
Humsafar Policy for onboarding ot service providers ol existino tacilities alono NH

1. Humsafar Policy

1.1 Background

lndia has a vast road network, with the National Highways playing a crucial role

in connecling various parts of the country. As of Feb 2023, the total length ol
National Highways in India was 1,45,155 kilometers. Out of the total length of
National Highways, around 75,952 kn (52%) are two-lane highways, 34,942 km

(24o/o\ are four-lane highways, and 7,078 km (5%) are six or more lane

highways. The NH network connects various states and cities, enabling smooth
transportaiion of goods and passengers.

ln order lo improve the comfort and convenience of the highway users, lhe
Ministry ot Fload, Transport & Highways has planned development of slate-of-

the-art Way Side Amenities (WSA) at approximately every 40-60 kms along the
National Highways. These facilities shall provide multiple options of rest and

refreshment ior the highway commuters during their journey. Some of the
facilities being developed at each WSA are fuel stations, food court /
restaurants, dhabas, convenience stores, clean and hygienic toilet facilities,

drinking water, firsl aid / medical room including child-care room, dedicated

area tor promoting local artisans, carlbus/truck parking, drone landing facilities /

helipad etc. A total of 950+ WSA sites are planned for development across
lndia, primarily on the high-speed corridors and other 4 Lane+ National

Highways.

1.2 Objectives of Humsalar Policy

Several service providers exist along the Nalional Highways, such as roadside

dhabas. food courts and petrol pumps. However, these services are nol
standardized, and there is limited monitoring of the quality ol services provided

to commuters. The National Highways Authority of lndia (NHAI) plans to
introduce Humsafar policy to onboard existing and upcoming service providers

along the Highways/Expressways under the purview of MoRT&H to improve

services for commuters by siandardizing the facilities provided. This will

complement the Wayside Amenities being developed by NHAI on National

Highways. The policy aims to benefit all the three stakeholders namely Service
Providers, NHAI/MoRT&H and commuter$.

1.3 Benelits of Humsalar Policy

1.3.1 Benerits lo Service Providers



a. Humsafar policy shall allow commuters access to standardized,
well maintained and hygienic facilities

b. Commuters will be able to find details of relevant service
providers near their location instanlly on the Rajmarg Yatra app

c. Commuters will be empowered to rate the service provided and
the tacilities, along wilh being able to raise issues.

2. Stakeholders and their Obligations

2.1 Service Providers eligible to be onboarded under Humsalar Policy

Existing and upcoming service providers under 4 categories shall be eligible to
be onboarded under Humsafar Policy. The four eligible categories are:

a. Eateries (restaurant/ lood court/ dhaba): Requirements include
licenses such as FSSAI certification, mandatory loilels and baby care
rooms, minimum area requirement as per lhe lane status of the
highway, ease of access for Divyangjan etc.

b. Fuel Stations: Requirements include licenses such as fire safety
license, mandatory toilets and baby care rooms, minimum number of

a. Savings on access fee: Registered service providers will benefit {rom
waiver of fees for renewal for existing access permission, provided the
service provider maintains the 3+ average ratings.

b. lncreased on site visibility: The service provider will be given
permission and space on National Hlghways to put up signage regarding
their eslablishment. This will increase the visibility of the establishment
among commulers.

c. Digital Visibility: The presence of a service provider on the Rajmarg
platlorm by NHAI will boosl their online visibility.

d. lncreased credibility through NHAI Branding: NHAI is an
organization of the Government of lndia and is reputed throughout the
country. NHAI branding and enforcement of standards will increase the
credibility of service providers.

1-3.2 Benelits to NHAI/MoRT&H

a. Provision of reliable passenger convenience establishments at
regular intervals: This is especially important {or highways wilh lower
lane configuration where fewer Wayside Amenities are planned by
NHAI/MoRT&H.

b. Provision of slandardized, high-quality facilities to commuters: NHAI
will be able to provide high quality faci,itles 1o improve passenger
convenience by standardizing and regulady monitoring the facilities
oftered by the service providers.

