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CHAIRMAN’S FOREWORD

As a strategic gateway to the region and an international business hub of
repute, Dubai continues to play its important role of facilitating and boosting
global trade. Thanks to its determination and resolve, the Emirate was among
the first economies in the world to show positive signs of recovery from the
debilitating effects of the global financial slowdown and continues to lead in
the realm of economic growth in the region and the world.

t is the visionary leadership of the
UAE Rulers, their hard work and
resilience to take on the global eco-
nomic challenges and to introduce
and implement timely economic
measures and business-friendly laws
that helped the country cope with the
adverse situation and march ahead on
the path to progress resulting in higher
passenger arrivals, decreased inflation
ratio and lower rents.

The Dubai Government was quick
to launch several fiscal stimulus pack-
ages and restructure top business
conglomerates to save the interests of
debtors and other stakeholders while
continuing with its fiscal investments
in ongoing infrastructural projects, like
the Green Line of Dubai Metro, the
Al Maktoum International Airport and
others that kept the cogwheel of the

economy moving while giving confi-
dence to new investors and existing
business houses.

Dubai’s economic indicators showed
clear signs of growth and prosperity
thanks to the excellent performance of
the Emirate’s leading economic sec-
tors like trade, tourism and logistics
that continue to be the main drivers
and contributors to the Emirate’s GDP
and economic growth. Also, the Gov-
ernment’s transparent policies as well
as its long-term partnership with the
private sector led to sustainable de-
velopment and economic prosperity of
the Emirate.

With the export sector’s excellent
performance complementing the pre-
crisis period, Dubai’s trade with the
rest of the world has grown and the
Emirate has developed a competitive

advantage in re-exporting to many dif-
ferent countries and regions while serv-
ing as an East meets West destination
and a gateway to the region, with links
to Asia and African and European con-
tinents. Dubai Chamber’s host of new
services, including fresh initiatives of
reaching out to untapped markets of
the world augurs well for the future of
the export sector.

The year 2011 looks bright. The lat-
est economic developments and trad-
ing and export trends present ump-
teen opportunities for local and foreign
investors. Dubai’s solid economic
foundations will help businesses make
sound decisions while enhancing their
competitiveness globally. We have to
excel our past performances and en-
sure the Emirate continues to be one of
the strongest economies in the world.

Abdul Rahman Saif Al Ghurair

Chairman

Dubai Chamber of Commerce & Industry

2010  Annual report



2010 Annual report

-

MESSAGE FROM DUBAI CHAMBER DIRECTOR GENERAL

Since its inception, the Dubai Chamber of Commerce & Industry has been
playing its role of an indispensible source of economic and legal information
for the business community with added energy, particularly during the year
2010. The challenging period saw the Chamber facilitating trade with full force
while offering added value services to its members and stakeholders.

he Chamber initiated the SME
Exporter of the Quarter rec-
ognition to support small and
medium enterprises and to
encourage them to achieve
higher export targets. We also orga-
nized the Dubai Business Gala 2010
which provided a fitting platform for
over 1,000 businessmen to network,
consolidate their existing trade ties and
to make new business contacts and
to work jointly towards enhancing the
business environment of the Emirate.
We also received our fair share of
recognition by winning a number of
awards, especially the three Dubai
Government Excellence Programme’s
Distinguished Organization, Best Re-

sult in Employee Satisfaction and Best
Result in Customer Satisfaction. The
Chamber received the 1st LEED (Lead-
ership in Energy and Environmental De-
sign) certification for an Existing Green
Building in the Arab world and was also
honored with the Public/Private Sector
Partnership Award at the Arabian Busi-
ness Achievement Awards.

The Chamber spearheaded the in-
troduction and implementation of the
ATA Carnet system as the UAE joined
the Istanbul Convention to become the
69th country in the world to allow the
free flow of goods for exhibitions and
trade fairs.

