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Electronic Service Level Agreement (eSLA)
Beneficiary Service Unit — Imam Abdulrahman Bin Faisal University

This Electronic Service Level Agreement (eSLA) aims to identify the quality of services
rendered by the Beneficiary Service Unit at Imam Abdulrahman Bin Faisal University
through the Beneficiary “Mustafid” platform, and to specify the rights and obligations of
both parties (the Unit and the beneficiary). Using or visiting the "Mustafid" platform by
the beneficiary shall be considered an implicit consent to all the terms and conditions
specified in the said agreement.

Assistance and Support:

The Beneficiary Service Unit has been seeking to provide the highest level of service to
the university affiliates, and further to expand the scope of services rendered to include
citizens, residents, and visitors according to simple terms and conditions.

The Services shall be provided through:

- Visiting the Beneficiary Service Unit.

- Or using the “Mustafid” application available on the university’s official website:
https://mustafid.iau.edu.sa

Privacy and Information Confidentiality:

The Unit prioritizes the confidentiality of users and visitors’ information. The “Mustafid”
platform is committed to provide high-quality services while guaranteeing the privacy
according to the privacy and confidentiality agreement approved by the university.

Contact Channels:

The Beneficiary Service Unit is committed to interact with all inquiries and applications
received via:

- The Mustafid platform

-E-mail

-Telephone

To ensure an effective and direct communication as well as quick response to the
beneficiaries.

Electronic Service Level — Beneficiary Service Unit:

Service No. | Service Name | Expected Processing Time
1 Consultation 72 hours
2 Report 72 hours
3 Application 72 hours
4 Complaint 120 hours
5 Appointment 48 hours
6 Proposal 48 hours

Interaction & Response

All applications received via the Mustafid platform shall be processed within the above-
mentioned specified times to ensure a high-quality service and a high beneficiary
satisfaction level.


https://mustafid.iau.edu.sa/




