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N o.201,9 / PG / U 15l RailMadad New Delhi, dated L8.12.2019

General Managery'All Indian Railways
CMDIRCTC &MD/CRrS
< l,lD/ ko Nt K4i.r RAJL1JAy

Sub ect RailMadad

RailMadad has emerged as the sole IR portal for passenger grievance redressal.
With the integration of Social Media from '1,0.10.79, grievances from across channels -
App, Website, Phone-call, SMS, Social Media & manual DAK-now flow into RailMadad.

2. To make optimal use of RailMadad in monitoring and redressing passenger
grievances, Zonal Railways & IRCTC are directed to pay special attention to the
following areas:

a) PG Mechanism: Zonal Railways should set up PG mechanism as per Annexure A

b) Oualitv of redressal: Zonal Raiiways should give importance not only to faster
redressal, but also to the quality of resolution. Complaints should not be closed with
perfunctory responses even before their resolution. Such responses elicit
unsatisfactory feedback and generate negative publicitv for Railways on Social
Media ({(nexure B).

c) Manual Dak: At present, Manual Dak accounts for less than 1% of the total
complaints registered in RailMadad (Annexure C). Zorml Railways should ensure
that grievances received via manual Dak are fed into RailMadad for proper
accountal.

d) Social Media: With the integration of social media in RailMadad w.e.f 10.10.2019,

grievances tweeted to Hon'ble MOR/ MinisLr,v of Railways are registered in
RailMadad. Social Media Work Flow is enclosed as Annexure 'D'.

e) Miscellaneous/Others: All Controllers must use the option of 'modify' headT'sub-

head while closing complaints registered under 'Misc' & 'other' head. This is
important for proper analysis of l'[IS reports.

0 Root-cause analvsis: Zonai Railways should do periodic root-cause analysis of

passenger complaints, feedback & suggestions to take system-improvement
measures.
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ANNEXURX,'A'

'PG Mechanism over Indian Railwavs - RailMadad'

(1) Grievance Cell

(2) Social Media:

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

(i) Grievances made solely to @PiyushGoyal, @PiyushGoyalOflc,
@SureshAngadi_, @RailMinlndia, @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) Grievances made to @PiyushGoyal, @PiyushGoyalOffc, @SureshAngadi_,
@RailMinlndia, @RailwaySeva, and simultaneously tagged to GMsIDRMs:
These complaints would be registered in RailMadad by the Twitter Cell of Railway
Board. Its redressal would be through the existing RailMadad channel. GMs/DRMs
need not delegate such tweets through tagging, although they may use other means
to alert concerned officers, if required. OneDirect Dashboaid used for Twitter in
Delhi Division will now be closed and all IDs would be made dysfunctional.

-l-

i- 
_ -Grievance 

cell should be set up in all Zones & Divisions. It should be headed by
Additional General Mangers/Additional Divisional Railway Managers respectively.
ccMs & sr.DCMs would be responsible to put up 

- 

Grievan-ces, position to
AGMs/ADRMs specifi cally w.r.t RailMadad.

ii. It would look into passenger grievances received tfuough online and offline modes.

iii. Zones should not proliferate/publish any new grievance portals/Helpline nos. other
than 139 or 182.

iv. For faster redressal and accountal, all passenger offline grievances must be fed in
RailMadad. Passenger grievances received through emails of AGMs and ADRMs
should also be fed in RailMadad so that all passenger grievances are accounted for and
movement of passenger grievances through offline mode is totally eliminated.

y To ensure quality disposal of passenger grievances pertaining to different
departments (Mechanical, Electrical, Engineering, 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 adequate 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 ofdisposal of grievances.



(iii) Grievances tweeted exclusively to GMs/DRMs: These would be miniscule in
number. while redressing such grievances, Zones/Divisions should desist from
delegating grievances through tagging. These delegation threads are visible to public
and generate negative feedback for IR.
(iv) The new social Media grievance redressal mechanism substantially mitigates
social media work of handling DRNUGM handle, as on 95olo cases allotrnent is ione
by RailMadad. Zoneldivision may have a relook at their twitter handling system.