The Chamber is not resting on its
past laurels but is working hard to

bring in global conferences to Dubai
over the year 2011, including the In-
ternational Bar Association (IBA) an-
nual conference as well as the 4th
Investment Forum of the Common
Market for Eastern and Southern Af-
rican States (COMESA).

Our initiatives of the Mohammed bin
Rashid Al Maktoum Business Award,
Centre for Responsible Business,
Dubai International Arbitration Cen-
tre, Credit Rating, University of Dubai,
and Dubai Business Women Council
have become the benchmark for busi-
nesses to excel in their areas of oper-
ations. | invite you to be part of Dubai
business community’s unprecedented
success story.

Hamad Buamim
Director General

Dubai Chamber of Commerce & Industry
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The mission of the Dubai Chamber is simple: represent, support and protect
the interests of the business community in Dubai.

o Strategic objectives
bV

¢ Create a favorable business environment
e Support the development of businesses

(RFTEey | . . ” ;
: aff e Promote Dubai as an international business hub

Chamber’s values

Satisfaction of stakeholders
We always strive to exceed expectations

Excellence
We do our utmost to improve continuously so as to achieve the highest standard of performance

Efficiency
We consider that knowledge and experience are our most important resources

Creativity
We encourage creative thinking and ideas that provide added value

Responsibility
We uphold the principle of transparency and we accept accountability

. Z » Jﬂfffj
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SUMMARY

The Dubai Chamber in 2010

the Gulf, and the leading center
of business in the region.

The job of the Dubai Chamber is to
constantly strive to improve the city’s
reputation as a center of commerce.
The Dubai Chamber does this by
meeting and listening to the business
community regularly, understanding
its needs and looking for ways to
facilitate commercial activity.

The Dubai Chamber also travels
the world, promoting Dubai at
every opportunity.

The Dubai Chamber has an
excellent record of success, and
2010 was a year of which it can
rightly be proud. Against a backdrop
of extreme financial uncertainty
internationally, the  Chamber’s
achievements were various and
hard won.

Dubai is the most famous city in

Vital statistics

e Members conducted export and re-
export activity worth some AED 214.4
billion in 2010, up 15.2% on 2009

e Membership increased to over
118,000, up 9% on 2009

e The number of Certificates of Origin
issued rose by 7.6%

e 208 delegations — comprising 870
businessmen and government officials
— were received

e 1,009 mediation cases were received
e Arbitration cases registered with the
Dubai International Arbitration Centre
increased by 47%

e The Dubai Chamber is now in
a position to implement the ATA
Carnet system. The Dubai Chamber
believes the positive results for 2010

show that recovery is occuring in the
Emirate and that growth is now evident
and strongly sustainable.

The statistics also demonstrate
Dubai’s continuing status as the

Gulf's  pre-eminent  investment
center in the region, and popularity
as the gateway to the wider GCC.

Lo d dj ¢
JUBAI CHAMBER

Dubai’s economic growth
continues to be driven by trade,
including export and re-export,
tourism and logistics.

Government support for various
vital infrastructure projects has also
seen investor confidence in Dubai
remain strong.

10
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EXPORT SUMMARY

EXPORT SUMMARY
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t is hard to look at Dubai

Chamber’s export statistics for

2010 and draw any other con-
clusion than that Dubai is bouncing
back vigorously from the ravages
of the financial downturn. Dubai
is and always has been a trading
hub. Its amazing geography - at
the center of the map - makes it a
superb location for exporting and
re-exporting. A slowdown in this
sector, then, would reflect not just

CERTIFICATES OF ORIGIN ISSUED:

2010:

2009:
Increase: 7.6 %

upon Dubai, but upon the global
economy. When the global econo-
my is flourishing, exports are mov-
ing through Dubai.

It is one thing comparing the figures
for 2010 to 2009, but perhaps the
best point of comparison is 2007, the
year before the financial crisis struck.

