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ﺗﺤﺮص وزارة اﻟﻤﻮارد اﻟﺒﺸﺮﻳﺔ واﻟﺘﻮﻃﻴﻦ ﻋﻠﻰ ﺗﺤﻘﻴﻖ رﺿﺎ
اﻟﻤﺘﻌﺎﻣﻠﻴﻦ ﻋﻦ ﻃﺮﻳﻖ ﺗﻘﺪﻳﻢ ﺧﺪﻣﺎت ﻣﺘﻤﻴﺰة ﻟﻬﻢ  ،وﻣﻦ ﻫﻨﺎ ﺟﺎءت
ﻓﻜﺮة إﻧﺸﺎء ﻣﺮاﻛﺰ اﻟﺨﺪﻣﺔ »ﺗﺴﻬﻴﻞ« ﻣﻦ أﺟﻞ اﺳﺘﺤﺪاث ﻗﻨﻮات ﺟﺪﻳﺪة
ﻣﻌﺘﻤﺪة ﻟﺘﻘﺪﻳﻢ اﻟﺨﺪﻣﺔ ﺑﺄﻋﻠﻰ ﻣﻌﺎﻳﻴﺮ اﻟﺠﻮدة واﻟﺘﻤﻴﺰ وذﻟﻚ ﺑﺎﻟﺸﺮاﻛﺔ ﻣﻊ اﻟﻘﻄﺎع
اﻟﺨﺎص ،وذﻟﻚ ﻟﺘﻘﺪﻳﻢ ﺧﺪﻣﺎت وزارة اﻟﻤﻮارد اﻟﺒﺸﺮﻳﺔ واﻟﺘﻮﻃﻴﻦ ﺗﺤﺖ إﺷﺮاﻓﻬﺎ ورﻗﺎﺑﺘﻬﺎ
وﻧﻴﺎﺑﺔ ﻋﻨﻬﺎ ،ﻋﻠﻰ أن ﻳﻜﻮن ﺗﻘﺪﻳﻢ ﻫﺬه اﻟﺨﺪﻣﺎت ﻓﻲ اﻟﻤﺮاﻛﺰ ﻃﺒﻘﺎ ﻟﻠﻤﻮاﺻﻔﺎت وﻣﻌﺎﻳﻴﺮ
اﻟﺨﺪﻣﺔ اﻟﺤﻜﻮﻣﻴﺔ اﻟﻤﺘﻤﻴﺰة اﻟﻤﻌﺘﻤﺪة.

اﻟﺨﺪﻣﺎت اﻟﺘﻲ ﻳﻘﺪﻣﻬﺎ اﻟﻤﺮﻛﺰ

ﺣﻮﻛﻤﺔ اﻷداء ﻟﺠﻮدة اﻟﻌﻤﻞ

ﻳﻘﻮم اﻟﻤﺮﻛﺰ ﺑﺘﻘﺪﻳﻢ ﺧﺪﻣﺎت وزارة اﻟﻤﻮارد اﻟﺒﺸﺮﻳﺔ واﻟﺘﻮﻃﻴﻦ ،إﻟﻰ ﺟﺎﻧﺐ ﻣﺠﻤﻮﻋﺔ ﻣﻦ اﻟﺨﺪﻣﺎت اﻟﻬﺎﻣﺔ ﻟﻌﺪد
ﻣﻦ اﻟﺠﻬﺎت اﻟﺤﻜﻮﻣﻴﺔ اﻻﺗﺤﺎدﻳﺔ واﻟﻤﺤﻠﻴﺔ ﺗﺘﺠﺎوز  15ﺟﻬﺔ.

ﺗﺨﻀﻊ ﺟﻤﻴﻊ ﻣﺮاﻛﺰ ﺗﺴﻬﻴﻞ إﻟﻰ اﺷﺮاف ﻣﺒﺎﺷﺮ وﻣﺴﺘﻤﺮ ﻣﻦ ﻗﺒﻞ وزارة اﻟﻤﻮارد اﻟﺒﺸﺮﻳﺔ واﻟﺘﻮﻃﻴﻦ ،ﺣﻴﺚ ﺗﺘﻢ
ﻣﺮاﻗﺒﺔ ﻋﻤﻠﻴﺎت اﻟﻤﺮاﻛﺰ وﺳﻴﺮ اﻟﻌﻤﻞ ﻓﻴﻬﺎ ﻣﻦ ﺧﻼل ﻣﺮﻛﺰ اﻟﻌﻤﻠﻴﺎت اﻟﺮﺋﻴﺴﻲ ﻟﺪى اﻟﻮزارة واﻟﺬي ﺗﺤﺮﺻﻪ ﻣﻦ
ﺧﻼﻟﻪ ﻋﻠﻰ أن ﺗﻘﺪم ﻫﺬه اﻟﻤﺮاﻛﺰ ﺧﺪﻣﺎﺗﻬﺎ ﺑﺄﻋﻠﻰ اﻟﻤﻌﺎﻳﻴﺮ ووﻓﻖ ﺟﻮدة ﺗﺤﻘﻖ اﻟﺴﻌﺎدة واﻟﺮﺿﺎ ﻟﻤﺘﻌﺎﻣﻠﻴﻬﺎ.

