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EXECUTIVE SUMMARY

INTRODUCTION

Indian Railways Institute of Transport Management launched Rail Karmyogi Program wherein 91,000
railway staff officials were given training on three main dimensions — Service Levels, Professionalism,
and Solution Responsiveness. For the purpose of understanding the impact of the training program,
post-intervention for 1,600 railway customers was conducted.

The Impact Assessment measured the effectiveness and change brought about in the interaction level

with the citizens and quality of services provided by the railway staff.

METHODOLOGY

The study was quantitative in nature with structured questionnaires administered to the sampled
respondents.

The passengers and customers of goods and parcel were the respondents of the study. A total of 1600
citizens/customers were selected with 100 respondents at each railway division (total :16 Divisions).
These respondents were interviewed at the defined touch points viz: railway platforms, ticket booking

counter, inside the train, parcel/goods sheds.

The first category of respondents was passengers who were enquired about their various experiences
while travelling viz: while booking their tickets, their experience inside the train, experience of
boarding and de-boarding etc.

The customers of goods and parcel were also asked to give their rating to the various services and

responsiveness by the Indian Railway staff.

The following Divisions were selected for the study:
Ajmer, Prayagraj, Asansol, Bangalore, Bhopal, Chennai, Dhanbad, Hyderabad, Katihar, Kharagpur,
Khurdha, Lucknow (LKO), Lucknow (LIN), Mumbai (BCT), Mumbai (CSTM) & Raipur.

The study was conducted using hand held devices like tablets and mobile phones.
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A two-day training program was conducted for the field enumerators. These training programs were
conducted at different locations based on the state specific language. The objectives of the study were
communicated to investigators in detail along with imparting the technical know-how of operating the

software of hand held device and its data synchronization & uploading process.

ANALYSIS

There was a total of six questionnaires that covered various aspects of study.
The parameters of the study were categorized in three dimensions viz: Services, Professionalism and
Solution responsiveness by the Railway Staff.

In order to measure various citizen satisfaction dimensions, a measurement model consisting of
citizen trust score was formulated by lllumine Knowledge Resources Pvt. Ltd. Mumbai. The main
objective of the CTS was to generate useful actionable insights about Indian Railways trust perception
and open up precise areas of improvements, if any.

For the measurement of CTS, the percentage of negative responses was taken from the citizen survey
data, on each dimension. This percentage of negative responses served as a measure of the number
of flashpoints that occurred in any particular dimension of trust. These flashpoints are basically the
percentage points where there is a need for improvement for Indian Railways services and are reflected as
the percentage sum of “Poor” and “Very Poor” responses.

This percentage of negative responses was further graded on a scale of A to F and were given weights
ranging from 0-5 (with ‘0’ representing the flashpoints more than 25% and ‘5’ having flashpoints up
to 5%.).
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FINDINGS - Consolidated Citizen Trust Score (CTS)

As an aggregate average of all 16 divisions ‘Service Trust, Professional Trust & Solution Trust

scores’, 16 divisions consolidated CTS has been calculated.

Service Trust 4.29
Professional Trust 4,58
Solution Trust 4.42

16 Divisions CTS 4.43

As per this table, consolidated CTS for all 16 Divisions is 4.43 out of 5. Professional Trust aggregate
scores of 16 Divisions is 4.58 which is the highest amongst all the three trusts followed by Solution

trust at 4.42. Service trust is at the lowest with CTS 4.29.

SERVICES

One of components of citizen satisfaction dimension is ‘Services’. Services constitutes of various
service-related facilities like Cleanliness, Infrastructure, amenities, timeliness etc. The passengers and
the customers of goods and parcel were asked to give their opinion on their experiences related to

various services that they availed during their travel or goods/parcel booking.

e The study involved getting the feedback from the passengers on various parameters related
to the services provide by Indian Railways, such as lightning, fan, bedroll, pantry car, toilets,
refreshments, experience of searching trains etc.

e Overall, Citizen Trust Score (CTS) for services was measured based on the above given
parameters. The Consolidated CTS of ‘Services’ of all the 16 divisions is 4.29 out of 5 which
reflects that the majority of the passengers/customers were happy/satisfied with the services
provided by Indian railways.

e The Khurdha division attains the highest score of ‘4.99’ out of 5 (‘0" being ‘poor’ ‘5’ being
‘excellent’), followed by Asansol and Allahabad division at 4.81. The least scoring divisions
were Raipur & Bhopal as they attained 2.72 & 2.98 out of 5 respectively.

e In some divisions, passengers had no complaints with regards to various facilities inside the
train for ex. overall ‘Lighting and Visibility’ in Raipur, Katihar, Prayagraj, Kharagpur, Bangalore,

Ajmer, Asansol, Khurdha. Similarly, passengers of Khurdha, Kharagpur, Prayagraj, Katihar
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found the compartments to be clean. Also, there were no complaints regarding the air-
conditioner / fan in the divisions of Katihar, Kharagpur, Chennai, Bhopal, Bangalore, Asansol,

Khurdha.

e Passengers were inquired about the various facilities provided at the railway station like
drinking water, food refreshments, toilets, WI-FI, ATM etc. There were no complaints related
to drinking water in the divisions Khurdha, Lucknow (LIN), Lucknow (LKO), Prayagraj and
Raipur. However, in some divisions like Bhopal (22.4 %) and Ajmer (16.3 %), passengers rated
this facility as poor/very poor. As far as opinions regarding services related to toilets are
concerned, Raipur, Katihar are the only divisions where there were no complaints. However,
few percentages of passengers in divisions like Ajmer (34.7%), Bangalore (32.8%) and Bhopal
(22.7%) passengers rated this facility as poor/very poor. Passengers were also asked to give
opinion of Wi-Fi facility, Katihar is the only division where there was no complaint. In some
divisions like Asansol (25%), Bhopal (59%), Raipur (43.7%), Mumbai (BCT) (21%), some

passengers found the facility WI-FI poor/very poor.

e Passengers were asked about their experiences with regards to various aspects of ticket
booking like searching for the trains, trains availability enquiry, booking the tickets, time spent
on ticket booking, etc. In some divisions like Hyderabad (30%), Bhopal (35%), Ajmer (29%) and
Asansol (20%) passengers rated the ‘time spent on ticket booking’ as poor/very poor. Also,
when passengers were asked about their opinion about ticketing process, there were no
complaints in the divisions of Chennai, Bangalore and Khurdha. In divisions like Raipur (25%),

& Katihar (80%), passengers found ticketing process experience to be poor/very poor.

e Insome divisions, passengers rated their experiences before boarding the train as satisfactory
for ex. boarding the train & finding seats without any hassle, feeling safe & secure with RPF
staff, good divyangjan facilities, safe & smooth boarding experience etc. However, experience
of boarding the train and finding seat without any hassle was stated as poor/very poor in
divisions of Raipur (57%) and Katihar (68%). Also, divyangjan facilities were not reported to

upto par in Raipur (30.5%).

e Passengers were also asked about their ‘de-boarding experience’ i.e. experience after they
got off of the train. For ex. availability of taxi/auto service outside of railway station, leaving

the station and platform without any trouble, reaching their destination safely etc. In divisions
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like Raipur (60%) & Bhopal (21%), passengers rated these experiences as poor but for rest of
the divisions there were only miniscule complaints. Also, passenger’s experience of ‘getting
down from the train smoothly’ was rated as poor/very poor in Asansol (20%), Ajmer (27 %) &

Chennai (20%).

Customers using the parcel services were also part of the study. Their experiences related to
booking parcel/luggage its loading/unloading was part of the parameter of the study.
Parameters like correct prices and billing, error free payments, time available to load/unload,
compensation in case of damages, theft and pilferage issues etc. were also analyzed. For
instance, Theft and pilferage was reported high in Mumbai (BCT) (58%), Bhopal (20%)
Bangalore (20%). There were no complaints regarding correct prices and billing and error free
payment process. However, customers rated “compensation in case of damages” as poor/
very poor in Hyderabad (20%) and Bhopal (30%). For other divisions percentage was zero or

miniscule.

Findings related to customers of goods/services were also taken into account. A few
percentages of customers rated their experience as poor/very poor for not getting clear
information on rates, discount, rebates in Raipur (20%) and Bangalore (20%) divisions. Also,
‘online booking system’ experience of customers was not very smooth for the customers of
Raipur Division (30%). There were no complaints in other divisions. Access to goods terminal

for trucks /other vehicles was found to be poor/very poor in Bhopal (40%).

PROFESSIONLISM

The study involved getting the feedback from the passengers and customers of goods and parcel
on various parameters related to the professionalism, such as staff conduct, politeness, overall
behavior, their helping attitude, quality of interaction between citizens and staff, information

provided, etc.

Overall, Citizen Trust Score (CTS) for professionalism has been measured based on the above
given parameters. The Consolidated CTS of all the 16 divisions is 4.58 out of 5 which reflects that
across most of the divisions, the various frontline railway staff were found to be professional in

their approach.
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e Divisions like Khurdha and Lucknow (LKO) are on the top followed by Allahabad, Ajmer,

Bangalore. The CTS of the Raipur Division is the lowest of all at 3.36.

e The railway staff of Khurdha Division were found to be performing well while interacting with its
passengers and customers. The services provided by the staff were also found to be satisfactory.
Almost all of the passengers and customers rated their interaction as excellent/good. Only a small
percentage (3.6%) of the passengers denied of the TTE helping them (Ajmer: 7.7%), (Allahabad &
Hyderabad: 16% and Dhanbad: 15.6%).

e In Ajmer Division, overall interaction between passengers and various staff of Indian Railway staff
was reported to be good. Although there were some passengers who reported their experience
as poor/ very poor with various Indian Railway staff, but they are in miniscule percentage. For
instance, only 7.1% (Ajmer) denied of getting all the help they wanted from staff/ website (10% in
Dhanbad & 14.3% in Bangalore; Hyderabad- 10%). A few percent in Ajmer (4.7%) reported about
not having a pleasant experience while interacting with Sahayaks/ Porters (11.1% in Dhanbad) and

Luggage Services staff (4.7%), etc.

e When asked to opine their interaction with the Indian Railway staff, almost all the passengers
(Allahabad Division) graded their interaction to be good barring a few instances where they were
denied of getting all the information needed for boarding their train (8%). While managing the
operations related to parcel and goods/ services, customers had good interaction with all the staff

of railway.

e OQOverall ratings to the railway staff in Hyderabad Division were up to the mark. Only 10% of the
customers rated polite and courteous behavior of the Indian Railway Staff as poor/ very poor while
managing their parcel operations. For goods/ services motive, customers’ overall ratings were

found to be good.

e Alittle more than three quarters of the respondents denied getting all the help they wanted from
the staff/ website in Katihar Division (80%) at the time of ticket booking. (Bhopal- 25%; Raipur-
25%). In Raipur Division, approx. half of the passengers responded that the TTE did not help them
(53.6%). (Bhopal- 34.6%; Mumbai CSTM- 22.2%; Mumbai BCT- 41.7%; Lucknow LKO- 42.3%;
Lucknow LIN- 28%)
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The interaction with the railway staff like Compartment Attendant Staff was rated to be poor/very
poor in some divisions (Raipur- 39.3%). Similarly for professional conduct of Catering / Pantry car

staff (Raipur- 35.7%; Bhopal- 23.1%).

SOLUTION RESPONSIVNESS

There were several parameters categorized under the dimension of Solution Responsiveness of
the railway staff viz: the quality of complaint handling, quality of responses or solutions
provided by them, whether the provided solution was helpful etc. These parameters were

measured based on the positive or negative responses of the passengers or customers.

Overall, Citizen Trust Score (CTS) for solution responsiveness has been measured based on the
above given parameters. The Solution Trust aggregate score was 4.42 out of 5 reflecting good

response by the railway staff.

All the divisions had a trust score of more than 4 except for the Raipur, Bhopal & Mumbai BCT
Division which had the score of 2.89, 3.90,3.07 respectively.

Passengers were inquired about their opinion on the solution responsiveness of the railway staff
with regards to various aspects of ticket booking. There were divisions like Allahabad, Katihar,
Khurdha and Lucknow LKO where there were no complaints regarding any aspect (making any
complaints & getting a response, solution responsiveness of the staff helpful and queries/

problem have been solved) of ticket booking.

When passengers were asked about their experience on making complaint & getting a response
at the time of ticket booking, none of the passengers found any problems in the divisions like
Ajmer, Allahabad, Bhopal, Hyderabad, Katihar, Khurdha, Lucknow LIN and LKO. However, some
passengers reported their experiences as poor/ very poor in some of the divisions. (Asansol-15%;

Raipur-10%; Mumbai BCT-9.5%)

In some divisions (for ex. Bangalore, Dhanbad, Lucknow LIN etc.) all passengers found the
railway staff to be helpful at the time of ticket booking. A very small percentage of passengers
had poor experience in Asansol (10%), Bhopal & Hyderabad (10%), Mumbai BCT (9.5%) etc.

In nearly 7-8 divisions, (Bhopal, Chennai, Dhanbad, Hyderabad, etc.) none of the passengers

reported any problems in getting their queries or problems solved.
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e Passengers were inquired about using the service of filing a complaint and getting an action in
the train. In nearly 6 divisions (Allahabad, Chennai, Dhanbad, Katihar, Kharagpur and Khurdha)
none of the passengers found any problem related to it. On the other hand, 33.3% of the
passengers reported that their experience was very poor in this regard in Mumbai BCT division

and in Bhopal (19.2%)

e As far as the opinion regarding the service of making complaint or getting feedback with the
Station Master is concerned, there were divisions like Asansol, Hyderabad, Katihar etc. where
the passengers did not face any problem. However, few percentages of passengers in divisions

like Lucknow LN (17.1%), Raipur (13.9%) rated this service as poor/ very poor.

o  When asked from the passengers if they were treated professionally and with respect by the
Indian Railway staff, all the passengers from the majority of the divisions (Ajmer, Lucknow LKO,
Raipur, Mumbai CSTM etc.) replied in affirmative. However, some of the passengers stated
negatively that they were not treated professionally by the Indian Railway staff in divisions like

Lucknow LIN (16%) and Dhanbad (11.5%).

e The customers of parcel were asked whether they had to pay gratification to the railway staff
while managing their operations of parcel, no customer from the 9 divisions (Lucknow LKO,
Hyderabad, Katihar, Khurdha, Ajmer, etc.) Reported any instance of any staff asking for
gratification. But divisions like Asansol (100%), Bangalore (90%), Dhanbad (40%), Mumbai BCT
(25%) and Raipur (27.3%) had significant percentage of the customers who reported staff asking

for gratification.

e Insome divisions, there were instances of involvement of middle men as reported by customers.

(Bangalore-90%; Bhopal-60%, Mumbai BCT- 41.7%, and Raipur- 27.3%)

The customers of goods/freight were asked about their experience related to the help from Railway
staff in case of any difficulty at the time of loading/ unloading of their freight. It was observed that in
majority of the divisions there were no complaints regarding this.
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IMPACT ASSESSMENT OF MISSION RAIL KARMAYOGI TRAINING
IN CUSTOMER/CITIZEN CENTRICITY FOR
FRONTLINE RAILWAY STAFF

Chapter-1: Background and Introduction

1.1 Understanding of the Project

Indian Railways Institute of Transport Management launched Rail Karmyogi Program wherein
91,000 railway staff officials were given training on three main dimensions — Service Levels,
Professionalism, and Solution Responsiveness. For the purpose of understanding the impact of

the training program, post-intervention for 1600 railway customers was conducted.

The Impact Assessment measured the effectiveness and change brought about in the interaction

level with the citizens and quality of services provided by the railway staff.

The study focused on the following parameters:
- Ticket Booking Experience
- Passenger Experience in the train
- Experience before boarding the train
- Experience after De-boarding from the train
- Good services

- Parcel Services
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1.2 Touch Points

The four main touch points where the survey was conducted

icket Booking Inside the
Counter Train

The sample size for the above mentioned categories are as follows:

are as follows:

Parcel /Goods
Services

SI. Touch Points No. of Respondents
1 Booking counter 20
2 Passenger Train 25

Railway Station

Platform , waiting rooms , vendor stalls

3 (Before Boarding) 25
Station master's office , concourse,
circulating area (After de boarding) 10
4 Parcel office 10
5 Good sheds/Private Sliding 10

A total of 16 railway stations across the country were selected for the study and at each railway
station, a sample of 100 passengers and goods/parcel customers were interviewed.
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Railway Stations Selected for the Study

Sl. ZONE DIVISION STATION
1 CR Mumbai CST™M
2 WR Mumbai BCT
3 NR Lucknow LKO
4 NER Lucknow UN
5 ER Asansol ASN
6 ECR Dhanbad DHN
7 ECoR Khurdha BBS
8 NCR Allahabad PRYJ
9 NFR Katihar KIR
10 NWR Ajmer All
11 WCR Bhopal BPL
12 SWR Bangalore SBC
13 SECR Raipur R
14 SER Kharagpur KGP
15 SR Chennai MAS
16 SCR Hyderabad HYB

1.3. Mechanism used for Authentication of Identities of the
Respondents

For the purpose of development of in-built system of authentication for identity of the respondent,
RDI officials used telephone number and registered PNR number of the respondent. Experienced local
field investigators, having experience of at least 5 years were selected to conduct the study. RDI
appointed one field team supervisor for each area to supervise the field work. Data was collected
using hand held device that contained the software for the interview. GPS coordinates were collected
at each touch points.

RDI did rigorous monitoring of field work to ensure quality control. The supervisor interacted with all
team-members and also conducted 10% to 20% back checks. The team supervisor conducted regular
team meetings to provide clarifications to the investigators both in groups and individually. On the
spot checks by the supervisors were also undertaken. Based on their observations, they suggested

ways to strengthen probing ways by investigators.
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1.4. Orientation of Enumerators

We organized training program for the enumerators. Training programs were conducted at different
locations based on the state specific language. The study’s objectives were communicated to
investigators in detail along with imparting the technical know-how of operating the software of hand
held device and its data synchronization & uploading process. Apart from the training on
guestionnaire, the trainees were also trained about the possible risk mitigation and problem solving

mechanism during the field survey for e.g. local problems etc.

1.5. Recruitment Plan for Required Manpower

In the past 20 years, RDI has been undertaking various large scale surveys. Therefore, we have a rich
pool of field survey enumerators who have experience in working in various states. Due to continuous
engagement with the same agency, these investigators have developed a permanent bond and are
many times more reliable than casually hired sets of local investigators. Care was taken to recruit
those enumerators who are well versed with the local language and dialects so that they probe and

understand the response in a proper way.

1.6. Operationalization

v’ Stage | — Pre-Testing of questionnaire

Pre Testing of the research tools was done to analyse the language & flow of questions, time

taken for the interview and respondents’ ease in responding the questions.

v' Stage Il — Consultation with IRITM

Consultation and meetings with the concerned officials were done to finalize detailed survey

plan.

v' Stage Il — Field Work

Fieldwork was undertaken under the supervision of RDI’s Executives.

v' Stage IV — Analysis and Reporting

o The data was analyzed by converting it into Citizen Trust Scores.

o Any discrepancy found was rectified
o Thorough data cleaning was undertaken to ensure that data reaching the analysis

stage is completely error free

Research & Development Initiative
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1.7. Framework - Impact Assessment Model

For the Rail Karmayogi Intervention, the overall Impact Assessment Model has been conceived and

designed by Illlumine Knowledge Resources, Pvt. Ltd. Mumbai.

This Impact Assessment Survey was conducted using the Citizen Trust Score (CTS) framework, and the
results was analyzed using the citizen trust measurement model — both of which was developed by

[llumine Knowledge Resources Pvt. Ltd. Mumbai.

Research & Development Initiative
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Chapter-2: Analysis & Reporting

RDI has conducted IRITM impact assessment survey for total 16 divisions. At each Division, data was

collected from the following categories of respondents:

o Passengers - Ticket booking experience: Includes passengers and their experience related to
ticket booking.

e  Passengers - In train experience: Includes passengers’ experiences with the train facilities.

e  Passengers - Experience before boarding: Includes passengers experience at the platform
while waiting for the train.

e  Passengers - Experience after de-boarding: Includes passenger’s experience of the services
provided after de boarding the train for ex. Taxi availability, Safety, Medical services.

e  Goods/Services: Customer experience regarding staff interactions, hygiene and delivery
services.

° Parcel: Customer experience regarding hygiene, loading/unloading of parcel, staff behavior.

Division wise reports have been generated to reflect the findings of the study.

2.1 Measuring Citizen Satisfaction

To measure the citizen satisfaction as part of the impact assessment exercise, the following
method was used:

° Respondents of the survey were categorized in three sections i.e.

Passengers, Parcel and Goods.