In 2010, the value of the exports
and re-exports of Dubai Cham-
ber members reached AED 214.4
billion, some 15.2% up on the

VALUE OF EXPORT AND RE-EXPORT BY

DUBAI CHAMBER MEMBERS (AED):

2010: bn

2009: bn

previous year and now almost back
to pre-crisis levels. In 2009, the value
of exports and re-exports was AED
186.1 billion.

In December alone, the value of
exports and re-exports was AED
21.1 billion, the most lucrative
month of the year, underlining the
sector’s strong end to the year.

Annually, exports and re-exports
in 2010 were up 27.8% compared
to 2007.

MEMBERSHIP:

2010:1

2009:
Increase: 8.6 %

2010  Annual report
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MEDIATION AND ARBITRATION
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ne of the hardest aspects of
Othe work the Dubai Chamber

must undertake is that of me-
diating and arbitrating disputes. Af-
ter all, given the pace and diversity
of Dubai’s thriving commercial sec-
tor, it is unsurprising that disagree-
ments arise. It is a sign of the Dubai
Chamber’s place in society within the
Emirate that so many men and wom-
en in the commercial sector turn to
the Chamber in times of crisis.

In 2010, the Chamber’s Legal Ser-
vices Department received 1,009 me-
diation cases, out of which it settled
295. In 2009, it received 930 cases.

The Dubai Chamber’s work is of

MEDIATION:

e 1,009

cases registered

w930

cases registered

29D

cases settled

course not limited only to dispute
resolution. The Dubai Chamber does
much work to prevent disputes from
arising in the first place, setting up
seminars and workshops to train
would-be merchants and traders in
the potential hazards and pitfalls of
the modern market place.

In 2010, the Dubai Chamber orga-
nized a particularly successful series
of workshops on subjects varying
from protection from counterfeiting,
to setting up a business, to drafting
legal documents to intellectual asset
management. The courses were well
attended and received very well by
everyone involved.

Vital
statistics

MEDIATION AND ARBITRATION

In terms of arbitration, in 2010 the
Dubai International Arbitration Cen-
tre (DIAC), an initiative of the Dubai
Chamber, received 431 cases com-
pared to 292 cases the previous year
— a rise of nearly 50%. The Dubai
Chamber has attributed the rise in
numbers to a heightened aware-
ness amongst the business commu-
nity of the importance of arbitration.
Two open dialogues in London and
Paris were organized in 2010 to raise
awareness of the value added servic-
es provided by DIAC which served to
enhance its reputation as a pioneer-
ing and leading arbitration body in
the region.

ARBITRATION:

=431
292

2010  Annual report
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POLICY ADVOCACY MEMBERSHIP & DOCUMENTATION SERVICES

Dubai Chamber has made it a priority to study and review laws pertaining to
business in the UAE and the GCC since its early days. A special committee
of legal advisors from a group of the Chamber’s members works hard to
ensure that laws governing export and trade in the Emirate are as dynamic as
possible, and this work continued during 2010.

In 2010 the Dubai Chamber studied the following legislative drafts conventions, ministerial and local decisions: 6 4 4 8 O 9
J

e |ndustrial Law (2010) Certificates of _Origin issued in 2010 versus
e | and Transport Law (2010) 599,303 in 2009. Increase 7.6%

e Amendments to Consumer Protection Law (2010)

e Securities and Commodities Authority Law (2010)

e Exploitation, protection and development of Living Aquatic Resources Law (2010)

e Small and Medium Enterprises Law (2010)

e Law Pertaining to Organizing Conferences (2010)

e Cabinet Decision (2010) pertaining to Classification of Registered Establishments with the Ministry of Labour and

Relevant Banking Guarantees (2010)

e Cabinet Decision (2010) related to Ministry of Labour Services Fees 3 7 4 5 3 1 1 8 3 5 9

e Cabinet Decision (2010) pertaining to internal permits as implemented by the Ministry of Labour J ° J

e Ministerial Decision (377/ 2010) adopting the “Licensing Procedures Guide for Branches and Offices . VI ta | . .
operating in Free Zones and Abroad” Number of atteSte.d documents in 2010! Increase in number of members in 2010,

