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1. INTRODUCTION TO STRIVE 

The Government of India recognizes the need to increase access to and improve the quality and 
relevance of vocational education and training in the country. An exclusive ministry was formed 
for Skill Development & Entrepreneurship (MSDE). The Government of India has announced 
several schemes and projects for enhancing the skill development institutions both at the Center 
and State levels. Skills Strengthening for Industrial Value Enhancement (STRIVE) is one such 
pioneering initiative, assisted by The World Bank, to improve the relevance and efficiency of skills 
training provided through ITIs and apprenticeships. STRIVE is a five-year project extending till 
November 2022 and shall incentivize ITIs to improve overall performance, including 
apprenticeship, by involving SMEs, business associations, and industry clusters. The Project will 
be implemented by the Ministry of Skill Development and Entrepreneurship (MSDE) through 
State Governments, Industrial Training Institutes (ITIs), Centrally Funded Institutes (CFIs), and 
Industry Clusters (ICs) as the implementing agencies. It also supports two sub-missions of the 
National Skill Development Mission (NSDM), namely: (i) institutional training and (ii) trainers. In 
addition, the Project supports minor civil works such as refurbishment, extension, repair, and 
maintenance of existing buildings. 

1.1 Project Beneficiaries 

The Project will directly benefit the following:  a) apprentices enrolled in apprenticeship programs 
implemented under the IAI grant mechanism; b) all short- and long-term trainees enrolled in ITIs 
that have signed PB Grant Agreements, as defined in IR Indicator 1.1; c) a number of ITI students, 
apprentices, or any other participants of skills development programs who have participated in 
programs based on revised curricula with ICT-supported TL resources as defined in IR Indicator 
5.1 d) Students trained in ITIs and other training institutions by teachers who have improved their 
skills through access to the CITS and CPD; and e) Teachers who have completed CITS or CPD 
modules (as defined in PDO Indicator 5).  

1.2 Objectives of the ESMP 

The objective of the Environment and Social Management Plan (ESMP) is to guide the 
participating institutions for effective management of environmental and social issues in the 
STRIVE Program. It seeks to enhance the Project's environmental and social development 
benefits and mitigate any adverse impacts, in line with the Government of India and World Bank 
Environment and Social Framework on the management of environmental and social 
development projects. This ESMP will serve as a tool for the DGT and implementing institutions 
to identify, plan for and mitigate potential environmental and social risks associated with civil 
works under the program. It clarifies the environmental and social impacts/risks, and the 
proposed mitigation measures to be undertaken, and the institutional responsibilities for 
implementing the environment and social management plan (ESMP) and monitoring the 
implementation of mitigation measures; consultation and disclosure, and capacity building to 
ensure the responsibilities mentioned in the advisory are carried out effectively. All these risks 
are amplified by COVID-19 restrictions and challenges in continuing efforts of the implementing 
agencies to ensure effective teaching and vocational training and monitoring.  
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2. Project Potential Environmental and Social Risks and Mitigation Measures 

The project supports minor civil works such as refurbishment, extension, repair, and 
maintenance of existing buildings. It is envisaged that the participating institutions might undergo 
infrastructural up-gradation, which may include refurbishment, extension, repair, and 
maintenance of existing buildings, including sanitary facilities for girls and boys, an adequate 
number of laboratories for practical sessions, and structural facilities for ease of access for the 
disabled. Further, construction of new buildings required for the machine, hand tools, measuring 
equipment installation, or any other similar requirement can also be taken up by the participating 
institutions. Overall, the project interventions will have the following risks and impacts:  

2.1 Positive Impacts 

The proposed project activities will have significant positive impacts on the project stakeholder’s 
in the following ways:  

▪ availability of modern equipment, improvement in training quality, training as per the 
industry requirements, and improved skills will create a larger pool of skilled and semi-
skilled workforce; it is likely to have a very beneficial impact on the country's economy 
and for those who are likely to be trained in the ITIs/ICs 

▪ increased enrolment due to improved technology, which will result in good quality 
training at ITIs even in remote and far-flung areas; also encouraging women to take up 
trades that were traditionally considered male-oriented 

▪ well-trained workforce, improved systems for management of work environment; 
improved industrial standards for occupational safety and compliance with the OHS 
requirements, including good practices for material storage, will result in reduced 
accidents 

▪ inclusion of students from the vulnerable groups, particularly PWDs, as a result of training 
to instructors 

▪ modern energy and resource-efficient equipment, resulting in lowered waste and energy 
usage and industry pollution 

▪ good quality apprenticeship resulting in more industry-ready trainees understanding 
modern techniques and working on modern equipment, most of which is likely to be more 
resource-efficient 

▪ standardization of training because of use of technology. 

2.2 Negative Environment and Social Risks and Impacts  

The program envisages some construction of new civil works – buildings, sheds, workshops, 
rooms to enable installation of ICT equipment, etc., which may require lands. However, the 
requirement is likely to be much smaller relative to other development projects. The Project 
confirms that lands are available sufficiently on the campus of Government ITIs. So, acquisition 
of private lands involuntarily is not anticipated; however, in the case where land is not available, 
securing lands shall abide by the rules to ensure that the process is not only voluntary but also 
that no one is affected adversely (refer to Annexure -I for details on land securing principles). 
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The Infrastructure activities/works would involve labor within the campus during the institutes' 
working hours. In most locations, the labor requirements are expected to be low, and it is 
expected that the contractors would prefer the local workforce compared to the migrant labor. 
 
The overall anticipated environmental risks and potential negative impacts of the proposed 
renovation activities will be limited to: (i) localized noise; (ii) localized dust, (iii) management of 
solid waste, (iv) occupational health and safety risk for project workers and suppliers (slip/fall, 
fire, and accidents); (v) spread of infectious diseases COVID-19, and (vi) potential waste from the 
procurement of machines, hand tools, measuring equipment.  
 
Key social risks include: i) security threat due to improper labor management; ii) inadequate 
sanitary facilities for students and staff, ii) discrimination and exclusion of vulnerable people in 
the works iii) sexual Exploitation Abuse and Harassment (SEAH/SEA), and other forms of GBV 
(such as sexual abuse of learners and sexual harassment of workers during works due to the 
increasing presence of workers on the campus; iv) labor disputes, v) spread of HIV/AIDS and STIs; 
vi) inadequate logistics or their inefficient management for laborers. These environmental and 
social risks and impacts are not considered significant or irreversible impacts. They can be 
addressed with straightforward mitigation measures and good practices through proper 
enforcement of the Project's environment and social management plan (ESMP). Therefore, the 
overall environmental and social risks classification for the Project is moderate.  

2.2.1 Proposed Mitigation Measures: 

All social and environmental risk risks/potential impacts and their mitigation measures are 

detailed in table 1 below, and appropriate environment and social management 

instruments/plans are Annexed for reference and use:  

1. Annexure I: Land Securing Principles 

2. Annexure II: LMP-cum- SEA/SH Prevention and Response Action Plan  
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2.2.2 Environment and Social Management Plan 

Table 1 

Sl No Activity Description  Mitigation Measures 

1.  General Conditions Prohibitions The following activities are prohibited on or near construction sites: 

• Use of asbestos or banned insecticides 

• Cutting of trees for any reason outside the approved construction 
area. If a tree is cut from an approved area, plant 10 in the 
identified location 

• Illegal dumping of demolition material and debris 

• Use of unapproved toxic materials, including lead-based paints, 
asbestos, etc. 

• Disturbance to anything with architectural or historical value 

• Burning of waste or open fires 

2.   Regulations and General Housekeeping • The local bodies and communities shall be notified of the works 
through discussion, appropriate notification in the media, and/or 
at publicly accessible sites (including the site of the works) 

• Follow Applicable building bye-laws of respective State 
Government  

• All legally required permits shall be acquired at the appropriate 
time for construction and/or rehabilitation 

• All work shall be carried out in a safe and disciplined manner 
designed to minimize impacts on neighboring residents and the 
environment. 

The workers should follow good housekeeping at all times. This 

should include, but not necessarily be limited to the following: 

• Ensure considerate behavior of the workers 

• Ensure that appropriate provisions for dust control and overall 
cleanliness are implemented 
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Sl No Activity Description  Mitigation Measures 

• Remove rubbish at frequent intervals and stack these in the 
designated area marked by the barricade, to keep the construction 
sites clean and tidy 

• Safe keep construction/demolition waste including glass pieces 
and steel, fully away from activity areas and moving children or 
staff 

• Remove food waste 

• Frequently inspect, repair and re-paint as necessary all 
construction site hoardings 

• Remove all flying posts/boards as soon as reasonably practicable 
and within hours of notice 

• Maintain toilet facilities, waste bins, and other welfare facilities for 
staff to ensure the overall cleanliness (separate toilet to be 
earmarked for workers) 

3.  Procurement of 

Substandard ICT 

Equipment  

Generating e-waste: The Project will 
procure equipment/machines for use in 
the participating institutions, including 
in remote areas. There is a possible risk 
of purchasing substandard 
equipment/machines, thus not 
responsive to the value for money as 
well as failure to work as envisaged in 
the Project, or total breakdown 
generating e-waste 

• Adherence to the project procurement procedure 

• Carry out due diligence to guarantee the credibility of 
manufacturers supplying the electronic devices 

• Products warranty for all Electronic Devices purchased, and 
suppliers should train the implementing agencies in the operation 
and maintenance of the equipment 

• Procure all electronic devices from credible manufactures to avoid 
buying second hand, refurbished, or obsolete devices with short 
shelf life or already categorized as E-Waste 

• Faulty equipment/machines should be returned to the supplier in 
line with the warranty period and procurement agreements 

• Procure electronic devices which are energy efficient, and 

• Identify buyback options with equipment suppliers. 

4.  Rehabilitation, 

Repair, 

Air Quality/ Dust Emissions: The 

contractors/workers/technician will be 

• Safe and careful demolition activities, without allowing dust 
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Sl No Activity Description  Mitigation Measures 

Construction 

Activities 

required to install equipment and carry 

out civil works within the selected 

premise of the participating institutions, 

which may cause localized dust 

emission within the premises. A 

secondary source of emissions may 

include exhaust from diesel engines of 

transport trucks (transporting 

equipment to the selected campuses). 

• Appropriately barricade all construction and demolition areas to 
prevent the entry of any; notify all occupants and other workers to 
be careful about falling materials, and slippage of tools 

• Keep demolition debris in a controlled area and spray with water 
mist to reduce debris dust and/or installing dust screen enclosures 
at the site 

• Keep surrounding environment (sidewalks, roads) free of debris to 
minimize dust 

• Do not allow excessive idling of construction vehicles at sites  

• Selectively remove potential hazardous air pollutants, such as 
asbestos, from existing infrastructure before demolition. 

• Place dust screens around construction areas, provide fencing 
along the boundary so that emissions do not affect immediate 
neighbors, pay attention to areas close to housing, commercial 
areas, and recreational areas. 

