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New Delhi, Date:17.10.2022

General Managers
All Zonal Railways

Sub: Complaints on Rail Madad for FY 2022-23.
Ref: (i) Letter No. 2020/M(C)/135/1_Railmadad dated 22.07.2022.
(ii) Letter No. 2022/M(C)/135/1 dated 08.06.2022,

Rising number of complaints in Rail Madad is a matter of serious concern. Vide ref (i) &

(i), Zonal railways were requested to analyse the complaints on Rail madad with action plan for
reduction in complaints.

However, as can be seen from the analysis of '‘Rail Madad’ below, the performance in
September 2022 has further deteriorated in ER, NER, NWR, SCR, SECR, SER, SR and WR in
hygiene, watering, cleanliness etc and in SECR in AC, lighting, charging points etc.

Table 1: Coaching complaints pertaining to hygiene, watering, cleanliness etc.
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Table Il: Coaching complaints pertaining to AC, Train Lighting, Charging Points etc.
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Whereas, there have been reduction in the number of complaints related to AC, Train
lighting, Charging points etc., there is significant increase in the number of complaints related to

hygiene, watering, cleanliness etc.

It is requested that the necessary directions may be given to all stakeholders for timely
attention to these complaints and implementing a time bound action plan so that there is
significant reduction in passenger complaints in coming months.

A detailed cause wise analysis with future action plan may be submitted to Board by

31.10.2022.

An immediate action is solicited.
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