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learning tool and is not a “recipe” or step-by-step 
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About DED 
The Department of Economic Development (DED) was established in March 1992, with the objective to organise, regulate and boost trade and 

industry within the Emirate of Dubai. 

In October 2008, HH Sheikh Mohammed bin Rashid Al Maktoum, UAE Prime Minister and Vice-President, and Ruler of Dubai, issued Decree no. 25 

giving full responsibility to DED to plan and regulate the overall economic performance of Dubai, supervise its functions and support the economic 

development to ensure the objectives of the Dubai Strategic Plan are achieved. The new mandate brought about a new leadership with a new 

vision for the DED. 

DED is still responsible for its traditional activities of business registration, licensing and commercial protection in Dubai however with four 

new agencies now under the umbrella of DED, the mandate has extended to include export development, retail development, entrepreneurship 

development and foreign investment. 

The development of these sectors are the responsibility of DED’s agencies: Mohammed Bin Rashid Establishment for Young Business Leaders, 

Dubai Export Development Corporation, Dubai Shopping Festival Offce and the Foreign Investment Offce. 

The Dubai Quality Award was initiated in 1994 and is based on the Excellence Model of the European 

Foundation for Quality Management (EFQM). It is a process for recognising role model organisations. 

It is also a process for providing organisations with a ‘roadmap’ to achieve excellence through the 

adoption of good practices and soundly-based approaches that are deployed systematically and are 

continuously measured and reviewed. 

The Dubai Service Excellence Scheme was initiated in 2002 by the Department of 

Economic Development and is aimed at promoting excellence in customer service and recognising 

retail businesses that provide excellent service for their customers. The DSES certifcation is 

membership based. The schemes membership is available to retail business outlets in 15 different 

business activities. 

The Dubai Human Development Award was launched in 2002 to recognise and reward the 

HR initiatives taken by individual business organizations towards achieving Dubai Human 

Development goal, which does not merely involve providing work opportunities to UAE nationals, 

but aims to develop their abilities and emphasize their role in the future of this country through 

intensive training and guidance. 
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About Dubai Quality 
Award 
Dubai Quality Award is not a process for generating 

winners and losers; it is a process for recognizing role 

model organizations. It is also a process for providing 

organizations with a ‘roadmap’ to achieve excellence 

through the adoption of good practices and soundly-

based approaches that are deployed systematically and 

are continuously measured and reviewed. 

Dubai Quality Award is not yet another initiative 

an organization can embrace; it is a framework 

that ensures that all different initiatives are pulling 

in the desired direction. The methodology and main 

criteria of the award are encapsulated in a model 

outlined in this document. This model provides 

organizations with a tool to benchmark performance 

and document existing gaps. 

The Dubai Quality Award is based on the Excellence 

Model of the European Foundation for Quality 

Management (EFQM). The latter has been successfully 

applied in private and public sector organizations 

since 1992. For more information, 

visit http://www.dubaided.gov.ae 
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Consulting FZE 
Quality Indeed Consulting FZE (QICS) provides 

Assessment, Advisory, Training and Education in the 

feld of Quality, Excellence, Health, Safety, Environment, 

Energy and Corporate Governance. It enables 

organizations to continually improve their business 

performance and satisfy their stakeholders. 

For more information, visit 

http://www.qualityindeed.com/ 

About APQC 
For more than 30 years, APQC has been on the 

leading edge of improving performance and fostering 

innovation around the world. APQC works with 

organizations across all industries to fnd practical, 

cost-effective solutions to drive productivity and quality 

improvement. APQC is a member-based nonproft 

currently serving more than 500 organizations in all 

sectors of business, education, and government. 

For more information, visit http://www.apqc.org/ 
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 Foreword from 
H.E. Sami Dhaen Al Qamzi 

Director General, 
Department of Economic Development, 
Dubai 

In line with the vision of H.H. Sheikh Mohammed Bin 

Rashid Al Maktoum, UAE Vice President, Prime Minister 

and Ruler of Dubai and as part of Dubai’s Drive for 

Quality, the Business Excellence Department at the 

Department of Economic Development, Dubai, has 

provided the Dubai Quality Award (DQA) framework to 

organizations since 1994. 

DQA framework which is based on the international 

EFQM excellence model, has helped organizations 

enhance their competitiveness through improved 

business performance. As part of the DQA program, 

DQA winners are encouraged to share their best 

practices with other organizations and learn from 

each other. This practice of sharing and benchmarking 

organization performance can be used to help 

organizations craft their improvement road map by 

applying proven best practices from award-winning 

companies. 

Undertaking benchmarking studies is critical in today’s 

business environment and is aligned with the goals of 

the Dubai Government to ensure that our businesses are 

globally competitive. 

As part of this frst ever Benchmarking and Best 

Practice Report in the region, we have identifed 

and codifed the best practices of Dubai Quality 

Award winning organizations, compared them 

with international best practices and thus set a 

contemporary roadmap to guide our business 

community on their journey towards excellence. 

