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01 Executive summary




DOST Service focused on structured training with hands-
on practical learning

Samsung’s DOST Service initiative, is a long-running skilling programme implemented by Samsung’s Customer Satisfaction (CS)
Team to train youth in service, repair, and installation of Samsung products.

Grant Thornton Bharat was engaged by Samsung to conduct an impact assessment of the DOST Service programme. The study
involved a mixed-methods approach, including desk review of programme documents, development of structured tools, and extensive
beneficiary interactions. A total of 282 respondents were surveyed.

* 89% stated that the programme provided relevant knowledge® The programme has created positive post-training pathways:
and skills 31% are currently employed, 30% have moved to higher
* The On-the-Job Training component stood out as a major education, and 13% have entered self-employment
strength: 47% rated OJT as ‘Very Good’ and 41% as ‘Good’,* The programme effectively reached the right beneficiary
reflecting consistent segment: 63% ITl-qualified, 35% graduates
. High improvement was reported in verbal communication (73%
Very Good/Good), technical knowledge (60%), soft skills (54%),
and non-verbal communication (54%).

DOST Service programme is a relevant, industry-aligned, and impactful model that successfully bridges India’s technical skill gaps. Through
modern labs, structured curriculum, and quality OJT, the programme equips youth with market-ready service skills and strengthens long-term
employability pathways in one of India’s fastest-growing technical sectors.
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Rationale for DOST Service

India’s fast-growing electronics and home-appliance market faces a persistent shortage of job-ready service technicians. Many young people complete
only theory-based technical education, lacking hands-on training, access to updated equipment, and exposure to actual service-centre workflows.
Repair, installation, and diagnostics increasingly require specialised skills as devices become more complex and digitally integrated.

Need for sector alighed opportunities Further need for support There has been a rise in the percentage of
employability

As per the Skills for the Future Report (2025), According to the 2024 TeamLease Electronics The India Skills Report 2026 states that
88% of India’s workforce is in low Sector Report, India faces a skill deficit of employability has changed from 46.2% in
competency jobs, and only 10-12% are in nearly 10 million trained professionals in 2020 to 56.3% in 2026. This highlights that

high-skill roles, highlighting the urgent need the electronics and appliance ecosystem. while there has been an improvement, there
for sector-aligned skilling pathways. is still potential to improve the employability
further.

The DOST Service programme directly addresses these national challenges by embedding industry-curated technical training within
State Government ITIs and MSME centers, ensuring students have access to modern labs, real Samsung equipment, and updated
curricula aligned with service-center standards. The programme further closes the theory-practice gap through mandatory one-month
On-the-Job Training at Samsung Service centers, where trainees gain authentic exposure to diagnostics, repairs, installations,
customer communication and workflow management.

Sources:

wheebox.com/assets/pdf/ISR_Report_2026.pdf
https://degreeapprenticeship.teamlease.com/public/blog-detail/electronics-industry-skills-gap-in-india
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DOST
Service

Objective:

Samsung’s DOST Service initiative, also known as
the Samsung Technical School (STS), is a
long-running skilling programme implemented by
Samsung’s Customer Satisfaction (CS) Team to
train youth in service, repair, and installation of
Samsung products.

Implementation model
The project operates through two training models:

* ITI Model: Implemented in partnership with 16
state governments across 22 ITls. Samsung
provides trainers, equipment, training Kkits,
scholarships, and curriculum support.

 MSME Model: Implemented across 12 MSME
centres in 11 states (2014-2023).

