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Figure 12: Our Human Capital Strategy Pillars

Our Human Capital strategy 
Our Human Capital strategy centers on empowerment and partnership, putting our Human Resources function front and center as a 
key enabler to our strategy and business goals. The Aramex Corporate culture puts our people first to attract, retain, and empower 
talent, solidifying our position as the employer of choice. 

Our Human Capital strategy is built on the following pillars:

Talent Acquisition, 
Management, and 

Retention 

Internal 
Communication

Learning and 
Development 

HR Technology and 
Systems

HR Policies, Manuals, 
and Code of Conduct

Organizational Insights 
and Analytics

Performance Based 
Rewards and Incentives

Diversity, Equity, and 
Inclusion 

IntellectualSocial and 
Relationship

Human
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Our Human Capital strategy and practices continued to evolve in 2023 building 
on our Centers of Excellence structure. Additional information available here. 
The expertise in these functions allowed us to embed new strategies and HR 
best practices across the network.

In 2023, we embarked on a full Global Policy review, whereby we externally 
benchmarked our policies to ensure that we are aligned with best practices 
within our industry and across the globe. 

Additionally, we successfully accelerated our performance management 
process in 2023 to create a focused and aligned performance-driven 
workforce through targeted process and system enhancements. On the talent 
management and development front, we established our internal succession 
planning for critical roles while expanding our leadership and commercial 

academies to foster business continuity. 

2023 was a successful year for our Talent Acquisition projects, which focused 
on commercial initiatives and nationalization, along with revamping our 
Career Page to highlight our global and regional Employee Value Propositions 
(EVP) offerings. We also conducted a review of our full-scale compensation 
benchmarking framework across all markets globally, allowing us to better 
manage compensation and related performance management strategies for 
the future.

Finally, we were proud to have enhanced and harmonized our leave benefits 
structure across the network in terms of annual, maternity, paternity, marriage 
and bereavement leaves. Moreover, as part of our benefits harmonization 
strategy, we extended life insurance to all employees of Aramex worldwide.

International Express

We are committed to putting the HR function at the forefront as a key 
enabler for our company strategy, operations, and sustainability by 
building and maintaining strong business practices, partnerships, and 
programs that center around our people’s talent development, well-
being, and career growth. 

https://dotcomaramexprod.blob.core.windows.net/default/docs/default-source/annual-reports/aramex-annual-report-2022ac149788b3f2659d9310ff0100e7fe0c.pdf
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Sustaining Organizational 
Health and Engagement
We continue to deliver on our organizational health and engagement initiatives, including setting 
goals and plans to increase diversity ratios and improve employer brand awareness to become a truly 
global force in the logistics and supply chain category. 

Figure 13: Human Capital Distribution per Region

Figure 14: Expats vs. National Employees

Figure 16: Employee Age Distribution

21
-3

0
31

-4
0

41
-5

0
51

-6
4

A
bo

ve
 6

4
U

nd
er

 2
1

Figure 15- Expats Vs National Employees per Management Level
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In 2023, we conducted our biannual “Aramex Pulse” to measure and gather greater insights into our overall organizational health. 
Our state-of-the-art platform allows managers to assess their team members’ engagement levels and come up with action plans to 
address issues, empower managers’ decision-making abilities, improve team management approaches, and create a more transparent 
culture leveraging bottom-up performance management and enhancements. 

On the Corporate level, we continued to communicate the overall organization results during our global Town Hall events, while focusing 
on key areas of improvement and plans, such as employee communications, compensation and benefit offerings enhancement, and 
increased career and development opportunities. 

To maintain our position as a responsible employer, our employee engagement also focuses on Health and Safety, as well as Compliance 
matters, to gather insights and feedback on areas of improvement. 

Aramex prioritizes a result-oriented approach, where team members and their managers are 
responsible for maintaining an effective performance management system. We emphasize 
the importance of coaching and development to strengthen the collaboration between 
employees and managers and to acknowledge the contributions of our people.

In 2023, we focused on ensuring that the performance management process and system 
are consistent, straightforward, and relevant to employees and their managers. Training 
for managers on goal setting and coaching is part of this effort. Additionally, regular 
performance evaluations with frequent feedback sessions are conducted to support 
employee development through quarterly check-ins.

We have also streamlined our performance evaluation process, differentiating it for various 
job levels to make it more targeted and practical. For senior employees, our approach is 
strategic, whereas for junior staff, the focus is on concrete goals and behaviors to support 
their career growth. Career development workshops have been introduced to help 
employees define their career objectives, both in the short and long term and to provide 
them with the necessary tools and guidance, like LinkedIn Learning, to achieve their 
professional goals.

Diversity, Equality, and Inclusion
Diversity, Equality, and Inclusion (DEI) are key to our Human Capital Strategy at Aramex. Our Diverse workforce, 
which includes over 104 nationalities, is one of our key strengths, and as such, we work to ensure that all our 
employees have a sense of belonging, fostering equality and inclusion across all our operations.

Performance Management at Aramex We celebrate diversity across all functions through different programs, policies, 
and initiatives. We have clear policies and handbooks in place to ensure the well-

being of our employees, raise awareness on appropriate behavior, and ensure 
that we tackle any concerns related to issues of misconduct or discrimination 

effectively and comprehensively.

Aramex Code 
of Conduct 

Diversity, Equity & 
Inclusion Policy

Grievance 
Policy

Whistleblowing 
Policy 

Global Employee 
Handbook

We have clear policies against discrimination based on gender, ethnicity, abilities, disabilities, 
religion, age, or sexuality.
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All our HR policies are available on Aramex’s intranet and are subject to periodic reviews and shared with employees. In 2023, these 
policies were aligned with and externally benchmarked against best practices. For more on our Code of Conduct and Corporate 
policies, please refer to page (106).  In 2023, we set forward our DEI Strategy that will be rolled out in 2024.

Our confidential ‘SpeakUp’ platform underscores our zero-tolerance policies for discrimination, harassment, and bullying on any 
grounds, including gender, and helps enhance the overall understanding of our code of conduct and related compliance policies. 
We continually build awareness of our ‘SpeakUp’ and our Whistleblowing Policy and Reporting System (page 106) through internal 
communication, including from our Group CEO.

Commitment to Gender Equality and Representation

In 2023, in line with our vision and updated policies, we established two key development programs: ‘Stand-out Development 
Path for Women’ and ‘Embracing Equity’ learning path’.  In the majority of our key markets, warehouse logistics and ground 
courier services jobs are male dominated, which impacts our gender breakdown (20% Female and 80% Male).  Despite this, we 
are committed to enhancing our gender balance and developing specific and targeted opportunities for women. Additionally, 
we ensure that our benefits and compensation are based on performance by committing to equal and fair pay regardless 
of gender. Additionally, we provide support to working parents, including parental leave, enhanced maternity pay, and leave 
benefits. In line with benefits harmonization, we enhanced our maternity benefits as well in 2023. The rate of return of new 
mothers following full maternity leave was 98% in 2023. 80%

20%

25% 75%

Female

Male

Gender Excluding
Ground Couriers

Figure 17: Employee Breakdown per Gender

Figure 15- Expats Vs National Employees per Management Level
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 Employees per Level of Management per Gender

Female Representation at Aramex

MIDDLE MANAGEMENT

Female

Male

OTHERS SENIOR LEADERSHIP

77%

3%
1%

1%19%

Figure 19: Employee Breakdown per Gender per Management Level

Years of Service %

Less than 1 year 9.99%

1 - 5 50.86%

6 - 10 19.87%

11 - 15 9.96%

16 - 20 6.60%

21 - 25 1.96%

Above 25 Years 0.77%

Human Capital- Years of Service

Figure 20: Employee Breakdown by Years of Service

Network Corporate 
Head Offices 

2023 
New Hires

2023 
Promotions

Female Board 
of Directors

52% 26% 220% 31% Aramex is amongst the first 50 companies in the UAE to pledge with the UAE Gender Balance Council to increase 
women’s representation in mid- and senior positions to reach 30% by 2025. Key elements of the pledge include:

1. Ensuring equal pay and fair compensation practices
2. Promoting gender-equitable recruitment and promotion
3. Reflecting our ambitions through policies and programs
4. Being transparent with our progress through annual reporting to the UAE Gender Balance Council

This initiative is not limited to the UAE but is part of our efforts toward women’s empowerment and achieving gender balance 
across all our locations globally. The pledge provides the roadmap for our ongoing DEI strategy.
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Employee Relations

A core part of our Human Capital strategy is ensuring that we create and maintain positive working relationships with our employees. We 
updated our Global Employee Handbook in 2023 to ensure we have clearly defined principles and guidance around our HR policies that 
apply to our people across the network. Ensuring that we effectively communicate and share these guidelines provides employees with 
an understanding of our policies, appropriate conduct, and the necessary actions to maintain a healthy and safe working environment 
and safeguard our employee relations. Our enhanced global policies aim to encourage better synergy and uniformity across all practices 
and procedures, locally and globally.

