto services, vehicle maintenance, repair services, and manageEmirates Centre for Auto
ment of auto workshops for Dubai, Sharjah, Ajman and the Central
Services
Region.
Etihad CNG Vehicles
Conversion Centre

Specialized technical Centre for converting vehicles to operate
on compressed natural gas (CNG), in addition to auto repairs and
maintenance services for vehicles operating through the dual fuel
system.

Auto Inspection Centre

Auto inspection services for heavy vehicles in Abu Dhabi, Al Ain
and the Western Region.

Al Wataneya Auctions
Centre

Organising auctions and related sale services for the ET’s used vehicles, as well as vehicles of public and private sector entities. The
Centre holds its auctions in Abu Dhabi and Sharjah, as well as
online via the centre’s website www.alwataneya.ae and smart app.

RAK Auto Services Unit

A specialized unit that provides a diversified range of periodical
auto maintenance services, in addition to repair services for buses
and light vehicles in Ras Al Khaimah.

A specialized unit that provides a diversified range of periodical
East Coast Auto Services
auto maintenance services, in addition to repair services or buses
Unit
and light vehicles in Fujairah and the East Coast.
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Local and regional partnerships:

A number of units that provide specialized auto and technical
services and they include: The Roadside Assistance Unit, Dry Car
Specialized Auto ServicWash Unit, Tyre Retreading Unit, Emirates Luxury Cars Maintees Units
nance Unit, Smart Service Unit for Changing Tyres and the School
Buses Renovation Unit.

Emirates Shrooq
Founded in cooperation with the Sharjah Investment & Development Authority (Shurooq) and delivers various services in the
Emirate. Since 2018, the company offers transport services in
luxury cars through Sharjah Transport Solutions (fully owned by
Shurooq Al Emarat Services company), in addition to providing
strategic support for Government entities in the Emirate.

م.م.اﻣــــﺎرات دارة اﻟـﻤﺮاﻓــــﻖ ذ
Emirates Facilities Management L.L.C

A unique joint venture between Emirates Transport and Etisalat
Facilities Management Company (Etisalat subsidiary) that specializes in facilities management services.

A company equally owned by Emirates Transport and Fujairah Transport Corporation. It
manages and operates taxis and provides vehicles and bus leasing services in the Emirate of
Fujairah.

A joint venture project with Al Fursan Company
in Abu Dhabi, specializes in transport technology systems and related solutions including
vehicle tracking systems for land transport
management, smart traffic system applications, traffic routes tariff management systems
and remote satellite tracking systems.
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A wide array of services

Strategic transformation, continuity of excellence

In recent years, Emirates Transport has adopted a more promising approach that transcends the strategic transformation
itself (to be discussed in detail later on in this chapter), shifting from business continuity towards business expansion of
existing services in terms of quality and quantity. The objective here is to enhance the leadership and competitiveness of
the Corporation in the market and give a powerful impetus
to the investment abilities to boost the national economy.
This can only be achieved by enhancing the operational potential of the working teams to help deliver high standard
service solutions that can reflect positively on the customers’

Division

Transport & leasing
services
(School-commercial-general)
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#

Division
levels of satisfaction and happiness.
The transformation strategy will guarantee the delivery
of existing services within a more reformed and effective
framework that responds instantly to customers’ needs while
maintaining in operation the services classification policy
which was updated in 2018. Based on this new classification, Emirates Transport has been able to provide 38 different services, 11 of which are primary services, while 19 are
secondary services and 8 are complementary, as well as
services provided by subsidiaries and associates, as per the
attached table.

Service

Service Type
Primary/Sec�)
)ondary

Auto services

#

Service

Service Type
Primary/Sec�)
)ondary

16

Public transport.

17

Luxury cars transport services.

Secondary

18

Taxi services.

Secondary

19

Fleet management.

Primary

20

Auto maintenance and repair of buses, vehicles and motorcycles.

Primary

21

Roadside assistance.

Secondary

22

Bodywork repairs and adjustments.

Secondary

23

Tyre retreading.

Secondary

24

Bus body repairs.

Secondary

25

Maintenance of luxury vehicles.

Secondary

26

Dry car wash.

27

Converting vehicles to operate on natural gas.

Primary

28

Auto inspection of heavy trucks at ET sites.

Primary

29

Workshop management.

Primary

30

Driving lessons services.

Primary

31

Training Centre services.

Secondary

32

Sites leasing services.

Complementary

33

Providing advertising spaces on buses, vehicles and ET buildings.

Complementary

34

Valet parking.

Complementary

35

Renewal of car registration.

Complementary

Primary

Complementary

1

Daily transport for school students (public).

2

Students transport for trips and events.

Secondary

3

Transport for students in evening centres (public).

Secondary

4

Transport for students in summer camps.

Secondary

5

Provision of supervision services on school buses. (public).

Secondary

6

Daily transport for school students (private).

7

Bus leasing to transport school students on a regular/daily basis (private).

Secondary

8

Provision of supervisory services in buses (private).

Secondary

9

Leasing of buses, vehicles, motor bikes, (with/without driver) for
government and private entities.

Primary

10

Commercial transport.

Primary

36

Auctions for used vehicles.

Complementary

11

Company transport (workers, employees).

Secondary

37

Provision of manpower (office assistants, drivers etc.).

Complementary

12

University transport.

Secondary

38

Customs services.

Complementary

13

Miscellaneous transport (goods).

Secondary

14

Petrochemical materials transport.

Secondary

15

Refrigerated goods transport.

Secondary

Primary

Driving lessons
services

Primary

Other services
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Values
Vision
Transparency and Governance: We are committed to promoting the concepts
of corporate governance and management accountability and consolidating a
culture of transparency and openness. We arrive at our decisions based on
scientiﬁc methods to achieve optimum performance and results.

Integrated transport and sustainable growth.

Safety and Security: We believe security and safety are the primary
requirements for all stakeholders including those affected by our performance.
Accordingly, we work tirelessly and without compromise to sincerely meet
this vital requirement.
Innovation and Foresight: We are committed to providing an environment that
encourages creativity and innovation, and we continually strive to adopt the
latest processes, innovative services and management practices that address the
needs of our customers and meets their expectations and aspirations.

Care and Comfort: We focus our efforts and invest our resources in caring for
our customers and responding to their individual needs and expectations. We
endeavour to ensure their comfort and earn their loyalty and their support for
the mission and objectives of Emirates Transport.

Mission
We are committed to providing services
of transport and leasing, school
transport, auto maintenance and repairs
and logistics, in accordance with the
highest occupational health and safety,
and environmental standards for our
partners and customers, be they
individuals or institutions. We also
strive to enhance our ﬁnancial
resources within the framework of
corporate governance, risk
management and shrewd investment.

24

Strategic Goals � )2022�2018)
- Enhance the leading position of Emirates Transport
by focusing on competence and quality.
- Achieve a sustainable growth through the
exploration of investment opportunities in the ﬁeld
of transport services.
- Develop major operations and activities and direct
them towards automation and transport
technology.
- Promoting innovation and building new
capabilities.

Aspiration and Excellence: We are committed to work towards achieving
world-class status, transferring our exceptional knowledge and expertise, and
expanding across local and regional markets in all areas of our specialties in
the sectors of transport, supplementary and related services.

Competence: We believe that exceptional achievements and outstanding
performance are the inevitable result of our convictions, daily practices and
competent performances across the various organisational levels and in all
disciplines and work sites.

Happiness: We believe that happiness is a human right and consider it the
cornerstone in our strategic plan and the various programmes and initiatives
geared towards customers, employees and the community.
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“GRI 102-45, 102-46”

1

About this report

@EmiratesTrans

5757

Dubai, U.A.E.

www.et.gov.ae
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This report is the 8th edition of a series of annual comprehensive reports that Emirates Transport committed to publish on a
regular basis since 2013. Today, these reports have become a
custom that constitutes an integral part of Emirates Transport
internal culture and goes in harmony with the Corporations’
pioneering role in the business landscape in the UAE, reflecting its commitment to the values of transparency, disclosure
and governance.
The current report which has been entitled ‘Strong credentials
and renewed resolve’, coincides with the completion of the
second year of the Strategic Plan 2018-2022, and with the
strategic transformation that Emirates Transport has undertaken since. It contains a detailed and comprehensive financial,
investment and administrative outcomes during 2019. The

report also highlights ET’s CSR activities held in its various
branches across the UAE.
In line with previous editions, this report is available as a digital copy and can be accessed or downloaded via our website.
It is available in both Arabic and English and was completed
after a multitude of revisions by various administrative levels
at Emirates Transport to meet the standards of transparency,
disclosure and governance adopted by Emirates Transport.
This report has been prepared in accordance with the GRI
Standards: Core option. For the Materiality Disclosures Service, GRI Services reviewed that the GRI content index is
clearly presented and the references for Disclosures 102-40
to 102-49 align with appropriate sections in the body of the
report.

8006006

info@et.ae
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2019… solid milestones in numbers

1

Community Services

School Transport

Human Resources

Investment

Our Fleet

Stakeholders

(AED million)

Strategic transformation, continuity of excellence

1,409
complimentary bus
transport under
the National Bus
project

1,798
free ads on buses
under the ‘Com�
munity Advertising’
initiative

128
vehicles for trans�
porting people with
disabilities and
special needs

2,481

608
public schools
served

17,951
drivers in
business centres

185

4,448
vehicles sold
through auctions

awareness courses
for students

ET Revenue

39,546

76.47%

supplier satis�
faction rate

14.1%
return on
capital

2,915

school bus
supervisors

auto services
employees

954

75,500,000

vehicles modified to
operate on Compressed
Natural Gas (CNG)

kilometres cov�
ered by school
buses

6,950

4,431
overall assets

school buses

1,686

seating capacities
of school buses
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78.5%

vehicles in
the ET fleet

5,725

285,824

customer sat�
isfaction rate

net profit

258,000
transported
students

ET clients

288.5

private schools
served

thousand aware�
ness publications
for students

630

2,953

total number of
employees

99

6
initiatives and ac�
tivities carried out
as part of the Year
of Tolerance 2019

30,198

7,002
school bus drivers

225,436
training hours
for employees

total
procurement

201
new and renewed
contracts

72.56%
employee satis�
faction rate

99.59%
community satis�
faction rate

97.59%
partner satis�
faction rate
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An organizational structure that reflects the transformations
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Emirates Transport began the year 2019 with the implementation of a new organizational structure based on a three geographical zones system:
- Transport and Leasing Division for the geographical zone encompassing Abu Dhabi, Al Dafrah and Al Ain.
- Transport and Leasing Division for the geographical zone encompassing Dubai and Sharjah.
- Transport and Leasing Division for the geographical zone encompassing the Northern emirates.
The changes undertaken comprised the restructuring of busi-

ness centres under the school transport, commercial transport
and leasing and logistic services divisions. The restructuring,
which came after several methodological steps and scientific
studies, was adopted in line with the strategic transformation
phases of the strategic plan 2018-2022, which aims to achieve
more operational and productive competence and realise optimum investment of the available resources. This is in addition
to improving preparedness by shifting into a more convenient
organizational structure that responds to the future needs, enhances competitiveness and ensures leadership.

Transport
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H.E. Mohammed Abdullah Al Jarman

General Manager

Eng. Abdullah Mohammed Al Kindi

Rachid Ben Chekroune

Chief Operations Officer

Chief Financial Officer

Hanan Mohammed Saqer

Feryal Mohammed Tawakul

Executive Director
of Corporate Services Division

Executive Director
of Support Services Division

Waleed Salem AlMehairi

Badr Mahmoud Al Attar

Executive Director
of Transport & Leasing
Division for the geographical zone

Executive Director
of Transport and Leasing
Division for the geographical zone

(Abu Dhabi, Al Dafrah and Al Ain)

(Dubai and Sharjah)

Abdullah bin Swaif ALghufli

Amer Ali Al Harmoudi

Executive Director
of Transport and Leasing Division
for the geographical zone (Northern
Emirates)

Executive Director
of Auto Services Division

Key steps in the path of
strategic transformation
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A legacy of governance and transparency
Over the last year, Emirates Transport continued implementing the strategic transformation that commenced back
in 2018, in line with the Strategic Plan 2018-2022, which is
based on 9 strategic programmes and 28 strategic projects.
The Corporation introduced a series of structural amendments that enabled the provision of services in an exceptional and innovative manner, within an ambitious vision
based on geographical zones to replace the previously
established investment divisions and business centres. A
strategy which is also consistent with the three strategic directions, which include the growth and expansion of the
current business portfolio, the acquisition of new investment opportunities and reinforcement of capacities and
enablers.
The measures undertaken in this context made it possible to
unify the human and material resources within a more innovative and modern framework, along with other achievements such as reducing expenses, accelerating the pace of

work, facilitating a response rate that exceeds customers’
expectations, hence achieving their satisfaction and happiness.
In support of these strategic efforts, Emirates Transport was
also conscious of the importance of getting employees onboard and fully informed so that they contribute effectively
in the transformation phase. As such, several activities were
undertaken to achieve this goal, among which:
- Updating organizational performance indicators.
- Organising 10 meetings and workshops for employees in
leading roles such as heads of sections, departments and
units, in addition to meetings for senior management.
- Distributing informative materials to all administrative
units and business centres, in the form of hard copies and
via emails.
- Distributing gifts to raise awareness among all administrative units and business centres, highlighting ET’s strategic
indicators, vision, values and corporate strategic objectives.

To verify the effectiveness of these efforts and manage them
in a scientific and organised manner, Emirates Transport
conducted a study to assess employees’ levels of awareness
about the strategic transformation plan. The study was run
in two phases with an estimated time gap of about three
months. The first phase preceded the implementation of the
awareness programmes, while the second was conducted
after the conclusion of the targeted programmes and workshops throughout Emirates Transport. The aim was to assess
the impact of these programmes and to measure the development achieved as per two indicators:
1. Rate of ‘Awareness about ET’s Strategy Plan 2018-2022’:
The study indicated a remarkable increase from 56.48%
before the implementation of awareness programmes to
82.47% thereafter.
2. Rate of ‘Awareness about the Strategic Transformation
Plan’: It increased significantly from 37.5% to 76.30%.
The study proved the success of awareness efforts, showing there was satisfactory awareness and understanding by
employees of the forthcoming transformation plan and its
importance and relevance in the context of the strategic
plan 2018-2022, thereby facilitating their active involvement and ensuring their positive participation which will
contribute to the success of the transformation process.
Other reviews were conducted later looking at the strategic
results, the strategic plan and the organizational transformation programme, based on the progress achieved and
business outcomes throughout 2019. At the same time, approved consultancy services in the field of planning and
strategic transformation were sought to issue a report on
the initiatives that took place throughout the year, the upcoming plans and the special recommendations emanating
from them.

Emirates Transport has focused its efforts on encouraging a transparent work environment that ensures
maximum integrity and governance, by improving
the internal system and adopting a number of policies and procedures that have become an integral
part of the Corporation’s values, identity and method
of work. An objective inspired by the substantial efforts being made by the UAE State in that filed, which
is reflected in its high position in terms of international indicators.
This approach continued during 2019 as the Board
of Directors held 5 meetings and the General Manager of ET issued 104 different decisions across various aspects of business, while the Audit and Risk
Management Committee held 3 meetings and the
Nominations and Remuneration Committee held 6
meetings, and the Investment Committee held 11
meetings and issued 8 internal audit reports.
A significant achievement in this field was the automation of all audit reports and noncompliance issues through the GRC system. The system is linked
to the risks, so that all departments may have access
to their noncompliance issues and can respond to
them electronically without reverting to paper work,
helping to save a lot of time and effort. The GRC system has several useful features such as the ability to
attach all types of documents, send alerts to people
and departments to whom the noncompliance notes
have been directed, as well as the ability to transfer
the notes to the concerned people by responding to
it, in addition to setting target dates for closing the
notes, and sending alerts to the concerned people in
due time.
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Organizational awareness

What is

BUSINESS
PROCESS
MANAGEMENT
at Emirates Transport?
Emirates Transport has grown at a phenomenal rate over the past few
years. To sustain this growth, we have to adapt our business processes
to incorporate new ways of working, supported by emerging
technologies to continue providing our customers with a first class
service. This has been addressed by the Executive Directors through the
creation of the Business Process Management initiative. The purpose of
this initiative is to help make our processes faster, cheaper, safer and
more efficient to help deliver a quality service to our customers.

Who are we?
Under the management of The Executive Director of Corporate Services,
Mrs Hanan Mohd Saqer, we have a mandate to improve and simplify our
business processes. We work very closely with IT and the Business
Process Owners to achieve this improvement and simplification. Every
month we will reach out to you via this newsletter titled ‘Flow’ to let you
know about the exciting initiatives we are working on.
Why the name ‘Flow’? Because an efficient process flows smoothly from
input to output without bottlenecks, interruptions, defects and delays.

Emirates Transport Process Repository in ARIS
Want to know about any business process at Emirates Transport?
Look no further than ARIS which now holds all of ET’s processes.
These processes are being validated with the process owners after
which this database will become the single source of ET processes
and the foundation of all improvement opportunities. Once complete
we will provide easy access to these process manuals to all ET users
for reference and use.

Finally,
Did you know how many processes have been
identified across Emirate Transport?
Send us your best guess at

BPM@et.ae

to win a gift hamper.

Get in touch with us:

Hanan

Annual Report 2018

ET E-newsletter

ET Magazine

Guidebook for ET
Awards for Traffic
Safety and Education

Peter

Sameh

Flow Newsletter

Statement

Emirates Transport trusts that its persistent efforts to foster the
standards of governance, transparency, seasoned leadership,
anti-corruption, information security and innovation in the
internal system of work, are futile without effective awareness campaigns. With that in mind, Emirates Transport issued
a number of printed and online publications, available both
in Arabic and English (in addition to Urdu where necessary).
Employees from various functional levels and professional
disciplines have reaped the benefit from these publications,
in addition to external stakeholders who were targeted with
the 2018 annual report, the periodical ET magazine and several manuals. The attached table displays the most important
these publications:
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Safe Driving
Instructions Leaflet

Integrated
Management System

Details

Annual Report 2018

Starting from 2013, ET has been issuing a comprehensive annual report as part of the
disclosure, transparency and governance values it adopts. Last year saw the publication
of the 7th annual report under the title ‘Transforming to Stay Ahead’, in printed and electronic versions and in both the Arabic and English languages. For the 7th year in a row, it
combined ET’s regular annual report and sustainability report. The report was prepared in
accordance with the GRI Standards: Core option.

ET Official Magazine

The official Emirates Transport magazine is published quarterly in both Arabic and English and distributed to partners and clients in government and private sectors as well as
employees. An electronic version is also available for browsing and downloading on ET’s
website. Four issues were published in 2019.

Guide to Policies and Proce- Printed in the Arabic and English languages and covers the processes and methodologies
dures of Risk Management
of risk management in Emirates Transport.
Complaints
Manual

and

Grievances

An employee guidebook available in Arabic, English & Urdu.
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Customers Service Charter

Available in Arabic and English.

Employee Handbook

An employee manual designed to increase knowledge and awareness of organizational
procedures. It is available in Arabic, English and Urdu.

Code of Ethics

Published in Arabic, English and Urdu and distributed to all concerned stakeholders.

Suppliers’ Manual

A manual for suppliers which aims to raise their awareness and knowledge of ET’s activities and provide the highest levels of transparency and objectivity. It is available in Arabic
and English.

Code of Ethics for ET Suppliers

A manual distributed to suppliers and is available in both Arabic and English.

IT E-newsletter
(Information Security Bulletin)

An awareness e-newsletter by the IT Department disseminated periodically to all employees via e-mail in both Arabic and English languages with the aim of increasing awareness
of the security aspects of information systems and electronic risks for employees. In all, 17
issues were published last year.