Sources:

https://www.samsung.com/in/microsite/sapne-hue-bade/sts/?srsltid=AfmBOooaymcXJAOVITmPgXQSz700ZaZ_4ujfkDm7e60-s7DAHjbdoNvY7

The students are provided
with the opportunity to learn
on the latest mobile phones,
audio visual and home

appliance products. The
training covers areas such as
repair, troubleshooting and
installation.



https://www.samsung.com/in/microsite/sapne-hue-bade/sts/?srsltid=AfmBOooaymcXJA0vTmPgXQSz7O0ZaZ_4ujfkDm7e6o-s7DAHjbdoNvY7
https://www.samsung.com/in/microsite/sapne-hue-bade/sts/?srsltid=AfmBOooaymcXJA0vTmPgXQSz7O0ZaZ_4ujfkDm7e6o-s7DAHjbdoNvY7
https://www.samsung.com/in/microsite/sapne-hue-bade/sts/?srsltid=AfmBOooaymcXJA0vTmPgXQSz7O0ZaZ_4ujfkDm7e6o-s7DAHjbdoNvY7
https://www.samsung.com/in/microsite/sapne-hue-bade/sts/?srsltid=AfmBOooaymcXJA0vTmPgXQSz7O0ZaZ_4ujfkDm7e6o-s7DAHjbdoNvY7
https://www.samsung.com/in/microsite/sapne-hue-bade/sts/?srsltid=AfmBOooaymcXJA0vTmPgXQSz7O0ZaZ_4ujfkDm7e6o-s7DAHjbdoNvY7
https://www.samsung.com/in/microsite/sapne-hue-bade/sts/?srsltid=AfmBOooaymcXJA0vTmPgXQSz7O0ZaZ_4ujfkDm7e6o-s7DAHjbdoNvY7
https://www.samsung.com/in/microsite/sapne-hue-bade/sts/?srsltid=AfmBOooaymcXJA0vTmPgXQSz7O0ZaZ_4ujfkDm7e6o-s7DAHjbdoNvY7

Key aspects of the training

Training includes both theoretical instruction and OJT at the nearest Samsung Service Center. The curriculum is curated by
Samsung. The courses under the programme are:

The courses under the programme are:

Audio Visual (AV) - 1 month 1 month
TV, Soundbar

Handheld Products 3 months 1 month
(HHP) - Mobile,
Tablet, Smartwatch

Room AC & Home 3 months 1 month
Appliances (RACHA)



03 About the assessme




Grant Thornton Bharat LLP was appointed by Samsung India to
conduct an impact assessment of DOST Service

Assessment objectives:

Understand the programme, its
activities, key outcomes, model
of implementation, type of
documentation etc.

Evaluate beneficiary feedback
on the support provided under
each programme.
Evaluate sustainability
impact of the programme.
Identify critical factors, gaps,
and possible methods of
improvement.

and

Organization for

Economic

Co-operation

and Development (OECD)

Development Assistance Committee (DAC) framework was employed to
evaluate the impact of the projects.

The key parameters for the assessment were:

Relevance

To what extent were the objectives of the projects
suitable as per the need of the area/ beneficiaries?
Were the activities and outputs of the projects
consistent with the overall goal and objectives?

Effectiveness

To what extent were the objectives achieved / were
likely to be achieved?

What were the major factors influencing the
achievement or non-achievement of the objectives?

Efficiency

Have the process been documented thoroughly, with
controls and checks in place?

Was the programme or project implemented in the
most efficient way compared to alternatives?

Impact

What has happened because of the programme?
What real difference has the activity made to the
beneficiaries?

Sustainability

To what extent did the benefits of a programme or
project continue after donor funding ceased?

Major factors influenced the achievement/ non-
achievement of sustainability of the programme or
project?

Coherence

Is the programme aligned with any national goals?
Is the programme aligned with any global policies/
guidelines?

10



Methodology followed

Inception meeting with Samsung CSR
team to gain better understanding of the
project

Review available project documents
and relevant reports

Study design including identification of
key stakeholders and areas of enquiries
in consultation with the team.

Define sample size and detailed
methodology for data collection

Develop tools and take approval from
the team.

Train and orient field teams on data
collection to ensure efficiency and
standardization across interactions.

Conduct interactions and surveys using
the data collection tools (both
qualitative and quantitative).

Adhere to the data collection plan and
quality assurance protocols.

Clean, verify and validate data.

Phase'3

Data analysis to identify relevant trends
and key statistics.

Submission of draft impact assessment
report with data analysis.

Incorporating comments made on the
draft report by the team

Submit and present the final report.

