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1. INTRODUCTION

1.1 One Stop Centres (OSC) are intended to support women affected by violence, in
private and public spaces, within the family, community and at the workplace. Women
facing physical, sexual, emotional, psychological and economic abuse, irrespective of
age, class, caste, education status, marital status, race and culture will be facilitated with
support and redressal. Aggrieved women facing any kind of violence due to attempted
sexual harassment, sexual assault, domestic violence, trafficking, honour related crimes,
acid attacks or witch-hunting who have reached out or been referred to the OSC will be

provided with specialized services.

1.2 Under this Scheme, in the first phase, one OSC will initially be established in
each State/UT to facilitate access to an integrated range of services including medical,

legal, and psychological support.

1.3 The OSC will be integrated with 181 and other existing helplines. Women
affected by violence and in need of redressal services could be referred to OSC through

these helplines®.

2. PURPOSE OF THE IMPLEMENTATION GUIDELINES

2.1  These guidelines have been developed to support stakeholders/agencies who
would be involved in implementing the Scheme, as well as State, district and grassroot
level functionaries. They are intended to serve as a reference manual for officials at the
National and State/ Union Territory (UT) levels for policy guidance and monitoring.
The guidelines list the services to be provided under the Scheme, steps and
processes/procedures for implementation. The guidelines also highlight the roles and
responsibilities of various line departments. It provides indicative monitoring and
reporting formats to be used at different levels. The guidelines are not exhaustive and
the feedback received from States/UTs from time to time will be incorporated as per

requirements.

! Presently Ministry of Home Affairs is in the process of developing an Emergency Response System which will work as a single
emergency number for the purposes of ensuring women’s safety and this will be eventually integrated with OSC.



3. OBJECTIVES

The objectives of the Scheme are:
(i) To provide integrated support and assistance to women affected by violence, both
in private and public spaces under one roof.
(i) To facilitate immediate, emergency and non-emergency access to a range of
services including medical, legal, psychological and counselling support under

one roof to fight against any forms of violence against women.

4.  TARGET GROUP

The OSC will support all women including girls below 18 years of age affected by
violence, irrespective of caste, class, religion, region, sexual orientation or marital
status. For girls below 18 years of age, institutions and authorities established under
Juvenile Justice (Care and Protection of Children) Act, 2000 and the Protection of
Children from Sexual Offences Act, 2012 will be linked with the OSC.

S. LOCATION

5.1  The Ministry of Women and Child Development (MWCD) will provide support
to the State Governments/UT Administrations for the establishment of OSC. In the first
phase, one OSC shall be established in every State/UT on a pilot basis.

5.2  For establishing a OSC, the first preference would be to obtain suitable and
adequate accommodation with carpet area of at least 132 sg.m. within a hospital /
medical facility. If it is not possible to locate accommodation within a hospital or
medical facility, then an existing Government/Semi Government institution located
within 2 km radius of the hospital/medical facility in the district headquarter with
adequate accommodation will be used for the purpose.

5.3 If it is not possible, to locate the OSC in the existing Government/Semi
Government accommodation, the OSC could be constructed on adequate land either

within hospital / medical facility or within 2 km radius of the hospital/medical facility.



5.4

The requirement for construction of building of OSC will be assessed, after

taking into account the non-availability of existing accommodation. The budgetary

provision for construction has been kept up to 20 OSCs, if required.

6.

SERVICES

The OSC will facilitate access to following services:

SI. No. | Type of Service Description
1 Emergency OSC will provide rescue and referral services to the
Response and women affected by violence. For this, linkages will be
Rescue Services | developed with existing mechanisms such as National
Health Mission (NHM), 108 service, police (PCR Van) so
that the woman affected by violence can either be rescued
from the location and referred to the nearest medical
facility (Public/ Private) or shelter home.
2 Medical Women affected by violence would be referred to the
assistance nearest Hospital for medical aid/examination which would
be wundertaken as per the guidelines and protocols
developed by the Ministry of Health and Family Welfare.
3 Assistance to The OSC will facilitate the lodging of FIR/NCR/DIR.
women in
lodging
FIR/NCR/DIR
4 Psycho-social A skilled counsellor providing psycho-social counselling

support/

counselling

services would be available on call. This counselling
process will give women confidence and support to
address violence or to seek justice for the violence
perpetuated. Counsellors shall follow a prescribed code of
ethics, guidelines and protocols in providing counselling

services.




To facilitate access to justice for women affected by
violence, legal aid and counselling would be provided at
0OSC through empanelled Lawyers or
National/State/District Legal Service Authority. The
aggrieved woman would be provided with an advocate of
her choice in case she wants to engage the same to assist
the State Prosecutors in trying her case®.

It would be the responsibility of the Lawyer/Prosecutor to
simplify legal procedures for the aggrieved woman and

advocate for her exemption from court hearings.

In case the trial or inquiry relates to an offence of rape as
defined under section 376, 376A-D IPC, it would be the
duty of the Prosecutors trying the case to complete the
inquiry or trial as far as possible within a period of two

months from the date of filing of charge sheet.?