We share these policies along with awareness campaigns through various internal communication channels. We also have training 
programs organized through our Corporate University to reinforce these policies and guidance.

Internal Communication

Internal communication remains key to the implementation of our Human Capital Strategy. In 2023, we continued to leverage our 
internal Communications to drive transparency, ease the flow of information, and increase engagement, allowing us to bring the Aramex 
network and its people closer together despite geographical distances. Our Group CEO facilitated global and local Town Hall sessions 
across the network to provide a space to share updates and for employees to share their concerns and questions. In addition to these 
Town Hall sessions, our internal communication function ensures communication on our network-wide Safety Week, International 
Women’s Day, as well as our Global Engagement results and ongoing strategic and operational progress.

Employee Well-Being

Employee well-being is paramount to the preservation of our human capital 
and ensuring enhanced performance and career growth. As such, we are 
dedicated to enhancing their wellness through different initiatives and 
programs. Our comprehensive program offers a series of well-being sessions, 
including sessions led by qualified psychologists, which cover a variety of 
topics to strengthen employees’ wellness. These include practical advice 
on managing anxiety, utilizing sensory strategies effectively, navigating 
challenging situations without becoming overwhelmed, and engaging in brave, 
honest conversations. We also focus on topics such as fostering emotionally 
intelligent children, unlocking the secrets of a healthy mind, and setting goals 
to live your best life.

Our sessions also teach the cultivation of self-compassion during tough times, 
distinguishing toxic positivity from authentic happiness, and transforming lives 
through mindfulness and meditation. Our collaboration with “The Lighthouse 
Arabia” seeks to build awareness of best practices in diversity, equity, inclusion, 
and general well-being, addressing issues such as mental health in adults and 
children, understanding ADHD, emotional resilience, stress management, 
and anxiety coping mechanisms. All sessions are available globally to our 
employees and can be accessed through our Learning Management System, 
with recordings available for convenience.

Promoting Healthy Communities

We have partnered with Ministries of Health and Industry bodies in KSA, United Kingdom, India, Georgia, South Africa, Ireland, and 
Jordan to promote and participate in several events centering on health and wellbeing, including blood donation drives, Flu shots, 
free medical services, and awareness campaigns for World Hepatitis Day and Breast Cancer. This included raising funds for Breast 
Cancer research though our Wear It Pink Strong Platform in the UK and a focus on mental health awareness in Ireland.

#GenderEquity

Happy Women′s Day.

 #EmbraceEquity

LET’S LOOK 
BEYOND GENDER.
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Talent Acquisition

Our Talent Acquisition team works diligently to ensure that we recruit the best person for the right position. Our recruitment focus is on candidates who 
not only have the necessary skills but also align with our culture and are geared for career growth and learning. Fundamental to our talent acquisition is 
ensuring we maintain our status as the employer of choice through our broader HR Strategies and EVPs. 

In 2023, we were recognized by LinkedIn for our learning and talent acquisition strategy.

Aramex is proud to partner with best-in-class providers such as LinkedIn for learning and recruitment solutions, as well as universities across the globe to 
onboard fresh graduates and support them in growing their careers at Aramex. Our Talent Acquisition partners are up to date with the latest recruitment 
trends and activities and are regularly trained, using training platforms like LinkedIn Recruiter to enhance their talent acquisition skills. 

GCC Nationalization Targets

In 2023, we continued to work on our nationalization targets across the UAE and KSA to achieve national targets 
set by government authorities. We can confirm that we have achieved all the targets set out in 2023, noting that 
our ambition is to partner on delivering beyond mandates and to truly reflect an integrated and representative 
workforce.

Nationalization
Targets

Learning and Development 

In 2023, our L&D strategy has been characterized by a blended approach, featuring traditional classroom learning with hands-
on field experience, augmented by digital interaction and tailored feedback based on results. This approach is driven by our 
commitment to empowering employees to take control of their learning paths, equipping them with the necessary tools to advance 
in their careers and preparing them to step into leadership roles within our company.

Our Training in Numbers

2023 2022

Number of Learners 14,383 14,432

Number of Courses 3,475 3,149

Learning Hours 101,988 114,221

Average Hours per Employee 6.2 7.91

Average Courses per Employee 8.4 6.88

Female Learners 3,148 3,203

Male Learners 11,235 11,229

Training Highlights 2023 2022

Total Training Hours including Linked in 101,988 114,221

Total Linked-in Learning Hours 17,871 14,261

Total Hours Female 30,486 31,989

Total Hours Male 71,502 82,232

Total Hours excluding Linked in 84,117 99,960

Average Hours – Active Learner 7.1 7.9

Average Hours - Headcount 6.2 7.0

102%

100%

met
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Central to our L&D achievements this year was the rollout of the Leadership Academy at Aramex University, in collaboration with the 
prestigious HULT Business School. In 2023, the academy offered an Executive program for senior leaders and a Leadership Essentials 
program for mid-level managers, both of which have been praised by participants. The positive reception and the evident impact on 
leadership skills have set the stage for increased enrollment and investment in the coming years.

We have also made significant strides in enhancing the leadership capabilities of our Country Managers and Station Managers through 
the three-tier Station Manager Development Program, designed to prepare current and prospective talents for these critical roles.  We 
also launched the High Impact Selling program, spread across regions including the GCC, MENAT, South Africa, Europe, and Asia, and 
have successfully trained trainers to deliver high-quality content globally and continue building capabilities for all the current and new 
employees.

Furthermore, we launched a digitally accessible Logistics and Freight curriculum to deepen employees’ industry expertise. Simultaneously, 
we continued to leverage our digital platforms and assets, such as LinkedIn Learning, to upskill the organization through customized 
learning paths and upskill our frontline workforce in areas, such as communication and customer service, to meet the evolving demands 
of our customers and industry, maintaining our customer centricity and focus on customer experience.
Operational excellence remains at our core and as such we continue with our commitment and pursuit of continuous improvement 
in a structured, impactful manner by hosting a series of Lean Six Sigma programs focusing on cultivating internal Lean Champions, 
starting with Kaizen Workshops and advancing through to Yellow and Green Belt certifications.  The Lean Program not only reinforces 
our operational strategies, but also serves as a powerful platform for sharing knowledge and best practices across our global network, 
fostering a cohesive and continuously improving organizational culture.

Aramex’s commitment to L&D has not only strengthened individual competencies, but has also emerged as a strategic asset to our 
overarching business strategy, positioning us for continued growth and innovation in the years ahead.

Learning 
Path for Women

We launched a specific 
learning path for women 
through LinkedIn whereby 
more than 150 women 
have completed the 
course

Forward Focus: Our 2024 Goals and Initiatives
Our goals for 2024 are in line with the continuation of our 5-year HR Strategy initiated in 2022.

Our core focus will be around Culture Transformation as 
we will be launching our revamped leadership behaviors 

training and awareness program to build on the 
momentum and energy of our executive level to support 

our business aspirations.

In the coming year, we will build on our engagement 
survey data to enhance our DEI strategy and programs. 
From a compensation and rewards perspective, we will 
be leveraging the benchmarking data and frameworks 

we have built in 2023 to act on compensation strategies 
to better attract and retain key talent.

As part of employee engagement and development, we 
plan to build on and expand the ‘Career Opportunities’ 

element from the Career Development workshops 
launched in 2023 through technology, building career 

pathways, training on career development, and 
succession planning.

We also foresee an exciting year ahead by further 
investing in our Talent Acquisition practices and strategy, 

as well as by leveraging the best-in-class assessments 
and system enhancements through the power of AI 
to drive efficiency, effectiveness, and meaningful 

experiences with internal and external stakeholders.
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Health, Safety, and Security 
At Aramex, the Health, Safety, and Security (HSS) of our people, stakeholders, and facilities are of the utmost 
importance and central to our ability to create value and maintain our Human, Manufactured, and Social and 
Relationship Capitals. 

Our occupational health and safety (OHS) management system provides the framework for all our operations 
to provide a safe and healthy working environment and sets out clear policies, procedures, manuals, and training 
to guide all relevant stakeholders to ensure our compliance with all relevant internal and external regulations and 
policies. Our health and safety approach aims to achieve the target of zero fatalities. OHS targets are further 
depicted within our OHS Objectives and targets.  