11



Coverage

Interaction tools covered the following aspects:

Demographic profile

Awareness & motivation

Programme relevance & delivery quality

Training Exposure and Participation

On-the-Job Training (OJT) Experience

Skill Improvement and Behavioral Outcomes
Satisfaction with Training and Programme Delivery

Following stakeholders were covered through qualitative
interactions:

Implementing partners — Mr. Krishan Kant Narwal, Mr. Ravinder
Kumar, and Mr. Lalit Mohan Arora
Samsung project team

The quantitative telephonic interactions were conducted with

Sample target Sample covered
(calculated basis 95%

confidence and 5%
margin of error)

North 78

South 47
281

East 80

West 77

Total 281 282

12
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Respondent profiling

Gender and age profile

69% respondents identified as male
and 31% female. Additionally, the
programme engaged a predominantly
young workforce, with 63% of
participants between 20 - 23 years,
reflecting strong outreach to
early-career youth preparing to enter
the service sector. Another 33% fell in
the 24 - 27 age group and a smaller
segment, 5% aged 28 years and above

Location

Respondents were covered from all four
regions covered across the country.
Most respondents are concentrated in
West Bengal (17%), Uttar Pradesh (15%),
and Maharashtra (11%). States such as
Gujarat, Bihar, Karnataka, and Kerela have
a smaller shares.

Family income

17% reported a family income between
INR 3,00,000 and 5,00,000, 23% reported
between INR 1,00,000 and 3,00,000, and
1% reported an income above INR
5,00,000. Additionally, 7% had family
income below INR 1,00,000. 51% of
respondents did not disclose their annual
family income.

14



Programme outreach

15



Relevance

Relevance based on need and interest

Qualification

1%

The training choices were as follows:

47% enrolled in Room AC & Home Appliances,
30% in Handheld Products, 23% in Audio-Visual

This distribution shows that participants selected job
roles closely matching their aspirations and prior
capabilities. The programme engaged a technically
= 10th Pass 12thPass = Graduate = [Tl inclined youth and directed them toward the most
relevant service-sector job pathways.

* The DOST Service programme clearly reached
the segment for whom the intervention was most
relevant.

e A substantial 63% of respondents were

ITl-qualified, and another 35% were graduates. 100% female respondents shared that they received additional

1% were 12'" pass. scholarship support for joining the DOST Service programme.
« This indicates that that the programme attracted This indicates that the programme’s gender-inclusive design

youth with the foundational technical or elements are reaching the intended beneficiaries effectively.

academic background suited for service and
installation roles.



Effectiveness

Effective implementation of the programme

* Respondents expressed strong appreciation
for the trainers, with 45% rating their ability
to teach and communicate as very good and
another 43% rating them as good. This
shows that the vast majority found the
trainers effective, supportive, and clear in
their teaching approach.

e Around 11% rated the trainers as average,
indicating some room for improvement,
while no one reported a poor experience.

Overall, the feedback reflects a high level of

confidence in the trainers’ competence and

communication skills.

Did the training programme provide you with
relevant knowledge/skills?

11%

= Yes Maybe

How would you rate the trainers, in their ability
to teach and communicate?

= Very Good
Good

= Average

* 89% of respondents said that the training
programme did provide them with relevant
knowledge and skills, showing that the
content and delivery were highly effective
for most trainees.

* Another 11% responded with “maybe,”
suggesting that while they gained some
value, they may need more practice or
advanced training to feel fully confident.
Importantly, no one said that it did not
provide them knowledge/ skills.

This indicates that all participants felt the

programme offered at least some degree of

relevant and useful learning.

Respondents rated:

73% as Very Good/Good for  Verbal
Communication Skills. Communication is the
strongest outcome area, with nearly three-quarters
reporting high proficiency, showing clear success of
training modules focused on customer interaction
and clarity of explanation.

Additionally, 60% rated Technical Knowledge on

Subject Matter as Very Good/Good. The
programme is clearly strengthening technical
competence required for service roles.

Further, 54% rated soft skills as Very Good/ Good.
Majority of respondents report positive
improvement in soft skills, showing that the
programme effectively strengthened workplace
behavior, customer handling, and service etiquette.

