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Conditions for receiving complaints

This guide aims to clarify the mechanism for receiving and handling complaints through
an integrated and unified system to provide support to beneficiaries of the services
provided and to raise the level of satisfaction with the handling of complaints and
requests. The guide also contains a copy of the expected time for resolution and the
approved escalation cases and mechanisms.

1) Complaints Handling Mechanism

MOH provides support and empowerment to the beneficiary by providing a range of
communication channels. The Ministry is committed to interacting and responding to
messages, requests, and complaints from beneficiaries received through these channels and
providing the best measures and procedures to address them within the specified time
period.

1.1) Complaints Reception Channels

Communication method Availability

IVR 937 Call the toll-free number 937 24/7
Digital Visit the Ministry of Health websitg ond.select "Let rTme hglp you" >
Portal Contact Centers > 937 Services via the following link: 2477
https://937.moh.qgov.sa/tickets
Google Play Store
https://play.google.com/store/apps/details?id=com.lean.sehhaty&h
Sehhaty I=ar&pli=1 247
App Apple Store
https://apps.apple.com/sa/app/%D8%B5%D8%AD%D8%AA%DI%8A
-sehhaty/id1459266578
Google Play Store
https://play.google.com/store/apps/details?id=com.tcs.nim&hl=ar
Mawared
App Apple Store 2477
https://apps.apple.com/sa/app/%D9%85%D9%88%D8%A7%D87%B1%
D8%AF-mawared/id1260292474
X Platform Access the X platform via the link below 2477

https://x.com/SaudiMOH937

Access the Facebook platform via the links below
Facebook https://www.facebook.com/people/%D8%A7%D9%84%D8%B5%D8% 247
AD%D8%A9937/61557054050593/

https://www.facebook.com/SaudiMOH

Send requests and complaints via the email channel below

Fmal 937@moh.gov.sa 2471
WhatsApp Contact via number 920005937 24/7
Chatbot Contact us via phone number 920005937 or through the ministry's 247

https://www.moh.qov.sa/Pages/default.aspx website.
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GENERAL DIRECTORATE OF CONTACT CENTERS

1.2) Conditions for receiving complaints

Complaints are accepted in the following cases:

1) Contacting through one of the Ministry of Health's official communication channels.

2) Providing the necessary information when requesting a service so that the request can
be escalated and processed within the timeframe specified in the SLA.

3) Closing a request submitted for a any service without achieving a satisfactory outcome.
4) Inability to access the service due to a technical challenges.

5)Dissatisfaction with the customer service representative's conduct during

communication.

1.3) Complaints handling mechanism

1.3.1) Receiving complaints

1) Submit a complaint through the following channels:

- Customer service representative will register the complaint.
- The complainant will register the complaint electronically.

2) The complainant will be notified of the complaint number via SMS and digital platforms.

1.3.1) Receiving complaints

1.3.2) Responding to complaints

1) Review the complaint details and verify their compliance with the complaint
acceptance criteria (1.2).

2) If the complaint does not meet the criteria, contact the complainant to guide them
through the correct procedure and close the complaint.

3) If there is missing data or necessary information, contact the complainant to request

additional details.

4) If the complainant does not respond to communication, notify them via text message
within three business days to complete the information and avoid closing the complaint.
1.3.3) complaints Handling

1) Itis fully completed during the service level.

2) The beneficiary is contacted and notified of the outcome of the complaint

processing.
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GENERAL DIRECTORATE OF CONTACT CENTERS

1.3.4) Closing complaints
1) The beneficiary will be notified via text message when the complaint is closed.
2) The beneficiary can contact the relevant communication channel and reopen the

previously submitted complaint within 30 days of the closure notification.

1.3.5) Evaluating satisfaction with complaint handling
Satisfaction assessment after handling the complaint is done by contacting the

beneficiary or by sending a text message containing a link to the survey to assess the

level of satisfaction.
1.3.6) Complaints workflow

1.3.6.1) Complaint Registration Workflow via Customer Service Agent

The system The
The

The
beneficiary
contacts
the Ministry
of Health at
937

The
customer
service
receives the
complaint

notifies the

beneficiary
of the

complaint
details

relevant
authority's
response to
the
complaint

Assessing
customer
satisfaction
with
complaint
handling

1.3.6.2) Complaint Self-registration process for beneficiaries

The
beneficiary
record the
complaint
via self-
service
channels

The
customer
service

receives the
complaint

The

relevant
authority's
response to

the

complaint

The
relevant
authority
deal with

complaints

relevant
authority
deal with
complaints

The
concerned
authority
close the
complaint

The
concerned
authority
close the
complaint

Assessing
customer
satisfaction

with
complaint
handling
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2) Expected time for processing complaints