We hope this report will be informative and useful for 

organizations all over the world to speed up their rate 

of improvement. 

Acknowledgement from 
Mr. Mohammed Bushanain 

Executive Director, Corporate Quality 
and Management Excellence 

As with any pioneering project, DQA benchmarking 

project was also not without its challenges which 

included getting the idea across to people, gaining buy 

in of stakeholders, fnding enthusiastic team members, 

selecting right partners, developing appropriate 

strategies and so on. 

One of the major factors for successful completion of 

this project is its dedicated and highly enthusiastic team 

from the Business Excellence Department. My special 

thanks to Ms Shaikha Ahmad Abdulrahman Al Bishri, 

Acting Director and Ms Seema Sequeira, Head-Excellence 

Awards Unit, Business Excellence Department. 

Without the willing and enthusiastic participation of the 

benchmark partners (DQA winner organizations) and 

their leaders, we would not have been able to research 

and identify best practices for others organizations to 

use as benchmarks. 

We would also like to thank Mr. Sunil Thawani, a great 

professional and long time supporter of the DQA, 

for proposing this idea and acting as the subject 

matter expert. 

Last but not the least, my sincere appreciation to Mr. 

Neville Sokol, Project Manager APQC and his research 

team and Editor who had put in hundreds of hours 

reading and researching DQA winners submission 

documents, feedback reports and identifying 

benchmarks and best practices. 

Our sincere thanks and appreciation to all the 

stakeholders involved in this key project. 
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Sunil Thawani 

Jury Member, DQA 
Fellow, American Society for Quality 

Dubai Quality Award (DQA) has been providing 

a valuable framework for companies for over 16 

years now. With my over 14 years of involvement 

with the DQA process, I can confdently say the 

award framework has helped organizations increase 

productivity, improve proftability and competitiveness 

and satisfed customers and employees. Award 

recipients have confrmed that implementing the DQA 

framework has helped create a culture of excellence and 

institutionalized a process for continuous learning and 

improvement. 

However, organizations in the region are continually 

looking for benchmarks and seeking best practices 

to further improve their business performance. 

With the DQA offce managing the awards process 

for many years, an opportunity existed to harvest 

benchmarks and best practices adopted by DQA 

winners from the Submission Documents and Assessors 

feedback reports. 

The idea of the Benchmarking project was 

conceptualized with the DQA offce and initiated to 

identify the best practices, within the local context, that 

have contributed to the success of the award winners. 

Organizations can now benchmark their performance 

against best in class and improve their performance by 

adapting best practices. It will enable them to develop 

a “road map” to achieve excellence through systematic 

adaption of winning practices. 

This frst time ever project supports the vision of 

H.H. Sheikh Mohammed Bin Rashid Al Maktoum, Vice 

President, Prime Minister of the UAE and Ruler of Dubai. 

This Project was undertaken in partnership with the 

world’s leading Benchmarking frm, the American 

Productivity and Quality Centre, USA, to bring the best 

to the region. 

Why Benchmark? 

The intent of this project is to provide benchmarking 

data that can be used to help organizations craft 

their improve ment road map by applying proven 

best practices from award-winning companies. 

Benchmarking is the process of comparing and 

measuring your organization against others, anywhere 

in the world, to gain information on philosophies, 

practices, and measures that will help your organization 

take action to improve its performance. Another 

defnition of benchmarking is the practice of being 

humble enough to admit that others are better at 

something and being wise enough to learn how to 

match, and even surpass, them. 

The Excellence Model 

Dubai Quality Award (DQA) Framework* 
As part of this study the submissions, executive 

reports, feedback reports, and scoring sheets for the 

participating companies were reviewed and key themes 

and ideas were captured and codifed using the DQA 

Excellence Model Framework based upon the EFQM 

model (Figure 1). The excellence model framework is 

based on nine main criteria, comprising fve “enablers” 

and four “results.” Each criterion has a different 

weighting and a number of sub-elements. The enablers 

criteria address the approaches, how the organization 

deploys these approaches, and the assessment and 

review of the deployment. The results criteria cover 

what the organization achieves. 

Note: The DQA framework was changed in 2010 and 

aligned with EFQM 2010 Model. The Earlier DQA 

model has been included here, as the DQA winners 

for years 2004 to 2009 had used this model. 
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50 % Results (Criteria
6
-9
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%

Enablers (Criteria 1-5) 
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Figure 1: EFQM Excellence Model 2009 
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Leadership: Excellent leaders develop and facilitate 

the achievement of the mission and vision. They 

develop organizational values and systems required 

for sustainable success and implement these via their 

actions and behaviors. During periods of change 

they retain a constancy of purpose. Where required, 

such leaders are able to change the direction of the 

organization and inspire others to follow. 

