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Introduction

The National Health Regulatory Authority (NHRA) is committed to delivering timely, transparent, and high-quality online services to
healthcare professionals, healthcare facilities, investors, and the public. This Service Level Agreement (SLA) sets out the service
standards and timelines applicable to the processing and completion of online service requests and applications, promoting
accountability and consistency across NHRA services.

Purpose
e Communicate clear service expectations and processing timelines.
e Promote accountability and consistency in service delivery.
e Support continuous improvement through service monitoring and reporting.

Service Standards
NHRA is committed to:
e Providing professional, courteous, and accurate service.
e Meeting published service timelines once a complete submission is received.
e Providing clear guidance where additional information or documentation is required.

Customer Responsibilities
e Submit complete and accurate information and required documentation.
e Use the official NHRA service channels and applicable reference numbers.
e Respond promptly to requests for clarification or additional documentation.
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Definitions

e Service Level Agreement (SLA): The published timeframe within which a service request is expected to be processed, subject
to submission of all required information and documentation.

e Working Day: An official business day, excluding weekends and public holidays.

e Complete Submission: A submission containing all required information and documentation. The applicable SLA starts once
the submission is considered complete.

¢ Incomplete Submission: A submission with missing or insufficient information or documentation. SLA measurement is paused
until the required information, or documentation is provided and resumes once the submission is complete.

Service Catalog & SLAs
8ogxllg dlesedl de gazmo
Accreditation & Quality Group
Service Name SLA Aol (S giunn A8 dousd| el

Accreditation of Public and

i do3dl g doladl Olddidunall slais!
Private Hospitals 3 Working Days Jos o2 3 Aol g ol 3
Accreditation of Public and .
i Jes Aol 9 doladl dudall 381l Sloxe!
Private Medical Centers 8 Working Days fs2 3 ol 4o ll 55l o
Renewal of accreditation of . .
i Jes duo 3l 9 doladl Clidddiunod! dlaie! Jodzs
public and private hospitals 3 Working Days fs23 el = > R
Renewal of accreditation of
public and private medical 3 Working Days Jos oy 3 Lol 9 doladl ddall 381,01 Slasel douss

centers

Visit/Review of Quality
Improvement Plan for 3 Working Days Jos oy 3
Accredited Health Institutions

basinall Aoy

Appeal Request 60 Working Days Jes 092 60 Sl b
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Medical Complaints & Investigation Section

dudall Olddsily §9Ed! uud

Service Name SLA dousd! (5 giun dLASH dousell ool
. . o . & Gl Aol Lladllg 98! Jumud

Medical Complaint Registration 1 Working Day Jes p 1 4 dall elasYl
Investigation Outcome . oo WYl day 45Ladl) dgdl o SLadl e o))l

Notification 180 Working Days Jes 092180 sui)
sl gl olailly alall edaidl ety &l Gl @il euud
Clinical Trials & CPD Regulations Section
Service Name SLA dodsdl (6 giunn A8 LS Aousdl gunl

Approval of Continuous

Professional Development 25 Working Days Jos 092 25 odunall (agall pslailly alall @dadll zaly sleie)
(CPD) Applications
Approval of Clinical Trail 60 Working Days Jes 092 60 Dyl Sl slais)

Narcotic Drugs & Precursors Management Section

a5l Bydseadl 9oVl Byl pund

Service Name SLA Aol (S giunn A8 dousedl gunl
Controlled Drugs Import License working days10 Jes o2 10 Shigell BJhi;ﬁ%Tiﬁ;?‘ ki
Controllecll_iIcD:;l:iseTransport working days10 Jas 32 10 Ol3gell of ojfﬁﬁiﬂ‘wp sl
e = e i
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Caiudlg 8 ydseall &33;3" 8ylal P*":’
Narcotic Drugs & Precursors Management Section

Service Name SLA dousd! (5 giun dLASH dousell ool
35| &=L L Joladl auslys jlaus!
Controlled Drugs Retail License 10 working days Jes 292 10 5SLal) &2y gl o e Sl