Below is a snapshot of our Health, Safety, and Security policies and procedures:

We expanded our use of our ‘Riskconnect’ tool, which is used to report and investigate HSS incidents, to all our 
stations. Increased monitoring and reporting of incidents enable us to capture and mitigate any potential weak 
points in our HSS systems and procedures. We also utilize the tool to capture an overview of all Aramex facilities 
and the safety standards within them, which allows us to conduct internal safety and security assessments. In 
2023, we expanded the scope of ‘Riskonnect’ to cover annual health and safety audits, alongside daily, weekly, 
and monthly security inspections to ensure that all stations complete these tasks on time.

Our incident reporting procedure requires all designated HSS employees across the network to report all safety 
and security-related incidents, including near misses, through the ‘Riskonnect’ tool. These incidents are then 
investigated by the respective station’s HSS representatives using a root cause analysis (RCA) approach for all 
incidents and high potential/ high risk near miss observations. Appropriate Corrective and Prevention actions 
are raised based on the RCA outcomes. Incident investigation outcomes are communicated to the relevant 
stakeholders to ensure that appropriate actions are taken to prevent similar incidents from re-occurring. 
Furthermore, we have an internal platform for all employees who can also report near misses, safety observations, 
and accidents, whereby HSS employees take further action.

All relevant employees are required to attend periodic HSS training and be aware of all 
policies, manuals, and procedures. Additionally, all our employees and subcontractors 
are covered within our occupational health and safety management system . 

Our systems, software, policies, and procedures undergo continual monitoring and 
updates, combined with our hazard identification and risk assessment procedure, to 
ensure that all HSS components are prepared to address changing business needs, 
mitigate risks, and tackle gaps and threats.

Figure 22: Snapshot of Our Health, Safety, and Security (HSS) Policies and Procedures

Health and Safety Policy 

No Smoking Policy 

Substance Abuse Policy Permit to Work Procedure 

Health and Safety Manual Security Policy

Driving Policy Land Transportation Safety Manual 

Hazard Identification and Risk Assessment Procedure

Stop Work Policy Safe Use of Work Equipment Procedure 

Warehouse Safety Manual

ManufacturedSocial and 
RelationshipHuman
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Health and Safety Committees 

Aramex Safety Committees are formed in each station and are chaired by Station 
managers. These committees serve as an official platform for employees to discuss 
any issues related to HSS and to ensure proper follow-up and corrective actions. The 
committee meets quarterly and includes employees from different functions and 
levels. The committee ensures active employee participation and engagement in 
health and safety matters and concerns. This is also facilitated by the internal platform 
for employees to report HSS observations and incidents.
Regular facility walk-throughs are another way to engage employees and management 
from different functions in HSS. These walkthroughs help identify any possible health 
concerns and determine areas of improvement.

Additionally, HSS alerts, circulars, and information are shared via specific notice 
boards and company intranet, and meetings are used to communicate and consult 
with employees.

Our in-house HSS training program is developed based on an evaluation of the training needs of employees 
and relevant stakeholders. These include our Health and Safety induction program, Permit-to-work procedure, 
along with additional general and on-the-job HSS training modules (such as Forklift truck training and Fire safety 
training).

Health and Safety Training and Awareness 

courses on Health 
and Safety 

drivers trained on 
defensive driving 
in the UAE17 180

Handling Hazardous Materials and Dangerous Goods
Our Competency-Based Training and Assessment Center (CBTA) program was launched in 2023, in partnership 
with the International Air Transport Association IATA. The dangerous goods training programs are based on a 
competency-based training and assessment approach and in compliance with international and industry standards. 

963 Ground Operations and Ground Courier 
team members attended Dangerous Goods Awareness and Training programs in 2023.

Our chemical handling procedure provides necessary guidance on the safe handling of chemical and hazardous 
goods with Aramex worksites and on the assessment and mitigation of risks associated with these goods. The 
procedure outlines the necessary safety data sheets, required training, and the emergency response plan. It 
also advises on relevant Health and Safety regulations to ensure compliance with appropriate procedures and 
requirements at any point where and when chemical handling is undertaken.

These guidelines are continuously reviewed with function owners while “Safety Data Sheets” are reviewed by 
trained employees. Emergency plans are also initiated or revised to include any changes. Additionally, all our 
stations strive to comply with local and international standards, regulations, and best practices relating to the 
handling of dangerous goods or hazardous materials.

In addition to our dangerous goods training, we also have our International Carriage of Dangerous Goods by 
Road training for all employees involved in land transportation. This is in addition to IATA CAT3 and CAT6 in many 
locations and hubs.

Working Closely with Subcontractors
Working closely and proactively with our subcontractors is critical for maintaining HSS across all Aramex 
operations and locations. Through our Health and Safety Management system, we make sure that we assess our 
subcontractors’ ability to comply with our policies, procedures, and responsibilities and make sure that contractual 
agreements clearly outline these expectations at the outset. All subcontractors are informed through:
 
- Undergoing the Aramex Health and Safety and Permit-to-Work training and procedures 
- Attending weekly toolbox meetings and HSS campaigns. 
- Encouraging all subcontractors to report any issues or concerns with our HSS, as well as any near misses and 
other observations. 

Our HSS team works together with subcontractors to ensure effective communication and participation in all 
matters to safeguard HSS overall.
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Highlights from Our HSS Activities in 2023 - Fostering a Safety Culture

In 2023, Aramex launched our First “Global Safety Week” Campaign to raise awareness on critical HSS topics 
including fire safety, road safety, and warehouse safety, and it will be an annual campaign to enhance HSS culture. 

Additionally, Our HSS team launched a Health Campaign offering health screenings in coordination with Al Noor 
Polyclinic Group in the UAE, which saw the participation of 700   employees and contractors. 

As part of safety procedures, employees were trained on: 
- Road Safety Awareness
- Fire Safety Awareness
- Forklift Truck Safety Awareness
- Chemical Safety Awareness
- Working at height
- Slip, trip, and fall

This year, we implemented defensive driving training, 
which is mandatory for all drivers departing from the 
UAE to other regions, including drivers transporting 
chemicals. Driver behavior will be monitored for excessive 
speed, harsh braking, sharp turning, etc. remotely 
through enhanced GPS tracking devices. The Journey 
Management System will be enhanced with two levels of 
truck inspections, such as pre- and post-load, by qualified 
staff to ensure the truck conditions and properly secure 
the load to avoid transportation-related incidents.

Moreover, in partnership with service providers, our GPS 

tracking solution was further enhanced in 2023 with 
additional “Safety reporting” features to monitor and 
track our fleet in various locations. To further incentivize 
the application of safe driving, we initiated a recognition 
program this year to reward the top 3 safest drivers of 
the month. Our objective is to expand the program in 
2024 to include other locations where the GPS solution 
is available. 
In recognition of our HSS efforts, Aramex facilities in 
the Dubai Logistics City were awarded the Fire Safety 
Campaign Award by the Dubai Aviation City for the 
second year in a row.

8,651 employees in 31 countries
joined the campaign and attended sessions and 
trainings throughout the week. 

Aramex UAE participated in a local campaign, “A Day without 
accidents,” launched by Dubai Police in UAE, where 850 
Aramex employees participated in 21 training sessions across 
the United Arab Emirates.
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Health and Safety in Numbers  
Health and Safety Indicators  

Year 2019 2020 2021 2022 2023

Lost time Injury Frequency 
rate (LTIFR)

2.88 1.83 2.58 2.22 2.78 Aramex experienced 2.78 LTIs for every 
1,000,000 hours worked over the past year

Lost time Injury Incident rate 
(LTIIR)

0.62 0.53 0.66 0.57 0.71 Aramex experienced 0.71 LTIs per hundred 
employees

Severity Rate (SR) 16.45 17.61 17.72 11.90 11.25 On average, each LTI resulted in 11.25 days off 
work

Lost time injury Rate (LTIR) 0.58 0.37 0.52 0.44 0.56 For every 100 employees, 0.56 employees 
have been involved in LTI

Vehicle related Lost days 
rate (LDR)

12.27 8.03 6.93 3.87 2.20 Aramex experienced 2.20 vehicle related Lost 
days per million shipments

WH and Office related Lost 
days rate (LDR)

3.63 5.42 6.92 4.94 3.82 Aramex experienced 3.82 WH & Office related 
lost days per million shipments

Lost days rate (LDR) 15.90       13.45 13.85 8.80 6.03 Aramex experienced 6.03 lost days per million 
shipments

Accidents per Million 
shipments

9.21 7.54 7.26 8.18 8.38 Aramex experienced 8.38 accidents per million 
shipments

2022 2023

Fatality Rate 0.054 0.067 Aramex experienced 0.067 Fatality for every 1,000,000 hours worked over the past year

Near misses 118 299 ARAMEX reported 299 Near misses Last year 

High Risk incident of total 
Incident 

0.022 0.008 ARAMEX reported 0.008 Major incident from all incidents reported last year

Figure 23: Health and Safety Indicators and Numbers

Figure 24: Health and Safety in Numbers
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Total number of vehicle-related incidents resulted in minor or no injuries 738

Total Number of vehicle-related incidents resulted in injuries 23

Total Number of vehicle-related incidents resulted in Lost time injuries 57

Total number of vehicle-related incidents 761

Total number of days lost due to vehicle incidents 826

Physical security threats to the supply chain continued to evolve in 2023, especially given the disruptions 
in the global supply chain overall. Some of the challenges included ensuring thorough cargo screening 
to ensure detection of any contraband of illegal commodities, while also mitigating delays and managing 
lowered capacity due to security measures. 