* Ministerial Decision (2010) amending certain rules related to Labour Permits versus 32,784 in 2009. Increase 14% o ° versus 108,489 in 2009. Increase 9%

e Dubai Executive Council Decision (2010) pertaining to “Licensing and Organising Social Clubs” in Dubai Stat St CS

e “United Nations Convention on Contracts for the International Carriage of Goods by Sea” (2008) I I

¢ Rules pertaining to establishing joint GCC Projects (2010)

¢ Rules pertaining to developing and promoting investments in Joint GCC Projects (2010)
e GCC Uniform Anti Commercial Fraud Law / Rules

120,410 «214.4.

Number of customers served in 2010, versus Value of exports in 2010, versus AED 186.1
121,195 in 2009. Decrease 1% billion in 2009. Increase 15.2%

16 2010  Annual report 2010  Annual report 17



EXTERNAL RELATIONS

¢ In March, for example, as a first of
its kind initiative to present Dubai
as a potential business investment
destination in the region for US
businesses, Dubai Chamber hosted
a large group of American Chamber
of Commerce executives at the US-
Dubai: Executive Business Leaders
Mission to Dubai. The initiative was
an enormous success and has paved
the way for the business community in
Dubai to consolidate trade links with
counterparts in the United States. The
initiative also promoted effectively Dubai
as a lucrative business destination for

The major achievements of the Department in 2010 include:

American business people and as the
foremost center of commercial activity
in the wider Middle East.

e Five new business councils were set
up — Chinese, Tunisian, lIrish, Hellenic
and Russian — as well as two business
groups, a bankers business group
and an International Special Events
society, to help support countries and
sectors to expand the scope of their
business activities.

e Dubai Chamber launched the
Country Focus Briefing meetings

3/0

International delegates received

30

Networking events organized

5

New business councils

EXTERNAL RELATIONS

We cannot talk about the achievements of Dubai Chamber without mentioning
the role of the External Relations Department. The Department is responsible
for organizing networking meetings, welcoming foreign delegations and
working closely with our business groups and business councils, which help
strengthen the Chamber by supporting the development of business and
promoting Dubai as an international business hub.

in  association with  embassies,
business councils, trade centers and
representative offices. It succeeded
in introducing business opportunities
to Dubai’s business community and
empowered them to explore emerging
export destinations. The briefings
covered Chile, Switzerland and Japan.

e The Chamber also launched the
second round of the Dubai Business
Gala, attended by 1,000 members
who listened to tributes being paid
to Dubai’'s heritage as a commercial
center and its future business potential.

208

Visiting delegations
received

2

New business groups

2010  Annual report
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ECONOMIC RESEARCH

2010 Annual report

uring the year 2010, Dubai
Dand UAE economies gradu-

ally emerged out of the global
financial and economic crisis. The
sector’s publications identified
growth opportunities and pros-
pects for different economic sec-
tors. These reports also explored
the economic synergies between
the UAE and the GCC economies

4

Dubai Chamber
Economic Seminars

12

Issues of Dubai Chamber
Market Tracker

on one hand and the fast growing
economies of India and China on
the other hand.

Data Management activities
continued to generate economic in-
dicators to monitor the performance
of the economy of Dubai and of
the UAE, benchmarking them and
comparing them with the indicators
for other countries.

THE ECONOMIC RESEARCH DIVISION IN
2010 PRODUCED

438

Research reports

Vital
statistics

ECONOMIC RESEARCH

The Dubai Chamber continued to
regularly gather prices of consumer
goods and services and generated
price indicators that adequately re-
flected price movements. Two new
price indicator systems for moni-
toring the cost of doing business
in Dubai were established — the
Construction Materials Price Index
and the Wholesale Price Index.

