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Statistics Centre – Abu Dhabi (SCAD) is the official source of statistical 
data in the Emirate of Abu Dhabi and is the authority concerned with 
production, analysis, and publication of all official statistics related to 
the Emirate.

SCAD seeks to provide you with the most accurate statistical data 
for your needs. It is our belief that statistics push forward the overall 
development in the Emirate. Statistics are vital in the formulation of 
plans, programs, and policies based on facts, thereby benefitting the 
decision making of individuals and government bodies. The Centre 
provides statistical data and indicators in various economic, social, 
demographic, agricultural, and environmental fields. 

W e are pleased to provide other miscellaneous services, such as, 
t raining courses, consulting, and more. SCAD will endeavor to 
make every possible effort to meet your needs to the fullest, and in 
accordance with the best customer service standards and satisfy all 
your needs in the easiest and fastest ways.

In order for us to be able to deliver quality services, we would be glad 
to hear your opinions and comments about our services. 

Allah is the grantor of success.

Foreword by the Director General 

Butti Ahmed Mohamed Bin Butti Al Qubaisi, 
Director General 

Cutomer
Service Guide
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The Statistics Centre − Abu Dhabi (SCAD was 
e stablished on 28 April 2008, in accordance 
with Law No. 7 of 2008, under a decree by His 
Highness Sheikh Khalifa bin Zayed Al Nahyan, 
P resident of the UAE, (may Allah protect 
h im). SCAD is entrusted with the mission of 
d eveloping and organizing statistical work 
i n the Emirate of Abu Dhabi and producing, 
a nalyzing, and publishing all official statistics 
r elated to the Emirate of Abu Dhabi.
 
T he Centre is in charge of coordinating the 
p rocess of integration and harmonization 
o f the statistics produced by other local 
d epartments and entities and coordinates its 
w ork with such entities regarding statistical 
c oncepts and definitions. Being the main 
o fficial body concerned with collection of 
s tatistical data in the Emirate of Abu Dhabi, 
t he Statistics Centre assumes the functions 
o f preparing the plans of statistical work 
programs to serve the development programs 
and conducts local statistical surveys, without 
prejudice to the interest of national statistical 
w ork countrywide. SCAD also collects, 
classifies, keeps, analyses, and publishes official 
s tatistics and the results of surveys related to 
p opulation, social, demographic, economic, 
e nvironmental, agricultural, and cultural 
a reas and the like, according to important 
i nternational standards and fundamental 
p rinciples related to professional autonomy, 
i mpartiality, objectivity, trust, and statistical 
confidentiality, in addition to appropriateness 
and control of the cost and quality of statistics.

Leadership and Innovation in Statistics

Working with our partners to provide, credible, innovative and high-quality 
s tatistics and services, to support decision-makers and other interested 
u sers, and contribute to the achievement of the goals of sustainable 
d evelopment in the Emirate of Abu Dhabi, in accordance with the best 
i nternational standards and practices. 

Independence: Maintain independence in the selection of methodologies, 
definitions and data sources, and in the timely release of statistics.

T ransparency: Apply transparent and wi dely accepted dissemination 
p rocedures, and adopting unbiased meth odologies.

Reliability: Strive for accuracy and consistency in the collection, processing, 
storage and dissemination of official statistics.

User Focus: Meet the needs of users with relevant data, enable easy access 
to information, and release timely official statistics.

Confidentially: Guarantee the privacy of individual information.