Books E-newsletter

Short internal and periodical e-newsletters listing and referencing recent business and
administrative books covering various aspects of management and growth.

ET E-newsletter

A monthly e-newsletter that provides a summary of activities, initiatives and news for each
month, in addition to some awareness and guidance articles and essays. 12 e-bulletins
were disseminated in 2019.

Safety Guidelines

An e-newsletter published in Arabic and English by the OHSE Department. It is distributed
periodically to employees via e-mail and is concerned with enhancing awareness about
health and safety issues for employees. 6 publications were issued over the past year.

Leadership Bridges

An e-newsletter distributed periodically to all employees and is concerned with enhancing
and developing performance levels of employees. 12 publications were issued in 2019.

An e-newsletter distributed periodically to all employees and is concerned with enhancExcellence in Customers Service ing and developing customer service levels among employees. 10 publications were issued during 2019.
Facilities Management
Guidelines

Happiness Letters
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Email

An e-newsletter distributed periodically to employees and is concerned about raising
awareness of water and electricity conservation at the workplace. 9 publications were
issued during 2019.
E-newsletters distributed periodically to all employees, concerned with promoting positivity and enhancing the value of happiness in the work environment and personal life. 13
e-newsletters were issued during 2019.

Creativity and Innovation Awareness e-newsletters sent periodically to all employees. They emphasize the aspects of
creativity and innovation in employees. 20 were issued during 2019.
Letters

Studious risk management efforts
Works teams from the various concerned departments
continued their support and collaboration efforts towards Emirates Transport’s business goals with the following priorities in 2019: promoting a culture of risk
mindfulness, developing decision making processes that
incorporate risk management techniques, and helping to
assure business continuity during the implementation of
major projects and transformation initiatives. There was
also a clear focus on taking risk management to the next
level by automating processes using a world class Governance, Risk and Compliance (GRC) platform, enabling
integration with key second and third line functions.
In 2019, ET continued implementing risk assessment tools
and techniques across the business, including the training
of over 150 employees, conducting over 30 interactive risk
assessment workshops and having over 200 direct interactions with business functions on risk related initiatives.

Reinforcing the safety system
Emirates Transport is constantly straining every sinew to
enhance its safety systems through a number of proce-

dures, policies, activities, programmes and events which
have been designed to reach all functional levels and
working environments - inside and outside the Corporation – with the objective of raising standards and awareness, as well as complete compliance, of occupational
health and safety concepts. Some of the major achievements in this filed during 2019 are as follows:
- Ongoing work of ‘The technical Committee for the Follow-up of Technical Amendments and Developments of
the Emirates Transport Fleet’, to improve the school fleet
and ensure its conformity with the legislations of school
transport in the country. On this basis, the committee
held 12 meetings, issued 49 recommendations out of
which 44 were implemented by the end of last year, representing a rate of 90% of the total recommendations.
- Updating the methodologies, procedures and policies,
and the new decisions related to environment and safety, including the issuance of a number of manuals and
publications. Accordingly, the Corporation took the initiative to update the accident reporting procedures, adopt
the 5th edition of the 1st issue of the emergency plan,
issue the drivers’ fatigue management manual, update
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127
various events

102
participating and
supporting entities

17,000
participant
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79.1%
general satisfaction rate

94.44%
supporters’ satisfaction rates

86.4%
organizers’ satisfaction rate

and print the 3rd edition of the Safe Driving Manual, and
the Safe Driving Instructions in Ramadan in three languages including Arabic, English and Urdu, in addition
to the updating and printing of the Driver Fatigue brochure, and the 4th edition of the Integrated Management
System manual.
- Incorporating the latest technologies and smart applications in order to ensure the safety of students on school
buses. One such example is the ‘Hafility’ (My Bus) application, which allows parents to verify the safety of their
children during their daily journey on the school bus between home and school and keeps them updated about
the times of boarding and drop off and student absence
through SMS. Adding to this the possibility of tracking
the progress of the school bus, organizing the students
timing schedule, and communicating directly with the
driver or supervisor on the bus through the same application, if necessary. In addition, ET adopted IOT technology to track vehicles, through a smart chip that sends
the location data via a live monitoring system. This technology aims to track fleets and display them on different
maps, monitor the driver’s method of driving, and other
features. Another technology employed by the Corporation was the Fleetio system, which is a comprehensive
technology aimed at managing fleet assets.
- Organising the 8th session of the Month of Occupational Health and Safety, under the slogan “Safety is a
Responsibility and a Commitment”, where activities took
place in all Emirates Transport branches and sites across
the UAE over the month of March. More than 127 events
were held with the participation and support of 102 entities including ministries, federal and local agencies,
companies, hospitals, health centres, and a number of
companies working in the field of health and safety, compared to 78 entities in the previous year of the campaign.
As a result, around 17,000 participants from different
emirates and regions benefited from the campaign, including employees, bus drivers and supervisors and technicians working in various locations of the Corporation,
in addition to external beneficiaries comprising students,
customers and members from the general public.
The event saw the organization of exhibitions, workshops, awareness lectures, medical check-ups, evacuation drills for buses and buildings, various proactive

exercises, blood donation campaigns, training in firefighting skills and first aid skills training. This is in addition to organising basic exercise sessions for office employees, morning workout sessions for auto technicians,
as well as providing advice and guidelines through various channels of communication, namely social media
platforms, printed publications and leaflets.
Compared to the previous years, the overall rates of satisfaction with the campaign increased to 79.1%, (76.6%
in the previous edition of the campaign). The satisfaction
rate among supporting stakeholders reached the highest rate of 94.44%, the satisfaction rate in organisers
amounted to 86.4%, while participants and attendees
recorded a satisfaction rate of 77.52%.
- Continue to invest in the ‘Smart System of Student Safety in Buses’: in accordance with the interim targets set
for the system, and in collaboration with our strategic
partners, the Ministry of Education and the Department
of Education and Knowledge in Abu Dhabi.
- Organise the 21st session of the “Emirates Transport
Awards for Traffic Safety and Education” under the slogan “Our Students are a Trust”, where 76 winners were
honoured in the five categories of the Award, most of
whom are students who belong to public and private
schools, in addition to their parents and other participants.
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Outstanding
Students Projects

Government
Schools

-

Private Schools

Schools’ Projects

Safety Family

Session 19

Session 20

Session 21

2017 - 2016

2018 - 2017

2019 - 2018

Government
Schools

24

19

33

Private Schools

3

3

7

Schools’ Projects

11

16

13

Outstanding
Students Projects

1,141

1,212

657

Safety Family

16

10

20

Total entries

1,195

1,260

730

60

61

76

Statement
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Number of winners

-

-

-

Cooperation with partners in areas of environment and
occupational health and safety: Emirates Transport participated in a number of events organised by partners
locally and internationally in the aim of boosting safety
standards and enhancing awareness activities. Examples
of such cooperation during 2019 include:
Participating with Dubai Police in “A Day Without Accidents”.
Collaborating with the Dubai Carbon Centre of Excellence to measure the carbon footprint of ET.
Arranging evacuation drills of buildings and buses in
coordination with civil defence departments throughout
the UAE.
Participating in the “Business Partners for Health, Safety
and Environment” forum, held by Adnoc Drilling.

-

-

-

-

Participating
in
the
NAPT conference - National Association for Pupil Transport.
World Day for Safety and
Health at work in coordination
with the Department of Transport.
Awareness publications: Within the
context of safety awareness, Emirates Transport
managed to distribute more than 185,000 instructional publications to students from public and private
schools. It also showed great interest in sponsoring and
supporting schools by providing Safety publications to
students and parents, besides supporting schools in the
implementation of the Golden Rule Drawing Project to
educate students on safety throughout the country. Adding to this a participation guidelines booklet was published for the 21st edition of Emirates Transport Award
for Safety and Traffic Education.
The Corporation continued to organize multiple training programmes targeted for bus drivers and supervisors
and all those involved in the occupational health and
safety field. The following is a breakdown of various
training activities and workshops organized for this end:
Intensive periodic training programmes for bus drivers
and supervisors, with a total number of 53,424 trainees

-

-

in both categories (32,133 drivers and 21,291 bus supervisors),
including 4,100 trainees from outside Emirates Transport. The training
timing averaged 4 hours for drivers and
5 hours for female bus supervisors. In total, trainees benefited from 218,781 training
hours out of 41 training programmes, carried out
at 27 training sites at the Emirates Transport Training
Centre.
Organising two workshops related to accident and injury applications in the GRC system.
Launching a series of awareness short movies aimed at
mechanics working in maintenance workshops.
Organising a professional training course in occupational health and safety for a group of employees in
Emirates Transport under the title “the NEBOSH National General Certificate in Occupational Health and
Safety”, which meets the requirements of the UK-based
National Examination Board in Occupational Safety
and Health.
Organising a training course to promote the certified
auditors who hold the certification of Chief Auditor for
the occupational safety and health management system,
in accordance with the new international specification
of occupational safety and health ISO 45001:2018.
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Organising a workshop in relation to the applications of
the Environment and Occupational Health and Safety
Management System.
Safety concerns on the road is one of the priorities of Emirates Transport and the systematic efforts it has committed to
have paid off in de-escalating accidents and injuries on the

roads. On that account, the competent authorities recorded
the occurrence of 4,331 accidents during 2019, of which
754 accidents only were caused by our drivers, which
means a percentage of 12% of the number of accidents,
a reduction of 19.4% on 2018, as shown in the attached
table.

Data of accidents for which ET drivers are liable
Severity of the accident

2018

Programmes to enhance innovation

2019

Number of accidents

Rate

Number of accidents

Rate

Superficial

360

38.5%

440

58.35%

Simple

491

52.5%

276

36.60%

Average

24

2.6%

28

3.71%

Serious

7

0.7%

10

1.33%

Unclassified

54

5.7%

0

0.00%

Total

936

100%

754

100%

Emirates Transport is committed to facilitate a work environment that encourages creativity and innovation. It continually strives to incorporate these values throughout its
internal processes including its activities, events and programmes in order to stimulate the skills of creativity in employees and encourage them to come up with more innovative ideas.
In this context, 2019 saw the organisation of 26 workshops
related to creativity and innovation attended by 57 employees from across different sites and functional levels of
the Corporation. Also, more than 20 e-newsletters entitled
‘Creativity and Innovation Letters’ were sent to employees
throughout the year in an attempt to instil in them the habit
for creativity and innovative thinking.

Raising standards
ET is keen to achieve the highest standards in quality, professional and managerial leadership, and keep abreast of
In return for the exceptional efforts exerted in the area of occupational health and safety, whether internal efforts or in coordination with external entities, Emirates Transport deserved
to be recognised with a number of prestigious awards during
2019, particularly the Dubai Chamber CSR Label, and the
Middle East Logistics Award.
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the latest practices and sought to renew 7 ISO certificates
within its integrated management system in 2019 after the
completion of external audits on a number of sites across
the country, as well as updating the 4th version of the integrated management system (IMS).
ET also updated 5 quality certificates as per the latest versions, as follows:
- Quality Management System ISO 9001:2015.
- Environmental Management System ISO 14001:2015.
- Information Security Management System ISO
27001:2013.
- Customer Satisfaction System ISO 10001:2018.
- Customer Satisfaction, Monitoring and Measuring Systems ISO 10004:2018.
Furthermore, Emirates Transport still enjoys the validity of
the accreditation certificate approved by the Abu Dhabi
Environment, Health and Safety Centre (OSHAD), being
internationally acknowledged for providing logistics to the
petrochemicals and chemicals sector, and the SQAS Gulf
System for Sustainability and Quality Assessment.

Programmes and workshops related to innovation in 2019
Innovation workshops

26

Total attendees

57

E-mail messages of creativity and innovation

20

Intellectual property rights

2 BRANDS
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Environmental Management System

Quality Management System

Certificate ISO 14001:2015

ISO Certificate 9001:2015

Customer Satisfaction Management System
ISO Certificate 10001:2018

Customer Complaints Management System
ISO Certificate 10002:2018

Occupational Health & Safety Management System
ISO 45001:2018

Risk Management System
ISO Certificate 31000: 2009

Quality Training Management
System
ISO Certificate 10015: 1999

Road Traffic Safety Management
System
ISO Certificate 39001: 2012

Information Security Management
System
ISO Certificate 27001: 2013

Customer Satisfaction - Guidelines
for monitoring and measuring
ISO Certificate 10004:2018

Quality in Project Management
ISO Certificate 21500: 2012

Certification by Abu Dhabi
Occupational Health & Safety
Centre (OSHAD)
THE GENERAL FRAMEWORK FOR ABU DHABI(
)OCCUPATIONAL HEALTH AND SAFETY SYSTEM

Gulf Quality and Sustainability
Assessment (SQAS Gulf)
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More prestigious accreditations and mem�
berships
Emirates Transport spared no efforts to obtain the most honourable accreditations and memberships from prestigious
local and international entities, being aware of the importance of a strong presence in the market and the value of
enhancing its reputation and credibility. In this spirit, Emirates Transport made impressive gains during 2019 by establishing valuable relationships with the British Association of Chartered Certified Accountants (ACCA) (a global
association specializing in the training and qualification
of accountants as well as conducting related research and
studies) through obtaining a recognition certification from
the association as an accredited employer.

Emirates Transport also joined the MaaS ‘Mobility as a service’ Alliance which includes a wide range of companies
and international organisations working on the concept of
integration of various forms of transport services into a single mobility service accessible on demand. The Emirates
Transport Training Centre was also approved by the Abu
Dhabi Quality and Conformity Council (QCC) and the
General Command of the Civil Defence - to provide fire
safety training at the level of the UAE - in addition to being approved by the Knowledge and Human Development
Authority (KHDA). The list of memberships includes the following:
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The National Association for Pupil Transport (NAPT) – US.

Excellence in performance and commitment to exceptional service delivery that Emirates Transport has
demonstrated during 2019 did not go unseen. The Corporation graced the winners’ podium again this year

with two awards in recognition of its logistics services,
in addition to the Corporations remarkable and continuous efforts in social responsibility and environment
protection.
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The International Organisation for Public Transport (UTTP) – Belgium.
The International Motor Vehicle Inspection Committee
(CITA) – Belgium.
The Royal Society for the Prevention of Accidents “RoSPA”.

π°ùchôH - (EFQM) IOƒ÷G IQGOE’ á«HhQhC’G áª¶æŸG

- (ACCA) øjóªà©ŸG Ú«fƒfÉ≤dG ÚÑ°SÉëŸG á«©ªL

Association of Chartered Certified Accountants (ACCA) – UK.

áeÉ©dG äÓ°UGƒª∏d
»ŸÉ©dG OÉ–’G
) IOƒ÷G
IQGOE’
á«HhQhC
’GáYƒª›
áª¶æŸG
IOƒé∏d
»HO
çOGƒ◊G øe óë∏d á«fÉ£jÈdG á«µ∏ŸG á«©ª÷G

The European Foundation for Quality Management (EFQM) – Belgium.
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óªà©ŸG Ú«fƒfÉ≤dG ÚÑ°SÉëŸG á«©ªL

π°ùchôH - (EFQM) IOƒ÷G IQGOE’ á«HhQhC’G áª¶æŸG

äÉÑcôŸG ¢üëØd á«dhódG áæé∏dG
e óë∏d á«fÉ£jÈdG á«µ∏ŸGIOƒé∏d
á«©ª÷G
»HO áYƒª›
¿óæd - (ACCA) øjóªà©ŸG Ú«fƒfÉ≤dG ÚÑ°SÉëŸG á«©ªL

äÉÑcôŸG ¢üëØd á«dhódG áæé∏dG

çOGƒ◊G øe óë∏d á«fÉ£jÈdG á«µ∏ŸG á«©ª÷G

äÉÑcôŸG ¢üëØd á«dhódG áæé∏dG

The International Federation of Training and Development (IFTDO) –
Switzerland.
Highfield Group – Britain.

The National Committee for Specifications and Mechanical Products
Sector.

Topic

Dubai Chamber CSR
Label

Logistics ME Award

Logistics Middle
East Awards

ET won the award within the category of corporate
responsibility for the tyres retreading project.

Logistics and Transport
Awards

Logistics and
Transport Awards

ET won the “Best Transport Provider” Award in the
Middle East under the leadership category in the
field of transport.

Dubai Quality Group (DQG) – UAE.

Abu Dhabi Quality and Conformity Council (QCC).
Abu Dhabi Centre for Technical and Vocational Education and Training
(ACTVET).

Organiser

ET obtained Dubai Chamber CSR Label for the 7th
consecutive year, for its considerable contribution
on different levels including, environment, workplace, market, local community, as well as using
global practices of CSR. The recent evaluation reDubai Chamber
port showed a positive development, which reflects
of Commerce and
a significant maturing of the regulations, policies
Industry
and initiatives implemented by ET in this field, and
the keenness of the leadership to develop strategies,
objectives and performance indicators that support
these directives, ensuring a commitment to perform
its responsibility at its best.

Membership of the (MaaS Alliance) – Belgium.

Award logo

Knowledge and Human Development Authority (KHDA).
Dubai Corporation for Ambulance Services.
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Award

The General Directorate of Civil Defence.
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Reaching out to all categories

Strategic transformation, continuity of excellence

Effective communication has become a worldwide concern in the business world today, in fact, it is increasingly gaining more importance for an organisation of the
size and importance of Emirates Transport and its diverse

dia channels. For this end, the latest scientific and systematic methods have been employed to address those
categories and keep the highest standards of communication with them.

ET Accounts on
Social Media Networks

Number of
Instagram posts
Number of new followers on
ET’s social media channels

8,484
50

Corporation disseminate targeted awareness and marketing messages, considering the specifications of each
target group so as to communicate effectively with its
audience be it through traditional media or social me-

stakeholders. Thus, Emirates Transport understands that
investing in channels of communications with its stakeholders will undoubtedly help in expanding its services
and achieving its strategic objectives. It also helps the

770

Number of
Facebook posts

481

Number
of tweets

Total number of followers on
ET’s social media channels

Annual rate of increase in
the number of followers

140,845

6.4%

434

Number of
LinkedIn followers

6,233

Number of publications,
press and news reports
in Arabic and English

212

Number of news roundup
emails (distributed to
employees in Arabic & English)

215

Number of TV & radio
interviews and reports

29
51
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Financial performance that exceeds

expectations

Emirates Transport reaped the early fruits of its strategic transformation process which was launched in 2018 and completed many of its phases during last year. The investment divisions and their affiliate business centres were restructured into
three main sectors, according to their geographical zone, and
included school transport, as well as commercial transport
and logistical services. Whereas the Auto Services Division
maintained its position as per the previous years.
The new formation provided several operational privileges
and service facilitations which contributed in reinforcing ET’s
competitiveness, and improved management and operational
performance levels by enhancing the ability to respond to the
requirements of customers with more flexibility, speed and
comprehensiveness. The financial achievement of 2019 is a
true reflection of the strategic and operational plans success.
Emirates Transport managed to raise its revenues to nearly
three billion dirhams, an increase of 230 million dirhams or
8.49% on the revenues of 2018, with an increase in profits
during the same period. The total assets of the Corporation
jumped by 835 million dirhams (more than 23%), into 4,424
million dirhams and the liquidity increased to 192.3 million
dirhams, while the capital and reserves were maintained at a
value of 600 million dirhams, and the return on capital (ROC)
amounted to 14.1%.
The overall financial results achieved reflected the Corporation’s ability to embrace the strategic transformation process
and the required re-engineering of its operational, administrative and service formation according to the new structure and
to avoid any negative influences arising as a result. All plans
were implemented while maintaining operational performance at the same profit rates as before, while the task force
teams managed to mobilize and adapt the available resources to respond in a remarkable and smooth fashion to these
changes. This will form a solid basis for further achievements
in the coming years of the 2018-2022 strategic plan.
Emirates Transport subsidiaries formed an important tributary
in the investment success story achieved in 2019 with a combined revenue of 556 million dirhams. The Saudi Emirates Integrated Transport Company (SEITCO) led the way by achieving more than 300 million dirhams of revenue, followed by
the Emirates Facilities Management Company with 141 million dirhams.