= passengers Passengers consists 4 categories:

e Passengers - Ticket booking experience

e Passengers- Inthe Train experience

e Passengers - Experience before boarding the train

e Passengers - Experience after De-Boarding the train

= Parcel Citizen interaction with the freight business

= Goods Citizen interaction with the goods business

Research & Development Initiative
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2.2 The Citizen Satisfaction Dimensions

The responses are categorized into the following categories to represent the various parameters
of the study.

=  Service Levels Cleanliness, Infrastructure, amenities, timeliness, services, etc.
=  Professionalism Staff conduct, behavior, information provided, etc.
=  Solution responsiveness Quality of complaint handling

2.3 Measurement of citizen satisfaction dimension

In any impact assessment survey, in order to measure various citizen satisfaction dimension, it is
necessary to formulate a measurement model consisting of citizen trust score. The main reason

behind development of citizen trust score is explained in the table given below.

Our primary goal is to formulate a measure of trust that is easy to communicate and share, and
can generate useful actionable insights about Indian Railways trust perception and open up precise
areas of improvements.

The ordinary citizen’s trust in the railways is an indicator of:

e The functioning of the railways itself.

e The functioning of the government, of which the Indian railways is an important face,

e Isalsoanindicator of railways competitiveness with other forms of transportation like road
etc.

e Adeclineintrust scores could resultin citizens choosing alternate forms of transport, could
impact revenues negatively and would reflect poorly on both the railways and the
government.

e Conversely, an improvement in the trust score would have an impact on all the above
parameters.

Credit- © Illlumine; 2022 — The Citizen Trust Score (CTS) is a framework developed by
lllumine Knowledge Resources Pvt. Ltd. Mumbai.
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Calculation of Citizen Trust Score

Citizen trust score has been calculated as given in the box below. This method was developed by
[llumine Knowledge Resources Private Limited.

The citizen trust score has been calculated based on the following method:
1.) From the citizen survey data, on each dimension, the percentage of negative responses was taken.
Types of negative responses depend on the questions asked in the survey:
o  “No” —sample question: was the Station Master polite and courteous?
e “Poor/ Very Poor” —sample question: what is your perception on the
timeliness of the station staff?
e “Dissatisfied / highly dissatisfied” —sample question: how satisfied are you with the response from
the railways staff?
2.) This percentage of negative responses can be seen as a measure of the number of flash points that occur
in any particular dimension of trust. So, Flashpoints are basically the percentage points where there is a need
forimprovement for Indian Railways services and are reflected as the percentage sum of “Poor” and “Very Poor”

responses.

3.) This percentage of negative responses is further graded on a scale of A to F using the table below.

0-5%
5<=10
10% <= 15%
15% <= 20%
20% <= 25%
>25%

MmO 0O ®m >
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4.) Each dimension is graded based on the frequency of occurrences in the individual component sub-

dimensions.

5.) Based on the above calculations, an aggregate of division level trust score is calculated on the three
dimensions of Service, professionalism and Solution responsiveness.

Credit - © lllumine, 2022 — For measuring citizen trust, a Measurement Model has also been developed by
lllumine Knowledge Resources Pvt. Ltd., Mumbai.

Research & Development Initiative

16




Chapter 3: Key Findings — Ajmer Division

This Chapter contains the findings of the study from the Ajmer division.

Ajmer Division (NWR): Tables and Analysis

-
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SUMMARY

Aggregate Citizen Trust Score for Ajmer Division

Division level score of Ajmer division is 4.59 i.e., the sum average of Service Trust, Professional Trust
& Solution Trust. Solution trust was the highest with a CTS of 4.89 out of 5, followed by Professional

trust which is 4.82. Service trust was the lowest of all the three as it scored 4.06.

All business

Service Trust 4.06
Professional Trust 4.82
Solution Trust 4.89
Division Level CTS 4.59
| A | B | E F

The average grading of this division is B with a trust score of 4.59.
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Significant Flash Points (Flashpoints more than 20%)

Passengers
Flash points above 20% in some parameters
Service e Toilet facilities at the railway station were not
satisfactory.
e Passengers spent too much time while booking the
tickets.
e Passengers were unable to board the train and find
their seat without any hassle.
e Passengers denied from getting a seat of their choice.
e Passengers did not get down from the train smoothly
and without any delay
Professionalism e No flash points above 20%
Solution e No flash points above 20%
Responsiveness
Parcel
Flash points above 20% in some parameters
Service e No flash points above 20%
Professionalism e No flash points above 20%
Solution e No flash points above 20%
Responsiveness

Goods/Services

Flash points above 20% in some parameters

Service e Customers experiencing unsafe hygienic working
conditions for laborers/ loaders

Professionalism e No flash points above 20%

Solution e No flash points above 20%

Responsiveness

Research & Development Initiative
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3.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses
and further their responses have been categorized in the three groups viz: Services, Professionalism
and solution responsiveness.

This section depicts the responses of passengers on the services that they availed.

3.1.1 Passengers’ Responses - Services

Services availed by the passengers are further categorized into the following:
1. Physical Infrastructure which includes Toilets, Wi-Fi, Bedsheets etc.

2. Customer experience which includes getting the ticket hassle-free, time spent at counters for
tickets etc.

Passengers’ experience using various facilities inside the train

Lighting 0 A 5
Compartment (cleanliness) 11.5 C 3
Seat / Berth 3.8 A 5
Air-conditioner / Fan 3.8 A 5
General Furniture 3.8 A 5
Pantry car / Dining car 7.7 B 4
Changing seat / berth 0 A 5
Catering 7.7 B 4
Bed roll 3.8 A 5

Experiences of passengers about facilities at the railway station

Drinking Water 16.3 D 2
Foot Over Bridge 9.3 B 4
Waiting Room / Dormitory 2.3 A 5
Food & Refreshments 7 B 4
Toilets 34.7 F 0
Wi-Fi 8.7 B 4
ATM 2.3 A 5
Direction signboards / digital displays 2.3 A 5
Station Announcements 2.3 A 5
Parking Facilities 0 A 5
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Experiences of passengers with the various aspects of ticket booking

Searching for trains 0 A 5
Trains availability enquiry 10.7 C 3
Booking the tickets 14.3 C 3
Payments 0 A 5

Experiences of passengers about reservations enquiry and information services at
the station / reservation counter.

Clear, complete information 7.1
Clean, hygienic booking office 0

Well maintained working systems 3.6

> > |>|®
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Sense of security and safe environment 0

Passengers’ statements regarding experience of ticket booking

Got the ticket of their choice without any hassle 10.7 C 3
Did not have to spend too much time while booking the tickets 28.6

-n
o

Found the ticketing process smooth and very efficient 3.6 A 5

Experiences of the passenger’s experience of train travel

Boarded the train and find their seat without any hassle 84.6

Could get a seat of their choice 30.8

Comfortable and clean travel in the train 3.8

> (> (T
vl |o|O

Had a safe and secured time in the train with the RPF staff providing security | 3.8

Experiences of passengers using services at the station

Luggage Booking 0

Divyangjan facilities / services 0

Left Luggage Locker/Cloak Room 2.3

> |2 (> >
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Medical Services / Emergency 2.3

Statements describing passenger’s experience

Had a safe and smooth boarding experience 3.6 A

Felt safe and secured at the railway station 3.6 A

Experiences of passengers after de-boarding the train
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Taxi / Auto services 6.7 B 4
Reached their destination station safely 6.7 B 4
Got down from the train smoothly and without any delay 26.7 F 0
Was able leave the platform and station without any

trouble 13.3 C 3
Found their preferred transport from the station to my

home / hotel / office 13.3 C 3

3.1.2 Passengers’ Responses - Professionalism

Quality of interaction and service at the booking counter

Polite and courteous 3.6 5
Professional 3.6 5
Got all the help they wanted from the staff / website 7.1 4

Behavior of the railway staff

RPF / Police 0 A 5
Compartment Attendant staff (Cleaner, bedroll, etc.) 0 A 5
Catering / Pantry car staff 0 A 5
Any other Railways staff 0 A 5
The TTE helped them tremendously 7.7 B 4

Experiences of passengers using facilities at railway station

Enquiry Services 2.3 A 5
Station Master 0 A 5
Enquiry Clerk 0 A 5
Train Examiner 2.9 A 5
Sahayaks/Porters 4.7 A 5
Waiting Room staff 2.3 A 5
Luggage services staff 4.7 A 5
Staff at the shops, restaurants and stalls 2.3 A 5
Got all the right information needed for boarding their train 0 A 5
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3.1.3 Passengers’ Responses - Solution Responsiveness

Experiences of passengers with the different aspects of ticket booking.

Making any complaints & getting a response 0 A 5
Helpful 3.6 A 5
Solved their queries / problems 7.1 B 4

Experiences of the passengers using services in the train

Filing a complaint and getting an action 3.8 A 5
Complaint / Feedback with the Station Master 2.3 A 5
Treated professionally and with respect by the Indian

Railways staff 0 A 5
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3.2. FINDINGS — PARCEL

3.2.1 Customers’ Responses - Services

Experience of customer while booking parcel/luggage

Efficient, smooth process 0 A 5
Clean, hygienic booking office 0 A 5
Safe and secured environment 0 A 5
Correct information about rates, trains, etc. 0 A 5
Correct prices and billing 0 A 5
Error free payments 0 A 5
Customer experience while loading/unloading parcel
Information about arrival / departure of parcel 8.3 B 4
Time available to load / unload 16.7 D 2
Help in case of over carriage 16.6 D 2
Availability of help in the form of labourers / loaders 8.3 B 4
Security 0 A 5
Compensation in case of damages 8.3 B 4
Theft and pilferage was high 8.3 B 4

3.2.2. Customers’ Responses - Professionalism

Customer experience of interactionwith various staff

Parcel booking staff 0 A 5

Parcel Helpers (Packers, loaders, etc.) 8.3 B 4

Outsourced staff 0 A 5

Parcel Supervisor / Senior Officers 0 A 5
Customer ratings of Indian railway staff

Polite and Courteous 0 A 5

Professional & Efficient 0 A
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3.2.3. Customers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 0 A 5

Solves their problem 0 A 5
Issues found by customer while managing their operations

Staff asked for gratification 0 A 5

Staff had middle men / touts involved 0 A 5
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3.3. FINDINGS — GOODS/SERVICES

3.3.1 Customers’ Responses — Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc. 0 A 5
Smooth Online booking system 0 A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 0 A 5
Online monitoring & tracking system 0 A 5
Experience of customer at the time of loading/unloading of freight
Information about arrival / departure of rakes 7.1 B 4
Access to goods terminal for trucks /other vehicles 0 A 5
Safe hygienic working conditions for labourers /loaders 28.5 F 0
Correct billing of demurrage / wharfage 0 A 5
Overall ambience lighting & security in the area 7.1 B 4

3.3.2. Customers’ Responses - Professionalism

Experience of customer after interacting with railway staff

Commercial staff at the Goodshed/ Terminal 0 A 5
Staff at the Station (E.g., SM) 7.1 B
Senior Railways officers 0 A 5

Customers’ overall rating of the Indian Railway staff

Polite and Courteous 0 A 5
Professional & Efficient 0 A 5
Theft and pilferage was high 0 A 5
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3.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

Help from Railways staff in case of any difficulty 7.1 B 4
Helpful 0 A 5
Solves their problem 0 A 5

Issues faced by customer while managing their operations

>
v

Staff asked for gratification 0
Staff had middle men / touts involved 0 A 5
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Division CTS- Touch Point

TICKET BOOKING
SERVICE TRUST 3.91
PROFESSIONAL TRUST 4.67
SOLUTION TRUST 4.67
OVERALL 4.41
AT THE STATION
SERVICE TRUST 3.95
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 4.65
IN THE TRAIN
SERVICE TRUST 3.85
PROFESSIONAL TRUST 4.80
SOLUTION TRUST 5.00
OVERALL 4.55
PARCEL
SERVICE TRUST 4.23
PROFESSIONAL TRUST 4.83
SOLUTION TRUST 5.00
OVERALL 4.69
GOODS
SERVICE TRUST 4.36
PROFESSIONAL TRUST 4.80
SOLUTION TRUST 4.80
OVERALL 4.65
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Chapter 4: Key Findings — Prayagraj Division

This Chapter contains the findings of the study from the Prayagraj division.

Prayagraj Division (PRYJ): Tables and analysis
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SUMMARY

Aggregate Citizen Trust Score for Prayagraj Division

Division level score of Prayagraj Division is 4.87 i.e., the sum average of Service Trust, Professional
Trust & Solution Trust. Solution trust was the highest with a CTS of 4.96 out of 5, followed by

Professional trust which is 4.84. Service trust was the lowest of all the three as it scored 4.81.

Service Trust 4.81
Professional Trust 4.84
Solution Trust 4,96
Division Level CTS 4.87

Research & Development Initiative




The average grading of this division is B with a trust score of 4.87.

Significant Flash Points (Flashpoints than 20%)

Passengers

Flash points above 20% in some parameters

Services e Passengers did not have comfortable and clean
travel in the train.

Professionalism e No flash points above 20%
Solution Responsiveness * Noflashpoints above 20%

Parcel

Flash points above 20% in some parameters

Services e No flash points above 20%

Professionalism e No flash points above 20%
Solution Responsiveness  * Noflash points above 20%

Goods/Services

Flash points above 20% in some parameters

Services ¢ No flash points above 20%
Professionalism e No flash points above 20%

Solution Responsiveness  * Noflash points above 20%
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4.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses and
further their responses have been categorized in the three groups viz: Services, Professionalism and
solution responsiveness.

This section depicts the responses of passengers on the services that they availed.

4.1.1 Passengers’ Responses - Services

Services availed by the passengers are further categorized into the following
1. Physical Infrastructure which includes Toilets, Wi-Fi, Bedsheets etc.
2. Customer experience which includes getting the ticket hassle-free, time spent at counters

for tickets etc.

Passengers experience using Various facilities inside the train

Lighting 0 A 5
Compartment (cleanliness) 0 A 5
Seat / Berth 0 A 5
Air-conditioner / Fan 8 B 4
General Furniture 0 A 5
Pantry car / Dining car 0 A 5
Changing seat / berth 0 A 5
Catering 0 A 5
Bed roll 0 A 5

8% respondents reported dissatisfaction with the functioning of AC/ fan.

Experiences of passengers about facilities at the railway station

Drinking Water 0 A 5
Foot Over Bridge 0 A 5
Waiting Room / Dormitory 0 A 5
Food & Refreshments 0 A 5
Toilets 5 A 5
Wi-Fi 3.3 A 5
ATM 0 A 5
Direction signboards / digital displays 0 A 5
Station Announcements 2.9 A 5
Parking Facilities 0 A 5
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A very low percentage of respondents (5%) did not have good experience related to toilets while 3.3

percent were not satisfied with the Wi-Fi services.

Experiences of passengers with the different aspects of ticket booking

Searching for trains

Trains availability enquiry

Booking the tickets

o O |O |O
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Payments

Experiences of passengers about reservations enquiry and information services at
the station / reservation counter.

Clear, complete information 10

Clean, hygienic booking office 20

Well maintained working systems
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Sense of security and safe environment

Passengers were asked about their experience related to reservation enquiry and information
services. 20% of the respondents graded the cleanliness of the booking offices as poor/very poor while

10% of them were dissatisfied with the information provided to them.

Passengers’ statements regarding experience of ticket booking

Got the ticket of my choice without any hassle 0 A 5
Did not have to spend too much time while booking the

tickets 10 B 4
Found the ticketing process smooth and very efficient 5 A 5

10% of the respondents stated that they had to spend too much time while booking their tickets.

Experiences of the passenger’s experience of train travel

Boarded the train and found seats without any hassle 12 cC| 3
Could get a seat of my choice 8 B| 4
Comfortable and clean travel in the train 36 F| O
Had a safe and secured time in the train with the RPF staff providing security 4 Al 5

Nearly 36% of the passengers denied of having comfortable and clean travel in the train, while 12%

replied in negative when asked whether they found their seats without any hassle.
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Experiences of passengers using services at the station

Luggage Booking 2.9 A 5

Divyangjan facilities / services 0 A 5

Left Luggage Locker/Cloak Room 2.9 A 5

Medical Services / Emergency 0 A 5
Statements describing passenger’s experience

Had a safe and smooth boarding experience 0 A 5

Felt safe and secured at the railway station 0 A 5

Experiences of passengers after deboarding the train

Taxi / Auto services

Reached my destination station safely

Got down from the train smoothly and without any delay

Was able leave the platform and station without any trouble

o |0 |O |O
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Found my preferred transport from the station to my home / hotel
/ office

>

4.1.2 Passengers’ Responses - Professionalism

This section depicts the passengers’ opinion on their interaction with the Indian railway staff.

Quality of interaction and service at the booking counter

Polite and courteous

Professional

>

Got all the help | wanted from the staff / website
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Behavior of the railway staff

RPF / Police 0 A 5
Compartment Attendant staff (Cleaner, bedroll, etc.) 0 A 5
Catering / Pantry car staff 0 A 5
Any other Railways staff 0 A 5
The TTE helped me tremendously 16 D 2

Overall passengers had good interaction with the Indian Railway Staff. Nearly 16% of the passengers

stated that that the TTE did not help them tremendously.

Experiences of passengers using facilities at railway station

Enquiry Services 0 A 5
Station Master 0 A 5
Enquiry Clerk 0 A 5
Train Examiner 0 A 5
Sahayaks/Porters 0 A 5
Waiting Room staff 5.7 B 4
Luggage services staff 0 A 5
Staff at the shops, restaurants and stalls 2.8 A 5
Got all the right information needed for boarding the train 8 B 4

4.1.3 Passengers’ Responses - Solution Responsiveness

This section depicts the responses related to the solution responsiveness by the Indian Railway staff.

Experiences of passengers with the different aspects of ticket booking.

Making any complaints & getting a response 0 A 5
Helpful 0 A 5
Solved my queries / problems 0 A 5
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Experiences of the passengers using services in the train

Filing a complaint and getting an action 0 A 5
Complaint / Feedback with the Station Master 2.9 A 5
Treated professionally and with respect by the Indian Railways 0 A 5
staff

None of the passengers rated the service of filing a complaint and getting an action and the treatment
of the Indian Railway staff as poor/ very poor.

The quality of solution responsiveness of the Indian Railway Staff was found to be at par by the
passengers. Only 2.9% of the passengers did not have good experience related to complaint/ feedback

with station master.
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4.2 FINDINGS - PARCEL

This section contains the customer experiences regarding the transportation of their goods/luggage.

Experience contains booking experience, staff interactions, railway facilities, etc...

4.2.1 Passengers’ Responses - Services

Experience of customer while booking parcel/luggage

Efficient, smooth process 0 A 5
Clean, hygienic booking office 0 A 5
Safe and secured environment 10 B 4
Correct information about rates, trains, etc. 0 A 5
Correct prices and billing 0 A 5
Error free payments 0 A 5
Customer experience while loading/unloading parcel
Information about arrival / departure of parcel 0 A 5
Time available to load / unload 0 A 5
Help in case of over carriage 0 A 5
Availability of help in the form of labourers / loaders 0 A 5
Security 0 A 5
Compensation in case of damages 0 A 5

Customers reported their experiences to be good related to the various services they used while

booking and loading/ unloading their parcel or luggage.

4.2.2. Passengers’ Responses - Professionalism

Customer experience of interaction with various staff

Parcel booking staff

Parcel Helpers (Packers, loaders, etc.)

Outsourced staff

o |O |O |Oo
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Parcel Supervisor / Senior Officers
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Customer ratings of Indian railway staff

Polite and Courteous 0 A 5
Professional & Efficient 0 A 5

Positive ratings to the behavior of the Indian Railway Staff by the customers were on the basis of the

quality of interaction that happened between them, which as per the data is good.

4.2.3. Passengers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 0 A 5

Solves my problem 0 A 5
Issues found by customer while managing their operations

Staff asked for gratification 0 A 5

Staff had middle men / touts involved 0 A 5

The customers had good experience with the kind of responses they got from the railway staff for

their queries or problems.
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4.3 FINDINGS — GOODS/SERVICES

This section depicts the services, facilities and the interactions of Indian railway staff and customers.

Transportation of goods and services related business has been taken into account here.

4.3.1 Passengers’ Responses — Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc. 0 A 5
Smooth Online booking system 0 A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 0 A 5
Online monitoring & tracking system 0 A 5
Experience of customer at the time of loading/unloading of freight
Information about arrival / departure of rakes 0 A 5
Access to goods terminal for trucks /other vehicles 10 B 4
Safe hygienic working conditions for labourers /loaders 0 A 5
Correct billing of demurrage / wharfage 0 A 5
Overall ambience lighting & security in the area 0 A 5

4.3.2. Passengers’ Responses - Professionalism

Experience of customer after interacting with railway staff

Commercial staff at the Goodshed/ Terminal 0 A 5

Staff at the Station (E.g., SM) 0 A 5

Senior Railways officers 0 A 5
Customers’ overall rating of the Indian Railway staff

Polite and Courteous 0 A 5

Professional & Efficient 0 A 5

Theft and pilferage was high 0 A 5
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Customers found the railway staff (commercial staff at the Goodshed/ terminal, staff at the station,
senior railway officers) interactive, polite and courteous, professional & efficient. Also, the cases of

theft and pilferage were not found.