• Spray water periodically as needed on construction areas, 
especially near residential areas 

5.   Water Quality • There shall be appropriate erosion and sediment control measures 
from material storage or fuel storage areas to prevent these from 
causing excessive turbidity or pollution in nearby streams and 
rivers. There shall be proper drainage and berm around storage 
areas. Fuels and materials shall be stored above flood level. This is 
especially a requirement during rains and in flood prone areas 

6.   Noise: The project will support small 

scale interior works in the participating 

institutions to the installation of 

equipment. During this installation, 

there can be elevated noise, which may 

• Avoid noisy activities and transport during learning hours so as not 
to disturb the activities 

• To the extent possible, maintain noise levels associated with all 
machinery and equipment at or below 90 dB. Operate noisy 
equipment like generators away from classrooms, residences. As 
far as possible carry noisy operations during holidays 
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Sl No Activity Description  Mitigation Measures 

cause nuisance and disturb apprentice 

during the institutions working hours.  

• Apply proper measures to minimize disruptions from vibration or 
noise coming from construction activities. 

• Implement particularly strict measures to prevent undesirable 
noise levels in sensitive areas (including in residential 
neighborhoods, near hospitals, etc.). In such areas, minimize the 
production of dust and particulate materials at all times, to avoid 
impacts on vulnerable people (children, elders). 

7.   Waste Management: The installation of 

equipment, and construction activities 

at the participating institutions may be 

associated with generation of small 

amounts of general solid waste, 

including the packaging materials for 

the equipment (carton boxes, nylon 

paper and general wrapping materials, 

pieces of electric wire/ pins), and e-

waste.  

• The contractor to ensure provision of waste bin at the site to 
handle waste generated  

• Waste collection and disposal pathways and sites to be identified 
for all major waste types expected from demolition and 
construction activities. 

• Construction waste shall be collected, stored separately in the 
premise in covered manner, and disposed of properly as advised by 
the local body 

• The records of waste disposal shall be maintained as proof for 
proper management as designed. 

• Whenever feasible the works shall reuse and recycle appropriate 
and viable materials (except asbestos) 

• Storage of wastes (solid and liquid) shall be minimized, storage of 
materials shall follow proper stacking, good practices barricading, 
and find alternative means of disposal.  

8.   Disaster Management • Works to be designed for earthquake, cyclonic wind resistance  

• Plinth level of the buildings / works to be kept at least 15 cm above 
the known highest flood level, minimum 45 cm above the ground 
level. 

• All buildings shall follow fire safety regulations and applicable 
building rules 
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Sl No Activity Description  Mitigation Measures 

9.  Occupational and 

Community Health 

and Safety (OCHS) 

Worker Safety: The project activities 

during the implementation and 

operational phase, including works 

related to the installation of equipment 

at the participating institutions, may be 

associated with the potential 

occupational safety and health risks, 

including physical hazards, such as slips, 

falls from heights related to working on 

ladders, elevated noise, electrocution of 

the workers/staff, and limited exposure 

to air pollution hazards, including 

elevated dust levels.  

Contractor to ensure: 

• Appropriate signposting of the sites shall inform workers of key 
rules and regulations to follow. Community, Parents, and Students 
to be informed about the works and presence of workers on site  

• Child labor1 and forced labor shall not be allowed for any work 

• Equal pay/wage for men and women labors 

• All laborers to be provided with temporary photo ID cards for 
accessing the construction area 

• All laborers engaged at the construction site to be provided with 
the required Personal Protection Equipment (PPE) – masks, hard 
hats/ safety helmet, and shoes, secured harness when working at 
heights, electrical gloves, eye protection for welding, etc., without 
which entry to the construction site shall not be allowed.  

• All work areas above 1.8m height (including stairs, roofs, parapets) 
shall be provided with safety nets in  such a manner to prevent any 
accidental fall.  

• Nobody should be allowed to enter the workspace during non-
work hours. Security shall immediately inform the nodal officer in 
such case. 

• Compliance with the LMP-cum-GBV prevention action plan (as 
attached as Annex -II) to  prevent labor harassment, including 
sexual harassment, gender-based violence, and any discrimination 
based on religious, political, and/or sexual orientation. 

                                                           
1 A child under the age of 14 will be considered as a child labor.  
A child over the minimum age of 14 and under the minimum age of 18 may be employed or engaged in connection with the project only under 
the following specific conditions: a) the work is not hazardous in nature and is likely to jeopardize the health, safety, or morals of the child; b) an 
appropriate risk assessment is conducted prior to the work commencing; and c) the Borrower conducts regular monitoring of health,  working 
conditions, hours of work and likelihood of potential threat to the child’s overall development.  
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Sl No Activity Description  Mitigation Measures 

• Provide awareness on the presence of hazards on-site before work 
activities (such as the presence of reptiles, pits, loose mud, etc.) 

• Workers shall be provided with appropriate training as necessary. 

• Ensure workers insurance as prescribed by Country Laws / Codes 

• No use of fuelwood for cooking or heating at the construction site 
or surrounding area. 

• Clean and well-maintained toilets, water, first aid should be made 
available to workers as per country regulations 

• Any huts, office accommodations, toilets, and welfare facilities 
should be accommodated within the boundaries of the 
construction sites 

• Follow COVID 19 work safety guidelines  

10.  Labor disputes During implementation of the 

subprojects, several contractor workers 

will be employed to carry out the 

works, including equipment installation. 

Potential labor disputes may arise due 

to breach of contract regarding 

conditions of employment, fringe 

benefits, hours of work, and wages 

negotiated or of already agreed terms. 

Labor disputes may also arise due to 

disagreements amongst workers and 

between workers and the contractor 

Implement all the requirements of the Project LMP-cum-GBV 
prevention action plan, that has been prepared including but not 
limited to:  

• Fair terms and conditions shall be applied for all workers (guided 
by relevant Indian labor laws) 

• The project shall also have GRMs for project workers (direct 
workers and contracted workers) to promptly address their 
workplace grievances 

• Conducting regular awareness sessions on Gender-Based 
Violence, especially with female co-workers 

• Safety protocols – ensuring no interface between workers and 
ITI/IC staff and students, behavior between fellow workers 

• Orientation for reporting general complaints related to sexual 
harassment and abuse, with a time frame within these, is 
addressed and resolved, etc.  
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Sl No Activity Description  Mitigation Measures 

11.  Discrimination and 

exclusion of 

vulnerable groups 

There is a possibility of exclusion of 

commonly disadvantaged categories 

such as women in construction 

activities   

• The employment of project workers shall be based on the 
principle of equal opportunity and fair treatment, and there will 
be no discrimination concerning any aspects of the employment 
relationship. 

• Hold sensitization meetings on resources planning, 
implementation, and conflict resolution mechanisms. 

• Institutionalization of social inclusion of all categories in project 
activities  

• The Project shall comply with the ILO convention and ensure 
gender equality in the workplace, including the Provision of 
maternity and sick leave. 

• The contracts with third parties (sub-contractors) shall include 
non-exclusion requirements, which will also be part of the 
monitoring system. Third-party workers will also be sensitized to 
the GRM and encouraged to use it in case of complaints. 

12.  Sexual Exploitation 

and Abuse (SEA) 

The presence of the project staff 

(contractors and workers) on the 

institution's campus may result in illicit 

sexual behaviors such as uncalled-for 

sexual advances, sexual exploitation, 

and abuse between project workers 

and students/faculty. 

The project shall adhere to the measures proposed at Labour 
Management Procedures (LMP)-cum-Gender Based Violence (GBV) 
prevention action plan, including:   

• Sensitization of project workers and the participating institutions 
staff and benefiting communities (students & faculty) 

• Instituting Grievance redress committee to handle, among others, 
sexual abuses 

• Involving local authorities and police where appropriate in 
addressing sexual abuses  

• All project personnel should be trained against SEA awareness 
programs as well as the beneficiary community.  

  

13.  Works on old / 

Historic Buildings  

Cultural Heritage • If the building is a designated historic structure (not very old or 
notified), very close to such a structure, or located in a designated 
historic district, notify and obtain approval/permits from local 
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Sl No Activity Description  Mitigation Measures 

authorities and address all construction activities in line with local 
and national legislation 

• In the case of old buildings care should be taken to ensure that 
proposed activities would not disturb the structure or its safety. 
This shall be certified by Supervising Engineer of implementing 
agency 

• Works detrimental to the safety of workers or students should 
preferably be carried out during holidays 

• Workers, students, and communities shall be informed of the 
works, safety concerns, and emergency procedures 

14.  Toxic Materials Asbestos Management • Asbestos or components/fixtures having asbestos shall not be 
purchased or used under the program (Include in Specifications, 
Monitoring Tool) 

• Construction, renovation, dismantling works involving Asbestos or 
Asbestos-containing materials shall not be undertaken as part of 
this program.  

• In case there is existing asbestos or asbestos-containing material; 
workers / contractors should be made aware that these are to be 
removed without any breakage; stacked in a covered and safe way 
without possible breakage in a remote corner of the site and 
Pollution Control Board’s guidance to be sought on its disposal.  

• If asbestos is located on the project site, mark it clearly as 
hazardous material and store safely, away from normal work o ITI 
activities 

• When possible, the asbestos to be appropriately contained and 
sealed to minimize exposure  

• The asbestos before removal (if removal is necessary) shall be 
treated with a wetting agent to minimize asbestos dust 

• Asbestos shall be handled and disposed of by skilled & experienced 
professionals 
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Sl No Activity Description  Mitigation Measures 

• If asbestos material is be stored temporarily, the wastes should be 
securely enclosed inside closed containments and marked 
appropriately 

• The removed asbestos shall not be reused 

• All workers working near asbestos materials to use face masks and 
take care not to break the material 

15.   Other Toxic Hazardous, E-Waste 

Management 

• Temporarily storage on site of all hazardous or toxic substances 
shall be in safe containers labeled with details of composition, 
properties, and handling information 

• The containers of hazardous substances should be placed in 
another leak-proof container to prevent spillage and leaching 

• Such wastes are transported by specially licensed carriers and 
disposed of in a licensed facility. 

• Paints with toxic ingredients or solvents or lead-based paints shall 
not be used  

• Construction and decommissioning activities may pose the 
potential for the release of small quantities of hazardous materials. 
The site engineer should screen and assess the presence and 
contents of hazardous materials and petroleum-based products in 
building systems (e.g. PCB containing electrical equipment, 
asbestos-containing building materials, lamps or lamp ballasts, 
used batteries, empty paint cans) and process equipment and 
remove them before initiation of decommissioning activities, and 
manage their treatment and disposal according to Hazardous / E-
Waste Management Rules, of GoI, and World Bank Group’s General 
EHS guidelines (www.ifc.org/ehsguidelines).  

• Hazardous wastes should always be segregated from non-
hazardous wastes. If the generation of hazardous waste cannot be 
prevented through the implementation of the above general waste 
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Sl No Activity Description  Mitigation Measures 

management practices, its management should focus on the 
prevention of harm to health, safety, and the environment 

• E-waste shall be preferably donated after refurbishment and/or 
recycled through authorized service providers. Local Pollution 
Control Board Office will guide on certified/licensed nearby E-
Waste / Hazardous waste Recyclers or Disposal facilities 

16.  Nearby Forest, 

Protected Areas (if 

applicable – near 

ITIs) or trees in the 

campus 

Protection / Conservation • All recognized natural habitats and protected areas near the 
activity shall not be damaged or exploited; all staff shall be strictly 
prohibited from hunting, foraging, logging, or other damaging 
activities. 