The OSC will provide temporary shelter facility to
aggrieved women. For long term shelter requirements,
arrangements will be made with Swadhar Greh/Short Stay
Homes (managed/affiliated with government/NGO).
Women affected by violence along with their children
(girls of all ages and boys up till 8 years of age) can avail
temporary shelter at the OSC for a maximum period of 5
days. The admissibility of any woman to the temporary
shelter would be at the discretion of Centre Administrator.

5 Legal aid and
counselling

6 Shelter

7 Video
Conferencing
Facility

To facilitate speedy and hassle free police and court
proceedings the OSC will provide video conferencing
facility (through Skype, Google Conferencing etc.).

Through this facility if the aggrieved woman wants, she

2 Section 24(8) of the Code of Criminal Procedure as amended by section 3 of the Code of Criminal Procedure (Amendment) Act,

2009

% Section 309 of the Code of Criminal Procedure as amended by section 21 of the Criminal Law (Amendment) Act, 2013
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can record her statement for police/ courts from OSC itself
using audio-video electronic means as prescribed under
sections 161(3), 164(1) and 275(1) of the Code of
Criminal Procedure and section 231(1) in line with Order
XVIII Rule 4 of the Code of Civil Procedure. This facility
will be provided only after consultation among
Superintendent of Police, District and Sessions Judge of

the concerned district (place of incident).

7. SERVICE DELIVERY FRAMEWORK - ROLES AND
RESPONSIBILITIES

The service providers of the OSC will have following responsibilities:

Centre Administrator — The First Point of Contact

a. The Centre Administrator would be a woman with requisite qualification
available at OSC. She will be a residential staff attached to OSC.

b.  The Centre Administrator would be in charge of functioning of OSC. She would
be the first point of contact with the woman who is accessing OSC.

c. The Centre Administrator would interact with every woman seeking OSC’s
intervention for addressing violence.

d.  The Centre Administrator will listen to the grievance, document the case history
and register the case in the online/web-based case management system to
generate a Unique Identity Number (UID).

e.  The Centre Administrator would be responsible for supervision of each case,
taking it to a logical conclusion and later following up with the aggrieved
woman.

f.  Assoon as the complaint is registered, the Centre Administrator will send a text
message (SMS/Internet) to the DPO/PO/CDPO/ SHO/ DM/ SP/ DY SP/CMO of
the district in which the women is located at the time of accessing OSC.

g. The Centre Administrator would be responsible for coordination with all
stakeholders (police station, hospital, legal aid, counselling), registration of

cases in the absence of the IT Staff.




The Centre Administrator will consolidate a list of agencies/individuals
providing/willing to provide legal/medical/psycho-social counselling services at
OSC.

The Centre Administrator will coordinate with CBOs specialized in addressing
violence against women, Gender Cells, Women’s Study Centres at Universities
to seek technical inputs in terms of training and capacity building of women
affected by violence.

The Centre Administrator will monitor the functioning of OSC, (including the

work of the staff), facilitate capacity building, guide and support the team of

caregivers.

k.  The Centre Administrator would approve the quarterly report prepared by the IT
Staff to be submitted to the Management Committee (MC) through
Implementing Agency (1A).

I.  The Centre Administrator would also document the case studies/success stories
as per the prescribed format.

m. The Quarterly Report has to be submitted 15 days prior to the end of each
Quarter.

n.  The Centre Administrator will meet the MC on a monthly basis for guidance,
support.

0. The footage of the CCTV would be under the vigilance of the Centre
Administrator.

p.  The Centre Administrators can design their own feedback forms for the purpose
of Social Audit.

Case Worker

Case Workers will work in shifts to provide 24 hour service at OSC.

a.

She will provide assistance and support to the Centre Administrator in
facilitating services to women accessing OSC.

She will intervene in cases of VAW and will take them to their logical
conclusion.

She will be responsible for other work as assigned by the Centre Administrator.




Police Facilitation Officer (PFO)

a.  The Police Facilitation Officer will help the aggrieved women in initiating
appropriate police proceedings against the perpetrators. In case a woman
affected by violence is denied lodging of FIR/Complaint or any other assistance
at the police station, the Police Facilitation Officer would help expedite the
process and in special cases flag the issue to the Superintendent of Police and
other relevant authorities.

b. In case the denial to initiate proceedings relates to the commission of offences
punishable u/s 326A, 326B, 354, 354B, 370, 370A, 376, 376A, 376B, 376C,
376D, 376E or 509 IPC, he/she will initiate proceedings under section 166A
IPC against the accused police officials.

c.  The Police Facilitation Officer would advise on which laws are to be invoked
for issues related to violence against women.

d.  She/he will ensure that the women affected by violence are not further harassed.

e. In case the aggrieved woman is unable to go to the Police Station for lodging
her complaint/FIR, the Police Facilitation Officer will ensure the recording of
information from her home/ OSC /hospital after obtaining due permissions.

f.  She/he would facilitate recording of women’s statement under section 161 and

164 CrPC through audio-video electronic means or otherwise.

Para Legal Personnel/ Lawyer

a.  She/he will inform and orient the woman about her legal rights and help/guide
the woman to initiate legal proceedings against the abuse/violence suffered, if
she is willing to do so.

b.  She/he will coordinate/liaise with the Public Prosecutor or the SLSA/DLSA
Lawyer, to support the woman even after her case has been filed in court as well
as to ensure there is follow-up of the case to its logical conclusion.

c.  She/he will simplify legal procedures for the affected women and advocate for
her exemption from court hearings.

d. She/he will facilitate speedy and hassle free police and court proceedings
through the employment of video conferencing facility for the recording of

statement of women affected by violence.