4.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

4

Help from Railways staff in case of any difficulty 10 B
Helpful 0 A 5
Solves my problem 0 A 5

Customers’ responses to the quality of solution responsiveness were positive. Only 10% of the
passengers reported poor/ very poor experience related to the help they got from Railways staff in
case of any difficulty.

Issues faced by customer while managing their operations

>
v

Staff asked for gratification 0
Staff had middle men / touts involved 0 A 5
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Division CTS- Touch Point

TICKET BOOKING
SERVICE TRUST 4.55
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 4.85
AT THE STATION
SERVICE TRUST 5.00
PROFESSIONAL TRUST 4.78
SOLUTION TRUST 5.00
OVERALL 4.93
IN THE TRAIN
SERVICE TRUST 4.69
PROFESSIONAL TRUST 4.40
SOLUTION TRUST 5.00
OVERALL 4.70
PARCEL
SERVICE TRUST 4.92
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 4.97
GOODS
SERVICE TRUST 4.92
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 4.80
OVERALL 4.91
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Chapter 5: Key Findings — Asansol Division

This Chapter contains the findings of the study from the Asansol division.

Asansol Division (ER): Tables and analysis

Summary

Aggregate Citizen Trust Score for Asansol Division

Division level score of Asansol Division is 4.55 i.e., the sum average of service trust, Professional
Trust & Solution Trust. Service trust was the highest with a CTS of 4.81 out of 5, followed by
professional trust which is 4.67. Solution trust was the lowest of all the three as it scored 4.18.

Service Trust 4.81
Professional Trust 4.67
Solution Trust 418
Division Level CTS 4.55
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The average grading of this division is B with a trust score of 4.55.

Asansol Division: Significant Flash Points (Flashpoints more than 20%)

Passengers

Services e Poor Wi-Fi facilities

Professionalism No flash points above 20%

Solution Responsiveness ¢ Noflash pointsabove 20%

Parcel
Services e No flash points above 20%
Professionalism e No flash points above 20%

Solution Responsiveness e Staff asked for gratification

Goods/Services
Services e No flash points above 20%
Professionalism e No flash points above 20%

Solution Responsiveness e Staff asked for gratification

5.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses and
further their responses have been categorized in the three groups viz: Services, Professionalism and
Solution Responsiveness.

This section depicts the responses of passengers on the services that they availed.

5.1.1 Passengers’ Responses - Services

Services availed by the passengers are further categorized into the following
1. Physical Infrastructure which includes For Ex. Toilets, Wi-Fi, Bedsheets etc.
2. Customer experience which includes For Ex. Getting the ticket hassle-free, time-spent at
counters for tickets etc.
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Passengers’ experience using various facilities inside the train

Lighting 0 A 5
Compartment (cleanliness) 4 A 5
Seat / Berth 0 A 5
Air-conditioner / Fan 0 A 5
General Furniture 0 A 5
Pantry car / Dining car 0 A 5
Changing seat/ berth 4 A 5
Catering 0 A 5
Bed Roll 0 A 5

Experiences of passengers about facilities at the railway station

Drinking Water 5.7 B 4
Foot Over Bridge 2.8 A 5
Waiting Room / Dormitory 8.5 B 4
Food & Refreshments 2.8 A 5
Toilets 15 C 3
Wi-Fi 25 E 1
ATM 0 A 5
Direction signboards / digital displays 2.8 A 5
Station Announcements 2.8 A 5
Parking Facilities 0 A 5
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Experiences of passengers with the various aspects of ticket booking

Searching for trains 0 A 5
Trains availability enquiry 10 B 4
Booking the tickets 0 A 5
Payments 0 A 5

Experiences of passengers about reservations enquiry and information services at
the station / reservation counter.

Clear, complete information 5 A 5
Clean, hygienic booking office 5 A 5
Well maintained working systems 5 A 5
Sense of security and safe environment 0 A 5
Passengers’ statements regarding experience of ticket booking

Got the ticket of their choice without any hassle 20 D 2
Did not have to spend too much time while booking the

tickets 20 D

Found the ticketing process smooth and very efficient 5 A

Passengers’ experience of train travel

Boarded the train and found seats without any hassle

Could get a seat of their choice

Comfortable and clean travel in the train
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> (> > | >
(G RO, R T R N

Had a safe and secured time in the train with the RPF staff providing security

Experiences of passengers using these services at the station

Luggage Booking 2.9 A 5

Divyangjan facilities / services 2.9 A 5

Left Luggage Locker/Cloak Room 0 A 5

Medical Services / Emergency 5.7 B 4
Statements describing passenger’s experience

Had a safe and smooth boarding experience 0 A

Felt safe and secured at the railway station 4 A
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Experiences of passengers after de-boarding the train

Taxi / Auto services 0 A 5
Reached my destination station safely 0 A 5
Got down from the train smoothly and without any delay 20 D 2
Was able leave the platform and station without any trouble 0 A 5
Found their preferred transport from the station to their home / 0 A 5
hotel / office

Slightly more than a quarter of the passengers did not get down from the train smoothly and
without any delay (20%).

5.1.2 Passengers’ Responses - Professionalism

This section depicts the passengers’ opinion on their interaction with the Indian railway staff.

Quality of interaction and service at the booking counter

Polite and courteous 5 A 5
Professional 5 A 5
Got all the help | wanted from the staff / website 10 B 4

10% of the passengers stated that they did not get all the help they wanted from the staff, while
minute percentage of the passengers did not have a good quality of interaction and service at the

booking counter.

Behavior of the railway staff

RPF / Police 0 A 5
Compartment Attendant staff (Cleaner, bedroll, etc.) 4 A 5
Catering / Pantry car staff 0 A 5
Any other Railways staff 0 A 5
The TTE helped them tremendously 16 D 2
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Experiences of passengers using facilities at railway station

Enquiry Services 0 A 5
Station Master 0 A 5
Enquiry Clerk 0 A 5
Train Examiner 1.6 A 5
Sahayaks/Porters 14.2 C 3
Waiting Room staff 0 A 5
Luggage services staff 0 A 5
Staff at the shops, restaurants and stalls 0 A 5
Got all the right information needed for boarding the train 0 A 5

5.1.3 Passengers’ Responses - Solution Responsiveness

This section depicts the responses related to the solution responsiveness by the Indian Railway staff.
Experiences of passengers with the different aspects of ticket booking

Making any complaints & getting a response 15 C 3
Helpful 10 B 4
Solved their queries / problems 5 A 5

Experiences of the passengers using services in the train

Filing a complaint and getting an action 4 A 5
Complaint / Feedback with the Station Master 0 A 5
Treated professionally and with respect by the Indian Railways 0 A 5
staff
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5.2. FINDINGS — PARCEL

This section contains the customers’ experiences regarding the booking/receiving of their
goods/luggage.

5.2.1 Customers’ Responses - Services

Experience of customer while booking parcel

Efficient, smooth process 0 A 5
Clean, hygienic booking office 0 A 5
Safe and secured environment 0 A 5
Correct information about rates, trains, etc. 0 A 5
Correct prices and billing 0 A 5
Error free payments 0 A 5
Customers’ experience while loading/unloading parcel
Information about arrival / departure of parcel 0 A 5
Time available to load / unload 0 A 5
Help in case of over carriage 0 A 5
Availability of help in the form of labourers / loaders 0 A 5
Security 0 A 5
Compensation in case of damages 0 A 5
Theft and pilferage were high 0 A 5

5.2.2. Customers’ Responses - Professionalism

Customers’ experience of interaction with various staff

Parcel booking staff

Parcel Helpers (Packers, loaders, etc.)

Outsourced staff
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Parcel Supervisor / Senior Officers
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Customers’ ratings of Indian railway staff

Polite and Courteous 0 A
Professional & Efficient 0 A

5.2.3. Customers’ Responses - Solution Responsiveness

Customers’ ratings of Indian railway staff

Helpful 0 A 5
Solves their problem 0 A

Issues found by customers while managing their operations

Staff asked for gratification 100 F 0
Staff had middle men / touts involved 10 B 4
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5.3. FINDINGS — GOODS/SERVICES

This section depicts the experience of customers who availed the goods services.

5.3.1 Customers’ Responses - Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc. 0 A 5
Smooth Online booking system 0 A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 0 A 5
Online monitoring & tracking system 0 A 5
Experience of customer at the time of loading/unloading of freight
Information about arrival / departure of rakes 0 A 5
Access to goods terminal for trucks /other vehicles 0 A 5
Safe hygienic working conditions for labourers /loaders 0 A 5
Correct billing of demurrage / wharfage 0 A 5
Overall ambience lighting & security in the area 0 A 5

5.3.2. Customers’ Responses - Professionalism

Experience of customer after interacting with railway staff

5

Commercial staff at the Goodshed/ Terminal 0 A

Staff at the Station (Eg., SM) A

Senior Railways officers 0 A
Customers’ overall rating of the Indian Railway staff

Polite and Courteous 0 A

Professional & Efficient 0 A

Theft and pilferage was high 20 D
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5.3.3. Customers’ Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of freight

o
(]

Help from Railways staff in case of any difficulty A

Helpful A

Solves their problem 0 A

Issues faced by customer while managing their operations
Staff asked for gratification 100 F
Staff had middle men / touts involved 20 D 2
Division CTS- Touch Point
TICKET BOOKING
SERVICE TRUST 4.36
PROFESSIONAL TRUST 4.67
SOLUTION TRUST 4.00
OVERALL 4.34
AT THE STATION
SERVICE TRUST 4.69
PROFESSIONAL TRUST 4.78
SOLUTION TRUST 5.00
OVERALL 4.82
IN THE TRAIN
SERVICE TRUST 5.00
PROFESSIONAL TRUST 4.40
SOLUTION TRUST 5.00
OVERALL 4.80
PARCEL
SERVICE TRUST 5.00
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 3.50
OVERALL 4.50
GOODS

SERVICE TRUST 5.00
PROFESSIONAL TRUST 4.50
SOLUTION TRUST 3.40
OVERALL 4.30
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Chapter 6: Key Findings — Bangalore Division

This Chapter contains the findings of the study from the Bangalore division.

Bangalore Division (SWR): Tables and Analysis

SUMMARY

Aggregate Citizen Trust Score for Bangalore Division

Division level score of Bangalore Road Division is 4.57 i.e., the sum average of Service Trust,
Professional Trust & Solution Trust. Professional Trust score was the highest with a CTS of 4.78 out of

5, followed by Service Trust which is 4.68. Solution Trust was the lowest of all the three as it scored

4.26.
Service Trust 4.68
Professional Trust 478
Solution Trust 4.26
Division Level CTS 4.57

>
ve}
(@]
m
B

The average grading of this division is B with a trust score of 4.57.
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Bangalore Division: Significant Flash Points (Flashpoints more than
20%)

Passengers

Flash points above 20% in some parameters

Services e Poor toilets facilities at the railway station

Professionalism e No flash points above 20%

Solution Responsiveness * Noflash pointsabove 20%

Parcel
Flash points above 20% in some parameters
Services e No flash points above 20%
Professionalism e No flash points above 20%

Solution Responsiveness e Staff asked for gratification
e Staff had middle men/ touts involved

Goods/Services

Flash points above 20% in some parameters

Services e Poor experience of hygienic working conditions for
laborers/ loaders

Professionalism e No flash points above 20%

Solution Responsiveness * N flash pointsabove 20%
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6.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses and
further their responses have been categorized in the three groups viz: Services, Professionalism and
solution responsiveness.

This section depicts the responses of passengers on the services that they availed.

6.1.1 Passengers’ Responses — Services

Services availed by the passengers are further categorized into the following:

1. Physical Infrastructure which includes Toilets, Wi-Fi, Bedsheets etc.
2. Customer experience which includes getting the ticket hassle-free, time spent at counters

for tickets etc.

Passengers’ experience using various facilities inside the train

Lighting 0 A 5
Compartment (cleanliness) 4 A 5
Seat / Berth 0 A 5
Air-conditioner / Fan 0 A 5
General Furniture 0 A 5
Pantry car / Dining car 0 A 5
Changing seat / berth 0 A 5
Catering 0 A 5
Bed roll 4 A 5

Apart from a miniscule percentage of passengers (4%) reporting about the cleanliness of the
compartment as very poor/poor, there were no negative feedback about other services related to

infrastructure in the train.

Experiences of passengers about facilities at the railway station

Drinking Water 5.6 B 4
Foot Over Bridge 2.8 A 5
Waiting Room / Dormitory 0 A 5
Food & Refreshments 0 A 5
Toilets 32.8 F 0
Wi-Fi 1.6 A 5
ATM 2.8 A 5
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Direction signboards / digital displays 0 A 5
Station Announcements A 5
Parking Facilities 0 A 5

o

Facilities related to toilets were a major concern as nearly 32.8% of respondents found them to be
poor or very poor. However, other facilities like waiting room/ dormitory, foods and refreshments,
direction signboards/ digital displays, station announcements, and parking facilities were found to be
at par with their expectations.

A very low percent of respondents did not find the facility of drinking water satisfactory.

Experiences of passengers with the different aspects of ticket booking

Searching for trains

Trains availability enquiry
Booking the tickets
Payments
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None of the respondents complained about the enquiry or booking process of the trains.

Experiences of passengers about reservations enquiry and information services at
the station / reservation counter.

Clear, complete information

Clean, hygienic booking office

Well maintained working systems
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Sense of security and safe environment

Passengers’ statements regarding experience of ticket booking

Got the ticket of my choice without any hassle 0 A 5
Did not have to spend too much time while booking the

tickets 0 A 5
Found the ticketing process smooth and very efficient 0 A 5
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Experiences of the passengers experience of train travel

Boarded the train and find my seat without any hassle 0 A 5
Could get a seat of my choice 0 A 5
Comfortable and clean travel in the train 0 A 5
Had a safe and secured time in the train with the RPF staff providing security | 0 A 5
Experiences of passengers using services at the station
Luggage Booking 0 A 5
Divyangjan facilities / services 2.8 A 5
Left Luggage Locker/Cloak Room 0 A 5
Medical Services / Emergency 0 A 5
Statements describing passenger’s experience
Had a safe and smooth boarding experience 0 A 5
Felt safe and secured at the railway station 0 A 5

Experiences of passengers after de-boarding the train

Taxi / Auto services

Reached my destination station safely

Got down from the train smoothly and without any delay

Was able leave the platform and station without any trouble
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Found my preferred transport from the station to my home / hotel
/ office

Passengers stated that they had a good experience in reaching their destination station safely, getting
down from the train smoothly without any delay, leaving the platform and station without any trouble

and finding preferred transport from the station to their home/ hotel/ office.

6.1.2 Passengers’ Responses - Professionalism

This section depicts the passengers’ opinion on their interaction with the Indian railway staff.
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Quality of interaction and service at the booking counter

\

Polite and courteous 0 A
Professional 0 A 5
Got all the help wanted from the staff / website 14.3 C 3

When passengers were asked to give their opinion about the help they got from the staff/website,

nearly 14% graded this help as poor or very poor.

Behavior of the railway staff

RPF / Police
Compartment Attendant staff (Cleaner, bedroll, etc.)

Catering / Pantry car staff

Any other Railways staff
The TTE helped me tremendously
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A very low percent of respondents (4%) found the behavior of the compartment staff to be poor.
Whereas the behavior of other railway staff like RPF/ Police, catering/ pantry car staff, and any other

railway staff were found to be satisfactory by the passengers.

Experiences of passengers using facilities at railway station

Enquiry Services 5.6 B 4
Station Master 0.8 A 5
Enquiry Clerk 2.8 A 5
Train Examiner 0 A 5
Sahayaks/Porters 0 A 5
Waiting Room staff 0 A 5
Luggage services staff 2.8 A 5
Staff at the shops, restaurants and stalls 0 A 5
Got all the right information needed for boarding the train 0 A 5

Very few respondents had poor experience related to enquiry services or luggage services staff.
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6.1.3 Passengers’ Responses - Solution Responsiveness

This section depicts the responses related to the solution responsiveness by the Indian Railway staff.

Experiences of passengers with the different aspects of ticket booking

Making any complaints & getting a response 4.8 A 5
Helpful 0 A 5
Solved my queries / problems 4.8 A 5

Nearly 4.8% of passengers who booked the ticket online had issues with making any complaints and

getting a response and a similar percentage stated that their queries or problems were not solved.

Experiences of the passengers using services in the train

Filing a complaint and getting an action 4 A 5
Complaint / Feedback with the Station Master 2.8 A 5
Treated professionally and with respect by the Indian Railways 4 A 5
staff

4% of the passengers did not have a good experience with filing a complaint and getting an action in
the train. A similar percentage of the passengers rated the treatment of the Indian Railway staff as
poor/ very poor.
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6.2. FINDINGS — PARCEL

This section contains the customers’ experiences regarding the booking/receiving of their

goods/luggage.

6.2.1 Passengers’ Responses - Services

Experience of customer while booking parcel/luggage

Efficient, smooth process

Clean, hygienic booking office

Safe and secured environment

Correct information about rates, trains, etc.

Correct prices and billing

Error free payments
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Customer experience while loading/unloading parcel

Information about arrival / departure of parcel

Time available to load / unload

Help in case of over carriage

Availability of help in the form of labourers / loaders

Security

Compensation in case of damages

(ol ol ol foil No N N

Theft and pilferage were high
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One fifth of the respondents stated that theft/pilferage was high. Apart from this, none of them

complained about the other aspects of booking parcel.

6.2.2. Passengers’ Responses - Professionalism

Customer experience of interaction with various staff

Parcel booking staff

Parcel Helpers (Packers, loaders, etc.)

Outsourced staff

Parcel Supervisor / Senior Officers
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Customer ratings of Indian railway staff

Polite and Courteous 0 A 5
Professional & Efficient 0 A 5

6.2.3. Passengers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 0 A 5
Solves my problem 0 A 5
Issues found by customer while managing their operations
Staff asked for gratification 90 F 0
Staff had middle men / touts involved 90 F 0

A very large percentage of respondents complained that the staff asked for gratification and there

was involvement of middle men and touts.
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6.3. FINDINGS — GOODS/SERVICES

This section depicts the experience of customers who availed the goods services.

6.3.1 Passengers’ Responses - Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc. 20 D 2
Smooth Online booking system 0 A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 0 A 5
Online monitoring & tracking system 0 A 5

One fifth of respondents rated the clarity of information related to rates, discounts and rebates to

be poor or very poor.

Experience of customer at the time of loading/unloading of freight

Information about arrival / departure of rakes 20 D 2
Access to goods terminal for trucks /other vehicles 0 A 5
Safe hygienic working conditions for labourers /loaders 40 F 0
Correct billing of demurrage / wharfage 0 A 5
Overall ambience lighting & security in the area 0 A 5

40% of the customers stated that the working conditions of the loaders etc. were unsafe and
unhygienic.

20% of the customers had troubled getting information about arrival/ departure of rakes.

6.3.2. Passengers’ Responses - Professionalism

Experience of customer after interacting with railway staff

Commercial staff at the Goodshed/ Terminal 0 A
Staff at the Station (E.g., SM) 0 A
Senior Railways officers 0 A 5
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Customers’ overall rating of the Indian Railway staff

Polite and Courteous 0 A 5
Professional & Efficient 10 B
Theft and pilferage were high 10 B 4

Ten percent of the respondents replied in affirmation that the theft and pilferage was there while an

equal percentage graded the efficiency of the professionals to be poor or very poor.

6.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

Help from Railways staff in case of any difficulty 0 A 5
Helpful 20 D 2
Solves my problem 10 B 4

20% of the customers did not find the Indian Railway Staff to be helpful.

10% of the customers did not get solution to their problems.

Issues faced by customer while managing their operations

Staff asked for gratification 10 B 4
Staff had middle men / touts involved 10 B 4

10% of respondents state that staff asked for gratification or there was involvement of middle men

& touts.
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Division CTS- Touch Point

TICKET BOOKING

SERVICE TRUST 5.00
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 5.00
AT THE STATION

SERVICE TRUST 4.63
PROFESSIONAL TRUST 4.89
SOLUTION TRUST 5.00
OVERALL 4.84
IN THE TRAIN

SERVICE TRUST 5.00
PROFESSIONAL TRUST 4.33
SOLUTION TRUST 5.00
OVERALL 4.78
PARCEL

SERVICE TRUST 4.77
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 2.50
OVERALL 4.09
GOODS

SERVICE TRUST 4.00
PROFESSIONAL TRUST 4.67
SOLUTION TRUST 3.80
OVERALL 4.16
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Chapter 7: Key Findings — Bhopal Division

This Chapter contains the findings of the study from the Bhopal division.