All security incidents are captured using the ‘Riskonnect’ tool, which enables the security team to have 
a better understanding of incident trends and make informed decisions to mitigate risks on country and 
regional levels.
 
Efforts were made to continue upgrading our security system, including CCTV and intrusion alarm, meeting 
the best industry standards and enabling us to renew our TAPA FSR – A certificates in various locations. 

In 2023 and for the third year in a row, we completed the global Security property assessment on the top 
96 facilities, which helped us identify the gaps and address them accordingly. 

New facilities are planned for TAPA Facility Security Requirements (FSR) – C certification, with our goal for 
2024 to ensure that all logistics facilities are certified and improve the assessment scoring for the facilities 
evaluated in 2023. 

We also participated in various workgroups to support the targeting of illegal substance detection for 
express courier, postal, and freight cargo governed by United Nations International Narcotics Control Board 
(INCB) and will continue to participate in such forums on an annual basis.

In 2023, the number of “Near misses” reported increased by 150% because of the global safety campaign and 
increased awareness on the importance of reporting safety-related observations and unsafe activities.
The severity level of “Lost working days” was maintained and lower than in previous years, in addition to the 
lower percentage of “Sever/major Incidents,” which indicates that the incidents of 2023 were of moderate- to 
low- impact level.

In 2023, unfortunately, and with heavy hearts we reported 2 fatalities, both of which were related to “Land 
freight” operations.

Both heavy truck drivers passed away due to road accidents. For both cases, support was provided to the 
deceased’s families including financial and insurance benefits. We started introducing the mandatory “defensive 
driving training” for all drivers, in addition to a full upgrade of the GPS to monitor and measure driver safety 
behavior, and in 2024, a reward scheme will be introduced to all heavy truck drivers who achieve high scores with 
“driver safety monitoring system.”

For the 7th year in a row, Aramex did not experience any accidents involving contact with chemicals.

There were no major incidents or accidents reported in our Oil and Gas transport operation, and our pre-trip 
inspections helped us ensure that trucks and loads are secured.

Total Number of Fatalities including non-occupational related 2

Total Number of Lost time injuries 116

Total Number of days lost 1,305

Total number of incidents resulted in minor or no injuries 907

Total number of incidents resulted in injuries 143

Total number of incidents 1,050

Total number of Warehouse- and Office-related incidents resulted in minor or no injuries 169

Total Number of Warehouse- and Office-related incidents resulted in injuries 120

Total Number of Warehouse- and Office-related incidents resulted in Lost time injuries 59

Total number of Warehouse- and Office-related incidents 289

Total number of days lost due to Warehouse- and Office-related incidents 479

Health and Safety Statistics in 2023
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Figure 25: Health and Safety in Numbers

Figure 26: Vehicle HSS Statistics

Figure 27: Warehouse HSS Statistics
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CUSTOMERS



A N N U A L  R E P O R T  2 0 2 3| 56 |

Customer Solutions Available Anytime, Anywhere
Aramex maintains an extensive array of communication tools, empowering individuals to effortlessly manage 
their shipments from anywhere at any time. Following the redesign of our Aramex mobile application, we further 
improved our customer communication channels by introducing Sprinklr—the new omnichannel solution. This AI-
powered solution integrates various channels and experiences, unifying consumer business communication and 
enhancing the overall experience through a single omnichannel platform. It ensures a consistent level of automation 
across all social media channels. Sprinklr not only facilitates visibility into historical consumer conversations and 
transactions across all channels, but also lays the groundwork for proactive Artificial Intelligence processes. 
This system is instrumental in supporting Aramex’s commitment to delivering exceptional ‘Last Mile’ services by 
prioritizing digital acceleration.

In the second half of the year, we conducted a strategic review of our customer experience to identify how to 
best transform and enable our customer service teams to deliver industry-leading Customer Experience (CX). 
We continue to invest in our CX strategic partnership Sprinklr, with 2024 being earmarked for further investment 
in our CX AI capabilities.

Capturing Customer Feedback
Capturing customer feedback and insights is integral to enhancing our engagement strategies, refining service 
delivery, and bolstering customer retention. The Aramex Voice of the Customer program facilitates feedback 
gathering through diverse channels, encompassing phone, SMS, web, our mobile application, and various social 
media platforms. Additionally, frequent customer surveys are employed to solicit detailed feedback. These 
channels and data collection processes adhere to the practices outlined in the General Data Protection Regulation.

The program systematically captures a multitude of feedback data points across various metrics. These data 
sets are meticulously analyzed and shared with pertinent teams, both at the local and global levels, to iteratively 
enhance the customer journey.

In 2023, we established new practices in our Voice of Customer program to receive real-time feedback from 
our consumers across different points in their Aramex journey. The Aramex Voice of the Customer program 
facilitates feedback gathering through diverse channels, encompassing phone, SMS, web, our mobile application, 
and various social media platforms. This feedback is then utilized to improve how we operate, particularly in our 

contact centers, to improve the service we are providing to our customers.
Additionally, frequent customer surveys are employed to solicit detailed feedback. These channels and data 
collection processes adhere to the practices outlined in the General Data Protection Regulation.
The program systematically captures a multitude of feedback data points across various metrics. These data 
sets are meticulously analyzed and shared with pertinent teams, both at the local and global levels, to iteratively 
enhance the customer journey.

We appointed a new CX Director to oversee the global transformation of our customer experience program, unify 
our standards, and continue building on the work started in the digital transformation of our customer services 
functions. Also, we launched a live chatbot service in the GCC, which will be rolled out across several channels 
and regions in 2024. During this time, our Aramex bot handled 14% of inquiries seamlessly and effortlessly. The 
introduction of live chat and the BOT was a direct response to the research we conducted with our customers who 
told us they needed immediate answers to their inquiries, and it allowed us to provide a channel of communication 
that is appropriate for our younger, more digitally active demographic in the GCC.

Based on feedback from our customers requesting more visibility 
on delivery windows and shorter delivery times, we prioritized the 
improvement of our last-mile customer journey.  

In 2023, we partnered with Google to enable our customers to track our 
couriers in real-time, allowing them more freedom to go about their day-
to-day activities while waiting for their shipments to be delivered. This is 
currently being piloted in Dubai, with the aim of expanding this service to 
more regions in 2024.

Pioneering Engagement, Acceleration, and Opportunity

Our longstanding expertise and diligent efforts elevated us as key players in the logistics and supply chain 
solutions space. Aramex’s strategic planning, proactive efforts, and solution development allow us to offer 
our customers solutions that cater to and are in line with their needs.
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SME Program

Our SME program continued to grow in 2023, with the support of our dedicated SME business 
development executives and account managers, focusing on all types of SMEs and startups, including 
social media sellers and e-commerce. We continue to tailor our service offering to fit SMEs and startup 
needs, requirements, and growth forecasts across all our services. 
In 2023, we partnered with Meydan Freezone to connect with and provide SMEs with preferred rates, 
and our goal is to expand such partnerships. 

Moving forward, our goal is to expand the program’s focus from e-commerce to include verticals such 
as B2B SME. 

One of the highlights of 2023 is our partnership with Mastercard and The UAE Ministry of Economy’s 
Entrepreneurial Nation to launch the ScaleUp platform to facilitate SME growth. The program provides 
an opportunity for startups and SMEs in the UAE to pitch innovative ideas to win AED 250,000 
(US$68,000) and meet with angel investors, along with additional benefits including exposure, 
business mentorship, and preferential rates. For more on the story of our SME program, please refer 
to page 68. 

Technological Transformation, Innovation, and Research and Development (R&D) 

At Aramex, Technology supports and enables our business and allows us to continue innovating. Our digital 
transformation and innovation are core to our ability to create and deliver value to our stakeholders. We 
continually leverage our technological capabilities and expertise to invest in and integrate technological 
innovation across our value chain while keeping up with the evolving technological and innovation 
landscape. Part of our strategy is to enhance and up-scale our technological business capabilities to 
meet customer needs, improve operational efficiency and profitability, and ensure the future resilience 
of our business. 

Innovation and transformation in technology lay the essential groundwork 
for us to deliver value to our customers and clients with efficiency and 
effectiveness. We possess a range of technological and IT solutions that 
undergo continuous evolution and investment, aimed at optimizing resilience 
and operations, and enhancing trust in alignment with the evolving needs 
of our customers.

