
Last mile service delivery through 
women collectives

Xerxes Rao

Urban Management Centre

Global South Academic Conclave on WASH and Climate linkages

2nd - 4th February 2024, Ahmedabad



Global South Academic Conclave on WASH and Climate Linkages 2

About UMC
• Urban Management Centre is a women led non-profit organization dedicated to building resilient systems for 

inclusive and equitable development. 

• The first organization in India dedicated to professionalizing local government management. 

• A multi faceted team of almost 100 professionals including urban planners, architects, urban finance/financial 
inclusion, community development, social mobilization, skilling experts.
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Water, Sanitation, 
Health 

Financial 
Management 

Heritage 
management 

Education

Health management 

Climate Change 
Mitigation & 
Adaptation Integrated Planning 

Overarching, cross cutting interventions
Policy Design & Implementation | Governance Strengthening | Capacity Building | Digital Tech | Development Communication

Poverty Alleviation
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Our work focuses on vulnerable populations

Poor Women Transgenders Sanitation workers Migrants Urban Poor

Across sectors, programs and geographies 

Engaging SHGs in 
Sanitation Value Chain

Building Community 
Institutions

Ensuring Safety 
and Dignity



The DAY-NULM mission recognizes the need for including 
vulnerable groups…
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Occupational 
vulnerability Entitlement 

Vulnerability 

Social 
vulnerability

Residential 
Vulnerability

Sanitation workers Waste pickers

TransgendersDisabled persons 
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DAY-NULM
Deendayal Antyodaya Yojana – 

National Urban Livelihoods 
Mission

Building Community level 
Institutions

SBM
Swachh Bharat Mission

Infrastructure created

CONVERGENCE
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DAY-NULM & SBM Convergence

Create & 
nurture 

Sanitation 
Enterprises

Capacity building at 
State, ULB and SHG 

levels

Enabling 
Environment at 
National, State 
and ULB levels



Targeted engagement in 4 States for DAY-
NULM &SBM Convergence Programme for 
livelihoods of SHGs

• Odisha
• Telangana
• Andhra Pradesh
• Maharashtra

Technical support to Ministry of Housing and 
Urban Affairs, Delhi for National Urban 
Livelihoods Mission (DAY –NULM) 

Focused Engagement on urban poor 
women SHGs and those involved in 
vulnerable occupations 
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Where do we work
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Intervention by UMC at Different levels of Administration

Actively supporting community engagement in more than 300 settlements

Embedded teams within urban local bodies in 13 cities

Technical support to 5 states in the country

Supporting missions on livelihoods and sanitation at Ministry of Housing and Urban 
Affairs (MoHUA), and Ministry of Social Justice and Empowerment (MoSJE) National 

Government

State 
Government 

Local 
Government 

Communities  
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Intervention by UMC at National, State and City Level

Support extended 
to 
Telangana & 
Andhra Pradesh

2018 2018 2020

Support extended to 
State Urban 
Development Agency, 
Odisha 

Support to 
DAY-NULM, 
MoHUA by setting 
up a Technical 
Support Unit

2017 2021

Capacity building 
and training of 
all stakeholders 
involved in 
sanitation value 
chain across 
Odisha

Support extended 
to Maharashtra for 
conducting creating 
state level strategy 
on NULM-SBM 
convergence
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Formation of SHGs of Sanitation Workers - Implementation 
of Convergence initiatives



ULBs Initial Practice of
engaging Sanitation workers
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ULB
Private 

Contractor
Sanitation 
Workers

Challenges faced by Sanitation 
Workers engaged informally by 

private contractors

No 

Contracts

Low 

Wages

Unsafe working 

conditions

Inter-Generational 

Work

ULB Sanitation 
Workers

Benefits received by Sanitation 
Worker SHGs engaged directly by 

ULBs

Formal 

Contracts

Assurance of 

Wages and 

Regular payments

Dignified 

Livelihood

Safe working 

conditions

ULBs Current Practice of
engaging Sanitation workers



Responsibilities of SHGs
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Submit monthly invoice 
to ULB for payment

Cleaning toilet block

Maintaining Record

Minor repair works – 
replacing latch, taps etc.

Keep toilet block open during 
agreed operational hours

TOILET

SHG
Responsibilities



Preparation of Model Contracts
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Self Help Groups Area Level Federation

Changes made in contracts for 
engagement of SHGs 

• Translated to Local language 
• Easily comprehendible language
• Highlighting the roles and 

responsibilities of SHGs 
• Safeguarding the rights of SHG 

members 
• Clauses mentioned in the 

contract should be SHG friendly 



CT / PT Bookkeeping Format
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Manual for Maintaining the Register for Dry Waste

Manual for Maintaining the Attendance Register

Manual for Maintaining the Register for Sale of Recyclables



Formation of Sanitation sub committees in intervention cities 
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• Strengthening the committees to take up 

sanitation related issues in the community 

and represent them to the ULB.