Para Medical Personnel

a.  She will provide first aid and immediate life-saving medical assistance to the
aggrieved woman until she reaches the hospital.

b.  She will accompany the woman affected by violence to the Hospital. In cases of
women affected by sexual violence, she will ensure strict compliance of the
protocols developed by MoHFW to conduct forensic examination and other
tests by the Doctors.

c.  She will help in drafting the medical case history of the women affected by

violence.

Counsellor

a.  She will provide psychological counselling and guidance to the woman affected
by violence and support in referral services that may be deemed fit for the
women affected by violence based on her needs.

b.  She will help draft the case history of the women affected by violence.

IT Staff

a. The IT Staff would generate the Unique ID of the women affected by violence
through web based software.

b. She/he would document the case history as provided by the Centre
Administrator, Counsellor, Paramedic, Lawyer and Police Facilitation Officer
and record proceedings for case management as well as develop the web based
data, help in video conferencing, data entry operations etc.

c.  She/he would be responsible for keeping record of CCTV footage at OSC.

d.  She/he would follow strict proceedings to maintain privacy with regard to data
generated and will ensure that name and other details of aggrieved women
remain confidential in each step of case history documentation.

e. She/he will assist the police facilitation officer/counsellor/ Para Medical
Personnel/ Para Legal Personnel to document the case history.

f.  She/he would draft the monthly/quarterly report based on the MIS, web based
data collection which would be approved at the level of the Centre

Administrator for submission to the Management Committee.




Multi- purpose Helper

a.  She would be responsible for maintaining hygiene and sanitation at OSC.

b. It would be her responsibility to clean the toilets (daily at such frequency which
keeps it clean all the time), dispose the garbage, change the bed sheets, pillow
covers (weekly) of shelter room.

c. She will offer water to the visitors, maintain visitor register, provide
information on legal aid/ police/ medical assistance sheet to the women,

d.  She will provide basic Kit containing soap, comb, shampoo, sanitary pad, tooth
brush, tooth paste, diapers (in case of infants) and sewing kit to the woman who
is availing the facility of temporary shelter at OSC.

e.  She will help any other staff with referrals and do such other ancillary work as

requested by the Centre Administrator.

Security Guard/ Night Guard

a.  The Security Guard/ Night Guard would be responsible for the overall security
of OSC.
b.  She/he would be responsible for safety of all capital assets, furniture and

equipment at OSC.

A graphic representation of Standard Operating Procedures for day to day

administration and operation of the OSC is at Annexure I.

8. MODALITIES OF THE SCHEME
8.1 Construction of OSC
8.1.1 The requirement for construction of building of OSC will be assessed, after

taking into account the non-availability of existing accommodation.

8.1.2 The Ministry with the support of National Buildings Construction Corporation
(NBCC) has worked out a layout and pre-fabricated structure model. This has been
done with the objective of maintaining uniformity and distinct identity of OSC as well
as to complete the construction activity, wherever undertaken, in a time bound manner.
The States/UTs may assign the construction activity to any agency of their choice. In
case the States/UTs take up the NBCC design and assign the work to NBCC, they




would enter into a Memorandum of Understanding (MoU) with NBCC. The details of
the building specifications along with the construction cost are at Annexure Il. The
construction of OSC should be completed within three months of release of funds to
the State/UT and NBCC (in case the construction is assigned to them). In case, the
States/UTs choose to establish OSC within existing accommodation as mentioned in
para-5, the process of establishment should be completed within two months of the

release of first instalment of funds.

8.1.3 In case the States/UTs choose to establish the OSC within an existing

institution, refurbishment of the institution can also be carried out.

8.2  Accessing One Stop Centre

By Herself

ONE STOP
CENTRE

Accompanied by any person
including Public Servant/

J:

Women Helpline/ Relative/  Friend/ NGO/
Any other Helpline Volunteer/ Public Spirited
Citizen/ AWW)/Other

frontline workers

A woman affected by violence can access OSC in the following manner:
e By herself; or

e Through any person including any public spirited citizen, public servant (as
defined under section 21 of Indian Penal Code, 1860), relative, friend, NGO,

volunteer etc., or
e Through Women Helpline integrated with police, ambulance and other

emergency response helplines.

As soon as the complaint is registered a text message (SMS/Internet) would be sent to
the DPO/PO/CDPO/ SHO/ DM/ SP/ DY SP/CMO/PO of the district/area as required.
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When an aggrieved woman approaches the OSC for help either in person or if anybody
approaches on her behalf, the case details will be fed in to a system as per the
prescribed format and a Unique ID Number will be generated. A sample Registration

Form (preliminary) is annexed at Annexure I11.