Adaall ol35ellgl 8yuaseall &390 ddasall

0939L Aol dudall Slasgll 55 sl

Controlled Prescription Books 0 - Automatic a3k -0 218, da sl

Aol &g YY) lilas e bl gal
dyas ol Gbladl dS % IS e 18,1

Controlled Medication Disposal

- i e pé ol
Approval 3 Non-Consecutive Days v ne bl 3

dgaW WY wldes Lo B1aYlg dadl gl
Aodl JLaY DM e LB daypo sl

Remote Controlled Medication

- i e pé ol
Disposal Supervision 3 Non-Consecutive Days v ne bl 3

douall Oluswell oulais eud

Health Facilities Regulation Section

Service Name SLA Aol (S giunn A8 dousd| el
Licensing of N(?YV Healthcare 5 working days Jos 2325 g & slade oty
Facility -
Adding a Service to a Licensed . . o
I sladadl J] wleus 5|
Healthcare Facility 5 working days Jos £2 5 ol 8 i leas L)
Transfer of Ownership of . . : .
‘ *‘ s . ” s e
Healthcare Facility 5 working days Jos p25 Gl 8 Slo J23
Licensing of a Ngw Healthcare 5 working days Jos o525 4, slaie 5 o
Facility “
Renewal of Healthcare Facility 5 working days Jos 0325 | laall (3 Olos s
License i
L Health Facility / . . ¢
Close eaBraﬁiLe actity 5 working days Jos o525 Ao Blade 3] b
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L)l Oluswholl a5 @ud

Health Facilities Regulation Section

Service Name SLA dousd! (5 giun dLASH dousell ool
Change Activity of a Health
Facility / Classification 5 working days Jes o2 5 duono Bladall Cauanll / oladdl sl
Healthcare Facility
Change Addres?%'of Healthcare 5 working days Jas 05 5 Aol Bladall Olgie s
Facility
Change the Name of a . . i
| 8ladel! el panss Al
Healthcare Facility 5 working days Jos 02 5 Aol 8 el IR
Change Capacity of Healthcare 5 working days Jas 052 5 Tl SLaial) dolacieod)] 23Ul pis b

Facility

AoVuuall Slgally dumall @udais ‘e..m..é

Pharmacy & Pharmaceutical Products Regulation Section

Service Name SLA Aol (S giunn A8 EVRES [P
Agency Transfer for Medicine or . . 5 s .
o 9l £l90 A
Pharmaceutical Product 5 Working Days Jos £525 o g 5l g Ay J&5
Alternative and Complementary .
Dy bl cdall eslxito 44900l
Medicine Approval 15 Working Days Jos 09215 Mj Budl Clall Olriie e a1 g0
Alternative and Complementary . .
g Joud) | Olxiw PN]
Medicine Renewal 10 Working Days Jes 9210 Sy bl Call Glmiie (e dadlgall iz
Health Product Registration 15 Working Days Jos 09215 S e Jazmud
Health Product Registration . . . .
Renewal 10 Working Days dos £2 10 Fue T rad dpuas
Health Product Variation 10 Working Days Jes o2 10 oo Ta Jamud Jodad
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A5Yanall lgelly Wumall euais eud

Pharmacy & Pharmaceutical Products Regulation Section

Service Name SLA dousd! (5 giun dLASH dousell ool
Classification of
. ' | olociad] i
pharmaceutical products 2 Working Days Jos 0522 gl oLz e
International Pharmaceutical
Manufacturing site new 30 Working Days Jes pg2 30 J90 319 auual Bdga) b Jumud
registration
International Pharmaceutical
Manufacturing site renewal 30 Working Days Jos 32 30 93 Qo> gl 5o mad s
License to import medicines . . -

: | olaiie]| |3l icel a3
and pharmaceutical products 2 Working Days Jos 22 il lrially 533 sl paesys
Medicine Registration Renewal 25 Working Days Jes 092 25 £198 Lumeud dodexd

