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About Eltizam’s 
Sustainability Report

This report has been prepared 
in accordance with the GRI 
Standards: 2021 (Content Index 
with reference).

Most disclosures in this report 
cover historical data from 2019 & 
2020, showcasing developments 
over a period of time. 

We chose not to appoint an 
external party to audit our 
nonfinancial data for this report. 
We followed an internal assurance 
process to give our stakeholders 
full confidence in the accuracy of 
the information reported.

For any enquiries on this report, 
please contact:

We are proud to present 
our first sustainability report for 
the year 2022 showcasing our 
commitment to monitoring and 
reporting on our environmental, 
social and governance performance.

GRI 
Standards

Comparable 
Data 

External 
Assurance 

Contact 
Point 
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Neha Tuli 
Strategy and 
Planning 
+971 (0)54 206 1550 
nehat@eltizam.com

Stuart Waddell  
Executive Director 
Strategy & Planning 
+971 (0)56 164 4824 
stuartw@eltizam.com
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Scope of the Report Message from the Chairman

It is with great pleasure 
that we announce the 
launch of Eltizam Asset 
Management Group’s 
inaugural ESG Report.  
This report provides an overview - along 
with specific details in key areas - on 
our long term commitment and strategy 
to having ESG targets and initiatives 
permeate every aspect of our various 
businesses.

Eltizam was founded in 2009 and 
rebranded to it’s current name in 2014. 
Throughout this time, we have been 
on a continuous journey to improve 
our impact on the environment, 
the communities we serve and the 
stakeholders we engage with. This has 
been diversified in nature, had various 
levels of success and often not been 
publicly available information.

Therefore, this ESG report has been an 
opportunity for Eltizam to restructure 
its strategy and initiatives, reflect on 
our recent past, quantify some of the 
success factors for projects we are 
engaged in, and ultimately provide 
transparency to our stakeholders of who 
we are and where we are going.

Eltizam has undergone significant growth 
over the last few years and with that 
comes challenges and opportunities. 
The challenge is that we lose some of 
the cohesion between the group, as we 

Mr. Ahmed Amer Omar Saleh Omar 
Chairman 
Eltizam Asset Management  Group

acquire new companies and expand 
geographically. Additionally, we must 
ensure that we provide a clear message 
to our various stakeholders, especially 
customers and employees. However, 
we accept and tackle these challenges 
whilst enjoying the opportunities. With 
scale, we can extrapolate our impact, 
we have more ideas coming from our 
dedicated employees, we can trial more 
initiatives and replicate the successful 
ones faster.

ADQ joined IHC as a shareholder in 
Eltizam in 2021 and together, myself and 
the board are ambitious and excited 
about the impact Eltizam can have. As 
a UAE-based, internationally growing 
company, the long term impact potential 
of Eltizam is significant and we want to 
support that. Our shareholders have high 
expectations and we believe Eltizam 
can be pioneers in the built environment 
sector.

Year
The report covers our environmental, 
social and governance performance 
for the period from 1 January 2021 to 
December 31 2021, unless otherwise 
indicated. 

Countries 

The report covers the 
operations in the UAE, unless 
otherwise stated.

Entities 
The report covers the operations of 
Eltizam Group, with primary operations 
of our FM (Facilities Management) 
and Community Management entities. 

Monetary Values 
All monetary values in this 
report are expressed in Arab 
Emirates Dirhams (AED) unless 
otherwise stated.

Financial 
Performance Scope
N/A

7
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Message from the CEO

Eltizam has been very active over 
the last few years and since 2019, we 
have made 6 acquisitions in the built 
environment sector and started a 
development management company. 
We are in the process of continuing this 
trend to the end of 2022 and into 2023. 
This has meant we currently have over 
100,000 customers (direct and indirect) 
throughout the projects we manage 
and engage with. Currently our work is 
delivered by over 3,000 dedicated staff 
across 4 key countries, and soon to be 6. 
With this scale and geographic spread, 
our stakeholders look to us to design and 
deliver a strong ESG ethos in all of our 
interactions.

Whilst the Eltizam DNA has always had 
the 3 pillars of Environmental, Social and 
Governance running through our veins, 
it has often been under the guise of 
various alternative names and initiatives. 
The global emphasis from governments, 
financial institutions, shareholders, 
customers, suppliers and employees 
has meant that the reporting has just 
been given an increased status – and it 
means we are publicly accountable for 
the goals we set – a welcome addition 
for us.

Through our corporate culture 
programme, Get Wonky, we have 4 
main pillars: ESG, Happiness (Employee 
and Customers), People Development 
and Technology. Get Wonky was 
designed and developed to enhance 
our culture adoption across the group, 
have employees understand and then 
live out this culture. As you will see, there 
is significant overlap with our ESG goals 
- the main difference being the inclusion 
of technology, which is often an enabler 
for businesses but for Eltizam, it is a 
cornerstone. 

Chris Roberts 
Group CEO 
Eltizam Asset Management Group

Perhaps more than most sectors, the 
built environment as a whole has a 
substantial impact on ESG. 
When one considers 
residential, commercial, 
retail, healthcare, 
education, aviation, 
and industrial assets 
- everywhere we 
live, work and play 
- it is one of the 
major opportunities 
to drive strong 
ESG growth across 
the globe. As a 
business, Eltizam 
manages large real 
estate assets including 
their utility consumption; 
we are responsible for the 
“community management” 
of tens of thousands of 
people, where they live and 
where they work; we manage 
other people’s money via 
our Owners Association 
management business; we 
advise on some of the largest 
development projects in the 
world with 50+ year lifespans; we 
develop iconic neighbourhoods and 
districts; we develop the smart building 
solutions that help both our companies 
and external parties be more efficient 

in energy consumption, manpower 
use, travel times etc. Therefore, we 

partially see our impact based 
on our internal corporation 

but are equally geared 
towards our customers, 

as we are effectively 
charged with 
delivering ESG on 
their behalf.

This responsibility 
does not go 
unnoticed. 

Eltizam’s leadership 
have engaged in the 

development and roll 
out of our ESG goals. It 

forms part of our corporate 
governance, business 
reporting metrics and 
success factors – both for 

our entities and our individuals 
within them. 

We look forward to continuing 
our ESG journey and being a 

pioneer in this space, providing 
comfort to all of our stakeholders 

that Eltizam can be commercially 
competitive and have a focused impact 
on the environment and society at large.

Sustainability Report 2022Sustainability Report 2022
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Executive Management

What We Do

Mission, Vision and Values

Get Wonky
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Introducing Eltizam Executive Management

Sustainability Report 2022

A joint venture between ADQ and IHC, Eltizam Asset Management Group was founded 
in 2009 and is the region’s largest physical asset management company and investor 
into the built asset environment. 

Eltizam is a technology-driven investment group comprising four holding companies 
and has significant investments across MENA in facilities management, real estate 
management, energy management, prop-tech, intelligent building and disruptive 
technologies. 

What started out as Three60 Estates Management in 2009 with just one company and 
less than 200 employees in one Emirate, is now a Group consisting of multiple business 
entities, with over 4,000 (in-house and outsourced) employees and operations across 
the MENA region. 

Shareholders

Chris Roberts
Group Chief Executive Officer

Martin Green
Senior Executive Vice President

Process Improvement

Stuart Waddell
Executive Director

Strategy and Implementation

James O’ Connor
Chief Financial Officer

Divisional CEO’s

Patrick Rouse
Chief Development and

Projects Officer, LITE

Naser Barhoum
Divisional CEO
iREC Holdings

Ahmed Kittaneh
Group HR and Admin Director

Fred Monsour
Group Compliance Director

Mohammed Alsharaf
Divisional CEO
IFM Holdings

Uros Trojanovic
Divisional CEO

EAST-O Holdings

13
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What We Do

Sustainability Report 2022Sustainability Report 2022

Facilities
Management

Real Estate 
Management

Development 
& Industrial 
Management

Technology

Land Bank Management
Data governance, change of 
use, portfolio intelligence, sale 
/ lease transaction support

Development Management
End-to-end development 
management from feasibility 
studies (Colliers) to concept 
designs to construction and 
handover

Large scale asset 
management for industrial 
sectors

PropEzy
B2C community app, 

B2B FM app, market 
place, smart building 

app

OrionTEK
Smart building 

solutions ELV, security 
systems, IoT

Inspire Integrated
Total facilities management in 

residential, commercial, utilities, 
airport, ports, real estate, education, 

healthcare, defense and govt services

800TEK - Project FM
IUS, civil, landscape, facade,

fit-out, small works 

Colliers
Real estate advisory, valuations, 
consultancy, property 
management, occupier services, 
property marketing and capital 
markets

Kingfield Owners Association
Owners Association Management 
Master community management
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Regional Presence

Egypt

Kingdom of Saudi Arabia
Oman

United Arab Emirates

Qatar

Our Vision
To be a committed partner 

in providing sustainable 
and strategic physical asset 

management solutions to our 
clients and customers.

