(v wvwHR) GOVERNMENT OF INDIA
(v Harera) MINISTRY OF RAILWAYS
(3 #¥  RAILWAY BOARD)

COMMERGIAL CIRULAR NO. | OF 2004

No. TCH/2003/03/Refund/Computerisation. New Delhi, dated [2..01.2004

General Managers,
All indian Railways.

Sub:  Grant of refund from. PRS on. canrerlatson of tickets - Camputenzm
Coaching Refund Scheme. .

As per provisions contained under Rule 213 of IRCA Coaching Tariff No. 28, Part
~H{Vol, 1}, refund in most cases of unused tickets is admissible at the stations within the
prescribed time limits. tn cases when refund is not admisaible/granted at the stations on
accourt of expiry of the prescribed time limit or otherwise, a Ticket Deposit Receipt
(TDR) is issued to the passenger in lieu of the surrendered ticket. The passenger is
required to apply for refund to COM (Refunds} of TDR iss,uing Zohal Railway vehich:
grants refund, if due, after processing the case. Pefund in such cases is granted bv
TDR issuing Zonai Raliway

s
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2. The above system of granting refund against TDR is cumbersome & time-

consuming which has been the reason for a large number of complaints. In order to
simpiify the procedure, it is proposed to use the FRE so that, even after the prescribed
time limits, refund in most of the cases can be granted from: the PRS across the counter
anywhere in the country. The details of this scheme of coaching refunds are gaven
below :

3. §I§- TEMFOR UED ATING CHART-POSITIQN IN PRS

;';
31 Raltways have already mpiemented the scheme based oh expenence af
a Pilot Project on South Central Railway where after checking the toach, the TTE
prepares an Exceptional Data Report (EDR) (proforma emiosed) showing details of non-
tumed up passengers, lower class travel, failure of AC in the coach, less number of
persons fravelling on group ticket, discmntinuatmn of journey by passengers due o
dislocation of train services, accommodation not provided and cancellation of train.

az Zonal Railways by now must have already nominated specific stations as
Data Entry Points where the data from EDRs brought by TTEs is fed into the PR&
Preferably the change-over stations of TTEs and the data-entry stations should be the
same to make the process easier. RS awailability should be checked before
nominating the Data Entry Points.

3.3 At the time of feeding the data, if it comes {o notice that the ticket has
already been cancelled as per PRS, the data should not be fed and the words “already
cancelied” should be written on EDR by the Data Entering person alongwith his full
Stgnature and date

3.4 The data so fed will be ke gpt on-line In PRS for 30 days after the

scheduled deperture of the train from fts ori ﬁating station to assist the refund office i
expediting refurd in TDR cases.
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358 Data wili be kept in such a manner so as to inciude the name of

TTE/Conductor who has signed the EDR.  This data will be stored for 3 years on
cotmputer memory as being done presently for normal PRS data.

4 CASES OF REFUND TO BE COVERED UNDER THIS SYSTEM

41  Refund under this system shall be granted for Reserved & RAC tickets in
cases of non-turned up passengers, lower class travel, failure of AC In coach, =

discontinuation of journey by passengers due to dislocation of train services,
accommodation not provided and cancellation of trains. For Waiting list tickets, refund
will not be granted under this system but will continue to be granted as per existing rules.

42  Refund under this systen’i will also be granted in cases of less number of
persons travelling on group tickets.

43  Refund shall be granted in those cases only where refund Is otherwise
admissible in cash at the stations across the counter. In cases where cash refund is not
admissible at the stations across the counter {including partlally used tmkets) refund
shall not be given at the stations under this schrame -

44  Refund offices should have Coaching Refund terminals to settle TDR
refund cases promptly. ‘

51  Refund under this system shall be admissihle to a person who is booked

on the concerned ticket provided such a person comes personaily o claim the refund.
While claiming the refund, the claimant must aiso ‘surrender a photocopy of any
document proving hismer identity. The official granting refund should verify the
photocopy with the original documents thus produced. Refund will not be granted i any
other person. in case a person booked on the ticket is unable to come persun:ally o
claim refund, TDR will be issued. ‘

52  After verification from the system, refund shalt be granted at all PRS
centers, during working hours, on presentation of the ticket upto 5 days from the

"scheduled departure of the train from ite criginating station.

