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(Commereial Circular No. 45 of 2006)

Sud; Monitoring of Complaluts for caterlng services.

Catering (and later on-board services - OBS) in most of the trains and on the static units
on Zonal Railways have been transferred to IRCTC. In order to provide good guality of service
to the customers, it is important that pro-active and effective complaints redressal mechanism
be put in place. For this purpose, the fo]lnmg system be nnpiemented

I RECEIPTS OF COMPLAINTS

1.1 IRCTC should set up a Complaint Monitoring Cell in the corporate office and i all
. its Zonal and regional offices.

: 12 Complaints arc also reccived by the Station Masters ut the stations in the Complaint
- ' * Book,In the divisional office, in the zonal office as welj a5 in Railway Board. Further,
complaints are received by way of direct complaint in various public fonun.s like
DRUCC, ZRUCC etc. '

13 All the complaints received by any of the Railway units and maintained in the Railway
system should be channelised to IRCTC.

1.4  The Complaints / Suggestior Book should always be avaiiable mth all the static and
mobile units and 'mth aJl catmng supervisors on the iraiss.

1.5 There should be sn e-mail address on which all complaints be received from the
%e woqpmy  Teliways and from passengers in IRCTC.

E::liﬁw W16 Following are the e-mail ids for various offices of IRCTC:

Corporate Office :  careitete_co@rediffinail.com
......North Zone careircte_nz@rediffmail.com
Zone careitcte_ez(@rediffmail com

West Zone :  careirete wz@rediffmail.com
“South Zone 1 careircte sz@rediffmail com
. South Central Zone :  careircte_scz{@rediffinail com

R “Siniilarly ther? are 1ot of deficiencies in the services like non-attachment of pantry cars
Bs well as improper working of hot cases or other pantry eguipments, problems
regarding lights / fans, late placement of the rake ete. IRCTC will advise Zonal
Railways in respect of these deficiencies on collecting feedback from passengers.
The DRMs should rectify these defects immediately. —jes =
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MPLAINTS RESS SM

Suo moto action should be waken by IRCTC an these complgints and detafls of the
complaints and action taken on them should be maintained. The complaints database
and action ther¢on should be part of yearly MOU mgned between IR apd IRCT C

Wherever on-board services are primdad by IRCTC then tl:e deﬁcxcucxcs in the
amenities in the coach.or in pantry cars / mini pantries for electrigal problems including
non-cleaning of bethtooms and cbaches and window panes in the washing lines will be
advised periodically to the respective divisions for taking corrective action. The pantry
car incharge or supervisor on the train will hand over the list to CDO & Electrical
Foremen who should rectify the deficiencies in the washmg line so that in the next wp
there is fio complaint from the pasmgm

Further feedback will be given for unduthorized vending in mdtr 10 curh it Here also,
the Zonal Raﬂmys will teke corréctive action.

i

IRCTC should also nominate catering inspectors who are now in charge of specific

. nnits for monitoring quality and handling of complaints.

ONS / QUAL. :

Endeavour should be made so that all catering services including those operated by
small licensees should be ISO Certified. The ISO Certification as well as compliances

etc, should b-: checked frequently.,

The commercial officers in the divisions as well asRaﬂway zones as well as DRMs and
GMs should inspact the catering units and they will endorse a copy of the inspection
notes to the officers of IRCTC for necessary action. On the suggestions of Railway
officers, IRCTC should take suiteble action against the defaulting staff or suitable fine
or stringent action like termination of contract of the licensee as the case may be. After
taking the action they will advice the concerned authority also of the action taken by
them. Quertes]y review of complaints will be done between IRCTC and IR.

Officers of IRCTC will also ensure that complaints of repetitive nature are cnmplﬂ*}}‘ |
stopped em by enmuring suitable stern action.

(Dr.PK. Goel )

' . " Executive Director (Tourism & Catering)
5{ C_ Railway Board

- ~Chief Canvmercia) Managers, All Indian Railways for information and necessary action.
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