(v) It is pertinent to mention here that 4oyo of total complaints in RailMadad come
from social Media. If these complaints are closed without resolution, passengers
take screenshots of RailMadad closure sMS and tweet it tagging th; Hori'ble
Minister of Railways (Annexure D).

(vi) AII Branch oflicers should counsel their control staff to desist from 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:

ll
l1l.

For any clarification on the procedure mentioned at point no. 3 above, the following
RB officials may be contacted:

Ms. Ritu Sharma, Joint Director/Traffrc/pG,97
Ms. Anchal Kalra, Inspector pG, 97 17 672213 ;

17 641293 (ddpgrb@gmait.com)

Mr. Gurjinder, CCMC Cell, 9873935371; .railwa boar l.com

(4)CRIS team for assistance on RaiMadad:

lV. Mr Sudhendhu J Sinha GM/WA/CRIS ,8130077124
Mr. Amit Jha, Project Engineer, CRIS, 8l3}7g1,4g3,

.railwa board il.com

, gmwacris@gmail.com
amit.ihal983 @email.c om

(s)tvtalual Oatr: Manual Dak accounts for less than l%o of thetotal complaints received in
RailMadad. E.g. from oct l-23d, no manual complaints were registered in RailMadad by
ECo& NCR, NER & SECR, while only two compiaints each weri registered by ECR, NR,
sER, swR & wcR. All manual DAK should Le fed in RailMadJd,rNiv*un fo. p.op".
accountal. Desktop & IDs may be provided to Dy SS/commerical at Al & A category
stations to register complaints in RailMadad at statilns.

(6) Refund Cpmplaints: Tonal Railways should note that oIfline refund complaints are
marked directly to ACIWClaims/He. If unresolved within 90 days, they get etcalated toDy ccM/claims/HQ, and then to cco of respective Zones. Generit iDs have been
provided to HQ officials to close refund complairtr. 

".g. 
For Northem Railways, refund

IDs are: acm_nr , dy_ccm_nr , cco_nr.Online .en rO 
"omitaints 

go directly to InCfC.
-2-



(7)_ tr'olrYardjne/others option: Facility for forwarding to different departments within
and outside of Divisions has been provided to all Controls. While forwariing complaints,
or while closing forwarded complaints, Controllers must .modiSz' Departmenihead./sub_
head appropriately. Also, ifa passenger has registered complaint in .bthers, head, then the
controller should use 'modiff' option to put the complaint under appropriate head/sub-
head, otherwise MIS reports would get vitiated.

(8) Security and Medical Emergencv calls transferred throush I39 : These calls
would be transferred to concemed
executives. Special care should be
be transferred to Divisional unit.

field units after registration in RailMadad by call centre
taken in disposing these grievances. The caller should

(9) Intesrated Helpline 139: Instructions should be issued to all Divisions & production
units that Helplines (other than 182) stand integrated into 139, so new Helpline/whatsapp
numbers should not be proliferated. All Helplines (except 139 & lg2) would cease to
function soon. 139 will also handle security-related calls, ii received. These calls would be
transferred to Divisional RPF controls for redressal and feeding into RailMadad.

(r0) Publicitv: zonal Railways/Production Units should stop forthwith publicity of all
Helpline numbers other than 139 & lB2, 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/lvlovies on SociaVTraditional Media should only
publicise l39ll82 & RailMadad. coach Mitra/clean my coach/coMS stickers already put
in coaches/stations should be removed forthwith.

(11) MCDO: Zonal Railways should discontinue sending of monthly MCDO on public
Grievance/cPGRAMs/coMS/Twifter to Railway Board. However, euarterly report
should be sent to Railway Board on deficiencies detected & corrective actions taken. The
first such report covering Oct-Dec'l9 should be sent by 15.01.2020.

(12) Root-cause analysis: Zonal Railways should do periodic root-cause analysis of
passenger complaints, feedback and suggestions received on RailMadad, and take system-
improvement measures.

(13) Monthly-review: ADRMs, assisted by Sr DCMs, should do monthly review of
passenger grievances on RailMadad & CPGRAMS. Minutes of meetings should be
mandatorily shared with Zonal HQs.