Bhopal Division (WCR): Tables and Analysis

Summary

Aggregate Citizen Trust Score for Division

Division level score of Bhopal Division is 3.75 i.e. the sum average of service trust, Professional Trust
& Solution Trust. Professional trust score was highest with a CTS of 4.37 out of 5, followed by

Solution trust which is 3.90. Service trust was the lowest of all the three as it scored 2.98.

Service Trust 2.98
Professional Trust 437
Solution Trust 3.90
Division Level CTS 3.75

>
o]
| O |
m
B

Research & Development Initiative




Significant Flash Points (Flashpoints more than 20%)

Passengers

Services

Professionalism

Solution
Responsiveness

Flash points above 20% in some parameters

Passengers spent too much of time while booking the
tickets.

Passengers did not get the ticket of their choice without
any hassle.

Passengers did not get clear and complete information.
Passengers did not have a comfortable and clean travel in
the train.

Catering services were rated poor and very poor.
Respondents weren’t able to board the train and find their
seat without any hassle.

Passengers couldn’t get a seat of their choice.

Passengers were not happy with the cleanliness in the
compartments

Unsafe and insecure time in the train with the RPF staff
providing security.

Poor Wi-Fi services

Services related to toilets were poor

Services of drinking water were not up to the mark.
Passengers weren’t able to leave the platform and station
without any trouble.

Facilities of drinking water at the railway station are not
good.

Passengers did not get all the help they wanted from the
staff/ website.

No help from the TTE

Poor interaction with the catering/ pantry car staff.

No flash points above 20%

Research & Development Initiative

63




Parcel

Flash points above 20% in some parameters

H e Not satisfied with the compensation in case of damages.
Services
Professionalism e No flash points above 20%
i e Staff had middle men/ touts involved
Solution
Responsiveness e Compensation in case of damages

Goods/Services

Flash points above 20% in some parameters

Services e Poor access to goods terminal for trucks/ other vehicles
Professionalism e No flash points above 20%

Solution e No flash points above 20%

Responsiveness

7.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses and
further their responses have been categorized in the three groups viz: Services, Professionalism and
solution responsiveness.

This section depicts the responses of passengers on the services that they availed.

7.1.1 Passengers’ Responses — Services

Services availed by the passengers are further categorized into the following:
1. Physical Infrastructure which includes Toilets, Wi-Fi, Bedsheets etc.
2. Customer experience which includes getting the ticket hassle-free, time spent at counters for

tickets etc.

Passengers experience using various facilities inside the train

Research & Development Initiative

64



Parameter FlashPoint % | Grade | Weight
Lighting 3.8 A 5
Compartment (cleanliness) 23.1 E 1
Seat / Berth 11.5 C 3
Air-conditioner / Fan 0 A 5
General Furniture 7.7 B 4
Pantry car / Dining car 15.4 D 2
Changing seat / berth 0.0 A 5
Catering 34.6 F 0
Bed roll 0 A 5
Experiences of passengers about facilities at the railway station
Parameter FlashPoint % | Grade | Weight
Drinking Water 22.4 E 1
Foot Over Bridge 6.1 B 4
Waiting Room / Dormitory 2 A 5
Food & Refreshments 8.2 B 4
Toilets 22.7 E 1
Wi-Fi 58.7 F 0
ATM 8.2 B 4
Direction signboards / digital displays 16.3 D 2
Station Announcements 4.1 A 5
Parking Facilities 0 A 5
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Experiences of passengers with the different aspects of ticket booking.

Parameter Flashpoint % Grade | Weight
Searching for trains 20 D 2
Trains availability enquiry 15 C 3
Booking the tickets 20 D 2
Payments 10 B 4

Experiences of passengers about reservations enquiry and information services at

the station / reservation counter.

Clear, complete information 25 E 1

Clean, hygienic booking office A 5

Well maintained working systems 0 A 5

Sense of security and safe environment 10 B 4
Passengers’ statements regarding experience of ticket booking

Got the ticket of their choice without any hassle 30 F

Did not have to spend too much time while booking the 35 F

tickets

Found the ticketing process smooth and very efficient 5 A 5
Experiences of the passengers’ statements experience of train travel

Boarded the train and find their seat without any hassle 30.8 F 0

Could get a seat of their choice 30.8 F 0

Comfortable and clean travel in the train 38.5 F 0

Had a safe and secured time in the train with the RPF staff providing security 23.1 E 1
Experiences of passengers using services at the station

Luggage Booking 6.1 B 4

Divyangjan facilities / services 6.1 B 4

Left Luggage Locker/Cloak Room 12.2 C 3

Medical Services / Emergency 16.3 D 2
Statements describing passenger’s experience

Had a safe and smooth boarding experience 13.3 3

Felt safe and secured at the railway station 33 A 5
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Experiences of passengers using these services

Parameter FlashPoint | Grad | Weig
% e ht

Taxi / Auto Services 0 A 5
Reached their destination station safely 0 A 5
Got down from the train smoothly and without any delay 5.3 B 4
Was able leave the platform and station without any trouble 211 E 1
Found their preferred transport from the station to their home / 5.3 B 4
hotel / office

7.1.2 Passengers’ Responses - Professionalism

This section depicts the passengers’ opinion on their interaction with the Indian railway staff.

Quality of interaction and service at the booking counter
Parameter FlashPoint % Grade | Weight
Polite and courteous 20 D 2
Professional 5 A 5
Got all the help they wanted from the staff / website 25.0 E 1

Behavior of the railway staff
Parameter FlashPoint % | Grade | Weight
RPF / Police 3.8 A 5
Compartment Attendant staff (Cleaner, bedroll, etc.) 19.2 D 2
Catering / Pantry car staff 23.1 E 1
Any other Railways staff 15.4 D 2
The TTE helped them tremendously 34.6 F 0

Experiences of passengers using facilities at railway station
Parameter FlashPoint % Grade Weight
Enquiry Services 6.1 B 4
Station Master 0.8 A 5
Enquiry Clerk 0 A 5
Train Examiner 4 A 5
Sahayaks/Porters 0 A 5
Waiting Room staff 4.1 A 5
Luggage services staff 8.2 B 4
Staff at the shops, restaurants and stalls 4.1 A 5
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| Got all the right information needed for boarding the train | 10 B

7.1.3 Passengers’ Responses - Solution Responsiveness

This section depicts the responses related to the solution responsiveness by the Indian Railway staff.

Experiences of passengers with the different aspects of ticket booking.

Parameter FlashPoint % Grade Weight

Making any complaints & getting a response 0 A 5

Helpful 10 B 4

Solved their queries / problems 0 A 5

Experiences of the passengers using services in the train
Parameter FlashPoint | Grad | Weigh

% e t

Filing a complaint and getting an action 19.2 D 2

Complaint / Feedback with the Station Master 4.1 A 5

Treated professionally and with respect by the Indian Railways

staff 0 A 5
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7.2. FINDINGS — PARCEL

This section contains the customers’ experiences regarding the booking/receiving of their

goods/luggage.

7.2.1 Customers’ Responses - Services

Experience of customer while booking parcel/luggage

Parameter FlashPoint % Grade Weight
Efficient, smooth process 10 B 4
Clean, hygienic booking office 10 B 4
Safe and secured environment 10 B 4
Correct information about rates, trains, etc. 20 D 2
Correct prices and billing 10 B 4
Error free payments 0 A 5

Customers’ experiences while loading/unloading parcel

Information about arrival / departure of parcel 10 B 4
Time available to load / unload 20 D 2
Help in case of over carriage 0 A 5
Availability of help in the form of laborers / loaders 20 D 2
Security 10 B 4
Compensation in case of damages 30 F 0
Theft and pilferage were high 20 D 2

7.2.2. Customers’ Responses — Professionalism

Customer interaction and experience after interaction with various staff

Parameter FlashPoint % Grade Weight
Parcel booking staff 0 A 5
Parcel Helpers (Packers, loaders, etc.) 0 A 5
Outsourced staff 10 B 4
Parcel Supervisor / Senior Officers 10 B 4
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Customer ratings of Indian railway staff

Polite and Courteous 0 5
Professional & Efficient 10 B 4
7.2.3. Customers’ Responses - Solution Responsiveness
Customer ratings of Indian railway staff
Parameter FlashPoint % Grade Weight
Helpful 10 4
Solves their problem 10 4
Issues found by customer while managing their operations
Staff asked for gratification 0 A 5
Staff had middle men / touts involved 60 F 0
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7.3. FINDINGS — GOODS/SERVICES

This section depicts the experience of customers who availed the goods services.

7.3.1 Customers’ Responses - Services

Experience of customer at the time of booking, billing and monitoring of freight

Parameter FlashPoint % | Grade | Weight
Clear information on rates, discounts, rebates, etc. 0 A 5
Smooth Online booking system 0 A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 0 A 5
Online monitoring & tracking system 0 A 5
Experience of customer at the time of loading/unloading of freight
Information about arrival / departure of rakes 0 A 5
Access to goods terminal for trucks /other vehicles 40 F 0
Safe hygienic working conditions for laborers /loaders A 5
Correct billing of demurrage / wharfage A 5
Overall ambience lighting & security in the area 20 D 2
7.3.2. Customers’ Responses - Professionalism
Experience of customer after interacting with railway staff
Parameter FlashPoint % Grade Weight
Commercial staff at the Good shed/ Terminal 0 A 5
Staff at the Station (E.g., SM) 0 A 5
Senior Railways officers 0 A 5
Customers’ overall rating of the Indian Railway staff
Polite and Courteous 0 A 5
Professional & Efficient 0 A 5
Theft and pilferage was high 0 A 5
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7.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

Parameter FlashPoint % Grade Weight
Help from Railways staff in case of any difficulty 0 A 5
Helpful 10 B 4
Solves their problem 0 A 5
Issues faced by customer while managing their operations
Staff asked for gratification 0 A 5
Staff had middle men / touts involved 10 B 4
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Division CTS- Touch Point

TICKET BOOKING
SERVICE TRUST 2.82
PROFESSIONAL TRUST 2.67
SOLUTION TRUST 4.67
OVERALL 3.38
AT THE STATION
SERVICE TRUST 3.25
PROFESSIONAL TRUST 4.67
SOLUTION TRUST 5.00
OVERALL 4.31
IN THE TRAIN
SERVICE TRUST 2.38
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 2.00
OVERALL 3.13
PARCEL
SERVICE TRUST 3.08
PROFESSIONAL TRUST 4.50
SOLUTION TRUST 3.25
OVERALL 3.61
GOODS
SERVICE TRUST 3.36
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 4.60
OVERALL 4.32
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Chapter 8: Key Findings — Chennai Division

This Chapter contains the findings of the study from the Bangalore division.

Chennai Division (SR): Tables and Analysis

Summary

Aggregate Citizen Trust Score for Division

Division level score of Chennai Division is 4.73 i.e. the sum average of service trust, Professional Trust

& Solution Trust. Solution trust score was highest with a CTS of 4.82 out of 5, followed by professional

trust and Service trust which is 4.68.

Dimension
Service Trust
Professional Trust

Solution Trust

Division Level CTS

CitizenTrustScore
4.68
4.68
4.82

4.73
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The average grading of this division is B with a trust score of 4.73.

Significant Flash Points (Flashpoints more than 20%)

Passengers

Flash points above 20% in some parameters

Services e No flash points above 20%
Professionalism e No flash points above 20%
Solution e No flash points above 20%
Responsiveness
Parcel
Flash points above 20% in some parameters
Services e No flash points above 20%
Professionalism e No flash points above 20%
Solution e No flash points above 20%
Responsiveness
Goods/Services
Flash points above 20% in some parameters
Services e Customers had negative experience with the overall
ambience lighting and security in the area.
e Unsafe hygienic working conditions for laborers/
loaders
Professionalism e No flash points above 20%
Solution e No flash points above 20%
Responsiveness

Research & Development Initiative

75




8.1 FINDINGS - PASSENGERS

8.1.1 Passengers’ Responses - Services

Services are further categorized into 1. Physical Infrastructure which includes For Ex. Toilets, Wi-Fi,
Bedsheets etc. 2. Customer experience which includes For Ex. Getting the ticket hassle-free, time

spend at counters for tickets etc.

Passengers’ experience using various facilities inside the train

Lighting 4 A 5
Compartment (cleanliness) 8 B 4
Seat / Berth 0 A 5
Air-conditioner / Fan 0 A 5
General Furniture 0 A 5
Pantry car / Dining car 0 A 5
Changing seat / berth 0 A 5
Catering 8 B 4
Bed roll 8 B 4

Experiences of passengers about facilities at the railway station

Drinking Water 5.4 B 4
Foot Over Bridge 0 A 5
Waiting Room / Dormitory 5.4 B 4
Food & Refreshments 0 A 5
Toilets 11.2 C 3
Wi-Fi 3.2 A 5
ATM 2.7 A 5
Direction signboards / digital displays 0 A 5
Station Announcements 0 A 5
Parking Facilities 3.7 A 5

Experiences of passengers with the different aspects of ticket booking

Searching for trains

Trains availability enquiry

Booking the tickets
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Payments
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Experiences of passengers about reservations enquiry and information services at
the station / reservation counter

Clear, complete information

Clean, hygienic booking office

Well maintained working systems

o |0 |O O
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Sense of security and safe environment

Passengers’ statements regarding experience of ticket booking

Got the ticket of my choice without any hassle 0 A 5
Did not have to spend too much time while booking the

tickets 5 A 5
Found the ticketing process smooth and very efficient 0 A 5

Experiences of the passenger’s experience of train travel

Boarded the train and found my seat without any hassle 4 A 5
Could get a seat of my choice 12

Had a comfortable and clean travel in the train 4 A 5
Had a safe and secured time in the train with the RPF staff providing

security 8 B 4

Experiences of passengers using services at the station

Luggage Booking 0 A 5

Divyangjan facilities / services 0 A 5

Left Luggage Locker/Cloak Room 5.4 B 4

Medical Services / Emergency 2.7 A 5
Statements describing passenger’s experience

Had a safe and smooth boarding experience 3.7 A 5

Felt safe and secured at the railway station 3.7 A 5

Experiences of passengers after deboarding the train

5

Taxi / Auto services 0 A
Reached their destination station safely 0 A
Got down from the train smoothly and without any delay 20 D 2
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Was able leave the platform and station without any trouble

Found their preferred transport from the station to their home /
hotel / office

8.1.2 Passengers’ Responses - Professionalism

Behavioral study of the staff is depicted under Professionalism

Quality of interaction and service at the booking counter

Polite and courteous 0 A 5
Professional 5 A 5
Got all the help they wanted from the staff / website 5 A 5

Behavior of the railway staff

RPF / Police

Compartment Attendant staff (Cleaner, bedroll, etc.)

Catering / Pantry car staff

Any other Railways staff

The TTE helped them tremendously

oo~ s o
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Experiences of passengers using facilities at railway station

Enquiry Services 54 B 4
Station Master 5.4 B 4
Enquiry Clerk 0 A 5
Train Examiner 1.6 A 5
Sahayaks/Porters 0 A 5
Waiting Room staff 2.8 A 5
Luggage services staff 5.4 B 4
Staff at the shops, restaurants and stalls 5.4 B 4
Got all the right information needed for boarding their train 3.7 A 5

8.1.3 Passengers’ Responses - Solution Responsiveness

Solution responsiveness study depicts the quality of responses that the passengers got for their

queries.
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Experiences of passengers with the different aspects of ticket booking.

Making any complaints & getting a response 5 A 5
Helpful 5 A 5
Solved their queries / problems 0 A 5

Experiences of the passengers using services in the train

Filing a complaint and getting an action 0 A 5
Complaint / Feedback with the Station Master 5.4 B 4
Was treated professionally and with respect by the Indian 0 A 5
Railways staff
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8.2. FINDINGS - PARCEL

8.2.1 Customers’ Responses - Services

Experience of customer while booking parcel/luggage

Efficient, smooth process 0 A 5
Clean, hygienic booking office 0 A 5
Safe and secured environment 0 A 5
Correct information about rates, trains, etc. 0 A 5
Correct prices and billing 0 A 5
Error free payments 0 A 5
Customer experience while loading/unloading parcel
Information about arrival / departure of parcel 0 A 5
Time available to load / unload 0 A 5
Help in case of over carriage 0 A 5
Availability of help in the form of labourers / loaders 0 A 5
Security 0 A 5
Compensation in case of damages 0 A 5
Theft and pilferage was high 0 A 5

8.2.2. Customers’ Responses - Professionalism

Customer experience of interaction with various staff

Parcel booking staff 0 A 5

Parcel Helpers (Packers, loaders, etc.) 0 A 5

Outsourced staff 0 A 5

Parcel Supervisor / Senior Officers 0 A 5
Customer ratings of Indian railway staff

Polite and Courteous 0 A 5

Professional & Efficient 0 A 5
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8.2.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

Help from Railways staff in case of any difficulty 0 A 5
Helpful 0 A
Solves their problem 0 A 5

Issues faced by customer while managing their operations

w
IS

Staff asked for gratification 10
Staff had middle men / touts involved 0 A 5
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8.3. FINDINGS — GOODS/SERVICES

8.3.1 Passengers’ Responses — Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc. 0 A 5
Smooth Online booking system 0 A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 0 A 5
Online monitoring & tracking system 0 A 5
Experience of customer at the time of loading/unloading of freight
Information about arrival / departure of rakes 0 A 5
Access to goods terminal for trucks /other vehicles 0 A 5
Safe hygienic working conditions for labourers /loaders 60 F 0
Correct billing of demurrage / wharfage 0 A 5
Overall ambience lighting & security in the area 90 F 0

8.3.2. Passengers’ Responses - Professionalism

Experience of customer after interacting with railway staff

Commercial staff at the Goodshed/ Terminal 0 A 5
Staff at the Station (E.g., SM) 0 A
Senior Railways officers 0 A 5

Customers’ overall rating of the Indian Railway staff

Polite and Courteous 0 A 5
Professional & Efficient 0 A 5
Theft and pilferage was high 20 D 2
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8.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

5

Help from Railways staff in case of any difficulty 0 A
Helpful 0 A
Solves my problem 0 A 5

Issues faced by customer while managing their operations

w
IS

Staff asked for gratification 10
Staff had middle men / touts involved 0 A 5
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Division CTS- Touch Point

TICKET BOOKING
SERVICE TRUST 5.0
PROFESSIONAL TRUST 5.0
SOLUTION TRUST 5.0
OVERALL 5.0
AT THE STATION
SERVICE TRUST 4.8
PROFESSIONAL TRUST 4.1
SOLUTION TRUST 4.5
OVERALL 4.5
IN THE TRAIN
SERVICE TRUST 4.5
PROFESSIONAL TRUST 4.8
SOLUTION TRUST 5.0
OVERALL 4.8
PARCEL
SERVICE TRUST 5.0
PROFESSIONAL TRUST 5.0
SOLUTION TRUST 4.8
OVERALL 4.9
GOODS
SERVICE TRUST 4.1
PROFESSIONAL TRUST 4.5
SOLUTION TRUST 4.8
OVERALL 4.5
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Chapter 9: Key Findings — Dhanbad Division

This Chapter contains the findings of the study from the Dhanbad division.

Dhanbad Division (ECR): Tables and Analysis

Summary

Aggregate Citizen Trust Score for Dhanbad Division

Division level score of Dhanbad Division is 4.59 i.e. the sum average of service trust, Professional Trust
& Solution Trust. Service trust score was highest with a CTS of 4.65 out of 5, followed by Professional

trust which is 4.61. Solution trust was the lowest of all the three as it scored 4.50 out of 5.

Service Trust 4.65
Professional Trust 4.61
Solution Trust 4.50
Division Level CTS 4.59
| A | B | E F

The average grading of this division is B with a trust score of 4.59.

Research & Development Initiative




Significant Flash Points (Flashpoints more than 20%)

Passengers

Flash points above 20% in some parameters

Services e No flash points above 20%

Professionalism e No flash points above 20%
Solution Responsiveness * Noflash pointsabove 20%

Parcel
Flash points above 20% in some parameters
Services e Theft and pilferage were high.
Professionalism e No flash points above 20%

Solution Responsiveness e Staff asked for gratification

Goods/Services

Flash points above 20% in some parameters

Services e No flash points above 20%
Professionalism e No flash points above 20%

Solution Responsiveness * N flashpointsabove 20%

9.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses
and further their responses have been categorized in the three groups viz: Services, Professionalism
and solution responsiveness.

This section depicts the responses of passengers on the services that they availed.
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9.1.1 Passengers’ Responses — Services

Services availed by the passengers are further categorized into the following
1. Physical Infrastructure which includes Toilets, Wi-Fi, Bedsheets etc.
2. Customer experience which includes getting the ticket hassle-free, time spent at counters for

tickets etc.