Channels

IVR 937
Digital Portal
Sehhaty App
X Platform
Facebook
Email
WhatsApp
Chatbot

IVR 937
Digital Portal
Sehhaty App
X Platform
Facebook
Email
WhatsApp
Chatbot

IVR 937
Digital Portal
Sehhaty App
X Platform
Facebook
Email
WhatsApp
Chatbot

Request type

Complaint /

Technical Problem

Inquiry

Suggestion

Service
availability
time

24717
24/7
24/7
24717
24/7
24/7
24717
24/7
24/7
24717
24/7
24/7
24717
24/7
24/7
24717
24/7
24/7
24717
24/7
24/7
24/7
2471
24/7

Expected

response time

instant
One day
instant

60 minutes
60 minutes
One day
instant
instant
instant
One day
instant

60 minutes
60 minutes
One day
instant
instant
instant
One day
instant

60 minutes
60 minutes
One day
instant

instant

Average solution

time

3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days
3 working days

3 working days
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Services availability Unsrelire ien e ins

service in my health

Create account / Login 24/7 3 working days
Appointments service 2477 3 working days
Medical reports 24/7 3 working days
Dependents 2477 3 working days
Personal data 2477 3 working days
vaccinations 2477 3 working days
My doctor 24/7 3 working days
Prescriptions 2477 3 working days
Unified Health Record (Nphies) 24/7 3 working days
Awlawia card 2477 3 working days
Sick leave 2477 3 working days
Healthrecord 24/7 3 working days
Asifny 2477 3 working days
Educational content 2477 3 working days
Pharmaceutical 2477 3 working days
Steps 2477 3 working days
Prevention and infection control 2477 3 working days
Women's health 2477 3 working days
Notifications 2477 3 working days
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GENERAL DIRECTORATE OF CONTACT CENTERS

3) Escalation

3.1) Escalation cases

1) The expected time for resolving the issue has passed.

2) Youreceived a text message closing your complaint without it being processed.
3) You were unable to submit your complaint through any of the communication

channels due to a technical issue.

3.2) Escalation mechanism

The beneficiary can submit an escalation request, which includes (follow-up and
reopening), on their own via the digital portal 937. The complaint will be dealt with
directly by the concerned authority, and the necessary actions will be taken within

the approved period for handling complaints.
3.3) Usage gquidelines during the escalation process

1) Access is via the Ministry of Health website:

https://www.moh.gov.sa/Paqges/Default.aspx

or via the following link: https://937.moh.qov.sa/tickets

< C @ 2% moh.gov.sa/en/Pages/default.aspx Lo ¢ o 9 i

B Official government website of the Government of the Kingdom of Saudi Arabia How to verify v
= 0 & 2 Qe

E-Services  Media Center E-Participation

* Hafr Al Batin

Blood Donation Centers

Across the Kingdom

e LET US SERVE YOU BETTER

2

@
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2) Click the login icon and you will be redirected to the unified national access page.

€ - C @ % 937.mohgov.saltickets/ g Qa & o e 3

S R
‘ Welcome to the Ministry of Health platform services
Jlay
By chcking Sign n you agree to @
T 100 Condtioos s ey ey

3) Click on the "Login" icon on the National Unified Access page

« > C m 25 moh.gov.sa/_layouts/15/moh/ssologin.aspx?ReturnUrl=https://www.moh.gov.sa/eServices/cards/Pages/937-Services.aspx?AutoLogin=1 B a ¥ i) @ :

dunll djlig
Ministry of Health m

Access through the National Unified Access

Dear user, you can log in using the usemame and password used on the National Unified atform in order to benefit from the electronic services provided by the Ministry of Health.

Home | Comsem Tews | ComactUs | Help & Support | Prvacy Policy | TemsofUse | FAQs | Benefies of Registering on the Portal | All riphts reserved € Ministry of Health - Kngdom of Saudi Arabia 2026
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4) Enter your ID number in the "ID Number" field and then click the "Log In" icon.

< ¢ @ % iamgov.sa/sso/ e ¥ n) 9 H
B Official website of th of the Saudi Arabla How to verify
Slay Home  Services & LightMode @) dwall
Login
Dear Ministry of Health user
1D Number *
Pleasa insert your ID numbe
Or login with
Login By Username and Password
Don't have an account Create an account
General View Contact and Support NAFATH Application Follow us
About NAFATH Contact Us x
Privecy Policy FAQs
Terms & Conditions Receiving Complaints Guide
Accessbility Tools -
5) The same verification number is selected in the Nafath application.
€« » C M 23 iam.gov.sa/sso/ Q o @
= official government website of the Government of the Kingdom of Saudi Arabia How o verify -

oy Home  Services

78

Please open NAFATH application and choose the above number.