The Centre in Brief Our Vision

Our Mission

Our Values
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Core Business Areas SCAD’s Outcomes

Development of 
statistical plans 
and calendars
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Sound government 
policies & decisions based 

on relevant statistics

   Production of 
official statistics

Execution of field 
work activities

Development 
of Abu Dhabi 

Statistical System

Raising Statistical 
awareness

Promote external 
cooperation

D evelop statistical plans and programs to support the 
d evelopment of the Emirate of Abu Dhabi and announce 
i n advance the annual calendar of statistical releases and 
p ublications to help in policy planning and key decision 
m aking

The needs of SCAD’s customer groups are met through the definition of strategic outcomes, 
aimed at delivering value to them

Collect, classify, store, analyze and disseminate a wide range 
o f social, demographic, economic, environmental and 
agricultural statistical data, also known as official statistics, by 
developing and using state-of-the-art means and following 
e stablished procedures

Conduct field work statistical activities at the Emirate level 
s uch as surveys, censuses and opinion polls, including 
surveys that may be requested by other government entities

Lay the foundations and rules that regulate statistical work 
in Abu Dhabi and collaborate with the various government 
entities in the preparation and dissemination of statistics in 
order to develop their own administrative records

R aise awareness about the role and importance of 
t he statistical data and information in setting policies, 
d evelopment programs and decision making

Participate in statistics-related international cooperation and 
expertise exchange, and host local, regional and international 
c onferences, symposia and workshops related to statistical 
issues

2 31

Government & 
Semi-Government Private Sector Public

Informed investment 
decisions by the private 

sector

A well informed public 
with statistical knowledge 

& awareness

• Becoming the 
trusted partner for 
providing timely & 
relevant statistical 
products that 
support decision 
and policy makers

• Support the 
achievement of Abu 
Dhabi’s Vision 2030

• 3 strategic outcomes are derived based on what SCAD aims to deliver to each of 
its customer groups

• These outcomes address the high level strategic impact that SCAD aims to create, 
based on it’s mandate and strategic direction

• The outcomes are specific and measurable, allowing them to be easily translated 
into strategic objectives

• Promoting the 
growth of Abu 
Dhabi’s economy, 
through the 
availability of 
reliable and relevant 
statistics that gives 
investors confidence 
and enable them 
to take informed 
investments 
decisions.

• Ensuring ease of 
access for general 
public and delivery 
of high quality 
services

• Engaging the 
public and statistic 
community in 
knowledge sharing 
and awareness 
campaigns

• Make statistics part 
of day to day life

Rationale:
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We, at SCAD, are committed to providing you and all data-users with our 
s tatistical data, indicators, and publications free of charge in accordance 
w ith the internationally accepted standards of statistical publication and 
p ursuant to the principles of transparency, and equal opportunities. 

You have the right to obtain the statistics you need from us at any time 
and by any means of service provision. It is our duty to provide you with 
t he data with honesty, professionalism, and high skill according to the 
highest quality and reliability standards and as quickly as possible and using 
your best preferred means, while observing the approved statistical data 
p ublication policy and extent of confidentiality. 

You have the right to contact us and address any issue using your preferred 
m eans of communication. It will be our duty to reply to you and give 
attention to your request and excel in dealing with you in all official working 
hours, and in all cases we give you the chance to communicate with the 
senior management and all the managers of the Centre.

Surveys

Statistical 
Consultation

Opinion 
Polls

SCAD Strategy Map 2016-2020

1
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The Centre aims to:
• Develop and organize a statistical system in the Emirate. 
• P rovide relevant and reliable official statistics serving decision  makers, the business 

c ommunity and the public. 

Our Mission
(why we exist?)

Beneficiaries
(the recipients of 

our services)

Enablers
(the necessary 

capabilities)

Internal 
processes
(where we 

should focus our 
improvement 

efforts)

Sound government policies & decisions based on relevant statistics

Human capital 
alignment

Smart SCAD
Strategic 
alignment & 
excellence

Abu Dhabi Government 
& Semi-Government

Data collection Data construction Dissemination

Private Public

Raise SCAD’s profile

Sound end-to-end methodologies

Sustained stakeholder relationships

Integrate admin 
sources

Value added 
products

Innovative 
services

Flexible survey 
management

Informed investment decisions by the private sector

A well informed public with statistical knowledge & awareness

4

9
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Customer Service Charter

Our Statistics Provide Sustainable Solutions and Development for…
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1. Customer Centricity
I  treat every customer as I wish to be treated, with integrity, respect 
a nd fairness, and foster strong relationships by providing exceptional 
c ustomer experience.