1.3.3 Benelits to Commuters



bays requiremenl as per lhe lane status o, lhe highway, ease ol access
for Divyangjan etc.

c. Eateries and luel stations Requirements include licenses such as fire
safety license, FSSAI cerlilication, mandatory toilets and baby care
rooms, minimum area, and number oi bays requirement as per the lane
slatu$ of the highway, ease of access lor Divyangjan etc.

d. Trauma Cenlres: Flequirements include registralions clinical
establishment act, mandatory toilets and baby care rooms, ease of
access for Divyangjan etc.

ln case of mulliple applicalions in a l0 km stretch, only I access to be
given at every 10 kms, however multiple facilities can be onboarded if they
lie on a existing service lane. No property shall be allowed access ihrough
the main carriageway.

2.2 Roles and Responsibilities

2.2.I Roles and Responsibilities of Service Providers

a. The eligible service providers shall apply to get onboarded to
Humsalar scheme with the documents menlioned in Annexure ll.

b. The service providers shall operate and mainlain the iacilities as per
defined standards set by NHAI.

c. The service providers shall resolve and rectify any issue highlighled

by the authorized 3rd party agency during monitoring oi facility. They
shall also review ratings and address issues received lrom commulers
on a regular basis.

d. The service providers shall apply for renewal every 2 years, at least
30 days prior 10 the expiry of the ongoing registration validity.

e. The service providers shall comply with any future amendmentsi
updates in lhe policy.

L Service provider shall provide the entrylexil land along with service
lane, signages etc. as mandated vide MoRT&H policy circu,ar dated 26
June 2020.

2.2.2 Roles and Responsibilities ol NHAI/MoHT&H

a. Undertake the inlegration of the Humsaiar policy within the Bajmarg
Yatra App for the highway user inlerface and call ior applications from
existing and upcoming service providers for registration onto the platform
developed by NHAI.

b. Finalize 3rd party agency for online and on lield verification of the

facilities. The roles and responsibilitie$ of the authorized 3rd party agency
shall include



" Verification oi details provided by service providers in applicaiion

through an authorized private 3rd party agency to get onboarded in
Humsafar platfo.m and renewal of the same

o lssuance o{ Digiial registration certificates lo service providers satisfying
the criteria as mentioned in section 3.1

" Frequent monitoring of the services provided, moniloring of issue
resolution and imposition ol penalties

c. Provide beneiits to the onboarded service providers such as

NHAI/IVoRT&H branding, waiver of renewal fees for access permission

(subject to service provider maintaining 3+ average ratings) and

permission to put signages.

d. NHAI/MoRT&H shall give award to the top 3 Humsafar tacilities

across lndia every year.

2.2.3 Roles and Responsibilities ol Commulers

a. Provide on-site leedback on service providers via feedback

machines.

b. Share detailed feedback and details of any issues laced on the

Humsafar plallorm

3. Registration and Renewal

3.1 Process tor Regislration and Renewal ol Registration

a. Application

The service providers satisfying the criteria specified in Annexure l, shall

apply on lhe Humsafar portal/app. The details 1o be provided by service
providers during the lime of application are mentioned in Annexure ll.

b. DocumentVerilication

On receipt ol application f rom service providers, the conlent ol the

application along with the documents submitted will be scrutinized by a

private 3rd party agency. The service provider shall be informed within 5

days whelher the documents submitled are sufficient. The service

provider shall be given 5 working days 1o rectity the mistakes in the

application.

c. Field Verilication

On satisiactory receipl of all the required documents, site inspection of

the eslablishment will be conducted by lhe 3rd party. The facililies and

seruices o{ eligible establishments will be evaluated based on crileria

mentioned in Annexure lll. The service provider shall be informed within

30 days of document confirmalion whelher they have been accepted or



not.

d. lssuance of Registration under Humsafar Policy

On complelion ol the field veri{ication, the 3d party agency shall take the
final decision regarding the issuance of digital registration. The tacilities
onboarded shall be given a grading according to the minimum area
criteria mentioned in Annexure l. Grade 1 {acilities shall be given Digital
regislration ceriificate will be valid for a period ol Z years, which may be
renewed every 2 years.

e. Renewal ol registration

Service providers shall apply for renewal of the registralion at least 30

days prior to the expiry of the ongoing registration validity. The 3rd party
agency shall scrutinize the applicalion for renewal and take ihe final
decision regarding renewal o{ registration. The details to be provided are
present in Annexure lv.