A web based software for OSC integrated with Women Helpline (181) has been
developed by Aman Satya Kachroo Trust which is operational in Chhattisgarh (in
Chandigarh 181 Helpline is operational). This may be adopted by the States/UTs,
customized as per the OSC implementation guidelines and contextualized as per their

local requirements (regional language version of the software).
8.3  Provision for Shelter under OSC

8.3.1 Women affected by violence along with their children (girls of all ages and boys
up till 8 years of age) can avail temporary shelter at OSC for a maximum period of 5
days. The admissibility of any woman to the temporary shelter would be at the

discretion of Centre Administrator.

8.3.2 The women accessing temporary shelter at OSC would be provided with basic
facilities i.e. food, medicine, clothes etc. A basic Kit having soap, shampoo, hair oil,
sanitary pads, sewing kit, comb, tooth brush, tooth paste and diapers (in case of
infants) etc will be provided to every women availing shelter facility at OSC. At any
given time, OSC will provide shelter facility to maximum number of 5 women. The
cost of each Kit should not exceed Rs. 100. The list of items is indicative and State may
adopt this as per the local requirements.

9. DIAGRAMMATIC OVERVIEW OF ONE STOP CENTRE:
HUMAN RESOURCE AND SERVICES
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10. STEPS TO BE TAKEN BY STATE GOVERNMENTS / UT

ADMINISTRATIONS

10.1 Formulation of proposal for OSC: At the State/UT level, the Department of
Women and Child Development will formulate a proposal for the establishment of
OSC and submit the same to the Ministry of Women and Child Development for
approval. The proposal should contain specific timelines for the establishment,
construction (if required) and functioning of OSC. For approving the proposal, so
submitted, a Programme Approval Board (PAB) will be constituted in the MWCD. A

format for OSC proposal is at Annexure V.

10.2 All Proposals received by State Government/UT Administration will be
submitted to a Programme Approval Board (PAB) constituted in the Ministry of
Women and Child Development for approval.

The PAB will be headed by the Secretary and will comprise of inter alia the following
members:
e Financial Advisor, Ministry of Women & Child Development

e Additional Secretary/Joint Secretary of the concerned Bureau in the MWCD
e Director of concerned Division, Ministry of WCD

e Representative of the concerned State Government

e Any other expert/statutory body/invitees as co-opted d by Chairperson

12



The PAB shall be the final authority for accepting, reviewing the proposal and

sanctioning the grants under the scheme.

10.3 Formation of Management Committee: The Director, DWCD will be

responsible for overall management of the OSC. The Management Committee (MC)

would be responsible for the day to day operation of the OSC. The MC will comprise

of following members from the district where the OSC is located:

District Magistrate/Commissioner (Chairperson of the Committee)
Superintendent of Police

Secretary, District Legal Service Authority

Chairperson of District Bar Council

Chief Medical Officer

District Programme Officer (DPO)/Protection Officer (PO)

District Panchayat Officer

Members of the Civil Society (3 members out of which at least 2 be women)
Project officer ITDA/ITDP in district with ITDA/ITDP area

Any other member co-opted by the Chairperson

The DPO/PO will be the convener of the Committee and it would be his/her

responsibility to constitute such Committee.

10.3  The functions of the Management Committee (MC) will be as follows:

Decide the location of the OSC

Outsource the activities required for daily functioning of the OSC

Select the Implementing Agency (IA), and entrust day-to-day operations of
Centres to them as per prescribed norms

Make suitable, viable administrative arrangements for running the OSC
Approve the proposal for the OSC

Select agencies/individuals to provide legal counselling/medical aid / psycho-
social counselling at the OSC

Coordinate the actions of different stakeholders, agencies and government
departments providing services at the OSC

Appraise the performance of the OSC

Receive the financial accounts provided by the 1A

Monitor the functioning of the OSC on monthly basis and provide guidance,
support and advice to the Centre Administrator towards the effective
functioning of OSC

Review the physical and financial progress of the OSC on quarterly basis
Report on the functioning of the OSC to the State Government through
submission of monthly progress report (MPR) and quarterly physical and

13



financial reports. The Utilisation Certificate and quarterly SoE will be
submitted on bi-annual basis to the State/UT.

10.4 The MC has the authority to entrust day-to-day operations of the OSC to a
designated Implementing Agency. This IA could be the hospital administration of the
Hospital where OSC is located, or an existing health society/ institution/outsourced
agency/civil society organisations working on the issue of VAW identified by the State
Government or a Service Provider (SP) notified under Protection of Women from
Domestic Violence Act, 2005 (PWDVA). In case, where such establishments are not
available, the State Government/UT administration may explore the option of an

alternative operating structure.

10.5 The IA will be responsible for the smooth functioning of the OSC.

10.6 Human Resource Requirements: For smooth functioning of the OSC, the
State Government through 1A may outsource activities required for functioning of OSC
such as management, legal assistance, medical assistance, counselling, IT, related
multipurpose activities and security etc. The eligibility requirements for the agencies

providing these above-mentioned services are mentioned in Annexure V.