Customer Service Values

What You Should Expect From Us

4. Continuous Improvement 
I  continuously encourage, support and seek opportunities to innovate 
and enhance the customer experience.

2. Accountability & Empowerment 
I understand my role in representing the Entity and delighting customers, 
a nd I am empowered to proactively and immediately own and fulfill 
their needs.

3. Collaboration & Teamwork 
I  continuously search for opportunities to support my co-workers, and 
create a work environment of teamwork and collaboration so that the 
needs of our customers and each other are met.

1. Courteous

• We will treat you politely and with respect. 

• A ny problems you face will be addressed by Customer Service 
e mployees at a personal level 

2. Knowledgeable 

• Y ou will be dealt with by employees who are knowledgeable and 
c apable of answering all of your queries. 

3. Responsive 

• We will attend to you in a timely manner and deal with you in sequence 
according to your arrival time 

• We will inform you of the requirements of the service requested and 
the possible delivery time.

• We will give our customers the opportunity to provide feedback on 
the service received and respond to all queries in a timely manner and 
without delay.

4. Reliable

• We will strive to provide timely, efficient, and consistent delivery of a 
range of quality services in a transparent manner 

• We will work on achieving your expectations in the service you require 

5. Accessible 

• We will seek to make our services accessible to our customers at times 
that are convenient, and via channels that are suitable to as much as 
possible. 

• W e will seek to decrease the number of interactions required with 
C ustomer Service employees in in order to complete your service 
r equest. 

6. Quality

We will work to provide excellent services with high quality services.
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• Treat our staff with courtesy, respect and dignity. 

• Complete all paperwork and required documentation in advance. 

• Inform us promptly if any mistakes were made on our behalf or from 
your side. 

• Inform us when your personal information or circumstances related to a 
particular service changes. 

• Promptly reply to queries from our Customer Service team in order for 
them to provide you with the best possible service. 

What We Request From You SCAD Client Classification

Government & 
Semi-Government Private Sector Public

• Researchers, 
academics, and 
students

• Journalists 
and media 
professionals

• All those interested 
in the statistical 
data of the Emirate 
of Abu Dhabi

• Decision makers 
and planners in the 
private sector

• Investors and 
businessmen

• Decision makers 
and planners in the 
government sector
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SCAD Services

1. Statistical Data Request

Step 1: Register and create an account 

Step 2: Conducting a search for the required statistical data   

Step 3: if not available fill a data request form  

Step 4: Receipt of the reqested data 

Service Type 
Procedural Service

Service Code 
HCS-SRV-001

Economy Agriculture  & 
Environment

Labour 
Force

Indusrty Population & 
Demography

Social 
Statistics

ServiceSurveys

Statistical Training

Opinion Polls

Statistical Consultation

Statistical Data Request

Description 
Submission of a request for accurate, reliable  statistical data and indicators 
on the Emirate of Abu Dhabi covering the following topics: 

• Economy

• Industry and Business

• Population and Demography

• Social Statistics

• Labour Force

• Agriculture and environment 

• Social Statistics

• Labour Force

• Agriculture and environment 

Service Level Agreement 
Required data is to be provided within 3 working days (on condition that 
all requirements and procedures are completed within the allocated time)

Delivery Channels 
Mail and Official Correspondence: Reply officially by mail/ Customer 
Service Telephone Line for: providing the requested data on the phone 
during response to the request (if available) / Serving the Customer 
Personally: Providing the data customers who arrive in person, depending 
on availability/ Other channels: email 