7 Working Days —
Secondary (Minor) SPW baall Jos pg2 7
Medicine Variation Service Variation / 40 Working Josil) Jas 293 40 / (daswdl) £19 Juzmud (pdad dods-
Days - Primary (Major) (S252d1) oludl
Variation
- . . 35 Working Days — New .
dodll
New Medlé:lenr\e/iseeglstratlon Registration / 3 Working 3/ deij f52 35 dodz £198 Juzwd dods
Days — Fast Track &) £
New Pharmacy Licensing 5 Working Days Jes p2 5 dodz dddus pausyi
Investors Services Group
Service Name SLA Aol (S giunn duBLASH dousd! el
Investor Support Services 30 Minutes 44,85 30 O] olous
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dionall gl P*h”« 255 P.u.é
Health Profession Regulation Section
Service Name SLA dousd! (5 giun dLASH dousell ool
Issuance of New Professional . Lo
License 5 working days Jos pp 5 B pasd A
Renewal of Professional License 5 working days Jos pp 5 o il aaas
Transfer of Professional License 5 working days Jos pg 5 oan il o g
Reclassification of Professional
i L Al Caiat 3ale)
License 5 working days Jos pss 5 Oad il Cavieas sale)
Issuance of Certificates to Other .
i ) < Glalgd Hlaa)
Authorities 5 working days Jos s 5 s Al Clgal Cilalgs )
Issuance of Hajj Permit . . .
) Balgd Hlaal
Certificate 5 working days Jespp 5 ) el salgd )
Medical Privileges 5 working days Jos pg2 5 Ahall al ke
Attestation of Medical Reports 5 working days Jospg 5 dplll ol e il
Telemedicine Approval 5 working days Jos pss 5 2 (e il
Premarital Screening Permit 5 working days Jos pss 5 MIURE ) s s e 2815
Approval
Part-Time Work Approval 5 working days Jos o 5 s plaiy Jaall e 438 gall
Surgical Procedures Approval 5 working days Jospg 5 danljall Glileall e 438 o)
Appointment of Medical . .
[YON(IS
Director 5 working days Jos p52 5 Bl ) (s
Professional License Renewal .
and Transfer 5 working days Jos o 5 s il Jyead g aaad daad
Good Standing Certificate 5 working days Jos pg 5 sl g3y Cpan BlS
Visiting Doctor 5 working days Jos o 5 B pyEmA
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dudall il jiunally 534231 Do) eund
Medical Devices & Supplies Control Section

Service Name

SLA

dodsd! (g 485N

Aol P“"‘

Authorized Representative
Registration new applications.

40 Working Days

dee 25240

aieall Jieall mas Jaas bl

Authorized Representative
Registration new applications
fast track.

20 Working Days

dee a5 20

@M\JM\—M\M%@;M@L

Authorized Representative
Registration renewal
applications.

40 Working Days

Jee 25240

Authorized Representative
Registration renewal
applications fast track.

20 Working Days

Jee a5 20

@M\JM\—M\M\M%A@S@L

Authorized Representative
Registration Variation
applications.

40 Working Days

Jee 25240

aizall Jiaall Jasadt Jhand alla

Authorized Representative
Registration Variation
applications fast track.

20 Working Days

e 25220

) sl — aiaall Jiaall Jiaasi Jyaa e

Medical devices
warehouse/storing facility
registration new applications.

40 Working Days

Jee 2240

85! Cn At 3he [ g2 s s Jiadi il
aala)

Medical devices
warehouse/storing facility
registration renewal
applications.

40 Working Days

Jee 2240

86y CpJAT (3 ye [ g2 siue Jpaad aaad il
dudall
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dudall Cilophiadly 5}@.?3" L8 P‘“‘é
Medical Devices & Supplies Control Section

Service Name

SLA

dousd! (5 giun dLASH

Aol ‘o.wl

Medical devices
warehouse/storing facility
registration variation
applications.