10.7 Convergence with Other Departments: The roles/responsibilities of other

Departments to facilitate the functioning of OSC are outlined in the table below:

SI. | Ministry Primary Role Other Support

No.

1 Department of | ¢ Protocols for doctors issued by | ¢ Ensure strict
Health & the Ministry to be made enforcement of
Family available in local dialect Protocols.

Welfare e To be given in a “calendar | * Training and
form” to OSC. sensitization of Health
* Directories of personnel including
Doctors/Hospitals/ Clinics para-medical staff.
(public & private) operational | « Ensure proper
within the State/UT. collection of evidence
e Directories with  complete in cases of sexual
address, phone number of in- assault.
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SI. | Ministry Primary Role Other Support

No.
charge/nodal  Doctor  and Support  process of
hospital. identifying para-
Directories of Ambulances medical staff.
(public and private).

2 Department of Designate police officer for Sensitize police

Home

OSC to facilitate prompt and
proper filing of FIR.
Facilitation in proper collection

of evidence.

personnel dealing with
violence against

women cases.

3 State Legal
Service
Authority

List of dedicated and sensitive
lawyers ready to give legal aid
to the women affected by
violence and liaison with OSC.
List of district wise para legal

volunteers.

Support in ensuring
expeditious  disposal
of cases.

Facilitating
compensation to the

survivors of violence

10.8 The integrated nature of OSC will require linkages with the other two agencies
of the justice system — the police and the Courts. Towards this, the Guidelines envisage
support of the District Legal Services Authority to provide assistance of the para-legal
personnel/PLVs in liaising with the police, and in liaising with the Public

Prosecutor/Courts”.

10.9 Engagement with stakeholders such as CBOs, civil society groups, women’s
organisation working on gender based violence, Gender Cells, Special Cells of reputed
institutions such as TISS and Women’s Studies Centres in Universities for providing
training, capacity building and technical support. It is envisaged that OSC will provide
a platform for leveraging these support systems to enhance the effectiveness of the

services provided by it.

* This is as per the Supreme Court directives provided in Bachpan Bachao Andolan v. GOI [Writ Petition (C) 51/2006], which
called for provision of “support persons” in police stations in case of missing children. In furtherance of this, the NALSA has
revised its ‘Scheme for Para Legal Volunteers’.
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10.10 Apart from the panel of par-legal or legal experts provided by
DLSA/SLSA/NALSA, the OSC may induct the services of other Lawyers at the rates
approved for DLSA/SLSA.

10.11 As per the Criminal Amendment Act, 2013, it is mandatory for every hospital
whether public or private to provide free of cost first aid or medical treatment to any
women affected by acid attack or against whom an offence of rape has been committed.
For providing medical treatment to women afflicted with violence other than acid
attack or rape, the MC has the authority to empanel any private hospital/clinic/medical
practitioner willing to provide emergency response/free/compulsory/voluntary medical

or psycho-social counselling services to the OSC.

10.12 The OSC will remain under 24 hrs CCTV surveillance. However, no camera
would be used to record any counselling sessions. The CCTV footage of day to day

functioning of OSC would be maintained for a minimum period of two years.

10.13 Leveraging with existing institutional structures: The institutional structures
under MWCD (ICDS, ICPS, NIPCCD, CSWB, State Commission for Women etc.) at
the state/district/village level will be leveraged for creating awareness about the OSC
and issues pertinent to violence against women. Anganwadi Worker (AWW) will be the

frontline worker at the village level for these activities.

10.14 Training: The State Government will provide induction training to all the
personnel involved in the functioning of OSC. Towards fulfilling this objective, the
State will coordinate with its various departments so that people providing services at
OSC and those belonging to various departments could be sensitized and trained in
handling the issues related to violence against women. State Governments/UTs will
involve agencies, civil society groups, community based groups, institutions or
resource persons for imparting education of the services mentioned above and for
training the staff. These will be selected by the States/UTs in consultation with MC
based on the accessibility and availability of these organizations at the field level.
Besides, Gender Cells, Women’s Studies Centres in Universities could also be involved
to provide technical inputs in terms of training and capacity building for women

affected by violence.
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11. ADMINISTRATION OF THE SCHEME

11.1 At the national level, MWCD would be responsible for budgetary regulation
and administration of the scheme. The scheme will be implemented under overall

supervision of MWCD.

11.3 At the State level, Department of Women and Child Development will be
responsible for overall direction and implementation of the scheme. The MC will report

to the Director, WCD through DPO/PO for all reporting and monitoring purposes.

11.3 The Centre Administrator, at the OSC will report to the MC on monthly basis

and submit quarterly reports.