230

million dirhams

Increase in revenues on 2018

Annual increase

8.49%
approximate increase
in revenues

2017

2018

2019

return on capital

14.1%

3

billion
dirahms

4,4

billion
dirahms

total company assets
55

2
250

2018
2019

71
69

100

148

150

201

181

200

112

50

45
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The investment divisions, which constitute the core work
within the Corporation, witnessed fundamental changes
during 2019. The previous structure, which was based
on business centres spread nationwide, was merged
according to a new restructuring perspective based on
providing the same existing services but according to
geographical sectors, to achieve more efficiency and effectiveness as well as reducing costs.
Despite the daily operational pressures and the numerous administrative and institutional challenges accompanying a strategic transformation of this size; it did not
prevent the investment divisions from achieving their targets within the annual operational plans along with the
desired returns, whilst fulfilling customers’ demands and
needs. The transformation was implemented smoothly and without affecting the current ongoing business.
Through their solidarity and rapid response, the various
work teams successfully managed to overcome all obstacles and challenges and continued to optimally perform
their duties.
The business results achieved in 2019 revealed the improvement in the Corporation’s competitiveness and op-

0
New
Contracts

Renewed
Contracts

Total No. of
Signed Contracts

Tenders won
by ET

erational capabilities, as it managed to attract 148 new
and renewed contracts (excluding daily contracts), compared to just 112 contracts in 2018, an increase of 32%.
Thus, the overall number of new and renewed contracts
during last year increased by 11% to reach 201, as
shown in the attached table.

New and renewed contracts (excluding daily contracts) vs. tenders in the last three years

Investment divisions ...

2017
Details

2019

No.

Total Value
(AED – Million)

No.

Total Value
(AED – Million)

No.

Total Value
(AED – Million)

New Contracts

95

653.7

112

1,039

148

948.7

Renewed Contracts

48

456.5

69

1,828

53

500

Total

143

1,110.2

181

2,867

201

1,448.7

Tenders won by ET

32

538.5

45

1,902

71

404.13

leading the march

56

2018

57

Al Quoz Industrial - Dubai
Construction of a building for the
Luxury Vehicles Service Unit
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Abu Dhabi
Expansion and renovation of Musaffah 1 Building
Expansion and renovation of Al Shahama Station

Al Fayah - Abu Dhabi

Construction projects in 2019

2

Construction of Auto Inspection and Auto
Maintenance Centres

Zayed City - Al Dhafra
Expanding and renovation of the Auto
Inspection Centre

Al Hayer
Construction of an Auto Inspection
Centre and a Station

Al Ain

Al Qou’a
Construction of an Auto Inspection
Centre and a Station

Al Jurf - Ajman
Construction of Service and Maintenance Centres

Al Rams - RAK
Construction of a building for the Body Repair Unit

New facilities to keep pace with business growth

58

In 2019; Emirates Transport continued to develop its administrative and service facilities in order to respond to the strategic plans, the new contracts and to achieve more efficiency
and effectiveness in fulfilling clients demands. These developments were in the shape of building brand new facilities
or implementing renovation and upgrading work for existing facilities. Overall, 9 various construction projects were
completed at a cost of more than 266 million dirhams. These
projects fulfilled the requirements of local specification
standards, such as the One Pearl and Al Sa’fat green build-

ings systems in Abu Dhabi and Dubai, respectively. Other
projects included the building of water treatment systems
for car washing operations in the VIP Auto Unit project in
Al Quoz industrial area Dubai and as part of the expansion
and development project o f the ET branch in Mussafah 1,
Abu Dhabi. These projects were implemented in line with
the Corporation’s principles and values in sustainability and
social responsibility and in line with th e UAE’s targets for
green development. The following table displays these projects names, locations and types.
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Other vehicles, equipment
and agricultural machinery

Heavy buses

6,993

2,322

Medium buses

Motorbikes

39,546

113

Buses and vehicles for transporting people with disabilities
and special needs

157

Electric vehicles

vehicles to serve customers

31

17,278

Refrigerated transport trucks

Light vehicles

53

Petroleum transport tankers

A fleet of 40,000 vehicles to serve customers

60

8,085

4,266

Likewise, the Corporation’s fleet continued to increase in size
in line with the wider expansion of business; adding more
than 10,000 vehicles between 2018 and the end of 2019, in
increase of 39,546 vehicles which represent a growth of 34%
and includes large and medium buses, commercial freight vehicles, light vehicles, motorcycles and other types of vehicles.
Buses formed one third of the fleet size, whereas light vehicles
(cars) comprised more than 50% and motorcycles represent
nearly 6%.

334

Commercial freight vehicles

+34%
Increase
of 10,000
vehicles

The increase in the fleet size was qualitative as well
as quantitative, reflected in ET’s commitment to ensure
the full adherence to the latest standards and technical
specifications during vehicle procurement, especially
school buses, as well as its keenness to implement periodic maintenance services for the full fleet. In this
context, various ET teams carried out a number of research visits both home and abroad to assess the latest
applied innovations and technologies and to access
the latest products, in addition to ensure that suppliers
adhere to the applicable requirements and standards
during the manufacturing process. Some of these important visits included:
- King Long Motor Vehicle Manufacturing Co. – China.
- TMC Auto INC. tyre factory – Japan.
- AUTOGAS, a company specializing in converting
vehicles to operate on CNG – Italy.
- Transmission Exhibition and Conference Co. – USA.
- Heavy vehicle manufacturers – Poland.
- Maxus bus factory – China.
- The Bartini company – Russia.
ET’s activities and participation in the relevant exhibitions and conferences reflected and highlighted its
qualitative capabilities in the field of fleet management, as well as consolidating and sharing its extensive expertise in enhancing public awareness of traffic
safety. Participations included the following events:
1. “Smart Mobility” exhibition, organized by Smart

2.

3.

4.

5.

Dubai, in which the Corporation showcased some
of its services and achievements, while seeking
new business prospects through networking opportunities.
“Strategic Partners Forum in the Road Transport
Sector for 2019” organized by the Abu Dhabi Department of Transport. The participation aimed at
showcasing the Corporation’s efforts and services
in the field of transport and its future plans in developing the sector in accordance with the State’s
vision.
The annual NAPT (American National Student
Transport Association) Conference 2019. The goal
of attending the conference was learn more about
safe and effective transport services for school students and to exchange related studies and research
in this field.
The International Traffic Safety Conference (Traffic
Safety Management for Fleets of Transport Vehicles)
organized by the Emirates Traffic Safety Association
in Abu Dhabi; in which ET showcased its pioneering experience in managing school bus fleets and
its record on traffic safety.
Education Exchange MENA “EdEx 2019”, organized
by the Department of Education and Knowledge, in
which ET showcased its considerable experience in
managing school bus fleets and its smart electronic
services in this field.
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Northern Emirates

Dubai & Sharjah

Abu Dhabi,
Al Dhafra and Al Ain

Transport
and leasing divisions

62

As mentioned previously, the prominent milestones of ET’s
strategic transformation were evident in the merger of the
business centres that were previously operating separately
under the School Transport Division, Transport and Leasing
Division and the Logistics Services Division, into a new restructuring model consisting of three divisions based on geographical sectors, as in the following:

1. Transport and Leasing Division - Abu Dhabi, Al Dhafra
and Al Ain geographical zone.
2. Transport and Leasing Division - Dubai and Sharjah geographical zone.
3. Transport and Leasing Division - Northern Emirates geographical zone (includes Ajman, Umm Al Quwain, Ras Al
Khaimah, Fujairah and Eastern Region cities).

63

ﺣﺎﻓﻠﺔ ﻣﺪرﺳﻴﺔ

Investment Division

Transport and Leasing Division
(Abu Dhabi, Al Dhafra and Al Ain)
Transport and Leasing Division
(Dubai and Sharjah)

Revenues of Transport and Leasing Divisions in 2019

1. Decades of experience in school transport

SCHOOL BUS

1250
1000

500
250
0
(Million)

Transport and Leasing
Division (Abu Dhabi,
Al Dhafra and Al Ain)

Transport and
Leasing Division
(Dubai & Sharjah)

386,736,802

750

Transport and
Leasing Division
(Northern Emirates)

share standing at 57.8%, with 812 new and renewed contracts, followed by the Transport and Leasing Division of Abu
Dhabi, Al Dhafra and Al Ain with 518 contracts and finally
the Transport and Leasing Division of the Northern Emirates
with 75 contracts.

2019 revenues
(AED)

1,302,879,316

734,080,779

Percentage of
total revenue

53.7%

30.3%

Signed contracts
in 2019
(including daily
contracts)

No. of
drivers

518

9,217

812

5,670

School transport has always been the cornerstone of ET’s
services and its national and developmental roles. In 2019,
the Corporation continued to utilise and invest its expertise,
spanning nearly four decades, in performing its usual tasks

DATA
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Total

386,736,802

2,423,696,897

16%

100%

75

1,405

3,064

17,951

within the government and private school transport sector
while expanding further into the private school transport
scene, under the new restructuring of its investment divisions.

2017

2018

2019

No. of public schools

645

620

608

No. of private schools

69

58

99

Total number of served schools

714

678

707

No. of school buses (public + private)

5,765

6,103

6,950

No. of school bus drivers

5,641

5,867

7,002

No. of School bus supervisors

5,877

6,118

5,725

No. of students enrolled in government schools

287,372

291,558

281,801

No. of available seats

295,995

330,841

285,824

No. of transported students (public + private)

242,805

245,946

258,000

Ratio of transported to those registered in the public
sector

74.40%

74%

75.1%

6,889

7,236

7,101

646

696

630

No. of field inspections operations

9,223

10,267

10,250

No. of customer care visits to schools

1,891

1,819

1,790

75,000,000

75,000,000

75,500,000

No. of regular bus routes
No. of awareness sessions for students

Transport and Leasing Division
(Northern Emirates)

SCHOOL BUS

1500

734,080,779
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Thus, each division will provide all of its services (government and private school transport services, government
transport services, commercial transport, vehicle rental and
logistics services) in its geographical sector. This move will
ensure more operational and administrative efficiency and
cost control, while achieving a better response to the expectations and aspirations of clients. These divisions managed
to achieve revenues of nearly 2.5 billion dirhams and net
profits of approximately 111 million dirhams in 2019. 53.7%
of these revenues were achieved through the Transport and
Leasing Division in the Abu Dhabi, Al Dhafra and Al Ain geographical sector, followed by the Transport and Leasing Division of in Dubai and Sharjah with 30.3% of the overall revenue, while the Transport and Leasing Division of the Northern
Emirates ranked third in terms of revenue by achieving 16%
of the overall total revenue. The attached graphic shows the
revenues of each geographical sector, with more of their detailed achievements coming up in the following pages.
Signed contracts (new and renewed, including daily contracts) reached a total of 1,405 various contracts, distributed across various business sectors, with the transport and
leasing divisions having the lion share. The Transport and
Leasing Division of Dubai and Sharjah secured the major

1,302,879,316

2

No. of kilometres covered

65

دراﺟﺔ ﻧﺎرﻳﺔ

2

2. Expansion in transport and leasing services
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In 2019 ET mobilized a considerable segment of its human
and material resources to ensure performing its tasks in the
field of school transport (government and private) to the utmost standards. The Corporation employed more than 7,000
school transport drivers and 5,725 qualified and trained (male

66

and female) school bus supervisors to fulfil daily transport operations.
With regard to private schools transport, ET managed to sign
63 new and renewed contracts with 99 schools for school
transport services via 1,835 school buses.

Investment Division

No. of
schools

New &
renewed
contracts

Transport and Leasing Division (Abu Dhabi,
Al Dhafra and Al Ain)

60

32

1,201

1,201

Transport and Leasing Division (Dubai and
Sharjah)

28

16

334

334

Transport and Leasing Division (Northern
Emirates)

11

Total

99

The Corporation reaffirmed its prominent presence - nationwide - in the field of school transport and focused on the importance of joint efforts to improve school transport services
within the State and regionally, especially in terms of enhancing safety levels, by participating in a number of related

15
63

No. of school
buses

No. of
drivers

300
1,835

300
1,835

events during 2019, the most important of which are:
- The Global Educational Supplies and Solutions (GESS) conference and exhibition, Dubai.
- Sharjah Schools and Child Care Exhibition 2019,
- The 14th Hemaya International Forum “Learn to Protect”.

The recent years witnessed a significant growth in the services of Emirates Transport in the fields of commercial transport and leasing, and government transport and, in 2019, the
Corporation continued this trend and intensified its efforts to
attract more clients. As such, the number of signed commercial transport and leasing contracts reached 667, while they
reached 85 contracts for transport and leasing services for
government entities.
The Transport and Leasing Division of Abu Dhabi, Al Dhafra and Al Ain geographical sector accounted for the largest
share with 471 signed contracts, followed by the Transport
and Leasing Division of Dubai and Sharjah with 171 contracts, while the Transport and Leasing Division of the Northern Emirates accounted for the remaining contracts.

Signed contracts (new, renewed and daily contracts) - 2019
500
400

471

300
200

١71

100

110

0
Transport and Leasing
Division (Abu Dhabi,
Al Dhafra and Al Ain)

Transport and
Leasing Division
(Dubai & Sharjah)

Transport and
Leasing Division
(Northern Emirates)

Signed contracts (new, renewed and daily contracts) - 2019
Investment Division

Commercial
transport and leasing

Government
transport and leasing

Total

Transport and Leasing Division (Abu Dhabi,
Al Dhafra and Al Ain)

455

16

471

Transport and Leasing Division (Dubai and
Sharjah)

137

34

171

Transport and Leasing Division (Northern
Emirates)

75

35

110

Total

667

85

752
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2019 witnessed further qualitative progress with the launch of
the “Emirates Transport Taxi” in the emirate of Ajman to be the
latest venture from the Corporation in providing taxi transport
services. The project started with 220 vehicles and 220 drivers
and accomplished 957,000 trips during its first year. The Cor-

poration continued to provide its services to passengers in Abu
Dhabi through “Airport Taxi” and “Emirates Transport Taxi” with
the latter making 5,204,308 trips during last year, an increase
of 1,287,644 trips or 33%, compared to 2018. The company’s
number of trips included 2,996 journeys for the elderly and peo-

ple with disabilities and special needs. Within the same period
Airport Taxi implemented 522,183 trips, a slight drop compared
to 2018.
Emirates Transport continued to provide university transport services and transferred more than 10,000 students to various uni-

versity institutions. As a confirmation of its prominent position
in the transport sector, the Corporation received the award of
“Best Provider of Transport Services” in the Middle East, during
the 2019 Transport and Logistics Awards organised by Logistics
News (ME) magazine.

Abu Dhabi

Emirates Transport Taxi
company data – Abu Dhabi

Airport Taxi company data
– Abu Dhabi

Ajman

Taxi Vehicles
2019

2018

Taxi Vehicles

222 222

803 800

Vehicles equipped for transporting the elderly
and people with disabilities and special needs
2018

2019

3

2

2019

2018

Emirates Transport Taxi company data - Ajman

220

Taxi Vehicles

Drivers
Drivers
2018

2018

936 1,108

2019

345 296

Taxi journeys

Taxi journeys
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2018

2018

2019

546,908

522,183

2019

3,916,664

2019

5,204,308

Vehicles equipped for transporting the
elderly and people with disabilities and
special needs

1

220
Drivers

957,000
Taxi journeys
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3. Developing logistics services

53

52
2019

31
2019

2018

2019

29
2018

Significant performance and growing competitiveness

334

314

2018

2

A boom in training services
No. of petroleum
transport tankers

No. of refrigerated
transport trucks

The investment divisions continued providing their logistics
services, most of which were in the Transport and Leasing Division in the Abu Dhabi, Al Dhafra and Al Ain geographical

No. of commercial
freight vehicles

sector and linked to petroleum freight and transport services
and using a fleet of 418 regular and refrigerated trucks and petroleum tankers, an increase of 25 vehicles compared to 2018.

The Emirates Transport Training Centre and the Emirates Transport Driving Institute saw significant growth in training output
during 2019, which was also reflected in the remarkable increase in the numbers of trainees benefiting from the services
of the two ET centres. In fact, the numbers of trainees of the
Emirates Transport Training Centre almost doubled between
2018 and 2019, increasing from 27,000 trainees to 53,000,
of which 4,100 are external trainees, all of whom benefited from 219,000 training hours (a 127% increase compared

Emirates Transport Training Centre data

Investment Division

70

Valid contracts (new, renewed and daily
contracts) – Logistics Services 2019

2017

2018

2019

Total No. of Trainees

30,333

27,263

53,424

Trainee Drivers

20,643

19,233

32,133

Trainee Bus Supervisors

9,690

7,869

21,291

36

52

41

175,840

96,407

218,781

27

27

27

Transport and Leasing Division
(Abu Dhabi, Al Dhafra and Al Ain)

3

Transport and Leasing Division (Dubai and Sharjah)

1

No. of Training Programmes

Transport and Leasing Division (Northern Emirates)

0

No. of Training Hours

4

No. of Training Locations

Total

to 2018). In addition, the Centre achieved qualitative leaps
by obtaining the accreditation from the Directorate General
of Civil Defence in fire safety training, and the accreditation
of the Dubai Corporation for Ambulance Services in first aid
training.
In a related context, taxi and limousine drivers training services was launched in 2019 through the Emirates Transport
Driving Institute, in cooperation with Dubai Roads and Transport Authority.
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Auto Services Division

72

The Auto Services Division, via its affiliated business centres and units, adds a package of auto services that perfectly complement the transport, leasing and logistics services
provided by the Corporation’s other investment divisions.
The Division provides its services to external clients (establishments and individuals), as well as to the Corporation’s
own fleet. The Division achieved a remarkable leap in its
work during 2019 compared to previous years, seeing its
revenues increase by 95 million dirhams (33%) to reach
340.8 million dirhams, compared to 286.4 million dirhams
in 2018, managing to sign 79 new contracts during the year.
The Auto Services Division also saw a qualitative addition
to the with the inauguration of two auto inspection centres

for heavy vehicles in Zayed City and Al Ain, in cooperation
with Abu Dhabi Police. Furthermore, customers can now
complete all procedures related to traffic accidents through
the Accidents Repair Unit, as an additional service to be
added to the list of services provided by Emirates Transport
to its customers.
In 2019, working teams in the various division affiliated
business centres and units were able to achieve record results by providing 1,306,485 different services, including
750,000 maintenance operations, in addition to conducting
more than 232,000 vehicle inspections, 463,000 dry car
washes and 89,000 roadside assistance services, as well as
other achievements as shown in the attached table.
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No. of
new contracts

Maintenance
services

Inspection
services

No. of
retreaded tyres

Roadside
assistance services

340.8

79

750,000

232,350

18,168

89,000

1,679

11,611

954

1,560

133

4,448

Maintenance services implemented by Emirates Luxury
Vehicles Auto Unit

Repairs made via
the Body Repair Unit

No. of vehicles converted
to operate on CNG

Maintenance and
upgrade services provided
for CNG vehicles

Total number of buses
renovated via the Bus
Refurbishment Project

Total number
of vehicles sold

Significant performance and growing competitiveness

Revenue
(Million – AED)

463,000
Dry car
wash services
74

75

2

Centre
Abu Dhabi Auto Services Centre

Significant performance and growing competitiveness

Emirates Auto Services Centre

Auto Inspection Centre

Al Wataneya Auctions

East Cost Auto Services Unit

Emirates Luxury Vehicles Auto Unit

CNG Vehicle Conversion Centre

RAK Auto Services Unit

Tyre Retreading Unit

Dry Car Wash Project

Roadside Assistance Unit

Body Repair Unit
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Details

2017

2018

2019

Revenue (AED - Million)

94.64

91

98.2

Technicians

836

833

1,079

Revenue (AED - Million)

58.7

65

96.5

Technicians

705

718

861

Revenue (AED - Million)

21

23.5

23.7

Technicians

48

50

54

Revenue

7.5

6.2

11

4,848

5,003

4,448

Revenue (AED - Million)

4.3

4

4.6

Technicians

85

83

85

Revenue (AED - Million)

3.5

7.2

7.5

Technicians

24

21

33

No. of beneficiary vehicles

2,000

1,296

1,679

Revenue (AED - Million)

5.2

5.8

3.7

Technicians

17

18

13

No. of Converted vehicles

1,010

1,325

954

Revenue (AED - Million)

2.4

2.3

2.5

Technicians

54

54

46

Revenue (AED - Million)

11.5

12.2

14.7

13,764

16,732

18,168

3.8

4.4

7.3

238,719

256,996

463,000

Revenue (AED - Million)

22.8

28.9

34.3

No. of beneficiary vehicles

58,253

82,234

89,000

No. of vehicles

102

125

146

No. of drivers

66

78

96

Revenue (AED - Million)

24.2

36.6

36.2

No. of Cars Washed

145

207

218

No of sold cars

No. of Tyres
Rethreaded
Revenue (AED - Million)
No. of Cars Washed

The Abu Dhabi Auto Services Centre, which alone provided 300,000 maintenance service to customers, achieved
the highest percentage of returns among the division affiliated centres and business units with revenues amounting
to 98.2 million dirhams (28.9% of the Division’s total), an
increase of 8% compared to 2018. The Emirates Auto Services Centre achieved the second highest revenues with
96.5 million dirhams, followed by the Body Repair Unit
with 36.2 million dirhams, the Roadside Assistance Unit

Auto Services Division HR data

No.
2,955

No. of Technicians
No. of Drivers

112

No. of Administrators

435

Total

3,502

with 34.3 million dirhams and in fifth place the Auto Inspection Centre with 23.7 million dirhams.
Al Wataneya Auctions was among the distinguished members of the division affiliated centres and business units
with a 77.4% increase in annual revenues, compared to
2018, followed by the Car Dry Wash Unit with a 66% increase, the Tyre Retreading Unit with a revenue growth of
20.5% and the Roadside Assistance Unit with a 18.7% increase.

