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NHAI/ Policy Guidelines/ Miscellaneous Guidelines/2026

Policy Circular No. 18.134/ 2026 dated 12t August, 2026
{(Decision taken on E-Office File No. NHAI/HO/Ambulance Policy/2020 (Comp No. 30884)}
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Sub: Strengthening of the Incident Management System through use of NHAI Care
System and Standardisation of the SLA & Penal Provisions for Ambulance
Services- reg:-
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In order to effectively manage the dispatch of on-road units
(Ambulance/Crane/Patrolling Vehicles) during and monitor the response time of the on-road
units NHAI had developed its Emergency Response System (ERS)- Computer Aided Dispatch
(CAD). However, NHAI is now shifting to NHAI Care System which is an upgrade on the earlier
ERS-CAD system.
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In order to make the implementation of NHAI Care System effective, the following
steps has been taken:
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AlS-140 comphant GPS devices have been installed on all the on-road units
(Ambulance/ Crane/ Patrolling Vehicles) deployed on NHAI projects.
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Dedicated Android Mobile Device (Mobile Data Terminal-MDT) with loT Sim has
been provided to each of the on-road units. The Device is pre-installed with NHAI
Care Mobile Application, which relays the information related to accident
location to the on-road unit and also has provision for recording the Action Taken
& data capturing during the emergency.
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(iii) Ucdeh UTAT YaUE (HSTH) HT ’S3NET {H goq AT Usiss Eace Basa
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Dedicated Android Tablet Device (Mobile Data Terminal-MDT) with [oT sim has
been provided to each of the Incident Manager (IM). The Device is pre-installed
with NHAI Care Dashboard Application, which helps the IM to track the vehicles
and monitor the accident case management effectively in real time.

(iv) Teh 24x7 el HeX ST & ¥ g ar mr &, Sad g3+ Rive 7 8
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A 24x7 call centre has been established centrally, wherein 8 help line Executives
have been deployed in each shift and supported by a Doctor to assist in triaging
of the incident.
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Access to NHAI Care Dashboard have been provided to all ROs and PIUs of NHAI
Training have been to monitor the performance of the on-road units in
emergency cases.
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Despite the above efforts, the usage of the NHAI Care Dashboard as well as NHAI
Care Application is not upto the desired level resulting in delayed response in accident cases.
Further, uptime of the GPS connected to on-road units as well as online availability on NHAI
Care Application of on-road units remains a major bottleneck, which endangers the lives of
accident victims due to negligence on the part of Contractors/Concessionaires in responding
to such incidents.
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In this regard, it has been decided that the usage of the IMS Care System is mandatory
for all on-road units deployed on NHAI Projects irrespective of the Project Mode. Further,
the following Service Levels (KPIs/SLAs) and Penal Provisions are hereby mandated in all
NHAI Projects (and Centralised Ambulance Contracts) in order to make the Incident
Management System robust and responsive:
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FH | vHTATAdETE Higw HTUTeT HTTQTFH AT T FIA W &3

T/ SLA/KP| metric Compliance Requirement Penalty on non-

compliance
S.
No.
1 | ¥5F W ded AT | gomelr W wfdfed 99% & U [ufy fem € 2500/
ANl UAUTUHE A | 3qceud, @ RAFeA  39esA
Ueenelel & 393197 | RUC & ARIT ¥ Foaud fhar
e e ST & (Tt Sar sireem)
Non-usage of NHAI Care | More than 99% availability on | Rs. 2500/- per day
Application by on-road | System each day, verified through
units: System Uptime Report (to be
checked on daily basis)
5 | IMETH g@T UATHwag | gomelr W ufafew 9% @ e wiy fewm € 2500/
FIX UAhAST H IR- | ITceudr, GH BFeA  IJUycsH
UL Rue & #Aegn & gcaiva e
Srar & (wfafea smar Sreem)

Non-usage of NHAI Care [ More than 99% availability on

Application by IM: System each day, verified through dieainl il
System Uptime Report (to be
checked on daily basis)

3. | 3 U3 e d-waged- | gomeh W ufafes 99% @ ¥ | wfa e € .2500/-
140 3rqdTelh ST &7 [ 39asticr, o8 fed  3ivesHA
ST RUE & megw & geariva e
Non-availability of AIS- | arar g |(¥fafear Smar smwem)