Our Mission
To achieve exceptional 
customer happiness in 
an engaging, safe and 

secure environment, 
delivered consistently 

through innovative solutions 
by our trusted, talented 

professionals.

Our Values
 » Results Orientated
 » Integrity 
 » Innovation
 » Dedication to the 

Company
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Key Objectives

Controlling the asset 
allows us to manage our 

customers’ properties 
most effectively, 
benefiting from 

economies of scale and a 
holistic approach.

Eltizam not only protects 
the physical asset but also 
the associated people and 

property in tandem with 
our customers’ reputation 

and other intangible 
factors.

Our data driven approach 
to asset development 
ensures the right asset 

type is developed at the 
right time in the right 

market. This leads to long 
term ROI for asset owners.

Increase
ROI

Develop The 
Right Asset
By controlling and 

protecting the asset, EAMG 
can support our customers 

by reducing costs and 
increasing revenues 

through various initiatives.

Get Wonky

Get Wonky is Eltizam’s organizational and business enhancement culture program, 
embedding strong corporate values across the Group. Established at the end of 2019, 
Get Wonky was designed to take Eltizam to new heights, enhance customer experience, 
inspire excellence within its workforce, highlight the company’s treasured values and 
sustain revenue growth and strong performance.

Get Wonky harnesses Eltizam’s ambitions and strengths through its four pillars of 
Happiness, ESG, People Development and Technology.

The Get Wonky framework is divided into four pillars that represent the key focus areas 
of the Group. 

These pillars serve as the anchor that strengthens all our actions and business 
practices, paving the way for a robust organisation with a solid corporate culture.

The Get Wonky mission is to create a culture that will be:

The 4 Pillars

Anti
Fragile

Anti 
Bureaucratic

Future
Proof

ESG
Compliant

CSR: Making an 
impact on our 

communities with 
a focus on two 

important areas, 
Environment and 

Education.
ICV: Participate in 
programs that will 
create additional 

opportunities for UAE 
Nationals and local 

businesses.

ESG

Customer experience 
(CX) and Employee 

experience (EX)
Focus on employee 

wellbeing and 
engagement so 

they can focus on 
customer happiness.

Happiness

Supporting 
employees to pursue 
learning opportunities 
that will improve their 

skills, and enhance 
their knowledge and 

career within the 
organization.

People 
Development

Ensure Eltizam 
embraces 

technological 
transformations in 

an efficient and cost 
effective manner.

Technology

Control 
The Asset

Protect 
The Asset
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ESG
Environmental, Social 
and Governance at 
Eltizam

Eltizam’s Sustainability Journey  

Eltizam’s Sustainability Program

ESG Steering Committee

Materiality Assessment 

Our Sustainability Framework 
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Eltizam’s Sustainability 
Journey - 2021

Eltizam’s Sustainability 
Program

Our Sustainability Program is driven by the purpose of the company and is well aligned 
to our vision, mission and values. It complies with the GRI standards and ties in to the 
UN’s Sustainable Development Goals.

Our Key Stakeholders
Environment

 » Reduced energy intensity by ~ 40% in 2021 (Direct 
energy) 

 » Achieved portfolio utility energy savings of 11.4% for 
our existing community management portfolio 

 » Reduced Scope 1 GHG emissions by 50% in 2021

People
 » Awarded the LinkedIn Learning Award

 » Diversity – employees from 51 nationalities 

 » Customer satisfaction surveys rolled out 
across all the entities 

Community
 » Peninsula Rowing: donations of c. AED 88k were raised and 

disbursed to respective agencies responsible for preserving 
marine habitats and preventing plastic pollution within them

 » Targets set for tracking voluntary hours for employees 

 » Amauri school in Nepal (adopted in 2019) completed in 2021 
and started operations in February. Total number of students 
enrolled in 2022 was 222. 

Our Key 
Stakeholders 

Engagement Method Key Topics Raised 

Employees • Internal communication platforms, 
emails, calls, or in-person meetings

• Employee engagement survey
• Team meetings
• Performance appraisals

• Training & Development 
• Rewards & Recognition 
• Work life balance 
• Occupational health & safety 

Board of 
Directors 
& Senior 
Management 

• Board of Directors meetings & 
Committee meetings

• Internal communication platforms, 
emails, calls, or in-person meetings

• Overall business strategy 
• Business development 
• Governance, ethics & 

compliance 
• Risk management 

Shareholders • Board of Directors meetings & 
Committee meetings

• Financial Performance 
• ESG Initiatives 

Customers • Customer satisfaction surveys
• Customer relations team, through 

emails, calls and meetings

• Quality of service

Suppliers • Supplier screening form • ICV
• ESG Guidelines 

Local 
Communities 

• Meetings with non-profit 
organizations and community group

• Community-needs assessment 
through engaging specific 
stakeholders

• CSR initiatives

Government 
Entities

• Through government projects, 
policies, laws, and regulations

-

Environmental 
Organizations 

• Partnerships and collaborations 
with local and international 
environmental organizations

• Energy efficiency & emissions 
• Waste Management 
• Recycling
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ESG Steering Committee

Eltizam’s

ESG
Steering
Committee

We have formed an ESG 
Steering Committee 
for the co-ordination of 
the development and 
implementation of the 
ESG strategy across the 
business. The committee 
is chaired by the Head 
of Strategy within the 
organisation. The members 
of the committee own and 
integrate sustainability 
principles into operations 
and their respective 
functions and take a 
collective stance and 
support each other to drive 
the sustainability agenda. 
The members meet on a 
fortnightly basis to discuss 
and track the progress on 
ESG activities.

Strategy & Planning Team

Group Head - Technology/Innovation

Head of Procurement

Corporate Head of Governance

Members of iREC

Members of iFM

QHSE Manager

HR Manager

Get Wonky Manager
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Alignment with Sustainability 
Guidelines & Frameworks 

The Global Reporting Initiative

The GRI Standards enable any organization 
to understand and report on their impacts 
on the economy, environment and people 
in a comparable and credible way, thereby 
increasing transparency on their contribution 
to sustainable development.

United Nations’ Sustainable 
Development Goals

The UNs’ SDGs is a blueprint of collective 
international efforts to achieve a more 
sustainable future for all. This blueprint 
consists of 17 overarching goals that are 
all focused on environmental, social and 
economic global challenges that we face 
today.

The sole objective of these goals and the 
targets within them is to leave no one behind, 
where all defined targets are to be achieved 
by 2030.

Sustainability Report 2022Sustainability Report 2022
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Materiality Assessment
(GRI-3-1, 3-2, 3-3)

Materiality Assessment is an integral component of the GRI standards and entails 
engaging with the stakeholders to identify the issues that are most relevant to our 
stakeholders and our business operations. This takes into consideration our internal 
stakeholder input as well as external stakeholder priorities.

In preparation of this report, Eltizam conducted a LIVE anonymous survey for its internal 
& external stakeholders, to help us come up with the most material topics. 

2.   GHG Emissions/Co2 Emissions
3.   Energy Efficiency
10.   Health & Safety
13.   Customer Experience
14.   Data Privacy & Security
15.   Prevention of Corruption
16.   Governance, Ethics & Compliance
19.   Innovation

4.   Water Management
5.    Waste Management
6.   Talent attraction & Retention
7.   Diversity & Inclusion
8.   Learning & Development
12.   Community Investment & Engagement
17.   Risk Management

1.   Environmental Management/Recycling
9.   Emiratization
11.   Socially Responsible Procurement
18.   Grievance Redressal of Stakeholders

Materiality Matrix

Materiality Grading
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Rank Material Topics

Importance to Eltizam

Highly Material

Material

Important

18

1
9 11

5 8

612

4

17

7

2 16 14

19 103

13
15
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Our Sustainability Framework

 » Preserving & protecting the environment 

 » Focus on employee and customer happiness: promote 
a healthy and safe work environment where employees 
can learn and grow and engage in the end-to-end 
customer experience 

 » Make a positive impact on communities 

 » Manage business responsibly, ethically and profitably, 
ensuring data privacy and security

Our sustainability framework acts as a roadmap to a sustainable future, defining our 
related agendas and focus areas, guiding our business decisions, as well as clearly 
communicating how we plan to mitigate our risks and maximize our positive impact.

