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Sub: Modifications in Schedule-C and Schedule-K of the Draft Concession
Agreement of HAM Mode for Standardisation of Ambulance Services - reg:-
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NHAI has developed its IT System for efficient monitoring and management of the
Incident Management Services. Further, in order to have uniform and standardised
Ambulance Services with adequate penal provisions for non-performance as well as Service
Level Agreements (SLAs) and to avoid territorial disputes, NHAI is transitioning towards the
deployment of Ambulances through a Centralised Ambulance Agency. Accordingly, the
following amendments are hereby issued in Schedule-C and Schedule-K of the HAM
Concession Agreement.: -
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The following is substituted for clause 14 (Emergency Medical Services) of Schedule- C

(PrOJect Facilities) of the Draft Concession Agreement of HAM Mode as introduced vide

NHAI Policy Circular No. 11.54/2023 dated 30.10.2023:
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(ii)
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In order to ensure uniformity of services, the Ambulances on the Project Highway shall
be deployed through the Centralised Ambulance Deployment Agency selected by NHAI
and the reimbursement of all expenses for such Ambulances shall be made by the
Concessionaire / Contractor to the Centralised Agency for such locations. Such
Ambulances shall be deployed at a frequency of one per 50 km of Project Highway or
part thereof. The location of Ambulance deployment shall be decided by NHAI as per
site requirements and the Concessionaire / Contractor shall construct the required
infrastructure for stationing of the Ambulance. The required infrastructure shall
include a parking shed for the Ambulance, a small room for staff, a fully functional
toilet, drinking water, a table fan and proper lighting and electricity. The Ambulances
shall be subject to compliance with the SLA requirements and penal provisions for
their performance as stipulated in Schedule-K.
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Note:Any accident outside the Project jurisdiction of the Ambulance, in an adjacent
Project along the linear length of the National Highway shall also have to be
attended to by the Ambulance in case of an emergency and non-availability of
an Ambulance in the other stretch at that instant.
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The following is inserted under Schedule-K (Maintenance Requirements) of the Draft
Concession Agreement of HAM Mode:
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Ambulance Services

The Ambulances shall be onboarded on the Digital Incident Management System of NHAI
(the “NHAI Care System”) and shall be subject to the Service Levels (KPls / SLAs) and
penal provisions tabulated below:
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SLA / KPI Metric Compliance Requirement Penalty on Non-
Compliance
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Application by on-road |More than 99% availability on the
units. System each day, verified through the | Rs. 2,500/- per day
System Uptime Report (to be checked
on a daily basis).
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Non-usage of NHAI Care
Application by Incident

Manager (IM).
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More than 99% availability on the System
each day, verified through the System
Uptime Report (to be checked on a daily
basis).
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Rs. 2,500/- per day
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Non-availability of AIS-140
compliant GPS in on-road
unit.
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More than 99% availability on the System
each day, verified through the System
Uptime Report (to be checked on a daily
basis).
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Rs. 2,500/- per day
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boarded on IMS Care Dashboard at all times.
Dashboard.
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Delay in Ticket | Less than 1 minute. The same shall be | Rs. 5,000/- per
Acceptance on NHAI Care |verified through the IMS Care |additional minute or
App by on-road units. Dashboard. part thereof.
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Rejection of Ticket on
NHAI Care App by on-road
units.
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Any emergency ticket rejection.
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Rs. 10,000/ - per
rejection of incident.
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Delay in movement of
Ambulance (verified
through Care
Dashboard).
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Less than 2 minutes. The same shall be
verified through GPS data / IMS Care
Dashboard.
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Rs. 5,000/ - per
additional minute or

part thereof.
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Delay in reaching the | Based on the location of the incident, the|Rs. 10,000/- per |
incident site. Ambulance should not take more than 10 minutes | incident |
(from the time of ticket acceptance) for covering
any accident within a 10 km vicinity. For an
incident location beyond 10 km, the allowed
time shall be proportionally increased. The same
shall be verified through GPS data / IMS Care
Dashboard.
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Delay in reaching The ‘accident'victir‘n §hould reach the n'earest Rs. 10,000/- per
Hospital location. Hospital location within 1 hour from the tm"fe. of | sncident
ticket acceptance. The same shall be verified
through GPS / NHAI Care App data.
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Daily Dry Run / Mock
Drill.
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Ambulances should conduct a dry run / mock drill
and travel at least 5 km in every 24 hours. In case
the Ambulance is attending an accident case on
any day and the total movement is more than 5
km, then this SLA/KPl metric shall not he
applicable for such Ambulance on that day. The
distance shall be verified through GPS data /
NHAI Care App data reported in the IMS Care
Dashboard.

Deduction as per
the defined rate;
or, if no rate is
defined, a penalty
of Rs. 10,000/- per
month.
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Any accident outside the Project jurisdiction of the Ambulance, in an adjacent
Project along the linear length of the National Highway shall also have to be attended
to by the Ambulance in case of an emergency and non-availability of an Ambulance
in the other stretch at that instant.

The compliance of the above KPIs / SLAs metrics and penalties shall be computed
automatically on a monthly basis using the NHAI Care System. The penalty amount
so assessed shall be aggregated and deducted from the Biannual Maintenance
Payments due to the Concessionaire / Contractor in HAM projects. The maximum
penalty shall not exceed INR 2.50 lakh per month per Ambulance. Any dispute in the
KPIs / SLAs compliance shall be decided by the concerned Project Director (PD) after
examining all facts and evidence, without prejudice to the Dispute Resolution
Provisions of the Concession Agreement.
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This issues with the approval of Competent Authority.

Tt
(diew. = FAR 92/ CS. Sanjay Kumar Patel)
L E R q&q AEIEYH(TH=GY) (i/c) Chief General Manager (Coord.)
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All Officers of NHAI HQ/ ROs/ PlUs/ CMUs/ Site Offices.
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Library for hosting the Circular on Library site.
2. uRarees & oIe a9 vsfAe & i)
Web Admin for Circulation.
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PPS to Secretary, MoRT&H for Kind Information.



