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(?o'vcrnmcnl of India (Bharat Sarkar)
Ministry of Railways (Rail Mantralaya)
(Railway Board)

N .
No0.2019/PG/1/15/ RailMadad New Delhi, dated 18.12.2019 Ol
"

General Managers/All Indian Railways

CMD/IRCTC & MD/CRIS
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PG Mechanism over Indian Raily VS - RailMadad’

(1) Grievance Cell

isions. It should be headed by
lway Managers respectivel y.
Grievances'  position 10

i Grievance Cell should be set up in all Zones & Div
Additional General Mangers/Additional Divisional Rai
CCMs & SrDCMs would be responsible to putup
AGMs/ADRMs specilically w.r.t RailMadad.

ii. It would look into passenger grievances received through Online and Offline modcs.
iii. Zones should not proliferate/publish any new gricvance portals/Helpline nos. other

than 139 or 182.

r offline gricvances must bhe fed in

) emails of AGMs and ADRMs

are accounted for and |
inated. ‘

iv. For faster redressal and accountal, all passenge
RailMadad. Passenger gricvances received througl
should also be fed in RailMadad so that all passenger gricvances
movement of passenger grievances through offline mode is totally clim

v. To ensure quality disposal of passcnger grievances pertaining 1o different
departments  (Mcchanical, Electrical, Engincering, S&T. Coaching. Commercial,
Personnel and Accounts), ADRMs should designate AS/SS Officers of all Departments
in Divisions to monitor Passenger Grievances on RailMadad.

vi. The grievance Cell in Zones and Divisions should have two dedicated Inspectors

from commercial department assisted by adequatc clerical staff. They should have
sufficient knowledge of computers so that they are able to assist CCMs/Sr. DCMs with

MIS reports, trend-analysis, and quality of disposal of gricvances.

(2) Social Mcdia:

Twitter & Facebook have been integrated into RailMadad w.e.f. 10.10.2019.

(i) Grievances made  solely to  @PiyushGoyal, @PiyushGoyalOffe,
@SureshAngadi_, @RailMinIndia, @RailwaySeva: These grievances  are
registered in RailMadad by Twitter Cell of Railway Board and complaint reference
number (CRN) is communicated to the complainant as direct message (DM) on his
twitter account (Annexure D). Its redressal would be through the existing

RailMadad channel.

(ii) G.rievianccs made to @PiyushGoyal, @PiyushGoyalOffc, @SureshAngadi_,
@RalleIn(!ia, @RailwaySeva, and simultancously taggchlo Gn\'Is/l)nRM;:
These complaints would be registered in RailMadad by the 'l'\i'illcr Cell of Railway
Board. Its redressal would be through the existing RaiiMudud channcl. (st/DRM;,
need not delegate such tweets through tagging. aTthouuh they mav use other means
to alert concerned officers, il required. OneDirect D;;'lzboc;rzl used Jor Twitter in

Delhi Division will now be closed and all IDs would be made dysfunctional.
-] -
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ould be miniscule n
hould desist lm{n
ble to public

(i) Grievances (weeted exclusively to GMs/DRMs: These W |
humber, While redressing such gricvances, Zones/Divisions s e
‘lclcgilli”g grievances through tagging. These delegation (hreads are vist
and generate negative feedback for IR, . e lly mitigates
(1) The new Social Media gricvance redressal mechanism substantia y B forte
social media work nl‘lmntllinz_z DRM/GM handle, as on 95% casces :ll!oln:c.’n.“;;
by RailMadad. Zone/division may have a relook at their tsvitter handling system.

(v) It is pertinent to mention here that 40% of total complaints in R'urIMnda(.J'c.(;HPE
[rom Social Media. I these complaints are closed without rusoll'lll()”- P“SSL”%"'_'“
take screenshots ol RailMadad closure SMS and tweet it tagging the Hon ble
Minister of Railways (Annexure D).

(vi) All Branch Officers should counsel their control staff to desist frm.n.such
practice. If resolution of grievance is likely to take time, then the facility of
Interim reply should be used. Complaints should be closed only after

appropriate redressal,

(3) RB team for assistance:

For any clarification on the procedure mentioned at Point no. 3 above, the following

RB ofTicials may be contacted:
i.  Ms. Ritu Sharma, Joint Director/Traffic/PG. 9717641293 (ddpgrbf@gmail.com)

ii.  Ms. Anchal Kalra, Inspector PG, 9717672213; (pg.railwayboard@gmail.com)
iii.  Mr. Gurjinder, CCMC Cecll, 9873935371: (pe.railwavboard wgmail.com)

(4)CRIS team for assistance on RailMadad:

iv.  Mr Sudhendhu J Sinha, GM/WA/CRIS, 8 130077124, gmwacris@gmail.com
V. Mr. Amit Jha, Project Engineer, CRIS, 8130797483, amit.jhal983@email.com

(5)Manual Dak: Manual Dak accounts for less than 1% of the total complaints received in
RailMadad. E.g. from Oct 1-23" no manual complaints were registered in RailMadad by
ECoR, NCR, NER & SECR, while only two complaints each were registered by ECR., NR,
SER, SWR & WCR. All manual DAK should be fed in RailMadad/Nivaran for proper
accountal. Desktop & IDs may be provided to Dy SS/Commerical at Al & A category
stations (o register complaints in RailMadad at stations.

