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His Highness Sheikh Eng. Mohammed bin Hamad bin Al Sharqi,
Director of Fujairah e-Government Department, tells CNME Editor
Mark Forker that it's their mission to unify all their government
services into one digital hub in an effort to enhance and improve

the lives of citizens in Fujairah.

he Fujairah e-Government is on a
mission of transformation.
Last year, the government entity

signed a strategic partnership with
unified communications leader Avaya, in a bid
to revolutionise the way its citizens engaged,
interacted and consumed government
services.

The partnership with Avaya has allowed
them to really usher in a new era of
transformation and has allowed them
to create a single point of contact for all
government services.

In a candid interview with CNME, His
Highness Sheikh Eng. Mohammed bin
Hamad bin Al Sharqji, Director of Fujairah
e-Government Department outlines how the
communication platform has reimagined
employee experience and is ultimately
designed to enhance the lives of all citizens
and residents in Fujairah.

What is the mission of your organization —
and what defines everything that Fujairah
E-Government does?
The main mission of Fujairah E-Government
is to literally unify all of the government
services of Fujairah into one, single digital
hub.

That’s the main vision. By doing this, we’re
making life for Fujairah residents easier

and better, with great increases in citizen
happiness.

As a citizen, you can call a single number,
and the government has all of your details,
and can serve you extremely quickly
and easily right away — no matter which
government service you require.

It could be municipality, it could be free
zone, it could be the airport.

As Fujairah e-Government, we can see all
of the customer service KPIs across all of the
government departments that are included in
the initiative.

And with this information, we can control
and improve the standard of the service being
offered by any government department.

That’s the main thing — improving the life
of people living in Fujairah.

What makes your organization unique or
differentiated?
What makes us successful is our culture.
The vision of HH is very clear in terms
of what we want to achieve, and all of our
departments are onboard with this vision.
We are all working to unify and we are all
aligned that this initiative will improve the
lives of citizens.
There’s no need to have different
applications for all the services we offer — we
are a unified entity.
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What do your customers/residents expect government departments in person, for
of you? example.
They expect a seamless experience, a fast And we are trying to eliminate the need for
experience, and for government services to be multiple documents when taking government
easier to consume. services.

That’s what we’re working towards as we With this hub, your identity is verified
create this digital hub. through the system, and all the documents

So, we’re eliminating the need to visit required are already there. amn
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What technology challenges were you facing
as you sought to achieve your organization
goals?

One challenge was that every government
department was using its own IT stack.

They would have CRM provided by one
vendor, and communications provided by
another.

And it was all different contracts, all
operating in silos that didn’t talk to each
other.

This is a challenge when it comes to the
mission: It delivers a broken journey for the
customer, and it makes it very difficult to
target pain points and fix them properly.

Plus, it's a very legacy approach.

What brought on the need for the project
with Avaya?
For Avaya, the first thing it was the call
management. Before, each department had
their own phone system.

So, the first thing we did was to unify every

government department and centralize them
on Avaya.

The second thing was building our main
Fujairah government call center.

The third thing is the CRM. Before,
everyone was using their own CRM, and we
want all Fujairah departments to be using the
same CRM, with the same integration into the
unified contact center.

This enables us to deliver on that ambition
of identifying the customer and serving
them, no matter which service they want to
consume.

What benefits and results do you expect to
achieve in 5 years’ time?

There are different objectives, but overall,
we’re leading the digital transformation of the
Fujairah government so that we can provide
the highest standard of living in Fujairah.

We don’t want to make consuming
government services something that people
simply need to do — we want to make it a
positive experience.

We care about the experience. And we’re
doing this through a unified, secure hub —
built on a secure digital infrastructure that
serves the needs of citizens.

What is the most innovative you are doing in
the context of this project?

We also want to start implementing a
proactive approach.

As an example, say you run a restaurant in
Fujairah, and you need to renew your business
licence.

We’ll be proactive and remind the owner
that the renewal is coming, deliver that
proactive government experience.