12. MONITORING AND SUPERVISION COMMITTEES

Monitoring of the OSC would be at three levels:

12.1 At the National level, a National Steering and Monitoring Committee will be
constituted under the chairpersonship of the Secretary, WCD comprising of
representation from the Ministry of Home Affairs, Ministry of Social Justice, Ministry
of Health and Family Welfare, Ministry of Law and Justice, Ministry of Tribal Affairs,
National Legal Service Authority (NALSA), Civil Society representatives, five
representative members from the State Steering and Monitoring Committee on a
rotation basis. The basis of selection of the State Steering and Monitoring Committee
members would depend on regional representation. The National Steering and
Monitoring Committee will monitor and evaluate the functioning of all OSC at every
six months. A Project Management Unit (PMU) will be set up which is to act as the

Secretariat to the National Steering and Monitoring Committee.

12.2 At the State level, there will be a State Steering and Monitoring Committee
under the chairpersonship of the Principal Secretary, WCD with representatives from
the Department of Home Affairs, Health and Family Welfare, Social Justice, SLSA and
Civil Society members. The Principal Secretary/Secretary for Tribal welfare in
Schedule-V and North Eastern Region will also be the member of the Committee. The
State Level Project Management Unit (PMU) functional under the supervision of the
Secretary, Department of Women and Child Development will monitor the functioning
of OSC on quarterly basis.
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13. REPORTING

13.1  OSC will submit monthly progress reports to the MC through IA. The MC will
submit the monthly progress reports (MPR) and quarterly physical and financial reports
(QPR) to the State. The Utilisation Certificate (UC) will be submitted by the MC on bi-
annual basis to the State. The State will submit quarterly SoE, consolidated annual
report to the Ministry and UC on bi-annual basis. The PMU will compile state
monitoring reports on a six monthly basis and place them before the National Steering
and Monitoring Committee for review. In addition, the Unique ID issued at the time of

registration at OSC may be used for follow up on cases.

DIAGRAMATIC REPRESENTATION OF MONITORING MECHANISMS

MINISTRY OF WOMEN AND CHILD
DEVELOPMENT
A
o ANNUAL
REPORT STATE DEPARTMENT
e BI-ANNUALUC ‘«——| OF WOMEN AND CHILD e MONTHLY
e SOE ON DEVELOPMENT gﬁiiiEEiSLsEPORT
[ ]
i PHYSICAL &
BASIS 7y
FINANCIAL
REPORT
[ MANAGEMENT COMMITTEE ]_, A NNUAL
7' BASIS
o MONTHLY ONE STOP
PROGRESS REPORT CENTRE
e QUARTERLY
PHYSICAL &

FINANCIAL REPORT

13.2 SoEs are to be furnished to Gol as per formats given at Annexure VI along

with the physical and financial report as under:

e Annual SoE for previous year : by 31% May
e Quarter ending 30" June : by 15" July
e Quarter ending 30" September : by 15" October
e Quarter ending 31* December ; by 15" January
e Quarter ending 31* March ; by 15" April
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13.3  Utilisation Certificates (UC) are to be furnished to as per formats given at
Annexure VI as under

e 1% Bj-Annual UC : by 15" October

e 2" Bj-annual UC : by 15" April

14. GRIEVANCE REDRESSAL MECHANISM

The State Government will have the authority to constitute a grievance redressal
mechanism to address the complaints related to the functioning of OSC. The purpose is
to have enough checks and balances in place to provide quality service that is timely,
appropriate and dealt with sensitivity, respect and confidentiality wherever required.

The States/UTs have the power to establish this mechanism in any manner they choose.

15. SOCIAL AUDIT

15.1 It is crucial for any service provider to review and monitor its services provided
and also receive feedback from its users (in this case women affected by violence
seeking support/help from OSC) and other stakeholders such as the service providers
working in close association with the OSC to provide a holistic service package to
women affected by violence. A Feedback Form is attached at Annexure VII. ldentity

of feedback providers will be kept confidential if desired by the feedback provider.

15.2  This record will be maintained at OSC by the IT staff to be shared with the
Centre Administrator, MC and Steering and Monitoring Committees at the
State/National Level on a quarterly basis for appropriate action. Forums at district level
will also be considered as platforms for feedback from the general audience or village
dwellers who could be indirect beneficiaries/target group of the OSC.

16. RESOURCE DIRECTORY

16.1 The Resource Directory would be collated from resource mapping at the State
level and uploaded in the computer managed by the IT Staff. The OSC will have this
Resource Directory for redressal of issues faced by women affected by violence. This
list is suggestive and not exhaustive. The indicative Directory format is at Annexure
VIII.
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17. FINANCIAL MANAGEMENT

17.1  The Scheme will be funded through Nirbhaya Fund. The Central Government
will provide 100% financial assistance to the State Government /UT Administrations
under the Scheme. The day to day implementation and administrative matters would be

the responsibility of the State Government.

17.2  The MWCD will be responsible for budgetary regulation and administration of
the scheme at the Central level. The MWCD will transfer the funds to the consolidated
funds of the State Government after obtaining due approvals. The State Government
will operate a separate bank account for scheme of OSC. The State Department will
transfer the funds to MC (headed by DM/DC) who will operate a separate bank

account in the name of the scheme.