Passengers’ experience using various facilities inside the train

Lighting 0 A 5
Compartment (cleanliness) 0 A 5
Seat / Berth 0 A 5
Air-conditioner / Fan 0 A 5
General Furniture 6.3 B 4
Pantry car / Dining car A 5
Changing seat / berth A 5
Catering 3.1 A 5
Bed roll 0 A 5

Experiences of passengers about facilities at the railway station

Drinking Water 5.6 B 4
Foot Over Bridge 2.8 A 5
Waiting Room / Dormitory 5.6 B 4
Food & Refreshments 8.3 B 4
Toilets 16.2 D 2
Wi-Fi 13.2 C 3
ATM 0 A 5
Direction signboards / digital displays 0 A 5
Station Announcements 0 A 5
Parking Facilities 3.8 A 5

Experiences of passengers with the different aspects of ticket booking

Searching for trains

Trains availability enquiry
Booking the tickets
Payments

o|o|o|u
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Experiences of passengers about reservations enquiry and information services at
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the station / reservation counter.

Clear, complete information

Clean, hygienic booking office

Well, maintained working systems
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Sense of security and safe environment

Passengers’ statements regarding experience of ticket booking

Got the ticket of my choice without any hassle 5 A 5
Did not have to spend too much time while booking the
tickets 15 C 3

Found the ticketing process smooth and very efficient 10 B 4

Experiences of the passenger’s experience of train travel

Boarded the train and find my seat without any hassle 0

Could get a seat of my choice 9.4

Comfortable and clean travel in the train 6.3

> | wm | w |>
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Had a safe and secured time in the train with the RPF staff providing security | 0

Experiences of passengers using services at the station

Luggage Booking 0

Divyangjan facilities / services 2.8

Left Luggage Locker/Cloak Room 0
Medical Services / Emergency 0

> > (> |>
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Statements describing passenger’s experience

Had a safe and smooth boarding experience 7.7 B 4

Felt safe and secured at the railway station 7.7 B 4

Experiences of passengers after de-boarding the train

Taxi / Auto services 0 A 5
Reached my destination station safely 0 A 5
Got down from the train smoothly and without any delay 0 A 5
Was able leave the platform and station without any trouble 0 A 5
Found their preferred transport from the station to their home /

hotel / office 0 A 5
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9.1.2 Passengers’ Responses - Professionalism

This section depicts the passengers’ opinion on their interaction with the Indian railway staff.

Quality of interaction and service at the booking counter

Polite and courteous 0 A 5
Professional 0 A 5
Got all the help wanted from the staff / website 10 B 4

Behavior of the railway staff

RPF / Police 3.1 A 5
Compartment Attendant staff (Cleaner, bedroll, etc.) 3.1 A 5
Catering / Pantry car staff 3.1 A 5
Any other Railways staff 9.4 B 4
The TTE helped them tremendously 15.6 D 2

Experiences of passengers using facilities at railway station

Enquiry Services 5.6 B 4
Station Master 0 A 5
Enquiry Clerk 2.8 A 5
Train Examiner 0 A 5
Sahayaks/Porters 11.1 C 3
Waiting Room staff 5.6 B 4
Luggage services staff 0 A 5
Staff at the shops, restaurants and stalls 2.8 A 5
Got all the right information needed for boarding the train 0 A 5

9.1.3 Passengers’ Responses - Solution Responsiveness

This section depicts the responses related to the solution responsiveness by the Indian Railway staff.

Experiences of passengers with the different aspects of ticket booking

N

Making any complaints & getting a response 5 A
Helpful 0 A
Solved their queries / problems 0 A
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Experiences of the passengers using services in the train

5

Filing a complaint and getting an action 0 A
Complaint / Feedback with the Station Master 8.3 B 4
Treated professionally and with respect by the Indian Railways

staff 11.5 C 3
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9.2. FINDINGS - PARCEL

This section contains the customers’ experiences regarding the booking/receiving of their

goods/luggage.

9.2.1 Customers’ Responses - Services

Experience of customer while booking parcel/luggage

Efficient, smooth process

Clean, hygienic booking office

Safe and secured environment

Correct information about rates, trains, etc.

Correct prices and billing

Error free payments

O O |0 |Oo |O O
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Customer experience while loading/unloading parcel

Information about arrival / departure of parcel 0 A 5
Time available to load / unload 0 A 5
Help in case of over carriage 0 A 5
Availability of help in the form of labourers / loaders 0 A 5
Security 10 B 4
Compensation in case of damages 0 A 5
Theft and pilferage were high 30 F 0

9.2.2. Customers’ Responses - Professionalism

Customer experience of interaction with various staff

Parcel booking staff

Parcel Helpers (Packers, loaders, etc.)

Outsourced staff

Parcel Supervisor / Senior Officers

O |0 O |Oo
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Customer ratings of Indian railway staff

Polite and Courteous 0 A 5
Professional & Efficient 0 A 5

9.2.3. Customers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 0 A 5

Solves their problem 0 A 5
Issues found by customer while managing their operations

Staff asked for gratification 40 F 0

Staff had middle men / touts involved 10 B 4
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9.3. FINDINGS — GOODS/SERVICES

This section depicts the experience of customers who availed the goods services.

9.3.1 Customers’ Responses - Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc. 0 A 5
Smooth Online booking system 0 A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 0 A 5
Online monitoring & tracking system 0 A 5
Experience of customer at the time of loading/unloading of freight
Information about arrival / departure of rakes 0 A 5
Access to goods terminal for trucks /other vehicles 10 B 4
Safe hygienic working conditions for labourers /loaders 0 A 5
Correct billing of demurrage / wharfage 0 A 5
Overall ambience lighting & security in the area 20 D 2
9.3.2. Customers’ Responses - Professionalism
Experience of customer after interacting with railway staff
Commercial staff at the Good shed/ Terminal 0 A
Staff at the Station (E.g., SM) 0 A
Senior Railways officers 0 A 5
Customers’ overall rating of the Indian Railway staff
Polite and Courteous 0 A 5
Professional & Efficient 0 A 5
Theft and pilferage were high 0 A 5
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9.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

Help from Railways staff in case of any difficulty 0 A 5
Helpful 0 A 5
Solves their problem 0 A 5

Issues faced by customer while managing their operations

>
v

Staff asked for gratification 0
Staff had middle men / touts involved 0 A 5
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Division CTS- Touch Point

TICKET BOOKING
SERVICE TRUST 4.73
PROFESSIONAL TRUST 4.67
SOLUTION TRUST 5.00
OVERALL 4.80
AT THE STATION
SERVICE TRUST 4.56
PROFESSIONAL TRUST 4.20
SOLUTION TRUST 3.50
OVERALL 4.09
IN THE TRAIN
SERVICE TRUST 4.77
PROFESSIONAL TRUST 4.20
SOLUTION TRUST 5.00
OVERALL 4.66
PARCEL
SERVICE TRUST 4.54
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 4.00
OVERALL 4.51
GOODS
SERVICE TRUST 4.64
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 4.88
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Chapter 10: Key Findings — Hyderabad Division

This Chapter contains the findings of the study from the Hyderabad division.

Hyderabad Division (SCR): Tables and Analysis

Summary

Aggregate Citizen Trust Score for Division

Division level score of Hyderabad Division is 4.64 i.e. the sum average of service trust, Professional
Trust & Solution Trust. Solution trust score was highest with a CTS of 4.85 out of 5 followed by

professional trust which is 4.66. Service trust was the lowest of all the three as it scored 4.39.

Service Trust 4.39
Professional Trust 4.66
Solution Trust 4.85
Division Level CTS 4.64
| A | B | E F
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Significant Flash Points (Flashpoints more than 20%)

Passengers

Services

Professionalism

Solution Responsiveness

Flash points above 20% in some parameters

e Did have to spend too much time while booking
the tickets
e No flash points above 20%

e No flash points above 20%

Parcel

Services

Professionalism

Solution Responsiveness

Flash points above 20% in some parameters

e Customers were not happy with the cleanliness and
hygienic conditions of the booking office

e Customers did not experience efficient and smooth
process, while booking their parcel/ luggage

e No flash points above 20%

e No flash points above 20%

Goods/Services

Services
Professionalism

Solution Responsiveness

Flash points above 20% in some parameters

e No flash points above 20%
e No flash points above 20%

e No flash points above 20%

10.1 FINDINGS - PASSENGERS

Research & Development Initiative

97




As explained in Chapter 2, the passengers are categorized in one group to present their responses and
further their responses have been categorized in the three groups viz: Services, Professionalism and
solution responsiveness.

This section depicts the responses of passengers on the services that they availed.

10.1.1 Passengers’ Responses — Services

Services availed by the passengers are further categorized into the following:
1. Physical Infrastructure which includes toilets, Wi-Fi, Bedsheets etc.
2. Customer experience which includes getting the ticket hassle-free, time spent at counters

for tickets etc.

Passengers’ experience using various facilities inside the train

Lighting 8 B 4
Compartment (cleanliness) 12 C 3
Seat / Berth 8 B 4
Air-conditioner / Fan 4 A 5
General Furniture 4 A 5
Pantry car / Dining car 4 A 5
Changing seat / berth 8 B 4
Catering 4 A 5
Bed roll 0 A 5

Experiences of passengers about facilities at the railway station

Drinking Water 5.7 B 4
Foot Over Bridge 5.7 B 4
Waiting Room / Dormitory 2.8 A 5
Food & Refreshments 0 A 5
Toilets 18.3 D 2
Wi-Fi 5 A 5
ATM 0 A 5
Direction signboards / digital displays 0 A 5
Station Announcements 0 A 5
Parking Facilities 0 A 5

Experiences of passengers with the different aspects of ticket booking
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Searching for trains

Trains availability enquiry
Booking the tickets
Payments

o |o|lo|o
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Experiences of passengers about reservations enquiry and information services at
the station / reservation counter.

Clear, complete information 0 A 5

Clean, hygienic booking office 5 A 5

Well maintained working systems 5 A 5

Sense of security and safe environment 5 A 5
Passengers’ statements regarding experience of ticket booking

Got the ticket of their choice without any hassle 10 B 4

Did not have to spend too much time while booking the

tickets 30 F 0

Found the ticketing process smooth and very efficient 10 B 4
Experiences of the passengers’ experience of train travel

Boarded the train and find their seat without any hassle B 4

Could get a seat of their choice 8 B 4

Comfortable and clean travel in the train 16 D 2

Had a safe and secured time in the train with the RPF staff providing security | 8 B 4
Experiences of passengers using services at the station

Luggage Booking 0 A 5

Divyangjan facilities / services 2.8 A 5

Left Luggage Locker/Cloak Room 2.8 A 5

Medical Services / Emergency 0 A 5
Statements describing passenger’s experience

Had a safe and smooth boarding experience 0 A

Felt safe and secured at the railway station 0 A 5

Experiences of passengers after deboarding the train
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Taxi / Auto services 0 A 5
Reached their destination station safely 0 A 5
Got down from the train smoothly and without any delay 10 B 4
Was able leave the platform and station without any trouble 0 A 5
Found their preferred transport from the station to their home /

hotel / office 20 D 2

10.1.2 Passengers’ Responses - Professionalism

This section depicts the passengers’ opinion on their interaction with the Indian railway staff.

Quality of interaction and service at the booking counter

Polite and courteous

|

Professional

>

Got all the help wanted from the staff / website

Behavior of the railway staff

RPF / Police 8 B 4
Compartment Attendant staff (Cleaner, bedroll, etc.) 8 B 4
Catering / Pantry car staff 8 B 4
Any other Railways staff 4 A 5
The TTE helped them tremendously 16 D 2
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Experiences of passengers using facilities at railway station

Enquiry Services 0 A 5
Station Master 0.8 A 5
Enquiry Clerk 2.8 A 5
Train Examiner 0 A 5
Sahayaks/Porters 0 A 5
Waiting Room staff 0 A 5
Luggage services staff 2.8 A 5
Staff at the shops, restaurants and stalls 0 A 5
Got all the right information needed for boarding the train 0 A 5

10.1.3 Passengers’ Responses - Solution Responsiveness

This section depicts the responses related to the solution responsiveness by the Indian Railway staff.

Experiences of passengers with the different aspects of ticket booking

Making any complaints & getting a response 0 A 5
Helpful 10 B 4
Solved their queries / problems 0 A 5

Experiences of the passengers using services in the train

Filing a complaint and getting an action 4 A 5
Complaint / Feedback with the Station Master 0 A 5
Treated professionally and with respect by the Indian Railways

staff 0 A 5
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10.2. FINDINGS — PARCEL

This section contains the customers’ experiences regarding the booking/receiving of their

goods/luggage.

10.2.1 Customers’ Responses - Services

Experience of customer while booking parcel/luggage

Efficient, smooth process 30 F 0
Clean, hygienic booking office 50 F 0
Safe and secured environment 0 A 5
Correct information about rates, trains, etc. 0 A 5
Correct prices and billing 0 A 5
Error free payments 10 B 4

Customer experience while loading/unloading parcel
Information about arrival / departure of parcel 0 A 5
Time available to load / unload 0 A 5
Help in case of over carriage 0 A 5
Availability of help in the form of labourers / loaders 0 A 5
Security 0 A 5
Compensation in case of damages 20 D 2
Theft and pilferage were high 10 B 4

10.2.2. Customers’ Responses - Professionalism

Customer experience of interaction with various staff

Parcel booking staff

Parcel Helpers (Packers, loaders, etc.)

Outsourced staff

Parcel Supervisor / Senior Officers

O |0 |0 |O
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Customer ratings of Indian railway staff

Polite and Courteous 10 B 4
Professional & Efficient 0 A 5

10.2.3. Customers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 0 A 5
Solves their problem 0 A 5

Issues found by customer while managing their operations

Staff asked for gratification 0
Staff had middle men / touts involved 0 A 5

>
(0
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10.3. FINDINGS — GOODS/SERVICES

This section depicts the experience of customers who availed the goods services.

10.3.1 Customers’ Responses - Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc. 0 A 5
Smooth Online booking system 0 A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 10 B 4
Online monitoring & tracking system 0 A 5
Experience of customer at the time of loading/unloading of freight
Information about arrival / departure of rakes 0 A 5
Access to goods terminal for trucks /other vehicles 0 A 5
Safe hygienic working conditions for labourers /loaders 0 A 5
Correct billing of demurrage / wharfage 0 A 5
Overall ambience lighting & security in the area 0 A 5
10.3.2. Customers’ Responses - Professionalism
Experience of customer after interacting with railway staff
Commercial staff at the Good shed/ Terminal 0 >
Staff at the Station (E.g., SM) 0 A 5
Senior Railways officers 0 A 5
Customers’ overall rating of the Indian Railway staff
Polite and Courteous 0 A
Professional & Efficient 0 A
Theft and pilferage were high 0 A 5
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10.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

Help from Railways staff in case of any difficulty 0 A 5
Helpful 10 B 4
Solves their problem 0 A 5

Issues faced by customer while managing their operations

Staff asked for gratification 0 A 5
Staff had middle men / touts involved | 10 ‘ B ‘ 4
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Division CTS- Touch Point

TICKET BOOKING

SERVICE TRUST 4.36
PROFESSIONAL TRUST 4.67
SOLUTION TRUST 4.67
OVERALL 4.57
AT THE STATION
SERVICE TRUST 4.69
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 4.90
IN THE TRAIN
SERVICE TRUST 4.15
PROFESSIONAL TRUST 3.80
SOLUTION TRUST 5.00
OVERALL 4.32
PARCEL
SERVICE TRUST 3.85
PROFESSIONAL TRUST 4.83
SOLUTION TRUST 5.00
OVERALL 4.56
GOODS
SERVICE TRUST 4.91
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 4.60
OVERALL 4.84

Research & Development Initiative




Chapter 11: Key Findings — Katihar Division

This Chapter contains the findings of the study from the Katihar division.

Katihar Division (NFR): Tables and analysis

Summary

Aggregate Citizen Trust Score for Division

Division level score of Katihar Division is 4.63 i.e. the sum average of service trust, Professional Trust
& Solution Trust. Solution trust score was highest with a CTS of 4.88 out of 5, followed by Service trust

which is 4.53. Professional trust was the lowest of all the three as it scored 4.49 out of 5.

Service Trust 4.53
Professional Trust 4.49
Solution Trust 4.88
Division Level CTS 4.63
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The average grading of this division is B with a trust score of 4.63.

Significant Flash Points (Flashpoints more than 20%)

Passengers
Flash points above 20% in some parameters
Services e Ticketing process is not smooth and very efficient
e Did have to spend too much time while booking the
tickets
e Passengers did not get the ticket of their choice
without any hassle
e Was not able to board the train and find their seat
without any hassle
e Respondents did not reach their destination station
safely.
Professionalism e Did not get all the help they wanted from the staff/
website
Solution e No flash points above 20%
Responsiveness
Parcel
Flash points above 20% in some parameters
Services e No flash points above 20%
Professionalism e No flash points above 20%
Solution e No flash points above 20%
Responsiveness

Goods/Services
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Flash points above 20% in some parameters

Services e No flash points above 20%
Professionalism e No flash points above 20%
Solution e No flash points above 20%
Responsiveness

11.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses and
further their responses have been categorized in the three groups viz: Services, Professionalism and
solution responsiveness.

This section depicts the responses of passengers on the services that they availed.

11.1.1 Passengers’ Responses — Services

Services are further categorized into:
1. Physical Infrastructure which includes Toilets, Wi-Fi, Bedsheets etc.
2. Customer experience which includes getting the ticket hassle-free, time spend at counters for

tickets etc.

Passengers’ experience using various facilities inside the train

Lighting 0 A 5
Compartment (cleanliness) 0 A 5
Seat / Berth 0 A 5
Air-conditioner / Fan 0 A 5
General Furniture 0 A 5
Pantry car / Dining car 0 A 5
Changing seat / berth 0 A 5
Catering 0 A 5
Bed roll 0 A 5

Experiences of passengers about facilities at the railway station

Drinking Water 0 A 5
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Foot Over Bridge

Waiting Room / Dormitory

Food & Refreshments

Toilets
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Wi-Fi

ATM 2.8

Direction signboards / digital displays

Station Announcements

Parking Facilities 0
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Experiences of passengers with the different aspects of ticket booking

Searching for trains

Trains availability enquiry

Booking the tickets
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Payments
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Experiences of passengers about reservations enquiry and information services at

the station / reservation counter.

Clear, complete information 0 A 5

Clean, hygienic booking office 0 A 5

Well maintained working systems 0 A 5

Sense of security and safe environment 0 A 5
Passengers’ statements regarding experience of ticket booking

Got the ticket of their choice without any hassle 75 F

Did not have to spend too much time while booking the 75 F

tickets

Found the ticketing process smooth and very efficient 80 F 0
Experiences of the passenger’s experience of train travel

Boarded the train and found seats without any hassle 68 F O

Could get a seat of their choice 4 A| 5

Comfortable and clean travel in the train 20 D| 2

Had a safe and secured time in the train with the RPF staff providing security 8 B| 4

Experiences of passengers using services at the station
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Luggage Booking

Divyangjan facilities / services

Left Luggage Locker/Cloak Room

Medical Services / Emergency

o O |O |Oo
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Statements describing passenger’s experience

Had a safe and smooth boarding experience

Felt safe and secured at the railway station

Experiences of passengers after deboarding the train

hotel / office

Taxi / Auto services 0 A 5
Reached their destination station safely 25 E 1
Got down from the train smoothly and without any delay 16.7 D 2
Was able leave the platform and station without any trouble 16.7 D 2
Found their preferred transport from the station to their home / 16.7 D 2

11.1.2 Passengers’ Responses - Professionalism

As mentioned in chapter-2 interactional experiences between passengers and the staff was depicted

under Professionalism. Moreover, in these tables staff behavior and services with passengers has been

studied here.

Quality of interaction and service at the booking counter

Polite and courteous

Professional

Got all the help they wanted from the staff / website

80

Behavior of the railway staff

RPF / Police

Compartment Attendant staff (Cleaner, bedroll, etc.)

Catering / Pantry car staff

Any other Railways staff

oo |Oo |Oo

The TTE helped them tremendously

o> > > |>
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Experiences of passengers using facilities at railway station

Enquiry Services 0 A 5
Station Master 0 A 5
Enquiry Clerk 0 A 5
Train Examiner 0 A 5
Sahayaks/Porters 0 A 5
Waiting Room staff 0 A 5
Luggage services staff 0 A 5
Staff at the shops, restaurants and stalls 0 A 5
Got all the right information needed for boarding the train 8.3 B 4

11.1.3 Passengers’ Responses - Solution Responsiveness

Solution responsiveness study depicts the quality of responses that the passengers got for their

queries i.e. the quality or the nature of responses that passengers got for their queries.

Experiences of passengers with the different aspects of ticket booking.