17



Efficiency

High efficiency in the programme delivery
and other aspects

/Training delivery - Training is delivered within partnered ITIs and MSMEs, using\

OJT was an important component of the programme, offering trainees a structured combination of theoretical and practical sessions designed and
five months of hands-on exposure in real Samsung retail stores where supported by Samsung. Each center follows a standardized delivery schedule,
they could apply classroom learning directly at workplace. with students trained in classrooms and practical labs set up as Samsung

Technical Schools, fully equipped for product demonstration, repair practice,

* During the On-the-Job Training (OJT) phase, trainees transition to ) .
\and diagnostics.

hands-on work at the nearest Samsung Service Center, where they
apply the technical skills learned during their classes.

* Each trainee completes one month of OJT under real service-center Training curriculum - Training content is fully curated by Samsung, ensuring
conditions, working directly with Samsung products and service

alignment with the skills required in real service centers. The curriculum spans
workflows. Under this arrangement, students gain exposure to device four major course tracks: AV (Audio-Visual) — TV and Soundbar installation &
diagnostics, repair procedures, installation practices, customer service repair, HHP (Hand-Held Products) - Mobile, Tablet, Smartwatch repair,
interactions, and the operational protocols followed within authorized RACHA (Room AC & Home Appliances) — AC, refrigerator, washing machine,
service environments. dishwasher, microwave, vacuum cleaner installation & repair.

e Samsung is responsible for supplying and maintaining the equipment /
and training infrastructure that prepares students for this OJT, ensuring
alignment between classroom tools and the service-center
environment.

What makes it different from our traditional classroom approach is the
strong industry connection and the hands-on exposure that Samsung brings
LLUCRSI SR RICIMIERCANEEUECITUC MUCIEHCICCR L RRCI-EEUI into the institute. The curriculum is practical, updated, and closely aligned
e AL AEALRES ISR C -SSR SN (0 the actual service-center environment, which is something the regular

Good’and another 41% marking it‘Good'. Only 12% rated it ‘Average" courses often lack. The availability of actual equipment, tools, and product
This positive feedback indicates that OJT was implemented consistently
and effectively across service locations. The structured deployment,
store-level support, and hands-on exposure helped strengthen

real-world service capabilities. - Krishan Kant Narwal, ITI Delhi

units has made the learning experience far more engaging and meaningful
for our students.




Impact

The programme impacted the ability to get
employed and overall confidence

After completing the training, respondents
moved into different pathways. 31% are
already employed, showing that many
were able to enter the workforce soon
after the programme.

30% respondents chose to continue their
education, suggesting that a large number
see the training as a base for further
growth.

About 22% are currently looking for jobs,
and this group would benefit most from
additional placement support and
employer connections.

Meanwhile, 13% have started
self-employment, indicating that the
training helped some trainees begin their
own repair or installation work.

Overall, 74% of respondents
are either working or pursuing
higher

positive

studies, showing

post-training
outcomes, while still
highlighting the need to
support those who are actively
seeking jobs.

Current Employment status

= Employed

Higher
education
= Looking for

jobs

= Self-employed

Unemployed

Key indicators evaluated

Respondents also rated various aspects of
impact that the training contributed towards -

Enhanced confidence level with 69% as Very
Good/Good. Confidence is the strongest

outcome, suggesting that repeated customer
interactions, scripting, and escalation routing
during OJT are working well.

Skill. enhancement with 60% as Very
Good/Good. A clear majority reports strong skill
gains, indicating that the service curriculum and
on-floor practice translating into usable,
task-level capabilities

Social recognition with 57% as Very
Good/Good. Most participants felt improved
social standing consistent with formal roles in
organized service environments and visible
customer impact.

19



Sustainability

Sustainable futures and programme coherence

Elements of sustainability

Durable technical and service skills: Trainees
develop hands-on capabilities in diagnostics,
repairs, installation, and customer service - skills
that hold long-term value across electronics and
appliance service industries.