(6) Refund Complaints: Zonal Railways should note that offline refund complaints are
marked directly to ACM/Claims/HQ. If unresolved within 90 days, they get escalated o
Dy CCM/Claims/HQ, and then to CCO of respective Zones. Gcncr{c TDS have been
provided to HQ officials to close refund complaints. ¢.g. For Northern Railways, refund
IDs are: acm_nr , dy_ccm_nr, cco_nr.Online refund complaints go directly to IRCTC.

i :
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(7) Forwardi rs i *a il '

an}d Ouls?(;:::Jfl?)i;(g?i:;;;sh?n:?-n: Facility for fnrv..'arding to different departments within
e f(,,—«;.;;,,d .dus LUT .Pfr,\-IQctl to all Controls, While forwarding complaints,
Boa uppmpriurc]\- A|g(,L ifc’nm'pAILunls, (,nnlmll‘crs must ‘modi.f;r’ Depantmenvhead/sub-
o Should.l-jgc A‘n," d_ar\[')'asscr?gcr has registered cnm’plmnl in ‘Others' head. then the
head, ofemate M|§ 2 i ¥ option l.n' put the complaint under appropriate head/sub-
' ) S reponts would get vitiated.

8 . . . . B . . . -
E\-é ld.‘sbtcurm and Medical Emergency calls transferred through 139 : These calls
! uld be lraflsl'cfn:d to concerned field units after registration in RailMadad by call centre
executives. Spccna! care should be taken in disposing these grievances. The caller should
be transferred to Divisional unit.

(9) Integrated Helpline 139: Instructions should be issucd to all Divisions & Production
units that Helplines (other than 182) stand integrated into 139, so new Helpline/ Whatsapp
numb.crs should not be proliferated. All Helplines (except 139 & 182) would cease to
function soon. 139 will also handle security-related calls, if reccived. These calls would be
transferred to Divisional RPF controls for redressal and feeding into RailMadad.

(10) Publicity: Zonal Railways/Production Units should stop forthwith publicity of all
Helpline numbers other than 139 & 182, and any other grievance portal other than
RailMadad. Stickers on Coaches, Signages/Postures on Stations/trains, E-tickets/ station-
tickets/SMSes sent by IRCTC/CRIS, Ads/Movies on Social/Traditional Media should only
publicise 139/182 & RailMadad. Coach Mitra/Clean my Coach/CoMS stickers alrcady put

in coaches/stations should be removed forthwith.

(11) MCDO: Zonal Railways should discontinue sending of monthly MCDO on Public
Grievance/CPGRAMs/CoMS/Twitter to Railway Board. However, Quarterly report
should be sent to Railway Board on deficiencies detected & corrective actions taken. The

first such report covering Oct-Dec’19 should be sent by 15.01.2020.

al Railways should do periodic root-causc analysis of

(12) Root-cause analysis: Zon
ved on RailMadad, and take system-

passenger complaints, feedback and suggestions recei
improvement measures.

(13) Monthly-review: ADRMs, assisted by Sr DCMs, should do monthly review of
passenger gricvances on RailMadad & CPGRAMS. Minutes of mectings should be

mandatorily shared with Zonal HQs.

(14) Checks: AGMs/ADRMs & BOs should do random checks on complaint disposal by
their field & control stafT and document the same.

partment: Sincc Commercial Department has been givc‘n‘mflré)'
RailMadad, GMs/DRMs must cnsurc that PG Cell under CCMs/Sr

ponsibilities well.

(15) Commercial De

extra responsibilities in
DCMs are adequately staffed to undertake these res

FhkEER
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Dear Sir, Inconvenicnce
is deeply regretted.
Matter is given to
concerned electrical
incharge & DNW
Lsealator is Under
Maintenancee.
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2019120400486