Making any complaints & getting a response 0 A 5
Helpful 0 A 5
Solved my queries / problems 0 A 5

Experiences of the passengers using services in the train

Filing a complaint and getting an action 0 A 5
Complaint / Feedback with the Station Master 0 A 5
Treated professionally and with respect by the Indian Railways

staff 0 A 5
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11.2. FINDINGS — PARCEL

This section contains the customer experiences regarding the transportation of their goods/luggage.

Experience contains booking experience, staff interactions, railway facilities etc...

11.2.1 Customers’ Responses - Services

Experience of customer while booking parcel

Efficient, smooth process 0 A 5
Clean, hygienic booking office 10 B 4
Safe and secured environment 10 B 4
Correct information about rates, trains, etc. 0 A 5
Correct prices and billing 0 A 5
Error free payments 0 A 5
Customer experience while loading/unloading parcel
Information about arrival / departure of parcel 0 A 5
Time available to load / unload 0 A 5
Help in case of over carriage 0 A 5
Availability of help in the form of labourers / loaders 0 A 5
Security 0 A 5
Compensation in case of damages 0 A 5
Theft and pilferage was high 0 A 5

11.2.2. Customers’ Responses - Professionalism

Customer experience of interaction with various staff

Parcel booking staff

Parcel Helpers (Packers, loaders, etc.)

Outsourced staff

o |O |O O
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Parcel Supervisor / Senior Officers

Research & Development Initiative

113



Customer ratings of Indian railway staff

Polite and Courteous 0 A 5
Professional & Efficient 10 B 4

11.2.3. Customers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 0 A 5
Solves their problem 0 A 5

Issues found by customer while managing their operations

Staff asked for gratification 0 A 5
Staff had middle men / touts involved 0 A 5
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11.3. FINDINGS — GOODS/SERVICES

This section depicts the services, facilities and the interactions of Indian railway staff and customers.

Transportation of goods and services related business has been taken into account here.

11.3.1 Customers’ Responses — Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc. 0 A 5
Smooth Online booking system 0 A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 0 A 5
Online monitoring & tracking system 0 A 5
Experience of customer at the time of loading/unloading of freight
Information about arrival / departure of rakes 0 A 5
Access to goods terminal for trucks /other vehicles 0 A 5
Safe hygienic working conditions for labourers /loaders 0 A 5
Correct billing of demurrage / wharfage 0 A 5
Overall ambience lighting & security in the area 0 A 5

11.3.2. Customers’ Responses - Professionalism

Experience of customer after interacting with railway staff

5

Commercial staff at the Goodshed/ Terminal 0 A
Staff at the Station (E.g., SM) 0 A
Senior Railways officers 0 A 5

Customers’ overall rating of the Indian Railway staff

Polite and Courteous 0 A 5
Professional & Efficient 0 A
Theft and pilferage was high 0 A 5
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11.3.3. Customers‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

5

Help from Railways staff in case of any difficulty 0 A

Helpful 20 D 2

Solves their problem 0 A 5
Issues faced by customer while managing their operations

Staff asked for gratification 0 A 5

Staff had middle men / touts involved 0 A 5
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Division CTS- Touch Point

TICKET BOOKING
SERVICE TRUST 3.64
PROFESSIONAL TRUST 3.33
SOLUTION TRUST 5.00
OVERALL 3.99
AT THE STATION
SERVICE TRUST 5.00
PROFESSIONAL TRUST 4.89
SOLUTION TRUST 5.00
OVERALL 4.96
IN THE TRAIN
SERVICE TRUST 4.15
PROFESSIONAL TRUST 4.40
SOLUTION TRUST 5.00
OVERALL 4.52
PARCEL
SERVICE TRUST 4.85
PROFESSIONAL TRUST 4.83
SOLUTION TRUST 5.00
OVERALL 4.89
GOODS
SERVICE TRUST 5.00
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 4.40
OVERALL 4.80
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Chapter 12: Key Findings — Kharagpur Division

This Chapter contains the findings of the study from the Kharagpur division.

Kharagpur Division (SER): Tables and Analysis

Summary

Aggregate Citizen Trust Score for Division

Division level score of Kharagpur Division is 4.81 i.e. the sum average of service trust, Professional
Trust & Solution Trust. Solution trust score was highest with a CTS of 5 out of 5, followed by

professional trust which is 4.75. Service trust was the lowest of all the three as it scored 4.69 out of 5.

Service Trust 4.69
Professional Trust 475
Solution Trust 5.00
Division Level CTS 4.81

2 T T

The average grading of this division is B with a trust score of 4.81.
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Significant Flash Points (Flashpoints more than 20%)

Passengers

Flash points above 20% in some parameters

Services e Facilities of drinking water were not satisfactory to
the customers
e Passengers did not find their preferred transport
from station to their home/Hotel/Office.

Professionalism e No flash points above 20%

Solution Responsiveness * Noflash pointsabove 20%

Parcel

Flash points above 20% in some parameters

Services e No flash points above 20%

Professionalism e No flash points above 20%

Solution Responsiveness * Noflash pointsabove 20%

Goods/Services [NIMPURA (NPTY)/KALAIKUNDA (KKQ)]

Flash points above 20% in some parameters

Services e No flash points above 20%

Professionalism e No flash points above 20%

Solution Responsiveness ¢ Noflash pointsabove 20%
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12.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses and
further their responses have been categorized in the three groups viz: Services, Professionalism and
solution responsiveness.

This section depicts the responses of passengers on the services that they availed.

12.1.1 Passengers’ Responses — Services

Services availed by the passengers are further categorized into the following:
1. Physical Infrastructure which includes toilets, Wi-Fi, Bedsheets etc.
2. Customer experience which includes getting the ticket hassle-free, time spent at counters

for tickets etc.

Passengers’ experience using various facilities inside the train

Lighting 0 A 5
Compartment (cleanliness) 0 A 5
Seat / Berth 5 A 5
Air-conditioner / Fan 0 A 5
General Furniture 0 A 5
Pantry car / Dining car 0 A 5
Changing seat / berth 0 A 5
Catering 0 A 5
Bed roll 5 A 5

Experiences of passengers about facilities at the railway station

Drinking Water 21.4 E 1
Foot Over Bridge 4.8 A 5
Waiting Room / Dormitory 0 A 5
Food & Refreshments 0 A 5
Toilets 16.1 D 2
Wi-Fi 12.9 C 3
ATM 2.4 A 5
Direction signboards / digital displays 7.1 B 4
Station Announcements 0 A 5
Parking Facilities 3.8 A 5
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Experiences of passengers with the different aspects of ticket booking

Searching for trains 0 A 5
Trains availability enquiry 0 A 5
Booking the tickets A 5
Payments 11.5 C 3

Experiences of passengers about reservations enquiry and information services at

the station / reservation counter.

Clear, complete information 3.8 A 5

Clean, hygienic booking office 3.8 A 5

Well maintained working systems 0 A 5

Sense of security and safe environment 0 A 5
Passengers’ statements regarding experience of ticket booking

Got the ticket of their choice without any hassle 15.4 D 2

Did not have to spend too much time while booking the

tickets 15.4 D 2

Found the ticketing process smooth and very efficient 11.5 C 3
Experiences of the passengers’ experience of train travel

Boarded the train and find their seat without any hassle 5 A 5

Could get a seat of their choice 10 B 4

Comfortable and clean travel in the train A 5

Had a safe and secured time in the train with the RPF staff providing security | 5 A 5
Experiences of passengers using services at the station

Luggage Booking 0 A 5

Divyangjan facilities / services 0 A 5

Left Luggage Locker/Cloak Room 2.4 A 5

Medical Services / Emergency 2.4 A 5
Statements describing passenger’s experience

Had a safe and smooth boarding experience 3.7

Felt safe and secured at the railway station 3.8 A
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Experiences of passengers after deboarding the train

Taxi / Auto services 6.3 B 4
Reached their destination station safely 0 A 5
Got down from the train smoothly and without any delay 12.5 C 3
Was able leave the platform and station without any trouble 12.5 C 3
Found their preferred transport from the station to their home /

hotel / office 25 E 1

12.1.2 Passengers’ Responses - Professionalism

This section depicts the passengers’ opinion on their interaction with the Indian railway staff.

Quality of interaction and service at the booking counter

Polite and courteous 0 A 5
Professional 0 A
Got all the help wanted from the staff / website 11.5 C 3

Behavior of the railway staff

RPF / Police 0 A 5
Compartment Attendant staff (Cleaner, bedroll, etc.) 0 A 5
Catering / Pantry car staff 5 A 5
Any other Railways staff 5 A 5
The TTE helped them tremendously 16 D 2
Experiences of passengers using facilities at railway station
Enquiry Services 4.8 A 5
Station Master 2.4 A 5
Enquiry Clerk 0 A 5
Train Examiner 3.2 A 5
Sahayaks/Porters 2.4 A 5
Waiting Room staff 0 A 5
Luggage services staff 0 A 5
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Staff at the shops, restaurants and stalls 4.8 A 5
Got all the right information needed for boarding the train 0 A 5

12.1.3 Passengers’ Responses - Solution Responsiveness

This section depicts the responses related to the solution responsiveness by the Indian Railway staff.

Experiences of passengers with the different aspects of ticket booking

Making any complaints & getting a response 3.8 A 5
Helpful 3.8 A 5
Solved their queries / problems 3.8 A 5

Experiences of the passengers using services in the train

Filing a complaint and getting an action 0 A 5
Complaint / Feedback with the Station Master 2.4 A 5
Treated professionally and with respect by the Indian Railways

staff 0 A 5
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12.2. FINDINGS — PARCEL

This section contains the customers’ experiences regarding the booking/receiving of their

goods/luggage.

12.2.1 Customers’ Responses - Services

Experience of customer while booking parcel

Efficient, smooth process

Clean, hygienic booking office

Safe and secured environment

Correct information about rates, trains, etc.

Correct prices and billing

Error free payments

oO|l0o|O0|O|O| O
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Customer experience while loading/unloading parcel

Information about arrival / departure of parcel

Time available to load / unload

Help in case of over carriage

Availability of help in the form of labourers / loaders

Security

Compensation in case of damages

Theft and pilferage were high
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12.2.2. Customers’ Responses - Professionalism

Customer experience of interaction with various staff

Parcel booking staff

Parcel Helpers (Packers, loaders, etc.)

Outsourced staff

Parcel Supervisor / Senior Officers

oO|lo|O|O
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Customer ratings of Indian railway staff

Polite and Courteous 0 A 5
Professional & Efficient 0 A 5

12.2.3. Customers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 0 A 5
Solves their problem 0 A

Issues found by customer while managing their operations

Staff asked for gratification 0 A 5
Staff had middle men / touts involved 0 A 5
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12.3. FINDINGS — GOODS/SERVICES [NIMPURA
(NPTY)/KALAIKUNDA (KKQ)]

This section depicts the experience of customers who availed the goods services.

12.3.1 Customers’ Responses - Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc. 0 A 5
Smooth Online booking system 0 A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 0 A 5
Online monitoring & tracking system 0 A 5
Experience of customer at the time of loading/unloading of freight
Information about arrival / departure of rakes 0 A 5
Access to goods terminal for trucks /other vehicles 0 A 5
Safe hygienic working conditions for labourers /loaders 0 A 5
Correct billing of demurrage / wharfage 0 A 5
Overall ambience lighting & security in the area 0 A 5
12.3.2. Customers’ Responses - Professionalism
Experience of customer after interacting with railway staff
Commercial staff at the Good shed/ Terminal 0 A 5
Staff at the Station (E.g., SM) 0 A 5
Senior Railways officers 0 A
Customers’ overall rating of the Indian Railway staff
Polite and Courteous 0 A
Professional & Efficient A
Theft and pilferage were high 0 A
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12.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

5

Help from Railways staff in case of any difficulty 0 A
Helpful 0 A
Solves their problem 0 A
Issues faced by customer while managing their operations
Staff asked for gratification 0 A 5
Staff had middle men / touts involved | 0 ‘ A ‘ 5
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Division CTS- Touch Point

TICKET BOOKING
SERVICE TRUST 4.09
PROFESSIONAL TRUST 4.33
SOLUTION TRUST 5.00
OVERALL 4.47
AT THE STATION
SERVICE TRUST 4.44
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 4.81
IN THE TRAIN
SERVICE TRUST 4.92
PROFESSIONAL TRUST 4.40
SOLUTION TRUST 5.00
OVERALL 4.77
PARCEL
SERVICE TRUST 5.00
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 5.00
GOODS
SERVICE TRUST 5.00
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 5.00
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Chapter 13: Key Findings — Khurdha Division

This Chapter contains the findings of the study from the Khurdha division.

Khurdha Division (EcoR): Tables and Analysis

Summary

Aggregate Citizen Trust Score for Division

Division level score of Khurdha Road Division is 4.93 i.e. the sum average of service trust, Professional
Trust & Solution Trust. Professional trust score was highest with a CTS of 5 out of 5, followed by service

trust which is 4.99. Solution trust was the lowest of all the three as it scored 4.80 out of 5.

Service Trust 4.99
Professional Trust 5.00
Solution Trust 4.80
Division Level CTS 4.93
| A | B | C | 3 F

The average grading of this division is B with a trust score of 4.93.
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Significant Flash Points (Flashpoints more than 20%)

Passengers
Flash points above 20% in some parameters
Services e No flash points above 20%
Professionalism e No flash points above 20%

Solution Responsiveness

e No flash points above 20%

Parcel
Flash points above 20% in some parameters
Services e No flash points above 20%
Professionalism e No flash points above 20%
Solution e No flash points above 20%
Responsiveness

Goods/Services

Services
Professionalism
Solution
Responsiveness
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Flash points above 20% in some parameters

No flash points above 20%

No flash points above 20%

Staff asked for gratification.
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13.1. FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses and
further their responses have been categorized in the three groups viz: Services, Professionalism and
solution responsiveness.

This section depicts the responses of passengers on the services that they availed.

13.1.1 Passengers’ Responses - Services

Services availed by the passengers are further categorized into the following:
1. Physical Infrastructure which includes Toilets, Wi-Fi, Bedsheets etc.
2. Customer experience which includes getting the ticket hassle-free, time spent at counters for

tickets etc.

Passengers’ experience using various facilities inside the train

Lighting 0 A 5
Compartment (cleanliness) 0 A 5
Seat / Berth 0 A 5
Air-conditioner / Fan 0 A 5
General Furniture 0 A 5
Pantry car / Dining car 0 A 5
Changing seat / berth 0 A 5
Catering 0 A 5
Bed roll 3.6 A 5

Experiences of passengers about facilities at the railway station

Drinking Water 0 A 5
Foot Over Bridge 0 A 5
Waiting Room / Dormitory 2.5 A 5
Food & Refreshments 0 A 5
Toilets 8.8 B 4
Wi-Fi 1.5 A 5
ATM 0 A 5
Direction signboards / digital displays 0 A 5
Station Announcements 0 A 5
Parking Facilities 33 A 5
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Experiences of passengers with the different aspects of ticket booking

Searching for trains
Trains availability enquiry
Booking the tickets
Payments

o|o|lo|o
> > > >
[GENC NG RN

Experiences of passengers about reservations enquiry and information services at
the station / reservation counter.

Clear, complete information 0 A 5
Clean, hygienic booking office 0 A 5
Well maintained working systems 0 A 5
Sense of security and safe environment 0 A 5
Passengers’ statements regarding experience of ticket booking

Got the ticket of their choice without any hassle 0 A 5
Did not have to spend too much time while booking 0 A 5
the tickets

Found the ticketing process smooth and very efficient 0 A 5

Experiences of the passenger’s experience of train travel

Boarded the train and find their seat without any hassle

Could get a seat of their choice

Comfortable and clean travel in the train

ojo|Oo|Oo
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Had a safe and secured time in the train with the RPF staff providing security

Experiences of passengers using services at the station

Luggage Booking 0 A 5
Divyangjan facilities / services 0 A 5
Left Luggage Locker/Cloak Room 0 A 5
Medical Services / Emergency 2.5 A 5
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Statements describing passenger’s experience

Had a safe and smooth boarding experience 3.3 A 5

Felt safe and secured at the railway station 0 A 5

Experiences of passengers after deboarding the train

Taxi / Auto Services

Reached their destination station safely

Got down from the train smoothly and without any delay
Was able leave the platform and station without any trouble

o|ojlo|oO|oO
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Found their preferred transport from the station to their home /
hotel / office

13.1.2 Passengers’ Responses - Professionalism

Behavioral study of the staff is depicted under Professionalism

Quality of interaction and service at the booking counter

Polite and courteous 0 A 5
Professional 0 A 5
Got all the help they wanted from the staff / website 0 A 5

Behavior of the railway staff

RPF / Police 0 A 5
Compartment Attendant staff (Cleaner, bedroll, etc.) 3.6 A 5
Catering / Pantry car staff 0 A 5
Any other Railways staff 0 A 5
The TTE helped them tremendously 3.6 A 5
Experiences of passengers using facilities at railway station
Enquiry Services 0 A 5
Station Master 0 A 5
Enquiry Clerk 0 A 5
Train Examiner 3 A 5
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Sahayaks/Porters

Waiting Room staff

Luggage services staff

Staff at the shops, restaurants and stalls
Got all the right information needed for boarding my train

o|lo|Oo|O|O
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13.1.3 Passengers’ Responses - Solution Responsiveness

Solution responsiveness study depicts the quality of responses that the passengers got for
their queries.

Experiences of passengers with the different aspects of ticket booking.

Making any complaints & getting a response 0 A 5
Helpful 0 A 5
Solved their queries / problems 0 A 5

Experiences of the passengers using services in the train

Filing a complaint and getting an action 0 A 5
Complaint / Feedback with the Station Master 0 A 5
Treated professionally and with respect by the Indian Railways 0 A 5
staff
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13.2. FINDINGS — PARCEL

13.2.1 Customers’ Responses - Services

Experience of customer while booking parcel/luggage

Efficient, smooth process

Clean, hygienic booking office

Safe and secured environment

Correct information about rates, trains, etc.
Correct prices and billing

Error free payments

o|lo|lo|o|o|o
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Customer experience while loading/unloading parcel

Information about arrival / departure of parcel |
Time available to load / unload
Help in case of over carriage

Availability of help in the form of labourers / loaders

Security
Compensation in case of damages

ojolojlojlo|o O
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Theft and pilferage was high

13.2.2. Customers’ Responses - Professionalism

Customer experience of interaction with various staff

Parcel booking staff 0 A 5

Parcel Helpers (Packers, loaders, etc.) 0 A 5

Outsourced staff 0 A 5

Parcel Supervisor / Senior Officers 0 A 5
Customer ratings of Indian railway staff

Polite and Courteous 0 A

Professional & Efficient 0 A 5
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13.2.3. Customers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 0 A 5
Solves their problem 0 A 5

Issues faced by customer while managing their operations

Staff asked for gratification 0 A
Staff had middle men / touts involved | 0 A
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13.3. FINDINGS — GOODS/SERVICES

13.3.1 Customers’ Responses — Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc.

Smooth Online booking system

Error free Payment system

Delivery of Railway Receipt & other important documents

Correct, accurate billing

Online monitoring & tracking system

oO|lOo|lO0O|O|O|O
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Experience of customer at the time of loading/unloading of freight

Information about arrival / departure of rakes
Access to goods terminal for trucks /other vehicles

Safe hygienic working conditions for labourers /loaders

Correct billing of demurrage / wharfage

Overall ambience lighting & security in the area

oO|l0o|O0O|O O
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13.3.2. Customers’ Responses - Professionalism

Experience of customer after interacting with railway staff

0 5

Commercial staff at the Good shed/ Terminal A

Staff at the Station (E.g., SM) A 5

Senior Railways officers A 5
Customers’ overall rating of the Indian Railway staff

Polite and Courteous A 5

Professional & Efficient A 5

Theft and pilferage was high A 5
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13.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

Help from Railways staff in case of any difficulty 0 A 5
Helpful 0 A 5
Solves their problem 0 A 5

Issues faced by customer while managing their operations

Staff asked for gratification 100 F
Staff had middle men / touts involved | 0 A 5
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Division CTS- Touch Point

TICKET BOOKING

SERVICE TRUST 5.00
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 5.00
AT THE STATION
SERVICE TRUST 4.94
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 4.98
IN THE TRAIN
SERVICE TRUST 5.00
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 5.00
PARCEL
SERVICE TRUST 5.00
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 5.00
GOODS
SERVICE TRUST 5.00
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 4.00
OVERALL 4.67
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Chapter 14: Key Findings — Lucknow LJN Division

This Chapter contains the findings of the study from the Lucknow LIN division.

Lucknow LN Division (NER): Tables and Analysis

Summary

Aggregate Citizen Trust Score for Division

Division level scores of Lucknow LIN Division is 4.30 i.e. the sum average of service trust, Professional
Trust & Solution Trust. Professional trust was highest with a CTS of 4.40 out of 5, followed by solution

trust which is 4.36. Service trust was the lowest of all the three as it scored 4.15.