ﺗﻘﻴﻴﻢ ﻓﻮري ﻟﺠﻮدة اﻟﺨﺪﻣﺎت
وﺿﻌﺖ اﻟﻮزارة ﻣﻌﺎﻳﻴﺮ ﻟﻀﻤﺎن ﺟﻮدة اﻟﺨﺪﻣﺔ اﻟﻤﻘﺪﻣﺔ ،ﺗﺘﻌﻠﻖ ﺑﺴﻴﺎﺳﺔ ﺗﺸﻐﻴﻞ اﻟﻤﺮﻛﺰ ﻣﻦ ﺑﻴﻨﻬﺎ ﺗﻮﻓﻴﺮ
ﻧﻈﺎم ﻟﺘﻠﻘﻲ ﻣﻌﺎﻣﻼت وﺷﻜﺎوى اﻟﻤﺘﻌﺎﻣﻠﻴﻦ ووﺟﻮد أﻛﺜﺮ ﻣﻦ ﻣﻨﻔﺬ ﻷداء اﻟﺨﺪﻣﺔ وﺳﺪاد اﻟﺮﺳﻮم
اﻟﻤﺴﺘﺤﻘﺔ واﻻﻟﺘﺰام ﺑﺎﻷﺳﻌﺎر اﻟﻤﺤﺪدة ﻣﻦ ﻗﺒﻞ اﻟﻮزارة وﻏﻴﺮﻫﺎ ﻣﻦ اﻟﻤﻌﺎﻳﻴﺮ ذات اﻟﺼﻠﺔ ﺑﺎﻟﻤﺮﻛﺰ اﻟﺬي
ﻳﺄﺧﺬ ﺗﺼﺎﻣﻴﻢ ﻣﻮﺣﺪة ﻋﻠﻰ ﻣﺴﺘﻮى ﺟﻤﻴﻊ اﻟﻤﺮاﻛﺰ وﺑﺎﻟﺸﻜﻞ اﻟﺬي ﻳﻮﻓﺮ اﻟﺮاﺣﺔ ﻟﻠﻤﺘﻌﺎﻣﻠﻴﻦ ،ﻛﻤﺎ أﻃﻠﻘﺖ
اﻟﻮزارة وﻣﻦ ﺧﻼل "ﻧﻈﺎم ﺗﻘﻴﻴﻢ ﺟﻮدة اﻟﺨﺪﻣﺎت" ﺧﺪﻣﺔ اﻟﺘﻘﻴﻴﻢ اﻟﻔﻮري ﻟﻠﻤﺮاﻛﺰ ﻋﺒﺮ  3ﻣﺤﺎور رﺋﻴﺴﻴﺔ ﻫﻲ
وﻣﻘﺪم اﻟﺨﺪﻣﺔ ،ﺣﻴﺚ ﺗﻨﻌﻜﺲ ﻧﺘﺎﺋﺞ اﻟﺘﻘﻴﻴﻤﺎت ﻣﺒﺎﺷﺮة ﻣﻦ ﺧﻼل اﻟﺘﻄﺒﻴﻖ
اﻟﺨﺪﻣﺔ اﻟﻤﻘﺪﻣﺔ واﻟﻤﺮﻛﺰ ُ
اﻟﺬﻛﻲ ﻟﻠﻮزارة وﺗﺤﺮص اﻟﻮزارة ﻣﻦ ﺧﻼﻟﻪ ﻋﻠﻰ اﻟﺘﺤﺴﻴﻦ واﻟﺘﻄﻮﻳﺮ اﻟﻤﺴﺘﻤﺮ ﻓﻲ أداء ﻫﺬه اﻟﻤﺮاﻛﺰ.