Customer Experience 
 I would like to receive statistical data on the Emirate of Abu Dhabi  
I searched for the required statistical data  
I have inquired about the services of SCAD and the request procedure  
I was informed about the steps to follow in filling out the request form  
I submitted the request through the channel I prefer. 
I received an email informing me of my request ID, status and the 
expected date of receipt of the requested data.  
I was provided with the requested data through the service channel of my 
preference. 
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2. Statistical Consultancy

Step 1: Register and create an account  

Step 2: Submission of request  

Step 3: Receipt of consultation

Service Type 
Procedural Service

Service Code 
HCS-SRV-002

Servies Owner 
Mathadology  Manger 

Description 
This service allows customers to request technical consultation related to 
the following: Preparation and review of statistical methodologies, design 
and review of statistical questionnaires, design, withdrawal and review 
of statistical samples, in addition to reviewing and editing of statistical 
reports in all areas

Service Scope 
Technical Consultation Service

Service Delivery Hours  
24 hours / 7 days through the website or smartphone application

Request Channels 
“1. e-questionnaire on the SCAD’s website  
2. Mobile app “

Service Fee 
None

Delivery Time 
Three working days depending on the nature of the consultation and 
agreement between the two sides

Service Delivery Hours 
24 hours / 7 days through the website or smartphone application

I was encouraged to provide feedback on my service request experience  
I provided feedback about my service request experience with SCAD 

Targeted Segment 
Abu Dhabi local Government entities.

Fee 
Not applicable

Service Scope 
Provision of official statistics on the indicators approved for the Emirate of 
Abu Dhabi.

Service Delivery Hours 
 24 hours / 7 days through the website or smartphone application

Request Channel 
1. e-questionnaire on the SCAD’s website  
2. Mobile app

Delivery Time 
 The required data is provided within 3 working days (provided that all 
requirements and  procedures are completed on time)

Service Policy 
1. If the data is not obtained correctly, the customer will be contacted.  
2. The receiving entities may make use of the available data and exchange 
it with other parties, noting that  confidential data that is marked as data 
for internal use only under “studies and research” may not be exchanged or 
published.

Documents Required 
If data is available for publication: No documents required / In case the 
data is non-publishable: An official letter must be sent from the requesting 
entity indicating the reason requiring acquisition for such data.
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3. Opinion Poll Request

Step 1: Register and create an account  

Step 2: Submission of request  

Step 3: Receipt of SLA setting the project budget and duration 

Step 4: Signing and returning of the service agreement by the 
requester 

Service Type 
Procedural Service

Service Code 
CRM-SRV-003

Servies owner 
project mangment manger 

Targeted Segment 
Abu Dhabi local Government entities.

Service Description 
This service allows customers to request an opinion poll on any statictical 
topic through the implementation of the field work and the preceding 
stages of preparation of methodologies, samples and questionnaires. 
Through this service, the proposed cost and duration of the poll are 
reduced

Service Scope 
Estimated cost and duration of implementation (Project outputs: opinion 
poll data)

Request Channels* 
“1. e-questionnaire on the SCAD’s website  
2. Mobile app “

Service Policy  
“1. If the data is not obtained correctly, the customer will be contacted  
2. Requests that cannot be processed due to missing or delayed 
information will be canceled within 30 days from the request date. 
3. Any governmental entity may, in coordination with SCAD, conduct 
surveys to collect specific data that is directly related to its field of work 
and is not available with the Centre. It is prohibited to publish such data 
without SCAD’s prior approval. 
4. Any governmental entity may collect data on behalf of another entity, 
on condition that prior permission is obtained from SCAD.” 