4. Feedback, Monitoring and Penalties

4.1 Feedback Mechanism

The service providers, al their own cos1, shall provide a feedback mechanism al
their facilities through installation oi 'Digital Public Feedback System' at
entrances of all facilities such as Parking Area, RestauranUfood courVdhaba,
Convenience slore, Toilets, Trauma Cenlre, Baby Care rooms etc. The
customers can provide on-site teedback via a s-star rating mechanism. These
installed feedback systems may be linked 1o the Rajmarg Yatra platform with
direcl access of cenlralized data to NHAI lor real-lime moniloring.

Additionally, the customers can provide a detailed feedback and rate facilities at
the establishment on a scale of 1 to 5 across various parameters on the
Rajmarg Yatra App. The paramelers based on which il is expected that
cuslomers will provide an online rating are listed in Annexure V.

4.2 Monitoring

Email/sMS alerts shall be sent to service providers il the rating of facilities fall

below a ce(ain level (<3 star average). The authorized 3rd parly agency will
reserve the right to inspect the establishment of a regislered service provider at
any reasonable time. The aulhorized agency may inspect establishmenls al
least once every year, wiih higher {requency of inspections for esiablishments
receiving lower rating (<3 average month raling) from customers for a period of
60 days or more.

The facilities and services for eligible eslablishments may be evaluated based
on criteria mentioned in Annexure lll.



4.3 Penalties

lf any deiiciency is observed during the inspection or the service provider

mainlains an average monthly raiing of <2.5 stars for more than 2 consecutive

months, the aulhorized 3'd party may issue a notice to the establishment 1o

rectify the same within 60 days from the date of receipt o{ the notice and submit

a report. ll deticiencies are not rectilied within 60 days and reported, the

establishment may be (temporarily) removed {rom Raimarg yalra app'

lf major deliciencies are not rectified or ratings are not improved within 30 days

or minor def iciencies are no1 rectif ied within 7 days and reported to the

authorized 3rd party, the establishment may be (temporarily) removed f rom

RajmargYatraapp.Illhedeficienciesarenotrectifiedwithin60days,the
,"gi.tr"iion of the establishment on Humsafar piaiform may be cancelled. This

shall lead to removal lrom the Raimarg Yaka app, revocation oi permission for

signage on National Highways and the waiver of access {ee shall be cancelled

loi tne service provider. The establishment shall be prohibited from applying {or

a fresh registration for a duration of 1 year {rom the date ol issue of the first

notice.

4.4Toprovideoperationalflexibility,Chairman,NHLML(withsubsequent
appraisai by NHLML Board) may be authorized to addl delete/modify any

evaluation criteria as per suitability o{ existing facility in consonance with the

approved policY



Annexure I

Eligibility Criteria

section 2.1

RemarksSr.

No.
a b A

1

Food court I
restaurant / dhaba I
cafeteria

M M D

Fuel station [,l IM

Petrol/diesel pump, CNG iuel
station, any olher type of fuel
siation) with air filling slations,
punclure repair and pollution check

a Eleclric Vehicle
Charging Station

lv1 M M

7. Minimum 20 sq m per charger
(Type-2 AC ot 22 KW, CCS-2
DC of 50 KW)

B. lf the service provide is nol
able 1o provide EV Charging
lacilily, the service provider
shall allocate 50 sq m ol
space lo NHAI to set up the
EV Charging infrastructure
free of cost

4
Convenience store /
shops

n D M

7. Adequate num ro lo
cater to commuters

L Separate facilities for ladies,
gents and Divyangjan

9. At least 1 Male and Female
attendant to be available 24
hours a day in shifls

1 0. Toilets should be cleaned on
regular basis

1 1 . Doors in good condition and
wealher prooled

12. Floors, walls and toilet seats
in good condition

Facility



( oilet facility N/t M M ht 13. Presence of mug, cups for
lndian toilets

14. Presence ofdustbins and
disposal mechanism

'15. Provision for menstrual
hygiene managemenl

16. Operational 24 x 7 with
supply ol electricity and
waler

17. Daily cleaning schedule
displayed and adhered lo

18. Access 1o Toilels to be paved
so thal users don't have any
difficully to walk even during
monsoon time

\I M M

7. Provision 0f at least one
nursing counter with sink,
nursing chair, table minor and
disposable bin

B. Presence of nonslip floor and
surfaces

9. Presence of lemale altendant
oulside or in the room

10. Presence of emergency alarm
bell I button

1 
.1 . Sharp edges and hard

corners shall be avoided
12. Properly lil and ventilated
13. Presence of dustbins and