 
At Aramex, we consider innovation and research and development (R&D) as the cornerstone of our commitment 
to delivering cutting-edge solutions and staying ahead in the dynamic landscape of technology. The past year 
has been marked by significant strides in our pursuit of groundbreaking advancements, driven by our dedicated 
efforts in innovation and R&D.

As we continue to witness the rapid evolution of artificial intelligence around us, we are proud to share that our 
organization has already been successfully utilizing various branches of artificial intelligence, starting with our Big 
Data and Machine Learning initiatives to help optimize our operations, Conversational AI for our external and 
internal chatbots, and recently, Robotic Process Automation (RPA) to help automate the process. We are proud 
to enable the organization by educating and thus fostering internal innovation ideas by initiating an AI-specific 
seminar series, the first of which took place in Q4 2023.

In 2023, Aramex undertook a groundbreaking collaboration with the Google Maps Platform, 
unveiling a set of innovative features. Our Real-Time Tracking system, launched in the UAE, 
reminiscent of Uber-style tracking, now brings unparalleled visibility to your awaited packages. 
Embracing a customer-centric approach, we introduced the 2-Hour Precision Deliveries system, 
eliminating day-long waits and providing a concise two-hour delivery window. Additionally, 
through this partnership we are able to continue optimizing route efficiency, ensuring swift 
deliveries, while also being environmentally conscious. This collaboration marks Aramex as one 
of the first global pioneers alongside Google, jointly shaping the future of delivery experiences. 
We are not merely discussing innovation; we are actively contributing to a transformative 
shift in the delivery landscape. 
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Our 5-year strategic plan, set in 2021, centers around the following pillars:

Developing new technology 
revenue and capabilities 

Modernize core technology Redefine the customer 
journey – Sender & Receiver Intimacy

Enhance operational efficiency Future proofing innovation Incorporate sustainable tech, 
paperless operations, and green 

computing

We currently have the following overarching transformation programs:

1. Future Vehicle Program: Aramex is leveraging the power of AI self-driving vehicles to deliver packages to 
its customers. So far, our autonomous drones and robots have been operational for over 12 months, trailing and 
performing actual delivery to our customers. These vehicles have demonstrated the ability to disrupt the First-
middle -last mile services as they allow for optimal routing, scalable operations, and enhanced labor efficiency. 
With the soft launch of the program completed in 2022, we focused this year on expanding the program to 
new locations and services. With the ever-advancing field of autonomous driving, we’ve worked with products 
tailored to the industry’s particular needs and challenges to allow Aramex to streamline and exponentially grow 
this program:

•Drone Deliveries: Aramex is venturing into the cargo drone delivery market by solidifying its partnership with 
companies, such as Dronamics, which operate remotely-piloted cargo aircrafts. Cargo drones can offer up to 
80% faster and 50% cheaper freight solutions that produce 60% less CO2e emissions compared to traditional 
transport services, making them well suited for express deliveries. We are currently working with the regulatory 
authorities in the UAE to prepare for the first cargo drone flight by 2024, by completing offshore test flights to 
ensure a safe and efficient process.

Autonomous Bot Deliveries: Aramex scaled up its autonomous bot delivery operations and expanded them to 

provide services in KSA while continuing its program in the UAE. A total of 5 robots are live and delivering packages 
to customers with fully streamlined operations. In line with our goal for continual enhancement of this program, 
in 2023, we launched a multi-cabin robot allowing for more than one delivery per trip, significantly enhancing 
operational efficiency.  As part of this, the bots completed more than 400 km travel distance and saved more 
than 60 Kgs in CO2e emissions.

•Autonomous Sea Deliveries: Aramex is preparing to expand its future vehicle program to cover smart sea 
transportation of goods. As an initial step, we are piloting use cases across the region with traditional last-mile 
marine transportation of goods between coastal cities. We will use what we learn to develop our autonomous 
operation, building on our partnerships with leading companies such as Regent Craft. We are piloting remotely 
operated seagliders that run within a wingspan of the water’s surface, allowing them to overcome the traditional 
speed and reach of airplanes, thus paving the way for a cheaper, faster, and eco-friendly marine transportation 
of goods.

2. Fleet Electrification Program:  To reduce our environmental impact and carbon footprint, we are approaching 
vehicle and asset electrification from a global and local perspectives simultaneously to meet our operational and 
commercial needs on a country level then scale up to a global scale.  This allows us to engage with leading global 
and regional OEMs in the market and removes the barriers of fleet availability, which highly fluctuates on a country 
level. We’ve streamlined our efforts to create lasting partnerships with leading OEMs and regulators alike to guide 
and support the development and implementation of our EV strategy and plans. For more information on our 
existing EVs, please refer to our environment section on page 38.

3. Pick and Drop Program: With the success captured in 2022’s core market expansion of pickup and drop-off 
locations, this year we opened around 300 new locations, enabling new territories in the GCC and MENAT to 
deploy smart lockers and other pick-up drop-off models to elevate our customers’ experience and allow them 
the flexibility to select the last mile option that best suits their needs. We also expanded our pickup and drop-off 
footprint in Australia with over 2,000 new locations.

4. Courier of the Future Program:  In 2023, Aramex looked into how tools, such as Augmented Reality glasses, 
can play a role in transforming couriers’ last mile tasks. Aramex will also be investigating how Augmented Reality 
can impact freight and logistics services through streamlining activities, such as picking, and ensuring seamless 
operations of warehouses and facilities. 

5. Investig-AI-te Program: Aramex is leading a transformative change driven by various AI applications, such as 
Generative AI, Interactive AI, and many others as we fully comprehend its ability to transform both employees’ 

Figure 7: Technology and Innovation 5 Year Strategic Plan
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and customers’ experiences alike. We’ve recognized how fast this field is growing, thus the importance of tackling 
it not only from a holistic perspective but also from a “plug-and-play” approach, enabling us to adapt to changes 
while centering on our innovation and needs. In 2023, we have made several strides, including: 

- We’ve upskilled more than 340 employees across the network on different AI and Gen AI tools available in 
the market by training them on how to best utilize those tools in the workplace. This spurred massive creative 
suggestions and innovative ideas which were channeled through RedLab, our internal idea generator, which 
allows employees to share ideas with the innovation team for possible implementation. Based on those ideas, 
we’re currently assessing AI tools that allow for demand forecasting and reduce usage barriers for existing data 
dashboards by easing human interaction and data extraction.

• AI Voice Assistants were used to educate and bring awareness on the launch of Arabai, our robot delivery 
services, to ensure full transparency and a smooth experience for our customers.

• We are investigating the potential value of Humanoids and their ability to conduct human-like tasks in our 
warehouse facilities to offset labor shortage trends and reduce exposure to heavy lifting for our existing 
employees. 

6. Crowdsourcing Program: FLEET is a crowdsourcing platform that supports Aramex with onboarding part-time 
couriers. Since its launch in 2016, this product has been made available across 12 geographies and has successfully 
delivered nearly 8 million shipments. This year, we’ve introduced a pickup module, increasing part-time couriers’ 
potential earnings and reducing the workload of our ground couriers. 

Information and Cyber Security 

As we embrace technological innovation, automation, and digital transformation, the significance of information 
security has become a paramount focus for Aramex. Our dedication to safeguarding customer and information 
privacy aligns with our commitment to human rights. Ensuring the security of data and making privacy a top priority 
are integral aspects of our pledge to customers, business partners, and stakeholders. We actively cultivate a 
culture of information security across all departments, levels, and verticals. This involves empowering employees 
with awareness and knowledge to uphold customer privacy, information security, and compliance with relevant 
internal and external laws and regulations related to data and information management.

Aramex continues to have a robust Disaster Recovery plan in place, defining measures to ensure the continuity of 
company operations in the face of disasters or other disruptive events. Moreover, we ensure that proper controls 
are in place to avoid any service interruption by using tier-one security companies, such as implementing an 
advanced CDN provider. Moreover, a new SOC service was introduced to monitor and mitigate the potential risks. 
Additionally, we have onboarded a new service Incident Response Retainer with the best in the world Mandiant/ 
Google.

In addition, our commitment to information security extends to actively working on compliance with various 
regulations and laws, with a primary focus on the GCC, the Far East, and Africa. Acquiring the PCI-DSS certificate 
underscores our dedication to protecting customer credit card information according to the highest standards 
and requirements. In constructing our Corporate data privacy framework, we have embraced the European 
General Data Protection Regulation (GDPR) as a foundation, applying it not only to our European operations 
but throughout our entire network. Adhering to GDPR has facilitated compliance with subsequent regulations 
introduced in various countries. Furthermore, our application of binding Corporate rules, exemplified by our 
Privacy Protection Framework, illustrates Aramex’s dedication to safeguarding personal information across the 
entire organization at the highest standards.