21

Issues of Dubai Chamber
Economist

12

Issues of Dubai Chamber
Economic Bulletin

2010  Annual report
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LEGAL SERVICES LEGAL SERVICES
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Given the nature of the Chamber’s work, it is unsurprising that a legal services
department is required to help settle disputes when they arise, and to ensure that
all of the work the Chamber undertakes is done to a solid legal framework. What
follows is a report on the work done by the Legal Services Department in 2010.

In 2010, the Legal Services Department achieved the following milestones:

e |t registered MRM and Dubai Chamber logos as trademarks
¢ |n six Arab countries the copyright registration of International Certificate of Origin Guidelines
e The domain name www.dubaichamber.com was regained

In 2009, Dubai Chamber Legal Services Department organized nine events. In 2010, it organized 10 events, including the following:

e Two Alternate Dispute Resolution Workshops

e Consumer Protection Against Counterfeit Workshop

¢ Intellectual Property Management and Licensing Course

e Trademark Strategies Seminar

e URDG 758 Seminar

e Establishing Commercial Companies in the UAE Workshop
e Debt Collection Workshop

¢ Drafting Legal Contracts Workshop

e Advanced Documentary Credit Management Seminar

mc?méﬂg Vi.ta ! 2009:C§es seQIed1
= 1,009 statistics ,,295
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SUPPORT NETWORK

SUPPORT NETWORK
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2010 Annual report

The work the Dubai Chamber does is not just confined to the headquarters.
Much work goes on behalf of the Dubai Chamber all around the world.

he UAE Federal Customs author-

ity was quick to introduce the ATA

Carnet system after the Dubai
Chamber brought it to the Emirate,
and the move was quickly followed by
the UAE to join the Istanbul Conven-
tion to allow the temporary admission
of goods. The hard work of the Dubai
Chamber bore fruit as the UAE will, in
the first quarter of 2011, implement
a clearing system which will facilitate
the work of the Customs department,
saving both time and money.

¢ The Dubai Chamber organized three
workshops and introductory seminars
in cooperation with the International
Chamber of Commerce’s World
Chambers Federation which were
well attended by high level regional
dignitaries and leaders. The Dubai
Chamber also organized the ICC
Arbitral Awards Conference.

e The Dubai Chamber opened
the Dubai Customs office in the
Chamber head office, in a similar
manner to the setting up of the Dubai
Municipality office at the Chamber, a
move designed to save the time and
energy of investors who will no longer
be required to go to several places
across the city. The move was part of
the Dubai Chamber’s initiative to offer
the business community a one stop
shop for services and information.

e The Chamber participated in the
3rd Common Market for Eastern
and Southern Africa (COMESA)
Investment Forum in  Sharm El
Sheikh as part of a strategic initiative
to promote Dubai as an international
business hub. At the event the
announcement was made that the
4th COMESA event will be hosted in
Dubai in 2011.

e The Chamber participated in
the International Bar Association
Conference in Vancouver, Canada.
The event was the foremost coming
together of legal practioners in the
world. The Dubai Chamber took the
opportunity to promote Dubai as a
suitable venue for future conferences.
Dubai will host this conference later
this year.

e The Dubai Chamber hosted the fifth
successful round of the Mohammed
Bin Rashid Al Maktoum Business
Award. The ceremony honored
companies in line with international
best practice standards, encouraging
Dubai’s business community to set
the bar ever higher

e The Dubai Chamber unveiled its
new, redesigned website
(www.dubaichamber.com).

2010  Annual report
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AWARDS AND RECOGNITION AWARDS AND RECOGNITION

Over the course of 2010, the Dubai Chamber was honored with numerous
awards for excellence.

At the Dubai Government Excellence Program, the Dubai Chamber was awarded:

e Distinguished Government Agency
e Best Result in Employee Satisfaction
¢ Best Result in Customer Satisfaction

For its tireless work in facilitating the public/private commercial relationship in Dubai, the Dubai Chamber also won:
e Public/Private Sector Partnership Award at the Arabian Business Achievement Awards

For leading the green building revolution that is taking place in the Emirate, the Dubai Chamber was given:
e The Saudi Environmental Management Award

For its sustainable environmental practices, at the inaugural H20 Water Awards the Dubai Chamber was honored with:
e \Water Communication awards from CPI Industry

The Chamber organized a special event after receiving Leadership in Energy and Environmental Design (LEED)
certification from the United States Green Building Council. The event was attended by
HE Rashid Ahmad Bin Fahad, UAE Minister of Environment and Water.