disposal mechanism

b Baby Care room

NI
Presence of adequate parking area
and well and clear signage

7

Vehicle parking

(carlbus/truck) with
provision of
wheelchair and other
lacilities ior
Divyangjan

t/ lv1 l'/

lv1 IVI
7. As per l\iloHT&H guidelines

dated 26th June 2020B

Proper and safe

access road and

having a valid access
permission from
NHAY MoFtTHi
NHIDCL with

adequate lighting

M M

tu IU M Mo Dustbin

M



10 Drinking water booth T/ M I\4 M

Note: Facilities selling liquor and tobacco-based products shall not be onboarded.

Minimum Area requirements as lacility grade

11 First aid box M M IM M

12 Vehicle repair shop D D

13 Spare pa*s shop U D

14 ATM D D D n

15 Pharmacy M

16
Access

Divyangjan
for

t\,{ M M
'u

7. Provision of ramps and rails for
Divyangjan

17 Trunk lnfrastructure [d M M [/1

7. Provision of back-up power,
sewerage, drainage system
etc.

18 Parking Area M M [/

7. Parking area to be paved with
clear demarcalion for vehicle
parking and movemenl.

8. Access to Parking to be paved
so that users don't have any
diificulty to walk even during
monsoon time

9. Users should nol be charged
for parking

10. Parking to cater to trucks,
buses and cars

Village Haal D D D
7. Handicrafts/ Handloom/ Local

agricultural produc{s to be
promoted in Humsafar facilities

20 Tree Plantation D D D D

S.

No.
Criterion Type ol e$tablishment

Type A B D

Grade 2 1 3 2 1 3 2 1 3 2 1

Minimum

M

19

L/

J



1

{ea of

restaurant
150 00 00 150

ood court

haba (sq

m.)

Upcoming faciiities can get a provisional registration certificate based on the

maslerplan they submit if the masterplan qualifies the minimum area crileria.
However, the facility will only be onboarded onlo the Humsafar plattorm after the
construction is complele and onsite verificalion is done.

0

2

lvlinimum

Area for

Iuel

stalions
(sq.m.)

122s 1600 1600 1225 1600 1600

.)

Parking

Area (sq.

m.)

350

(28

spa

ces)

700

(56

spa

ces)

1400

{112
spa

ces)

350

(28

spa

ces)

700

{s6
spa

ces)

1400

(112

spa

ces)

350

(28

spa

ces)

350

(28

spa

ces)

350

(28

spa

ces)

4
Toilet (sq

m.)
150 150 150 150 150 lqn I En 150 '150 150 I An 150

5

Baby Care

Room (sq.

m.

10 10 10 10 10 10 10 10 10 10 10 10

Trauma

Centre (sq

m.)

300

(10

beds)

300

(10

beds)

JUU

(10

beds)

I Circulalion

Area
14A 380 8022A 180 180

3100 42AA 900 900 900

Minimum

Area

Required
(sq.m.)

800 1300 2400 1600 2000 2000 2100

280 80 8070 120 r90



Regarding existing faciliiies to be onboarded, it is clarilied thal the existing lacilities
not having valid access as per slipulation of MoBTH guidelines will not be
considered for onboarding on Bajmarg Yatra app in Humsafar policy unless they
complete the access road as per MoRTH guidelines.

Other Requirements: ln case of multiple applications in a 10 km stretch. only 1

access lo be given al every 10 kms, however multiple tacilities can be onboarded if
they lie on an existing service lane.

The access permission shall be provided as per Existing MoRT&H's access
permission guidelines.



Annexure ll

Delails to be provided by service providers for registration.