• For large trees in the vicinity of the activity, mark and cordon off 
with a fence and protect the root system to avoid any damage  

• Adjacent wetlands and streams shall be protected, from 
construction site run-off, with appropriate erosion and sediment 
control features to include by not limited to hay bales, silt fences. 
Suitable liquid waste management measures shall be arranged. 

• There shall be no unlicensed borrow pits, quarries or waste dumps 
in adjacent areas, especially not in protected areas. 

• In case of tree cutting, compensatory plantation shall be ensured 
at 10 new trees / saplings planted per tree cut 

17.  Traffic / Pedestrian 

Safety 

Direct or indirect hazards to public 

traffic and pedestrians by construction 

activities 

• Segregate entry and exit points to sites and scheduling of work and 
other traffic  

• In compliance with national regulations, the workers shall ensure 
that the construction site is properly secured, and construction-
related traffic regulated. This includes but is not limited to 
Signposting, warning signs, barriers, and traffic diversions: site shall 
be visible, and the public warned of all potential hazards 

• Traffic management system and staff training, especially for site 
access and near-site heavy traffic mainly in the case of ITIs in urban 
areas. Construction-related vehicles shall not be allowed to enter, 
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Sl No Activity Description  Mitigation Measures 

idle, or move in the campus during the time students come to 
campus in the morning or goes home after classes. All vehicles on 
the campus shall be given direction by flagmen using whistles. 

• Provision of safe passages and crossings for pedestrians where 
construction traffic interferes or arranging flagmen. 

• Adjustment of working hours to local traffic patterns, e.g. avoiding 
major transport activities during rush hours or times of livestock 
movement mainly in rural areas 

• Active traffic management by trained and visible staff at the site, if 
required for the safe and convenient passage for the public. 

• Ensuring safe and continuous access to nearby properties during 
renovation activities 

18.  Hygiene Liquid Waste Management • Ensure separate toilets for girls and the disabled (path guidance, 
support facility, and braille for visually challenged) 

• Ensure water supply for toilets and for washing up 

• Sewage from toilets should not dispose of in open drains; drains for 
disposal and required connection to the sewage system or 
alternates like septic tanks should be considered. Where septic 
tanks and other similar systems are used for disposal of toilet 
waste, identify appropriate cleaning and disposal systems and 
monitoring systems to ensure that there is no contamination of soil 
or groundwater. Incorporate better options available (such as 
DRDO Bio Tanks) 

• Maintenance of toilets  

• Ensure disposal of sanitary waste and its rejects/ inerts after 
treatment. Ensure all identified disposal system has a sound design 
that considers groundwater levels, soil type and a load of waste 

• Liquid spills of lubricant, fuel, and oil within the site should be 
attended at the earliest to minimize land and groundwater 
contamination.  
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Sl No Activity Description  Mitigation Measures 

• Any seepage and wastewater arising from the works must be 
collected and discharged via a settlement tank.  

• Water drainage must be designed to avoid stagnant conditions that 
could create a bad smell and unsanitary conditions in the 
construction area and surrounding environment. 

19.   Solid Waste Management • All wastes in campus to be managed – segregated at source, stored 
in a segregated manner, collected, recycled, transported to local 
body facility for treatment/disposal, or treated disposed of on-site.  

• Substitute raw materials or inputs with less hazardous or toxic 
materials 

• Institute good housekeeping and operating practices 

• Institute procurement measures that recognize opportunities to 
return usable materials such as containers 

• Minimize hazardous waste generation by implementing stringent 
waste segregation to prevent the commingling of non-hazardous 
and hazardous waste. 

• Recycling planning: The total amount of waste may be significantly 
reduced through the implementation of recycling plans. This may 
for example include the evaluation of waste production processes 
and the identification of potentially recyclable materials. 

• Clean-up procedures. Establish and enforce daily site clean-up 
procedures, including maintenance of adequate storage and 
treatment/disposal facilities for construction wastes to avoid 
potential impacts to human health and the environment. 

• Management approaches should be consistent with the 
characteristics of the waste and local regulations, and may include 
one or more of the following principles: 

• On-site or off-site biological, chemical, or physical waste material 
should either be treated to render it nonhazardous before final 
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Sl No Activity Description  Mitigation Measures 

disposal or treated or disposed at permitted facilities (local body / 
PCB authorized) specially designed to receive the waste. 

• Debris generated due to the demolition of existing structures shall 
be suitably reused, to the extent feasible. The disposal of remaining 
debris shall be carried out only at sites identified and approved by 
local authorities. 

• No material shall be disposed of in environmentally sensitive areas. 

• All garbage, metals, used oils, and excess material generated 
during construction should be disposed of in authorized areas 
incorporating recycling systems and the separation of materials. 

• In the event any debris or silt from the sites is deposited on 
adjacent land, the ITI nodal officer shall ensure that such debris is 
immediately removed by the workers, and the affected area is 
restored to its original state. 

20.  OHS Worker Safety • Appropriate signposting of the sites shall inform workers of key 
rules and regulations to follow. Community, Parents, and Students 
to be informed about the works and presence of workers on site  

• Child labor and forced labor shall not be allowed for any work 

• Equal pay/wage for men and women labors 

• All laborers to be provided with temporary photo ID cards for 
accessing the construction area. 

• All laborers engaged at the construction site to be provided with 
the required Personal Protection Equipment (PPE) – masks, hard 
hats/ safety helmet, and shoes, secured harness when working at 
heights, electrical gloves, eye protection for welding, etc., without 
which entry to the construction site shall not be allowed. All work 
areas above 1.8m height (including stairs, roofs, parapets) shall be 
provided with safety nets in a such a manner to prevent any 
accidental fall. Nobody should be allowed to enter the workspace 
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Sl No Activity Description  Mitigation Measures 

during non-work hours. Security shall immediately inform the 
nodal officer in such case. 

• Steps necessary to prevent labor harassment, including sexual 
harassment, gender-based violence, and any discrimination based 
on religious, political, and/or sexual orientation. 

• Application of GoI Codes/Regulations for worker’s facilities and 
safety 

• Provision of appropriate PPE for all workers especially for 
construction works, site clearing, work on ladders or height, pits. 
Workers working at heights should work with the guard rail, safety 
harness, and anchorage systems. Ensure full PPEs for regular toilet 
cleaning & maintenance 

• Provide awareness on the presence of hazards on-site before work 
activities (such as the presence of reptiles, pits, loose mud, etc.) 

• Workers shall be provided with appropriate training as necessary. 

• Ensure workers insurance as prescribed by Country Laws / Codes 

• No use of fuelwood for cooking or heating at the construction site 
or surrounding area. 

• Clean and well-maintained toilets, water, first aid should be made 
available to workers as per country regulations 

• Any huts, office accommodations, toilets, and welfare facilities 
should be accommodated within the boundaries of the 
construction sites 

• Follow COVID 19 work safety guidelines  

21.  Spread of 

Infectious Disease – 

COVID-19 

COVID-19 guidance: Possible spread of 

infectious diseases resulting from 

failure to adhere to COVID-19 

prevention measures at the 

participating institutions and other 

• Early screening: train all contractors’ workers on the signs and 
symptoms of COVID-19, how it spreads, how to protect themselves, 
and the need to be tested if they have symptoms; ensure the use 
of mask and check the temperature (non-physical temperature 
screening), collect names, contact numbers of workers at Entry & 
maintain a daily register  
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Sl No Activity Description  Mitigation Measures 

project areas. Possible infection routes 

include contact with infected masks and 

gloves, weak compliance with the 

precaution measures for infection 

prevention and control on COVID-19, 

including handwashing hygiene, 

respiratory / cough antiquates, and lack 

of established procedure for disposal of 

used PPE, among others. 

• Train cleaning staff in the effective use of PPE, cleaning 
arrangement and procedures, and disposal of waste generated 
from the offices  

• Paid leave to be mandatorily given if labor contacts COVID-19 
and/or any other contagious disease while working at the 
construction site. 

• Arrange temporary isolation and ambulance facility available on 
call  

• Masks, adequate hand washing/ sanitization, clean drinking water 
and sanitation facilities to be provided at the construction site. 
(Workers working on heat/fire (like welding) shall not use sanitizers 
while at work. Adequate soap and water shall be made available for 
hand washing) 

• Provide health and safety training/orientation on COVID-19 to all 
workers and staff, including cough etiquette, hand wash, and social 
distancing 

• All workers and visitors accessing work sites every day or attending 
meetings shall be subjected to rapid Covid-19 screening, which may 
include temperature checks and/or other vital signs  

• Avoid congregation of more than 15 workers at one location; 
separate lunch hours of workers to maintain social distancing. 

• Infected persons not allowed on site, observe mandatory 
quarantine for 14 days  

• Use GRM procedures to encourage reporting of co-workers if they 
show outward symptoms, such as ongoing and severe coughing 
with fever, and do not voluntarily submit to testing 

• Signages in the campus and outside on personal hygiene, use of 
mask, sanitizers, hand wash in local languages & contact numbers 

• Designated separate space for storing construction material and 
biomedical wastes (here, masks, bandages, etc.). Medical wastes to 
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Sl No Activity Description  Mitigation Measures 

be treated following country regulations & WHO/GoI guidelines or 
through PCB/local body guidance 

• Worksite shall be demarcated with hard barricades and warning 
boards. Students to be warned of unauthorized intrusion into 
workspaces  

• Disinfect worksite every day at work closure or in case anyone is 
infected, or as found required 

• Worker data (including COVID-19 register) and Incident record to 
be maintained on-site 

• Nodal officer and teachers on rotation to check and monitor 
records, and take daily backups/file records 

• Regular monitoring to prevent student – worker interactions  

• This EMP & EHS requirements for each work item shall be made 
accessible to all involved in campus (and workers/masons who use 
smart phones)  

22.  Work Closeout 

Procedures 

Ensuring Site Safety after work closure • On completion of the works the mason/workers should clear away 
and remove all materials and rubbish and temporary support 
works, ladders, tools, debris, left out materials, used clothes or 
materials, or facilities of every kind. Construction sites should be 
left clean and in a condition to the satisfaction of the delegated 
authorities 

• Site engineer, nodal officer, contractor, Principal shall review 
closeout procedures and certify  
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3. INSTITUTIONAL ARRANGEMENTS, RESPONSIBILITIES AND CAPACITY 

BUILDING 

3.1 National level 

The Directorate General of Training in the Ministry of Skills Development and Entrepreneurship 
is responsible for the overall management and supervision of STRIVE Program. Director, NPIU, 
DGT shall be liable to oversee the widespread project implementation.  
 
The E&S Nodal officer, National Project Implementation Unit (NPIU) setup for STRIVE 

implementation at the DGT will be primarily responsible for managing and coordinating, 

communicating, monitoring, and reporting ESMP. In addition, the E&S Nodal officer will provide 

the following: 

▪ Orient SPIUs, ITIs/ICs, and other stakeholders on the E & S aspects.  

▪ Organize and conduct specialized training to ensure effective implementation of the E&S 

aspects of STRIVE, including on SEA/SH, and GRM.  