The division affiliated business centres has 3,502 employees,
of whom 2,955 are technicians in various specialties working in 135 different stations and providing various services for
external clients including: maintenance of all types of vehicles (light, luxury, buses, heavy vehicles and motorcycles), including mechanical and electrical maintenance, dyeing and
plumbing, tyre repairing and calibration, accident repair and
base straightening (chassis), installation of protection layers on
vehicles, car washing and lubrication, in addition to towing
faulty vehicles, providing roadside assistance, dry wash services, bus refurbishment and comprehensive auto inspection
of vehicles, as well as auto workshop management services.
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Calculated efforts to develop relations

Regional
and global
bodies

Customers
Provide
excellent,
high quality
products and
services, and
deliver the
highest levels
of customer
satisfaction
and happiness.
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Throughout its journey, Emirates Transport has shown an unwavering commitment towards developing new business relations and
maintaining existing ones, especially since most of its services and
activities are linked to a large number of stakeholders. At the forefront of these stakeholders comes the whole school community,
which extends to almost every school, home and family in the
United Arab Emirates. There is no doubt that investing extra efforts
in developing and consolidating these relationships has always

been an essential objective for the ET’s management and working
teams to achieve excellence and maintain the company’s position
as one of the leading transport service providers in the region.
In 2019, Emirates Transport amplified its efforts to strengthen relationships with the stakeholders at all levels and through various
channels. Accordingly, a carefully considered plan based on scientific and practical basis to develop relationships with the following eight categories:

Competitors

Local
community
and the
environment

A commitFederal and
Harmony
ment
to
local
Partners
with the
business
Developing
government
Employees
community,
ethics and
Exchange of
businesses
entities
Transparaugmenting
values,
a
fair
expertise
and
and their
Suppliers
(legislative
ency, equal
national
competitive
adoption of
setting,
Honesty and
and
employment
identity and
environment,
best
global
managing
integrity
regulatory)
opportunities,
culture,
and unifypractices and
them
in a
in work
Commitment
a stimulating
promoting
ing
efforts
standards.
responsible
relations
and mutual
work envithe spirit of
to achieve
way,
sharing
and mutual
cooperation
to
ronment and
volunteerism,
sustainable
experiences
commercial
improve work
provision of
enhancing
developand
best
benefits.
standards
and
opportunities
standard of
ment
in
the
practices.
the checks on
for growth
living and
transport and
service
perforand career
environmental
auto services
mance.
development.
protection.
sector.

Each of these categories has its own expectations from Emirates Transport, which
works diligently to meet these expectations and reconcile them in the light of
available resources.
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Competitors
- Industrial and commercial forums.
- Workshops and meetings.
- Reports and periodicals.
- Conferences and exhibitions.

Local community and the environment
-T
 he Emirates Transport’s website and social media tools and platforms.
- Volunteering activities.
- Free services and business support.
- Awareness campaigns and recycling operations.
- Social and cultural events.
- Charitable programmes.
- Specialized exhibitions.
- Benchmarking comparisons.

Federal and local government entities (legislative and regulatory)
- Laws, policies and legislations.
- Meetings and conferences.
- MoUs.

“GRI 102-40, 102-42, 102-43, 102-44”

A trove of exceptional relations

“GRI 102-40, 102-42, 102-43, 102-44”

3

Emirates Transport invests in all available channels
to enhance its communication with these groups,
to ensure that their expectations have been noted
and to work seriously and dutifully to meet their
requirements.

- E T’s publications and news releases, such as the periodic magazine and the
monthly e-newsletter.

Regional and global entities
- Seminars and meetings.
- International conferences, exhibitions and events, and
exchange of best practices.
- Community and marketing sponsorships.
- MoUs.
- International standards.

Customers
- Meetings, visits and workshops.
- Conferences and exhibitions.
- Daily informal interactions.
- Call centres to submit proposals and complaints.
- Surveys gaging levels of customer satisfaction.
- The ET website, social media tools and sites, and happiness indicators.
- ET’s publications and news releases, such as the periodic magazine and the monthly e-newsletter.

Partners
- Meetings and regional and international benchmarking visits.
- Surveys measuring satisfaction and happiness levels.
- Organisational development initiatives and operations.
- Exchange of data and information.
- ET’s publications and news releases, such as the periodic magazine and the
monthly e-newsletter.

Suppliers
- MOUs and community-based sponsorships.
- Conferences, exhibitions, official functions and meetings.
- Contracts, bids and procurements.
- E T’s publications and news releases, such as the periodic magazine and the
monthly e-newsletter.
- Supplier evaluation.
- Surveys of satisfaction and happiness levels of suppliers.

Employees
- Meetings and conferences.
- Discussion forums.
- Workshops and training programmes.
- Systems and channels for proposals, complaints and grievances.
- Performance assessments.
- Ad hoc and periodic events (Month of Occupational Health and Safety campaign, new employees’
orientations, creative labs etc.).
- Recreational and cultural events.
- Emirates Transport Employee Excellence Awards.
- ET’s publications and news releases, such as the periodic magazine and the monthly e-newsletter.

- Surveys of satisfaction and happiness levels.
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Shared priorities
The focus of Emirates Transport has been to achieve greater consistency
and convergence between its priorities and those of the stakeholders
when rendering its services. These priorities inspired by the vision and
values of the Emirates Transport have been included in the main strategy and are mostly reflected in the Emirates Transport’s plans, operations
and strategic objectives consistent with the stakeholders’ interests.

Emirates Transport focuses on a number of its own priorities which
were derived from its stated vision and values, as well as from its field
work and communication with all parties, all of which were incorporated into its various strategic plans. At the same time, the company
strides to harmonize its own priorities with the priorities of the different
stakeholders.

The attached matrix shows that “Transport safety and security” has always been a subject of high priority and utmost
importance to both Emirates Transport and the stakeholders,
followed by the high importance issues of “Support and adherence to Government policies” and “Investment and enhancement of ET’s financial returns”. The issues of “Excellence

Relevance for ET stakeholders

medium

High

medium
High

Low

medium

very

Environmental sustainability
and social responsibility

High
very

Support and commitment to
Government policies

Transport safety and security

medium
High

High

Low

High

medium
High

Low

very

Developing administrative systems to reflect business growth

High
High

Low

Relative importance

Emirates Transport (all branches, business centres and
units), all stakeholders including customers, suppliers,
strategic partners, employees, all transferred categories and road users

very

High

Low

medium
High

very
Investment and enhancement of
the ET’s financial position

Scopes and boundaries

High

Low

and leadership in services and operations” and “Developing
administrative systems to reflect business growth” come at
the next level, followed by “Environmental Sustainability and
Social responsibility”, which enjoys medium importance to
Emirates Transport. The attached table illustrates the scope
and boundaries of each priority.

very

Excellence and leadership
in services and operational
processes

Transport safety and security

Emirates Transport (all locations), suppliers, and
government partners

Support and adherence to Government policies

Emirates Transport (all locations)

Excellence and leadership in services and operations

Emirates Transport (all locations)

Investment and enhancement of ET’s financial returns

ﺣﺎﻓﻠﺔ ﻣﺪرﺳﻴﺔ

Emirates Transport (all locations), and all stakeholders
categories

ﺣﺎﻓﻠﺔ ﺗﺠﺎرﻳﺔ

Emirates Transport (All Locations)

“GRI 102-47”
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“GRI 102-47”
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Environmental Sustainability and Social responsibility
Developing administrative systems to reflect business
growth
ﺗﻜﺴﻲ ﻣﺪﻳﻨﺔ

Relevance for Emirates Transport

medium

High

medium
High

Low

very

Investment and enhancement of
the ET’s financial position

medium
Low
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medium
High

Low

very

Support and commitment to
Government policies

High

medium
High

High

Low

High

Low

very

Transport safety and security

High

medium
High

very

very

Environmental sustainability
and social responsibility

Developing administrative systems to reflect business growth

High

Low

SCHOOL BUS

SCHOOL BUS

High
High
very

Excellence and leadership
in services and operational
processes
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Emirates Transport has intensified its efforts during 2019 to
enhance the quality of its services and reach the highest levels of services delivery in order to maximize the levels of satisfaction and happiness of all beneficiaries from the services.
As such, the year 2019 saw a remarkable increase in the
total number of clients to reach 2,481 by the end of the
year, throughout all categories. The category of ‘Individual

Caring for Clients…
At the top of our Priorities

Client category

2017

2018

2019

Strategic partners and clients
The strategic partner is the client who contributes to
the strategic objectives of Emirates Transport through
long-term marketing investments, while the strategic
client contributes in an effective and substantial manner to the growth of the operational revenues of one or
more business centres through benefiting from a service or a collection of services.

274

135

56

Major clients
A major client is one who contributes significantly to
the growth of the operational revenues of one or more
business centres through benefiting of a service or a
collection of services.

362

116

226

Standard clients
A Standard client is a client who has a modest contribution to the growth of operational revenues of one or
more business centres through benefiting from a service or a collection of services.

1,229

551

826

Individual clients
Customers who benefit from the services provided directly to individuals.

1,293

3,226

1,368

Sub-clients
These include coordination centres and offices affiliated to the strategic/major client, which coordinate with
Emirates Transport daily through operational processes
to render services.

107

10

0

508

6

5

3,773

4,094

2,481

Beneficiaries of services
These are the end parties benefiting from the services
provided by Emirates Transport as per signed contracts.
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clients’ was the largest, representing 55% of the total number of clients, followed by the category of ‘Major clients’
with 33%, whilst ‘Standard clients’, ‘Strategic partners and
clients’ and ‘Beneficiaries of services’ constituted the rest
of the percentage. There was also a noticeable rise in the
number of customers in the categories of ‘Major clients’ and
‘Standard clients’.

Total
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New
contracts

Renewed
contracts

Active
contracts
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95 48 143
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Despite the overall decrease in the number of customers,
Emirates Transport managed to sign more agreements with
new and existing customers. Accordingly, the number of new
contracts reached 148, an increase of 32% on the number of
new contracts signed in 2018. This is in addition to renewing

53 agreements meaning that - by the end of 2019 - the total
number of agreements stood at 201, which clearly reflects a
growing trust from long standing customers in the services of
Emirates Transport and the latter’s undeniable ability to attract
new customers.

112 69 181

Emirates Transport intensified its endeavours to refine and elevate relations with its customers during 2019. One of the ways
it did this was by expanding and upgrading customer service
facilities including the inauguration of 11 new projects mainly in the company’s sites in Musaffah 1, Al-Shahama and AlFaiya in Abu Dhabi. This is in addition to the expansion and
development of projects such as the Auto Inspection Centre
in Zayed City, in Al-Dhafra, and the establishment of new projects including a Vehicle Testing Centre and a transport station
in both Al-Hir and Al-Qoa in Al Ain, auto service and maintenance centres in Al-Jarf, Ajman, a unit for vehicles structural
repairs in Al-Ramms in Ras Al Khaimah, and a luxury vehicles
unit in Al Quoz Industrial Area, Dubai, all of which presents
greater service opportunities for customers.
Emirates Transport has also enhanced its presence in the market through strong marketing tools, helping refurbish its image
among customers and stakeholders. This marketing strategy
includes marketing campaigns via emails, such as:
- Promotional ads targeting more than 597 federal and local
government agencies, and 461 companies and schools.
- A promotional campaign for roadside assistance services
targeting more than 2,000 customers.

148 53 201

- A promotional campaign for school transport services targeting more than 3,161 schools and educational entities.
- A promotional campaign for services of the Emirates Transport Driving Institute targeting more than 15,827 potential
customers.
- A promotional campaign to market the transport and leasing
services targeting more than 300 fleet owners.
- More than 20 promotional campaigns for school transport
services targeting more than 1,000 schools in the private
sector.
- A promotional campaign for transport, leasing and fleet
management services targeting more than 250 companies in
the transport sector and the private car industry.
Emirates Transports has also conducted two radio commercial campaigns, put out advertising banners on specialized
websites as part of marketing campaigns, published articles
in specialized magazines in addition to two promotional
campaigns via SMS. Efforts aimed at enhancing the marketing
presence on Social media platforms also continued, with video clips gaining nearly 1 million (969,166) combined views
on Facebook and Instagram alone, and over 11,000 interactions across all platforms.
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The concerned teams, particularly the Customer Services Department, the 24-hour ET Call Centre, operation rooms dedicated to receiving customers feedback and comments related
to school transport services, as well as service centres located
in all seven emirates, continued to work diligently with the
objective of following up on customers’ requirements, receiving their feedback and ensuring that their needs are met, to
increase their satisfaction rates.

In terms of communication with customers, Emirates Transport
received 50,128 calls through the call centre, 46,207 of which
were answered, with 5,454 queries answered. In addition,
nearly 10,000 e-mails were received, all of which received replies, while the number of complaints received from customers reached 1,018, of which 946 were processed and resolved.
This is a record achievement by the ET Call Centre which succeeded in attaining a 97% customer satisfaction rate.

Number of

Number of

Number of

calls received

calls an-

by the call

swered

centre

Percentage of

Number of

Number of

complaints

calls an-

emails re-

emails replied

received

swered within

ceived

to

through calls

3 rings

EMAIL MARKETING CAMPAIGNS
More than

20

promotional campaigns for school
transport services
targeting more than

1,000

A promotional campaign
for transport, leasing
and fleet management
services targeting

A promotional
campaign to market the transport
and leasing services targeting

300

A promotional campaign for services
of the Emirates
Transport Driving
Institute targeting

15,827

fleet owners

schools in
the private sector

customers

A promotional
campaign for
school transport
services targeting

3,161

schools and educational entities

A promotional campaign for roadside
assistance services
targeting more than

2,000
customers

Promotional ads
targeting more than

597

federal and local government agencies, and

250

461

companies

companies and schools

38,672

43,060

50,128

37,186

40,158

46,207

1,354

1,596

1,018

92%

93.6%

82.10%

8,997

6,131

9,972

8,521

6,127

9,972

Details of complaints 2019
Number

Number of

Target rate

Customer

Total number

Total number

of complaints

of incorrect

of correct

complaints

ber of days

satisfaction

received

complaints

complaints

processed and

for processing

rate about the

received

received

resolved

complaints

call centre

Average num-

20/12

ﻣﻮاﺻﻼت اﻣﺎرات

Emirates Transportion

90

1,018

753

265

946

2 working
days

90%

97%
91
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As part of its ongoing endeavour to improve customer experience and reinforce the quality of its services, Emirates Transport renewed several quality management certificates such as
the Customer Service Charter, dealing with customers’ complaints, and measuring customers’ satisfaction rates.
Emirates Transport also acknowledges the importance of
training its employees to improve their performances across
all functional categories, in accordance with the highest

standards applicable locally and globally. In this respect, a
comprehensive dedicated training programme was availed
to employees working in customer service centres and the
Operations Room, including 8 performance-enhancing workshops and 4 training programmes, in addition to the screening
of four educational short films to the customer service staff.
This is in addition to conducting 37 surprise inspection visits
to customer service centres.

ACTIVITIES OF THE CUSTOMER SERVICE SECTION

ET is keen to continuously assess the quality of processes and
services provided through regular gaging of customer feedback and evaluation of their satisfaction rates. As such, 7 out

of all 17 surveys conducted during 2019 were dedicated to
measuring customers’ opinions on different aspects.

Customer (new contracts)

ET Call Centre

Public schools’ satisfaction

satisfaction rate

services evaluation

with Emirates Transport services

73.43%

76,14%
Customers

87,39%
Customers

Public
schools

Number of surprise inspection visits to customer service centres

36

37

Number of flyers and leaflets in customer service
centres

16

12

Number of flyers and leaflets sent to customers via e-mail

16

12

Number of workshops for employees

8

8

Number of awareness short films for customer service employees

1

4

Number of training sessions for employees of
the Call Centre and Operations Room

2

4

Customer

Customer happiness

satisfaction rate

indicator

78.99%

76.47%
Customers

Customers

Satisfaction with smart services
for customers & suppliers

79%
92

Customers
and suppliers
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Stronger relations with local suppliers

Hand in hand with our partners and the community
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In 2019, Emirates Transport maintained strong relations with
different local and foreign suppliers as their total numbers
reached 1,182, a significant increase compared to the previous year. Of that total number, 1,156 were local suppliers,
while overseas suppliers numbered 26. This increase was reflected accordingly in ET’s procurement value which saw a
jump from 943 million dirhams in 2018 to 1.686 million in
2019, a huge 79% increase.
Emirates Transport has established a set of values, professional
ethics and practices in dealing with its suppliers through its
publications namely the suppliers’ guide, the Code of Ethics

2017

Overseas suppliers

Total

2019

Number of
suppliers

Purchase value
(million Dhs)

Number of
suppliers

Purchase value
(million Dhs)

Number of
suppliers

Purchase value
(million Dhs)

830

915.5

810

940

1,156

1,685

10

7.5

9

3.2

26

1

840

923

819

943.2

1,182

1,686

63.50%

Local suppliers

2018

63.50%

Suppliers and procurement data

and Conduct for suppliers, giving priority to suppliers who
comply with sustainable development practices and other
human rights and labour related regulations, including child
labour.
Emirates Transport continued to enhance transparency and integrity in its different dealings with its suppliers, as well as lending
greater support to local suppliers in a bid to boost the local economy. This is illustrated by a drop of the total value of procurements
from overseas suppliers to just one million dirhams, as opposed to
an increase in the total value of procurement from local suppliers
to 1,685 million dirhams, compared to only 940 million in 2018.

