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Introduction

The National Health Regulatory Authority (NHRA) is committed to delivering timely, transparent, and high-quality services to
healthcare professionals, facilities, investors, and the public. This Service Level Agreement (SLA) establishes the standards,
responsibilities, and timelines that govern the submission, processing, and completion of requests and inquiries, ensuring

accountability and consistency across all services.

Purpose
e Communicate clear service expectations and timelines.

e Strengthen accountability and consistency across all channels.

e Enable continuous improvement through monitoring and reporting.

Service Standards

We commit to:

e Professional, courteous, and accurate responses.
e Meeting published SLAs once complete information is received.

e Providing clear guidance when submissions are incomplete.
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Customer Responsibilities

e Submit complete and accurate information.
e Use official NHRA channels and reference numbers.

e Respond promptly to requests for clarifications or missing documents.

Definitions

e Working Day: Official business day excluding weekends/public holidays.
e Complete Submission: SLA timelines apply only once all required documents and accurate information are provided.
e Incomplete Submission: SLA measurementis paused until all missing information or documents are provided, and the

timeline resumes once the submission is complete.
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Service Name SLA Department | acdll aul dasil) (5 gioea 480450 Laasd) al
New Accreditation )
working days 3 ) Jee oL 3 s aldie ) (all
Application Request 33 gall g dlaicY) As gana
Renewal Accreditation Accreditation & Quality )
working days 3 Jee Ul 3 Alaie VI aaas call
Application Request Group
Appeal Request working days 3 dee oL 3 L) ais alla
Service Name SLA Department |  acdl) aul dadil) (5 giaa A BLES) Laadl) an)
ddal) l8datl) g g gl ?“5

Medical Complaint

Registration

2 Working Days

Medical Complaints &

Investigation Section

dﬂf—e).-.\Z

Service Name SLA Department |  acdl) aul dadil) (5 gia A 8LES) Laadl) an)
Approval of Continuous 4 ped) Sl alals o
Professional 25 Working Days skl g adal) anlatl) zal e 25 bl aalaill el yy laic)
Development (CPD) Al (gl il Sigall y olaill
Applications Clinical Trials & CPD
Regulations Section Jae 2590 Ay el Y Sl

Approval of Clinical Trail

90 Working Days

Service Name SLA Department |  awdll auil dasil) (5 giea A 8LAS) Laadl) a
Receipt/Delivery of 5_adial) &y 9oVt 500 add 5 Calativall adud / 2
5-10 Minutes . — & 10-5 )
Official Documents adldl g )
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Delivery of licenses at

head office

5-10 Minutes

Remote Licensing

Delivery

5-10 Minutes

Receipt/Delivery of
Controlled Medication

Prescription Books

20-30 Minutes

Narcotic Drugs &
Precursors Management

Section

&8y 10-5 BN PR IR PNEN R A
&8 10-5 2 e pand il alus

. Claa g ey aplus / 2Dkl
(8 30-20 b

248 1l sl al) 4 oY)

Service Name SLA Department |  acdll aui daddl) (g giaca ABLES) Laadl) an)
Licensing of New
5 working days Jec 0025 B dnus A3 pard i
Healthcare Facility
Renewal of Healthcare Gl gaall (i) i daad
5 working days dee a2 5 i
Facility License ) daall
Amendment of
Health Facilities
Healthcare Facility 5 working days Jac a2 5 Loniall G sall Cipiual
Regulation Section
Classification
Amendment of
Healthcare Facility 5 working days Jac a2 5 Lonall dsall o) sie ypas
Address
Service Name SLA Department |  audll aul dadil) (5 gha A BLES) daasld) aul
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Issuance of New

Professional License

5-9 working days

Renewal of Professional

License

5-9 working days

Transfer of Professional

License

5-9 working days

Reclassification of

Professional License

5-9 working days

daaall ol PO PV
Health Profession

Regulation Section

dee 25 5-9 B i
Jec a9 5-9

oand il paas
Jec a9 5-9

o il g
Jec a9 5-9

ua:)a‘).\n u.\.uAS salel

Service Name SLA Department | audll aul dadil) (5 giaa A BLES) dasdl) amd
Variation to Registered
Pharmaceutical 30 Working Days 3 gall g Apal) aal anid e 252 30 20 gall ) pcantisall Jaaad
Products LVl
Registration of New Pharmacy &
Pharmaceutical 10-60 Working Days Pharmaceutical Jae 252 60-10 Baaa 4l 50 il juaatiiee G
Products Products Regulation
New Pharmacy Section
5 Working Days dec an 5 3uas Adana Gand i
Licensing
Service Name SLA Department peadl) o) dadil) (5 gia ABLET) a2l pow
Investor Support o
30 Minutes Investors Services Group 418330 O atsall Chlead

Services
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Service Name SLA Department |  awdll aui Aaddl) (5 glewa A BLES) Aaadl) au

Licensing Medical ) )

8 Working Weeks Jae sl 8 ke 3 jeal g2 sise (a5
Device Warehouse
Renewal of Medical ) )

a jlial) 5 8 jgaY) Al ) andd ‘ 8eal pasiue pank i yaas
Device Warehouse 8 Working Weeks ) s Jee aall 8 € -
X .

e Eo

License
Medical Devices &

Licensing Medical

8 Working Weeks Supplies Control Jae qailed 8 b 5 eal gias ek i
Device Manufacturer .
Section
Renewal of Medical )
. 8 ) phas (i Ji s
Device Manufacturer's 8 Working Weeks Jee il 8

License

Conclusion

This SLA framework reflects NHRA’s dedication to efficiency, transparency, and continuous improvement in service delivery.
By clearly defining expectations and responsibilities, it strengthens trust with stakeholders and supports the Authority’s mission
to uphold the highest standards in healthcare regulation. The SLA will be regularly reviewed and updated as part of ongoing

improvement efforts, ensuring its continued relevance and alignment with evolving needs and regulatory requirements.
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