▪ Guidance to the participating institutions on compliance with the labor management 

procedures, OHS (health and safety), waste management (including e-waste), and social 

inclusion during works. 

▪ Conducting thorough examination, analysis, or inquiry based on grievance/ feedback 

received from the project workers, students, or faculty related to GBV, E & S aspect.  

3.2 State level 

At the state level, the E&S nodal officer, STRIVE, will be responsible for the overall coordination 

of all environmental and social systems-related activities, including ESMP, to ensure no violation 

of statutory provisions, standard protocols, and identified environment and social systems rules 

and procedure. The E&S Nodal officer, SPIU, will ensure the following: 

• Guide implementing agencies in the identification and finalization of civil works activities 

→ This will include activities making campuses physically and socially gender-

friendly; construction/renovation of an accessible toilet, ramps, separate toilets 

for women with proper sanitary facilities, restroom facilities for women; safe and 

clean spaces for lactation/children; equipment for the physically challenged 

students.  

• Guide ITIs/ICs in identifying potential risks and impacts of the proposed intervention and 
preparation of mitigation measures. 

• Coordination, management, and supervision of the mitigation measures. 
• Regular/periodical meetings or discussions with the ITI level E&S Officer to ensure 

required environmental and social systems are being appropriately implemented. 
• Quarterly reporting to the NPIU on the due diligence (compliance) with the ESMP.   
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3.3 Implementing Agency (IA): E&S Nodal Officer 

• The E&S Nodal officer, IAs shall be responsible for effective implementation of the action 
as described in table 1 above; formulate, coordinate, and implement environmental and 
social systems management activities (ESMP) 

• Ensure implementation of LMP/GBV prevention action plan; management of 
workers/labors, safety protocols ensuring that all project workers fully abide by the Code 
of Conduct in compliance with the project GBV action plan. 

• Ensure occupational health and safety (OHS) is practiced in workshops, such as safety gear 
is worn by students and staff, which also should be in good order 

• Ensure all the complaints, including those related to GBV, are registered and coordinate 
with the GRO for redressing complaints and timely closure.  

• Work with SPIU (Environmental and Social) Officer to provide monitoring reports and 
support, as required to ensure the sustainability of environmental and social 
interventions.  
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Annexure-I 

 
In the case where land is not available, securing lands shall abide by the following rules to ensure 
that the process is not only voluntary but also that no one is affected adversely: 
 

▪ The land in question must be free of squatters, encroachers, share cropping, or other 
claims or encumbrances. 

▪ The facilities requiring land should not be site specific. 
▪ This should not result in any physical relocation. 
▪ This should not result in restrictions on accesses and transit. 
▪ Voluntariness shall be ascertained by the Directorate and duly documented. Under any 

circumstances, the land user will not be subjected to any pressure, directly or indirectly, 
to part with the land. 

▪ The Department shall ensure that there shall be no significant adverse impacts on the 
livelihood of the household donating the land. 

▪ Land transfers in donations/purchases will be complete; land title will be vested in the 

Government; and 

▪ Provision will be made for redressal of grievances (ROG), if any. 
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Annexure- II: SEA/SH Prevention and Response Action Plan:  

 

S.NO Items Action Responsibil ity  Timeline Monitoring 
Indicators  

1.   Grievance 
Mechanism to 
address (SEA/SH 
GM)2 

• Contractor to depute a Nodal Person 
responsible for handling grievances 
related to any misconduct or GBV 
incident reported by female project 
workers. 

• Maintenance of a grievance register and 
publishing the names and contact 
numbers of key people to report 
grievances. 

• Information dissemination on an easily 
accessible, confidential process for 
making complaints. 

• The orientation of workers on sexual 
abuse/harassment.   

Contractor; 
supervised by 
E&S Nodal 
officer, ITI/IC 

   

Initiation of 
works  

• The mechanism 
established for GR; and 
nodal person deputed 

• Grievance register 
maintained  

• The number of 
orientations given to 
the workers on GBV 
(SEA/SH)  

2.   Implementing 

Code of Conduct  

 

• Ensuring prohibition of child labor 
engagement (no child below the age of 
18 will be allowed to work in hazardous3 
circumstances).  

Contractor; 
supervised by 
E&S Nodal 
officer, ITI/IC 

During the 
civil works 

Reports on compliance 
with labor provisions by 
the E&S Nodal officer, 
ITI/IC 

                                                           
2 This will be limited to project workers, to be provided by the contractor 
3 A child under the age of 14 will be considered as child labor.  

A child over the minimum age of 14 and under the minimum age of 18 may be employed or engaged in connection with the Project only under the following specific conditions: 
The work is not hazardous in nature and is likely to jeopardize the child's health, safety, or morals. An appropriate risk assessment is conducted prior to work commencing. The 
Borrower conducts regular monitoring of health, working conditions, hours of work, and the likelihood of potential threat to the child's overall development. 
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S.NO Items Action Responsibil ity  Timeline Monitoring 
Indicators  

• Compliance with applicable health and 
safety requirements to protect workers 
(including vulnerable and 
disadvantaged groups); comply with 
Occupational Health and Safety (OHS) 
guidelines specified in ESSA4 and per 
Country Codes.  

• Will not indulge in Sexual Harassment 
(prohibiting the use of language or 
behavior, particularly towards women 
that is inappropriate, abusive, sexually 
provocative, demeaning, or culturally 
inappropriate).  

• Ensure workers do not mix/ interact 
with apprentice/students and staff, 
including sexual activity or abuse, and 
ensure their safety in the project 
ITIs/ICs. 

• In the labor camp, ensure adequate 
space required for each worker; ii) 
provide sanitary (separate toilets for 
men and women), laundry and cooking 
facilities, potable water, etc. 

• Prevent the use of all forms of forced 
labor and child labor.  

                                                           
4 STRIVE ESSA 
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S.NO Items Action Responsibil ity  Timeline Monitoring 
Indicators  

• Avoid discrepancy in wages to male and 
female workers for similar nature of 
works. 

• Preference to the local laborers, women 
in construction works. 

3.   Facilities for 

female laborers5 
• Separate toilets for female workers- 

functional, well-lit, and with lockable 
doors. 

• Health and safety programs for the 
women workers. 

Contractor  During the 
civil works 

Facilities provided to the 
women workers  

4.   Awareness 

Raising 
• Conduct regular awareness sessions on 

Gender-Based Violence, especially with 
female co-workers. 

• Awareness on HIV/AIDS/ sexual health 
and COVID 19 protocols. 

• Safety protocols – ensuring no interface 
between workers and ITI/IC staff and 
students, behavior between fellow 
workers.  

• Orientation for reporting general 
complaints related to sexual harassment 
and abuse, with a time frame within 
these, is addressed and resolved. 

Contractor; 
supported by 
E&S nodal 
officer, ITI/IC.  

Before and 
during the 
civil works 

Awareness and 
orientation reports with 
details on number of 
participants, 
disaggregated by gender.  

                                                           
5 Facilities for students/apprentices and staff are covered as part of the Social Action Plan  
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S.NO Items Action Responsibil ity  Timeline Monitoring 
Indicators  

5.   Signage & 

posters 
• Prior information to the institute's staff 

and students on the work schedule. 

• Display the posters or signage with good 
visibility in the project site's strategic 
locations, informing work schedules and 
channels for reporting grievances. 

Contractor  Before and 
during the 
civil works 

Photo documentation of 
reports information 
boards.   

6.   Implementation, 

Monitoring and 

Evaluation 

• Reporting formats to include SEA/SH 
and all the above actions in the existing 
reporting structures. 

ITIs/ICs – to be 
verified by the 
SPIU 

After 
completion 
of works / 
site 

Monitoring reports   

 

 

 

 
 

 



 

 

SKILLS STRENGTHENING FOR INDUSTRIAL VALUE 

ENHANCEMENT 

Guidelines for Addressing Sexual Exploitation and Abuse and 

Sexual Harassment in STRIVE 

 

Project Overview 

The government of India (GoI) introduced its National Policy for Skill Development and Entrepreneurship in 

June 2015. It consolidated the country's fragmented regulatory ecosystem for vocational training under a 

dedicated Ministry of Skill Development& Entrepreneurship (MSDE) and the National Skill Development 

Mission (NSDM) introduction. The GoI developed the Skills Strengthening for Industrial Value Enhancement 

(STRIVE) program to incentivize the critical institutional reforms required in the ITI and apprenticeship—to 

meet the GoI's commitment to providing skilling opportunities for the economically disadvantaged/underserved 

communities and developing a globally competitive workforce.1 

Sexual Exploitation and Abuse (SEA) and Sexual Harassment (SH) 

SEA and SH are manifestations of Gender-Based Violence (GBV) and most likely to occur in or be exacerbated 

by development projects. Depending on their scope, projects can exacerbate existing risks or create new ones. 

Hence, the risk identification and mitigation of these forms of GBV are the World Bank's primary focus, 

explained in the Good Practice Note2 (GPN). The GPN builds on World Bank experience and good international 

industry practices, including other development partners. Refer to Annexure 1 for the definition/explanation of 

GBV and SEA/SH, and Annexure 2 for some examples of GBV related to STRIVE.  

 

SEA/SH Risk Assessment in STRIVE 

The project supports minor civil works such as refurbishment, extension, repair, and maintenance of existing 

buildings3. It is envisaged that the participating institutions might undergo infrastructural up-gradation, which 

may include refurbishment, extension, repair, and maintenance of existing buildings, including sanitary facilities 

for girls and boys, an adequate number of laboratories for practical sessions, and structural facilities for ease of 

access for the disabled. Further, construction of new buildings required for the machine, hand tools, measuring 

equipment installation, or any other similar requirement can also be taken up by the participating institutions.    

The Infrastructure activities would involve the presence of labor within the campus during the institutes' 

working hours. In most locations, the labor requirements are expected to be low, and it is expected that the 

contractors would prefer the local workforce compared to the migrant labor. However, drawing experience from 

similar WB projects requiring civil work, it is observed that the presence of a labor workforce exacerbates 

SEA/SH risk within the project. Therefore, it is important for the project to have an effective SEA/SH risk 

assessment, prevention, and response strategy for mitigating any SEA/SH risks in the project. 

Key Risks:  

1. Inadequate Sanitary facilities for students and staff: It was noted during project preparation that all 

ITIs had separate toilets for girls, boys, and staff. However, it was observed that in most of the places, these 

were not well maintained with irregular water supply, thereby making the facilities unhygienic for use. For 

example, In the ITI in Uttarakhand, one of the girl toilets had male urinals fitted, and in another ITI in Assam, 

due to structural damage from an earthquake to the girl's toilets, the girls had to share the toilets with boys4. This 

created some reluctance among the female students to use the restrooms and can also be a potential SH risk 

                                                           
1“Past empirical evidence shows that youth with only a grade 10 or a grade 12 education tended to earn nearly 18 percent less 
compared to those youth who had undergone some form of formal training.” PAD STRIVE. 
2Good Practice Note: Addressing Sexual Exploitation and Abuse and Sexual Harassment (SEA/SH) in Investment Project 

Financing involving Major Civil Works, Feb 2020, the World Bank group. 
3PAD and ESSA STRIVE 
4ESSA STIVE 



 

 

 

2. Campus Security:  The presence of labor within the campus, if not managed well, can exacerbate the 

SEA/SH risk for the female staff and students; the social assessment highlighted the case of Naugaon, where 

part of the ITI campus did not have a fence and therefore was used by the public as a picnic ground or for 

vehicle parkin.5 Lack of security measures can result in SH. 