What is the next stage of your plan?
We’re looking to go completely paperless.
We’ll look to reduce the need for physical
branches. And we’re investing to bring more
government services online through this hub.
It makes it easier to invest in Fujairah.
All of this combined makes us a sustainable
business and tourism destination.
And by extension, with this better
experience, we’re aiming to increase Fujairah
government transactions and turnover.

www.tahawultech.com


http://www.tahawultech.com

“ AlNgi gaJ
UogAa]l Gloasrll
61305 jux0 S8yl B (o 2o U reno Lwainell Al J8
Ul 14)98 Wjlo CNME jjao) o140l (08 dyigyialll doganll

Gloaall &ron angi B9 awaill 8P duill domoll
6L yrwnig il bew anlg $wl9) ja50 Job droganll

Ol HeSumg 3>ly 08 Jlasdl liSay (Hblges
dilziall Jpolsill giax cllai Lill duagSaull 55lgall
oe bl pasy pedll e dogung desun clinss el
Lex bz Ll duogSadl dosll

olbe ol 83> dahio ol 3Ly (9S543

dzyling 2oy liiSay diigriSIPl 6yuxall dogS> 9
oMol dosdy Lolsdl dpadll oY Olidie zeax
oluall lgilads Ll dgngSall ShIsYl gaa>

3 pSoudll WSy wologleall o3n plasiwbe
LnoS> 851 ST Lgoads Ll dexsdl (Soiue
g

0l Goldl 8l ¢annnd o aaneill Caxgll o 3
Byz=oll § Douduzy

Shizaio ol 84038 pSiuwie oz SVl Lo

Lol e § pols I o Liblas

3055 Loy Bl Lo § Gylel) dously o3 4355 o)

A5l 03 clo) o (9.4 Ll meezg 4disns
ol de Bsdaiag wlosil g5 e legaxr Jos

Owibloall 3> i (ww 5y3leadl 03
Joazl) delizwe wliubs J] 4 Jls cowdd

13250 Bl JSis Wl 3] lgeads il leasdl Le

SpSio oludl/sslasll azdsiy sill Lo

ke dy g dudin plasiiwl 4535 He=890 e
Olossl gaudgay Jaleill 4sSy Hls woloasdl Soiun
Aogen »iST dagSl

www.tahawultech.com

Sj320)l 58 (uiblgoll

Joxill dlsy § duslo doxiSI3l 8ruzall dogS>
oyl
43iSUYl Brmdll dogS> Cumdg i uololl plsll 3
e & 83311 LT mo dmnilriool &S1yd d8Les]
skl § 898 Sl laio Limw Ba3gall Lol
Slexsdl ga siblsall lghts te Jelos il
Olesxdl e paloa> wglwl (e Mas dposSSl
Lgiodlay Ll

JSiy Jo I Ll3T za &Sl g sl 539
clish Cmonng (Jaxil Go 833> ds> ] =
Olosadl grazd dadi s3>y Jlail A
ER S|

ossigall il Gat) CNME g dlaall s
dogSadl 8551 a0 gﬁlwwmwm
lohls (o oslel il &y shall 8rumall § dig sty
w0iSg (uabgall Jac dyyad el Wilaidl daie
& Glhall lgn wiloidl daio puouas el
xzall § Ouassally Guiblaall giox Bl pwsd

303 3l Los pSianwdal dpunsiyll dagall o Lo
Sagig Sl Branill dogS> ias Ll SolbLiull
ao0xiSIYl 8yue)l dngSad Al dagall Jinis
Sty xumall 8 dagSall Olosil gpoz a>oin
A>lg o8 3558 Heus JolS

welliy pleall Jos o danill L5, Lo 030
o Sty «Juidly Jawol srmall oS sl Sz

oblsall Bl 150 Sotume e s glis] Geani

dog4all

MAY 2023


http://www.tahawultech.com

axagi gde
Gloasll

Gle Ygiiaiog
oAim Ui
6)aliodl

8Lia raund
Usiblgoll

o0 lizgd o $axil ey sl 355l 3 plasiwbs
lball Olsizuall geax Lyl 1305 Ca plladl Jol>

