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DISCLAIMER:
The information has been prepared solely for informational purposes, and is not an offer to buy or sell or a
solicitation of an offer to buy or sell any security, product, service or investment, it does not constitute investment
advice and independent advice should be sought where appropriate. The information provided or in any
communication is not intended for distribution to, or use by, any person or entity in any jurisdiction or country
where such distribution or use would be contrary to law or regulation or which would subject Dubai Financial
Market or its affiliates to any registration requirement within such jurisdiction or country. While reasonable care has
been taken in producing this information, changes in circumstances may occur at any time and may impact on the
accuracy of the information. The information does not constitute professional advice or provision of any
kind of services and should not be relied upon as such. Neither Dubai Financial Market (“DFM”) nor Nasdaq
Dubai Limited (“Nasdaq Dubai”) and/or their affiliates, officers or employees, give any warranty or representation
as to the accuracy, reliability, timeliness or completeness of the information now or in the future. Neither of DFM or
Nasdaq Dubai shall be liable for any loss suffered, directly or indirectly by any person acting in reliance upon the
information contained herein. No part of the information provided is to be construed as a solicitation to make any
financial investment. Information, including forecast financial information and examples should not be considered as
a recommendation in relation to holding, purchasing or selling securities or other instruments. The information does
not take into account any investor’s individual investment objectives, financial position and particular investment
needs. As such, before making any decision, investors should conduct their own due diligence and consult their
financial advisors. The performance of trading securities or instruments is not guaranteed and past performance
is not an indication of future performance. Unless otherwise stated, DFM and Nasdaq Dubai own copyright in
the information contained herein. The information may not otherwise be reproduced and must not be distributed
or transmitted to any other person or used in any way without the express approval of DFM and Nasdaq Dubai.
DFM and Nasdaq will not be responsible for any loss or damage that could result from interception by third
parties of any information made available to you.
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A

INTRODUCTION

Within a short period, the Dubai Financial Market (DFM) has fast
developed into a leading financial market across the region. Its
ongoing efforts and strategic initiatives have further reinforced
Dubai as a centre of excellence in this part of the world and
enhanced its leading position as a powerful capital market hub
which embraces international best practices to meet the evolving
needs of its investors locally and internationally. In cooperation with
the Dubai Economy, the DFM aims to support the Dubai 2021 vision
to become “A Pivotal Hub in the Global Economy”.
In our efforts to strive for excellence and to
continuously work closely with our market
participants to promote greater ‘’transparency’’
and ‘’efficiency’’, DFM launched the Brokers
Excellence Rating in February 2018. This
unique initiative underlines DFM’s efforts to further
enhance its investor services and strengthen the
leading position of Dubai and the UAE as a centre
of excellence in the region and globally. The
Rating creates an ongoing mechanism enabling
brokerage firms to identify strengths and gaps
based on the evaluation conducted by experts

OUR STRATEGIC PARTNERS:
Dubai Economy
Dubai Service Excellence Scheme
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and evaluators, as well as the results of customer
satisfaction surveys and Mystery Shoppers.
The DFM Brokers Excellence Rating model
provides brokers with the necessary information
to assess their interaction with investors over a
period of a year in order to enhance and develop
greater customer satisfaction. The model
assesses the entire customer journey, from the
brokers touch points across various customer
interactions, and the surrounding environment of
the customer experience provided by brokers.
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MODEL CONCEPT AND OBJECTIVES

The DFM Brokers Excellence Rating model provides guidelines for brokerage firms in order to demonstrate the best-inclass services for their stakeholders, to achieve good governance and to translate the excellence criteria emphasized by
H.H. Sheikh Mohammed bin Rashid Al Maktoum, Vice-President and Prime Minister of the UAE and Ruler of Dubai, into
well-defined actions that will help continuously enhance stakeholders’ satisfaction.
The concept of the model aims to support achieving the following
objectives for the Dubai Economy, Dubai Financial Market (DFM)
and brokers collectively:
KEY OBJECTIVES OF THE MODEL FOR THE DUBAI ECONOMY
AND DFM:
•	Strengthen the diversification of the economy and enhance its
sustainability efforts
•	Increase standards of excellence in business practices
•	Attract more investors who are seeking competitive markets
and investment opportunities
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KEY OBJECTIVES OF THE MODEL FOR BROKERS:
•	Provide guidelines and ensure ethical conduct across
organizations
• Increase quality and productivity
•	Enhance competitiveness and increase the benefits to all
stakeholders
• Increase knowledge of DFM products and services
•	Receive continuous feedback reports from accredited
assessors indicating key areas of strengths and improvements
to support the development of effective improvement plans

RATING CRITERIA

The DFM Brokers Excellence Rating enables brokerage firms to
be assessed across various channels, in order to identify strengths
and gaps based on third-party evaluation to support brokers
delivering high quality services through their Call Centres,
face-to-face customer interactions or their websites.
The Brokers Rating Excellence Model shown in Figure 1 below
includes the assessment criteria and percentage scores. The
model consists of two key areas; firstly, the “Customer Experience”
that represents 70% of the total assessment, and secondly,
“Achievement of DFM Vision,” representing the remaining 30% of
the score. The feedback and insights addressed in the model are
from Mystery Shopper reports and from independent assessments
of broker websites, Call Centres and face-to-face customer
experiences. Achieving DFM’s vision includes evaluation of service
efficiency, multi-channel access, governance, and innovation.