2010 Annual report ' 2010  Annual report 27



MARKETING & CORPORATE COMMUNICATIONS

Dubai Chamber’s Marketing & Corporate Communications Department plays a vital
role in shaping public perceptions about the organization and its achievements.

the media both here and abroad, as well as answer questions from journalists, release economic data and
promote the Chamber’s initiatives, seminars and conferences. The department is also the guardian of the
Chamber brand and ensures its proper use on all promotional material and during international events.

2010 remained a testing year for the Marketing & Corporate Communications Department as Dubai’s economy began
to take its first steps towards gradual recovery. However, the department worked hard to ensure more positive media
coverage than previously and succeeded in achieving fair, balanced and accurate reporting in many instances.

Meanwhile, Dubai Chamber achieved significant exposure across the board through marketing and advertising. Locally
the Chamber brand achieved 60% media penetration, while regionally and internationally it achieved 40% penetration.

As the Chamber’s mouthpiece, it is the department’s job is to communicate the Chamber’s key messages to

2010 ACHIEVEMENTS

«30./.

Value of exports in 2010, versus AED 186.1

2,624

Total of hits in local and international media,
an increase of 19% on 2009

31 Vital

21:3%

Press release increase compared to 2009

15%

HUMAN RESOURCES

The Dubai Chamber works hard to support the private sector, and has a track
record of success. But without the support work that goes on behind the scenes,
none of it would be possible. The work of the Human Resources Department
underscores the overall performance of the Dubai Chamber. The following statistics
are an indication of the department’s performance in 2010.

Achievements

- Overall employee satisfaction
increased from last year to 89%

- The Chamber workforce consists of:
27 nationalities

51% women

« All job descriptions were reviewed for 1% special needs

all jobs: 197 out of 205

- The HR department conducted regular
« Individual development plans were out  performance reviews with all new
in place for 183 employees out of 189 joiners during their probationary period.
employees

« 192 performance reviews in 2010

- 12 employees attended Arabic training

- 11 employees attended cultural
awareness workshops

- 24 inter students trained in Dubai
Chamber

« All Dubai Chamber sponsored students
graduated from University of Dubai 2010

Media events organised t t ° t ° Increase in interviews compared to 2009
Projects Creative design jobs done in house
Events supported Below the line projects

56

Events promoted

28

2010  Annual report

2010 Recruitment

IJ:ae?) ? Resigéor% 2010

March 3

April 3 .

= 1 230 vil 89

u n [ [}

July 1 Stat|St|CS

Aug 1

Sep z 16% 89%

Oct 5 Attrition rate Employee satisfaction

Nov 0

Dec 2 Date # of Nationals # of Expats Total employees Emiratization
2008 88 100 188 47%

T R e S
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ADMINISTRATION AND LOGISTICS

As is the case in any major organization, the work that goes on behind the
scenes is often unsung, but is vital in ensuring the Dubai Chamber remains at
the cutting edge of innovation and modernization. It also makes for a thoroughly
enjoyable working experience for the employees of the Dubai Chamber.

In 2010, the Administration Department of the Dubai Chamber was as busy as ever, working hard to put in place a
series of measures to ensure the organization was in the best possible position to face the challenges of 2010.