Service Trust 4.15
Professional Trust 4.40
Solution Trust 4.36
Division Level CTS 4.30
| A | B E F

The average grading of this division is B with a trust score of 4.30.
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Significant Flash Points (Flashpoints more than 20%)

Passengers
Flash points above 20% in some parameters
Services Passengers didn’t get the ticket of their choice without
any hassle
Passengers spent too much time while booking the
tickets
Passengers did not find the ticketing process smooth
and efficient
Passengers were unable to board the train and find
their seats without any hassle
Passengers did not have comfortable and clean travel
in the train
Unsafe and insecure time in the train with the RPF staff
providing security
Passengers couldn’t get a seat of their choice
Professionalism The TTE did not help the passengers tremendously
Passengers did not get all the information needed for
barding their train
Solution No flash points above 20%
Responsiveness
Parcel
Flash points above 20% in some parameters
Services No flash points above 20%
Professionalism No flash points above 20%
Solution No flash points above 20%
Responsiveness
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Goods/Services [THOMPSONGAN!J]

Flash points above 20% in some parameters

Services e No flash points above 20%
Professionalism e No flash points above 20%
Solution e No flash points above 20%
Responsiveness
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14.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses
and further their responses have been categorized in the three groups viz: Services, Professionalism
and solution responsiveness.

This section depicts the responses of passengers on the services that they availed.

14.1.1 Passengers’ Responses — Services

Services availed by the passengers are further categorized into the following:
1. Physical Infrastructure which includes Toilets, Wi-Fi, Bedsheets etc.

2. Customer experience which includes getting the ticket hassle-free, timespent at counters
for tickets etc.

Passengers’ experience using various facilities inside the train

Lighting 0 A 5
Compartment (cleanliness) 0 A 5
Seat / Berth 0 A 5
Air-conditioner / Fan 7.7 B 4
General Furniture 3.8 A 5
Pantry car / Dining car 0 A 5
Changing seat / berth 0 A 5
Catering 0 A 5
Bed roll 0 A 5

Experiences of passengers about facilities at the railway station

Drinking Water 0 A 5
Foot Over Bridge 0 A 5
Waiting Room / Dormitory 2.9 A 5
Food & Refreshments 0 A 5
Toilets 6.7 B 4
WiFi 15 C 3
ATM 14.3 C 3
Direction signboards / digital displays 0 A 5
Station Announcements 0 A 5
Parking Facilities 20 D 2
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Experiences of passengers with the different aspects of ticket booking

Searching for trains

Trains availability enquiry
Booking the tickets
Payments
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Experiences of passengers about reservations enquiry and information services at
the station / reservation counter.

Clear, complete information
Clean, hygienic booking office

Well maintained working systems
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Sense of security and safe environment

Passengers’ statements regarding experience of ticket booking

Got the ticket of their choice without any hassle 65 F 0
Did not have to spend too much time while booking the tickets 30
Found the ticketing process smooth and very efficient 25 E 1

Experiences of the passenger’s experience of train travel

Boarded the train and found seats without any hassle 68 F 0
Could get a seat of their choice 28 F 0
Comfortable and clean travel in the train 40 F 0
Had a safe and secured time in the train with the RPF staff providing security | 48 F 0
Experiences of passengers using services at the station
Luggage Booking 2.9 A 5
Divyangjan facilities / services 11.4 C 3
Left Luggage Locker/Cloak Room 5.7 B 4
Medical Services / Emergency 2.9 A 5
Statements describing passenger’s experience
Had a safe and smooth boarding experience 12 C 3
Felt safe and secured at the railway station 8 B 4
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Experiences of passengers after de-boarding the train

Taxi / Auto services 0 A 5
Reached their destination station safely 0 A 5
Got down from the train smoothly and without any delay 0 A 5
Was able leave the platform and station without any trouble 0 A 5
Found their preferred transport from the station to their home

. 10 B 4
/ hotel / office

14.1.2 Passengers’ Responses - Professionalism

This section depicts the passengers’ opinion on their interaction with the Indian railway staff.

Quality of interaction and service at the booking counter

Polite and courteous 0 A 5
Professional 0 A 5
Got all the help they wanted from the staff / website 20 D 2

Behavior of the railway staff

RPF / Police 0 A 5
Compartment Attendant staff (Cleaner, bedroll, etc.) 0 A 5
Catering / Pantry car staff 0 A 5
Any other Railways staff 0 A 5
The TTE helped them tremendously 28 F 0

Experiences of passengers using facilities at railway station

Enquiry Services 0 A 5
Station Master 0 A 5
Enquiry Clerk 0 A 5
Train Examiner 3.3 A 5
Sahayaks/Porters 2.9 A 5
Waiting Room staff 5.7 B 4
Luggage services staff 2.9 A 5
Staff at the shops, restaurants and stalls 0 A 5
Got all the right information needed for boarding the train 32 F 0
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14.1.3 Passengers’ Responses - Solution Responsiveness

This section depicts the responses related to the solution responsiveness by the Indian Railway staff.

Experiences of passengers with the different aspects of ticket booking

Making any complaints & getting a response 0 A 5
Helpful 0 A 5
Solved their queries / problems 5 A 5

Experiences of the passengers using services in the train

Filing a complaint and getting an action 12 C 3
Complaint / Feedback with the Station Master 17.1 D 2
Treated professionally and with respect by the Indian Railways 16 D )
staff
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14.2. FINDINGS — PARCEL

This section contains the customers’ experiences regarding the booking/receiving of their
goods/luggage.

14.2.1 Customers’ Responses - Services

Experience of customer while booking parcel/luggage

Efficient, smooth process 0 A 5
Clean, hygienic booking office 0 A 5
Safe and secured environment 0 A 5
Correct information about rates, trains, etc. 0 A 5
Correct prices and billing 0 A 5
Error free payments 0 A 5
Customer experience while loading/unloading parcel
Information about arrival / departure of parcel A 5
Time available to load / unload A 5
Help in case of over carriage 0 A 5
Availability of help in the form of labourers / loaders 20 D 2
Security 10 B 4
Compensation in case of damages 0 A 5
Theft and pilferage was high 0 A 5

14.2.2. Customers’ Responses - Professionalism

Customer experience of interaction with various staff

0

Parcel booking staff A 5
Parcel Helpers (Packers, loaders, etc.) A 5
Outsourced staff 9.1 B 4
Parcel Supervisor / Senior Officers 0 A 5
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Customer ratings of Indian railway staff

Polite and Courteous 0 A
Professional & Efficient 0 A

14.2.3. Customers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 0 A 5
Solves their problem 0 A

Issues found by customer while managing their operations

Staff asked for gratification 0 A
Staff had middle men / touts involved 0 A

Research & Development Initiative

148



14.3. FINDINGS — GOODS/SERVICES [THOMPSONGAN!J]

This section depicts the experience of customers who availed the goods services.

14.3.1 Customers’ Responses - Services

Experience of customer at the time of booking, billing and monitoring of freight

0

Clear information on rates, discounts, rebates, etc. A 5
Smooth Online booking system A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 10 B 4
Correct, accurate billing 10 B 4
Online monitoring & tracking system 0 A 5
Experience of customer at the time of loading/unloading of freight
Information about arrival / departure of rakes 0 A 5
Access to goods terminal for trucks /other vehicles 0 A 5
Safe hygienic working conditions for labourers /loaders 0 A 5
Correct billing of demurrage / wharfage 0 A 5
Overall ambience lighting & security in the area 0 A 5

14.3.2. Customers’ Responses - Professionalism

Experience of customer after interacting with railway staff

Commercial staff at the Goodshed/ Terminal 0 A 5
Staff at the Station (e.g., SM) 10 B
Senior Railways officers 0 A 5

Customers’ overall rating of the Indian Railway staff

Polite and Courteous 0 A
Professional & Efficient 0 A
Theft and pilferage was high 20 D
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14.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

5

Help from Railways staff in case of any difficulty 0 A

Helpful 0 A

Solves their problem 0 A
Issues faced by customer while managing their operations

Staff asked for gratification 20 D

Staff had middle men / touts involved 20 D
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Division CTS- Touch Point

TICKET BOOKING
SERVICE TRUST 3.73
PROFESSIONAL TRUST 4.00
SOLUTION TRUST 5.00
OVERALL 4.24
AT THE STATION
SERVICE TRUST 4.13
PROFESSIONAL TRUST 4.33
SOLUTION TRUST 5.00
OVERALL 4.49
IN THE TRAIN
SERVICE TRUST 3.38
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 3.00
OVERALL 3.79
PARCEL
SERVICE TRUST 4.69
PROFESSIONAL TRUST 4.33
SOLUTION TRUST 5.00
OVERALL 4.68
GOODS
SERVICE TRUST 4.82
PROFESSIONAL TRUST 4.33
SOLUTION TRUST 3.80
OVERALL 4.32
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Chapter 15. Key Findings — Lucknow LKO Division

This Chapter contains the findings of the study from the Lucknow LKO division.

Lucknow LKO Division (NR): Tables and Analysis

Summary

Aggregate Citizen Trust Score for Division

Division level scores of Lucknow LKO Division is 4.80 i.e. the sum average of service trust, Professional
Trust & Solution Trust. Solution trust score was highest with a CTS of 4.96 out of 5, followed by

professional trust which is 4.93, and Service trust is scored 4.51 out of 5.

Service Trust 4.51
Professional Trust 493
Solution Trust 4,96
Division Level CTS 4.80
| A | B | E F

The average grading of this division is B with a trust score of 4.80.
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Significant Flash Points (Flashpoints more than 20%)

Passengers
Flash points above 20% in some parameters
Services e Passengers were unable to board the train and find
their seats without any hassle
e Passengers did not have comfortable and clean travel
in the train
e Passengers couldn’t get a seat of their choice
Professionalism e The TTE did not help the passengers tremendously
Solution e No flash points above 20%
Responsiveness
Parcel
Flash points above 20% in some parameters
Services e No flash points above 20%
Professionalism e No flash points above 20%
Solution e No flash points above 20%
Responsiveness

Goods/Services [ALAMNAGAR]

Services
Professionalism

Solution
Responsiveness

Flash points above 20% in some parameters

No flash points above 20%
No flash points above 20%

No flash points above 20%
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15.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses
and further their responses have been categorized in the three groups viz: Services, Professionalism
and solution responsiveness.

This section depicts the responses of passengers on the services that they availed.

15.1.1 Passengers’ Responses — Services

Services availed by the passengers are further categorized into the following:
1. Physical Infrastructure which includes Toilets, Wi-Fi, Bedsheets etc.

2. Customer experience which includes getting the ticket hassle-free, time spent at counters
for tickets etc.

Passengers’ experience using various facilities inside the train

Lighting 0 A 5
Compartment (cleanliness) 0 A 5
Seat / Berth A 5
Air-conditioner / Fan 7.7 B 4
General Furniture 3.8 A 5
Pantry car / Dining car 0 A 5
Changing seat / berth 0 A 5
Catering 0 A 5
Bed roll 0 A 5

Experiences of passengers about facilities at the railway station

Drinking Water 0 A 5
Foot Over Bridge 0 A 5
Waiting Room / Dormitory 0 A 5
Food & Refreshments 0 A 5
Toilets 12.9 C 3
WiFi 6.5 B 4
ATM 8.3 B 4
Direction signboards / digital displays 11.1 c 3
Station Announcements 8.3 B 4
Parking Facilities 0 A 5
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Experiences of passengers with the different aspects of ticket booking

Searching for trains

Trains availability enquiry

Booking the tickets
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Payments

Experiences of passengers about reservations enquiry and information services at
the station / reservation counter.

Clear, complete information A 5
Clean, hygienic booking office A 5
Well maintained working systems 10 B 4
Sense of security and safe environment 0 A 5
Passengers’ statements regarding experience of ticket booking
Got the ticket of their choice without any hassle 0 A 5
Did not have to spend too much time while booking the tickets A 5
Found the ticketing process smooth and very efficient 5 A 5
Experiences of the passenger’s experience of train travel
Boarded the train and found seats without any hassle 53.8 F 0
Could get a seat of their choice 23.1 E 1
Comfortable and clean travel in the train 50 F 0
Had a safe and secured time in the train with the RPF staff providing security | 15.4 D 2
Experiences of passengers using services at the station
Luggage Booking 0 A 5
Divyangjan facilities / services 0 A 5
Left Luggage Locker/Cloak Room 0.1 A 5
Medical Services / Emergency 0 A 5
Statements describing passenger’s experience
Had a safe and smooth boarding experience 6 B 4
Felt safe and secured at the railway station 16 D 2
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Experiences of passengers after de-boarding the train

Taxi / Auto services 0 A 5
Reached their destination station safely 0 A 5
Got down from the train smoothly and without any delay 9.1 B 4
Was able leave the platform and station without any trouble 0 A 5
Found their preferred transport from the station to their home /

hotel / office 0 A 5

15.1.2 Passengers’ Responses - Professionalism

This section depicts the passengers’ opinion on their interaction with the Indian railway staff.

Quality of interaction and service at the booking counter

Polite and courteous 0 A 5
Professional 0 A 5
Got all the help they wanted from the staff / website 0 A 5

Behavior of the railway staff

RPF / Police 0 A 5
Compartment Attendant staff (Cleaner, bedroll, etc.) 0 A 5
Catering / Pantry car staff 3.8 A 5
Any other Railways staff 0 A 5
The TTE helped them tremendously 42.3 F 0

Experiences of passengers using facilities at railway station

Enquiry Services 0 A 5
Station Master 0 A 5
Enquiry Clerk 0 A 5
Train Examiner 0 A 5
Sahayaks/Porters 0 A 5
Waiting Room staff 0.1 A 5
Luggage services staff 0 A 5
Staff at the shops, restaurants and stalls 0 A 5
Got all the right information needed for boarding the train 18 D 2
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15.1.3 Passengers’ Responses - Solution Responsiveness

This section depicts the responses related to the solution responsiveness by the Indian Railway staff.

Experiences of passengers with the different aspects of ticket booking

Making any complaints & getting a response 0 A 5
Helpful 0 A 5
Solved their queries / problems 0 A 5

Experiences of the passengers using services in the train

Filing a complaint and getting an action 3.8 A 5
Complaint / Feedback with the Station Master 0.0 A 5
Treated professionally and with respect by the Indian Railways

staff 0.12 A 5
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15.2. FINDINGS — PARCEL

This section contains the customers’ experiences regarding the booking/receiving of their
goods/luggage.

15.2.1 Customers’ Responses - Services

Experience of customer while booking parcel/luggage

Efficient, smooth process 0 A 5
Clean, hygienic booking office 0 A 5
Safe and secured environment 0 A 5
Correct information about rates, trains, etc. 0 A 5
Correct prices and billing 0 A 5
Error free payments 0 A 5
Customer experience while loading/unloading parcel
Information about arrival / departure of parcel 0 A 5
Time available to load / unload 0 A 5
Help in case of over carriage 0 A 5
Availability of help in the form of laborers / loaders 0 A 5
Security 0 A 5
Compensation in case of damages 9.1 B 4
Theft and pilferage were high 0 A 5

15.2.2. Customers’ Responses - Professionalism

Customer experience of interaction with various staff

Parcel booking staff 0 A 5

Parcel Helpers (Packers, loaders, etc.) 0 A 5

Outsourced staff 0 A 5

Parcel Supervisor / Senior Officers 0 A 5
Customer ratings of Indian railway staff

Polite and Courteous 0 A 5

Professional & Efficient 0 A
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15.2.3. Customers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 0 A 5

Solves their problem 0 A 5
Issues found by customer while managing their operations

Staff asked for gratification 0 A 5

Staff had middle men / touts involved 0 A 5
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15.3. FINDINGS — GOODS/SERVICES [ALAMNAGAR]

This section depicts the experience of customers who availed the goods services.

15.3.1 Customers’ Responses - Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc.
Smooth Online booking system
Error free Payment system

Delivery of Railway Receipt & other important documents

Correct, accurate billing
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Online monitoring & tracking system

Experience of customer at the time of loading/unloading of freight

Information about arrival / departure of rakes
Access to goods terminal for trucks /other vehicles
Safe hygienic working conditions for laborers /loaders

Correct billing of demurrage / wharfage
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Overall ambience lighting & security in the area

15.3.2. Customers’ Responses - Professionalism

Experience of customer after interacting with railway staff

Commercial staff at the Goodshed/ Terminal 0 A 5
Staff at the Station (Eg., SM) 0 A 5
Senior Railways officers 0 A 5

Customers’ overall rating of the Indian Railway staff

Polite and Courteous 0 A 5
Professional & Efficient 0 A
Theft and pilferage was high 0 A
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15.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

5

Help from Railways staff in case of any difficulty 0 A
Helpful 0 A
Solves their problem 0 A 5

Issues faced by customer while managing their operations

Staff asked for gratification 0 A 5
Staff had middle men / touts involved 10 B 4
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Division CTS- Touch Point

TICKET BOOKING
SERVICE TRUST 491
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 4.97
AT THE STATION
SERVICE TRUST 4.13
PROFESSIONAL TRUST 4.67
SOLUTION TRUST 5.00
OVERALL 4.60
IN THE TRAIN
SERVICE TRUST 3.62
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 4.54
PARCEL
SERVICE TRUST 4.92
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 5.00
OVERALL 4.97
GOODS
SERVICE TRUST 5.00
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 4.80
OVERALL 4.93
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Chapter 16: Key Findings — Mumbai BCT Division

This Chapter contains the findings of the study from the Mumbai BCT division.

Mumbai BCT Division: Tables and Analysis

"

i

Summary

Aggregate Citizen Trust Score for Division

Division level scores of Mumbai BCT Division is 3.69 i.e. the sum average of service trust, Professional
Trust & Solution Trust. Professional trust was the highest with the CTS of 4.51 out of 5, followed by

service trust which is 3.50. Solution trust was the lowest of all the three as it scored 3.07 out of 5.

Service Trust 3.50
Professional Trust 4.51
Solution Trust 3.07
Division Level CTS 3.69
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The average grading of this division is C with a trust score of 3.69.

Significant Flash Points (Flashpoints more than 20%)

Passengers

Services

Professionalism

Solution
Responsiveness

Flash points above 20% in some parameters

Poor facilities of ATM at the railway station

Poor facilities of Wifi at the railway station

Spent too much time while booking the tickets
Passengers denied from getting a seat of their
choice.

Was not able to board the train and find their seat
without any hassle

Passengers did not have comfortable and clean
travel in the train

Poor Divyangjan facilities

The TTE did not help the passengers tremendously
Behavior of Compartment Attendant Staff was not
good

Passengers did not have good experience with filing a
complaint and getting an action

Parcel

Services
Professionalism

Solution
Responsiveness
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Flash points above 20% in some parameters

Theft and pilferage was high
No flash points above 20%

Staff had middle men/ touts involved
Staff asked for gratification
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Goods/Services

Flash points above 20% in some parameters

Services e No flash points above 20%
Professionalism e No flash points above 20%
Solution e No flash points above 20%
Responsiveness

16.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses and
further their responses have been categorized in the three groups viz: Services, Professionalism and
solution responsiveness.

This section depicts the responses of passengers on the services that they availed.

16.1.1 Passengers’ Responses - Services

Services availed by the passengers are further categorized into the following
1. Physical Infrastructure which includes toilets, Wi-Fi, Bedsheets etc.
2. Customer experience which includes getting the ticket hassle-free, time spent at counters for

tickets etc.
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Passengers’ experience using various facilities inside the train

Lighting 0 A 5
Compartment (cleanliness) 8 B 4
Seat / Berth 0 A 5
Air-conditioner / Fan 4.2 A 5
General Furniture 0.0 A 5
Pantry car / Dining car 17 D 2
Changing seat / berth 4 A 5
Catering 4 A 5
Bed roll 13 C 3

Experiences of passengers about facilities at the railway station

Drinking Water 5.1 B 4
Foot Over Bridge 12.8 C 3
Waiting Room / Dormitory 5.1 B 4
Food & Refreshments 10.3 C 3
Toilets 15.9 D 2
WiFi 20.6 E 1
ATM 28.2 F 0
Direction signboards / digital displays 7.7 B 4
Station Announcements 5.1 B 4
Parking Facilities 0 A 5

Experiences of passengers with the different aspects of ticket booking

Searching for trains 0 A 5
Trains availability enquiry 4.8 A 5
Booking the tickets 4.8 A 5
Payments 0 A 5

Experiences of passengers about reservations enquiry and information services at
the station / reservation counter.