We had one substantiated case of breach of customer privacy, which as a precautionary measure has been notified 
to the relevant supervisory authorities.

Our goal is to envision tomorrow’s logistics and actively deliver it today. We follow an iterative 
and agile approach that allows us to explore how major industry and technology trends can 
transform our products and services, address challenges, meet customer needs, improve 
operational efficiency, productivity, and profitability, and ensure the future resilience of our 
business.

At Aramex, we consider information security and privacy as the responsibility of 
every employee. We integrate awareness and participation into all activities and 
processes, from the boardroom to the frontline. 

Information security measures and certificates 
• ISO27001 SMS certification • PCI-DSS certificate  • CCC+
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Working together with our communities to enhance well-being, contributing to sustainable development, 
and creating and preserving value are all key elements of our sustainability embedded into our Aramex values 
and strategic outlook. Aramex prides itself on creating lasting partnerships with communities and community 
organizations to create positive, sustainable, and effective impacts.   

Contributing to social good and maintaining our position as a responsible business is a core component of our 
Social and Relationship Capital Strategy. As we have local entities in each area of operation, we are part of the 
local community. Key to our sustainability strategy is ensuring that we are aware of and responsive to the varying 
needs of our stakeholders and communities where we exist. At Aramex, our work with communities is embedded 
in our overall approach to value creation, ensuring that we work within and outside of our operations, leveraging 
our capabilities, and engaging stakeholders in our projects.

We build on our 40+ years of experience to uphold our social projects, while also using an evidence-based 
model that utilizes assessments, research, and active engagement with community organizations to 
understand needs and best approaches. 

In 2023, we continued to build on our internal processes and policies relevant to our social projects, 
revamped our sustainability champions program, and launched our Corporate Citizenship guide 
and partner due diligence process to empower employees at all levels to propose and implement 
social projects that they care about, enhancing the embeddedness and localization of our social 
projects, while aligning with our key pillars. 

Our Social Projects Guiding 
Philosophy

Our network-wide Corporate Citizenship program was developed to build on our Aramex shared values and 
contribute to social good in our communities. As such, our employees are key to our community work, as we 
encourage their active participation in our Corporate Citizenship program. However, this goes beyond simply 
volunteering; employees share with us their ideas for projects and partnerships, building on their knowledge of 
their communities and the causes most relevant and close to their hearts and encouraging a sense of ownership 
of these social projects. 

Our Social and Community Projects under “Delivering Good” Corporate Citizenship Strategy 
center on the following key areas: 

• Community Engagement
• Youth Education and Empowerment
• Entrepreneurship

Additionally, we are leveraging our operations to support humanitarian and emergency relief.

Stakeholde
Centricity

Corporate 
Citizenship

Localization and 
Embeddedness 

Leveraging our Core 
Competencies

Proactivity 

Evidence Based 
Projects

Partnership and
Collaboration

Manufactured Financial Social and 
RelationshipHuman
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Our flagship community development and education and youth empowerment project is implemented through a longstanding partnership with Ruwwad Al-Tanmeya, a non-profit 
community development organization established in 2005 by the private sector led by Aramex. Ruwwad works with disenfranchised communities and has presence in Jordan, 
Palestine, and Lebanon, impacting communities through education, youth volunteerism, and grassroots organizing via four main programs: Child development, adolescent 
development, youth organizing, and community support.

Ruwwad in the Region
In 2023, a total of 382 youth scholars benefited from the youth scholarship funds in Ruwwad’s 
three community centers in Jordan, Lebanon, and Palestine, and contributed more than 31,936 
community service hours through volunteering and supporting Ruwwad’s different programs, 
operational tracks, projects, initiatives, and campaigns.

Since its foundation, a total of 2,147 youth students have benefitted from Ruwwad’s scholarship 
program, 1,437 of them from East of Amman / Jabal Al-Natheef, Al Tafilah, and Al Beidha in 
Jordan; 425 from Tripoli in Lebanon; and 285 from Budrus, Neilin, and Qibya in Palestine.

In 2023, 72 Ruwwad youth scholars graduated from universities, of which 44 came from Jordan, 
19 from Lebanon, and 9 from Palestine.

Ruwwad Jordan
This year, under the Youth Development program, Ruwwad Jordan worked with 170 youth 
scholars who gave 15,705 community service hours, equivalent to over 1,900 working days. 
Their efforts were directed towards working with children, adolescents, and parents throughout 
the year.

In East Amman, 38 Dardashat sessions were conducted, covering key topics such as the self 
and the other, with an average attendance of 116 committed youth scholars. The primary 
objective of Dardashat sessions was to ensure freedom of speech, providing a platform for 
youth scholars to share their experiences and opinions courageously without fear of judgment.
Additionally, 30 enrichment sessions were organized by Ruwwad’s team or through external 
volunteers. These sessions aimed to help youth scholars develop their Business and Digital 
Skills, focusing on areas such as Emotional Intelligence at the Workplace, Public Speaking Skills, 

Presentation Skills, Digital Literacy, Digital Fabrication, and Design thinking.
In Ruwwad Al-Tafilah, 51 youth scholars attended 45 Dardashat sessions. Moreover, a total 
of 21 youth-led initiatives were launched in Tafilah, benefiting 1,212 local community citizen 
beneficiaries. 

As part of the Child Development program activities in Jordan, 525 repeat children from 
the local community participated in various components, including academic support, child 
literature, creative art, and winter and summer clubs. Additionally, 4,044 school students across 
39 neighboring schools benefited from enrichment activities focusing on children’s literature 
and creative arts.

Under the Adolescent Development Program, and within the Psychosocial Support unit in East 
Amman, the team engaged with 89 adolescents this year. These adolescents underwent a 
learning journey that included courses such as ‘Connect to your Power,’ where they explored 
their personal compass, learned the power of a growth mindset, and developed skills such as 
empathy, mindfulness, emotional resilience, and critical thinking. This journey aimed to help 
them understand the universality of human dignity and human rights, enhancing their readiness 
to embrace diversity. The program also reached a total of 1,169 students in 12 neighboring 
schools. Furthermore, Ruwwad’s Innovation Space in East Amman welcomed 87 adolescents 
throughout the year. The objective was to assist them in developing skills related to Design 
Thinking and Digital Fabrication, encouraging them to find innovative solutions to real-life 
problems using engineering, science, and technology. The goal is to nurture problem-solving 
abilities, critical thinking skills, and the capacity to be agents of positive change.

In 2023, Ruwwad supported 1,475 families through the Community Support Program within the 
components of women’s economic empowerment, rights-based services, and partnerships. 
Ruwwad also supported 252 vulnerable families in East Amman / Jabal Al-Natheef through “Byoot 
Ahaleena” annual winter and Ramadan campaigns through providing in-kind contributions. 

Grassroots Community Development- Ruwwad- Jordan, Palestine, and Lebanon
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Throughout 2023, Ruwwad Jordan cooperated with 82 national, regional, and international partners, as well as 72 external 
volunteers who worked collaboratively with Ruwwad’s programs’ and projects’ teams to support different engagements 
with the communities we serve. 

During the year 2023, Ruwwad worked with different partners on the implementation of 7 projects that focused on 
protection against violence, entrepreneurship, economic empowerment, and employment, which directly benefited 
1,018 citizens. 

Ruwwad Lebanon
In 2023, Ruwwad Lebanon’s Youth Scholarship Fund program empowered 165 youth scholars who actively contributed 
over 10,000 community service hours to support Ruwwad’s programs, projects, and the social enterprise ‘Atayeb 
Tarablus’ community kitchen. Beyond their service, youth scholars engaged in 26 Dardashat sessions, covering diverse 
topics such as habits and behaviors, self-esteem, and artificial intelligence.

In addition to these sessions, 11 enrichment training programs were provided. Furthermore, Ruwwad Lebanon established 
valuable partnerships with numerous national and international stakeholders, collectively working to build the capacity 
of 80 youth scholars. The focus of these collaborations centered around foreign language proficiency, coding, technical 
skills, and topics of identity, among others. Moreover, a total of 6 youth-led initiatives were launched in Lebanon this 
year. 

As part of the Child Development program activities in Lebanon, 224 repeat children (aged 9-12) from the local 
community participated in various components, including academic support, child literature, creative art, and winter 
and summer clubs. Additionally, 120 repeat adolescents (aged 13-17) were engaged throughout the year, with a focus 
on their holistic development.
In the Community Support Program, Ruwwad Lebanon supported 4,825 individuals through the various employability 
and emergency response projects that took place under this program. Moreover, 788 individuals benefited from the 
Help Desk, be it through in-kind distributions, awareness sessions, referrals, or medical examinations.