Required Documents  
“Copy of The methodologies to be reviewed  
Copy of Previous methodologies (if available) for the purpose of preparing 
new methodologies.  
Copy of The statistical report to be reviewed  
Copy of The statistical questionnaire to be reviewed.  
Copy of Previous sample designs (if available)  
Copy of Sampling frame (if available)”

Customer Experience 
“I would like to receive statistical data on the Emirate of Abu Dhabi  
I searched for the required statistical data  
I have inquired about the services of SCAD and the request procedure  
I was informed about the steps to follow in filling out the request form  
I submitted the request through the channel I prefer 
I received an email informing me of my request ID, status and the 
expected date of receipt of the requested data.  
I was provided with the requested data through the service channel of my 
preference.  
I was encouraged to provide feedback on my service request experience  
I provided feedback about my service request experience with SCAD“ 
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8. I received an email containing a preliminary study of the request and the 
budget estimates of the project, to be signed and returned 
9. I was encouraged to provide feedback on my service request experience 
10. I provided feedback about my service request experience with 
SCAD“ 

4. Statistical Survey Request

Step 1: Register and create an account  

Step 2: Submission of request  

Step 3: Receipt of SLA setting the project budget and duration

Step 4: Signing and returning of the service agreement by the 
requester 

Service Type 
Procedural Service

Service Code 
CRM-SRV-004

Servies owner 
Project mangment manger 

Targeted Segment 
Abu Dhabi local Government entities.

Service type 
This service allows customers to request a statistical survey any statistical 
topic through the implementation of the field work and the preceding 
stages of preparation of methodologies, samples and questionnaires. 
Through this service, the proposed cost and duration of the poll are 
reduced

Service Scope 
Estimated cost and duration of implementation (Project outputs: opinion 
poll data)

Delivery Time 
An implementation agreement, setting out the cost and duration is 
available online upon submission of the request. (The results of the survey 
data will be delivered according to the period agreed upon between the 
parties)

Service Policy  
“1. If the data is not provided correctly, the customer will be contacted by  
email 
2. Requests that cannot be processed due to missing or delayed 
information will be canceled within 30 days from the request date. 
3. Any governmental entity may, in coordination with SCAD, conduct 
surveys or opinion polls to collect specific data that is directly related to its 
field of work and is not available with the Centre. It is prohibited to publish 
such data without SCAD’s prior approval.”

Required Documents  
“Copy of Previous methodologies (if available) for the purpose of preparing 
new methodologies.  
Copy of The statistical questionnaire (if available) for review 
Copy of Previous sample designs (if available)  
Copy of Sampling frame (if available)” 

Services  journey 
“1. I would like to submit a request for an opinion poll in the Emirate of 
Abu Dhabi  
2. I have inquired about the services of SCAD and the request procedure  
3. I was informed about the steps to follow in filling out the request form  
4. I submitted the request along with the survey objectives through the 
channel I prefer 
5.  I received an giving the request reference number (ID), along with the 
estimated budget and duration of the project, detailed in a service level 
agreement 
6. I signed the SLA and submitted it through the dedicated link 
7. I received a confirmation message informing me that the signed SLA 
had been received
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Services journey  
“1. I would like to submit a request for a statistical survey in the Emirate of 
Abu Dhabi  
2. I have inquired about the services of SCAD and the request procedure  
3. I was informed about the steps to follow in filling out the request form  
4. I submitted the request along with the survey objectives through the 
channel I prefer 
5.  I received an giving the request reference number (ID), along with the 
estimated budget and duration of the project, detailed in a service level 
agreement 
6. I signed the SLA and submitted it through the dedicated link 
7. I received a confirmation message informing me that the signed SLA 
had been received 
8. I received an email containing a preliminary study of the request and the 
budget estimates of the project, to be signed and returned 
9. I was encouraged to provide feedback on my service request experience  
10. I provided feedback about my service request experience with 
SCAD“ 

5. Statistical Training

Step 1: Register and create an account  

Step 2: Submission of request  

Step 3: Receipt of approval for attending the training course 

Service Type 
Procedural Service

Service Code 
HCS-SRV-005

Servies owner 
 Training manger 

Service Description 
“apply for specialized training courses in the statistical field, which  build 
national capacities and competencies“

Service Delivery Hours 
24 hours / 7 days through the website or smartphone application

