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Ministry Of Interior
General Directorate of Detection and Forensic Sciences
The Criminal Information Directorate

The Unit of Licensing and Certificates

Service Level Agreement




Introduction:

The Criminal Information Directorate at the General Directorate of Detection and Forensic
Science is keen to obtain customer satisfaction by providing high-quality services that are
fast-tracked. Through this agreement, the Directorate seeks to provide the best service to
the client in accordance with the necessary security requirements in the event that the
service is required to obtain information or approval from a third party such as other
government agencies or institutions, which may stop the completion of the transaction
until obtaining its approval, and the customer's obligation to provide the documents

required for the service in accordance with the guideline for the requirements for

obtaining the service.

Our objective:

The service level agreement aims to ensure that the appropriate elements and
commitments are in place to provide the highest levels of service on an ongoing basis to
our customers, as the time taken to complete each service is subject to periodic review as

a commitment to our policy of continuous development of our services.
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Privacy and confidentiality information:

The Criminal Information Directorate of the General Directorate of Detection and
Forensic Science places the confidentiality of the information of the beneficiaries of all its
services at the top of the list of priorities, and the department makes every effort to provide

high-quality services to all beneficiaries through the service level document.

Service Channels:

The Criminal Information Directorate confirms its keenness to achieve customer
satisfaction by providing distinguished services that the directorate is making efforts to
provide by speed of action when visiting its service centers. In cooperation with the

National E-Government Portal.

The E-services also allows foreigners who have previously resided in the Kingdom of
Bahrain to apply for a Good conduct certificate electronically if they are outside of the
Kingdom Of Bahrain and to obtain an electronic copy of the certificate, without the need

to possess an electronic key

The Department also provides the approval service for opening commercial records and
changing activities electronically through cooperation and linkage between the

Directorate and the Ministry of Industry and commerce.




levels of service prevision (for services):

The table below shows the list of services provided by the Unit of Licensing and

Certificates Issuance at the Criminal Information Directorate, noting that the details of

these services are available in the Procedures Manual, and we promise you to provide

our services according to the following table:

Service Time to receive the Transaction

NO. transaction completion *
1. Good Conduct certificate 15 min 5 days
2.| Good conduct certificate (via the national portal) Electronically 5 days
3.| Certificate of Good conduct for foreigners outside Electronically 5 days

the Kingdom of Bahrain (via the national portal)

4. Employment Certificate 15 min 5 days
5.| Employment certificate (via the national portal) Electronically 5 days
6. Damage certificates 15 min 5 days
7. fingerprint card 30 min 5 days
8.| Security approval of commercial records requests Electronically 5 days

* Official working days.
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For Contact and inquiries:

® Virtual call center 17872373

Help and Support:

* The National System for Suggestions and Complaints (Tawasul)

Levels of service provision (responding to complaints and
inquiries):

We are happy to receive your suggestions and inquiries, and we promise you the

obligation to respond to any complaint according to the following agreement:

No. Classification of complaint/inquiry Response time *
1 Urgent 7 days
2 Not Urgent 14 days
3 Not executable None
4 Inquiries 3 days

* Official working days.
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