140 compliance GPSinon- | More than 99% availability on |Rs. 2500/- per day
road unit System each day, verified through

System Uptime Report (to be

checked on daily basis)

3 | HETATE FWW EE W | IECATH FW RES W a6 | 9fa G T .2500/-
T A e B | R e aRvl
T &

Ambulance not on-| Should be visible on IMS Care | Rs. 2500/- per day
boarded on IMS Care | Dashboard at all times
Dashboard

4 | ITEUE R W W | 1A @ HA| 30 ISUATH 7N | wia faiea Fee ar
HA-U5 gEEdl @i | €IS & ATH ¥ meamud fRar | 3ue et off e &
fesre Tt & o STaET| forw ¥ .5000/-

Delay in Ticket | Less than 1 minutes. The same shall | Rs. 5000/ - per
Acceptance on NHAI Care be verified through IMS Care | additional minute or
App by on-road units Dashboard. part thereof.

5 | TIUHENES W W | Rl M audwele Ree |gewm & g3
RIS SHEAT @RI - | I FFAT W T
e &1 rEdteoT 10,000/-

Rejection of Ticket on Rs.  10,000/-  per

NHAI Care App by on-road
units

Any emergency ticket rejection

rejection of incident.
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Delay in movement of
Ambulance as verified
through IMS Care
Dashboard

2 e ¥ w# 3§ Sy
CIHECATH FW  NES F
ATETH F TAad Rar Sream|

Less than 2 minutes. The same
shall be verified through GPS
data/ IMS Care Dashboard.

yia srfafea Aae ar
38 fordl o BE0 &
forw ¥ .5000/-

Rs. 5000/ - per
additional minute or
part thereof.

TeATEdT deh q_g:a?r‘r p= i)
Delay in reaching the
incident site

U & FUTA & YR T, Trgeld
&I fewe THfd & 7T @ 10
foretT & offax Tondr off U
aF T H 10 Aee & 3w
TFET FET o9 wigw] 10 ey &
I ol W TEId et Fd &
fore, 3rTAa §AT &I HeqdIfas 9
¥ 9GO SIWEm| SEeT e
STy Se/EuATH HaR SUEE
& ATEIH " I AT

Based on location of incident the
Ambulance should not take more
than 10 minutes (from time of the
ticket acceptance) for covering
any accident within 10 km vicinity.
For incident location beyond 10
km, allowed time shall be
proportionally increased. The
same shall be verified through GPS
data/ IMS Care Dashboard.

gfa gear  .10,000/-

Rs. 10,000/ -
incident

per

maa?qg“’aﬁrﬁafr

i3a &1 e TR [Fo
I F AT ¥ UF U & AW
Theds 3 ETdrel qg’?m Bl
gHhT  qfte  SIHUH/TSTEusTS
FIT VT & el & T Frwaf|

ufa gear ¥ .10,000/-

Delay in reaching Hospital | Accident victim should reach the | Rs.  10,000/-  per
location nearest Hospital location within 1 | incident

hour from the time of ticket

acceptance. The same shall be

verified through GPS/NHAI Care

App data.
fardraTor ED ek | T 3usuEan/aEEnT 39 | ufa @feor § .
3gRCT/ear3i  H HIS | G Hider IRI % 3ER g | 10,000/
Fl/RHaRET Uy
(STST/STHALY) #$r
W
Any deficiency in the ) =
Equipment/Medicine/Non- Al Egipmenty Med.lcme/ Stéff Rs. 10,000/ - per
availability of Staff should be as per their respective inspection.
(Driver/EMT) during contract agreements.
inspection
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Daily Dry Run/ Mock Drill
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HETH | §T Sreal, S SuATE
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Ambulances should conduct a dry
run/mock drill and travel atleast
5 km in every 24 hours.

In case, the Ambulance is
attending accident case on any
day and the total movement is

RICHE: 11 C -t
TR § o AT
HATcllelr 7 el

ar ofg A &
aRea Agt 8 dr
¥ 10,000/~ @
HAF SFHAT T
ST |

Deduction in
monthly payments if
monthly rate s
defined.

OR if monthly rates

more than 5 kms, then this are not defined then
SLA/KPI metric shall not be a monthly penalty of
applicable for such Ambulance on Rs. 10,000/- to be
that day. imposed.