ESG

Innovation and Technological Transformations

Preserve & 
Protect the 

Environment

 » Energy Efficiency
 » GHG Emissions
 » Recycling 

and Waste 
Management

 » Training & 
Development

 » Diversity & 
Inclusion

 » Health & Safety
 » Customer 

Satisfaction

Employee & 
Customer 
Happiness

 » Community 
Investment 
to Protect the 
Environment

 » Socio-economic 
Development 
Focused on 
Education

 » Emiratization

 » Risk Management
 » Corporate 

Governance
 » Data Security & 

Privacy

Positively Impact 
Communities

Ethical 
Business 

Management

Sustainability Report 2022Sustainability Report 2022
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Uros 
Trojanovic
Divisional CEO
EAST-O Holdings

Sustainability Report 2022

Uros Trojanovic, Divisional CEO 
of EAST-O Holdings, said: “We 
identified a gap in the market 
by building a suite of integrated 
products that ultimately 
lead to one multi-functional 
system, bringing together 
all stakeholders involved in 
operating any type of physical 
asset. PropEzy is a pioneering platform in the industry that provides a 
consolidated solution to efficiently streamline and lower operational 
outgoings. Our launch partner companies in the UAE supported our 
R&D phase, enabling us to develop a fine-tuned app with sophisticated 
features to fully optimise the day-to-day business operations.”

Sustainability Report 2022

Aligned with our innovation and technological commitments, we recently conducted 5 
Technology Demand workshops with the business support departments and business 
verticals. A business process-based capability model was used to map the technology 
depth of the key business areas to identify broad programs, prioritize and include them 
in the 2023 budgets. All initiatives have been mapped to broad direct and indirect value 
drivers. Prioritization of the initiatives are based on the degree to which the  
activity is aligned with the strategy, financial impacts such as  
cost reduction and revenue generation and technical &  
business readiness to implement the activity both  
from a technological & business accountability  
perspective.

32

We want to embrace innovation and technology into everything we do. We are 
continuously looking for ways to expand, better ourselves and be more creative. In 
2021, the technology division of Eltizam Group launched “PropEzy”, a cloud-based 
software-as-a-service (SAAS) platform to manage customer experience and optimize 
operations in real estate management in the MENA region. Conceptualized in the UAE, 
the app was developed to merge different technology platforms used to manage 
the built environment into one integrated product for community, property, security, 
workplace and facilities management. An ‘all-in-one’ solution, PropEzy facilitates the 
residential and commercial real estate industry globally to effectively reduce costs and 
increase return on investment for asset owners and operators.
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Ethical Business 
Management
GRI - 2, 205, 206, 406-1, 418

Sustainable Development Goals Partnership:
Governance, Ethics & 
Compliance

Risk Management

Data Privacy & Security
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Governance, Ethics & 
Compliance
(GRI- 2: General Disclosures 2021)
Eltizam established its Corporate Governance department in April 2020. 

Eltizam is committed to maintaining the highest standards of governance and 
providing our shareholders with 100% transparency as well as an effective ongoing 
process for identifying, evaluating and managing any significant risks faced by Eltizam 
Group. 

This section gives an overview of the Group’s corporate governance systems and 
procedures as of this year. The full version of our corporate governance report has been 
posted on the website.

Shareholders

Governance Department Structure

Board of Directors 
50% ADQ | 50% IHC

Board Secretary 
Fatima Elkarib

ADQ Compliance 
Department

Chris Roberts 
Group CEO

Martin Green 
SVP-PI

Rehman Amjad 
Manager - Risk & 
Internal Control

Fred Monsour 
Group Compliance & 
Governance Director

Compliance & 
Governance 
Department

Commercial 
Department

Risk Management 
Department

Legal 
Department

Internal Audit 
Department

IHC Compliance 
Department

 » Effective leadership of each company, division and department in Eltizam Group

 » A strong/effective framework of internal controls that are based on documented 
procedures

 » Clear reporting lines that define streamlined levels of accountability based on a 
Board approved organizational chart

 » Authority for decision making based on a Board approved Delegation of Authority

 » Accurate operational & financial reporting that enables our executive management 
team to identify, mitigate and manage the risks inherent to the industries that our 
companies operate in

 » A whistleblower hotline that is available for employees and third-party use

 » Sustainable corporate behaviour which includes the reduction of the use of 
electricity and water across the communities under management, with a recycling 
program in place in our corporate offices and projects

 » Transparent investigations performed by a compliance department that  
functions independently and is free to document/report facts

 » A documented Code of Conduct & Ethics Guidelines/Policy, including  
sections prohibiting conflicts of interest. Our Annual Compliance  
training reinforces each employee’s requirement to avoid  
actual or perceived conflicts of interest

 » An annual residual risk assessment that is used to develop  
an annual Internal Audit Plan

 » Monthly performance review meetings for each division and corporate  
department that includes detailed action trackers

The Eltizam corporate governance structure provides:

36
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Our two shareholders, International Holding Company (IHC) and ADQ, invited 
nominations from both male and female candidates to be the members of the Board.  

IHC and ADQ appointed the board members in December 2021, which was approved 
by both shareholders at the first Board meeting on December 27th 2021.  The present 
board has been elected for a period of 1 year. The present board currently has 4 
members, who are non-independent members of the Board of Directors.  

The Board is the primary decision-making body for all matters considered to be 
material to the Group. Throughout the year, the Board keeps key areas in focus with 
a rolling agenda. The Board of Directors review actual performance versus budgeted 
performance and the impact of lost contracts on a quarterly basis. Each shareholder 
evaluates Eltizam’s Board of Directors after actual performance versus budgeted 
performance is reported on a quarterly basis. 

The Board of Directors have delegated day-to-day management of Eltizam Group to 
the CEO. 

Our shareholders also mandated the implementation of ESG at the first Board of 
Directors Meeting.

Mr. Ahmed Amer 
Omar Saleh Omar 
Chairman 
appointed by IHC 
Reals Estate Holding 
LLC

Mr. Alwyn Dinesh 
John Crasta 
Crasta  
Board Member 
appointed by IHC Real 
Estate Holding LLC

Mr. Mahmood 
Alhay Hamad 
Khamis Alhameli  
Board Member 
appointed by ADQ Real 
Estate & Hospitality LLC

Mr. Roque Manuel 
Solabarrieta 
Chelech 
Board Member 
appointed by ADQ Real 
Estate & Hospitality LLC

Board Members
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Eltizam acknowledges its responsibility for the Group’s risk management and 
internal control system including an annual review for operating effectiveness. Risk 
management is the responsibility of each employee, however establishing the risk 
management framework, internal control framework and verifying the implementation 
of internal controls is the responsibility of the senior management. 

Eltizam’s compliance and internal audit department verifies that control design is 
sufficient to minimize inherent risks and that each control is operating as intended to 
minimize residual risks. Specific internal audits are designed to address high impact, 
high probability residual risks.

 » Design of internal controls are evaluated and existing controls are tested for 
operating effectiveness

 » Processes with residual risks that have insufficient internal controls are audited

 » Recommendations for improvement are provided after independent evaluation of 
the process/control environment

Risk Rating Matrix & Internal Control Rating Criteria

Risk Management
(GRI - 205-1, 205-2, 205-3, 206-1)

Im
pa

ct

C
on

tr
ol

 R
at

in
g

Likelihood

Score

Catastrophic 
5

Unsatisfactory 
5

Significant 
4

Poor 
4

Medium 
3

Fair 
3

Minor 
2

Good 
2

Insignificant 
1

Excellent 
1

Rare 
1

1 - 2

Unlikely 
2

3 - 4

Possible 
3

5 - 6

Likely 
4

7 - 8

Almost Certain 
5

9 - 10

Extreme

Significant

Medium

Low

Active 
Management

Continous 
Review

Periodic 
Monitoring

No Major 
Concerns

Eltizam adheres to its shareholders’ internal control requirements,  
including the annual evaluation of each control to ensure it is  
“fit for purpose”. 

Outsourced Internal Auditors represent Eltizam’s  
shareholders to verify that established  
controls meet the shareholders objectives of  
profitability, accountability, social contribution  
and integrity.