• Revival of SSC after COVID-19

• Exploring various tools for representing the 

issues identified by the SSC:

1. Social mapping – Identification of 

infrastructure related issues in the 

settlement

2. Stakeholder mapping to resolve the 

identified issues 

3. Prioritising the identified issues to be 

addressed

4. Bindi Chart - Continuous monitoring of 

the urban services in the settlement



Shehri Sahbhagita Manch

Global South Academic Conclave on WASH and Climate Linkages 17

Shehri Sahbhagita Manch is to provide a platform for participatory urban governance, which is intended to 
give a voice to federations of women’s Self-Help Groups to contribute to the local decision-making process. 

Why Shehri Sahbhagita Manch?

Fills the existing gap between ULB and the 
communities 

Identification of nodal person for 
resolving issues raised by the 

communities 

Institutes a grievance redressal process



Training & Capacity Building for SHGs on Sanitation Livelihoods
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Training Modules (U – LEARN)
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• The U-LEARN (Urban Livelihood e-Learning and 

Resource Network) is an e-learning initiative with 

the objective of building capacities of DAY-NULM 

functionaries and beneficiaries; such as Community 

Resource Persons (CRPs), Self Help Groups (SHGs), 

federation members and national, state & city 

Mission Management Units. 

• It offers tutorials in the form of videos, case studies 

on leading practices, and drama based tutorials 

explains the journey of SHG from its formation, 

inclusion in ALFs, starting an enterprise 
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Initiatives to Strengthen SHGs engaged in Sanitation 

IMPACT Areas

Service Delivery

Occupational 
Safety

Social & 
Financial Safety

Improving efficiency of service delivery
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Initiatives to Strengthen SHGs engaged in Sanitation 

Advisory released for Uniform distribution

IMPACT Areas

Service Delivery

Occupational 
Safety

Social & 
Financial Safety

Uniforms and PPE distributed to each sanitation workers in 
Waste Processing Facilities
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Initiatives to Strengthen SHGs engaged in Sanitation 

Air-conditioned Lounge facility for Sanitation 
workers at waste processioning facility

Workers relaxing in the Lounge at waste 
processioning facility

Workers having lunch during work break

IMPACT Areas

Service Delivery

Occupational 
Safety

Social & 
Financial Safety

Separate toilets for Sanitation workers at waste processioning facility

Lounges built within Waste Processing Facility with Locker facility

Washrooms constructed within Waste Processing Facility across the state.
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Initiatives to Strengthen SHGs engaged in Sanitation 

Separate toilets for Sanitation workers at waste processioning facility

Health check-up camps organized once in every 3 months for 
engaged SHG members

IMPACT Areas

Service Delivery

Occupational 
Safety

Social & 
Financial Safety
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Initiatives to Strengthen SHGs engaged in Sanitation 

Separate toilets for Sanitation workers at waste processioning facility

Wages for SHG members engaged at 
waste processioning facility 
increased from Rs.6,000/- to 
Rs.9,700/- per month

Wage improvement:

Monthly incentive and performance-
based incentive for Swachh Karmis 
by 7th of every month

Regular wage payment:

IMPACT Areas

Service Delivery

Occupational 
Safety

Social & 
Financial Safety

Several CT and PT have been 
combined to enhance the income of 
SHG, resulting in a multiplied 
societal impact.

Bundling of CT & PT
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Initiatives to Strengthen SHGs engaged in Sanitation 

Separate toilets for Sanitation workers at waste processioning facility

Sanitation workers have been covered under 
Group Personal Accidental Insurance of 
Rs. 2 Lakhs per person

Insurance provided:
IMPACT Areas

Service Delivery

Occupational 
Safety

Social & 
Financial Safety



Empowering Transgender Community, Shalini
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Shalini,
34 years  old

Family
Lives in joint family 

Education
Studied till 10th grade

SHG
Priyanka SHG,
Warangal 

Occupation
Before: Begging on Streets
Now: SHG (January 2019)

Monthly Income
Before: INR 30,000/-
Now: INR 16,000/-

Shalini has become inspiration for other transgender in her community.  
• Shalini's journey shows the power of community and resilience in 

overcoming stigma and finding dignity through service.
• Shalini's door-to-door advocacy for sanitation transformed her struggles into 

community betterment.



From a homemaker to a Swachh Karmi, Maa Tarani SHG
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Sita Murmu,
25 years  old

Family
Lives in joint family 

Education
Studied till 12th grade

SHG
Maa Tarani SHG, 
Dhenkanal 

Occupation
Before: Home maker
Now: Swachh Karmi 
(August 2022)

Monthly Income
Before: INR 0
Now: INR 9,780

Sita has become inspiration for other women in her community.  
• She supports the education of her brothers and contributes to the monthly 

expenses of the family.  
• She has taken a LIC policy and wants to restart her education.



Scaling up the Interventions

Global South Academic Conclave on WASH and Climate Linkages 28

Form State-Level 
Convergence Working Group

Issue Advisory 
to ULBs

Capacity 
building

Phase 
Implementation

Prepare model SHG-
friendly contract clauses

Set up State-level 
Help Desk



Thank You
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