645

Purchase orders with a
value of AED 12.4 missued

Tenders processed Vi t a | External events

statistics
74 32

Contracts issued with a Outdoor events

value of AED 30 m

Internal events

Some of the major achievements were as follows:

e The 2nd, 8th and 9th floors of the Chamber were refurbished to international standards
e The server room was relocated in order to minimize risk to users

e The buildings security systems were upgraded to reflect international best practice

e Eight chillers that were 16 years-old were replaced with new, more efficient ones

¢ The building management system was upgraded

e The water system used in the sewage network was upgraded

e An evacuation drill was conducted

¢ 900 events were completed with full support

e The 14th Holy Quran Award program and ceremony was carried out during Ramadan
e First aid training was conducted

e Digital signage was implemented around the Chamber

e Used furniture and office equipment was donated to various charities

A
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INFORMATION TECHNOLOGY
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INFORMATION TECHNOLOGY

As is the case in all major organizations today, nothing would be possible
without the work of the Information Technology Department. At the Chamber, the
IT Department is constantly looking to improve the way the organization works,
keeping up with the times and introducing innovation. The below is a summary
of the Department’s achievements during the course of the year.

This was a project to establish an organization-wide information security management system based on the best
available standards and frameworks. The scope included information security development, implementation of policy
and procedures and creating awareness of information security throughout the Dubai Chamber. Risk assessments
were done on transaction procedures and network security.

A business management solution was implemented to manage the IT environment which supports the business
community on the Dubai Chamber’s behalf. The system allowed the Dubai Chamber to better monitor and understand
the experience technology users experienced. It also allowed for improved identification of problems. Servers and
desktops were upgraded.

A new data center was built, positioning the Dubai Chamber at the forefront of technology in this area. The Dubai
Chamber network was upgraded from 1GB processing capability to 10GB.

The Dubai Chamber revamped its printing systems to allow for centralized printing with more security and control. Now
Dubai Chamber users can print a document from any printer in the building.

The procedures in the Contact Centre were upgraded to improve both the efficiency of the unit and to improve the
experience of callers to the Dubai Chamber. A new Cisco Systems interface now ensures enquiries are despatched
more quickly, and caller histories are available to switchboard operators.
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CUSTOMER SERVICE CENTERS
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CUSTOMER SERVICE CENTERS

The Dubai Chamber would be nothing if it didn’t offer its customers exemplary
service. Luckily for Dubai’s business community, service is something at which
the Dubai Chamber excels.

A lot of the work the Dubai Chamber Customer Service Centers undertakes is done to support members and the
Dubai Chamber. For many people who wish to deal with the Chamber, the Customer Service Department will be their
first point of contact, and often their only point of contact. It is imperative then that the work done by the Customer
Service Department is seamless and efficient.

2010 was a great year for the Customer Service Centers, as the following statistics show...

241,633

Total number of SMS sent

14,521 49,746

Inbound emails handled, up 45% on 2009 Inbound calls handled, up 21% on 2009

Vital
25,521  statistics 221597

Outbound calls made .
Customers served in branches

49,075 10

Members profiles updated Members induction programs and
Chamber Services briefings
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CENTRE FOR RESPONSIBLE BUSINESS

The Centre for Responsible Business heads the Dubai Chamber’s drive for hitting
corporate social responsibility targets. As such its work is enormously valued.

In 2010, the Centre for Responsible Business reached 1,600 professionals in Dubai. This work was supported by
presentations at seminars and conferences throughout the year.

The ENGAGE Dubai program is a scheme to promote voluteering from the corporate sector. It was an overwhelming
success in 2010 with 1,000 hours of volunteering dedicated across five projects by 234 volunteers from 42 companies.

OVERALL LAST YEAR THE CENTRE FOR
RESPONSIBLE BUSINESS ACHIEVED:

1,000

Hours of volunteering

Vital
13 statistics 600

3,500

People directly impacted

Another intiative launched by the Centre for Responsible Business during 2010 was the Community Health Fair, which
utilized 40 volunteers and attracted over 900 attendees.