53 The normai cancellation charges, wherave: lsviable as per refund rules,
shall be levied while granting refund.

54  Refund shall be granted under this schame an the nominateci ccunter"

and only for those hckets particulars of which have heen updated on the basis of EDRS

5% In cases where the refund sofiware has nnt been updated the existlrig
system of granting refund from Refund Offices wiil continue.

5.6  The refund system will start granting refund only after a specific command
is given in the PRS.. Zonal Rajlways will nominate persons authorized to give this -

command and ensure that the requisite command Is given in-time at all the data entry
points.
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8.7  The system of granting refund within the existing normal time limits will
also continue. B . o

58 The system of refund against TDRs shall also cantinue as at present. If
s0Mme’ passenger doses not want to make use of the simplified system of refund an
wants a TDR, the same shall be issued and cases of refund processed in Refund Office
as at present. - | S :

69 No claim for refund shall be entertained on already cancelled tickets
under this system, .

HECKING STAFF/

6.1 Exceptional Data Reports {(EDR) have to be prepared for each coach
separately. It will be the responsibility of Train Superinterdlent or Senior most TTE to
ensure that these reports are prepared by the TTEs of their respective coaches.- Ka
coach is unchecked, the senior most TTE will certify this fact on the EDR of the
particular.coach giving reasons thereof '

6.2 It may be ensured that EDR forms in sufficient quantity are supplied to
TTESs to avoid usage of non-standard formats. The EDR should be prepared in triplicate.

(@ The original EDR should be handed over to the refunc -

Supervisor/Shift Supervisor at the nominated points and clear acknowiedgement shoulc
be obtained on carbon copy of each of these reports from the Supervisor. It will be the
responsibility of the senior most TTE to ensure that aif staff hand over their copy of EDR
including those which are not checked. .

- - (b} "One carbon copy will be attached to the original chart and the
amended chart and handed over to the outgoing TTE. ) o :
(€)  The carbon copy of the EDRs aiong with the copy of the amended
chart should be preserved as per existing practice.

8.3  As and when the TTEs handover the DR the Supervisor should
acknowledge the same by sighing and recording the date and time of receipt on the
TTEs record copy. He will then record these particulars in his register.

6.4 The supervisor should go through the EDR thoroughly and satisfy himseif
about the data to be updated. - While updating, care should be taken that only the
‘relevant reason code' is typed for each entry. ' ' :

- 685 After feeding all the data for a particular train, the Supervisor should oross -

check all the entries through the “view updation detalls" menu option. After feeding the
data he should record the time In the register. o S

816" He should fila the EDRs coach-wise, train-wise for each date separately.

If the EDR for any coach is not handed over within ohe hour after the arrival of the train,
he should immediately report the matter in wiiting to the higher authorities.. The

Supervisor-should ensure thiat staff s available to receive the EDRs,

Sy
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€7  Refund at stations can be granted using the option of "Refund Issue
Form" of Refunds Meny In this option, refung can be granted on eligible cases only
against tickets which are updated or relevant informaticn is aveilable. in the system
After the syetem has granted refund, it wil give a print-out of the details of refund. The
counter Clerk wili sign on the printout and take the slgnature of the passenger on the
ticket and print-out He will retain the. tioket and handover the print out as
acknowledgement to the Presenger. All such tickets where refund cannot be granted at
station” level, TDRs should be issued and original tickets collacted and semt to

.. 68  Attheend of the shift, the Counter Clerk should handover to the Cashier
the “Refund Statement” taken over from the system attaching the refunded tickets along
with the balance cash and obtain his acknowledgement. _ -

7.1 Instructions of Joint Pracedure Ordar shall be read in conjunction with the
related rules of Coaching Tariffs, Military Tariffs, the instructions contained in the
Commercial Manuals ang the extant cireulars/instructions in force, This Joint Procedure
Order does not supersede any rulefinetructions mentioned above. ‘

7 Any change in the rulesftarifiideta base nofified should be. adhered to
manually till the changes are incorporated in the system, :

7.3 While working on the system; if the operator/supervisor detects any-
malfunctioning of the system or possibility of manipulation in issue, such information
shall be reported to the supervisors concerned immediately.