3. Ineffective functioning of ICC: It was observed that the Internal Complaints committees (ICC)6 are 

absent or dormant in most of the ITIs.7 In most states, the principal is responsible for grievance redressal, 

thereby inhibiting students from raising grievances to the principal.8 The absence of an effectively functioning 

ICC can increase SEA and SH's risk and/or weak reporting of any incidents. 

4. Construction Sites: Women laborers are often subjected to SEA/SH risk in construction sites and labor 

camps due to inadequate provisions for their safety, incorrect sleeping arrangements, inadequate lighting, 

absence of separate and well-lit toilets and bathing areas, no security personnel, etc. The ESSA mentions few 

poorly managed construction sites; for example, in Uttarakhand, the workers lived in the construction site with 

no facilities for them or their families.9 

SEA/SH Prevention and Response Action Plan: 

Recommended actions to prevent the incidents of SEA/SH please refer to Annex 3 for recommended actions to 

prevent, redress, and minimize the risk and adverse impact of SEA/SH in STRIVE operations.  

1. Constitution and/or Strengthening of ICC in ITIs & MSDE: Formation of ICC based on the 

Supreme Court (SC) guidelines and strengthening it by ensuring regular meeting of the ICC; formulation of the 

inquiry process with timelines defined as per the Act; defining complaint mechanisms; organizing awareness 

training among staff & students; posting ICC notices/circulars/posters in visible spots in institutions. 

2. Grievance Redressal Mechanism (SEA/SH GM) for Female Laborers: Measures to be taken by the 

contractor for addressing the SEA/SH grievances of female laborers are: 

a. Identify a Nodal Person in charge of handling SEA/SH complaints. 

b. Train the Nodal Point on ethical recoding of the complaint10, principles of confidentiality, etc., 

per Good Practice Note. 

c. Maintaining a grievance register and publishing key contact people’s names & numbers for 

reporting grievances. 

d. Information dissemination of the complaint mechanisms to all workers. 

e. Escalation of the grievance to the existing project GRM. 

3. Code of Conduct (CoC): Mandatory compliance with the GBV CoC by each contractor during 

refurbishment/renovation or construction activities.  

4. Gender-sensitive facilities for staff/students and female laborers:  

                                                           
5 ESSA STRIVE 
6 POSH Act is for the prevention and redressal of complaints of sexual harassment. One of the Act's main provisions is that it calls 
for constituting an Internal Complaints Committee (ICC) at each office or branch with ten (10) or more employees/workers. 
7“It was only in Maharashtra that a Government Order says that each class in an ITI should have a monitor who would interact 
with the students and note their issues and concerns. The principal holds regular meetings with the monitor to understand 
students' issues and acts accordingly… ITI Karnal has a Committee Against Sexual Harassment, and the Committee members' 
names are displayed on the wall." ESSA STRIVE. 
8 ESSA STRIVE 
9ESSA STRIVE 
10Ethical documentation: No identifiable information of survivor to be stored; What can be stored is the nature of the complaint 
(what the complainant says in her/his own words without direct questioning); if possible, to the best of the survivor’s 
knowledge, if the perpetrator was associated with the project; if possible, the age and sex of the survivor. 



 

 

a. Campus: Well-lit campus; separate toilets for female staff/students/workers which are 

functional, well-lit, and with lockable doors; fencing of the boundary; mandatory adherence to 

labor laws. 

b. Labor Camp: Appropriate water supply; separate well-lit and functional toilets/bathing areas 

for women with working locks; separate sleeping arrangement; adequate lighting; the presence 

of security personnel; mandatory adherence to labor laws. 

5. Awareness Raising: Awareness programs for the stakeholder’s on SEA/SH, ICC, and the redressal 

process. Similar awareness programs for workers to be carried out regularly on SEA/SH, CoC, Zero tolerance to 

SEA/SH and SEA/SH GM and adherence to Covid measures11 . 

6. Signage & posters: 

a. ICC notices and circulars to be displayed at prominent places.  

b. For the construction workers, developing IEC material in regional language and displaying 

posters and signage with good visibility, in all strategic locations of the project sites and labor 

camps. These should convey a zero-tolerance for SEA/SH in the project and how SEA/SH 

grievances can be reported. 

7. Implementation, Monitoring and Evaluation: SEA/SH Prevention and Response Action Plan to be 

implemented, and to be included in the project’s reporting and monitoring mechanisms. 

 

 

 

 

 

 

 

 

 

 

 

                                                           
11Regular temperature checking of all staff/workers and students; campus to be made inaccessible to outsiders; masks 

mandatory within the campus; sanitizers available at campus entry points; social distancing to be adhered to; quarantine facility 

for sick workers in the labor camp; restricting entry in the construction area. 



 

 

ANNEXURES 

 

Addressing Sexual Exploitation and Abuse and Sexual 

Harassment in STRIVE 

 

ANNEXURE 1: UNDERSTANDING GBV KEY TERMS AND DEFINITIONS  

GBV is most used to underscore systemic inequality between males and females - which exists in every 

society globally - and acts as a unifying and foundational characteristic of most forms of violence 

perpetrated against women and girls. The term GBV stems from the 1993 United Nations Declaration on 

the Elimination of Violence against Women, which defines violence against women as “any act of 

gender-based violence that results in, or is likely to result in, physical, sexual or psychological harm or 

suffering to women.” Discrimination based on sex or gender identity is a cause of many forms of GBV 

and contributes to the widespread acceptance and invisibility of such violence - so that perpetrators are 

not held accountable, and survivors are discouraged from speaking out and accessing support. 
 

Term Definition Applicability to STRIVE 

Child marriage  Child marriage refers to any formal marriage 

or informal union between a child under the 

age of 18 and an adult or another child 

(UNICEF).  

Not applicable  

Gender-based violence 

(GBV)  

Gender-based violence (GBV) is an umbrella 

term for any harmful act perpetrated against a 

person’s will and based on socially ascribed 

(i.e., gender) differences between males and 

females. It includes acts that inflict physical, 

sexual, or mental harm or suffering, threats of 

such acts, coercion, and other deprivations of 

liberty. These acts can occur in public or 

private (2015 Inter-Agency Standing 

Committee Gender-based Violence 

Guidelines, pg. 5). 

The staff/students/faculty of ITIs 

and laborers hired by contractors 

for engaging in construction/up-

gradation at institutions shall be 

protected against GBV, institution, 

and contractor to ensure 

compliance and safety. 

Gender-based violence 

(GBV) service 

provider  

An organization offering specific services for 

GBV survivors, such as health services, 

psychosocial support, shelter, legal aid, 

safety/security services, etc.  

Not applicable 

Human trafficking  Trafficking in persons is defined as the 

recruitment, transportation, transfer, 

harboring, or receipt of persons through the 

threat/use of force/ other forms of coercion/ 

abduction/ fraud/ deception/ abuse of power/ 

position of vulnerability/giving or receiving 

Not applicable 



 

 

Term Definition Applicability to STRIVE 

payments or benefits to achieve the consent of 

a person having control over another person, 

for exploitation. Women and children are 

particularly vulnerable to trafficking practices 

(Environmental and Social Standard (ESS) 2). 

SEA/SH Prevention 

and Response Action 

Plan  

The SEA/SH Prevention and Response 

Action Plan includes an Accountability 

and Response Framework, which details 

how allegations of SEA/SH would be 

handled (investigation procedures) and 

disciplinary action for violation of the 

procedure speciief in Annex 3 

An action plan SEA/SH Prevention 

and Response Action Plan to 

manage and mitigate the risks 

associated with social exploitation 

and abuse/harassment for STRIVE 

is placed at Annexure 3. This 

action plan is to be implemented 

by all the partnering ITIs/ICs.  

Sexual exploitation 

and abuse (SEA)  

Sexual exploitation: any actual or attempted 

abuse of a position of vulnerability, 

differential power, or trust for sexual 

purposes, including, but not limited to, 

profiting monetarily, socially, or politically 

from the sexual exploitation of another (UN 

Glossary on Sexual Exploitation and Abuse 

2017, pg. 6).  

Sexual abuse: the actual or threatened 

physical intrusion of a sexual nature, whether 

by force or under unequal or coercive 

conditions (UN Glossary on Sexual 

Exploitation and Abuse 2017, pg. 5).  

Operational definitions and 

applicability to STRIVE are 

provided in Annexure 2. 

Sexual harassment 

(SH)  

Unwelcome sexual advances, requests for 

sexual favors, and other verbal or physical 

conduct of a sexual nature. 

Operational definitions and 

applicability to STRIVE are 

provided in Annexure 2. 

Survivor-centered 

approach  

The survivor-centered approach is based on a 

set of principles and skills designed to guide 

professionals—regardless of their role—in 

their engagement with survivors 

(predominantly women and girls but also men 

and boys) who have experienced sexual or 

other forms of violence. The survivor-

centered approach aims to create a supportive 

environment in which the survivor’s interests 

are respected and prioritized and in which the 

survivor is treated with dignity and respect. 

The approach helps to promote the survivor’s 

recovery and ability to identify and express 

In case of any SEA/SH incident 

against a student/faculty or staff 

of ITIs, project staff/laborer, or 

visitor, the redressal approach 

will be survivor-centric, i.e., 

protecting the confidentiality of 

survivors; recognizing them as 

principal decision-makers in 

their care; and treating them 

with agency, dignity, and 

respect for their needs and 

wishes.  



 

 

Term Definition Applicability to STRIVE 

needs and wishes and reinforce the survivor’s 

capacity to make decisions about possible 

interventions. 

Violence against 

women (VAW)  

Article 1 of the 1993 UN Declaration on the 

Elimination of Violence against Women 

defines it as an act of gender-based violence 

that results in or is likely to result in physical, 

sexual, or psychological harm or suffering to 

women, including threats of such acts, 

coercion, or arbitrary deprivation of liberty, 

whether occurring in public or private life. 

  
 

An action plan SEA/SH Prevention 

and Response Action Plan to 

manage and mitigate the risks 

associated with violence on 

women is placed at Annexure 4. 

This action plan is to be 

implemented by all the partnering 

ITIs/ICs. 

  



 

 

ANNEXURE 2: OPERATIONALIZING SEA/SH DEFINITIONS  
 

Official Definition Bank Operationalization Example 

Sexual Exploitation: Any actual 

or attempted abuse of a position 

of vulnerability, differential 

power, or trust for sexual 

purposes, including, but not 

limited to, profiting monetarily, 

socially, or politically from the 

sexual exploitation of another. 

In Bank-financed 

operations/projects, sexual 

exploitation occurs when access 

to or benefit from Bank-

financed goods, works, non-

consulting services, or 

consulting services is used to 

extract sexual gain. 

• An apprentice, student, faculty, or 

worker is promised employment on 

the World Bank-financed project. 

site in exchange for a sexual favor.  

• A project worker working at the ITI 

campus requests a sexual favor from 

the student, faculty, or co-worker to 

complete works.  