ﻛﻮادر وﻃﻨﻴﺔ ﺣﺮﻳﺼﺔ
ﺗﻤﺜﻞ ﻣﺮاﻛﺰ ﺗﺴﻬﻴﻞ واﺟﻬﺔ ﻟﺘﻘﺪﻳﻢ ﺧﺪﻣﺎت وزارة اﻟﻤﻮارد اﻟﺒﺸﺮﻳﺔ واﻟﺘﻮﻃﻴﻦ وﻋﺪد ﻣﻦ اﻟﺠﻬﺎت اﻟﺤﻜﻮﻣﻴﺔ
اﻷﺧﺮى ،وﺗﻘﺪم ﺗﺴﻬﻴﻞ ﻫﺬه اﻟﺨﺪﻣﺎت ﻣﻦ ﺧﻼل اﺳﺘﺸﺎرﻳﻴﻦ ﺳﻌﺎدة اﻟﻤﺘﻌﺎﻣﻠﻴﻦ ﻣﻦ اﻟﻜﻮادر اﻟﺒﺸﺮﻳﺔ اﻟﻮﻃﻨﻴﺔ
اﻟﻤﺆﻫﻠﺔ اﻟﺘﻲ ﺗﺤﺮص ﻋﻠﻰ ﺗﺴﺨﻴﺮ ﻛﺎﻓﺔ اﻣﻜﺎﻧﺎﺗﻬﺎ ﻟﺨﺪﻣﺔ اﻟﻤﺘﻌﺎﻣﻠﻴﻦ وإﻋﻄﺎء ﺻﻮرة ﻣﺜﺎﻟﻴﺔ ﻣﺒﻨﻴﺔ ﻋﻠﻰ ﻗﻴﻢ
اﻟﻨﺰاﻫﺔ واﻻﺣﺘﺮام واﻟﻤﻬﻨﻴﺔ واﻟﺘﻤﻴﺰ.

اﻻﻧﺘﺸﺎر اﻟﺠﻐﺮاﻓﻲ وﺳﺎﻋﺎت اﻟﻌﻤﻞ
ﺗﺴﻬﻴﻼ ﻋﻠﻰ اﻟﻤﺘﻌﺎﻣﻠﻴﻦ وﺗﺄﻛﻴﺪاً ﻋﻠﻰ اﻟﺤﺮص ﻋﻠﻰ ﺳﺮﻋﺔ اﻹﻧﺠﺎز،
ﺗﻨﺘﺸﺮ ﻣﺮاﻛﺰ ﺗﺴﻬﻴﻞ ﻓﻲ ﻛﺎﻓﺔ إﻣﺎرات اﻟﺪوﻟﺔ وﺗﻌﻤﻞ ﻣﻦ
اﻟﺴﺒﺖ إﻟﻰ اﻟﺨﻤﻴﺲ ﻣﻦ اﻟﺴﺎﻋﺔ  8:00ﺻﺒﺎﺣﺎً ﺣﺘﻰ اﻟﺴﺎﻋﺔ
ﻣﺴﺎء.
8:00
ً

The Ministry of Human Resources and Emiratisation (MOHRE) is
keen to achieve customer satisfaction through providing them with
excellent services. Hence, the idea of creating "TAS-HEEL” service centers
in order to develop new channels that are certified to provide the services in the
highest standards of quality and excellence in partnership with the private sector in
order to provide the MOHRE's services under its supervision and control and on its
behalf. These services should be provided in the centers in accordance with
the specifications and the standards of approved
government services excellence.

AN IMMEDIATE EVALUATION OF THE QUALITY OF
SERVICES
The Ministry has set standards to ensure the quality of service provided, related to the policy of operating
the center, including the provision of a system to receive transactions and complaints of customers and
offering more than one outlet to perform the service and payment of due fees and adhere to the prices set
by the MOHRE and other standards related to the Center, which takes the same procedures across all
centers in a manner that provides convenience to the customers. In addition, MOHRE launched through
the system of evaluating the quality of services, the immediate evaluation of the centers through three
main axes which are the service provided, the center and the service provider. The results of the
evaluations are reflected directly through the smart application of the ministry, and MOHRE seeks,
through it, for constant development and improvement of these centers’ performance.

SERVICES PROVIDED BY THE CENTER
TAS-HEEL provides the services of the Ministry of Human Resources and Emiratisation, as well as a range
of important services to a number of federal and local government entities that are more than 15.

PERFORMANCE GOVERNANCE FOR THE QUALITY
OF WORK
All TAS-HEEL centers are subject to direct and continuous supervision by the MOHRE.
The work and operations of the centers are monitored by the main operations
center of the Ministry, which ensures that these centers provide services with
the highest standards in accordance with the quality that achieve their
customer’s satisfaction and happiness.

NATIONAL CADRES
TAS-HEEL centers are an interface to provide the services of the MOHRE and a number of other
government entities. TAS-HEEL centers provide these services by customer happiness advisors from
national qualified manpower, which is keen to harness all its potential to serve customers and give an ideal
image based on the values of integrity, respect, professionalism and excellence.

GEOGRAPHICAL SPREAD AND WORKING HOURS
For the convenience of the customers and ensure speeding up completion of transactions,
the centers are spread throughout the UAE and operates from Saturday to Thursday
from 8:00 am to 8:00 pm.