The highlights of the year included:

e | aunching the CSR Label, which provides companies with a framework to help them refine and improve their CSR
strategy, policies and practice

e | aunching the Sustainability Directory, which enlists businesses offering green products, services and solutions in the
UAE to promote themselves internationally

¢ | aunching the ‘Corporate Social Responsibility and Corporate Governance in the UAE’ report in partnership with the
Emirates Foundation

¢ Hosting an international Good Governance conference

¢ Holding the UAE’s first training course for Global Reporting guidelines

e Conducting CSR workshops throughout the year

¢ Hosting the second Dubai Dialogue conference, the largest sustainability conference in the country
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DUBAI BUSINESS WOMEN COUNCIL

The Dubai Business Women Council, an initiative of the Dubai Chamber,
promotes women in the workplace, and does so by organizing networking
events and seminars for women. The initiative is very popular and well attended.

Over the course of 2010, the Dubai Business Women Council held or organized various well attended events, including:

e Meetings to organize the Emirates Woman Award

e | ecture: “Benefit from a rapidly ageing and healthier population”

e An International Womens’ Day luncheon

e Syria visit to participate in a female empowerment conference

e Organization of Breast Cancer and Hormones Awareness Day

e An event to support womens’ entrepreneurship in Saudi Arabia

e Attended a womens’ networking event in Manama

e Organized for 30 students to meet fashion designer Diane von Furstenberg

INTERNAL CSR

For several years now Dubai Chamber has worked at enhancing its corporate
social responsibility and leading by example. Throughout the year there were
many initiatives to enhance its environmental performance, support the local
community, ensure one of the best workplaces for our staff, and support
sustainability amongst our members and suppliers.

During 2010, some of the highlights included:

e Organising 23 events, 34 training sessions and three staff surveys

e Supporting 42 community initiatives including seven global campaigns with 66 staff giving around 244 hours of
volunteering to charities and raising several thousands of dirhams for several charities

e Speaking at 18 local or international conferences about Dubai Chamber’s CSR practices

e Reducing energy and water consumption by 4% and 7% respectively in 2010, compared to 2009 in the LEED
centalised head office

2010  Annual report



BUSINESS SUPPORT DEPARTMENT

The Dubai Chamber’s Business Support Department had another busy year, striving to facilitate business in Dubai, and
to offer assistance to the private sector where necessary.

IN 2010, THE BUSINESS SUPPORT
DEPARTMENT ACTIVITES INCLUDED:

w/ 3,485

Total revenue generated

Vital 0
Evemsorgamzedtosup]oée statistics ogptf/tofm

business community event participants

365

Attendees at the events

ONE STOP INFORMATION SHOP

The Dubai Chamber’s One Stop Information Shop has had another successful year, ensuring that people looking
to have their queries answered have been satisfied. But the One Stop Information Shop is not merely reactive, it is
proactive in looking for opportunities to increase transparency and clarity.

IN 2010, IN ADDITION TO PRODUCING 95
STATISTICAL FINANCIAL TABLES FOR
DUBAI AND THE UAE, THE ONE STOP

INFORMATION SHOP ANSWERED:

12195 i 8962

statistics

8,886 2,170

Phone enquires Fax enquires

Walk in customer enquires
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MULTIMEDIA

The Dubai Chamber made every effort in 2010 to stay at the forefront of
innovation. In terms of technology, this entailed constantly looking to see where
improvements could be made.

agement system. The new website has seen many modern touches incorporated, such as Twitter

and Facebook.

In addition to the website, improvements were also made to the Dubai Chamber online television service, including
the provision of high definition videos and improved news video coverage.

The Dubai Chamber’s audio systems were also brought up to date. The capability to play music throughout the
entire building now exists.

The new Chamber website was a success. The majority of visitors were from the UAE, but 2.42% were from the UK,
2% were from the USA and 1.1% were from India.

In 2010, the Dubai Chamber overhauled the website, both with a redesign and an improved content man-

1,081,226

Page views

4159%  Vital 542,032
New visitors St at I St I C S Total number of visitors

545 mins

Average time spent on site
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GRAPHS

Arbitration cases
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GRAPHS

Number of Business Groups & Business Councils
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