Cancel
General View Contact and Support NAFATH Application Follow us
About NAFATH Contact Us

X
Privecy Policy FAQs

Terms & Conditions Receiving Complaints Guide

Accesshility Tools

G- Light Mode

@ apal

10




Juaisl j10f dolel syl .

GENERAL DIRECTORATE OF CONTACT CENTERS

6) The beneficiary is informed that he will be redirected to the 937 digital

portal on the Ministry of Health website by clicking on the "Redirect" icon.

€ 2> C @ % iamgovsa/sso/redirect Q % O 0 :
= website of Arabla How fy v H
_,l_n_, Home  Services & LightMode @) dyall
Confirm Redirect

You are about to be redirected to

National !s;:‘l. Sign: % Ministry of Health

click on redirect to continue or cancel

Cancel

General View

Contact and Support NAFATH Application Follow us
About NAFATH Contact Us X
Privecy Policy FAQs
Terms & Conditions Receiving Complaints Guide
Accessbility Tools v

7) The 937 digital portal interface for complaints and suggestions will be

displayed, in addition to the rest of the digital services.

€ > C @ % 937.mohgovsaftickets/dashboard

Q Contact us Home (@)

Bax O @

Nilig o~ | B
daalld -
——rn TRC | 037

Platform services

1} A i

Noura Nur

Contact information
® s B =

* tahanmemon gov.sa
Transactions Bain Health status in

Tawakkalna Questions

11
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8) The user clicks on the “Complaints” icon, and then reviews previous

complaints that are still “under procedure” and “closed” complaints.

¢ 5 € @ % 937.mohgovsajtickets/complain max O @ :
»
° Contact us Home (@) a aylj ..m =
oL 937

Home €)
complaints
Complaint status Date of complaint Complaint Title Complaint number l
Noura Nur
details 2025/10/08 New complaint regarding the Sehaty app 81409055
Key Information
details 2025/05/06 vaccinations 80221319 ¢
details 2025/04/21 Appointment messages not arriving 80082038
-1 Il 202410725 Problems in or A8842543
Contact information
details 2025/05/06 Lack of vaccines 80213005 0533090173
tahanm@moh.gov.sa
details 2023/06/17 Problems with being unable to book an appointment A4906777
getails 2023/05/10 It s ot possible to book an appointment for the patient 4659440

9) The beneficiary can track on complaints that are in the "under review" status
and have exceeded 24 hours by clicking on the "Details" icon. He will then be
directed to the page of the complaints he wants to follow up on, and then he will
click on the "Follow Up" icon. A "Follow Up" notification will be sent to the

competent authority so that the necessary action can be taken.

€ 9> C @ 2% 937.mohgovsa/tickets/details/a792e542-3dad-f011-b871-005056975d19 g ax O o i
° dnallilie o | SR
Contact H a =
g @ LowllenC | w7

Home €
complaints

New complaint regarding the Sehaty app the addressE3 Noura Nur
81409055 Ticket number£3 Key Information
2025/10/08 Ticket creation date{%]
Noura Nour Ticket holder &
cancellation Please select any icon
Contact information
the condition 0533090173

tahai GOV
e

12
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GENERAL DIRECTORATE OF CONTACT CENTERS

10)The user can request the reopening of a "closed" complaint by clicking on
the "Details" icon. This will redirect them to the complaint page they wish to
reopen. The user then clicks on the "Reopen" icon, and a "Reopen"

notification will be sent to the relevant department for appropriate action.

€ > C @ % 937.mohgovsa/tickets/details/7240c02c-4a2a-f011-b869-005056975d19 g ax O o :
o SR S 4
Contact us Home ] -
’ @ Qo eeC Wy

Home €
complaints

Noura Nur

Lack of vaccines the addressi3
80213005 Ticket numbers® Key Information
2025/05/06 Ticket creation date(Z] |
Noura Nour Ticket holdergs

the condition

0533090173

tahanm@moh.gov.sa

Contact information

13



	Slide 1
	Slide 2
	Slide 3
	Slide 4
	Slide 5
	Slide 6
	Slide 7
	Slide 8
	Slide 9
	Slide 10
	Slide 11
	Slide 12
	Slide 13