40
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There were 2 cases of corruption reported in 2020 and 2021 respectively. The 
same resulted in the termination of an employee due to an improper/undisclosed 
relationship with a supplier. An investigation was performed, report submitted to the 
CEO and immediate action was taken.

Significant fines and non-monetary sanctions for non-compliance 
with laws/regulations in social and economic areas

Any cases of misconduct, including the giving or receiving of gifts, entertainment, 
incentives or any other financial advantage in return for improper performance of the 
recipient’s function (corruption), are taken very seriously and disciplinary action is taken 
in accordance with internal policies. Anti-bribery and corruption principles are managed 
through a comprehensive and robust set of policies, namely, The Code of Business 
Conduct and Corporate Governance Guidelines, which include a whistleblower policy.

Ethical Business Conduct

Key Performance Indicators and Targets

Percentage of business units 
analysed for risks related to money 

laundering and the financing of 
terrorism

Total monetary value of significant 
fines (AED or USD) including visa

Total number of cases brought 
through dispute resolution 

mechanisms (#)

Total number of non-monetary 
sanctions (#)

2019

2019Key Performance Indicators

100

0

0

0

2020

2020

100

0

0

0

2021

2021

100

386K

2

0

2022 
Target

100%

0

0

0

Risk Management Process

Link unmitigated, 
high impact/

high probability 
risks to internal 
audits/process 
improvements 

to establish 
controls/

mitigate & 
transfer risks

Create inherent 
& residual risk & 
control matrices, 
evaluate design 

of controls, 
test operating 
effectiveness 
of controls & 

finalize Eltizam’s 
risk rating matrix

Confirm risks 
from the bottom 

up, create a 
summarized 

list of risks that 
have occured, 

risks that are not 
being controlled 

and residual 
risks that must 

be audited

An effective internal control framework contributes to safeguarding the shareholders’ 
investment. 

Monthly management performance meetings help in the communication of the critical 
concerns. Each of these meetings includes an open action tracker/meeting minutes 
that document actions required by each division/company and corporate department.

Anti-Corruption, Anti-Competitive Behaviour

Key Performance Indicators 2019 2020 2021 Target

Total number of non-monetary sanctions (#) 0 0 0 0

Number of operations assessed for risk related 
to corruption (#) 6 8 12 -

Percentage of operations assessed for risk 
related to corruption (%) 100 100 100 100

Number of corruption incidents (#) 0 1 1 0

Total number of legal actions (#) 0 0 0 -

2022 
Target
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During the year, we reviewed and updated the Group Human Rights Compliance 
Guidelines. These guidelines articulate the fundamental elements of our approach and 
set out how we fulfil our commitment to respect human rights. Human Rights training 
starts at the employee induction process.

Strengthening our Approach to Human Rights (406-1)

Human Rights Violations

Employee training on 
human rights (# hours)

Incidents of harassment 
reported

Incidents of discrimination 
reported

Incidents of abusive 
behaviour reported

2019Key Performance Indicators

0

1,555

0

0

0

2020

0

1,481

0

0

0

2021

0

2,551

1

0

0

2022 Target

0

2,615

0

0

0
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Preserve & 
Protect the 
Environment
GRI – 302, 303, 305, 306

Sustainable Development Goals Partnership: Energy Efficiency

Water Consumption

Waste Management & Recycling

GHG Emissions
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Environmental Strategy
(GRI -302, 303, 305, 306)

The primary sources of Greenhouse Gas emissions at Eltizam are transportation & 
electricity production.  We, at Eltizam, believe that we have a role to play in enabling the 
transition to a low carbon economy. We remain focused on embedding sustainability 
in our everyday business, maximizing a positive impact on the environment and the 
communities we serve. Our focus areas of responsible energy consumption, water 
consumption, re-cycling, waste management and reducing GHG emissions will help us 
do our bit to arrive at a zero environmental impact.

Sustainability Initiative

Reduce Energy Consumption 

Reduce Water Consumption 

Reduce Greenhouse Gas Emission 
Intensity (per capita use) 

Recycling & Waste Management

Environmental Strategy Goals

Eltizam plans to achieve these priorities across our portfolio by: 

Enhancing our energy management efforts across the portfolio we manage, which 
will again be included in our monthly dashboards and Balanced Scorecards

Using innovative technologies throughout our portfolio to enhance water efficiency

Increase recycling rates by exploring partnerships with innovative start-ups in 
this space, including Nadeera (helps to reduce, reuse and sort waste via use of 
technology), both at our corporate offices and across the portfolio, where possible

Developing a long-term strategy aligned with the Carbon Neutral action plan by 
2023

We plan to reduce the energy consumption (of the portfolio 
managed) by 3% by the end of 2022

We plan to reduce the water bills (portfolio managed) by another 3% 
by the end of 2022

We plan to reduce per-capita emissions of GHG by 5% in 2022 and 
another 5% in 2023

We plan to have recycling & waste management initiatives 
implemented cross all our corporate offices and across ~25% of our 

portfolio (iREC) during 2023, going up by 5% for each consecutive year

Target for 2022/2023

Our Priorities
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Energy Efficiency
(GRI -302-1, 302-2, 302-3, 302-4)

Across all our operated assets, we are focused on improving energy efficiency and 
reducing emissions associated with energy consumption. The opportunity to save 
energy is hard to identify without knowing our consumption patterns and volumes. 
As a result, we monitor and manage our environmental footprint monthly through 
dashboards and reports.

We started tracking our office utility bills in the form of dashboards from 2020. The 
policies and guidelines at our company promote environmental responsibility among 
employees and other office staff. It is a part of our culture and is also incorporated into 
the induction training for the new employees.

We expanded our office space in 2020 and 2021 across both the locations - Abu Dhabi 
and Dubai. In 2021, our new offices implemented measures such as installing LED 
lighting, executing awareness programs to train the staff on reducing electricity bills 
and recycling. We were able to bring down our corporate electricity bills by ~50% overall 
and energy intensity by 43% (2021 compared to 2020). 

Our strategy also focuses on optimizing our asset operational efficiency. We consider 
it one of our responsibilities to improve energy efficiency in every building we manage. 
We have yearly targets on reducing energy consumption of the assets we manage. 
This aligns well with our overall goal of reducing the carbon footprint. 

We have seen a tremendous improvement with our energy efficiency in electricity 
consumption for the Three60 - now re-branded to Kingfield - portfolio. We managed to 
achieve a saving of 11.4% in 2021 keeping 2019 as the baseline. 

Energy Consumption Overview

Electricity consumption 
across Three60 portfolio 

(in KwH)

Energy Consumption 2019

174,860,405

2020

156,241,753

2021

154,878,642

% Savings

11.4%

In July 2021, we acquired Kingfield Owners Association Management who were already 
running an energy management programme across some of their portfolio and 
we plan to increase it every year. This is the first time that we tracked the energy 
consumption across our entire portfolio and as a group we have set a target of 
reducing the electricity consumption by 3.0% in 2022.

We engaged with a few energy consultants across some of our Dubai towers (Torch 
tower, Marina Gate 1&2, Zumurud Tower) as well, who have implemented measures 
including:

Heat wheel repairsAdditional LED lights

Heat recovery 
measures for cooling 

system

Air side optimization 
[optimization of fan 

speed for FAHU and AHU]

Compensated loop 
replacement

Installation of 
additional controls 
for cooling systems

VFD for pumps 
and fans

Computerized 
control systems for 

cooling system

Reduction in corporate  
electricity bill in 2021

Reduction in energy 
consumption 
(Three60 portfolio)

50% 11.4%

Reduce electricity consumption by 3%2022 
Target
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* Energy consumption outside the organization refers to the consumption from the 
assets that we manage. This includes both assets of Three60 and Kingfield (company 
acquired in 2021). 11.4% reduction is across the Three60 portfolio we managed. 

Through these partnerships, we offer energy saving measures via innovative 
technologies and support customers on their way to a more sustainable future. 

We have deployed BTU meters across several of our properties. Meters in units 
encourage end-users to maintain their cooling systems and to take more care on 
consumption.

In one of our towers in Dubai, Diamond Views 1, solar panels are now producing 25% of 
the power consumed in common areas. This was contracted in 2017 and completed in 
2021 and the saving is about AED50,000 per year on energy bills.

Going forward, we plan to have a clear strategy in place with dedicated efforts across 
our entire portfolio.