The distance shall be verified
through GPS data/NHAI Care App
data reported in IMS Care
Dashboard

Ale: TS TSART $F W deas # Hecadl aRIST & iR 87 & S5t mar off
& Ul &, mraweld Rufd ik 36 @AY 379 Us # wred I 3edeistdr
T Y TRl T 3H FCARYA R IgTe g

Note Any acc1dent outside the Project ]UriSd]Cthﬂ of the Ambulance in adjacent Project

along the linear length of the National Highway, shall also have to be attended by the

Ambulance in case of an emergency and non-availability of Ambulance in other stretch at

the instant.

5. WW/WWWEWWWH@WWW
IURNT FF FFAIST T § IO BT AW SHR e, Aioler dfder IRl A TR ot
HISET HAINS/THTAT Jequrelail i 8 Fgi Faw v & AfaARFT Hhferd fohar
AT G| TATHUITE R FAECH @Rl HHfaa e T URT Trged danit & v &
mmﬁnﬁ/émwﬁﬁaanﬁﬁﬁﬂﬁawwwm 3T 7 gfaares
wwﬁmwﬁlmﬂﬁ mmmzsommﬁm
6T AT IRT| FHRE/THTET AT & R ofr Rare @ Mot @sh gzt 3k et
N FAT F 9 VAT IR FoF G@RT Bl ST

The compliance of the above KPIs/SLAs metrics and penalties shall be computed
automatically using the NHAI Care System. Further, any existing KPIs/SLAs compliances in
the existing contract agreements shall also have been compiled in addition to the
compliances stated herein. The penalty amount as assessed by NHAI Care System shall be
deducted from the monthly payments due for the Ambulance Services/Quarterly
Maintenance Payments in EPC projects/Biannual Maintenance Payments in HAM projects. The
maximum monthly penalty, however, should not exceed INR 2.50 lakhs. Any dispute in the
KPIs/SLAs compliance shall be decided by the concerned Project Director after examining all
facts and evidences.
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6. IBTATH IR fOFcH AT TIUauas SR oo § dafdd fhell 8 aeretienr
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For any Technical issues regarding the IMS care System or NHAI Care Application, the
complaint can be raised on ccc@hllhlfppt.com and HLL IMS team can be contacted on the

following mobile numbers:

T S T3TT/OPR | 3TA3M/OPR | 3dYI3m/OPR | 3TdY3M/OPR | 3dY3mT/OPR
User 1 2 3 4 5
SRR 9220518090 [9220518091 (9220518092 [9220518093 (9220518094
Contact Number
o R/OPR | 3NA3MR/OPR | 3dam/OPR LECE D

Supervisor
User 6 7 8
iRAZELN 9220518095 [9220518096 (9220518099 |8796333450
Contact Number
7. AT fr Tyl & vfafrar gag & 280 &1 Ay gafca === 1 g5+
TRaT & GIY-ArY Hivsl gany & 3w fasues e & off Ale faar o g

SEfeT, T AR Bt AR e REREt o B Rar e € R 3 =@ 9T &
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The delay in response time in case of accidents has been noted by the Honble
Supreme Court Committee on Road Safety as well as in the performance audit by CAG.
Therefore, All Project Directors (PDs) and Regional Officers (ROs) are directed to ensure
strict compliance of the Guidelines being issued vide this Circular as the same concerns the
Public Health and Safety and any laxity in this regard shall not be overlooked.

8. Ig TETH WHSRT & 3egdled & SR fohar Sirar 2

This issues with the approval of Competent Authority. l

72| 0&l %
(drew. "o FAR ge&ad/ CS. Sanjay Kumar Patel)
TR HET APHaUS(HHaY) (i/c) Chief General Manager (Coord.)

ufa/ To:

HRRTYT HEAT/ARN/NAGY/HvAg/age sl & qoft s
All Officers of NHAI HQ/ ROs/ PIUs/ CMUs/ Site Offices.

gfaferfd/ Copy to:

1. qEdererd $T WI5T W ThRIA & T GEdnierd i
L1brary for hosting the Circular on lerary site.

2. 9RAed & v 39 usfAa &)

Web Admin for Circulation.

3. @fEd, Hg® gRags 3 ToHANE Haed & v s afg @ ga=nd|
PPS to Secretary, MoRT&H for Kind Information.



