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1. Introduction

For improved sanitation services in urban areas, faecal sludge management is very essential and
needs to be managed safely. In Tamil Nadu (TN), nearly 70% of households are dependent on onsite
sanitation system (OSS). In the OSS system, the sludge is collected in a septic tank or in a pit. Over
time, the sludge needs to be emptied from the tank to avoid overflow, blockages and backflow of
the sludge into the toilets.This service should be provided by licensed desludging operators (DSO) in
adherence with the Septage Management Regulations and Operative Guidelines, 2023.

The Government of Tamil Nadu is dedicated towards providing improved and safe sanitation
services. In adherence with the Prohibition of Employment as Manual Scavengers and their
Rehabilitation Act, 2013 (PEMSR Act) and the Tamil Nadu Prohibition of Employment as Manual
Scavengers and their Rehabilitation Rules, 2022, the Municipal Administration & Water Supply
Department issued the Septage Management Regulations and Operative Guidelines, 2023. The
guideline mandates ULBs to ensure that desludging services are provided by licensed desludging
operators (DSOs) only.

Due to lack of knowledge/ awareness on safe desludging options, many households rely on
unregulated service providers and informal workers to clean the septic tanks through manual entry.
This is in contravention of the Prohibition of Employment as Manual Scavengers and their
Rehabilitation Act, 2013 (PEMSR Act) and is also illegal. As untrained sanitation workers may not
follow proper procedures or use protective equipment, they face significant health and safety
hazards.

Manual scavenging is a highly exploitative and inhumane practice that violates basic human rights,
so all desludging activities should only be done mechanically.

2. Statutory Provisions

The Prohibition of Employment as Manual Scavengers and their Rehabilitation Act, 2013 (hereafter
referred to as PEMSR Act) was enacted for the prohibition of employment as manual scavengers,
rehabilitation of manual scavengers and their families and the act provides various statutory
provisions to address the issue and enforce penalties for violations.

Under section 7' of the PEMSR Act, it is explicitly stated that no person, local authority or any
agency shall engage or employ either directly or indirectly any person for hazardous cleaning of a
sewer or a septic tank. Section 9° of the PEMSR Act deals with the punishments for contraventions
of the provisions of Section 7.

ISection 7 (PEMSR Act,2013) — No person, local authority or any agency shall engage or employ, either directly or
indirectly, any person for hazardous cleaning of sewer or a septic tank. “Hazardous Cleaning” is the manual cleaning of a
sewer or a septic tank without the protective gear, cleaning equipment, and observance of safety precautions prescribed
under the Rules.

*Section 9 (PEMSR Act, 2013) — Whoever contravenes the provisions of Section 7 shall for the first contravention be
punishable with imprisonment for a term which may extend to two years or with fine which may extend to two lakh
rupees or with both, and for any subsequent contravention with imprisonment which may extend to five years or with
fine which may extend to five lakhs rupees, or with both.
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Furthermore, if a person engaged in manual scavenging belongs to the Scheduled Castes (SC) or
Scheduled Tribes (ST), the provisions of the Scheduled Castes and the Scheduled Tribes (Prevention
of Atrocities) Act, 1989 also apply.

In cases where a worker is forced into manual entry into a septic tank and an accident result in the
worker's death, the applicable provisions of the Indian Penal Code (IPC) come into effect. The
specific provisions of the IPC would be invoked to address such incidents and hold the responsible
parties accountable.

3. Compensation to be given in the event of casualty

No manual entry is permitted into the septic tank. In case a worker dies while cleaning a septic tank/
sewer, as per G.0. (Ms) No. 83, MA&WS (MA2) Dept., Dt: 07.06.2022, a compensation of Rs.15 lakhs
shall be paid as per the stipulations contained in the G.O.

4. Who is Service Seeker?

Service seeker means an individual consumer or institution seeking sanitation services from urban
local body or private company/operator to undertake a sanitation work including
cleaning/maintenance of community/institutional/public toilets, septic tank, STP/FSTP, sewer and
open drainage system etc.

5. Scope of the Document

This Standard Operating Procedure (SOP) is a step-by-step guide for service seeker to seek cleaning
and maintenance services for septic tank. This document covers all the necessary instructions and
procedures to be followed by the sanitation service seeker.
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6. Guidelines for the General Public and Private Establishments

Service seekers may seek desludging service by calling through Toll Free No. “14420”/ App and
register for the following services namely:

e Desludging of septic tank.

e Incident reporting of un-safe cleaning of sewer/septic tank practice.

e Grievance redressal.