40 Working Days

dA“—e}’40

806 Y) (A3 Bie [ g asiue Jiaad Jad il

dubll

Medical devices Local
manufacturing facility
registration new applications.

40 Working Days

Gee 252140

Al 3 30l lae i sliiiad s Qi (il

Medical devices Local
manufacturing facility
registration renewal
applications.

40 Working Days

Gee 252140

Medical devices Local

manufacturing facility

registration variation
applications.

40 Working Days

e 252140

Lkl 5 a0l ae aria sliie Qs Jiaad cilla

Medical device classification
application (Reliance Route).

3 Working Days

Jee 0523

Medical device classification
application (Normal route).

5 Working Days

Jee o b

@i sl — ok s caial (il

Medical device classification
application (Normal route) fast
track.

3 Working Days

Jee 2 3

gl salie ) ) — il Jlea Caiai il

Salon Devices classification
application.

10 Working Days

Jee 2010

il sllall 3 el Caniat (il

Medical devices Registration
new applications (Reliance
route).

3 Working Days

Jec o 3

Adie ) e — (b Slead s Jas alls

>
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dudall Cilophiadly 5}@.?3" L8 P‘“‘é
Medical Devices & Supplies Control Section

Service Name SLA dousd! (5 giun dLASH dousell ool

Medical devices Registration

new applications (Normal 10 Working Days Jee 2010 @hie ) sl — b el aas Jaad Gl

route).

Medical devices Registration

Lic ) )l — ) aad lla

new applications (Normal route) 5 Working Days Jee o b gy "—‘ijféj WS
fast track. &

Medical devices Registration e o — b Sl dit s il

renewal applications (Reliance Immediate (Automated) (&) s i
Route). -
Medical devices Registration
renewal applications (Normal Immediate (Automated) (L}T) )98 @hie ¥ jluall — b Slea diand waat il
route).
Medical devices Registration
; Licy) Ll — ) Saadt 5l
renewal applications (Normal Immediate (Automated) (&) s el "ziﬂfé A e

route) fast track.

Medical devices Registration eV e — b e it e lla

Variation applications (Reliance 10 Working Days Jee 2210
=l
Route). :
Medical devices Registration
Variation applications (Normal 10 Working Days Jee 22210 @lie V) ) — oda Slea donnd Jiaad il
route).

Medical devices Registration
. . . . Lie ) luall — ada Jaad 5l
Variation applications (Normal 5 Working Days Jee a5 @2 - e)ﬂf b et

route) fast track.
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dudall Cilophiadly 5}@.?3" L8 P‘“‘é
Medical Devices & Supplies Control Section

Service Name SLA dousd! (5 giun dLASH dousell ool
Medical devices and Combined
Medical devices importation . 3 e g Andall 3 jeal¥) ol il e 48 gall bl
approval applications 5 Working Days Jec 525 (Masdll e [/ Aaiaall) A€ jall dplall
(registered / unregistered).
Permit to use a medical device 10 Working Days . »
| | 3 all
application. Je= 2210 i S platind st
Product disposal supervision 5 Working Days T, -
Laiiall ) |y lla
application. Jee o5 = =08 e LA
Complaints an'd A(?lverse events 5 Working Days dee 2525 5 Ll Caally o S e
application.
Flelzld Safety Nojuces (;afety 5 Working Days I Ll i) A apal Al il ns
alerts, corrective actions, enb (Slele i) dmmesil el o
recalls). j
Medical Devices and Supplies Under Review . . . . L
) yall Anlall il jlicadl 63 ) gl
Traceability Anal sl 28 sl Cle sl 53 jea ) i

Conclusion
This SLA framework supports NHRA’s commitment to efficient, transparent, and consistent service delivery. By establishing clear
service timelines and responsibilities, it promotes accountability and provides service users with clear expectations.

The SLA will be reviewed and updated periodically to reflect changes in services, operational requirements, and applicable regulatory

requirements.
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