laise>1s5 piiS il dloisill Slaxill b Lo
SpSiuwio Blanl Gaing eSemw LSl

oS> 8515 S plazzob culfes Slasill o 8351
Lo Lol dsloglzall lgtoghaiol

MAY 2023

|

35l g loin 48,855 e Josi bo 3o
sl Loyl

clic oo Hupizall o ddy bl odn P> Gog
Jao Sle 32 (ol SISy duogSl Sleadl 805
oS ST 38lgall oY pasdl 3 Jlial

sic 833zi0 Olsitwe J] 4l el2)] Layl Jolog
AasSal Olasadl ga Jalsill

www.tahawultech.com

y


http://www.tahawultech.com

Qo

ol Jlaidl 350 el (& JEo3 GLI 508l
)l dogSa)

JS 08 3] eedlasll lBsle 8l] ol oo I 503l
@ Lol eslasdl Glasle )] Jol> pasian sk
Brzill § ObIsYl eax 0o Joliall o Laiy
ey d33gall exlazll e 8] Jol> plasiol
2300 JLail 3550 pews JolSl

2359 4 Altazoll Wl gabs G853 (o Loy ling
Loxsdl e bl Ga% eeionss olosll i sxis
lede Joaxdl § Gosery S

3 leduing yo=bes LUl plidly slledll L Lo
Saldall dusasl Slgicl
3985 2 iale JSitn (g dalise colxal ellin
24895 (30 5SaB S il dngSan) adll Jsil
Adzall Soiun el

Lol &00Sol Olassdl e Jouanl oSy of 305 3
03055 wells ) Bbudia g9 bads alizd ] Golill zlins
ool JSI dnbu] &2 JSiin o

podis Oleaddl Le Jouosdl dyyiy igh 9
ains iy e isog 2300 Gal (S0 N> o el

Oaibloall Glalisl a5 diol duad)

Loguas s ygogisi Lo (§ lelss] 12881 ol oo Lo
Sgordiall 13 i4bi5 Bl §
LlbLss JS) audliinl dlios g 3uhiis exdl 5
& loshio 535 el Gaszad) Jliall Jecw e
lloc das) 335 ) glinds ol
ol 535 ) 5alis Blites] JSin Josio
syl 0da prding duall aaa o6 wbish
ozl plle § &bl dogSall

SpsSibs 3 Wl dl>yell L Lo
S Ui ooll e elizzodl ) pliais oo

Slgall g9x9 I dzlodl Jalss g Lol gl
00 0500l o) slattusll Juolsis drasSal
3l e Dlodel coyidl sue dogSSl Sloazl
ol

JSs 8yall @ slaiiwdl J§us &)laall oin
dgzo Bl Jmz e 395 dmaine ke
doleadly JlocW dolaiwd

Juadl plaitial ool i mo Ul drgibsg
ol dogS> ilelro blis (Soiun ®8) LOxgiws
@B aSlgcg

www.tahawultech.com

Slsle B15] Jols) ol 3530 e oSy 38 3|
3lasdl Jolsd 55T 5350 eélasll

iy bo § Josmy geaxlly daline spasll JS il
oyuc & Jelail &m 3 L,‘JI disiall "y A"
303l Glei lesic Logas Lass el S sa)

iy § @i Oblusl (ifus 008 dpnyll Liagay
webaall83b5 Jpells sols el ) Jodl

JSiiy Lzl of JSLiall J> 355 Lasic Logua>
38 g Jf B 018 @8loll Lin ol ope Mas
Azl

LI go gosduall I dx bl Olis Cius
OlS lgse alsil) 28l eal LT go @83l U] deuilly
bl s pd JSI oS el § odlasdl 3ols]
CINEV-IES

JS Jac i) 3295 08 oliled e Jol el
LT daliil oo 00 43550 lglezs dragS> 8551

|

MAY 2023


http://www.tahawultech.com