Request Channels* 
“1. e-questionnaire on the SCAD’s website  
2. Mobile app “

Service Fee 
Paid service

Delivery Time 
An implementation agreement, setting out the cost and duration is 
available online upon submission of the request. (The results of the survey 
data will be delivered according to the period agreed upon between the 
parties) 

Service Policy  
“1. If the data is not provided correctly, the customer will be contacted by  
email 
2. Requests that cannot be processed due to missing or delayed 
information will be canceled within 30 days from the request date. 
3. Any governmental entity may, in coordination with SCAD, conduct 
surveys or opinion polls to collect specific data that is directly related to its 
field of work and is not available with the Centre. It is prohibited to publish 
such data without SCAD’s prior approval.” 

Required Documents  
“Copy of Previous methodologies (if available) for the purpose of preparing 
new methodologies.  
Copy of The statistical questionnaire (if available) for review 
Copy of Previous sample designs (if available)  
Copy of Sampling frame (if available)”



Custom
er Service G

uide

2524

Service Scope 
Obtainment of approval for attending training courses

Service Delivery Hours 
24 hours / 7 days through the website or smartphone application

Request Channels* 
“1. e-questionnaire on  SCAD’s website  
2. Mobile app “

Service Fee  
None

Delivery Time 
Three working days, provided that the prescribed procedure is followed 
and documents required are provided in a timely manner

Service Policy  
“1. If the data is not obtained correctly, the customer will be contacted.  
2. The receiving entities may make use of the available data and exchange 
it with other parties, noting that  confidential data that is marked as data 
for internal use only under “studies and research” may not be exchanged or 
published.” 

Required Documents   
Registration form - Copy of UAE ID and CV in the case of community 
service courses 

Services journey   
“Steps of the customers journey 

1. I would like to apply for specialized training  
2. I have inquired about the services of SCAD and the request procedure  
3. I was informed about the steps to follow in filling out the request form  
4. I submitted the request along with the survey objectives through the 
channel I prefer 
5. I received an email prompting me to confirm my nomination  for the 
training 
5. I provided feedback about my experience with SCAD“

Website: www.scad.ae
The SCAD website provides a wide range of statistical publications and 
data tables that serve policy makers in pursuit of developmental progress. 
The website also includes a range of e-services that provide statistics and 
services for all customers of various levels.

email: info@scad.ae
The email service provides users with the ability to communicate with 
SCAD to request data related to the Emirate of Abu Dhabi. The customer is 
informed of the status of their  application within not more than 3 working 
days.

Customer Service Telephone: 02 810 0000
The telephone service, for Centre customers, can be used for general 
enquiries or customers wishing to obtain data. 

SMS: http://www.scad.ae/en/pages/servicesSubscribe.aspx
The SMS service informs SCAD customers of the availability of new releases 
and events. Please register for notifications from the SCAD website. This 
service is available to the general public.

Interactive Tools: http://www.scad.ae/en/pages/datavisualizations.aspx
SCAD’s Interactive Tools are easy-to-use outputs that present statistical 
data in new and interesting ways. The tools require no analytical skills and 
provide an easy interpretation of statistical results. 
Many of the tools allow for customization and new presentation of data. 
SCAD hopes that you will find the tools informative and supportive in in 
making smart decisions and increasing your statistical awareness.

Mail and Official Correspondence: P.O. Box 6036, Abu Dhabi, UAE
Mail correspondence is one of the channels of communication between 
the Centre and government and private bodies.

Appearing in Person at SCAD: Al Maqutta area (to east of Shangri la)
Customers of the Centre may visit our headquarters in Abu Dhabi to submit 
enquiries.

Government Call Center:  800 555
SCAD clients may contact the call center of the Government of Abu Dhabi 
to submit their requests.

SCAD Service Channels
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Abu Dhabi. United Arab Emirates - P.O.Box 6036
Tel: +971 2 8100000 - Fax: +971 2 8100800 