Strong OJT experience supports long-term
employability: With 47% rating OJT ‘Very Good’
and 41% ‘Good’, trainees gain real workplace
exposure that builds confidence and prepares

them for employment beyond the programme.

Positive behavioural and social outcomes that
endure: High gains in confidence (69%), skills
(60%), and social recognition (57%) suggest that
beneficiaries carry forward improved self-belief,
professionalism, and community standing long
after completion.

Alignment with goals

Aligned with national priorities (Skill India,
electronics sector skilling):The programme
strengthens India’s workforce for high-growth
electronics and appliance service sectors by
creating skilled technicians ready for industry
deployment.

Industry-institution partnership model:
Samsung provides trainers, tools, equipment,
labs, and curriculum, while ITIs/MSMEs provide
classrooms and student access, creating a
seamless public-private delivery model.

Aligned with global sustainability goals
(SDGs): By providing industry-relevant technical
training, expanding opportunities for youth, and
enhancing female participation  through
scholarships, the programme contributes to -
SDG 4: Quality Education, SDG 8: Decent Work &
Economic Growth, and SDG 5: Gender Equality.

20



Case studies and success stories...

The training was well structured and formulated

“The training was provided in a
structured manner. The trainers helped
us understand the course well. It was a
great experience. | am currently working
with Maruti Suzuki.

| am happy that | joined the course and
was able to learn the right skills
essential for my line of work and career
progression.

-Ankur Chetia, 25, Assam

| have a strong base on the required skills

“The six-month training gave me a strong base
in mobile repair and diagnostics, but what
helped me the most was the on-the-job
training, which | rated as very good. During
OJT, | got real exposure to service-center
operations, customer issues, and practical
troubleshooting. This hands-on learning
helped me understand job expectations
clearly and built my confidence. The

programme improved all my skills. | also :

received a certification and scored around
85% in my assessment. Today, | am working
full-time as a Process Quality Controller with
Vivo Vendor - BPL, earning 24,000 per
month. | strongly feel that the DOST training
contributed to a large extent in helping me
secure this job and become more confident
and job-ready.”

- Vimal, 22, Uttar Pradesh

21



Conclusion

The DOST Service Programme, implemented through Samsung’s partnership with ITls across multiple states, aims to equip
young people with practical skills in mobile repair, AV systems, and home appliance servicing. By combining structured
classroom training with real on-the-job experience at Samsung Service Centres, the programme offers a strong pathway for
learners to build technical capability and workplace readiness.

The programme’s practical components have been especially valuable. OJT quality received exceptionally strong feedback,
with 47% rating it ‘Very Good’ and another 41% as ‘Good’, confirming that hands-on experience is a core driver of learning and
retention. Graduates are also moving into multiple long-term pathways: 31% are now employed, 30% have enrolled in higher
education, and 13% have begun self-employment, indicating that the programme contributes not only to immediate job
readiness but also to expanded career mobility. Further, improvements in personal and social outcomes such as 57%
reporting higher social recognition and 50% stating the programme strengthened their ability to secure a job show that the
training influences more than technical capability; it enhances confidence, aspirations, and long-term professional identity.

Overall, the impact assessment highlights that DOST Service is a coherent, industry-aligned and sustainable skilling
model that meaningfully equips youth for India’s fast-growing electronics and home-appliance service sectors.
Through its blend of practical training, upgraded ITI infrastructure, industry-standard tools, and OJT exposure, the
programme continues to create a steady pipeline of skilled technicians who are better prepared, more confident, and
more capable of progressing in the service ecosystem.

22
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Notice to the reader

* This report is with restrictive circulation and has been prepared exclusively for Samsung India Electronics Private Limited (Samsung
India) as part of the engagement. It should not be used, reproduced, or circulated for any other purpose, in whole or in part, without
prior written consent if used or referred for any other inference / study as an input or reference document. Grant Thornton Bharat
LLP would only give such consent after full consideration of circumstances.

* The information collected for this study is through field visits, interactions with the project team, interviews with stakeholders,
facilitated by Samsung and its Partners. We have relied on the information shared by these sources.