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

(15) Commercial Department: Since Commercial Department has been given many
extra responsibilities in RailMadad, GMs/DRMs must ensure that PG Cell under CCMs/Sr
DCMs are adequately staffed to undertake these responsibilities well.
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NEGATIVE FEEDBACK ON TWITTERCLOSING REMARKCOMPLAINTDEPT.
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DEPT. COMPLAINT CTOSING REMARK NEGATIVE FEEDBACK ON TWITTER

CHG Train no. 15067 already late
by 40 mins after that there is
no proper coach allocation on
platfonn nor on the coach it
self there is no train name
this makes very difficult to
commute from one end to
other.
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coMMt. Atthough The Vidisha (BHS)
is a model station as declared
by Railwav but the toilet
condition ofall toilets are
pathetic, especially the toilet
on platform number 3 ,

please talie necessary action

effi

T
Fil.d i romplaint or 2]10 and reilho.( io&ing la lYny

clcsed it withii 15 friiutes , e"lEt ! &Le , r.?is$ .ly

@Fllnrhl,dyai0if. i,RnllMrnrdJla 6RaiiMys4i
6iP6iOhdii

ald xraa.lE !,haa?q
Jr{!r;'lrd.rndia'!*"&5
erdf,lr41t*i rie .:. ,

$cMt.

RPF Train 13186 PNR
6,430742334 UrBently send
RPF in said coach as

Unauthorized are creating
violence against the reserved
passengers. Urgent
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I got reply but no rescue reached. is this
service you provide on non premium train.
then stop running trains of these types.
Violencp cEn be escalated at any time but no
force is approaching-

Urgendy s€nd RPF in said coach as

s&T , RailWire wi-fi is not
working in Shrirampur
station (SRP). Everytime , it
only showing "obtailing lP
address". I cau see, access
point have LED is on, signal
strength full but not able to
connect clients.
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Manual Dak Annexure -'C'

% Shaic

*w.e.f 10th Oct 2019

Average Complaint per day : 1430

Channel Retaived Share

Helpline r4482 44.0o/o

Web 7321

Social Media* 6659 20.2%

sMs zq76

App 1582 4.8%

DAK L72 O,'riYo

Total t2892 100.0%

Z€ne ReceiVied ClosAil P€ndlnt %Dispoial

ECoR 0 0 0 0 0

iRc-online 0 n

NCR 0 0

NER 0 0 0

SECR 0 0 0 0 0

ECR 2 1.2% 0 2 o.o%

NR 2 !.2% 0 2 0.o%

SER 2 L.2% 1 1 50.0%

swR 2 L.2o/o 2 0 100.0%

WCR z 1"2y" 0 2 a.w
NWR 3 7.7% 2 1, 66.7%

s L,7YO 0 L00.q:%

IRC-Catering 7 4.1% 2 5 28.6Yo

5R 1 4.1% 6 143%

NFR 10 5.8% 5 5 50.0%

scR 6.4% 77

19

0 100.0%

KR 22 72.a% 3 86.4%

CR 30 17.4% 30 0 -x00.0%

ER 69 40.tYo 67 2 97.7%

IR Lt2 100,:o!t6 141 29 83.L91

22.3b/o

8;to/a

0 0 0

0 0 0

0 0

I
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Social Media Work Flow

Annexute - 'D'

Social Media has been integrated into RailMadad w.e.f. 10.10.2019. The grievances tweeted to Hon'ble

MOR/Ministry of Railways are registered in RailMadad, and complaint reference number (CRN) is communicated to the

complainant as direct message (DM) on his twitter account. The Twitter accounts integrated are - @PiyushGoyal,

@PiyushGoyalOffc, @SureshAngadi-, @RailMinlndia, @RailwaySeva'

NLP

ASent to lodte complaint on RallMadad

Twitter & Facebook

oneDirect Dashboard
Agent to take Mobile numbel

from Complainant throuth DMPost/DM by ASent

RailMadad Dashboard

CRN sent to complalnant

throulh RM Svstem

Complaint Registered

& CRN generated

through RM System

FlnalResolution

sent to complainant
throuth RM System

Final Resolution on

RailMadad
(Notlflcatlon sent to atent on

R.llMrd.d)