Total Energy Consumption 
(KwH)

Energy Consumption within the 
Organization (KwH)

Energy Consumption outside 
the Organization* (KwH)

Direct Energy Intensity (Direct 
energy consumption/number of 

employees)

Energy Consumption 2019

242,631,774

41,352

242,590,422

27

2020

237,025,183

630,158

236,395,025

28

2021

242,065,954

314,400

241,751,554

16

Kingfield Owners Association manages the premises of Torch Tower and 
represents the interests of all unit owners of the building. The owners 
and residents were looking to reduce the energy consumption and the 
associated costs of the premises.
Kingfield contracted a third party to procure, install, operate and maintain 
equipment and to provide other Energy Management Services (EMS) in 
order to achieve reductions in the energy consumed at Torch Tower’s 
premises. The commissioned team supervised and directed the EMS and 
was responsible for all the construction and installation means, methods, 
techniques, sequences, procedures and coordination of all elements.
Kingfield’s collaboration led to an agreement on a baseline cost of the 
premises.
There were several measures deployed by following this agreement: 
1. Repaired heat wheels on the premises and installed variable speed 

controls
2. Improved strategies by varying speed controls on the chilled water 

pumps
3. Installed variable speed controls on Air Handling Units (AHU)
4. Upgraded the lighting to include all LED bulbs and automated 

technologies for energy consumptions
5. Upgraded Building Management Systems
6. Controlled strategy reconfiguration, programming, testing and 

commissioning
7. The contracted company’s drafted total guaranteed saving for the 

revised project was defined as KwH 2,320,683

As per the latest report dated September 2020 – August 2021, Kingfield 
was able to achieve a reduction of AED 767,756 and 1,744,899 KWH as 
compared to 10,669,869 KWH base year predicted consumption (savings 
of ~16.35% KWH) while the 5-year summary showcased that we were able 
to achieve 20.41% variation (10,903,013 KWH savings) as compared to the 
base year predicted consumption.

CASE STUDY
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We have a further target of reducing our water bills 
across our overall portfolio by 3% in 2022. 

Water Consumption
(GRI- 303-1, 303-5)

Water scarcity is becoming an increasingly common phenomenon affecting the world. 
At Eltizam, we believe that providing transparency on how the water is managed - from 
withdrawal to consumption - will help us develop a better understanding of the risks/
losses and enable us to minimize our operational water footprint. We are committed to 
ensuring that a good water management solution is in place at all our assets; we have 
even deployed KPI’s in our Balanced Scorecards which focus on bringing about savings 
in utility bills across the portfolio we manage. 

We have been implementing water conservation techniques like waterless car washes, 
sensor faucets, aerators in faucets, water saving devices for showers, toilet flush etc. 
across several communities that we manage. We ensure that there is a re-use of water 
during water tank cleaning across more than 80% of our Abu Dhabi portfolio. Similar 
measures are being deployed across our portfolio in Dubai also. 

For a like-for-like basis, we have reduced our spend on water across our key portfolio in 
Dubai by 26.4% in 2021 with 2019 as a baseline. 

Water Consumption (GRI 303-5); data in m3

2019

2020

2021

1,166,322

901,577

663,933

2022 
Target

Within our FM business entity, 
we have a comprehensive 
procedure for the identification 
of environmental aspects of 
all activities, processes and 
services, and their impact on 
the surrounding environment, 
to ensure that suitable control 
measures are established. The 
following measures explain the 
implementation steps, which are 
designed to reduce/eliminate the 
environmental impacts due to the 
organization’s activities:
• Water released from 

maintenance and cleaning 
activities shall be discharged 
into the appropriate sewers 
through floor drains, providing 
they are within the acceptable 
discharge limit as per the 
Material Safety Data Sheets 

(MSDS)
• Pipelines and gullies carrying 

waste water shall be checked 
periodically by scheduling 
preventive maintenance  

• Waste water shall not be 
discharged directly on to the 
ground in order to avoid land 
contamination  

• Wastage of water shall 
be prevented by repairing 
any leaking pipes, hoses, 
landscaping irrigation system 
etc. 

• Potable water shall not be used 
for any purposes other than 
drinking

• Chemicals and other hazardous 
materials shall not be 
discharged into water streams 

Sustainability Report 2022

55

Reduction 
in water 

consumption 
in 2021

26.4%
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Recycling & Waste 
Management
(GRI - 306-1, 306-2, 306-3)
Deforestation is one of the main environmental problems we’re facing in these times. 
42% of all global wood harvest is used to make paper. As per the statistics from The 
World Counts, paper accounts for around 26% of the total waste at landfills. Our 
approach is focused on reducing and recycling the waste - both for our corporate 
offices as well as the assets we manage. We realize that recycling paper causes 74% 
less air pollution and 35% less water pollution as compared to making virgin paper. 

Details of waste generated from the activities of Eltizam is currently being assessed to 
implement the most effective method. However, we are planning to tie up with a Waste 
Management provider for 2023 and implement the tracking process.

Waste generated is currently only captured for the business under iFM (Facilities 
Management), where we have Waste Management contracts. The waste generated is 
segregated by hazardous/non-hazardous and we have recycling plans in place for 25 
- 30% of the iFM portfolio.

Our corporate and site offices have paper recycling plans in place; in 2019, we 
partnered with a company called Greenbox to enable us to contribute to a sustainable 
ecosystem in this way. We currently have Greenboxes installed across all of our 
corporate and site offices in Abu Dhabi and Dubai and each Greenbox recycles approx. 
30kg of paper every month. 

Within our communities, awareness-raising campaigns are designed to help achieve 
our goal of eliminating single-use plastics. With the aim of moving towards a circular 
economy, we are introducing recycling initiatives across the communities we manage 
as well.

2019

2020

2021

2022 Q1

4,249.0

4,053.0

14,840.0

2,380.0

10.12

9.65

35.33

6.67

607.0

579.0

2,129.0

340.0

10.12

9.65

35.33

5.67

232.68

221.95

812.67

130.33

Water Saved 
(Gallons)

Trees 
Saved

Recycled 
Paper (kg)

Offset 
CO2e

Oil Saved 
(Gallons)

At present, ~ 19% of our community management portfolio has recycling initiatives in 
place. We are in the process of doing a pilot project with a company called Nadeera, 
which offers a recyclables diversion platform, helping people and companies to sort 
their waste efficiently. We are starting our pilot project with them  in Dubai’s Princess 
Tower, thus demonstrating the commitment from Eltizam to moving towards the 
circular economy. Such partnerships will encourage people to adopt a sustainable 
lifestyle and will significantly reduce the waste management bills.

Waste (GRI- 306-2, 306-3)

Waste generated

Hazardous Waste (kg)

Corporate Level iREC (Community 
Management)

iFM (Facilities 
Management)

2020

2020 20202019 2019 2020

2020

6,997

579

33,610

607 360

136,405

35,873,674 38,638,508

2021

2021 2021 2021

2021

90

2,120

1,698,195 250,688

Non-Hazardous Waste (kg)

Management of significant waste-related impacts 
Total Recycled Waste (kgs)

We plan to cover 25% of our communities with the recycling 
initiatives by 2023, going up by 5% every consecutive year.

2022 
Target

N.B.: Eltizam has grown significantly from 2019 - 2021 so an accurate like-for-like 
comparison is difficult.
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GHG Emissions
(GRI-305-1, 305-2, 305-4,305-5)

Eltizam is committed to reducing GHG emissions as a central part of our long-term 
sustainability strategy. We are in the process of conducting a feasibility study with our 
outsourced service provider for converting our cars into hybrid/electric models during 
2023. We recently started tracking our Scope 1 and Scope 2 emissions and have plans 
of recording our Scope 3 emissions within the next 2 years (scope 3 emissions relate to 
the indirect GHG emissions across our value chain). 

Scope 1 emissions are the emissions from the fleet of vehicles owned/leased by the 
company and the direct electricity bills. 

Scope 2 emissions are the those from the electricity consumption of the portfolio we 
manage. 