DIAGRAMATIC REPRESENTATION OF FUND FLOW

[ MINISTRY OF WOMEN AND CHILD DEVELOPMENT ]

\ 4
[ STATE GOVERNEMENT }

\ 4
[ SPECIAL ACCOUNT AT DEPARTMENT OF WOMEN }

AND CHILD DEVELOPMENT

v
MANAGEMENT
COMMITTEE

17.3 The financial assistance to the State Governments/UT Administrations shall be

released in two installments. However, the initial budget will be allocated to the
State Governments/UT Administrations as per the Proposals received by the
respective States/UTs. Further release of funds to the State Governments /UT
Administrations will be made bi-annually; first installment will be released by 15"
April and second installment will be released by 15™ October of the calendar year after
receiving the Statement of Expenditure (SoE) and Utilisation Certificate (UC) of the

grant. The format of the SoE and UC are annexed at Annexure VII.
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Timelines for submission of reports:

i)  SoE and UC : by 15" October (for the 1% bi-annual), 15" April (for the
2" pi-annual)
i)  Annual SoE, along with UC for previous year : by 31° May
Time schedule for submission of the Utilisation Certificate (UC) may be strictly

adhered to enable the MWCD to release the funds to States/UTs in time.

17.4  The estimated construction cost of OSC based on CPWD 2012 rates is Rs.
37.69 Lakhs. The grant for construction of the building (capital expenditure) of OSC
shall be released to State Government /UT Administrations in two installments based
on the progress of the work. The details of the construction cost along with the

specifications are at Annexure-I111.

17.5 The financial projections for operationalisation of OSC is Rs 11.04 crore (2015-
16 to 2016-17). The total financial projections for operationalisation for One Stop
Centre including construction cost for 18.58 crore.

The summary of the estimated cost for its scheduled duration along with a break-up of
year-wise, component-wise expenses segregated into non-recurring and recurring

€Xpenses are as under:

Sl. Items/Components No. of Per | 2015-16 2016-17 Total
No. Units  month/

Case

(Rs)

A | Recurring

One Stop Centre Management

* @78400 pm 940800 940800 1881600
Stationery (Cartridge, Paper
2 | etc) monthly | 2000 24000 24000 48000
3 | Electricity monthly | 3000 36000 36000 72000
4 | Telephone/Fax monthly | 3000 36000 36000 72000
5 | Catering/Food monthly | 4000 48000 48000 96000
6 | Clothing & Medicine & Kitetc | monthly | 2000 24000 24000 48000
7 | Contingency 5% of
recurring
budget 55440 55440 110880
Sub-Total 1164240 1164240 2328480

B | Non-recurring

Refurbishment of Existing

1 | facility 500000
2 | Refrigerator 6000 0 6000
Computer Peripherals
3 | (Desktop, Printer, Scanner) 100000 0 100000
4 | Telephone, Fax, Internet,
Modem 6000 0 6000
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Furnishing for the ward (bed, 5 beds

side table, chair) mattresses, with

pillows and curtains furnishin

g@

5 10000 50000 0 50000
6 | Furnishing for other rooms 50000 0 50000
7 | CCTV Camera 25000 0 25000

Sub-Total 737000 0 737000

Total cost per OSC 1901240 1164240 3065480

Total Cost for 36 OSC s (One OSC in each

State/UTs) 68444640 | 41912640 110357280
C | Construction Cost for 20 OSC @ Rs.

37,68,927.06 7,53.78,541

Grand- Total Project cost including construction | 18,57,35,821

* Note: The cost of OSC Management includes the activities pertaining to Outsourcing of
Services, Training/Capacity Building and Information Education and Communication

(IEC) activities.
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ANNEXURE |

STANDARD OPERATING PROCEDURE FOR DAY TO DAY ADMINISTRATIONS

AND OPERATION OF THE ONE STOP CENTRE

Steps for Initial Handholding of women coming to One Stop Centre:

a.  Greet the survivor by name; use her preferred name.

b.  Make her your central focus.

c. Introduce yourself to the survivor and tell her your role, e.g. Centre
Administrator, Para-medic

d.  Offer her water, put her at ease.

e.  Ensure privacy for history taking, examination and counseling.

f.  Aim for an attitude of respect, professionalism within the boundaries of your
survivor’s culture.

g. Have a calm demeanor. A frightened survivor will want to be in the company of
people who are not frightened.

h.  Be unhurried, give time.

I.  Maintain eye contact. Be empathetic and non-judgmental as your survivor
recounts her experiences.

J-  Aim to limit the number of care givers attending to the survivor: ‘one-on-one’
care works best in sexual assault cases.

k.  Ask the survivor if she wants to have a specific person present for support.

I.  Ask the survivor if she has any questions.

Case Specific Steps:

The first point of contact for women approaching One Stop Centre would be the Centre

Administrator or Case Worker (authorized by her in this behalf) who will take

following steps:

a.

She would listen to her grievance; document the case history and ask the IT
person to register the case in the online/web-based case management to generate
a UID. She would be responsible for overall supervision of each case.