In 2023, Ruwwad spearheaded health campaigns addressing mental health, female hygiene, and eye examinations, 
benefiting 474 community members. Furthermore, benefitting from the program were 31 women, of which 22 worked 
in ATCK, and 590 families, of which 177 are repeats.
Under the project’s track, Ruwwad Lebanon partnered with national and international organizations to focus on economic 
empowerment, employment, and employability. In 2023, Ruwwad worked on the implementation of 3 projects, directly 
benefiting 4,825 individuals.

Ruwwad Palestine
In Ruwwad Palestine, under the Youth Program, the Youth Scholarship Fund benefited 47 youth scholars 
who participated in more than 6,187 community service hours to support Ruwwad’s projects and the 
communities of Budrus, Neilin and Qibya. 64 Dardashat sessions took place in 2023 to enhance these 
scholars’ personal and professional skills in different fields.

Furthermore, Ruwwad’s Palestine Child Program led activities with 310 repeat children under different 
programmatic components, such as academic support, child literature, and creative arts. Moreover, 400 
school students participated in different enrichment activities in 4 neighboring village schools, focusing on 
child literature and creative arts.
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Social and Community project highlights in 2023:

Community Engagement
Immersive Fundraising for the Homeless- Ireland
The Aramex Team Dublin braved the cold, dark, and superstitions on Friday 13th by sleeping 
outdoors overnight outside Aramex’s Dublin HQ to raise funds in support of Focus Ireland’s 
Homelessness Campaign. 

Action in Focus – Kenya
We have partnered with Action in Focus donating in-kind transportation support where our delivery champion collected the medicine 
and food that was distributed at the camp. Action in Focus is a non-profit locally registered Non-governmental organization with the 
mission of serving the poor, the needy, and the suffering, while strengthening children, their families, and their communities. The 
organization runs yearly medical camps for community members that need medical support but are unable to access them. In 2023, 
3,500 people attended the medical camp and 1,000 food packages were distributed to each family. The Medical Team comprised 
of different medical doctors and provided clinics for eye, dental, mental health, HIV, and Cancer screening. Minor surgeries were also 
conducted. A full pharmacy was also available for all the patients to get the needed medications. Aramex was involved providing in-
kind transportation for the necessary resources and logistical support through employee volunteering and engagement.

https://action-in-focus.org/
https://action-in-focus.org/
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Teaching in Inspiration Day Program- Indonesia
In partnership with Kelas Inspirasi Lombok, Aramex Indonesia hosted inspiration days that involved 
volunteering to teach and hold educational activities with 50+ children with special needs.  

Volunteering for the Planet- Global 
Across our network, Aramex employees volunteered to plant trees where possible.
In Indonesia, more than 50 employees planted 1,000 mangrove trees to support ecosystem 
health, enhance mangrove benefits, and prevent soil erosion.  In Kuwait, employees planted 200+ 
trees around different parts of the country, while our team in Egypt planted 400 trees around the 
Aramex facilities. 
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Supporting Champions Inspiring Communities – Morocco and Jordan 
We’ve been proudly sponsoring Lama and Rana Qubbaj, two professional Jordanian Jiu-
Jitsu competitors, for almost a decade. 

“In 2023 our main goal was to qualify for and compete in some of the big four events of 
BJJ, qualifying both of us to compete in the World Championship.”

In their respective divisions, Rana is now ranked 10th in the world and Lama is ranked 6th in 
the world. Lama and Rana also volunteer their time to train marginalized youth in Jordan.  

We continued to support our two Jordanian marathon runners Salameh Al Aqra since 
2007, who achieved 1st place in 5 marathons in 2023 and Mohammad Al Sweiti since 
2000 who has achieved 1st place in 1 marathon in 2023.

We proudly 
supported our 
champion, Ahmed 
Errahili, for 
the IRONMAN 
70.3 World 
Championship 
qualification in 
Tangier, Morocco
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Youth Education and Empowerment

Engaging with Youth for Career Development - Global World of Work Program- Ireland
Across our operations, where possible, we partner with universities and educational organizations to host students 
at our facilities to get a first-hand experience of business operations and practices. This aims to offer them an 
understanding of the logistics industry as a possible career path. During these visits, students not only learn 
about our industry, but also about business operations, sustainability, health and safety, human resources, risk, 
compliance, and more. 

We welcome students from universities to learn more about Aramex and the business world as well as discuss 
sustainability at Aramex to raise awareness and exposure to the business world and the logistics industry.

Our World of Work Program is a long-standing partnership with Business in the Community Ireland (BITCI) and 
Balbriggan Community College. The goal of the program is to help those who struggle academically to enhance 
their skill development. The program has the following goals:  

• To give students an insight into the World of Work 
• To encourage students to recognize the value of completing their education 
• To assist student skill development by understanding those skills most valued in workplaces

Aramex Ireland has completed this program for a number of years and have seen first-hand the impact it has on 
the students. Our partners report improved communication, enhanced student engagement in the classroom, 
and improved student attitude, focus, and commitment for around 40 students in 2023.
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Entrepreneurship

Disaster Response and Emergency Relief 

Leaving Our Mark on the Entrepreneurship Landscape
Aramex’s entrepreneurial journey drives our belief in the power entrepreneurs have to create social good in their communities, enhance 
economies, and create employment opportunities. Our goal is to continue supporting the growth of startups and SMEs while using 
our sustainability expertise to help them embed sustainability and integrated thinking in their operations from the ground up. This is 
exemplified by our SME program, designed to offer startups and SMEs special business rates catered to their specific needs. Participants 
in turn can enroll in training on business, ESG, and sustainability issues. The program has been integrated into our business operations 
and service operations and exemplifies how we embed sustainability and Corporate Citizenship into our business practices. 

For more information on this program highlights, please refer to page 57.

Emergency Relief in Response to the Turkey and Syria Earthquake
In response to the devastating Earthquakes that hit Turkey and Syria, local Aramex teams worked to distribute food, cleaning supplies, 
and drinking water to 420+ families. 
Additionally, we opened a donation box for employees across our network and pledged to match their financial donation. The donations 
were used to purchase food, water, warm clothing, power banks, and other essentials for those affected by the earthquake. Aramex also 
provided in-kind support, distributing these products to families in Turkey and Syria.

Emergency Relief Response to the Morocco Earthquake
On the following morning, less than 12 hours after the catastrophic earthquake in Morocco, our strategy was to use our logistics and 
transportation expertise to help in this national emergency.  The approach was systematic and inclusive. Starting by offering donation 
transportation to our B2B clients, we later expanded this opportunity to all companies ready to contribute. Through collaborations 
with notable associations, we guaranteed that donations effectively reached the impacted regions. We welcomed contributions from 
individuals at our outlets, resulting in an incredible response from members of parliament, celebrities, influencers, and the public. The 
social media post announcing the open donations reached over 70,000 people in the initial 24 hours, not to mention the inundated 
phone lines.

Our logistics and domestic teams worked tirelessly to maximize impact resulting in the transportation of over 600 tons of donations in 
less than a week.

We were joined by other transportation and logistics providers as well as digital creators to expand on the reach and impact. The team in 
Morocco shared that they are actively reflecting on this experience and using what they learned to explore options for the coming year 
on how best to continue serving the community and creating lasting positive impacts for all those affected by the earthquake. 

Employee organized Donation Drives for Gaza- Global 
In support of those affected and displaced in Gaza, a companywide campaign was launched to collect donations that were urgently 
needed aid.

Additionally, our employees in Singapore volunteered and donated more than 1,000 blankets for Gaza, and Aramex provided necessary 
in-kind support and logistics.

Aramex provided in-kind transportation support to The 
Mrajeeb Al Fhood, the Emirati Jordanian Refugee Camp, 
to ship 25 housing units made of eco-friendly palm boards 
and equipped with solar units. 

The project is under Her Highness Sheikha Shamma bint 
Sultan bin Khalifa Al Nahyan, the Director of the UAE 
Independent Climate Change Accelerators (UICCA) and 
the Founder of the Shamma bint Sultan Sustainability 
Initiatives social enterprise. 

Partnership with UAE Red Crescent

Transportation and Logistical 
Support to the Emirati Jordanian 
Refugee Camp- Jordan and UAE 

Given the reach of our network, operational bases, and expertise, we have always been willing and ready to use our capacity, 
capabilities, and human, financial, intellectual, manufactured, and social and relationship capitals to deliver emergency relief 
and support when needed. This includes, but is not limited to, the distribution of necessary medicinal and food supplies, 
facilitation of information flow, and working with partners on the ground.