GHG Emissions (305-1, 305-2, 305-4, 305-5)

2019 2020* 2021

Direct (Scope 1) GHG emissions 
(CO2e tonnes) - Electricity 27,969 426,220 212,651

Direct (Scope 1) GHG emissions (CO2e 
tonnes) - Fuel - 974 857

Total Direct (Scope 1) GHG emissions 
(C02e tonnes) - 427,194 213,508

Energy indirect (Scope 2) GHG 
emissions (CO2e tonnes) 164,080,884 159,890,503 163,513,499

GHG emissions intensity - 289 83

We have set 
targets to reduce 
our GHG intensity 

by 5% in 2022 
with a further 
5% reduction 

targeted for 2023

Reduced 
scope 1 GHG 
emissions in 

2021

* GHG emissions increased in 2020 as the company expanded and we leased more 
office space

2022 
Target50%
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Employee & 
Customer 
Happiness
GRI – 401, 403, 404, 405

Sustainable Development Goals Partnership:

Our People

Diversity & Inclusion

Training & Development

Health & Safety

Customer Satisfaction
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Parental 
Leave

Medical Insurance 
for employees and 

dependants

Annual Leave
(22 working days)

Sick Leave Occupational 
Accident Leave

Life
Insurance

Air 
Tickets

Meals for employees 
in company 

accomodation

Compassionate 
Leave

Compensatory Leave Maternity 
Leave

Our People
(GRI 401, 403, 405)

For Eltizam, employee engagement and customer satisfaction are our top priorities, 
and we are committed to ensuring that our employees are passionate about their 
work. We believe that the engaged behaviour is persistent, proactive and adaptive. 
Our corporate culture team, Get Wonky, was established in 2019 to engage people 
and conduct activities throughout the year to enhance employee engagement. As 
a company, we foster an environment that encourages and supports diversity in 
backgrounds, cultures and beliefs.

The number of full-time employees within our company in 2021 was 2,581. As a result 
of exponential growth throughout the year, we hired an addition 1,730  new employees, 
with an attrition rate of 22.6%.

We offer our employees a wide range of benefits and we recognize and show 
appreciation for the dedication and hard work through regular performance 
evaluations, appraisals and increments.

Our policy is to provide health care for all the employees and eligible dependents in 
accordance with UAE Health Authority and Labour Laws. Medical benefits are based on 
the relevant job grade of the employee

To continuously improve, we conduct employee satisfaction surveys on a yearly basis 
and the results are analysed by the respective entities to take the corrective action. 
The survey measured the day to day employee experiences, their satisfaction with their 
roles and career development, as well as vitally important concepts such as safety

Our score in 2021 was recorded at 81% and we plan on continuing this practice to better 
enhance our employee engagement and well-being year-on-year.

Workforce Overview

Full-time Employees by year of service

Total Number of Full-time Employees

2019

Target

2,615

2020

Part-time Employees

2021

2019
2020
2021
Target

1,555

1,481

2,581
0

0 - 5 years 10+ years6 - 10 years

1,236

4
47256

2
10

0 - 5 years 10+ years6 - 10 years

1,170

7
43245

711

0 - 5 years 10+ years6 - 10 years

2,058

11
142352

4
14

2019

2020

2021

Employee 
Satisfaction Rate

New Employees 
Hired

Attrition 
Rate81%

1,730

22.6%
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Diversity & Inclusion
(GRI 401-1, 405-1)

Eltizam is an equal opportunity employer and has a policy* for equal opportunity and 
non-discrimination. 

As we engage and employ a majority of blue-collar workers, our overall employee 
numbers show skewed employee composition. The % of female employees in our total 
workforce showed a decline from 21% in 2020 to 17% in 2021. 

We aim to address this gender gap by coming up with the recruitment practices 
that welcome more women for corporate roles. Our goal is to enhance inclusion 
by attracting, developing and retaining the best talent. The team plans to develop 
succession planning to include more female employees at a senior management and 
middle management level.

Gender Equality

Workforce by Employment level ** (GRI-405-1)

Full time employees in 
senior management (#)

Full time employees in 
middle management (#)

Full time employee staff 
(other levels) (#)

Workforce by gender 
profile ***

2019

Total=11

Total=63

Total=1,481

Total=1,555

10

43

1234

1287

1

20

247

268

2020

Total=20

Total=62

Total=1,399

Total=1,481

17

42

1161

1220

3

20

238

261

2021

Total=35

Total=136

Total=2,410

Total=2,581

32

103

2075

2210

3

33

335

371

2022 Target

Total=37

Total=139

Total=2,438

Total=2,615

33

104

2096

2234

4

35

342

381

** Does not include outsourced and contractual staff 
*** Workforce by gender

An age diverse workplace means a variety of experiences and points of view, leading 
to better performance in complex decision-making tasks. Eltizam recognizes the 
importance of age diversity and understands that it improves performance at the 
workplace, thereby leading to better employee turnover rates.

We focus on including employees across age groups to create a balance between 
traditional and modern practices. We also promote high energy, new ideas and skills 
from the younger generation and have a significant number of the workforce (~30%) 
under the age of 30. Our senior employees make up 5% of our corporate workforce, 
providing experience, critical thinking and knowledge.

We have a diverse set of nationalities working with us, with our workforce coming from 
more than 50 countries.

Age Diversity

42% increase in the female employees in 2021 as compared to 2020 

GRI- 401-1 (New employee hires & 
employee turnover) 2019 2020 2021

Total number and rate of 
new employee hires during 
the reporting period, by age 
group, gender and region.

Age Group

< 30 349 106 630

30 – 50 301 108 1,031

> 50 9 12 69

Gender
Male 550 176 1,490

Female 109 50 240

No. of Different 
Nationalities 31 32 50

Total number and rate of 
employee turnover during 
the reporting period, by age 
group, gender and region.

Age Group

< 30 124 142 262

30 – 50 139 155 345

> 50 6 4 23

Gender
Male 209 244 499

Female 60 57 131

No. of Different 
Nationalities 29 34 34

* All policies are available under the ESG section of eltizam.com



Sustainability Report 2022Sustainability Report 2022

66 67

Training & Development
(GRI - 404-1, 404-2, 404-3)

Eltizam pays utmost importance to its employees training and development. We focus 
on providing opportunities to employees to upgrade their skills and capabilities by 
offering both internal as well as external training programs, including both technical 
and non-technical. These programs help our workforce to grow in their professional as 
well as personal life.

Our training includes:

Generic Internal Training (white collar) which is targeted at knowledge sharing 
and soft skill development, as well as technical training (blue collar) which mostly 
relates to technical skills and knowledge, Health and Safety and task-based 
training

Specific: paid training provided by external companies, usually based on industry, 
licensing, operational certification or specific skill requirements

Management training (business schools) which aims to broaden and develop the 
knowledge and skills of employees at management level and above; 8 - 10 senior 
execs receive training from Harvard and London Business School

MBA program: in conjunction with the Swiss Business School, employees may 
apply for a company sponsored MBA and will be considered in alignment with the 
HR policy parameters and performance appraisal score; in 2021, 35 employees 
enrolled in MBA programs

LinkedIn Learning: Up to 50 employees are nominated annually

Employees are encouraged to enroll and have a plan for their continuous professional 
development by taking relevant online courses. “The Eltizam LinkedIn Learning 
Sponsorship Program” is available to selected employees who are given the 
opportunity to enhance their skills and knowledge in their job fields through fully paid 
LinkedIn Learning licenses. 

All training needs and approvals are subject to the policies and procedures 
documented in the HR policy.

Attracting and developing entry-level graduates is a part of our wider set of talent 
initiatives, which includes internships, summer placements and enrolment of the 
younger staff in Mckinsey’s Forward Program, a one-of-a-kind learning journey 
designed to help young talent thrive.

Our plans for 2022-2023 include further improvements to the planning phase (Training 
Need Analysis). Additionally, our L&D team is working on expanding training options and 
methods. To provide employees with easy access to training, we are piloting a learning 
portal, which if successful should go LIVE by Q4 2022.

Eltizam won the 
LinkedIn Learning 
Award for the 
Best Culture of 
Learning (500-2000 
employees) in MENA 
in 2021. 