Furthermore, Emirates Transport was keen to strengthen communication and feedback channels with its suppliers, through
meetings and business gatherings and by conducting several
questionnaires and opinion surveys. Thus, the 2019 surveys
conducted by Emirates Transport showed an increase in suppliers’ satisfaction rates to 78.5%, while suppliers happiness
rate stood at 63.5%.

100%
80%
60%

78.50%

3

40%
20%
0%
Suppliers’ satisfaction Rate
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Suppliers’ happiness Rate

Rate of business centres'
satisfaction with suppliers’
performances

Emirates Transport has moved steadily towards achieving its strategic objectives, investing in various constructive governmental
and private partnerships to this end. That is why Emirates Transport has been keen on developing, diversifying and strengthening
these partnerships through various channels and means such as
joint projects and memorandums of understandings. In 2019, the

Emirates Transport signed an MOU with the General Directorate
of RAK Police to cooperate in the field of joint community initiatives, and the regulations and legislation related to the field of
transport and joint projects. Emirates Transport also provided financial support to 29 different entities, and contributed to several
community projects and initiatives, among which are:
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Inaugurating two customer service centres providing
auto inspection services for heavy vehicles and auto
maintenance for vehicles in cooperation with the
General Directorate of Abu Dhabi Police in Al-Dhafra
and Sad areas.

02

Participating in the Mobile Library Initiative in collaboration with Zayed Giving Initiative, by providing a
bus equipped for the project.

03

Participating in the activities of the Gulf Traffic Week
2019 under the slogan “Your life is a Trust”: Participation of ET branches in traffic exhibitions carried out by
traffic departments in all emirates of the UAE, provision
of lectures and awareness programmes to members of
the community and school students, and distribution
of educational material to school students and parents.

04 of safety by distributing safety publications and bro-

Sponsoring and supporting several schools in the field
chures to students and parents, in addition to supporting schools in the implementation of the ‘Golden
Rule’ programme as a safety measure to abide by, in a
number of areas throughout the country, in addition to
other safety awareness programmes to protect school
students.

Also, three benchmarking initiatives were implemented with
different entities (partners and customers) and different destinations, with the aim of sharing experiences and learning

05 While Driving’: organized by the Ministry of Interior.

Participation in the campaign ‘Avoid Distractions
Emirates Transport took part in the campaign through
the participation of ET’s various administrative Zones
in traffic exhibitions carried out by traffic authorities in
all emirates of the UAE, in addition to publicizing the
campaign through ET’s various social media platforms.

23

45

60

7

12

14

14

6

3

1,815

1,845

1,980

Partnerships and MoUs

10

3

1

Number of participations in and local international conferences and exhibitions

12

16

27

Visits by ET’s Strategic Relations Team
Marketing visits
Benchmarking visits
Visits by ET’s business centres teams
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best practices in several areas, including: The Department of
Finance, the General Directorate of Civil Defence in Dubai
and Tatweer for Educational Transport Services.
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Emirates Transport also conducted several training programmes
in coordination with its partners during 2019, with the aim of
improving the human resources of both parties and to achieve
common strategic goals.

Participation in the 4th

Organized a blood donation

Conducted awareness

Environmental Marathon

campaign in coordination with

lectures for drivers and super-

ET organised awareness

organised by the Envi-

the Blood Bank within the

visors of transport and safety

lectures on food safety.

ronment Friends Society.

initiatives of the Month of Oc-

during the Month of Safety

cupational Health and Safety.

(March 2019).

Abu Dhabi Food Control Authority
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Environment Friends
Society

Blood Bank

Coordination on
evacuation drills
and providing buses for the Foundation’s activities.

Conducted comprehensive tests for
more than 280 employees in Mazyad,
in Al Ain.

Conducted an
awareness training
programme for
Enoc employees on
fatigue.

Emirates Foundation

NMC Hospital

Enoc Distribution

Dubai Corporation for
Ambulance Services

The Ministry
of Interior

Sharjah Police
Directorate

General Directorate of
Civil Defence - Dubai

Dubai Health
Authority

Cooperation with the
Ministry of Interior’s
initiative to educate
school transport drivers
about their rights, duties
and applicable laws in
the UAE.

Cooperation in implementing training
programmes for 550
drivers and 210 female
bus supervisors who
constitute 100% of the
total workforce in those
two categories in Sharjah branch.

Conduced a drill for fire emergency
evacuation in cooperation with the
General Directorate of Civil Defence
- Dubai. The exercise was completed
by about 250 employees in the head
office in Dubai. Emirates Transport
also organized several lectures to raise
awareness about First Aid and Occupational Health and Safety in coordination with the General Directorate of
Civil Defence - Dubai and the Dubai
Ambulances Services.

ET, in cooperation with
Dubai Health Authority,
conducted awareness
lectures for drivers and
bus supervisors during
the Month of Safety,
in addition to organising a blood donation
campaign from ET
employees, in which 40
employees took part.

RTA - Dubai

The General Directorate of Dubai Police

General Directorate of Civil
Defence - Abu Dhabi

SANID

Coordination and cooperation

Conducted awareness lectures for

22 lectures were conduct-

A training programme

in the implementation of train-

drivers and bus supervisors during

ed during the 1st half of

was held for the staff

ing programmes for school

the Month of Safety (March 2019),

2019 for school transport

and supervisors of

bus drivers and supervisors to

spread awareness about traffic

drivers and supervisors by

SANID team in Emirates

issue the necessary permits to

laws governing the “Stop” signs

the Traffic and Patrol Di-

Transport, to prepare

practice the profession as per

in school buses for road users at 3

rectorate, the Community

employees working in

the transport legislation in Du-

major intersections in the Emirate,

Police Department, the

Al Ain and develop their

bai, in addition to cooperation

and participate with the General

Civil Defence Department,

skills in emergency re-

in educating drivers and other

Directorate of Traffic during the

and the Emergency and

sponse in case of traffic

staff about the perils of driving

Year of Zayed events held in

Public Safety Department

accidents, especially in

under fatigue during the holy

winter camps.

in the General Directorate

the areas of first aid and

month of Ramadan as well

of Civil Defence - Abu

CPR.

as update about new traffic

Dhabi.

regulations.
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In a bid to enhance relations with stakeholder such as partners
and the community and to exchange expertise and gain best

A trove of exceptional relations

Conference/ Exhibition

Organiser

global practices in its sector, Emirates Transport participated in
27 exhibitions and conferences in the UAE and abroad in 2019.

Location

Area/
Specialty

Purpose of Participation

Annual Happiness Festival

Zayed University

Dubai

Investment

Advertising Emirates Transport’s services and enhance its
presence in the educational and academic forums

World Government Summit 2019

Prime Minister’s Office

Dubai

Transport

Advertising Emirates Transport’s services and affirm its
presence in international forums.
Participate in the exhibition through a pavilion to adver-

Smart Mobility exhibition

Dubai Smart Government

Dubai

Transport tise Emirates Transport’s services and achievements and
seek new business opportunities.

Road Transport Forum Conference

Advertising Emirates Transport’s services and efforts in

2019 - Abu Dhabi Department of Transport Authority

Abu Dhabi Transport the field of transport and its plans for the development of

Transport

transport services, in accordance with the UAE’s vision.

NAPT 2019 - The American Na- The American National Assotional Association for Student ciation for Student Transport
Transport Conference
NAPT

Area/
Specialty

Purpose of Participation

Visit the AUTOGAS company, specialised in converting vehicles to AUTOGAS
operate on natural gas

Italy

Technical

Explore the latest products and innovations of the company to support ET’s business strategies.

Visit the Transmission Conference
Enoc
and Exhibition

US

Explore the services of companies in the field of vehicle
Technical body repairs, in addition to the transmission industry for
heavy vehicles.

Poland

Technical Explore companies’ services in the field of heavy vehi-

Conference/ Exhibition

Organiser

Visit heavy vehicles industry com- Emirates Transport
panies

cles and spare parts.

The International Conference on
Traffic Safety (Traffic Safety Man- Emirates Traffic Safety Society
agement for Transport Fleets).

Showcase Emirates Transport experience in managing
Abu Dhabi Transport
the school bus fleet and its impact on traffic safety.

EdEx 2019 MENA Education Ex- Department of Education and
Knowledge
change Exhibition

Dubai

Showcase Emirates Transport’s experience in managing
Transport
school bus fleet and smart electronic services.

Dubai

Educational

Participate in the exhibition by showcasing Emirates
Transport’s services in the field of school transport and
seeking to attract new business opportunities with new
clients and entities.

Sharjah

Educational

Participate in the exhibition by showcasing Emirates
Transport’s services in the field of school transport and
seeking to attract new business opportunities with new
clients and entities.

Dubai

Educational

Highlighting Emirates Transport’s efforts in road safety awareness to students and parents, and showcase
the electronic systems provided by Emirates Transport to enhance safety.

Tolerance in Workplace Forum
and Course – Watani Al Emarat Watani Al Emarat Foundation
Foundation

Dubai

Educational

Highlight the UAE’s efforts in applying the value of
tolerance in the work environment.

Visit to the Russian Company
Bartini
"Bartini"

Russia

Technical

Learn about the company’s expertise in maintenance
of electric and flying vehicles.

China

Explore the various types of buses supplied by the
Technical company and ensure they match safety requirements and specifications.

Gartner IT Symposium

Japan

Explore the possibility of importing and providing
Technical renewable tyres and meeting clients’ requirements,
as per the strategy of the Tyre Retreading Unit.

International Conference on Fu- The
Telecommunications
ture Mobility
Regulatory Authority (TRA)

Global Educational Supplies and
Ministry of Education
Solutions Exhibition – GEES Dubai

Sharjah Schools and Childcare Fair
Sharjah Educational Council
2019
HEMAYA 14th International Forum
Ministry of Education
‘Learn to protect’

Visit to King Long Bus Factory

100

US

Gain greater knowhow and skills about safe and effective school transport services, promote a culture of safe
Transport school transport services among beneficiary groups, and
disseminate and share specialized studies and research
in the field of school transport services.

Location

Al Naboodah Trading
Company

Visit to TMC Tyres Factory Japan TMC Factory

Visit Maxus factory for buses

Al Naboodah Trading

China

Technical Inspect the quality of buses and make sure they meet the

Company

Artificial Intelligence Programme

PMO

Fifth Strategic Planning and Future
Emirates Strategic Planning
Foresight Annual Conference
Association
Visit to the company SAEL (autoOracle company
mation electronic systems)
Visit Ola and Choticab company Ola and ChotiCab company
for applications services

UK

A workshop to introduce the Artificial Intelligence Programme in collaboration with the General Secretariat of
Technical the UAE’s Cabinet to identify the best adopted practices in artificial intelligence in collaboration with Oxford
University.

Educate community members about the strategies of the
Abu Dhabi Technical UAE’s founder and his future foresight thinking, under
the slogan “Tolerance and Vision of Zayed”.
UK

Technical

Explore the company’s expertise in the field of CRM services.

India

Technical

Explore the company’s expertise in smart applications
used in vehicles leasing services.

Hungary

Explore the services of entities and organisations in the
Technical field of electronic accounting and financial systems in
addition to global regulations in taxation.

Dubai Smart Government

Dubai

Participate in one of the most prominent internaTechnical tional exhibitions dedicated to smart solutions and
services.

Gartner Inc.

Spain

Technical

Dubai

Learn about future opportunities, developments and
Technical innovations in the transport sector and futuristic vehicles.

Network International Partner Meet Network International

GITEX 2019

safety requirements and specifications.

Learn about the expertise and best practices in smart
applications for transport and logistics services.
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In recognition of its constructive and qualitative efforts towards supporting its partners and the society, Emirates Trans-

Sharjah Women’s
Sports

Emirates Transport’s
efforts in supporting
and sponsoring the
organisation’s programmes through
providing community transport services during sports
tournaments.

Sharjah Police Headquarters (Friends of the
Police)
Emirates Transport’s

port received several awards and certificates of appreciation,
as illustrated in the attached table:

Emirates Red Crescent

ENOC

In honour of the ef-

Emirates Transport’s

efforts in provid-

ficiency and quality

cooperation in con-

ing exceptional

of transport services

ducting awareness

services to students

provided by Emir-

lectures for Enoc

which contributes

ates Transport.

employees on “Fa-

to achieving the

tigue and Mutual

country’s educa-

Co-operation”.

tional strategy.

Dubai Police
Emirates Transport’s support and sponsorship for
the ‘Emirates Challenge
for Tactical Teams’, in
addition to ET being
honoured by the Commander-in-Chief of Dubai
Police for the efforts of the
Dubai and Sharjah teams
in supporting summer
activities.

Ministry of Interior

Dubai Electricity and
Water Authority

Dubai Roads and
Transport Authority

For Emirates

Emirates Transport’s

Honouring Emirates

To honour the

Emirates Transport

In recognition of

General Authority
of Islamic Affairs &
Endowments
In recognition of

Transport’s excep-

Golden Sponsor-

Transport as a

Emirates Transport’s

honouring by H.H

the distinguished

the exceptional

tional efforts with

ship for the Dubai

sponsor for Dubai

efforts in imple-

Sheikh Saif bin

services provid-

services provided

the client during

Solar Show.

Award for Sustaina-

menting awareness

Zayed, Minister

ed to students,

to the Authority

ble Transport.

programmes for

of Interior, during

which contributed

throughout 2019.

Dubai Metro 10th

students at different

Ajman Strategic

in achieving the

anniversary.

educational stages

Partners Ceremony.

State’s strategy and

SERCO

the celebrations of

Ministry of Education

and for educating

Secondary Technical School - STS

educational vision.

them on the concept
of safety.

Sajaya Young Ladies
of Sharjah
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Emirates Transport’s efforts in
supporting and
sponsoring the
Spring Programme (101).

Sharjah Social
Empowerment
Foundation

SEHA

Dar Zayed For
Family Care

Department of
Economic Development

American University in the Emirates

Department of
Economic Development - Dubai

Emirates Transport’s

In return for the

Emirates Transport’s

For the cooperation

In honour of the

Honouring Emirates

In recognition of

In recognition of

Municipality and
Planning Department – Government of Ajman
Honoured as a Plat-

efforts supporting

outstanding ser-

continuous cooper-

of Emirates Trans-

outstanding ser-

Transport during

Emirates Trans-

Emirates Transport’s

and sponsoring the

vices provided by

ation and positive

port and its strategic

vices provided. by

the Department’s

port’s outstanding

key role in sponsor-

organisation’s pro-

Emirates Transport

contribution in the

relationship with

Emirates Transport.

Strategic Partners

contribution in

grammes through

which made it

annual programmes

the Department.

Ceremony.

the success of The

providing commu-

possible to realize

of Dar Zayed.

nity transport ser-

the organization’s

the 39th Afforesta-

vices during sports

strategy.

tion Week.

tournaments.

General Police
Directorate – Ras
Al Khaimah

Union Fortress 6.

Dar Al Ber Society

Abu Dhabi Vocational
Education and Training
Institute - ADVETI

Fujairah Social and
Cultural Association

For the valuable

In recognition of

inum Sponsor at the

contribution in

the outstanding

closing ceremony

Al Bayt Mitwahid

services provided to

ing the Quran Toler-

of the Ajman Award

Camp 2019, under

the Association in

ance Tournament.

for Agriculture, in

the theme (Heritage

2019.

conjunction with

is Life).
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A trove of exceptional relations

Data has shown that Emirates Transport’s endeavours in developing relations with partners and the community have
resulted in a substantial increase in community satisfaction
rates towards the services rendered. As a result, customers satisfaction rates increased by 15% in 2019 in comparison with

the previous year 2018, to reach 99.59%. In parallel with
that, there has been a high increase in the rate of partners’
satisfaction - with whom agreements have been concluded
- increasing six percentage points during the same period to
reach 97.59%.

Community satisfaction with community services
(beneficiaries of community sponsorships).

84.95%

98%

99.59%

Partners’ satisfaction rate (MoUs and partnerships).

91.54%

60%

91.54%

84.95%

89.2%

80%

98%

100%

97.59%

97.59%

99.59%

89.2%

40%
20%
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0%

2017

Partners’ satisfaction rate

2018

Community satisfaction
with community services

2019
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Human resources equipped for the future

systems and regulations. In this regard, ET is committed to
the international treaties by supporting the efforts to address
forced labour, combating child labour and human trafficking,
as well as complying with international treaties on human

and children’s rights, particularly the International Convention on the Protection of the Rights of All Migrant Workers and
Members of their Families.

An attractive work environment
ET’s attractive work environment makes it a popular proposition for job seekers across all levels. This was reflected in
the remarkable increase in the company’s recruitment during
last year, compared to a steady pace in recent years. Such
rapid growth is a reflection of greater investment successes,
business growth and the expansion of the company’s services
which necessitated the acquisition of more human resources
and professional expertise to maintain the performance levels
and continuous development.

Indeed, by the end of 2019, the number of the ET’s family stood
at 30,198 employees, compared to 26,111 employees in 2018.
Of that total workforce, 6,539 are new staff members, representing 21.7% of the total number of employees, of which,
4,000 are new posts representing an annual growth of 15.7%.
Female employees represented 22% of the total human resources cadre, while Emirati citizens represented 7.6%. In
terms of age segment, 30-39 years old represented the biggest
segment with 41%, an increase of 21% compared to 2018.

2017

2018

2019

Total number of employees

23,752

26,111

30,198

Number of new employees

4,182

4,532

6,539

Rate of new employees to total employees*

17.6%

17.4%

21.7%

Emirati citizens

2,450

2,383

2,293

Expatriates

21,302

23,728

27,905

Male

17,980

19,719

23,482

Female

5,772

6,392

6,716

29 and under

5,628

6,310

5,711

30-39

9,310

10,171

12,293

40-49

6,019

6,608

8,170

50-59

2,458

2,610

3,397

60 plus

337

412

627

23,752

26,111

30,198

DATA

Ambitious team and big goals

No. of employees per nationality

No. of employees per gender
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Emirates Transport realizes that its ambitious strategic goals cannot be achieved
without qualified human resources
equipped with the necessary expertise, the
latest professional knowledge and working together as one team within a happy
positive working environment.
As such, and ever since its establishment,
the company sought to enhance its working environment by establishing the foun-

dations for a successful human resources formula including
using methodological and scientific recruitment policies, continuous training and qualification programmes, incentive and
promotional packages to enhance loyalty and engagement,
and empowering ET employees to give their optimal best in the
work process. The company’s efforts resulted in creating one
of the most prominent and distinctive working environments
locally and regionally.
ET is keen for its working environment to enjoy the highest
global standards and to meet the latest local and international

No. of employees per age category

Total

109

2019

23,482

19,719

2018

6,716

6,392

4
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2,383

Male

Female

23,728

27,905

2,293

Emirati citizens

Expatriates

Employees by age groups

30-39

40-49

50-59

60

<

29

Total

>
2019

5,711

12,293

8,170

3,397

627

30,198

2018

6,310

10,171

6,608

2,610

412

26,111

New employees

4,532

110

Percentage of
new recruits by
end of year

17.4%

6,539

21.7%
111
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Senior and middle management category data

Human resources equipped for the future

United Arab Emirates

84

United Arab Emirates

21
Arab Countries

Arab Countries

3

64

Males

Females

0

36
Asian Countries

1,810

Asian Countries

7

18,084

Drivers

3,027

Auto
Technicians

The number of employees working in the geographical sector
of region A (Abu Dhabi, Al Dhafra, Al Ain) represented one
third of the company’s employees, followed by Zone B (Dubai
and Sharjah) and finally Zone C (Northern Emirates).

made up to 12% of these two categories, while Emirati citizens
formed nearly half of the management category with 105 male and
female employees representing 48% of the overall total number.