7.4 Whenaver any changes are made in the system, either through hargware -

or software, printout of the files in the system (like the Refiing siaterment, database, efc,)
shali be taken from the system and copy of the report shali be filed safely. -

8. p ..47“..:'."4:'.'4';-:@1: res

8.1 - Traffic Accounts office shall ensure that -

(1) Acrounting retumns as at Annexure-2 areg generated,

(2} The surrendered Passenger tickets bearing signature of party and
signature of counter clerk will be received through CR Notes along with statement
cortaining the details viz. PNR No. and date, Train no., Date of Journey, Journey
originating station and Destination station, Passenger details, reasons for refund and
cash refunded. The procedure wil be the same as existing. ' o .
{3) Details contained in the ticket tallies with the details entered in the Refund
Issue Form. : :

@) Retundis acknowledged by the party duly counter signed by the counter
clerk. ' ‘

(5)  Refund arranged is In acoordance with the refund rules, No refund is
entertaineq on ticket for which cash refund Is not parmissible otherwise, :

(6)"' o Féef'e\)ant certifivates and EDRs, wherever appllohb!e, are enclosed in
case refinds are made on Accout of travel in lower class, less no. of passenger
travelied, AC failure, etc,




5. | |

= (7)  Total amount refunded die to refunds grmttod jlqnder' compmrided
coaching refund. system talies with the daily summary stateiriént fénerated at
the end of the day. o ' . . -

(8)_ | ‘f‘@fs'duﬂhg their inspections shail aiso see that proper procedure is
. being follswed at stations. ' '

8.  This issues with the concurrence of Finance and Accounts Directorates of
Ministry of Reliways.” Adequate publicity among the public may be given so that

the passengers can avail this facllity. After this syetem has worked for
&ifamont 8, the ?adback“zr‘r its wcsz:lng. may b® sent tv Board.

(Hindi version will follow)

oy

(Dhruv Singh) ' TRP. Thakur) =
DA: 2 ~ Director Finange (Comml.), Director (Passeriglfl’ Marketing),
" Railway Board, Raliway Boaird,

No. TCII/2003/03/Refund/Computerisetion.  New Deihi, dated ] 2-.01.2004.
Copy forwarded for information to: | .

1. CCMs, All Indian Railways.

2. CCM(PM)s, All Indian Railways,

3. CRB, M (Elect), MM, MT, MS, FC, M (Engg), Secretary, DG/RPF,
DG/RHS, Rallway Board.

4, AM(CE), AM(works), AM(Elect), Addl Chief Economic Adv, AM(S), AM(B),
AM(F), Adv Finance (Expenditure), ADG (Dental Service), AM(IT), LA,
AM(Mech), AM(PU), AM(P), AM(S&C), AM(Sig), AM(Tale), AM(Stores),
AM(Traffic), AM(C), ADV (Vig), Rallway Board. ‘

5. ED(A), EDF(CARM), ED(C&IS), ED(T&C), EDPG, EDTCER), EDV(T),
ED/Safety, DTC(G), JOTC(G), Railway Board. _

8. TC(CR), TG, TG-H, TGHlll, TG-IV, TG-V, V(§8), PR, ACs-ll, & F(C)8 7c-d
Branches, Railway Board, -

7. The Secretary, RBSS Group 'A’' Officers Associstion, Railway Board,

8. The Secretary, RBSS Group 'B’ OMicers Association, Raliway Boerd,

9.

