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SOCIAL PROTECTION FUND

Integrated Management System Policy of the Social Protection Fund

IS0 9001: Quality Management System (QMS) — 1SO 10002: Complaints Management System
—1S0 18295: Contact Center Management System

The Executive Management of the Social Protection Fund is committed to supporting and en-
hancing an integrated institutional framework that contributes to achieving social protection
objectives, ensuring dignified livelihoods, and strengthening integration between the Fund
and society. Recognizing that the Fund operates within a dynamic institutional environment
influenced by legal, technological, economic, and social developments, and in response to the
needs and expectations of interested parties, the Executive Management adopts an Integrated
Management System based on quality, customer experience, and continual improvement in
accordance with relevant international standards. This approach aims to enhance institution-
al efficiency, increase customer satisfaction, and ensure compliance with applicable legal and
regulatory requirements.

This policy serves as a declaration of the Executive Management's commitment to imple-
menting, developing, and continually improving the Integrated Management Systems in ac-
cordance with the following pillars:

First: Quality Management System Statement (ISO 9001)
The Executive Management is committed to:

e Complying with applicable legal and regulatory requirements in the Sultanate of Oman and
striving to achieve customer satisfaction among individuals and employers.

Considering the needs and expectations of interested parties and strengthening partner-
ships and integration with them.

Designing and implementing integrated institutional processes aligned with national strat-
egies and the strategic and operational plans of the Social Protection Fund.

Adopting continual improvement as a methodology for enhancing institutional perfor-
mance, services, and operational efficiency.

Second: Complaints Management System Statement (ISO 10002)

The Executive Management of the Social Protection Fund believes that service quality cannot
be achieved without beneficiary satisfaction and that customer experience is founded on the
effective management of feedback in all its forms. This commitment aligns with national di-
rections through an integrated system for managing complaints and feedback via approved
channels and relevant national platforms, ensuring fairness, transparency, and continual ser-
vice improvement.

Accordingly, the Executive Management is committed to:

« Providing accessible, clear, and effective channels for receiving complaints, inquiries, and
reports.

Adhering to the principles of complaints management, including accessibility, responsive-
ness, objectivity, fairness, impartiality, confidentiality, transparency, and efficiency.

Complying with legal, regulatory, and financial requirements related to complaints man-
agement and ensuring integration with approved national platforms.

Handling complaints efficiently based on accurate information and competent personnel
possessing legal, operational, and behavioral expertise.

Understanding customer needs and addressing their feedback in @ manner that enhances
satisfaction and improves customer experience.

Utilizing complaints and feedback outcomes to support the continual improvement of ser-
vices and institutional processes.

Third: Contact Center Management System Statement (IS0 18295)

The Executive Management of the Social Protection Fund recognizes that the Contact Center
is a key pillar in enhancing customer experience and increasing customer satisfaction. Ac-
cordingly, it is committed to:

» Delivering consistent and effective communication services through the Contact Center.
* Ensuring ease of access, prompt response, and high-quality interaction with customers.

* Providing accurate, reliable, and up-to-date information to ensure clarity of procedures and
services.

Communicating with customers respectfully, professionally, and impartially in accordance
with institutional conduct standards.

Explaining procedures, rights, and obligations with transparency.

Protecting the confidentiality and privacy of customer data in accordance with approved
regulations and controls.

Ensuring a consistent customer experience across all service delivery channels.

Implementing and monitoring Service Level Agreements (SLAs) and measuring the associ-
ated performance indicators.

Enhancing the competencies and professional capabilities of Contact Center employees to
ensure service quality and sustainable improvement.

To ensure commitment to integration and continual improvement to achieve integration and
consistency among the aforementioned management systems, the Executive Management of
the Social Protection Fund is committed to providing the human, financial, and technological
resources necessary for implementing the requirements of international standards, while
promoting a culture of quality, customer experience, and continual improvement.
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