Total Training Hours

Average training per 
employee (hours)

2019

Total=22,063

Generic Internal Training (white collar) which is targeted at knowledge 
sharing and soft skill development, as well as technical training (blue 
collar) which mostly relates to technical skills and knowledge, Health and 
Safety and task-based training

Management training (business schools) which aims to broaden and 
develop the knowledge and skills of employees at management level 
and above; 8 - 10 senior execs receive training from Harvard and London 
Business School

Specific: paid training provided by external companies, usually based on 
industry, licensing, operational certification or specific skill requirements

LinkedIn Learning: Up to 50 employees are nominated annually

MBA program: in conjunction with the Swiss Business School, employees 
may apply for a company sponsored MBA and will be considered in 
alignment with the HR policy parameters and performance appraisal 
score; in 2021, 35 employees enrolled in MBA programs

Avg=16.61

16,138

12.5

5,924

22.1

2020

Total=32,895

Avg=21.74

25,600

20.4

7,296

27.5

2021

Total=44,305

Avg=20.8

55,680

20

36,851

21.4

7,454

23.5

2022 Target
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Health & Safety
(GRI - 403-1, 403-2, 403-4, 403-5, 
403-6, 403-7, 403-8, 403-9, 403-10)

We aim at protecting our employees against workplace hazards, organizing 
environmental reporting, implementing audits for quality and managing stakeholders. 
We believe HSE Management Systems is the responsibility of all employees and great 
importance on Health, Safety and Environmental standards are assigned to all levels 
of employees. Eltizam has robust commitment to its HSE policy and aims to promote 
a safe and healthy working environment for its employees, clients and its interested 
parties, including the public. We encourage our employees to STOP the work if Health 
& Safety is compromised. We believe our employees are our greatest asset and we 
establish suitable and sufficient management systems to assure our employees’ 
protection against any occupational illness or injuries.  

Eltizam has developed and implemented an integrated Quality, Health, Safety & 
Environment Management System Manual (QHSE IMS). The QHSE-IMS is built on ISO 
9001:2015 Quality Management System, ISO 14001:2015 Environmental Management 
System and ISO 45001:2018 Occupational Health and Safety Management System as 
a framework that allows our organisation to document and improve our practices in 
order to better satisfy the needs and expectations of our customers, stakeholders and 
interested parties.

As part of the IMS, Eltizam has developed an IMS manual, which describes the IMS 
management system, delineates authorities; interrelationships and responsibilities 
of personnel operating within the management system. The manual also provides 
references to procedures and activities that also comprise our integrated 
management system.

Plan

Check
Act

Do

 » QHSE Policy

 » QHSE & Emergency 
Respons Plans (ERP)

 » Objectives / KPIs 

 » Operating Manuals, 
SOPs, RA, MS 

 » Implementation 
of QHSE plans, ERP, 
SOPs, RA, MS

 » Induction / Training / 
TBT Briefings

 » Records

 » Corrective Actions

 » Preventive Actions

 » RA/SOP Reviews

 » Management Review

 » QHSE Inspection

 » Audits

 » Testing of ERP

 » KPI Review

Training is one of the paramount 
requirements to ensure the safe 
work practices and the exceptional 
FM services to our clients. All our 
training materials are in line with 
international standards such as 
NEBOSH, IOSH, British Safety Council 
– UK and ISO 9001, ISO 14001 and ISO 
45001.

A recurring program of Toolbox Talks 
on various QHSE topics is prepared 
and conducted on a regular basis 
across the projects (FM) for all 
employees working on site. Digitised 
platforms help the employees to 
view the videos at any time and 
in any place to easily understand 
the HSE requirements and adhere 
the safe work practices. Training 
records are collated and reported to 
management using PowerBI.

Health & Safety Training 
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Lost 
Time 
Injuries

Reduced by
2019 2021

60%

Health & Safety Training

Total QHSE Training Hours 
(Including Contractual employees) 

QHSE Training Hours 
(Non- Contractual) 

2020

18,170

21,085

2021

28,498

44,885

% Increase

56.8%

112.9%
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GRI- 403-2: Hazard Identification, Risk Assessment & Incident 
Investigation 

Key Performance Indicators 2019 2020 2021 Target

The percentage of company’s sites/offices 
with ISO 14001 certification 100% 100% 100% 100%

Total employee manhours (#) 3,198,144 3,957,844 4,687,542 -

Employee total recordable injuries (#) 14 13 15 -

Employee lost-time injuries (#) 5 2 2 -

LTIFR 1.56 0.51 0.43 -

Absenteeism rate* 6% 7% 6% -

HSE Audits Across the Group

Internal Audit External Audit

20202019

14

23

2021

31

20202019

11

2021

1

Comprehensive risk assessment processes are carried out for all the routine and non-
routine activities as per the core QHSE process for Risk Management and the site-
specific QHSE plan. The identified risks are prioritized as per the risk rating to  
develop a suitable and sufficient mitigation plan to bring down the risks to an 
acceptable level or ALARP (As Low As Reasonably Practicable).

We encourage our employees to report incidents irrespective of the  
nature or liability in order to identify the root cause and establish  
suitable corrective / preventive actions to prevent the  
re-occurrence.  Incidents are notified and reported to the  
Health & Safety unit as per the time frames specified in the  
QHSE procedure.  The QHSE Officer leads the investigation along  
with Facilities Manager, and for serious incidents, the QHSE Manager  
will be involved to identify the root and underlying causes. Upon investigation,  
the appropriate corrective / preventive actions are agreed and documented  
in the investigation report. The effectiveness of the action taken is reviewed  
periodically to prevent the recurrence of the incidents.

Sustainability Report 2022
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Number of customer 
comments responded to 

(#) *

Number of customer 
complaints filed (#) *

Customer satisfaction 
score (%)

20202019Key Performance 
Indicators

24,715

24,715

NA

12,570

12,570

86

2021

24,903

24,909

85

2022 Target

80%
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Customer Satisfaction

Customer & Resident Wellbeing & Satisfaction 

We are committed to delivering a consistent customer experience through prompt 
personalization and transparent & seamless solutions for our clients. Eltizam has been 
putting special efforts to make sure that everything we do is aligned to delivering 
happiness and increased efficiencies and a dedicated CX department has been 
inducted to take responsibility for this. 

Since 2019, we have been tracking the feedback on our services from our customers on 
an annual basis. To ensure that the corrective actions are taken on time, this year we’ve 
started quarterly and transactional surveys to get regular updates and responses 
from the end-user. We have collaborated with Survey2connect, one of the region’s 
leading customer experience systems and can now track the situation in real-time 
and automatically launch a survey whenever a customer transaction is completed. We 
have enabled multi-channel surveys via email, SMS, and phone calls, which has helped 
us to improve the response rate. 

Our community managers, technicians, and cleaners have participated in six CX 
Masterclasses since 2021.

A total of 80 members of the management team attended these classes too. All 
managers and supervisors who attended the CX masterclass were introduced to the 
company’s new blueprint, the strategy we intend to implement and how to represent 
the brand.

Due to our ongoing expansion plans and the need to integrate companies and brands, 
we have kept our target at 80% for 2022.

We strive to uphold the highest standard of living for the people living in our properties 
& communities. Eltizam has enrolled 70 towers across its Dubai portfolio in the WELL 
Health-Safety Rating. WELL Health-Safety ratings help organizations address the 
health, safety and well-being of their most valuable asset - people. We believe in the 
value of bringing communities and resources together to build a better world. We seek 
to amplify this shared value in the communities that we operate in by continuously 
engaging with, investing in and advocating for important issues within them. 

Make your CX 
vision a reality

Differentiate your 
experience

Develop a 
Customer centric 

culture

Measure your CX 
performance

Deliver a consistent 
experience

Customer Experience Principles

Sustainability Report 2022
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Positively 
Impact 
Communities 
GRI - 413, 202

Sustainable Development Goals Partnership: Community Investments 
(Education, Environment)

Other CSR Initiatives

Emiratization & ICV
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Community Engagement
(GRI-413-1, 413-2)

At Eltizam, we believe in bringing communities and resources together to build a 
better world. We know that businesses can serve as a force for good, and long-term 
success is only attainable when we work in partnership with communities to achieve a 
meaningful impact. We seek to amplify this shared value in the communities that we 
operate in by continuously engaging with, investing in and advocating for important 
issues within them. We have our in-house culture team, Get Wonky that collaborates 
with different stakeholders such as Dubai Cares, the Sparkles Foundation, Al Noor 
School, Down Syndrome Association, Abu Dhabi Autism Centre, etc. to promote Eltizam’s 
CSR focus. Our CSR focus is on improving the environment we live in by reducing our 
carbon footprint and improving educational infrastructure by collaborating with various 
educational institutes.

Total Value of Donations made by Eltizam

Donations or sponsorship 
(AED)

Community investment as 
a % of pre-tax profit (%)

Community investment as 
a % of revenue (%)

20202019

37,000

0.18%

0.01%

152,500

0.91%

0.06%

2021

88,000

0.30%

0.02%

2022 Target

200,000

Eltizam started its CSR journey in 2019 
where we collaborated with Dubai Cares 
for the construction of a school in Nepal 
which became operational in 2021. 