A N N U A L  R E P O R T  2 0 2 3| 69 |

Partnerships for Good
At Aramex, we are aware that partnerships and advocacy are crucial for sustainable development and climate action. 
Beyond our efforts within our own operations and supply chain, we also work to advocate for transparent and robust 
climate action, sustainability, human and labor rights, and compliance matters on the policy and regulatory level, as well as 
working with partners to push forward programs and projects in line with our values and Corporate Citizenship, including 
environmentally and climate friendly solutions and technologies. These partnerships include working with different 
private, public, and civil organizations at different scales across different geographies. We also work with startups, 
entrepreneurs, and other firms for the procurement and piloting of green tech solutions. Additionally, we partner with 
universities to upskill youth, enhance career prospects, and raise awareness on ESG matters and sustainability. 

Through these partnerships, we seek to leverage capacities and collaborate to tackle sustainability challenges, exchange 
knowledge, and develop best practices to enhance shared value creation in the short-, medium-, and long-term. 

Aramex Sustainability team and Chief 
Sustainability Officer represented Aramex 
during COP28, participating in 15 panels, 
spanning different topics, including Sustainable 
Humanitarian Supply Chain, Youth Impact on 
Climate Change, and Government-Business 
Collaboration for Technological Solutions to 
Climate Change. 

Some of these partnerships include: 

UNGC Jordan
In efforts to contribute to a sustainable ecosystem in partnership with the UNDP and the Ministry of Planning, together 
with representatives from the private sector, Aramex led the partnership with Jordanian companies to establish the United 
Nations Global Compact (UNGC) Jordan Chapter in 2007 in Amman, Jordan. 

UNGC Jordan now includes 58 companies are engaged in promoting and enhancing sustainability reporting, SDGs, and 
responsible business practices that lead to local national and international prosperity.

Highlights of UNGC and Aramex engagements in 2023 include:
• Guest speaker on regional info circle themed: SDGs and 10 Principles 
• Participated in the fourth WEPs Jordan Network meeting
• Participated in the Male Allyship session at COP28 in Dubai 
• Partnership to promote ESG Maturity Model to Amman Stock Exchange listed companies. 
• Attended GRI Reporting Training and Private Sector Forum: Economic Modernization Vision 
• Participated and moderated a panel in the Ring the Bell for Gender equality Ceremony in collaboration with ASE, IFC, UN 
Women 
• Took part in Climate Ambition Accelerator second cohort and Target Gender equality 3rd cohort 
• Attended a series of Climate awareness sessions with the following topics, Demystifying Climate Concepts, Taking Action on 
Climate Change, and Nature-Based Solutions where more than 80 employees from UAE, KSA, Lebanon & Jordan attended

In 2022, Aramex became one of the first members to join the UAE 
Alliance for Climate Action (UACA) and is part of the working groups 
aiming to exchange knowledge and accelerate climate action. UACA is 
the 10th Alliance for Climate Action and the first in the MENA region as 
well as the first UAE tailored alliance for climate action aiming to increase 
momentum of Paris-aligned targets and see greater collaboration, and 
it is convened by Emirates Nature WWF, whose mission is to conserve 
nature and reduce the most pressing threats to the environment for 
the benefit of society. 

UACA is catalyzing net zero ambitions in the UAE, in alignment with 
Paris Agreement targets and the Marrakesh Partnership for Global 
Climate Action (MPGCA), which calls for greater collaboration between 
government and non-government stakeholders. 
Aramex also joined Road2.0, powered by UACA and developed 
in partnership with Boston Consulting Group (BCG), which is also 
endorsed by the UAE Ministry of Energy and Infrastructure aiming to 
accelerate the transition to green road transport alternatives through 
early and tangible action from organizations across the UAE transport 
ecosystem, with initial focus on reducing road transport emissions, and increasing progressive collaboration across all 
transport modes.

Below are some of our highlights for 2023: 

Global Partnerships: 
United Nations Global Compact (UNGC), World Green Building Council (WGBC)

Regional Partnerships: 
INJAZ

Local Partnerships:  
Jordan GBC, INJAZ Jordan, Dubai Chamber, Abu Dhabi Sustainability Group 
(ADSG), Jordan Stock Market, Dubai Financial Market, UNGC Jordan

Participation and 
Advocacy during 
COP28

Spotlight
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Procurement and Supplier Relations

Extending our sustainability and Corporate responsibility to our supply chain is key to ensuring the long-term value creation that Aramex 
promises its stakeholders. As part of our Corporate governance, risk, and compliance, we proactively work with our procurement function 
and our suppliers to ensure that our Code of Conduct, along with adherence to applicable local and international laws and regulations, is 
upheld externally across our value chain as it is internally within our operations and business units. Therefore, we employ a strict, yet user 
friendly and transparent process for our procurement and purchasing, with the strategic goal of sourcing locally, responsibly, and cost-
effectively in line with the needs of our business units, customers, and stakeholders. 

As part of our procurement process, we engage with suppliers through online and offline channels, site visits, and stakeholder engagement 
sessions, gathering insights and understanding our supplier base and business needs. 

Our supplier questionnaire covers our third-party due diligence policy, supplier, and Aramex codes of conduct and includes diverse 
ESG topics including environmental conduct and impacts of manufacturing or service delivery, measures to ensure no child and 
compulsory labor abuses and other labor matters, adherence to human rights, allowance of collective bargaining, and transparency 
relevant to health and safety and social impact of business operations. 

Figure 28: Supplier Engagement Processes
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We have also launched an internal awareness campaign for all employees on the role of the 
procurement function.

Following our efforts and accomplishments in 2022 to enhance our procurement process (link to 2022 report), we continued to refine our 
supplier due diligence and screening processes this year and engaging with suppliers on human, labor, and environmental matters. As part 
of our compliance process, all new suppliers are screened using different social, environmental, and compliance criteria. Additionally, we 
conduct a procurement evaluation for our strategic suppliers (high risk or high spend, based on KPIs that are embedded in our contracts, 
such as customer service, quality, delivery, and lead time.  Our procurement and purchasing strategies and internal systems allow for 
efficient response to procurement needs. To ensure that we appropriately handle any issues, our procurement framework includes 
a mechanism to report grievances and issues to be investigated and dealt with through existing channels. Through our procurement 
system, we ensure that decisions on major transactions take into consideration our overall strategy, including sustainability related risks 
and opportunities. As such, we engage with the Risk and Compliance, sustainability, and Health and Safety functions in our evaluations. 

Where possible, we prioritize local suppliers* to contribute to local economic development and sustainability, more than 
90%** of our suppliers are local in our key stations***. 

*Local Suppliers: Suppliers that are based in the country of the specific Aramex operation/ Station
** This number excludes holding companies/ global suppliers
***Key stations: Stations where we have significant operations, in terms of volume of business, size of operation, and its expenses/budget

We implemented SAP Ariba in 2022, and in 2024, new features such as taking the tender process online on Ariba from start to 
finish, will be added with the aim of further enhancing business resilience, relationship management, and cost management. 

Our supplier training, conducted through Ariba, ensures all new suppliers are trained on the Aramex procurement process and 
code of conduct. In 2023, we were able to train all our registered supplier base. 

Manufactured Financial Social and 
RelationshipNatural 
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Memberships

Freight International Air Transport Association (IATA) We are IATA-approved agents with individual CODE/CASS numbers in Algeria, Bahrain, Bangladesh, Canada, China, 
Cyprus, Czech Republic, Egypt, Ethiopia, France, Germany, Ghana, India, Indonesia, Iran, Iraq, Ireland, Jordan, Kuwait, 
Lebanon, Libya, Malta, Mauritius, Morocco, Nepal, Netherlands, Oman, Qatar, Saudi Arabia, Shanghai, Singapore, 
Slovakia, Sri Lanka, Sudan, Switzerland, Syria, Turkey, UAE, UK, USA and Vietnam. Some main stations are individual 
members, while the remaining stations are in the process of becoming-IATA-approved.

Logistics and Ground Operations The International Air Cargo Association (TIACA) Member

Express Fédération Internationale de Associationsde
Transitaires et Assimilés/International Federation of Freight Forwarders Associations (FIATA)

Founder

Business Improvement World Freight Alliance (WFA) President

Security Freight Forwarding Syndicate Member

Environment Fenex Member

Others

Supply Chain and Logistics Group Member

Global Distribution Alliance (GDA) Founder

Express Delivery and Logistic Association Member

BSI Registered (British Standards Institute) Member

Transported Assets Protection Association Member

Transportation Security Association (TSA) - USA Member

Customs Trade Partnership Against Terrorism (C-TPAT) – USA / Customs Dept. Member

Department for Transport (DfT) - UK Aramex is an indirect air carrier

Arab Forum for Environment and Development (AFED) TwoWay and Priority and listed agents

KAMCO: Brokerage – USA Member

ABANA: Association of Arab Banks for North Member

MCAA: Messenger Courier Association of America Member

Memberships and Associations

Figure 29: Memberships and Associations