2019

Senior Management Category - 2019 Data

112

Operational
Dep. Staff

The attached tables illustrate the distribution of employees per
regions and business centre sectors. The transport and rental
sector formed the largest employer with more than one third
of the company’s employees, followed by school transport,
auto services, and finally logistical services.

Other Countries

Category

Nationality/Region

7,060

2

Other Countries

The management category numbered 217 male and female employees, 11 of which are in the senior management category, while
206 are in the middle management category. Female managers

Employees in
administrative
jobs

Senior Management

Middle Management

Senior
Supervisory
Management

Auto
Services

Drivers

Operational
Dep.

Employees
in administrative jobs

Total

Head Office

7

71

-

-

-

199

277

Male

Female

Male

Female

A Zone

1

33

-

9,217

5,181

695

15,127

United Arab Emirates

8

2

76

19

B Zone

1

37

112

5,670

713

335

6,868

Arab Countries

1

-

63

3

Asian Countries

-

-

36

-

C Zone

1

21

-

3,064

1,166

70

796

Other Countries

-

-

7

2

Auto Services

1

44

2,915

133

-

511

3,604

9

2

182

24

Total

11

206

3,027

18,084

7,060

1,810

30,198

Total

113
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The training of human resources has always been at the core of
our administrative operational system due to the diversity of business and the successive technical and legislative developments in
these areas. ET translated such interest into organizing 154 diversified training programmes that spanned 6,655 training hours and
were implemented internally and externally throughout 2019,

154

A notable growth
in training efforts

training
programmes

2018

2019

Number of training programmes

37

154

Total number of training
hours

2,349

6,655

training hours

Number of trained employees

275

1,680

Average training hours per
employee

8.5

4

1,680

Data

The management category received the biggest share in this
training with 54% of the total trainees. In all, 906 managers benefited from 3,355 training hours at an average of 3.7

114

(excluding regular training of drivers and bus supervisors). 1,680
male and female employees from different job categories benefited from these programmes at an average rate of 4 hours per
trainee; a significant increase compared to the year 2018 which
saw the implementation of 37 training programmes with 2,349
training hours for 275 employees, as shown in the attached table.

6,655

trained employees

hours per trainee, while the female trainees within this category (management) exceeded their male counterparts and
received - on average - two extra training hours.

No. of Trainees

Percentage of trainees in different job
categories

No. of training
hours in different
job categories

Average training
hours in different
job categories

906

54%

3,355

3.7

Specialist & Technical Category

52

3%

67.6

1.3

Supervisory Category

420

25%

1,190

2.83

Executive Category

302

18%

2,042.4

6.76

1680

100%

6,655

3.97

Category

Management Category

Total

115
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2019 Average training hours
in different job categories – Per gender

Human resources equipped for the future

Category

Males

Females

Senior Management Category

3.57

5.46

Specialist & Technical Category

2.30

0.22

Supervisory Category

3.15

2.17

Executive Category

9.29

2.42

itations, especially from the General Command of the Civil
Defence for fire safety training at the State level, as well as the
accreditation of Dubai Corporation for Ambulance Services
for first aid training.
The attached table shows the total number of trainees from
both categories reached 53,424 trainees, 4,100 of whom were
external trainees, and all of them benefited from 218,781
training hours within 41 implemented training programmes
conducted in 27 training sites affiliated to the centre. The data
indicated a significant increase in the training efforts made by
the centre, whereas the numbers of trainee drivers increased
by 67% compared to 2018, and the number of female trainee
bus supervisors increased by 170% during the same period.

The categories of drivers and bus supervisors, which receive
special attention, as they enjoy extensive and periodic training at the ET Training Centre which provides quality training
services for ET employees as well as employees of other companies. In 2019, the centre managed to obtain more accred-

A comparison in the activities
of the ET Training Centre (2018 and 2019)

Data

Males

Females

27,107

53,424

Number of external trainees

141

4,100

Number of training programmes

75

41

Number of implemented
training hours

96,407

218,781

Total number of trainees

The centre offered diversified training programmes to the
drivers and supervisors, including the code of work ethics,
the principles of corporate identity, in addition to defining
the requirements and legislation of school transport, the field
and electronic monitoring systems, boarding and offloading
students and the Golden Rule (hazardous areas), the daily
school bus pre-trip inspection system, and the fundamentals
in transporting people of with special needs, basic knowledge
about the components and specifications of the school bus
and how to deal with technical malfunctions, the system of
preventive maintenance, the principles of first aid and firefighting, dealing with roadside breakdowns in the presence
of students on board, dealing with a school bus evacuation,
awareness of traffic laws, as well as the system of violations
and preventive driving, etiquettes of dealing with local, social
and religious culture, the skills of dealing and communicating
with customers, and the skills of managing the behaviour of
transported students, etc.
The year 2019 witnessed a qualitative leap in the company’s
efforts to provide smart education for the employees in order
to keep pace with the latest practices applied in this field. ET
launched “Manasati” (My Platform), an electronic platform
providing smart educational programmes for human resources to keep pace with the rapid technological changes and developments, and to foster a culture of smart learning that is
compatible with the skills and competencies required of em-

Training data for drivers and bus supervisors

2018
Category

116

2019

No. of Trainees

Average training
hours per trainee

No. of Trainees

Drivers

19,238

3 Training hours

32,133

4 Training hours

School Bus Supervisors

7,869

5 Training hours

21,291

5 Training hours

Zone

ployees and is consistent with the strategic goals and values
adopted by the company. The initiative includes enabling 200
employees to choose the training courses suitable for their
needs from a package of 10,000 diverse training programmes.
2019 also witnessed the implementation of several initiatives
and programmes aimed at cultivating the inherent talents and
creativity within ET employees. In addition to organizing a
series of lectures, workshops and initiatives to circulate the
necessary knowledge of its 5th Strategic Plan 2018-2022, and
to educate employees about the strategic transformation plan.
Furthermore, the company provided a valuable educational opportunity for its female employees by participation in
the “Digital Intelligence Conference 2019” which included
the launch of the educational programme “Emirati Women
and Intelligent Development”, aimed at empowering Emirati
women in the areas of artificial intelligence (AI), automation
(RPA) and other digital technologies. The programme offers a
number of ET female employees, among 100 Emirati women,
free education in these fields for a full year.
As usual, the company paid great attention to enhancing the
value of “innovation” within its human resources cadre, with
several programmes and workshops implemented in this field
which benefited 57 employees who contributed 26 innovative ideas.
The attached table shows the numbers of employees participating according to the region.

Abu Dhabi, Al Dhafra and
Al Ain geographical zone

Dubai and Sharjah
geographical zone

Northern Emirates
geographical zone

11

25

21

A

B

C

Average training
hours per trainee
Attendees

117
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Incentive programmes

Emiratisation efforts

Human resources equipped for the future

As in previous years, Emirates Transport continued to implement its Emiratisation policies and programmes in line with
the government trends aimed at advancing the homegrown
talent. The company intensified its efforts to attract more young
Emirati competencies in various job categories, whereby the
number of Emirati citizens reached 2,293 employees out of
the 30,198 employees in the company. They occupy various

Category

job posts in all categories and specialties, especially within
the category of school bus supervisors which employs 1,824
female Emirati citizens. The company also enhanced empowerment opportunities for Emirati leaders, achieving a rate of
46% Emiratisation in the middle management category and
nearly 91% in the senior management category, compared to
an overall Emiratisation rate of 7.6% in the total workforce.

2019
Emirati citizen

Expatriate

Total

Emiratisation rate

2,293

27,905

30,198

7.6%
(Emiratisation rate)

Middle management category

95

111

206

46%

Senior management category

10

1

11

91%

Total number of employees

24

No. of primary and
secondary incentive programmes

118

26,000
No. of employees
who received Fazaa card

1,250
No. of employees
who received Essad card

119
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ET Excellence Award

Human resources equipped for the future

winners

An internal award aimed at encouraging
and enhancing the quality of the company’s work and improving the performances of its organizational units by
stimulating and appreciating the efforts
of its human resources and its outstanding administrative units. It was first launched in 1997 and relaunched again in 2009 and has since undergone continuous
updating with new comprehensive standards to bring it in line
with the new standards of the 4th Generation of the UAE Government Excellence System. 2019 also witnessed the launch
of the eighth session of the award under the slogan “With
you we shine”. The awards scored 80.17% in the employee
satisfaction index.
78 winners out of 193 participants - including individual employees, work teams, centres and outstanding departments.

Month of Occupational Health and Safety

120

In 2019, Emirates Transport continued to adopt and implement best management practices to enhance its internal work
environment by launching several incentive and recognition
programmes via multiple channels. These initiatives consisted of 24 principle and sub-programmes, as well as regular
and new initiatives including 17 programmes dedicated to
enhancing happiness and job satisfaction among employees.
A number of other new qualitative initiatives were also introduced in 2019, including membership of “Fazaa”, a discounted card programme issued by the Social Security Fund
at the Ministry of Interior which offers employees discounts
and benefits on numerous services and products from public
and private sector. The cards were distributed to 26,000 employees within the company.
The company also joined “Esaad”, another discounted card
programme affiliated with Dubai Police, whereas cards were

granted to 1,250 administrative staff allowing them to benefit
from the discounts granted to card holders on services and
products by more than 5,500 commercial outlets offering services such as health, education, travel and tourism, foods and
others.
2019 witnessed 16 employees receive recognition during the
launch of the first series of the “Corporate Values Award”; an
award aiming at consolidating the corporate culture concept
among ET employees, rewarding and appreciating those performing their job duties per the institutional core values of
Emirates Transport including happiness, care, comfort, innovation, future outlook, efficiency, security, safety, ambition,
leadership, transparency and governance.
The attached table displays the most prominent initiatives and
programmes implemented during 2019, compared to implementation in previous years.

An annual, month-long awareness programme launched in 2012, with many
activities, programmes and contests in different ET branches, locations and business
centres. It aims to raise awareness on occupational health and safety issues across both internal and external environments. The seventh edition was organized in 2019
under the theme “Safety is a Responsibility and a Commitment”
with 127 events and activities at all branches over the State and
was supported by 102 government and private entities.
thousand participants

The event attracted more than 17,000 participants of
ET staff and community members.
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Thank You

4

Honouring drivers and school bus supervisors during the
School Transport Week

Human resources equipped for the future

The programme aims to recognise achievements and achievers who exerted noteworthy efforts in record time, with positive impact on business.

An initiative to honour and motivate outstanding employees
involved in school transport, at the beginning of the school
year.

honorees

Recreation Day for Female Employees

female participants

honorees

2019 witnessed four events and initiatives for female employees at ET, organised in conjunction with International Women’s Day which falls on March 8 of each year, UAE Women’s
Day which falls on August 28 of each year, Mother’s Day and
others. The initiative includes various educational and entertainment programmes. Last year events were held under the
slogan “The Woman is a Symbol of Tolerance”.

Honouring national service recruits

A patriotic, community initiative honouring national service
recruits upon resuming their duties with the Emirates Transport family, to express gratitude and pride in their national
service.

Umrah Trip

This programme aims to support religious and educational
values and practices, develop cultural knowledge, and enhance social relations among employees, and overall help in
creating a more cohesive and welcoming work environment.

honorees

Improving the Employees Discounts Project

beneficiaries
Achievement

An initiative to honour achievements in various areas of work,
first launched in 2013.

beneficiaries

122
honorees

A programme to procure discounts and saving opportunities
for ET staff in collaboration with several major companies operating within the UAE. Last year there were five projects:
- My holiday: which offered employees discounts for hotel
stays.
- My trip: in collaboration with 8 specialized travel companies.
- Health Care: offers of discounts at 8 health centres for ET
staff.
- Educational Programmes: Provision of tuition discounts in 4
universities nationwide.
- Telecommunication companies offers (Etisalat and du).

123

4

Listening to our employees

Human resources equipped for the future

Emirates Transport is keen on enhancing its official communication channels with its employees. This is part of its various efforts to promote a mature work environment based on
mutual trust, transparency and appreciation between all cat-

2017

2018

2019

Total number of grievances filed by staff

34

17

30

Number of settled grievances

34

17

30

100%

100%

100%

DATA

Response rate for settlement of grievances

Total number of grievances filed by staff
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In addition to the above initiatives; the company has strengthened its efforts with a number of sub-initiatives devoted to
enhancing employee happiness and nurturing a positive spirit
in the workplace. These sub-initiatives were as follows:
1. Surprise Recognition: an initiative in which the Executive
Director of each Division conducts a surprise visit to the
employee’s work site and awards him/her a certificate of
thanks and appreciation in addition to a symbolic gift as an
appreciation of the employee’s outstanding efforts.
2. Hala Bel Khamis: an initiative held on the first Thursday of
every month, simple in-kind gifts are distributed to employees as incentives, as well as providing the breakfast service
to employees in coordination with various companies (on
a quarterly basis).

3. Sunday Smile: an ongoing monthly initiative in which pamphlets and symbolic gifts are distributed to employees at
the beginning of the week.
4. Our Summer is Cool: an initiative in which cold drinks are
distributed to auto services staff during the summer heat.
5. Souq of Happiness: an on-site marketplace allowing employees the opportunity to sell handcrafts and other commodities, in coordination with a specialized company.
6. Cinema of Happiness: screening a movie in ET’s auditorium, with attendance open to all employees.
7. Breakfast of Happiness: an opportunity for organizing a breakfast meal, open to all employees. The meals are prepared and
delivered by the participating employees themselves, so as to
enhance an atmosphere of comradery and sharing.

egories and levels of employment. The company received 30
grievances from employees through those channels in 2019.
All grievances were settled with a response rate of 100% as
in previous years.

30

30

Number of settled
grievances

100%

Rate of response and
settlement of grievances
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Employment
Turnover Rate 2017

Employment
Turnover Rate 2018

Employment
Turnover Rate 2019

5.8%

6%

7%

Emirati Citizen

7.2%

5%

6%

Expatriate

5.7%

6%

7%

Male

5.0%

5%

7%

Female

8.6%

8%

9%

29 & under

5.9%

7%

9%

39-30

8.2%

6%

8%

49-40

5.2%

5%

6%

59-50

3.5%

4%

5%

60 & over

7.8%

5%

9%

Details
Total Turnover Rate

Human resources equipped for the future

Per Nationality

Per Gender

Per Age Category

Employees... happier and more satisfied
ET conducted several opinion polls and questionnaires during
2019 to ascertain the opinions of employees on various aspects related to the work environment. In fact, 8 out of a total
of 17 opinion polls conducted during the past year targeted
the internal environment which represent nearly half the total
number. These opinion polls aimed at evaluating and measuring employees and management thoughts on various issues.

2017

2018

2019

Results of the employees’ general satisfaction study

69.4%

70.7%

72.56%

Employees happiness index

74.7%

80.72%

82.05%

Data

As a result of the positive and outstanding achievement and results
in the various indicators related to the environment, workplace,
market, local community and the application of international best
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The surveys indicated an increase of 2% in the overall employee satisfaction rate, compared to 2018, to reach 72.56%.
In turn, the happiness index achieved a rate of 82.05%, which
reflects the steady success of the company’s various strategies
and efforts - over the past years - in improving its internal
environment and empowering and delighting its employees.

practices in the field of social responsibility, the company was
awarded the Dubai Chamber CSR Label, granted by the Dubai
Chamber of Industry and Commerce, for the seventh time in a row.
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A growing portfolio of CSR achievements
The Year of Tolerance in Emirates Transport
Pioneering work in the community
Expanding transport for people with disabilities and special needs
Investments that serve the environment
Ongoing progress in reducing the carbon footprint
Cementing a sustainable approach
Committed to excellence and leadership

5
Sustainability pioneers

130

- Easy access to services.
- Equality in providing services to society.
- The nature of the relationship between ET and the beneficiaries.
Investing in different initiatives and activities is an important
element in Emirates Transport’s business portfolio. Not only
did it augment its presence at the community and national
levels but also helped it forge a better relationship with clients and stakeholders towards a more fruitful cooperation
and joint action to meet the common goals. Owing to this,
Emirates Transport gained several awards in recognition of its
exceptional achievements in CSR during 2019, which added
a to its long list of credits. The most important of these awards
were:
The Dubai Chamber of CSR Label, which was awarded to
Emirates Transport for the 7th successive year.
The Middle East Logistics Award for the tyre retreading project, in the Corporate Social Responsibility category.
Other honorary awards were offered by partners who praised
Emirates Transport exemplary contribution in different events
and campaigns and were keen to express their gratitude to
the Corporation for bringing in more value to their business.
Surveys have indicated a high level of satisfaction from beneficiaries of services and end users towards the efforts exerted by Emirates Transport in social and humanitarian activi-

ties. Subsequently, the overall satisfaction rate increased to
99.59% in 2019 compared to 84.95% in 2018.

Statement
Satisfaction rate over community
services

2018

2019

84.95%

%99.59

100%
80%
60%

84.95%

Emirates Transport has demonstrated impressive levels in the
areas of social responsibility practices since its foundation,
expressing thereby an early awareness about this important
corporate role. Over the years, this responsibility grew in parallel with the growing diversity of services and activities and
in line with the UAE’s general approach for a prosperous future.
Considerable interest was expressed with respect to environmental obligations, a subject which inspired ET leaders to
launch quality projects in this regard, making Emirates Transport a role model to emulate on both fronts, investments and
environment protection. This qualitative development came
in the wake of the adoption of the “Emirates Transport Policies
and Social Responsibility Charter” by the Board of Directors
in 2011, which constituted then a breakthrough in the Corporation’s performance and business orientations, and earned
the corporate social responsibility work a firm institutional dimension within the system of work and strategic planning in
Emirates Transport. As such, the Charter outlined the Corporation’s vision and mission in the areas of social responsibility
as follows:
Social Responsibility Vision: Excellence in providing welfare
and safety for the community, and in caring for the environ-

ment and employees, in addition to leadership in the application of international standards of corporate social responsibility.
Social Responsibility Mission: Emirates Transport is committed to its national goals towards the community by leading
social community services, caring for employees, preserving
the environment and augmenting safety. The objective is to set
an example in the social responsibility field, serving various
segments of society with a broad portfolio of activities and
services to fit their needs.
After issuing the Charter, Emirates Transport realized the importance of developing performance indicators to monitor its
implementation and redirect efforts towards the desired objectives on an ongoing basis. Among these indicators are:
1. The number of social responsibility initiatives.
2. Categories of beneficiaries from ET services in the areas of
social responsibility.
3. The number of direct beneficiaries from ET services in the
areas of social responsibility.
4. The results of ET employees’ opinion poll, to measure their
satisfaction.
5. The results of community surveys, to measure the community’s satisfaction rate on a number of points, such as:
- Satisfaction over social responsibility initiatives.
- Availability of information related to social responsibility.