'1. Basic details
a. Name of establishment
b. Name of applicant
c. Name of owner (it different from applicant), with prool of ownership
d. Complete address (as per GST certificate)
e. City
f. Stale
g. Pincode
h. Contact number
i. Email lD
j. PAN number (with PAN card)
k. GST number (with GST document)
t. Proof of licenses required tor restaurant / food court / dhaba (listed in

other requirements below)
m. Proof of licenses required for fuel station (listed in other requirementi

below)
n. Prool of licenses required for convenience store (lisled in other

requirements below)
o. Prooi of licenses required lor Trauma Centers (listed in other

requiremenls below)
p. FSSAI valid upto (date), if applicable
q. Total site area
r. Area of restaurant / food courl / dhaba (sq. ft.)
s. Area of fuel station (sq. ft.)
t. Parking area (sq. ft.)
u. Nature of land certiiicate

2. Contact person details
a. Name
b. Contac't number
c. Email lD

3. Bank Accounl Details
a. Name of account holder
b. Accounl number
c. Account type
d. Bank name
e. Bank branch
t. IFSC Code

4. lmages of the establishment, as applicable
a. Layout map
b. Fronl area
c. Fuel slation
d. Kilchen
e. Seating area
l. Parking



s. Toilet
h. Drinking water booth
L Baby care room
j. Other

Olher requirements

S.No" Facilily Requ iremenls

1 Restauranl / lood court /
dhaba

. FSSAI certilication

. Eating house license

. Fire safely license (Fire NOC)

. Heallh / Trade license

. Shop and eslablishment license

z Fuel station
. Location certificate
. NOC irom District Magistrate
. NOC from Municipal Corporation

Depariment
. Fire safety license (Fire NOC)
. NOC from Police Depa(ment
. Certitied copy ot fuel station

certificate showing details of
acceleration, deceleration Ianes,
service road (if provided), bulfer
slrip, fuel pump, oifice, kiosk, air
and water supply, drainage details,
signages and markings

3 Convenience store
. Trade License
. Registration certificate under The

Shops and Establishment Act, 1953
. FSSAI License

4 Trauma Centers
. Registralion under clinical

establishmenl act, 201 7
. Registralion under companies act,

2013
. Registralion under socielies

registralion act, 2001 (if applicable)
. Fire safety license (Fire NOC)
. Electricity and Water Supply

permissions from concerned
municipalities

. Sewage permission from local
aulhorilies

. FSSAI license for operating of
kitchen (il applicable)

. Pharmacy registration license (ii
appiicable)



Criteria for evaluation of service providers

Reslaurantlfood court/dhaba

Annexure lll

Sr.
No.

Parameler Compliance
(Y/N)

Perceived
Rating for
adherence lo
Compliance
(scale ol 1 to
5)

Remarks

a

Sale of finished
products/packaged
goods at MRP

5- lf products are being

sold at IV1RP and are in
good condition with
proper storage

1 - ll the products

being sold are expired
and above MRP

b
CCTV surveillance in
front oi the reslaurant

5 * Working camera
and covering &

recording the iront
entrance clearly

1 - No camera in the
front entrance

c
FrequencyiSchedule

of cleaning

5 * Daily cleaning done,

and proper charl
maintained

'I - No proper charl
maintained, dirty tacility

d
Ensuring cleanliness
and hygiene in Kitchen

5 - Daily cleaning done,
and proper chart
maintained

1 - No proper chart
mainlained, dirty facility

ll lood and beverage q lf all FSSAI



e

items sold adhere to
required slandards
quality and hygiene a
prescribed by the
extant guidelines o
Food Safety and

Standards Aulhority
lndia and othe
relevant aulhorities.

uidelines fo

restaurants are being

llowed

'I - It FSSAI guidelines

e being flouted

Toilet

t. Seating Condition

5 - Properly mainta;ned

seats and tables

1 - Damaged seals and

tables

Sr.
No.

Parameter Compliance
(Y/N)

Perceived
Rating lor
adherence to
Compliance
(scale ol 1 lo
5)

Remarks

Provision ol signage
"Maintained by {Name of

Agency) contacl details of

owner and NHLML ZO

b
Frequency/Schedule

cleaning
o{

Daily cleaning

1 * Dirly facility with
no regular cleaning

done

c

Maintenance
washroom
card

oi
inspection

5 - Daily cleaning
done, and proper

chart maintained

1 * No proper chart
maintained, dirty
facilily



5 - Clean running

ater available
d Water availability in toilet 1 - Clean waler no1

available/ damaged
ps

5 - Properly working

lights

1 - Lights not

working properly

leading lo dingy
washrooms

lndoor and

Lighting
Outdoor

Quality and working

condition of
fittings/accessories

5 - Properly working

filtings of good

brands

1 - Damaged fittings

t

Sr.
No.