• A project worker denies a woman 

passage through the worksite unless 

she performs a sexual favor. 

Sexual Abuse: Actual or 

threatened physical intrusion of a 

sexual nature, whether by force 

or under unequal or coercive 

conditions.  

In Bank-financed 

operations/projects, sexual abuse 

occurs when a project worker 

(contractor staff, subcontractor 

staff, supervising engineer) uses 

force or unequal power vis-a-vis 

a project worker or colleague to 

perpetrate or threaten perpetuate 

an unwanted sexual act. 

• A project worker stays in the 

cafeteria after dinner and sexually 

assaults a kitchen staff member. 

• A project worker touches a female 

administrative staff member 

inappropriately.  

• A supervisor/ contractor asks his 

female workers to join him for a 

lunch/dinner with him. After 

lunch/dinner, he asks her to entertain 

"him/the boss" in his room to 

appreciate the contract and her 

work. 

Sexual Harassment: Any 

unwelcome sexual advance, 

request for sexual favor, verbal 

or physical conduct or gesture of 

a sexual nature, or any other 

behavior of a sexual nature that 

might reasonably be expected or 

be perceived to cause offense or 

humiliation to another when such 

conduct interferes with work, is 

made a condition of employment, 

or creates an intimidating, hostile 

or offensive work environment.  

In Bank-financed 

operations/projects, sexual 

harassment occurs within the 

company of a contractor or 

subcontractor. It relates to 

employees of the company 

experiencing unwelcome sexual 

advances or requests for sexual 

favors or acts of a sexual nature 

that are offensive and 

humiliating among the same 

company's employees 

• Institute faculty, apprentice/student, 

or the project worker sends sexually 

explicit text messages to another 

faculty, apprentice/student, or 

project workers.  

• Institute faculty, apprentice/student, 

or the project worker leaves an 

offensive picture sexually explicit 

on a co-worker's student/faculty's 

desk. 

• Faculty or contractor breaks 

derogatory jokes, racial slurs, 

personal insults, and expressions of 

disgust or intolerance toward a 



 

 

particular race. Abuse may range 

from mocking a student/apprentice 

or worker's accent to 

psychologically intimidating 

student/apprentice or workers by 

making threats or displaying 

discriminatory symbols. 

 

 



 

 

ANNEXURE 3: SEA/SH PREVENTION AND RESPONSE ACTION PLAN:  

S.NO Items Action Responsibil ity  Timeline Monitoring Indicators  

1.   Grievance 

Mechanism to 

address (SEA/SH 

GM)12 

• Contractor to depute a Nodal Person 

responsible for handling grievances related 

to any misconduct or GBV incident reported 

by female project workers. 

• Maintenance of a grievance register and 

publishing the names and contact numbers 

of key people to report grievances. 

• Information dissemination on an easily 

accessible, confidential process for making 

complaints. 

• The orientation of workers on sexual 

abuse/harassment.   

Contractor; 

supervised by 

E&S Nodal 

officer, ITI/IC. 

   

Initiation of 

works  
• The mechanism 

established for GR; and 

nodal person deputed 

• Grievance register 

maintained  

• The number of 

orientations given to the 

workers on GVB 

(SEA/SH)  

2.   Implementing 

Code of Conduct  

 

• Ensuring prohibition of child labor 

engagement (no child below the age of 18 

will be allowed to work in hazardous13 

circumstances).  

• Compliance with applicable health and 

safety requirements to protect workers 

(including vulnerable and disadvantaged 

groups); comply with Occupational Health 

and Safety (OHS) guidelines specified in 

ESSA14 and per Country Codes.  

Contractor; 

supervised by 

E&S Nodal 

officer, ITI/IC 

During the 

civil works 

Reports on compliance with 

labor provisions by the E&S 

Nodal officer, ITI/IC 

                                                           
12 This will be limited to project workers, to be provided by the contractor 
13 Work considered hazardous for children is work that, by its nature or the circumstances in which it is carried out, is likely to jeopardize children's health, safety, or morals. 

Examples of hazardous work activities prohibited for children include work: (a) with exposure to physical, psychological, or sexual abuse; (b) underground, underwater, working 
at heights or in confined spaces; (c) with dangerous machinery, equipment, or tools, or involving handling or transport of heavy loads; (d) in unhealthy environments exposing 
children to hazardous substances, agents, or processes, or temperatures, noise or vibration damaging to health; or (e) under challenging conditions such as work for long hours, 
during the night or in confinement on the premises of the employer. 
14 STRIVE ESSA 



 

 

S.NO Items Action Responsibil ity  Timeline Monitoring Indicators  

• Will not indulge in Sexual Harassment 

(prohibiting the use of language or behavior, 

particularly towards women that is 

inappropriate, abusive, sexually 

provocative, demeaning, or culturally 

inappropriate).  

• Ensure workers do not mix/ interact with 

apprentice/students and staff, including 

sexual activity or abuse, and ensure their 

safety in the project ITIs/ICs. 

• In the labor camp, ensure adequate space 

required for each worker; ii) provide 

sanitary (separate toilets for men and 

women), laundry and cooking facilities, 

potable water, etc. 

• Prevent the use of all forms of forced labor 

and child labor.  

• Avoid discrepancy in wages to male and 

female workers for similar nature of works. 

•  Preference to the local laborers, women in 

construction works. 

3.   Facilities for 

female laborers15 

• Separate toilets for female workers- 

functional, well-lit, and with lockable doors. 

• Health and safety programs for the women 

workers. 

Contractor  During the 

civil works 

Facilities provided to the 

women workers  

4.   Awareness Raising • Conduct regular awareness sessions on 

Gender-Based Violence, especially with 

female co-workers. 

• Awareness on HIV/AIDS/ sexual health and 

Contractor; 

supported by 

E&S nodal 

officer, ITI/IC.  

Before and 

during the 

civil works 

Awareness and orientation 

reports with details on 

number of participants, 

disaggregated by gender.  

                                                           
15 Facilities for students/apprentices and staff are covered as part of the Social Action Plan  



 

 

S.NO Items Action Responsibil ity  Timeline Monitoring Indicators  

COVID 19 protocols. 

• Safety protocols – ensuring no interface 

between workers and ITI/IC staff and 

students, behavior between fellow workers.  

• Orientation for reporting general complaints 

related to sexual harassment and abuse, with 

a time frame within these, is addressed and 

resolved. 

5.   Signage & posters • Prior information to the institute's staff and 

students on the work schedule. 

• Display the posters or signage with good 

visibility in the project site's strategic 

locations, informing work schedules and 

channels for reporting grievances. 

Contractor  Before and 

during the 

civil works 

Photo documentation of 

reports information boards.   

6.   Implementation, 

Monitoring and 

Evaluation 

• Reporting formats to include SEA/SH and 

all the above actions in the existing 

reporting structures. 

ITIs/ICs – to be 

verified by the 

SPIU 

After 

completion 

of works / 

site 

Monitoring reports   
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SKILLS STRENGTHENING FOR INDUSTRIAL VALUE ENHANCEMENT (STRIVE) 

DIRECTORATE OF TRAINING (DGT), MINISTRY OF SKILLS DEVELOPMENT AND 

ENTREPRENEURSHIP (MSDE), GOVERNMENT OF INDIA 

 

GRIEVANCE REDRESSAL MECHANISM (GRM) INCLUDING PROCUREMENT RLEATED 

COMPLAINTS 

 

INTRODUCTION ABOUT STRIVE OPERATION 

 

The Government of India recognizes the need to increase access to and improve the quality and 

relevance of vocational education and training in the country. An exclusive ministry was formed 

for Skill Development & Entrepreneurship (MSDE). Government of India has announced several 

schemes and projects for enhancing the skill development institutions both at the Center and State 

levels. Skills Strengthening for Industrial Value Enhancement (STRIVE) is one such pioneering 

initiative, assisted by The World Bank, with the objective of improving the relevance and 

efficiency of skills training provided through ITIs and apprenticeships. STRIVE is a five-year 

project that extends till November 2022 and shall incentivize ITIs to improve overall performance 

including apprenticeship by involving SMEs, business association and industry clusters. The 

project will be implemented by the Ministry of Skill Development and Entrepreneurship (MSDE) 

through State Governments, Industrial Training Institutes (ITIs), Centrally Funded Institutes 

(CFIs) and Industry Clusters (ICs) as the implementing agencies. It also supports two sub-missions 

of the National Skill Development Mission (NSDM), namely: (i) institutional training, and (ii) 

trainers. 

 

GUIDANCE NOTE 

 

1. Introduction 

 

1.1. Grievance Redressal Mechanism (GRM): GRM under STRIVE is a critical tool for 

promoting transparency and accountability in the Project along with playing prominent role in 

enhancing its operational efficiency and increasing public awareness. The GRM will provide a 

suitable platform for receiving, evaluating, and facilitating concerns, complaints, and grievances 

of the affected concerning the project’s social, environmental, procurement and any other 

grievance related to the project. STRIVE is committed to provide a comprehensive mechanism for 

grievance redressal through online and offline methods, in accordance with prevalent best 

practices. 

 

1.2. Objective of STRIVE GRM: 
 

• Early detection , identification  and indicators of fraud and corruption 

• Provide project implementing partners with practical suggestions/feedback regarding 

project activities and its implementation  

• Increase stakeholder engagement and receive feedback  

• Enhancement of operation efficiency and timeliness of the Project deliverables 

• Promoting accountability and transparency  

• Addressing of procurement-related grievances in an effective and timely manner. 
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1.3. Audience: This guidance note has been provided for usage by stakeholders of STRIVE. It 

is presumed that the users of the GRM have basic working knowledge of computers as well as 

with internet browsing and are acquainted with the basics of a grievance redress mechanism. 

 

1.4. Purpose: The purpose of this guidance note is to provide an overview of GRM under 

SRIVE and an interface between the users and the online/offline application form used for 

submitting a grievance/complaint. It will help users to understand various features of the on-

line/offline modes for lodging a grievance/complaint and will enable them to access the grievance 

system. 

 

1.5. Principles of STRIVE GRM: 

 

• Objectivity and Fairness: All the grievances are treated confidentially, assessed 

impartially and handled transparently. It operates independently of all the interested 

parties in order to guarantee fair, objective and impartial treatment to each case.    

• Simplicity and accessibility: The procedures to file grievances are simple, accessible and 

does not create barriers due to language, location tedious procedures etc. All forms of 

online and offline mechanism are available for the stakeholders to file grievances and 

seek actions.   

• Responsiveness and efficiency: STRIVE GRM is designed to be responsive to the 

complainant. The grievances are handled efficiently by the trained Grievance Redressal 

Officer (GRO) staff who responds promptly within stipulated timeframe to grievances 

and suggestions.   

• Participation: The GRM encourages stakeholders to actively engage with the project to 

promote accountability and increase its operational efficiency. Matters related to 

Environmental and Social safeguards and fiduciary aspects under the Project are integral 

part of the process. GRM promotes stakeholder participation and feedback about service 

provision/ utilization.   
 

2. Operationalizing GRM  

 

For addressing grievances arising under STRIVE, following grievance redressal mechanism is 

suggested. 