99.59%

A growing portfolio of CSR achievements

40%
20%
0%
2019

2018
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The Year of Tolerance in Emirates Transport

Pioneering work in the community

Sustainability pioneers
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Emirates Transport responded with an active spirit to the call
of HH. Sheikh Khalifa bin Zayed Al Nahyan, President of the
UAE, for 2019 t o be “The Year of Tolerance” in the whole
country.
This was a great opportunity for the Corporation to infuse a
new spirit and more diversity to its usual activities aiming at
spreading the value of tolerance in the community, particularly since Emirates Transport has 30,000 employees belonging
to 50 different nationalities who, irrespective of the differences in their nationalities and backgrounds, formed a single
unbeatable force that has been working in harmony over the
years to achieve targeted goals and elevated the Corporation
to leading positions at the local and regional levels.
The Year of Tolerance represented a new opportunity for Emirates Transport to express its adherence to the value of tolerance and instil it in the internal culture of the Corporation. In
this context, six initiatives were organised to mark the Year of
Tolerance, and are summed up as follows:
-C
 ommunity and marketing sponsorships related to the Year
of Tolerance: They formed part of the financial and in-kind
sponsorship programme that Emirates Transport provides
annually for a number of partners, including: the Ministry
of Education (Ramadan Tolerance Sports Tournament), and
the Municipality and Planning Department in Ajman, in addition to sponsoring the Tolerance Course for Memorisation
of the Holy Quran, organized by Dar Al Ber Society, after
which Emirates Transport was recognised for its outstanding
contribution to the success of the project.
-M
 edia and awareness initiatives: They were launched in parallel with the Year of Tolerance activities, and helped promote awareness about the value of tolerance among Emirates Transport staff, and include the “Messages of Tolerance”
which were sent out by email to all employees and in differ-

Striving for more excellence in corporate social responsibility, Emirates Transport pursued its pioneering efforts to
enhance the quality and the magnitude of its initiatives in
accordance with its long-term vision. Accordingly, more
than 23 initiat i ves and activities were organised during

2019, involving various departments and branches of the
Corporation alongside strategic partners and community
stakeholders. This brought the total of community initiatives to 29 including the six main initiatives of the Year of
Tolerance progra mme.

CSR initiatives

ent languages, in addition to promoting the value of tolerance
throughout the various ET media platforms and publications.
-P
 articipations in various related events: These were organized
by partners at the State level, including:
Participating in the 5th ‘Strategic Planning and Future Foresight Annual Conference’, which was organized by Emirates
Association for Strategic Planning under the title (Tolerance
and Visions of Zayed), with the aim of educating members
of society about the strategies of the UAE founder, Sheikh
Zayed Bin Sultan Al Nahyan, and his forward thinking to
achieve prosperity for his nation.
Participating in the Workplace Tolerance Forum held by
Watani Al Emarat organization in order to highlight the
country’s efforts in reinforcing the values of tolerance, and
ways of applying it in different spheres of professional life.
Alongside the aforementioned, Emirates Transport tailored a
wide range of its annual events and activities in the field of
social responsibility to correlate with the national celebration
of the Year of Tolerance.

2019

2018

2017

29

30

22

Emirates Transpo r t made sure to add more diversity to the
community initiatives in order to convey a better understanding of its mission. The initiatives involved cultural, awareness,
humanitarian and national areas of interest, in addition to targeting the internal and external environments of the Corporation. Among these initiatives are:
1. P
 roviding financial and in-kind assistance to serve the community, strengthening relationships with partners, and supporting
social initiatives and projects: An amount of AED 3.5 million

was provided in 2019 from which 29 governmental and
private entitie s benefited. The education sector obtained
the largest share of 43%, followed by the sports sector with
16%, besides other sectors such as the environment, health
and safety and transport.
2. N
 ational events: Emirates Transport is keen to participate every
year in the various national occasions, in a bid to promote feelings of belonging and enhance the values of local culture. The
most important of these participations during last year were:
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- Organising large-scale celebrations to mark the 48th UAE
National Day across all geographical zones of Emirates
Transport.
- Organising Flag Day activities with the participation of all
management and staff.
- Organising the Commemoration Day activities with the
participation of all employees.
- Welcoming back graduates from the fifth batch of National Service duty.

Statement

134

3. The “National Bus” project to provide free transport to various community categories: As has been the custom, Emirates
Transport continued to allocate 100 buses as part of the
free community transport initiative which saw an increase
to 1,409 operations compared to 1,337 in 2018, recording
an annual growth of 5.4%. More than 157 different entities benefited from these operations, including student centres, charitable organisations, as well as government and
semi-government institutions, partners and entities.

2017

2018

2019

Number of transport operations

778

1,337

1,409

Number of beneficiary entities

204

317

157

4. The ‘Free Community Adverts’ project to provide advertising
space for community entities: During the past year, Emirates
Transport continued to implement the ‘Free Community Adverts’ project by providing 1,000 buses that carried 1,798
free ads for 15 government and private entities, which helped
them to achieve the goals intended from the initiatives.
5. Participation in cultural initiatives: such as the Mobile Library,
in collaboration with the Zayed Charitable & Humanitarian Foundation, by providing a bus equipped to serve the
initiative.
6. Organisation of the 21st session of the Emirates Transport
Awards for Traffic Safety and Education: The Award was held
under the slogan “Our Students are a Trust”, and it received

more than 730 entries in various categories. About 76 winners were honoured in five categories of the Award.
7. P
 articipation in the activities of the Gulf Traffic Week 2019 under the slogan “Your Life is a Trust”, and it was manifested in
the following:
- The participation by the geographical zones of Emirates
Transport in the various traffic exhibitions conducted by
the traffic departments across all emirates.
- Providing lectures and awareness programmes for community members and school students.
- Distribution of educational materials to school students
and parents.
8. Organising awareness programmes for school students: Aware-

ness programmes were regularly implemented for various
sectors of the school community (students, parents, school
administrations). They involved more than 66 awareness
lectures, including 28 lectures for kindergarten schools in
order to instil safety concepts in kids, in addition to supporting schools in implementing the Golden Base project
to educate students across the country about safety. There
was also an initiative to sponsor and support a number of
schools by distributing publications to students and parents
to educate them about the concept of safety.
9. O
 rganising a number of community and volunteering activities
within the framework of the 8th Month of Occupational Health
and Safety, such as the blood donation campaign by Emirates Transport employees, as well as several other awareness activities that benefited the community.
10. I mplementing the Ramadan programme for ET employees:
through events such as religious lectures and cultural
competitions under the slogan “Ramadan is Upon Us”, in
addition to celebrating the Zayed Day for Humanitarian
Action. Furthermore, a number of external events were
carried out in collaboration with ET partners, including:
- Taking part in sponsoring and supporting the activities of
“Ramadan Safety” in collaboration with Al-Ihsan Charitable Society. Emirates Transport employees distributed
meals to road users across all emirates.
-
Organising the ‘Ramadan Mir (Provisions)’ initiative to
help needy families, in coordination with Dar Al Ber Society. The distributions were performed by ET employees
who volunteered for this cause.
- Sponsoring a one-day Iftar for fasting people in tents

erected in residential areas where low-income groups
are concentrated, in collaboration with Dar Al Ber Society. Accordingly, meals for breaking the fast were
provided for around 10,000 people and distributed by
Emirates Transport employees who volunteered for this
cause.
- Providing Eid clothing for needy families, in collaboration with Dar Al Ber Charitable Society.
11. ‘Be Compassionate Initiative’: Aims to provide needy people
inside and outside the country with blankets and coats
during the winter season, in collaboration with Dar Al Ber
Society, through financial support by the association and
the participation of Emirates Transport employees in distributing aid.
12. C
 ontributing in humanitarian events: Such as the participation in the World Sight Day, in partnership with Al Ihsan
Charitable Association, through the White Cane March to
support visually impaired people. Emirates Transport also
provided buses during the International Day of Older Persons in collaboration with Watani Al Emarat Foundation.
13. Volunteering programmes for ET employees: Being a crucial
part of its community activities, Emirates Transport was
keen on motivating its employees to contribute as volunteers. 2019 saw a remarkable increase in the total number
of volunteering hours, which amounted to 1,635 compared to just 493 hours in 2018, in addition to a significant participation in the International Volunteer Day. The
following table indicates the overall data of volunteering
activities between 2018 and 2019.
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Number of volunteering
employees

Number of volunteering
programmes

Total of volunteering
hours
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383
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14. Issuing the ET Annual Report 2018, integrated with the Sustainability Report: extension of ET’s efforts in the field of corporate social responsibility, and was prepared in accordance
with the GRI Standards: Core option and issued under the
title “Transforming to Stay Ahead”.
15. Initiatives to enhance the work environment and empower employees: These initiatives have been discussed previously
in sections 1 and 4 of this report, most important of which
are the following:
- Organising Umrah trips for outstanding drivers and auto
technicians.
- ‘Support a Colleague’ initiative.
- Organising the International Happiness Day event for
employees.
- Organising the ‘Surprise Award’ initiative by the Executive Director of the Division to recognise outstanding
employees.
- Implementing the Ramadan programme for ET employees.
- Rewarding employees as part of incentive programmes.
Around 5 work teams were honoured and 235 employees, with rewards value amounting to more than AED
200,000.
- Organising the annual ET Employee Excellence Awards,
under the auspices of H.E. the Chairman of the Board of
Directors, to honour outstanding units, teams and individuals.
- Organising the 8th edition of the Month of Occupation-

1,635

al Health and Safety, held under the theme “Safety is a
Responsibility and a Commitment”, which included the
implementation of 127 events, with the collaboration of
102 entities and the participation of more than 17,000
Emirates Transport employees and members of the community.
- Distributing discount cards, such as “Isaad” and “Fazaa”,
to 27,250 ET employees.
- Organising the “Welcome Thursday” initiative: in which
symbolic gifts were distributed to employees on the first
Thursday of every month as a friendly, positive gesture,
in addition to organising a team breakfast in collaboration with a number of companies, on a quarterly basis.
- Organising “Our Summer is Cool” initiative: which sees
the distribution of cold drinks to workshop staff during
the summer season.
-
Organising the “Happiness Market” initiative: where
employees sell their crafted products, in coordination
with a specialist company.
- Organising the “Cinema of Happiness” event: which offers employees a cinema style experience by holding a
film screening in the main auditorium of the head office.
- Organising the “Happiness Breakfast” event: a breakfast buffet to bring ET employees together, with meals
brought together or prepared by the staff themselves in
an atmosphere of affinity and comradery.
16. Environmental events and initiatives: Environmental awareness is an important issue that Emirates Transport is keen

on raising at every opportunity possible, targeting employees and members of the community. These are some of the
initiatives organized for this purpose:
- Continuing to provide mass transit services to a number
of ET employees in Dubai and Abu Dhabi, as in previous years. This initiative facilitated the easy movement
of employees to their work locations and reinforced the
concept of mass transport as an efficient method to reduce carbon emissions caused by the excessive use of
individual vehicles.
- Implementation of the Earth Hour 2019 event.
- Participating in the Arab Agriculture Day event.
- Participating in the World Environment Day event.
- Emirates Transport also prepared the 2018 Carbon Footprint Measurement Study, in cooperation with the Dubai Carbon Centre of Excellence, as part of its efforts to
identify its carbon footprint and adopt appropriate solutions and initiatives to reduce it as much as possible.
17. Events and initiatives dedicated to empowering women: Women have undertaken challenging responsibilities in Emirates Transport in different functional categories. In 2019,
the total number of female employees increased to 6,716,
accounting for more than 22% of ET’s total workforce, including 26 women in mid and senior management categories, accounting for 12% of these categories.
In recognition of the fundamental role of women in Emirates
Transport, four events and initiatives were held last year in
conjunction with local and international events, namely the
International Women’s Day (8th March of each year) and the
Emirati Women’s Day (28th August of each year), as well as
celebrating Mother’s Day and other educational and recrea-

tional programmes.
In a similar context, Emirates Transport has granted its female
employees a valuable opportunity to be among 100 Emirati
women to benefit from educational programmes in the fields
of Artificial Intelligence (AI), RPA and other technologies. This
comes within the framework of “Emirati Women and Smart
Developments” educational programme through ET’s participation in the Intelligent Digital Summit 2019.
18. T
 raining and awareness in the areas of social responsibility:
Emirates Transport scaled-up its social responsibility training and awareness programmes which were addressed to
the employees and clients (especially school students), as
well as to the public. These programmes comprised training on safety and awareness about occupational health
(discussed in detail in the 1st and 4th sections of this report).
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Expanding transport for people with disabilities & special needs

No. of beneﬁciaries from the Arrive Safely initiative
1000

Number of buses allocated for
the initiative

45

53

Number of students transferred
within the initiative

600

650

800
600
400

650

2019

600
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2018

Arrive Safely initiative

200
0
2018

2019

No. of transferred students with disabilities and special needs

138

95

80

97
2018

2019

60

Number of buses and cars

100

78

Number of transferred students

97

95

40
20
0

No. of trips for the elderly and people with disabilities and special needs

Statement

Number of taxis
for the use by the
elderly and peoNumber of
ple with disabil- transfers (trips)
ities and special
needs

Emirates Transport
Taxi in Abu Dhabi

3

2,996

Airport Taxi company in Abu Dhabi

2

1,511

Total

5

4,507

3000
2500
2000
1500
1,511

students, accounting for an 18% increase. In response, the number of vehicles allocated was similarly increased to 53 buses of
various sizes, including 7 minibuses and 46 medium size buses
(10 of which equipped with wheelchair lifts).
On the other hand, Emirates Transport has not overlooked the
need of people with disabilities and special needs for private taxi
services, and so it allocated a number of vehicles from the fleet
of Emirates Transport Taxi in Ajman (launched earlier in 2019)
to transport them for free. This initiative came in line with the
directives of H.H. Sheikh Ammar bin Humaid Al Nuaimi, Crown
Prince of Ajman and Chairman of the Ajman Executive Council.
In Abu Dhabi, people with disabilities and special needs and
the elderly benefited from 4,507 trips last year, through the allocation of five equipped vehicles within the fleet of Emirates
Transport Taxi and Airport Taxi companies which are operating
within the capital.

2019

2,996

Emirates Transport has always devoted much attention to services
aimed for people with disabilities and special needs, with a number of qualitative developments introduced over the years, most
notably the allocation of a number of specially equipped school
buses to transport this category of students in public schools, in
collaboration with the Ministry of Education. Emirates Transport
also launched the “Arrive Safely”, initiative in cooperation with
the Ministry of Community Development in 2013, to facilitate
transport for members associated with the care and rehabilitation centres of the Ministry of Education. On that account, more
buses and vehicles were introduced to transporting people with
disabilities and special needs, boosting the total number of fleets
to 137 buses and vehicles of various sizes by the end of 2019.
The Arrive Safely initiative was expanded again upon renewing
the agreement with the Ministry in September 2019 for a further
four years, which saw the number of beneficiaries raise to 650

2018

95

Government school buses
and cars transporting people
with disabilities and special
needs

100

1000
0
Emirates Transport
Taxi in Abu Dhabi

Airport Taxi company
in Abu Dhabi
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Emirates Transport understands that transport services pose
difficult environmental challenges. This is why, it has initiated
several eco-friendly solutions to reduce the negative impact
of the fleet services on the environment. Over the years, focus was drawn more towards establishing successful model
projects that can be efficient both in terms of environmental
and investment gains. In this context, a series of initiatives and
projects were launched to eventually earn the Corporation
a number of awards in the areas of sustainability and social
responsibility, as well as investment returns.

Details

Number of vehicles modified to operate on CNG

954

Sustainability pioneers

1500

1,325

Investments that serve the environment

1,010

5

Specifications and Standards ESMA, the concerned authorities in Emirates Transport had a goal in mind to monitor the
latest trends in this field. For this reason, a special delegation
from Emirates Transport performed a visit (with the participation of the Municipality and Planning Department of Ajman
and Aims Group) to the manufacturers of Auto Gas Italia and
Landi Renzo, who are supplying the conversion equipment
for the Etihad Centre, to explore the latest updates in technologies related to truck modifications, or the conversion of
diesel-powered equipment, diesel generators, or the new direct injection technology adopted recently by vehicle manufacturers.

2018

2019

2017

2018

2019

Total number of modified
vehicles since the launch of
the project until the end of
2019

1,010

1,325

954

11,500

More CNG modified vehicles
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Emirates Transport, represented by the Etihad Centre for Natural Gas Vehicle Conversion, modified 954 vehicles to operate
on compressed natural gas (CNG), bringing the cumulative
total to 11,500 converted vehicles owned by 170 clients since
the Centre’s opening in 2010, in collaboration with ADNOC.
The Centre was also able to conduct 1,560 maintenance and
refurbishment operations for previously converted vehicles.
Expanding the use of CNG vehicles has significant benefits for
the environment, and financially for car owners, particularly
owners of large fleets. Statistics have shown that anywhere
between 60% to 75% of vehicle gas emissions can be reduced as a result of using GNC vehicles, besides lower fuel
costs for vehicle owners, and the reduction in the frequency
of maintenance and engine oil replacement.
In order to ensure the highest international standards and
specifications, especially the European specifications
ECER110, ECER115 and those of the Emirates Authority for
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Thousands of renovated tyres
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Since its launch in 2013, the Tyre Retreading Unit has been
a qualitative addition to the environmental investment projects of Emirates Transport. The project has managed to restore
thousands of used tyres and put them back to operation again,
thus sparing a lot of damage to the environment and saving
millions of dirhams at the meantime. Around 18,168 used
tyres have been restored during 2019, 1,436 tyres more than
in 2018, accounting for an increase of 8.6%.
The tyre retreading project was widely praised and gained a
number of awards locally and internationally. The Middle East
Logistics Award is one of the major awards received in this
regard, within the category of corporate social responsibility.
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More water-preservation with the
Dry Car Wash Unit
The Dry Car Wash Unit celebrated its 6th year of continuous
success in providing car wash operations using rationalising
water usage, achieving a quantum leap in the number of operations completed in 2019 compared to the previous years.
The unit performed around 463,000 operations for 19 clients,
accounting for a massive 80% increase compared with 2018,
in addition to the signing of 4 new agreements.
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A growing fleet of electric vehicles
Emirates Transport continued to expand its fleet of electric
vehicles, which stood at 157 vehicles by the end of 2019,
including golf carts and electric vehicles. Adding to this, the
electric school bus became the first project of its kind in the
UAE following the completion of the pilot phase and after
receiving accreditation from the Ministry of Education, the
Department of Education and Knowledge in Abu Dhabi, the
Department of Transport in Abu Dhabi and the Emirates Authority for Standardization and Metrology. The new project
was given special tribute during its participation in a number
of specialized exhibitions in the field of transport.
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Ongoing progress in reducing the carbon footprint
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Reducing gas emissions and the carbon footprint have been
Diesel generators
Refrigeration gas
the overarching objectives of a lot of environmental projects
and initiatives developed by Emirates Transport. A commendEmissions of ET’s
able commitment that helped Emirates Transport to firmly
Acetylene
The ﬁrst scope
vehicle ﬂeet
gas
control the “relative” increase in carbon footprint in comparison with the growth in its business revenues, steady inFire
crease in its fleet, expansion of its facilities and the increasPercentage of annual
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ing number of human resources over the recent years.
changes in carbon
footprint per each scope
Similarly, the indicators and outcomes of 2019 were promising and consistent with the Emirates Trans0.69%
port policies and commitments in the area
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of corporate social responsibility. In this
consumption
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context, Emirates Transport, in collaborasecond
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cellence, conducted its annual study of its
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235%
Water
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carbon footprint, and the results indicated a
slight increase in footprint of about 318,343
tonnes of (tCO2e), accounting for only a
2.57% increase compared to 2018 which recorded 310,368
tonnes of (tCO2e).