6.1. Desludging of Septic Tank

e Provide the name, address and contact number to the telephone operator along
with details of the approximate size of the septic tank, access to the property (Road
width — Narrow/wide), etc.

e Safely keep the booking ID / PIN number provided by telephone operator.

Registration of request/complaint

Dear Customer, Your service request/complaint has been registered
with the booking ID:XXXXX. Your request is assigned to (DSO NAME,
Vehicle No. & Contact No.). Your PIN number for this service request is
XXXXXXX. Please share this PIN with DSO after completion of the work
and make the payment).

e Show the location of the septic tank to the worker.

o Allow the worker to access an electric point to use their equipment.

e Do not allow the manual entry into septic tank/pit.

e Ensure the lid of the septic tank is sealed properly by the worker after desludging.
o After completion, pay the desludging fees and collect the receipt.

e Provide the PIN number to the worker upon completion.

e Sign the undertaking form and hand over to the DSO.(Annexure 1)

6.2.Incident reporting of unsafe cleaning of sewer / septic tank practice

e Provide the name and contact number of the complainant to the telephone
operator.

e Location and Date of the incident.

e Photo or any proof could be shared if possible.

e Safely keep the booking ID /Complaint number.

6.3. Grievance Redressal

e Sewerage related complaints such as overflowing maintenance hole or
missing/damaged maintenance hole cover.
o Provide the name and contact number of the complainant to the telephone
operator.
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o Location of the maintenance hole with nearest landmark.
o Safely keep the booking ID /Complaint number.

e Unsatisfactory desludging service provided by the operator which may include the
following reasons, namely:

o After desludging, the lid is not closed properly.

o Ifthereis any spillage.

o The work site is left unhygienic without proper cleaning of the spillage
using the proper absorbent materials. (Eg. The top of the cover and the area
around the septic tank is not sprayed with chlorine solution).

o Any other reason which you would like to report to Toll Free No. 14420.

7. Nudge and Feedback messages

The service seeker will receive the nudge messages through App/ SMS/ WhatsApp
(illustrations as shown in Annexure Il)/telephone operator as mentioned below.

Nudge Message

1. Do not allow the worker/s to enter the septic tank. In case the worker insists or enters the septic
tank, please call Toll Free No. 14420 immediately and report the incident.

2. In case of any emergency or accident during desludging please call an Ambulance service (108),
Fire & Rescue Department, Police Department, Toll Free No. 14420/ Duty supervisor
immediately.

3. In case your septic tank does not have an openable lid, the workers will break through the cover.
It will be your responsibility to seal it completely.

4. please check if the worker is wearing body protective coverall (uniform),mask, safety glass,

safety helmet, nitrile gloves and gum boots.

Please provide the worker with access to an electric point to connect their equipment.

Do not go near or allow anyone other than the worker/s near the desludging site.

Do not light fire/flame near the site during desludging.

Please offer the workers drinking water, and soap & water to wash themselves, in case required.

After completion, please read and sign the undertaking form presented to you by the workers.

L NN

The service seeker will receive feedback message as mentioned below.

Feedback message
Are you satisfied with the work done? (Yes/No), If no then call Toll Free No. 14420
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Annexure |

Undertaking to be signed by the service seeker, after the DSO completes the service request.
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Annexure ll

Nudge Message sent through WhatsApp (Illustration)

Responsibility as Service Seeker

call on 14420 o0 report illegal &

unsafe septic tank/sewer cleaning
activity

Call on 108, 14420/ Duty supervisor,

Fire & Rescue Department, Police
Department, immediately In case of any
emergency or accident during desludging

If septic tank does not have an
openable lid, the workers will break
through the cover. It will be your
responsibility to seal it completely

Do not go near or allow anyone other
than the worker/s near the desludging
site.

Mask

A

Nitrile Gloves

A

Gum Boots

A

Please offer the workers drinking
water, and soap & water to wash
themselves, incase required.

Please provide the worker access to
an electric point to connect their
equipment

After completion, please read and
sign the undertaking form presented
to you by the workers.

Do not light fire/flame near the site
during desludging.

» Safety Helmet

» Safety Glass

» Protective Coverall

Check if the worker is wearing uniform, mask, glasses, helmet, gloves and boots.
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