 
 

2.1. Value chain 

 

2.1.1. The process/GRM value chain for STRIVE is outlined in Table 1 below. The following 

section also briefly describes the multi-tier GRM with time-bound schedules and with 

responsible persons identified to address grievances and seek appropriate persons’ 

advice at each stage, as required. ITI/IC. 
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Table 1: Value chain of GRM 

 

2.2. Appointment of Grievance Redressal Officer 

 

2.2.1. The National Project Implementation Unit (NPIU) of the Directorate General of 

Training (DGT) under the Ministry of Skills Development and Entrepreneurship 

(MSDE), STRIVE shall nominate an officer as ‘Grievance Redressal Officer’ (GRO) 

to deal with all matters relating to grievances/complaints, at the National Level. At 

Implementing Agency (IA) level, i.e., States/Industrial Training Institutes 

(ITI)/Industry Cluster (IC), the Project Director/Head of the SPIU for STRIVE (in case 

of States) and Head of the Institute (in cases of ITI and IC) shall designate an official 

to serve the role of GRO. The GROs, NPIU, SPIUs, and ITI/IC shall be supported by 

support staff, as needed, to assist in grievance recording.  STRIVE shall follow 

international best practices in the processing of all grievances, including resolving 

complaints within the stipulated timeline. 

 

2.2.2. The list of GROs shall be disclosed by the NPIU, SPIUs, ITIs and ICs (on the institutes’ 

website) and also displaced by the SPIU/institute/IC in public view. Every office shall 

display at a prominent place/notice board the name of GRO with location, contact 

numbers/mailing IDs and address along with the specific visiting hours for 

hearing/receiving the grievance/complaints of the public. 

 

2.3. Procurement Related Complaints : All procurement-related complaints shall be received 

only in writing or uploaded through the online grievance redressal form available on project 

website, and shall contain both name of person filing a complaint, and name of firm s/he represents 

as an aggrieved bidder/supplier/service provider/consultant.  All procurement-related complaints 

shall be treated with utmost confidentiality.  It may be noted that absence of complete and relevant 

information may cause delay in review – a procurement related complaint must contain factual 

details with verifiable facts and not contain general allegations.  All procurement related 

complaints shall be duly acknowledged.  Reminders from the complainant shall also be duly 

acknowledged.  Acknowledgement of each complaint shall be provided in writing to the 

complainant preferably within seven (7) calendar days of receipt of complaint. Anonymous 

complaints without any information on contact details shall not be acknowledged but shall be duly 

filed by procuring entities under STRIVE, and shall also be considered depending on the merits of 

the complaint.  For example, if a complaint is received during evaluation stage, it shall be examined 

and shall be included in the Bid Evaluation Report for that particular procurement.  Similarly, each 

complaint received shall be examined and the complainant shall be provided a response 
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appropriately addressing the points raised by the complainant, in addition to the initial 

acknowledgement and prior to disposal of the complaint.  Copies of all correspondence with 

regard to procurement related complaints shall be maintained for a period of 5 years after closure 

of STRIVE, and also made available to Program auditors, World Bank team, or to other officials, 

as appropriate. 

 

2.4. Complaints Related to Fraud and Corruption : All complaints involving issues related 

to Fraud or Corruption shall be handled as per Central/State Government laid down procedures 

and may also be reported to the Office of the Institutional Integrity (INT) 

(www.worldbank.org/integrity).  It may be noted that when allegations of fraud and corruption are 

substantiated, firms/individuals involved in misconduct are sanctioned from engaging in any new 

Bank-financed activity1. 
 

3. GRM Handling Hierarchy: A three-layered GR structure is proposed for STRIVE.  The first 

tier constitutes the phase when grievance/s arises. The complainant will need to contact ITI/IC 

grievance redress officer in ITI/IC to file complaints (including procurement related).  The GRO 

is required to coordinate with other relevant stakeholders and find a solution to the problem within 

ten(10) working days. The designated officer/GRO shall record/log the complaint in the complaint 

register/online form, and if the grievance is not resolved at the first tier, the GRO shall escalate the 

issue to SPIU's GRO/focal person, the second tier of the GRM. The GRO, SPIU shall try to resolve 

the issue with support from ITI/IC within Fifteen (15) working days. The problem shall be 

escalated to the third tier, i.e., NPIU, if not resolved by the GRO, SPIU. The GRO, NPIU shall try 

to resolve the complaint within thirty (30) working days from the date of receipt at NPIU, and in 

case of unresolved complaint, escalate the issue to the final tier, i.e., Director Projects (DP), 

STRIVE. The Director Projects will suggest corrective measures and assign clear responsibilities 

for implementing its decision within Thirty (30) working days from the date of receipt at NPIU. 

The complainant will be free to approach the court of law and/or use the Word Bank’s Grievance 

Redressal Services at any time irrespective of his/her access to GRM. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

                                                           
1 https://www.worldbank.org/en/projects-operations/procurement/debarred-firms  
 

 

Director Projects 

STRIVE 
Appellate 

authority 

Grievance 

Redressal Officer, 

NPIU 

Grievance Redressal Officer 

State Project Implementation Unit 

Grievance Redressal 

Officer (GRO), STRIVE 

ITIs/ICs, and supported by 

IT personnel  

Field 

Level 

http://www.worldbank.org/integrity
https://www.worldbank.org/en/projects-operations/procurement/debarred-firms
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3.1. Appellate Authority- Director Projects: Director Projects, NPIU, DGET, MSDE shall be 

assigned as the Appellate Authority, responsible to hear and decide on unresolved appeals against 

decisions of GRO, NPIU. Pending cases shall be presented by the GRO, NPIU to the Director 

Projects, who will review and resolve any appeals and provide resolution. Appeals must be 

resolved within thirty (30) working days from the date of receipt of the complaints in an unbiased 

manner. In addition, the Director Projects will also be responsible to monitor timely redressal of 

all grievances/complaints by the GRO, and (ii) monitor grievances related to conflict of interest 

and arbitration submitted through manual mode and forward to NPIU, and (iii) review and report 

on the performance of grievances through online and offline mode. 

 

 

3.2. GRO, NPIU: The GRO at the NPIU shall be responsible for: 

 

3.2.1. The redressal of complaints received through the SPIUs, and directly for a quick resolution 

3.2.2. Monitoring grievances submitted online and following all grievances' timely redressal at the filed 

level. He/she will also be liable for capturing grievances arising out of project activities, escalating/ 

flagging those grievances to the appellate authority. 

3.2.3. Resolving and addressing complaints (including procurement related) addressed to the NPIU  

3.2.4. Conducting thorough examination, analysis or enquiry based on grievance/ feedback received   

3.2.5. Monitoring of overall GRM mechanism.  

3.2.6. Consolidating and disclosing on its website a quarterly basis, the complaints/record-keeping, per 

the Table 2.  The same shall also be shared with the Bank simultaneously.  For reporting on 

procurement-related complaints, a detailed form is available on NPIU’s project website shall 

additionally be used to monitor and report on procurement related complaints. 

 

S. 

No 

Date of 

Receipt of 

Grievance/ 

Complaint 

Name and 

Contact 

Details of 

Complainant 

Description 

of 

Complaint 

Nature of 

Complaint 

Decision 

Taken 

Response 

Given to 

Complainant 

and Date 

Closed or 

Not 

        

Table 2: Format for Quarterly Report on Tracking of Grievances Redressal 

 

3.2.7. Notifying complainant about status of their grievance/feedback. 

3.2.8. Analyzing data on grievances and using this to make informed decisions.  

3.2.9. Reporting to GRO, NPIU regarding unresolved grievances on weekly basis.  

3.2.10. Constituting special committees, if required under special circumstances for Redress of grievance 

of exigent nature and/or for resolutions of complaints requiring broader or technical inquisitorial 

procedures.  

 
 

3.3. GRO, SPIU: The GRO at the SPIU shall be responsible for: 

 

3.3.1. The redressal of complaints received through the ITIs/ICs, and directly for a quick resolution 
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3.3.2. Monitoring grievances submitted online and following all grievances' timely redressal at the filed 

level. He/she will also be liable for capturing grievances arising out of project activities, escalating/ 

flagging those grievances to the GRO, NPIU. 

3.3.3. Resolving and addressing complaints (including procurement related) addressed to the SPIU  

3.3.4. Conducting thorough examination, analysis or enquiry based on grievance/ feedback received   

3.3.5. Monitoring of overall GRM mechanism.  

3.3.6. Notifying complainant about status of their grievance/feedback. 

3.3.7. Analyzing data on grievances and using this to make informed decisions.  

3.3.8. Reporting to GRO, NPIU regarding unresolved grievances on weekly basis.  

 
 

3.4. GRO, IAs: The GRO, IAs shall be responsible for monitoring all grievances/complains submitted 

manually through a drop-box, entering them in the GRM register, phone calls, in-person, and letters. All the 

complaints shall be acknowledged, and a tracking number/ID will be generated in the format Name of 

Scheme/Name of Department (Name of implementing agency)/State/City/Month/Year/Serial number, e.g., 

STRIVE/IC NAME/NAGPUR/MAHARASHTRA/SEPTEMBER/2021/1. Once registered, all the complaints 

shall be screened, sorted (based on the complaint's nature), and processed (forwarding to the GRC for resolution) 

by the GRO in a time-bound manner. An IT support system shall support the GRO cell to register, generate 

unique IDs, track and file closure reports online and offline. The GRO shall be responsible for capturing 

grievances arising out of project activities and escalating/flagging those grievances to the GRC. Arrangements 

shall be made to keep a record of grievances received (offline mode), addressed, and resolved within a specific 

timeframe, shared with NPIU for onward integration with their project GR database. The format given in table 

2 above will be used by the GROs quarterly.   It may be noted that all the complaints shall be received 

only in writing or uploaded through the online grievance redressal form available on project 

website, and should contain both name of person filing a complaint, and name of firm s/he 

represents as an aggrieved bidder/supplier/service provider/consultant.  Acknowledgement to a 

procurement related complaint is mandatory (suggested format attached) and shall be provided 

promptly by the procuring entity (preferably within 7 calendar days of receipt of procurement 

related complaint).  For further details, kindly refer to Paragraph 2.3 of this GRM Note. 
 

The GRO/complaint handling officer will be the most significant officer within the project for 

redressing the grievances received from the beneficiaries, stakeholders, and other concerned 

promptly. While addressing a complaint, the GRO may requisition any staff for its assistance 

and/or constitute a committee (with the institution's head approval), if required, while keeping in 

mind the confidential nature of the grievance/complaint. The Head of the institution can replace a 

single member(s) and/or the Committee. Such changes are subject to DP's approvals and prior 

information to the World Bank, the financer for STRIVE. The Head also can direct ITI/IC staff or 

devolve functions and power to a particular authority for specific resolution of complaints.  

 

3.5. Escalation matrix for complaint: The following escalation matrix/process shall be followed for all 

the online/offline complaints:  
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4. Grievance/Complaint Submission Process  

 

4.1. To address the grievances of the STRIVE project stakeholders, STRIVE shall establish 

multiple channels by which the project can receive grievances. These can be broadly 

classified as – Online -Services (e.g., Helpline and via the Project web-platform) and 

Offline/Manual (e.g., Snail Mail, In-Person and at Compliant Centers/Drop-Boxes). 