As soon as the complaint is registered a text message (SMS/Internet) would be
sent to the PO/DPO/CDPO/ SHO/ DM/ SP/ DY SP/CMO of the district/area as

required.
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c. Based on an assessment of the needs of the women affected by violence as
expressed by her, the Centre Administrator will refer her to the Counsellor or
the Para legal worker, to the hospital, or to the Police Facilitation Person where
she is desirous of registering an FIR.

d. In case the woman was provided temporary shelter at Centre, she will be
provided with a Basic Kit having soap, comb, shampoo, hair oil, sanitary pad,
tooth brush, tooth paste, diapers (in case of infants).

e.  The next functionary interacting with the woman will document the additional
information received, the remedy/support sought by the woman, and action
taken into the online case management system. This would be done through the
password-protected access and adding to the UID generated case documentation
made by the IT person. For instance, if the aggrieved woman is referred to the
Police Facilitation Officer for registration of FIR, she will do the needful and
document the progress and any additional details in the case management
system. This will ensure that the aggrieved does not have to repeat/narrate her
story/incident each time she interacts with a new functionary.

A.  Accessing One Stop Centre

Women Affected by Violence

|

AWWY/ Police/ Public Servant/

By Herself Women Helpline or an . .
y P y Relative/ Friend/ CSO/ Volunteer/

other Helpline

Public Spirited person /Hospital

B. Response

The Centre Administrator will receive the information about aggrieved woman in the
above mentioned manner and after quick assessment of situation presented will
formulate crisis response giving due regard to following core values:
a.  Safety of the aggrieved woman shall be the foremost priority.
b.  Ensure respect for aggrieved woman by:
i.  Maintaining confidentiality

ii.  Ensuring independent decision-making
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iii.  Ensuring privacy

iv.  Obtaining informed consent from the aggrieved

Ensure proper medical assistance for the aggrieved

Ensure proper collection of evidence through strict compliance of protocols

framed by police and Ministry of Health and Family Affairs.

Best interest of the aggrieved women will have precedent over anything else.

Administrator

Crisis Response by Centre

—\

Emergency Response

Non-Emergency Response

Emergency Response

The Centre Administrator will respond in the following manner:

Emergency Response

N

Send Ambulance for medical

!

Send Police/PCR Van for rescue/
stopping violent situation

!

e Send aggrieved woman to the nearest Hospital
for medical care as per her requirement

e Ensure aggrieved woman is accompanied by
Centre Administrator/paramedic/case
worker/ANM to supervise procedures

o Inform the CMO/Head of the hospital

o Provide medical assistance as per woman’s
requirement

e In case of complaint of rape/sexual assault
examine her for as per MHFW guidelines

e Collect and seal her clothes for forensic
examination

o Ensure the preparation of medical report in the
manner prescribed

o Refer her for Psycho-social counseling/lodging
of FIR

e Send information to the Police
Facilitation Officer/Para Legal/SHO/SP
of the concerned area

o Help women in lodging FIR/NCR/DIR

e Ensure the safety of woman by
providing police protection/putting her
in nearest shelter home/One Stop
Centre

o In case she needs medical help send her
to the nearest hospital in the manner
prescribed.

o Refer her for psycho-social counselling
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(i)

Non- Emergency Response

‘ Non Emergzney Rasponsa

|

|
! !

|

|

Police Assistancs
(As daseribad abova)

Madical Assistanca
(As daseribed abova)

Lzgal Aid/Counselling
through Lawver/Para-lagal

through Counsallor

Psweho-Social Counsalling

l

|

¢ Inform women about her rights, simplify
lzzal proceduras

* Initiate legal procsedings (civil'criminal) on
her behalf

* Assistwomanin racording of her statement
by polica/ court praferably through audio-
video electronic means

* Advocate for her exemption from court
procaedings

* Provide ragular updats to womean about the
status of her case

* Follow the case to its logical conclusion

* Safz enviromment and privats space
{OSC/ har own homs/ S58H
Swadhar Greh) accessible to

agerizvad women

Examination of psveho-social
haalth of ageriavad
Treatment of psycho-social haalth

of agerisvad

For 5 days (max.)
For 5 women (at max.) along with
childran (Gitls ofall ag2s and bovs up
to § vears of ags)

Basic amanitizsi.e. food, medicina,

Temporary

Shalter

Long-term

I

, Short Stav
Homs

Ons Stop
— Centra

clothing and Basic Kitto bz made M
available
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C. Monitoring Process

The Centre would remain under 24 hour constant surveillance of CCTV camera to
monitor the day to day functioning of the staff.

Monitoring

-

Daily

Centre Administrator

l

CCTV/Manually

Periodically

Through
Implementing
Agency

State Monitoring and
Steering Committee

Grievance Redressal

A 4

A 4

Quarterly Report

Complaints submitted
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ANNEXURE II

Specifications for Construction of One Stop Centre are mentioned below:

i. Plot Area 300 Sg. M (3229.2 sq ft)
ii.  Ground Coverage 102 Sg. M (1098 sq. ft)
iii.  Total area (Carpet area) 132 Sqg. M (1421 sq ft)
Ground Flo