* The scope of work here does not constitute an audit or due diligence of the information shared, hence information received from the
various sources was believed to be accurate.

* The recommendations provided as part of the assessment exercise may be implemented after an analysis of prioritization. The
decision to implement the recommendations is the responsibility of the management of Samsung India.

* Field visits were conducted in cognizance with Samsung India’s prior acceptance on approach, methodology, coverage plan, tools
and indicators.

* Owing to communication gap and the inherent human instinct to report everything as above-expectations and glitch-free, it was
challenging to make interviewees understand the purpose of the survey and ensure that correct data was accordingly gathered.

* Grant Thornton Bharat LLP holds no responsibility on accuracy or sanctity, or authenticity of information provided by Samsung or
implementing partner or stakeholders covered or any other party involved, and results / references drawn basis the same.

* This report should not be considered as an expression of opinion on any form of assurance on the financial statements of or on its
financial or other information.

* This Report has been prepared solely to address issues specific to the Client and may not have addressed issues of relevance to
any other person or entity. Any person or entity that is not a party to our engagement letter with the Client shall have no right to
enforce any of its terms against us.

24



ools used for the study

Qualitative tools for trainees

1

What motivated you to join the DOST Service training program?
Probe: Interest in technical skills, job prospects, financial needs, influence of family/friends.

What were your expectations before starting the training? Were they met?
Probe: Skills hoped to gain, certification, placement opportunities.

How would you describe your classroom training experience?
Probe: Quality of teaching, clarity of technical concepts, hands-on practice, language comfort.

What was your experience during On-the-Job Training (OJT) at the service center?
Probe: Practical exposure, support from mentors, relevance to real service tasks.

Did you face any challenges during the training or OJT? How did you overcome them?
Probe: Travel issues, financial constraints, technical difficulties, gender-related challenges.

How has the training impacted your technical skills and confidence in handling Samsung products?
Probe: Ability to repairfinstall, troubleshooting confidence, customer interaction skills.

Can you explain what role did the training play in your overall career development?
Probe: skill enhancement, overall growth

What changes or improvements would you suggest for the training program?

How do you see your career progressing after completing this program?
Probe: Aspirations for technical roles, entrepreneurship, long-term goals

. Overall, how satisfied are you with the program?

Probe: Ask for rating and reasons behind satisfaction or dissatisfaction.

Samsung Dost services - Tools 2
Quantitative tool for trainees 3
Respondent profile 4
1. |Name Text
13. LG you receive on-ne-jon wamning ¢ - Tes (Nexiguestuon) 5
2. |Age Numeric - No (Skip to Q24)
3 |Gender _ Male 14. gﬁ?e of the Samsung Service center where you did |Text 6
- Female 7
_ Other 15. |For how long did you receive the training? (months) |Numeric
Given below are a list of indicators on outcomes that may have occurred due to the vocational trail 8
4. |PWD status - Yes
program. Please rate them based on how much change you can see or experience in those outco)
- No indicators, after the initiatives of the project, on the following scale. g
5 — Very High, 4 —High, 3-Moderate, 2-Low, 1- Very Low, 0- None
5. |(For females and PWD) Did you receive any - Yes (how much)
additional scholarship support in the program? C No 16. |Job security 10
Skill enhancement
6. |State Text Enhanced confidence level
7. |Which training did you take? - Audio visual Social recognition
- Handheld Products Ability to get a job
_ Room AC & Home Appliances Increased awareness about job requirements
- 1IDM (Initial Installation and Dem After training -
8. |Training starting date Text 17. |Current status - Employed — full time
) ) - Employed — part time
9. |Training ending date Text
- Unemployed
10. |Qualification - 10" Pass - Looking for jobs
- 12" Pass - Self-employed
Tl - Higher education
- Graduate 18. [If employed, monthly income Numeric
11. |Name of training provider Text 19. |Name of company and role Text
12. |Family annual income - Below 1,00,000 20. |Role in the company Text
100000 tn 3 00 OO0
21. |How much did you score in your assessment? Numeric
22 |Did you receive any certification post the training? - Yes
- No
Feedback
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