For all grievances submitted through online mode, NPIU and SPIUs shall review for 

sensitivity/confidentiality, assessing any issues on COI (conflict of interest) for the 

office/personal before such grievances are channeled to the GRO at the field level, i.e., 

ITI and IC. The offline/manual mode shall be more apt to those without internet and 

phone connections. However, in the case of offline mode, the concerned officers shall 

ensure that all the necessary caution and precautions are taken to ensure safety in light 

of COVID-19.  A sample grievance registration form for manual complaints is attached 

as Appendix 1. 

 

4.2. The detailed stepwise process to be adopted for receiving complaints and addressing 

(online and offline) is described below: 

 

Online submission: 

 

4.2.1. The Online e-Services (e.g., Helpline, and via the Project web-platform-online form) 

shall provide an innovative platform to several GRM, thereby extending the reach, 

accessibility, and efficiency (e.g., transaction cost) of such modalities. The online 

webform is available at https://forms.gle/33JjE6A5Z6HNkBu3A 

 

Grievance Redress 
Officer (IAs) -
collection of 
complaints 

GRO, SPIU

Appellate 
authority 
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4.2.2. Upon successfully submitting a grievance, an auto-generated notification confirming 

successful receipt shall be sent to the individual by revert email on the registered email 

ID.  

4.2.3. Following the procedure for review of all grievances2, rights to access link of excel 

sheet of GR form will be provided to all implementing agencies. The concerned 

responsible GRO will resolve the grievance in stipulated time frame.   

4.2.4. The concerned GRO shall inform the complainant of the resolution offered (in writing) 

or orally (unless it is a procurement-related complaint), upon which the complaint shall 

be considered closed. In both cases, GRO shall document the solution provided.  

 

4.3. Offline/manual GRM process: STRIVE acknowledges the digital challenges of 

accessing Online e-Services, particularly in reaching the program's target beneficiaries. 

To this end –the offline/manual mode of GRM shall be retained to improve the manual 

process to allow for efficiency in transactions related to a reduction in response times 

for each grievance. The channels for offline submission include complaint box, phone, 

post, and in-person. In the case of offline, following information will be provided by 

the complainant: 

 

• The name of the individual and firm (in case of procurement-related complaint), 

ITI/IC name, address and telephone number (if any). All procurement-related 

complaints shall be mandatorily acknowledged promptly (within seven [7] calendar 

days of receipt).  For further information, kindly refer to Paragraph 2.3 of this Note.   

 

• In case of procurement-related complaint, further details as below (illustrative only) 

shall need to be provided in the acknowledgement as well as response: 
 

• Tender ID and eProcurement portal details both in case in case the complaint 

has been made on eProcurement portal of the Government of India3, or tender 

ID in any case (online or manual procurement); 

• whether the complaint relates to procurement of goods, non-consulting 

services, consultancy services or minor civil works; 

• whether the complaint relates to Pre-award processes/on-going procurement 

processes : These include allegations that a bidding document//Request for 

                                                           
2 In case the complaint is received by the GRO, NPIU, after the initial assessment, the complaint shall be forwarded 

to the concerned SPIU for action and redressal. Similarly, the complaint shall be forward to the GRO, ITI/IC, in case 

of a complaint received by the SPIU. 
3 https://eprocure.gov.in/cppp/sites/default/files/eproc/Handbook-Grievance.pdf 

https://eprocure.gov.in/cppp/sites/default/files/eproc/Handbook-Grievance.pdf
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Proposal [RFP] document is defective [e.g., it improperly restricts 

competition, etc.]  

• whether the complaint relates to Award : These include allegations that a 

contract award is improper [e.g., that selection was unreasonable or 

inconsistent with the award criteria, etc.] 

• whether the complaint relates to Post-Award : These include allegations that 

a contractor/supplier/consultant is unfairly treated [e.g. delays in releasing 

payment, wrong imposition of liquidated damages, etc.] 
 

• It may be noted that absence of complete and relevant information may cause delay 

in review – complaint must contain factual details with verifiable facts and not 

contain general allegations.  

• Copies of all correspondence related to procurement related complaints shall be 

made available to Program auditors, World Bank team, or to other officials, as 

appropriate. 

• A brief description of the matter, which is the source of the grievance, including 

copies of any relevant and supporting documents. 

• Details of complaint disposal/relief sought from the GRO and/or the procuring 

entity. 
  

4.3.1. Grievances may also be submitted in the Complaint Box kept at reception of every institute/IC. The 

Complaint Box shall be opened on daily basis by the GRO.  Complaints can also be sent by post. 

4.3.2. A complaint made through electronic means (e-mail) shall also be accepted and replied to, if 

requested, should be sent through e- mail also. 

4.3.3. In case the complainant is not satisfied with the response at a certain level, he/ she will be free to 

approach the next level. 

 

4.4. Grievance Redressal Procedure 

 

4.4.1. Every application received should be tagged with any kind of reference number (file number/Diary 

No.). The grievance system should be continuous for the whole year. 

4.4.2. Every application or petition should be acknowledged through standard acknowledgement slips 

(Diary Dispatch no. of the institute/IC) or a copy of the receipt which should be dispatched to the 

complainant within 3 days of receipt of complaint or handed over to person at the time of receipt 

for complaints submitted in person. 

4.4.3. Every application should carry such a slip for future reference indicating the name, designation and 

telephone number of the official who is processing the case. The time frame in which a reply will 

be sent should also be indicated 

4.4.4. The complainant should be quickly informed of the action taken by way of redressal within 

proposed response time suggested at each level. 

4.4.5. A record of all complaints received, and action taken till disposal should be maintained at each level. 

4.4.6. A reply to any grievance must cover all points raised and not address the grievance partially. If there 

is any follow- up action, it must be pursued. 
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4.4.7. No grievance is to be rejected without having been independently examined. At a minimum, this 

means that an officer superior, to the one who delayed taking the original decision or took the 

original decision that is cause for grievance, should actually examine the case as well as the reply, 

intended to be sent to the complainant. If a complaint is rejected, the reasons for such rejection must 

be made explicit and should be intimated to the complainant within the time frame. 

4.4.8. The Complaints related to PMU will be dealt directly by the GRO of the PMU and redressal will 

be done as per fixed time frame. The decision of the PMU will be final and will be abided. 

4.4.9.  Grievance redressal mechanisms will consider the vulnerability of gender, SC/ST and other 

vulnerable populations. 

4.5. Accessibility of the aggrieved person: STRIVE stakeholder's or beneficiary who has successfully 

submitted a grievance can verify the status of their complaint (s) at any time by referencing the acknowledgment 

number/tracking ID code provided to them. All claims submitted shall be handled in the utmost confidence, and 

the NPIU/States/ITIs/ICs will ensure non-disclosure of all personal information. This will extend to additional 

arrangements for maintaining confidentiality at the individual's request or where matters are considered sensitive.   

4.6. Training on GRM: A comprehensive set of Training on the GRM will be conducted covering the 

SPIUs and ITIs/ICs. The Training will be cascaded from the NPIU to train implementing agency officials as 

part of the E&S Training.   

4.7. Periodic Review:  The NPIU, supported by the PMC specialist, will periodically review the 

functioning of the GRM and record information on the effectiveness of the mechanism, especially on the ITI/IC's 

ability to prevent and address grievances; (ii) all costs involved in resolving the complaints will be borne by 

STRIVE. The GROs will continue to function throughout the project duration; and (iii) the project GRM 

notwithstanding, an aggrieved person shall have access to the country's legal system at any stage. Accessing the 

country's legal system can run parallel to accessing the GRM and is not dependent on the negative outcome of 

the GRM. 

 

4.8. World Bank Accountability Mechanism: In addition to the STRIVE GRM, individuals who believe 

that they are adversely affected by a World Bank-supported project may submit complaints to the World Bank 

Grievance Redress Service (GRS). The GRS ensures that complaints received are promptly reviewed to address 

project-related concerns. Project affected communities and individuals may submit a complaint to the World 

Bank independent Inspection Panel, which determines whether harm occurred, or could occur due to World 

Bank non-compliance with its policies and procedures. Complaints may be submitted at any time after concerns 

have been brought directly to the World Bank's attention, and Bank Management has been allowed to respond. 

For information on how to submit complaints to the World Bank corporate GRS, visit: 

http://www.worldbank.org/en/projects-operations/products-andservices/ grievance-redress-service. For 

information on how to submit complaints to the World Bank Inspection. Panel, visit www.inspectionpanel.org. 

  

http://www.inspectionpanel.org/
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Appendix: 1 – Sample Grievance Form and Sample Procurement-Complaints 

Acknowledgement 

1. Sample Grievance Registration Form (OFFLINE MODE) 

 

The Skills Strengthening for Industrial Value Enhancement (STRIVE) welcomes complaints, suggestions, 

queries, and comments regarding project implementation. We encourage persons with a grievance to 

provide their name and contact information to enable us to get in touch with you for clarification and 

feedback.  

Should you choose to include your personal details but want that information to remain confidential, please 

inform us by writing/typing (CONFIDENTIAL) above your name. Thank you. 

 

Date Place of registration 

Contact information / personal details  

Name   Gender  

Male / Female 

  Age   

Phone number  Email id  

ITI/IC name & 

details  

 

Complaints/Suggestions/Comments/Questions: Please provide details (who, what, where and how) of 

your grievance below: 

If included as letter/attachment/note, please tick here 

How you want us to reach you for feedback or update you on your grievance/comments 

 

For office use only  

 

Registered by: (Name of official registering grievance  

 

Mode (Only Offline Mode) 

▪ Note/Letter  

▪  

 

Reviewed by (Name/Position of official(s) reviewing complaint 

Action taken 

Whether action taken disclosed  Yes  

No  

Means of disclosure  
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Suggested Sample Format for Acknowledging Procurement Related Complaints 

 

********************************************************************************** 

 

Sample 1 

 

********************************************************************************** 

         December 25, 2019 

 

Dear Mr. Sharma, 

 

STRIVE - Procurement of Goods-Procurement of Computers by Government Training Industrial 

Institute, Bhopal – RFQ Number xxxxxxxxxxxxxxxx-Evaluation of Quotations 

 

Thank you for your email dated December 15, 2019 addressed to xxxxxxxxxxxxxxxxxx received in our office 

on December 22, 2019.  We acknowledge receipt of the same.  We are looking into the matter and shall revert 

back to you in the next  ….. calendar days. 

 

With regards, 

 

Authorized Signatory 

 

********************************************************************************** 

 

Sample 2 

 

********************************************************************************** 

 

         February 15, 2020 

 

Dear Mr. Jain, 

 

STRIVE : Procurement of Consultancy Services-Project Management Consultants by State Project 

Implementation Unit, Madhya Pradesh- Tender ID Reference Number : xxxxxxxxxxxxx – Shortlist 

 

Thank you for your letter dated February 1, 2020 addressed to xxxxxxxxxxxxx received in our office on 

February 10, 2020.  We acknowledge receipt of the same.  We are looking into the matter and shall revert back 

to you in the next xxxxxxxxxxxx calendar days. 

 

With regards, 

 

[Name of Authorized Officer] 

 

********************************************************************************** 