Policy and Strategy: Excellent organizations implement 

their mission and vision by developing stakeholder-

focused strategy that takes into account the 

marketplace and sector in which they operate. Policies, 

plans, objectives, and processes are developed and 

deployed to deliver the strategy. 

People: Excellent organizations manage, develop, and 

release the full potential of their people at individual, 

team, and organizational levels. They promote fairness 

and equality and involve and empower their people. 

They care for, communicate with, reward, and recognize 

in a way that motivates staff and builds commitment to 

using their skills and knowledge for the beneft of the 

organization. 

Partnerships and Resources: Excellent organizations 

plan and manage external partnerships, suppliers, and 

internal resources to support policy and strategy and 

the effective operation of processes. During planning 

and while managing partnerships and resources, 

they balance the current and future needs of the 

organization, the community, and the environment. 

Process: Excellent organizations design, manage, 

and improve processes to fully satisfy, and generate 

increasing value for, customers and other stakeholders. 

Each enabler has three phases: planning the approach, 

deploying it, assessing and improving it. The planning 

activities defne the capability and processes required to 

deliver the results now and for the future. Deploying the 

approach is a systematic way to ensure implementation 

and use throughout all appropriate areas in the 

organization. Assess encompasses the monitoring and 

analysis of the results achieved and ongoing learning 

activities—to identify, prioritize, plan, and implement 

improvements where needed. 

Results focus on scope and excellence. The scope of 

the results covers what an organization measures, while 

excellence covers what an organization achieves. There 

are four results categories: customer, people, society, 

and key performance. 

Customer results address customers’ perceptions and 

the organization’s key indicators of success. They may 

include measures of image, products and services, sales 

and after-sales support, and loyalty. 

People results address employees’ perceptions and 

key HR indicators of the organization and may include 

measures of motivation, satisfaction, achievements, and 

services provided to the organization’s employees. 

Society results refer to those who are, or believe 

they are, affected by the organization, other than its 

employees, customers, and partners. These measures 

are of the society’s perception and key indicators of 

the organization such as image, performance as a 

responsible citizen, involvement in the communities 

where it operates, reduction and prevention of nuisance 

and harm from its operations and/or throughout the 

life cycle of its products and services, reporting on 

activities to assist in the preservation and sustainability 

of resources, activities related to promoting business 

excellence in society, dealings with authorities, 

accolades and awards received, opportunities offered to 

UAE nationals, and number of UAE nationals trained or 

employed and handling changes in employment levels. 

Key performance results address the key results 

defned by the organization and agreed upon in its 

policy and strategy. Targets and key performance 

indicators for both fnancial and nonfnancial indicators 

are defned and measured. 

Study Scope 

Service, tourism, fnance, manufacturing, higher 

education, trade, and construction sectors were 

represented in the study. 

Criteria for selecting the Gold/DQA/ DQAP winner 

organizations for the benchmarking study: 

The following companies were included in the study. 

The submission, executive summary, feedback report, 

and score sheet for each organization in the study were 

reviewed. The scores from all participating companies 

were analyzed to identify trends and patterns. The 

practices cited in the report are based upon the 

organization reports, the feedback back from the 

assessors, and APQC’s experience and knowledge base. 

a. A Gold/DQA/ DQAP winner not earlier than 2004. 

b. If there was not much difference in scores for frms 

within the same industry, preference was given to 

frms : 

a. Who have won more than once 

b. Who are recent winners. 

c. Minimum two winners per sector. 

d. Maximum four winners per sector 

e. A minimum qualifying score. 

f. Select winners based on descending order of scores. 

Sector Name of the Organization Winning Category 

Construction 1. Associated Constructions & 

Investments Co LLC (ASCON 

2. Amana Steel Buildings 

Contracting Co. LLC 

3. Unibeton Readymix 

DQAP 

DQAP 

DQAP 

Finance 4. Commercial Bank of Dubai 

5. UAE Exchange LLC 

6. Union National Bank 

DQA Gold 

DQA 

DQA 

Higher Education 7. Dubai Medical College for Girls 

8. Another college from higher 

education 

DQAP 

DQAP 

Manufacturing 9. Abu Dhabi Gas Liquefaction 

Company Ltd (ADGAS) 

10. Acer Computers 

11. Al Khaleej Sugar 

12. Dubai Cable Company Limited 

DQA 

DQA 

DQA 

DQA Gold 

Service 13. DHL Worldwide Express 

(Dubai) LLC 

14. Dubai Airport Freezone 

15. Dubai Healthcare City 

DQA Gold 

DQAP 

DQA 

Tourism 16. Jumeirah Beach Hotel 

17. Madinat Jumeirah 

18. Wild Wadi Water Park 

DQA 

DQA 

DQA Gold 

Trade 19. Kanoo Machinery 

20.Xerox Emirates LLC 

DQA 

DQA 
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