Thank you for lodging
complaint with us. Your
Complaint Reference Number
is: 2019120500689, You can

r ramnlaint an hitnes

___track vnu
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TOILET NOT CLEAN AND
VERY DUST PNR NO
$127765259

CLEANING DONE
2019120300693
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COMMU | Although The Vidisha (BUS) | Malter notified to DCI (Gn s veomen
152 model station as declared | Vidisha for necessary . s T g
by Railway | he toile H led & complont on 23 30 and without s0lnsg radaay
¥ Rabwan but the toile action, osed wwathin 15 mites what & jobe , revims my
condition ol all toilets are camplani
pathetic, especially the toilet cml_we_bpl G ool ot sy
on platform number 3 . OO
please take necessary action a :
Indhan Rallmay Indian Rallway
MR AL EL LAY
s fn hdyg cosrglas v roleat 21 I N 0 by
! Corylan Uelereur Mart o o P2 gaw yrar loset sk
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RPF Train 13186 PNR fortraa w4t 71 5T AN .
6430742334 Urgently send FmrE e ar s o iz Comp s L_:,-_-—--**,‘e LS, . vac ‘,
RPF in said coach as x = N T T
g = . EGIDE T R E ALY 3 =
Unauthorized are creating i % qaea
violence against the reserved | T3LY .?}-T.T L : @ kT o e
passengers. Urgent q‘qn‘i] ‘L2 =T ”:’“ Y Bramieeal
T AT T 2 [Haor e
SR I got reply but no rescue reached. is thls'
service you provide on non premium train.
2019101501162 then stop running trains of these types.
- : Violence can be escalated at any time but no
rpl_ec_spj force is approaching.
Urgently send RPF in said coach as
S&T , RailWire wi-fi is not YOUR C(él\[;ll;_lbf\lN 5
working in Shrirampur mg?l[g;{l 2 erivaysens |
i ’ i i b N o aszlutidn note Pl regeived
station (SRP). Everytime,, it Havathis closed v thin an heur wthaut resglutian rate g
ni : 1S . Yaur Camelant s Lab e oge virde haz baan ¢losed Flesss
only showing "obtaining IP AUTHORITY FOR the 5,_,5."1_.;:(:_?,’!‘.“_;_‘__:‘__“_?1 teenclosed Pless
M. o N > e your feedback ¢
address". | can see, access EARLY . f: r‘\‘:,.f'.i 4 3yt 3R madad readacn 4
point have LED is on, signal | RECTIFICATION. i, |
strenath full but not able to REG!{]E\II.E-II-QENCE
connect clients. INCO
CAUSED..
2019112700966
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) Emai I Email

RailMadag ’ ' gm@Wr.railnet.gov.in

From 1EDPG R4
: RailwayBg
. - ard <ed ; |
Subject : RajiMagag P9@rb.railnet.gov.in> Thu, Dec 19, 2019 12:07 pM
To :GM ce : '
ntral railwa i S
R <gm@er ra) y <9m_@cr.rallnet.gov.in>, GME.RLY
- -ralinet.gov.in>, Gm ECR
gm@ecr.rallnet.gov.in>,
im@eastcogstrailway.gov.in, GM NR
<gm@nr.rall_net.gov.in>, General Manager NCRIy
gm@ncr.rallnet.gov.in>, GM NER
<gm@ner.ra_i|net.gov.in>, SANJIVE ROY / GM NFR
<gm@nfr.rallnet.gov.in>, GM North west railway
<gm@nWr.rai|net.gov.in>, GM SR

<gm@sr.railnet.gov.in>, gmscr
<gm@scr.railnet.gov.in>, GM SER
<gm@ser.railnet.gov.in>, GM SECR
<gm@secr.railnet.gov.in>, A.K. Singh
<gm@swr.railnet.gov.in>, WR HQ
<gm@wr.railnet.gov.in>, HQ WCRly
<gm@wcr.railnet.gov.in>, cmd@konkanrailway.com,
cmd@irctc.com, mdcris@cris.org.in

Cc : AGM Central railway <agm@cr.railnet.gov.in>, AGM
ECR <agm@ecr.railnet.gov.in>, AGM ECoR
<agm@ecor.railnet.gov.in>, AGME.RLY ER
<agm@er.railnet.gov.in>, AGM NCR
<agm@ncr.railnet.gov.in>, AGM NER
<agm@ner.railnet.gov.in>, RADHEY RAMAN

<agm@nfr.railnet.gov.in>, AGM N W Railway _5/” oM
<agm@nwr.railnet.gov.in>, AGM / NR 1 fc
<agm@nr.railnet.gov.in>, AGMSCR :FMJJ cite

<agm@scr.railnet.gov.in>, AGM HQ
<agm@secr.railnet.gov.in>, AGM SER
<agm@ser.railnet.gov.in>, B. B. Singh
<agm@swr.railnet.gov.in>, AGM SR
<agm@sr.railnet.gov.in>, agmwcr2016@gmail.com,
WR HQ <agm@wr.railnet.gov.in>,
ddpgrb@gmail.com

Sir/Madam,

Please find enclosed a copy of Railway Board's letter dated 18/12/2019 on the above
mentioned subject.
Regards,

EDPG/RB

https://email gov.in/h/printmessege?id =68147&tz=Asia/Kolkata&xim="1
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