;2: Secretary, Railway; Board Ministerial Staff Association, Railway

rd. ;

10. ;l;: Secretary, Railway Board Group ‘D’ Employses Assoclation, Railway
rd

11. The General Secretary, National Federation of indian Rallwaymen, Room
No, 256-E, Railway Board,

12, The Secretary General, All india R.P.F. Assoclation, Room No. 258-D,
Railway Board,

13.  The Secretary Ganeral, Federation of Raliway Officers’ Association, Room
No. 256-A, Railway Board.

14.  The Secretary General, Indign Rallway Promotee Officers’ Assaciation,
Room No, 288, Rail Bhavan.

15.  DPR, Raiiway Board.
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18.  General - Manager, Centre . for. -.-Rallw-y‘_‘: information. System (CRIS),
. . .Chanakyapuri, Near National Rall Museur,New Delhi. .
7. Diregtor General, Raliway Staff College, Vadedara. '
18. Managing Director, Konkan Rallway Corporation L., Belapur Bhavan,
Plot No. 8, Sector 11, CBD Belapur, Navi Mumbai.— 4000614,
19, gm:ammw. Metro Raliway, 33/1, J.L.. Nehru - Road, ' Calcutta-
20.  Principal Director of Audit, All Indian Rallweys. = . -
21.  Dy. Comptroller & Auditor General of India (Raliways), Room No.224, Rail
" . . Bhavan, New Delhl with 36 spares, - | .o
22,  Chief Commissioner of Railway Ssifety, Lucknow.

.23, FASCAOs, Allindian Rallways, |

24, "IRCA, Cheimsford Road, New Dathi for issue of correction slip to IRCA
' Coaching Tariff No. 25, Peart | (Vol. ). The correction slip may be
prepared for para 3.1 to 5.9 only. The heading to be given will be

“COMPUTERISED COACHING REFUND SCHEME", This may be

B RS B DIV

new rule 213-A.  Th

LS NI ik RaENEE.
C R (R.P. Thakur) 2
. DAJ38 spares with item 21. Director, Passenger Marketing
- e  Raliway Board.
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Following accounting répoms may be generated for effective internal
Ch@ck. " i ] ‘ ‘

¢

1., Dally statement of user Updation, done in Refund Terminal location wise to
give the number of operators: who worked on various refund terminals to update

2. Statement of Refund Reglster gases to give nimber of fefunds cases
registersd at CCM for various reasons,

3. Total refunds of the refund system to give total cash refunds through

system.

4, Gross césh‘__refunds for the refund sysbm to give total gross.cash refund
through system including credit cards, vouchers ete. . .. . :

9. - Statement of refund details for tickets purchased on cash to give PNR No.,
Train No. From ahd to station, number of passengers, number of passengers hot

. travelied for tickets*purchasod on cash and subsequently refund arranged,

6.-  Statement of i;fund detalis for passengers forced to travel in lower class
to;give PNRNo. Train no. Actual olass and class travelled and number of
passengers, - ,' o .

7. Statement of refund cases for failure of AC equipment to give PNR No.
Train no., Date and pair of points where AC failed and amount refunded.

8. Statement of refund details for less number of passengers travelling in a
group. E : _

9. Statement of refund details for discontinuance of- journey due to late

funning of trains/dislocation of train services.

10. . Statement of refund details for railway unabie to provide accommodation

to passengers holding reserved tickets due to non-attachment of nominated
coaches.

1. _Sﬁatémem of refund detalls for tickets éxcﬁﬁhged against Military
Warrants, Police Warrants, RTC Coupens, concessions etc. .

12, Sintemént of refund details for supervisor functions where Jjudicious

discretion is applied through refund system by competent authority.

13.  Dally summary of refund details for each terminal location to cross check
individual transaction-wise

147 Daily periodic and monthly refund reports for ait locations to give number
.. Of refund cases and amount dealt by each location by the system,
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