The school directly benefits 90 children 
and 50 women while indirectly benefiting 
300 adults (teachers and officials per 
school) and 300 volunteers. Due to the 
COVID 19 pandemic, the school had 
faced difficulties to be operational due 
to which 26 students had dropped off. To 
support the drop-off students, we started 
an Accelerated Learning Program to 
support them pick up on their missed 
curriculum.

Climate change is another key area of CSR for Eltizam. In 2021, Eltizam partnered with 
Team Peninsula to raise awareness about single-use plastics and the damage they 
cause to the marine environment. 

The initiative, titled THE ATLANTIC CHALLENGE, was partly sponsored by Eltizam. Team 
Peninsula’s goal was to raise funds for Azraq and Plastic Oceans UK, two charities/
non-profit organizations that are committed to preserving our marine habitats and 
preventing plastic pollution. Eltizam donated AED 88k for this cause in 2021. 

Apart from these, there were other key community initiatives undertaken by Etizam in 
2021.

Amauri School, Nepal
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We believe our employees are our brand ambassadors as they are aligned with our 
vision and values. To encourage employee participation in CSR initiatives, our HR team 
is looking to introduce a volunteering programme for at least 75 employees a year 
across different departments.

We are re-emphasizing our focus on hiring, developing and retaining Emirati talent 
by colaborating with American University of Sharjah, United Arab Emirates University, 
Emirates Institute for Banking and Financial study, Dubai Institute of Design and 
Innovation (DIDI), Abu Dhabi Higher Colleges of Technology and Middlesex University 
Dubai. We sourced and interviewed UAE National students that were then taken onto 
different programs with Eltizam entities related to their field of study for a period of 2 to 
4 months, located in both the Abu Dhabi and Dubai offices.

Our recent Internship program successfully adopted an approach that ensures that 
the young leaders of tomorrow maximize their business opportunity. In the internship 
program, students gain real-life, practical skills and experience in a business 
environment while applying their theoretical knowledge.

Emiratization & ICV

At Eltizam, we do a technical evaluation of all our vendors before they register with us. 
All our vendors are screened on qualitative criteria. In 2021, we procured goods and 
services from ~ 1,170 suppliers.

Local Procurement

Proportion of senior management hired from the local community 
(GRI- 202-2)

Procurement Practices

Total number of local 
suppliers engaged (#)

2021

1,173

2020

1,046

2019

1,337

of the procurement 
from local 
suppliers

of the suppliers 
screened on 
qualitative criteria95% 100%

Nationals in senior  
management level

Nationals in the total  
full-time workforce

20202019

7

3

2021

11

20202019

11

2021

1

Al Noor Fun Fair
We supported Al Noor School Family Fun Fair to raise funds towards 
the education cost for students with disabilities. Different means of 
communication were used to raise awareness about the school and 
their SMILES’N STUFF online shop where products handcrafted by Al 
Noor students are sold. This initiative was promoted via social media, 
office screens and emailers.

Al Qurm - Beach Clean-up
In collaboration with the Abu Dhabi Environment Agency and Zayed 
Higher Organization, Get Wonky participated in Al Qurm Beach 
clean-up initiative. The initiative was supporting the UN’s SDGs, and 
one of our strategic priorities in Eltizam and Get Wonky - to protect 
Life Below Water and Life on Land. Eltizam employees volunteered to 
collect waste from the beach.

Al Qudra - Adidas Race for Deserts (2021)
Eltizam employees united under the Get Wonky colours to join 
the Race for the Deserts event. For every kilometer ran, Adidas 
contributed AED 10 to support the clean-up of plastic waste from the 
deserts. 700+ runners gathered to run a total of 3,500 kilometers in 
this initiative.

Emarati Children Fun Day
On the 15th of March every year, the UAE celebrates Emirati Children’s 
Day. This year Get Wonky and Eltizam employees dressed as 
“Disney Crew” and spent a day playing and participating in different 
activities.

Down Syndrome Association
service donation: Eltizam and Get Wonky completed new CSR 
initiative with Emirates Down Syndrome Association Dubai. A 
donation of services from 800TEK to the tune of AED 24,262 was done.

Apart from these, there were other key community initiatives undertaken by Etizam in 
2021.
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GRI Content 
Index 

GRI Content Index

GRI Standards

GRI Standards Disclosure Page No.

GRI 2: General Disclosures 2021

2-1 Organizational details 12 - 14

2-2 Entities included in the organization’s sustainability 
reporting 6

2-3 Reporting period, frequency and contact point 5

2-5 External assurance 5

2-6 Activities, value chain and other business relationships 12 - 14

2-7 Employees 64 - 65

2-9 Governance structure and composition 36

2-10 Nomination and selection of the highest governance 
body 38 - 39

2-11 Chair of the highest governance body 38 - 39

2-12 Role of the highest governance body in overseeing the 
management of impacts 38 - 39

2-13 Delegation of responsibility for managing impacts 38 - 39

2-14 Role of the highest governance body in sustainability 
reporting 38 - 39

2-16 Communication of critical concerns 42

2-19 Remuneration policies
Covered in 

governance 
report

2-20 Process to determine remuneration
Covered in 

governance 
report

2-22 Statement on sustainable development strategy 8 - 9; 24 - 25

2-23 Policy commitments 42 - 45

2-24 Embedding policy commitments 42 - 45

2-26 Mechanisms for seeking advice and raising concerns 42 - 43

2-27 Compliance with laws and regulations 42 - 43

2-29 Approach to stakeholder engagement 23
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GRI 3: Material Topics 2021

1-Mar Process to determine material topics 28  -29

3-2 List of material topics 28 - 29

3-3 Management of material topics  30 - 31

GRI 202: Market Presence 2016

202-2 Proportion of senior management hired from the local 
community 79

GRI 204: Procurement Practices 2016

204-1 Proportion of spending on local suppliers 79

GRI 205: Anti-corruption 2016

205-1 Operations assessed for risks related to corruption 42 - 43

205-2 Communication and training about anti-corruption 
policies and procedures 42 - 43

205-3 Confirmed incidents of corruption and actions taken 42 - 43

GRI 206: Anti-competitive Behavior 2016

206-1 Legal actions for anti-competitive behavior, anti-trust, and 
monopoly practices 42 - 43

GRI 207: Tax 2019

207-2 Tax governance, control, and risk management 40 - 43

GRI 302: Energy 2016

302-1 Energy consumption within the organization 50 - 53

302-2 Energy consumption outside of the organization  50 - 53

302-3 Energy intensity 52 - 53

302-4 Reduction of energy consumption 50 - 51

GRI 303: Water and Effluents 2018

303-5 Water consumption 54 - 55

GRI 305: Emissions 2016

305-1 Direct (Scope 1) GHG emissions 58 - 59

305-2 Energy indirect (Scope 2) GHG emissions 58 - 59

305-4 GHG emissions intensity 58 - 59

305-5 Reduction of GHG emissions 58 - 59

GRI 306: Waste 2020

306-1 Waste generation and significant waste-related impacts 56 - 57

306-2 Management of significant waste-related impacts 56 - 57

306-3 Waste generated 56 - 57

GRI 401: Employment 2016

401-1 New employee hires and employee turnover 63

401-2 Benefits provided to full-time employees that are not 
provided to temporary or part-time employees 62

401-3 Parental leave 62

GRI 403: Occupational Health and Safety 2018

403-1 Occupational health and safety management system 68 - 69

403-2 Hazard identification, risk assessment, and incident 
investigation 70 - 71

403-4 Worker participation, consultation, and communication on 
occupational health and safety 68 - 71

403-5 Worker training on occupational health and safety 68 - 69

403-6 Promotion of worker health 70 - 71

403-7 Prevention and mitigation of occupational health and 
safety impacts directly linked by business relationships 68 - 69

403-8 Workers covered by an occupational health and safety 
management system 70 - 71

403-9 Work-related injuries 70 - 71

GRI 404: Training and Education 2016

404-1 Average hours of training per year per employee 67

404-2 Programs for upgrading employee skills and transition 
assistance programs 66

404-3 Percentage of employees receiving regular performance 
and career development reviews 66 - 67

GRI 405: Diversity and Equal Opportunity 2016

405-1 Diversity of governance bodies and employees 64 - 65

GRI 406: Non-discrimination 2016

406-1 Incidents of discrimination and corrective actions taken 44

GRI 413: Local Communities 2016

413-1 Operations with local community engagement, impact 
assessments, and development programs 76 - 78
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eltizam.com

https://eltizam.com/
https://twitter.com/eltizamgroup?lang=en
https://www.linkedin.com/company/eltizam-assets-management-group/
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