These findings constituted a further evidence of the efficiency
of efforts exerted by Emirates Transport in environment protection. The increase in carbon footprint was relatively minor
compared to other indicators related to the expansion of business last year, particularly in terms of fleet growth (considered
the primary generator of carbon footprint). Accordingly, the
fleet saw the addition of 10 thousand vehicles to reach a total
of 40 thousand vehicles, accounting for a 34% increase in
size. While on the other hand, the number of employees in
the Corporation increased by 15.7% to reach 30,198 employees, in addition to the expansion in the field of construction
projects to develop and build service and administrative facilities and workshops.
As in the previous years, the total emissions of the first scope
in 2019 formed the largest share of the ET’s carbon footprint,
accounting for 95.4% of total emissions. 90% was caused by
the vehicle fleet which constitutes the main activity of Emirates Transport. However, the results also revealed a drop in
the share of a single vehicle to 8 tons of carbon dioxide emissions (tCO2e) from the total carbon footprint, and to 7.7 tons
of these emissions if attributed to the emissions of the first
scope only. These values are about 24.5% lower compared
to 2018, and this significant improvement can be attributed

to a strict commitment to periodic maintenance and renewal
operations, and the regular improvement of operational activities.

Breakdown of emissions (tCO2e) as per the 3 scopes, highlighting the annual change ratio during the last 2 years
The carbon footprint relative to growth of ET’s fleet, revenues, and per vehicle share of emissions

Statement
The first scope includes:
- Emissions of ET’s vehicle fleet.
- Diesel generators.
- Refrigeration gas.
- Acetylene gas.
- Fire prevention.
The second scope includes:
- Electricity consumption.
- Water consumption.
The third scope Includes:
- Office paper consumption.
- Air travel.
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Total carbon footprint (tCO2e)

2017

262,890

8,134

2018

%

301,460

8,819

2019

303,526

14,552

Percentage of the annual
change

2017

2018

2019

Percentage increase between 2018 & 2019

Carbon footprint
(Carbon dioxide emissions/tons)

271,154

310,368

318,343

2.57%

First scope Carbon footprint emissions
(Carbon dioxide emissions/tons)

262,890

301,460

303,526

0.69%

65%

ET fleet (vehicle)

24,898

29,460

39,546

34%

Share per vehicle in the first scope of carbon footprint emissions
(Carbon dioxide emissions/tons)

10.6

10.2

7.7

-24.5%

Revenues (Million)

2,558

2,710

2,940

8.49%

0.69%

130

79

265

235%

271,154

310,368

318,343

2.57%

Description
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Emissions from electricity consumption

Electricity consumption (MW)

Ton of CO2 eq (tCO2e)
Sustainability pioneers

12,170

2,382

23,732

614,159

548,204

70,229,581

Emissions from water consumption

Value of oils sold to recycling companies

Value of scrap (workshop scrap)
sold to recycling companies

Water consumption (imperial gallons)

Ton of CO2 eq (tCO2e)

463,000

Value of batteries sold
to recycling companies

611,662

85,435.2
Car

592,465

Value of tyres sold to recycling companies

Electricity (Gigajoules)

No. of vehicles washed
by the Dry Car Wash Unit

18,168
157

vehicle

No. of electric cars
in ET’s ﬂeet

11,500

No. of retreaded tyres

318,343
Tonnes of carbon dioxide equivalent

Car

No. of vehicles converted
to operate on CNG
Carbon footprint
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Year

Share of carbon
footprint per vehicle
(Carbon dioxide emissions/tons)

2015

13.4

2016

12.2

2017

10.9

2018

10.5

2019

8

8

5

10.8

10.9

12.2

Sustainability pioneers

10

13.4

15

As for the rate of emissions in the third scope, it indicated a
minor value which does not exceed 0.08%, despite recording
a considerable increase compared to 2018, attributed to the
tremendous growth in Emirates Transport business on various
fronts, including services, activities, facilities and employees.

0
2015

2016

2017

2018

2019

Cementing a sustainable approach
In the same vein, the second scope recorded an increase of
emissions (greenhouse gas emissions resulting from the consumption of electricity and water) of about 65% as opposed to
last year, so that the total of tCO2e emissions reached 14,552
tons. This rate represents 5% of ET’s total carbon footprint, an
increase attributed mainly to the growth of ET’s workforce as

well as ongoing infrastructure developments, which saw the
completion of 10 new construction projects covering administrative and services facilities, while ensuring compliance
with the environmental standards applicable in the UAE, especially the Pearl rating system in Abu Dhabi and Al Safat
system in Dubai.

Emirates Transport has worked strenuously to establish a
strong sustainability approach and it deploys all possible capabilities to progress towards this end.
Being conscious of its responsibility for an efficient sustainable future, and in addition to the aforementioned considerable efforts in the past years, Emirates Transport applies various
other practices such as:
- Efforts to raise awareness on the wise consumption of water
and electricity resources: by urging employees to participate

in environmental events such as Earth Hour, World Environment Day and others, in addition to disseminating nine periodic awareness e-newsletters to employees during 2019.
- Efforts in recycling activities: Concerned with the recycling of desktop devices such as computers, printers and others, as well as industrial waste from workshops including scrap tyres, oils and various
scrap material. Accordingly, the total value of scrap (from workshops
waste) sold in 2019 to recycling companies, reached AED 548,204
while the total value of all recycled material was AED 2,366,490.

Recycling data in 2019
Electricity and water consumption

Details

2017

2018

2019

Electricity consumption (MW)

14,442

15,905

23,732

Electricity (Gigajoules)

51,991

57,258

85,435.2

29,930,214

37,781,907

70,229,581

Emissions from electricity consumption
Ton of CO2 eq (tCO2e)

7,054

7,774

12,170

Emissions from water consumption
Ton of CO2 eq (tCO2e)

1,080

1,045

2,382

8,134

8,819

14,552

Water consumption (imperial gallons)
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Total carbon footprint in the second scope
Ton of CO2 eq (tCO2e)

Value/ AED

Value of oils sold to recycling companies in 2019

614,159

Value of batteries sold to recycling companies in 2019

592,465

Value of tyres sold to recycling companies in 2019

611,662

Value of scrap (workshop scrap) sold to recycling companies in 2019

548,204

Total

- Elsewhere, Emirates Transport continued to reduce the overall use of paper thanks to the ‘Printing Management Services’ initiative which aims to rationalize the consumption of
paper as per the government’s directives.

2,366,490
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Sustainability pioneers

* This report has been prepared in accordance with the GRI Standards: Core option. For the Materiality Disclosures Service, GRI
Services reviewed that the GRI content index is clearly presented and the references for Disclosures 102-40 to 102-49 align with
appropriate sections in the body of the report.

Committed to excellence and leadership
Numerous successes have been achieved by the
closing of 2019 and here is Emirates Transport today
in 2020 with a greater vigour to pursue the strategic transformation project in a more considered and
systematic manner and conducting the necessary
evaluations and audits after each phase. It is moving
at a much faster pace in achieving the strategic objectives and realising more investment accomplishments through the accumulated professional expertise, and its human and material capabilities.
Emirates Transport will continue its orientation towards a smarter transformation of services rendered
to clients on all fronts, adopting the latest technologies, as well as developing its operational activities
and institutional processes. Furthermore, it will work
on improving its internal environment, and efficiently respond to the requirements of customers who are
the Corporation’s foremost priority, with a sharper
focus on services provided to individuals, private
school transport and the auto services sectors.
Finally, the Corporation will reaffirm its presence in
the social and environmental fields, promoting constructive joint work and strengthening relations with
partners in the government and private sectors, in
accordance with its vision and mission to carry out
its national development roles with confidence and
dedication.

GRI Content Index
GRI
Standard
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Page number(s) and/or
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URL(s)
Omitted

Omission
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Explanation

GRI 101: Foundation 2016
General Disclosures
Organizational profile
102-1 Name of the organization
102-2 Activities, brands, products, and services

GRI 102: General Disclosures
2016

16
17 to 23

102-3 Location of headquarters

16

102-4 Location of operations

16

102-5 Ownership and legal form

16

102-6 Markets served

16

102-7 Scale of the organization

16

102-8 Information on employees and other workers

16

102-9 Supply chain

28-29 & 94

No significant
changes affecting
102-10 Significant changes to the organization and its
the scope or
supply chain
boundaries of
the report
102-11 Precautionary Principle or approach

16

102-12 External initiatives

16

102-13 Membership of associations

47-48

Strategy

150

102-14 Statement from senior decision-maker

10 to 13

102-15 Key impacts, risks, and opportunities

39
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GRI

GRI Content Index
GRI
Standard

Disclosure

GRI Content Index

Page number(s) and/or
Part
URL(s)
Omitted

Reason

Explanation

GRI
Standard

Stakeholder engagement
80 to 83
No CBAs in the
UAE by law

54 to 77

103-2 The management approach and its components

54 to 77

103-3 Evaluation of the management approach

54 to 77

201-1 Direct economic value generated and distributed

54 to 77

201-2 Financial implications and other risks and opportunities due to climate change

54 to 77

80 to 83

201-3 Defined benefit plan obligations and other retirement plans

54 to 77

102-43 Approach to stakeholder engagement

80 to 83

201-4 Financial assistance received from government

54 to 77

102-44 Key topics and concerns raised

80 to 83

Reporting practice
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GRI 201: Economic Performance 2016

103-1 Explanation of the material topic and its Boundary

102-42 Identifying and selecting stakeholders

102-45 Entities included in the consolidated financial
statements

26

102-46 Defining report content and topic Boundaries

26

GRI 102: General Disclo102-47 List of material topics
sures 2016

Reason

Explanation

Economic Performance
GRI 103:
Management
Approach 2016

102-18 Governance structure

102-41 Collective bargaining agreements

Omission

200 series (Economic topics)
24-25

Governance

102-40 List of stakeholder groups

Disclosure

Page number(s) and/or
Part
URL(s)
Omitted

Material Topics

Ethics and integrity
102-16 Values, principles, standards, and norms
GRI 102: Gen- of behavior
eral Disclosures 2016

Omission

84-85

102-48 Restatements of information

No restatement

102-49 Changes in reporting

No Significant
Changes

102-50 Reporting period

26

102-51 Date of most recent report

26

102-52 Reporting cycle

26

102-53 Contact point for questions regarding the report

26

102-54 Claims of reporting in accordance with the GRI
Standards

26

Market Presence
GRI 103:
Management
Approach 2016

GRI 202: Market
Presence 2016

103-1 Explanation of the material topic and its Boundary
103-2 The management approach and its components
103-3 Evaluation of the management approach
202-2 Proportion of senior management hired from the
local community

Procurement Practices
GRI 103:
Management
Approach 2016

GRI 204:
Procurement
Practices 2016

103-1 Explanation of the material topic and its Boundary

94

103-2 The management approach and its components

94

103-3 Evaluation of the management approach

94

204-1 Proportion of spending on local suppliers

94

Anti-corruption

102-55 GRI content index

151

102-56 External assurance

26

GRI 103:
Management
Approach 2016

103-1 Explanation of the material topic and its Boundary

35 to 39

103-2 The management approach and its components

35 to 39

103-3 Evaluation of the management approach

35 to 39
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GRI

GRI Content Index
GRI
Standard

GRI 205:
Anti-corruption
2016

Disclosure

GRI Content Index

Page number(s) and/or
Part
URL(s)
Omitted

205-1 Operations assessed for risks related to corruption

35 to 39

205-2 Communication and training about anti-corruption
policies and procedures

35 to 38

205-3 Confirmed incidents of corruption and actions taken

35

Reason

Explanation

GRI
Standard

Disclosure

Page number(s) and/or
Part
URL(s)
Omitted
130 to 137

103-2 The management approach and its components

130 to 137

103-3 Evaluation of the management approach

130 to 137

300 series (Environmental topics)

305-1 Direct (Scope 1) GHG emissions

144 to 148

Materials

305-2 Energy indirect (Scope 2) GHG emissions

144 to 148

305-3 Other indirect (Scope 3) GHG emissions

144 to 148

305-4 GHG emissions intensity

144 to 148

305-5 Reduction of GHG emissions

144 to 148

GRI 301: Materials 2016

103-1 Explanation of the material topic and its Boundary

130 to 137

103-2 The management approach and its components

130 to 137

103-3 Evaluation of the management approach

130 to 137

GRI 103:
Management
Approach 2016

305-6 Emissions of ozone-depleting substances (ODS)

144 to 148

301-2 Recycled input materials used

149

144 to 148

301-3 Reclaimed products and their packaging materials

149

305-7 Nitrogen oxides (NOX), sulfur oxides (SOX), and
other significant air emissions

103-1 Explanation of the material topic and its Boundary

130 to 137

103-2 The management approach and its components

130 to 137

103-3 Evaluation of the management approach

130 to 137

302-1 Energy consumption within the organization

144 to 148

302-2 Energy consumption outside of the organization

144 to 148
144 to 148

302-4 Reduction of energy consumption

144 to 148

302-5 Reductions in energy requirements of products and
services

144 to 148

GRI 303: Water
and Effluents
2018

Reason

Explanation

Effluents and Waste
GRI 103:
Management
Approach 2016

GRI 306: Effluents and Waste
2016

103-1 Explanation of the material topic and its Boundary

130 to 137

103-2 The management approach and its components

130 to 137

103-3 Evaluation of the management approach

130 to 137

306-1 Water discharge by quality and destination

142 to 149

306-2 Waste by type and disposal method

142 to 149

306-3 Significant spills

142 to 149

306-4 Transport of hazardous waste

142 to 149

306-5 Water bodies affected by water discharges and/or runoff

142 to 149

400 series (Social topics)
Employment

Water
GRI 103:
Management
Approach 2016

GRI 305: Emissions 2016

149

302-3 Energy intensity
GRI 302: Energy
2016

GRI 103:
Management
Approach 2016

301-1 Materials used by weight or volume

Energy

Omission

Emissions
103-1 Explanation of the material topic and its Boundary

GRI 103:
Management
Approach 2016
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Omission

103-1 Explanation of the material topic and its Boundary

130 to 137

103-2 The management approach and its components

130 to 137

103-3 Evaluation of the management approach

130 to 137

303-1 Interactions with water as a shared resource

142 to 148

303-2 Management of water discharge-related impacts

142 to 148

303-5 Water consumption

148

GRI 103:
Management
Approach 2016

GRI 401: Employment 2016

103-1 Explanation of the material topic and its Boundary

108-109

103-2 The management approach and its components

108-109

103-3 Evaluation of the management approach

108-109

401-1 New employee hires and employee turnover

109 to 113

401-2 Benefits provided to full-time employees that are
not provided to temporary or part-time employees

109 to 113

401-3 Parental leave

109 to 113
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GRI Content Index
GRI
Standard

Disclosure

GRI Content Index

Page number(s) and/or
Part
URL(s)
Omitted

Omission
Reason

Explanation

GRI
Standard

Labor/Management Relations
GRI 103:
Management
Approach 2016
GRI 402: Labor/
Management
Relations 2016

103-1 Explanation of the material topic and its Boundary

108-109

103-2 The management approach and its components

108-109

103-3 Evaluation of the management approach

108-109

402-1 Minimum notice periods regarding operational
109 to 113
changes

Occupational Health and Safety
GRI 103:
Management
Approach 2016

GRI 403: Occupational Health
and Safety 2018

103-1 Explanation of the material topic and its Boundary

39 to 44

103-2 The management approach and its components

39 to 44

103-3 Evaluation of the management approach

39 to 44

403-1 Occupational health and safety management system

39 to 44

403-2 Hazard identification, risk assessment, and incident investigation

39 to 44

403-3 Occupational health services

39 to 44

403-4 Worker participation, consultation, and communication on occupational health and safety

39 to 44

403-5 Worker training on occupational health and safety

39 to 44

403-6 Promotion of worker health

39 to 44

403-7 Prevention and mitigation of occupational health
and safety impacts directly linked by business relationships

39 to 44

403-8 Workers covered by an occupational health and
safety management system

39 to 44

403-9 Work-related injuries

39 to 44
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103-1 Explanation of the material topic and its Boundary

114 to 117

103-2 The management approach and its components

114 to 117

103-3 Evaluation of the management approach

114 to 117

404-1 Average hours of training per year per employee

114 to 117

404-2 Programs for upgrading employee skills and transition assistance programs

114 to 117

404-3 Percentage of employees receiving regular performance and career development reviews

114 to 117

Omission
Reason

Explanation

Diversity and Equal Opportunity
GRI 103:
Management
Approach 2016
GRI 405: Diversity
and Equal Opportunity 2016

103-1 Explanation of the material topic and its Boundary

109 to 113

103-2 The management approach and its components

109 to 113

103-3 Evaluation of the management approach

109 to 113

405-1 Diversity of governance bodies and employees

109 to 113

405-2 Ratio of basic salary and remuneration of women to men 109 to 113

Non-discrimination
GRI 103:
Management
Approach 2016
GRI 406:
Non-discrimination 2016

103-1 Explanation of the material topic and its Boundary

109 to 113

103-2 The management approach and its components

109 to 113

103-3 Evaluation of the management approach

109 to 113

406-1 Incidents of discrimination and corrective actions taken

No reported
cases

103-1 Explanation of the material topic and its Boundary

108-109

103-2 The management approach and its components

108-109

103-3 Evaluation of the management approach

108-109

Child Labor
GRI 103:
Management
Approach 2016
GRI 408: Child
Labor 2016

Training and Education
GRI 103:
Management
Approach 2016

GRI 404: Training and Education 2016

Disclosure

Page number(s) and/or
Part
URL(s)
Omitted

408-1 Operations and suppliers at significant risk for incidents of child labour

94

Forced or Compulsory Labor
GRI 103:
Management
Approach 2016

GRI 409: Forced
or Compulsory
Labor 2016

103-1 Explanation of the material topic and its Boundary

108-109

103-2 The management approach and its components

108-109

103-3 Evaluation of the management approach

108-109

409-1 Operations and suppliers at significant risk for incidents of forced or compulsory labor

94
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GRI

GRI Content Index
GRI
Standard

Disclosure

Page number(s) and/or
Part
URL(s)
Omitted

Local Communities
GRI 103:
Management
Approach 2016

103-1 Explanation of the material topic and its Boundary

130-131

103-2 The management approach and its components

130-131

103-3 Evaluation of the management approach

130-131

GRI 413: Local
413-1 Operations with local community engagement, imCommunities 2016 pact assessments, and development programs

130 to 139

Customer Health and Safety
GRI 103:
Management
Approach 2016

GRI 416: Customer Health
and Safety 2016

103-1 Explanation of the material topic and its Boundary

39 to 44

103-2 The management approach and its components

39 to 44

103-3 Evaluation of the management approach

39 to 44

416-1 Assessment of the health and safety impacts of
product and service categories

39 to 44

416-2 Incidents of non-compliance concerning the health
and safety impacts of products and services

39 to 44

Marketing and Labeling
GRI 103:
Management
Approach 2016

GRI 417:
Marketing and
Labeling 2016

103-1 Explanation of the material topic and its Boundary

86 to 93

103-2 The management approach and its components

86 to 93

103-3 Evaluation of the management approach

86 to 93

417-1 Requirements for product and service information
and labeling

86 to 93

417-2 Incidents of non-compliance concerning product
and service information and labeling

86 to 93

417-3 Incidents of non-compliance concerning marketing communications

86 to 93

Customer Privacy
GRI 103:
Management
Approach 2016
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GRI 418: Customer Privacy
2016

103-1 Explanation of the material topic and its Boundary

86 to 93

103-2 The management approach and its components

86 to 93

103-3 Evaluation of the management approach

86 to 93

418-1 Substantiated complaints concerning breaches of
customer privacy and losses of customer data

No complaints
received

Omission
Reason

Explanation