Parameter Compliance
(Y/N)

Perceived
Rating for
adherence to
Compliance
(scale ol 1 to 5)

Remarks

a
Adherence to Fire

Safety guidelines

5 - Following MoPNG

fire safety guidelines

1 - Nol following
proper {ire safety
guidelines

b Cleanliness

5 - Daily cleaning

done, and proper charl
maintained

1 - No proper chart
mainlained, dirty
facilily

vailability of EV
5 - EV Charging
facility available

Fuel Stations



Charging Station '| - EV Charging
lacility not available

Parking

Baby Care Room

Compliance Perceived Rating
or adherence to

Sr.
No.

Parameter Compliance
(Y/N)

Perceived
Rating lor
adherence to
Compliance
(scale of 1 to
s)

Bemarks

a
Availability of adequale
parking area

5 - lf area guidelines

are followed as per

Annexure 1

1 - ll area guidelines

are not being followed

b
Condition of parking

area (road, pavement)

5 - Properly
mainlained parking

atea

1 - Broken road, no
pavement etc.

C Condition of Lighting

5 - Properly working
lights

1 - Lights not working
properly

d Parking signs
5-
signs
per

Proper parking

maintained as

Sr.
No.

Parameter
(Y/N)

Compliance

Remarks



scale o{ 1 to 5}

5 - Daily cleanin

done, and proper cha

maintained

1- No orooer chart

lmaintained.

lracilitv
I

sl
rt

dirty

a Cleanliness

5 - Properly working

lights

1 - Lights not working

properly leading to
dingy conditions

b Lighting

c
Baby Friendliness
(No sharp edges)

Trauma Cenlers

RemarksPerceived Rating
for adherence to
Compliance
(scale ol 1 to 5)

Compliance
{Y/N)

Sr.
No.

Parameter

5 - Daily cleaning

done, and proper chart

maintained

1 - No proper cha(
maintained, dirty

facility

a Gleanliness

5 - Properly working

lights

1 - Lights nol working

properly leading to
ingy conditionsd

lndoor and Outdoor

Lighting
b

- ll DGHS guidelines

lor doctors in Trauma

Centers is being



c vailabilily oi doctor ollowed

1 - lf DGHS guidelines

or doctors in Trauma
Centers in bei
ollowed

d
Adherence to
minimum bed criteria

5 - ll the criteria
mentioned in

Annexure 'l is being
loliowed

1-lf the
menlioned
Annexure 1

being lollowed

criteria
in

is not

E

Adherence
government

regulations

to

5 - lf DGHS guidelines

for Trauma Cenlers
are being iollowed

1 - lf DGHS guidelines

is not being followed

i
Separale toilets
ladies, genls

Divyangjan

for
and



Annexure lV

Details required for renewal of registration.

1. Any changes in details provided during registration / previous renewal,
including but not limited to expansion in facilities and new licenses

2. Past digilal registration certificates
3. lnspection reports for lhe last 24 monlhs
4. Average monthly rating from commuters for each parameter for the last 6

months



Annexure V

Location wise paramelers on which customers will provide feedback on a scale of

1-5 through lhe Humsafar Platform (Websile or App).

a. Parking Area:

. Availability of adequate parking space

. Well-lit with clear signage

b. ReslauranVfood courydhaba, if applicable:

. Availability of seating area

. Cleanliness of seating area

. Quality of food served

. Variety of iood

. Quality o{ service Provided

. Payment experience

c. Convenience store, i{ applicable

. Availability of relevant products that customers use during longer
road iourneys

. Adequate space for movemenl in store

. Cleanliness and hygiene of store

. Paymenl experience

d. Toilets

. Well lit, clean and hygienic

. Maintenance of toilets

. Availability of amenities like mug, soap dispenser

. Gender sensitive

e. Baby care room

. Well-lit and ventilated

. Presence ol seating area

. Availability of amenilres tit<e tante, dust bin etc

l. Trauma Center reception, if applicable

. Cleanliness and hygiene

. Availability ot medicines

. Availability of physicians