Figure 1: DFM Brokers Excellence Rating Model
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THE MODEL SUB-CRITERIA
Each criteria of the DFM Brokers Excellence Rating has a number of model sub-criterion, which include key guidance points that can be
referred to by brokerage firms.
Customer Experience Insights (70%)

Achievement of DFM Vision (30%)

Figure 2

1. CUSTOMER EXPERIENCE INSIGHTS (70%)
Customer satisfaction and happiness is a significant measure of
the DFM Brokers Excellence Rating which has been developed in
line with Dubai’s happiness efforts. As such the following subcriteria areas are assessed:
I. Website (25%)
Website Assessment: Broker’s websites are assessed by a third
party to evaluate conformity to international best practices on
website standards and the satisfaction of all stakeholders.
II. Face-to-Face (25%)
Assessment is carried out by visiting the broker’s offices and
evaluating the below:
• Outlet Appearance
• Comfort, Health and Safety
• Policy and Criteria
• Employees
• Service Delivery
• Cashier Observations
• “People of Determination”-Friendly
• Overall Assessment
III. Call Centre (20%)
Assessment is carried out by calling the broker and evaluating
adherence to receiving call standards, including:
• Telephone Enquiry IVR
• First staff member who received the call
• Second staff member who received the transferred call
• Mystery Shoppers’ Overall Assessment
2. ACHIEVEMENT OF DFM VISION (30%)
The following sub-criteria areas support the efforts of DFM and its
stakeholders to provide “A World-Class Regional Marketplace”:

•	Service Efficiency (9%)
Broker services should be performed at a desired level,
to achieve cost efficiency.
•	
Error-free transactions and violations - zero errors in
transactions and no violations:
		 • If zero violation, the brokerage firm achieves 9%
		 •	If one violation, then 2% will be deducted, and 3% will be
deducted if two violations, and 4% will be deducted if the
brokerage firm has three violations
		 •	
Above three violations, the brokerage firm is given zero for
this sub-criteria
•	Multi-Channel Access (7%)
Brokers offering services in the customers preferred channel
such as in person, website, phone, or mobile, and encouraging
brokers to move from traditional channels to digital channels, in
addition to broadening their services.
•	
Multi-Channel availability: the variety of channels provided by
brokers (including: mobile, website, and walk-in)
•	
Licensed Services: Services licensed by the DFM or the
UAE Securities and Commodities Authority (SCA) to
brokerage firms
•	Governance (7%)
Establish good governance in order to engage all stakeholders
and increase their knowledge:
•	
Service Awareness Attendance: attendance of all sessions/
workshops provided by DFM
•	
Complaints Handling: Management of complaints submitted
to brokers by DFM
•	
Information and Data Availability: Access to all services
and data information, (refer to the DFM Services Catalogue
at www.dfm.ae).
•	Innovation (7%)
•	
Suggestions and Initiatives: Feasible suggestions submitted
by brokers to DFM

3

BROKER’S EXCELLENCE RATING

D

ASSESSMENT AND RATING CYCLE
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The DFM Brokers Excellence Rating scheme is mandatory
for all DFM-licensed brokers to participate. The assessment
of DFM-licensed brokers is based on the following:
1.	All DFM-licensed brokers are assessed quarterly and
Customer Experience Insights are also carried out quarterly by
a third-party.
2.	Broker Assessment reports and all Mystery Shopper reports
are shared with the brokers on a quarterly-basis. Noting semiannual reports will be shared with brokerage firms also.
3.	Brokers will be awarded an annual ‘Star Rating,’ which is
calculated based upon the average of the previous four
quarters results.
4.	DFM will announce the results of the Brokers
‘Star Ratings’ annually
5.	The results will enable Brokers to continually enhance and
improve their services.

Figure 3

E

STAR RATING

THE SCORES FROM THE MODEL CRITERIA
WILL BE TOTALED AS FOLLOWS:

Customer Experience* + DFM Vision Achievemen

The Star Ratings are assessed on a scale range of one star
(21-35%) to five stars (91-100%), for the highest score,
as shown below:

21%-35%

= Total Score Percentage
36%-60%
(score out of 70%) + (score out of 30%)
61%-80%
= (Total score out of 100%)
81%-90%
*Customer Experience = 70% calculated from the Mystery Shopper
results across the year + ∑ (Service Efficiency + Multi-Channel Access
+ Governance + Innovation)

91%-100%
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T: +971 4 305 5555
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