Clear, complete information 4.8 A 5
Clean, hygienic booking office 4.8 A 5
Well maintained working systems 14.3 C 3
Sense of security and safe environment 4.8 A 5

Passengers’ statements regarding experience of ticket booking
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Got the ticket of their choice without any hassle 9.5 B 4
Did not have to spend too much time while booking the tickets 42.9 F 0

Found the ticketing process smooth and very efficient 9.5 B 4

Experiences of the passenger’s experience of train travel

Boarded the train and found seats without any hassle 333 F 0
Could get a seat of their choice 29.2 F 0
Comfortable and clean travel in the train 29.2 F 0
Had a safe and secured time in the train with the RPF staff providing security | 4.2 A 5
Experiences of passengers using services at the station
Luggage Booking 18 D 2
Divyangjan facilities / services 28 F 0
Left Luggage Locker/Cloak Room 15 C 3
Medical Services / Emergency 8 B 4
Statements describing passenger’s experience
Had a safe and smooth boarding experience 14.3 C 3
Felt safe and secured at the railway station 7.1 B 4

Experiences of passengers after de-boarding the train

Taxi / Auto services 0 A 5
Reached their destination station safely 0 A 5
Got down from the train smoothly and without any delay 0 A 5
Was able to leave the platform and station without any trouble 9.1 B 4
Found their preferred transport from the station to their home

/ hotel / office 0 A 5
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16.1.2 Passengers’ Responses - Professionalism

Behavioral study of the staff is depicted under Professionalism

Quality of interaction and service at the booking counter

Polite and courteous 9.5 B 4
Professional 9.5 B 4
Got all the help they wanted from the staff / website 19.0 D 2

Behavior of the railway staff

RPF / Police 0 A 5
Compartment Attendant staff (Cleaner, bedroll, etc.) 29 F 0
Catering / Pantry car staff 4.2 A 5
Any other Railways staff 0 A 5
The TTE helped them tremendously 41.7 F 0

Experiences of passengers using facilities at railway station

Enquiry Services 3 A 5
Station Master 0 A 5
Enquiry Clerk 3 A 5
Train Examiner 0 A 5
Sahayaks/Porters 3 A 5
Waiting Room staff 3 A 5
Luggage services staff 8 B 4
Staff at the shops, restaurants and stalls 3 A 5
Got all the right information needed for boarding the train 7.1 B 4

16.1.3 Passengers’ Responses - Solution Responsiveness

Solution responsiveness study depicts the quality of responses that the passengers got for their

queries.

Experiences of passengers with the different aspects of ticket booking.

Making any complaints & getting a response 9.5 B 4
Helpful 9.5 B 4
Solved their queries / problems 14.3 C 3
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Experiences of the passengers using services in the train

33.3 F 0

Filing a complaint and getting an action

Complaint / Feedback with the Station Master 3 A 5
Treated professionally and with respect by the Indian Railways

staff 0 A 5
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16.2. FINDINGS — PARCEL

16.2.1 Customers’ Responses - Services

Experience of customer while booking parcel/luggage

Efficient, smooth process 0 A 5
Clean, hygienic booking office 0 A 5
Safe and secured environment 0 A 5
Correct information about rates, trains, etc. 0 A 5
Correct prices and billing 0 A 5
Error free payments 0 A 5
Customer experience while loading/unloading parcel
Information about arrival / departure of parcel 0 A 5
Time available to load / unload 8.3 B 4
Help in case of over carriage 0 A 5
Availability of help in the form of laborers / loaders 0 A 5
Security 0 A 5
Compensation in case of damages 8.3 B 4
Theft and pilferage were high 58.3 F 0

16.2.2. Customers’ Responses - Professionalism

Customer experience of interaction with various staff

Parcel booking staff 0 A 5

Parcel Helpers (Packers, loaders, etc.) 0 A 5

Outsourced staff 8.3 B 4

Parcel Supervisor / Senior Officers 0 A 5
Customer ratings of Indian railway staff

Polite and Courteous 0 A 5

Professional & Efficient 0 A 5
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16.2.3. Customers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 0 A 5
Solves their problem 8.3 B 4

Issues found by customer while managing their operations

Staff asked for gratification 25 E 1
Staff had middle men / touts involved 41.7 F 0
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16.3. FINDINGS — GOODS/SERVICES

16.3.1 Customers’ Responses — Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc. 0 A 5
Smooth Online booking system 0 A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 0 A 5
Online monitoring & tracking system 0 A 5
Experience of customer at the time of loading/unloading of freight
Information about arrival / departure of rakes 20 D 2
Access to goods terminal for trucks /other vehicles 10 B 4
Safe hygienic working conditions for laborers /loaders 10 B 4
Correct billing of demurrage / wharfage 0 A 5
Overall ambience lighting & security in the area 0 A 5

16.3.2. Customers’ Responses - Professionalism

Experience of customer after interacting with railway staff

Commercial staff at the Goodshed/ Terminal 0 A 5

Staff at the Station (e.g., SM) 0 A 5

Senior Railways officers 0 A 5
Customers’ overall rating of the Indian Railway staff

Polite and Courteous 10 B 4

Professional & Efficient 10 B 4

Theft and pilferage was high 10 B 4
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16.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

5

Help from Railways staff in case of any difficulty 0 A
Helpful 10 B
Solves their problem 0 A 5

Issues faced by customer while managing their operations

Staff asked for gratification 0 A 5
Staff had middle men / touts involved 20 D 2
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Division CTS- Touch Point

TICKET BOOKING
SERVICE TRUST 4.18
PROFESSIONAL TRUST 3.33
SOLUTION TRUST 3.67
OVERALL 3.73
AT THE STATION
SERVICE TRUST 2.81
PROFESSIONAL TRUST 4.89
SOLUTION TRUST 5.00
OVERALL 4.23
IN THE TRAIN
SERVICE TRUST 3.31
PROFESSIONAL TRUST 5.00
SOLUTION TRUST 0.00
OVERALL 2.77
PARCEL
SERVICE TRUST 4.46
PROFESSIONAL TRUST 4.83
SOLUTION TRUST 2.50
OVERALL 3.93
GOODS
SERVICE TRUST 2.73
PROFESSIONAL TRUST 4.50
SOLUTION TRUST 4.20
OVERALL 3.81
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Chapter 17: Key Findings — Mumbai CSTM Division

This Chapter contains the findings of the study from the Mumbai CSTM division.

Mumbai CSTM Division: Tables and Analysis

S

TN

-
=ewlll)

Summary

Aggregate Citizen Trust Score for Division

Division level scores of Mumbai CSTM Division is 4.45 i.e. the sum average of service trust, Professional
Trust & Solution Trust. Service trust score was highest with a CTS of 4.52 out of 5, followed by Solution

trust which is 4.44. Professional trust was the lowest of all the three as it scored 4.38 out of 5.

Service Trust 452
Professional Trust 4.38
Solution Trust 4.44
Division Level CTS 4.45
| A | B E F

The average grading of this division is B with a trust score of 4.45.
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Significant Flash Points (Flashpoints more than 20%)

Passengers

Flash points above 20% in some parameters

Services e Poor facilities of ATM at the railway station
e Poor facilities of Wifi at the railway station
e Ticketing process was not smooth and efficient
e Passengers denied from getting a seat of their choice

Professionalism e The TTE did not help the passengers tremendously
Solution e No flash points above 20%
Responsiveness
Parcel
Flash points above 20% in some parameters
Services e No flash points above 20%

Professionalism

e No flash points above 20%

Solution e Staff had middle men/ touts involved
Responsiveness
Goods/Services
Flash points above 20% in some parameters

Services e No flash points above 20%
Professionalism e No flash points above 20%

Solution e No flash points above 20%
Responsiveness
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17.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses and
further their responses have been categorized in the three groups viz: Services, Professionalism and
solution responsiveness.

This section depicts the responses of passengers on the services that they availed.

17.1.1 Passengers’ Responses - Services

Services availed by the passengers are further categorized into the following
1. Physical Infrastructure which includes toilets, Wi-Fi, Bedsheets etc.
2. Customer experience which includes getting the ticket hassle-free, time spent at counters for

tickets etc.

Passengers’ experience using various facilities inside the train

Lighting 0.0 A 5
Compartment (cleanliness) 3.7 A 5
Seat / Berth 3.7 A 5
Air-conditioner / Fan 0.0 A 5
General Furniture 0.0 A 5
Pantry car / Dining car 7.4 B 4
Changing seat / berth 7.4 B 4
Catering 3.7 A 5
Bed roll 0.0 A 5

Experiences of passengers about facilities at the railway station

Drinking Water 5.0 A 5
Foot Over Bridge 0.0 A 5
Waiting Room / Dormitory 2.5 A 5
Food & Refreshments 2.5 A 5
Toilets 16.4 D 2
WiFi 32.8 F 0
ATM 32.5 F 0
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Direction signboards / digital displays 2.5 A

oo}

Station Announcements 7.5
Parking Facilities 0.0 A 5

Experiences of passengers with the different aspects of ticket booking

Searching for trains 0.0 A 5
Trains availability enquiry 0.0 A 5
Booking the tickets 4.3 A 5
Payments 0.0 A 5

Experiences of passengers about reservations enquiry and information services at
the station / reservation counter.

Clear, complete information 0.0 A 5

Clean, hygienic booking office 4.3 A 5

Well maintained working systems 0.0 A 5

Sense of security and safe environment 0.0 A 5
Passengers’ statements regarding experience of ticket booking

Got the ticket of my choice without any hassle 17.4 D 2

Did not have to spend too much time while booking the

tickets 13.0 C 3

Found the ticketing process smooth and very efficient 26.1 F
Experiences of the passenger’s experience of train travel

Boarded the train and found seats without any hassle 7.4 B| 4

Could get a seat of my choice 22.2 E 1

Comfortable and clean travel in the train 7.4 B| 4

Had a safe and secured time in the train with the RPF staff providing security 0.0 Al 5

Experiences of passengers using services at the station

Luggage Booking 2.5 A 5
Divyangjan facilities / services 10.0 B 4
Left Luggage Locker/Cloak Room 2.5 A 5
Medical Services / Emergency 10.0 B 4

Statements describing passenger’s experience
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Had a safe and smooth boarding experience

0.0

Felt safe and secured at the railway station

0.0

Experiences of passengers after de-boarding the train

|

Taxi / Auto services A 5
Reached my destination station safely A 5
Got down from the train smoothly and without any delay 0 A 5
Was able leave the platform and station without any trouble 0.0 A 5
Found my preferred transport from the station to my home / hotel

/ office 0 A 5

17.1.2 Passengers’ Responses - Professionalism

Behavioral study of the staff is depicted under Professionalism

Quality of interaction and service at the booking counter

|

Polite and courteous 4.3 A
Professional 0 A
Got all the help | wanted from the staff / website 17.4 D

Behavior of the railway staff

RPF / Police 0.0 A 5
Compartment Attendant staff (Cleaner, bedroll, etc.) 14.8 C 3
Catering / Pantry car staff 0.0 A 5
Any other Railways staff 0.0 A 5
The TTE helped me tremendously 22.2 E 1

Experiences of passengers using facilities at railway station

Enquiry Services 0.0 A 5
Station Master 0.0 A 5
Enquiry Clerk 0.0 A 5
Train Examiner 0.0 A 5
Sahayaks/Porters 0.0 A 5
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Waiting Room staff 7.5 B 4
Luggage services staff 2.5 A 5
Staff at the shops, restaurants and stalls 10.0 B 4
Got all the right information needed for boarding the train 0.0 A 5

17.1.3 Passengers’ Responses - Solution Responsiveness

Solution responsiveness study depicts the quality of responses that the passengers got for their

queries.

Experiences of passengers with the different aspects of ticket booking

|

Making any complaints & getting a response 4.3 A
Helpful 8.7 B 4
Solved my queries / problems 0.0 A 5

Experiences of the passengers using services in the train

Filing a complaint and getting an action 7.4 B 4
Complaint / Feedback with the Station Master 5.0 A 5
Treated professionally and with respect by the Indian Railways

staff 0.0 A 5

17.2. FINDINGS — PARCEL

17.2.1 Customers’ Responses - Services

Experience of customer while booking parcel/luggage

Efficient, smooth process 0.0 A 5
Clean, hygienic booking office 0.0 A 5
Safe and secured environment 0.0 A 5
Correct information about rates, trains, etc. 0.0 A 5
Correct prices and billing 0.0 A 5
Error free payments 0.0 A 5
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Customer experience while loading/unloading parcel

Information about arrival / departure of parcel 0.0 A 5
Time available to load / unload 0.0 A 5
Help in case of over carriage 0.0 A 5
Availability of help in the form of laborers / loaders 0.0 A 5
Security 0.0 A 5
Compensation in case of damages 0.0 A 5
Theft and pilferage was high 10.0 B 4

17.2.2. Customers’ Responses - Professionalism

Customer experience of interaction with various staff

Parcel booking staff 0 A 5

Parcel Helpers (Packers, loaders, etc.) 0 A 5

Outsourced staff 10.0 B 4

Parcel Supervisor / Senior Officers 0 A 5
Customer ratings of Indian railway staff

Polite and Courteous 0 A

Professional & Efficient 0 A
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17.2.3. Customers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 0 A 5
Solves my problem 0.0 A 5

Issues found by customer while managing their operations

Staff asked for gratification 0.0 A 5
Staff had middle men / touts involved 50.0 F
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17.3. FINDINGS — GOODS/SERVICES

17.3.1 Customers’ Responses — Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc. 0 A 5
Smooth Online booking system 0 A 5
Error free Payment system 0 A 5
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 0 A 5
Online monitoring & tracking system 0 A 5
Experience of customer at the time of loading/unloading of freight
Information about arrival / departure of rakes 0 A 5
Access to goods terminal for trucks /other vehicles 0 A 5
Safe hygienic working conditions for labourers /loaders 0 A 5
Correct billing of demurrage / wharfage 0 A 5
Overall ambience lighting & security in the area 0 A 5

17.3.2. Customers’ Responses - Professionalism

Experience of customer after interacting with railway staff

Commercial staff at the Goodshed/ Terminal 0 A 5
Staff at the Station (Eg., SM) A
Senior Railways officers 0 A

Customers’ overall rating of the Indian Railway staff

Polite and Courteous 20 D
Professional & Efficient 0 A
Theft and pilferage was high 0 A
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17.3.3. Customers ‘Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of your freight

Help from Railways staff in case of any difficulty 0 A 5
Helpful 10 B
Solves my problem 0 A 5

Issues faced by customer while managing their operations

Staff asked for gratification 0 A 5
Staff had middle men / touts involved 0 A 5
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Division CTS- Touch Point

TICKET BOOKING
SERVICE TRUST 4.09
PROFESSIONAL TRUST 4.00
SOLUTION TRUST 4.67
OVERALL 4.25
AT THE STATION
SERVICE TRUST 4.13
PROFESSIONAL TRUST 4.78
SOLUTION TRUST 5.00
OVERALL 4.63
IN THE TRAIN
SERVICE TRUST 4.38
PROFESSIONAL TRUST 3.80
SOLUTION TRUST 4.00
OVERALL 4.06
PARCEL
SERVICE TRUST 5.00
PROFESSIONAL TRUST 4.83
SOLUTION TRUST 3.75
OVERALL 4.53
GOODS
SERVICE TRUST 5.00
PROFESSIONAL TRUST 4.50
SOLUTION TRUST 4.80
OVERALL 4.77
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Chapter 18: Key Findings — Raipur Division

This Chapter contains the findings of the study from the Raipur division.

Raipur Division (SECR): Tables and Analysis

SUMMARY

Aggregate Citizen Trust Score for Division

Division level score of Raipur Road Division is 2.99 i.e. the sum average of service trust, Professional
Trust & Solution Trust. Professional trust score was the highest with a CTS of 3.36 out of 5, followed

by solution trust which is 2.89. Service trust was the lowest of all the three as it scored 2.72 out of 5.

Service Trust 2.72
Professional Trust 3.36
Solution Trust 2.89
Division Level CTS 2.99
| A | B D E F

The average grading of this division is D with a trust score of 2.99.
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Significant Flash Points (Flashpoints more than 20%)

Passengers

Services

Professionalism

Solution
Responsiveness

Flash points above 20% in some parameters

Poor catering services

Poor facilities of Pantry car/ Dining car

No proper cleanliness in the compartments

Poor Wi-Fi facilities at the railway station

Poor toilets facilities at the railway station

Did have to spend too much time while booking the
tickets

Did not find the ticketing process smooth and very
efficient

Was not able to board the train and find their seat
without any hassle

No proper Divyangjan facilities/ services at the
station

Did not have a safe and smooth boarding experience
Was not able to leave the platform and station
without any hassle

Did not get all the help they wanted from the staff/
website

The TTE did not help them tremendously

No appropriate behavior of the Compartment
Attendant Staff (Cleaner, bedroll, etc.)

Not happy with the behavior of Catering/ Pantry car
staff

No flash points above 20%

Parcel
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Flash points above 20% in some parameters

Services e Poor experience regarding the correct information
about rates, trains, etc.
e Poor availability of help in the form of laborers/

loaders
e Not happy with the compensation in case of
damages
e Theft and pilferage were high.
Professionalism e No flash points above 20%

Solution Responsiveness e Staff asked for gratification
e Staff had middle men/ touts involved

Goods/Services

Flash points above 20% in some parameters

Services e Online booking system is not quite smooth
e Not good experience with the information about
arrival/ departure of rakes
e Poor experience of hygienic working conditions for
laborers/ loaders
e Not good experience with the overall ambience
lighting & security in the area

Professionalism e Theft and pilferage was high.

Solution RCSpOﬂSiVCﬂESS e Not good ratings to the solution responsiveness
e Staff asked for gratification

e Staff had middle men/ touts involved

18.1 FINDINGS - PASSENGERS

As explained in Chapter 2, the passengers are categorized in one group to present their responses
and further their responses have been categorized in the three groups viz: Services, Professionalism
and solution responsiveness.

This section depicts the responses of passengers on the services that they availed.
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18.1.1 Passengers’ Responses —=Services

Services availed by the passengers are further categorized into the following:

1. Physical Infrastructure which includes Toilets, Wi-Fi, Bedsheets etc.
2. Customer experience which includes getting the ticket hassle-free, time spent at counters for

tickets etc.

Passengers’ experience using various facilities inside the train

Lighting 0 A 5
Compartment (cleanliness) 21.4 E 1
Seat / Berth 10.7 C 3
Air-conditioner / Fan 7.1 B 4
General Furniture 17.9 D 2
Pantry car / Dining car 28.6 F 0
Changing seat / berth 14.3 C 3
Catering 46.4 F 0
Bed roll 14.3 C 3

Nearly 46.4% of the respondents did not have a good experience using catering facilities inside the
train. Around 28.6% of the passengers were not happy with the facilities of pantry car/ dining car
inside the train. 21.4% of the passengers were not pleased with the cleanliness in train compartments.
While some other facilities where passengers did not have good experience were general furniture

(17.9%), changing seat/ berth (14.3%), bed roll (14.3%), and seat/ berth (10.7%).

Experiences of passengers about facilities at the railway station

Drinking Water 19.4 D 2
Foot Over Bridge 11.1 C 3
Waiting Room / Dormitory 11.1 C 3
Food & Refreshments 11.1 C 3
Toilets 21.8 E 1
WiFi 43.7 F 0
ATM 2.7 A 5
Direction signboards / digital displays 11.1 C 3
Station Announcements 8.3 B 4
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Parking Facilities 3.8 ‘ A ‘ 5 ‘

Majority of the respondents did not have good experience about the Wifi facilities (43.75%) at the
railway station, while 21.88% of the passengers were not happy with the facilities related to the toilets
at the railway station. There are other facilities as well such as drinking water (19.44%), foot over
bridge (11.11%), waiting room/ dormitory (11.11%), food & refreshments (11.11%), and direction

signboards/ digital displays (11.11%), where passengers did not have good experience.

Experiences of passengers with the different aspects of ticket booking

Searching for trains

Trains availability enquiry

Booking the tickets

o |0 O |O
> |> > >
(SRR, BT, R

Payments

Experiences of passengers about reservations enquiry and information services at
the station / reservation counter.

Clear, complete information A 5
Clean, hygienic booking office A 5
Well maintained working systems 10 B 4
Sense of security and safe environment 5 A 5
Passengers’ statements regarding experience of ticket booking

Got the ticket of my choice without any hassle 5 A 5
Did not have to spend too much time while booking the

tickets 30 F 0
Found the ticketing process smooth and very efficient 25 E 1

30.0% of the passengers stated that they had to spend too much time while booking the tickets.25.0%

of the passengers did not find the ticketing process smooth and very efficient.

Experiences of the passengers’ experience of train travel

Boarded the train and found seats without any hassle 57.1 F| O
Could get a seat of their choice 14.3 Cc| 3
Comfortable and clean travel in the train 17.9 D| 2
Had a safe and secured time in the train with the RPF staff providing security 14.3 c| 3

57.1% of the passengers found the boarding process as not very smooth. Nearly 17.9% of the
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passengers did not experience comfortable and clean travel in the train. Other negative experiences
of the passengers that have been reported were related to getting a seat of their choice (14.3%) and

having safe and secured time in the train with the RPF staff providing security (14.3%).

Experiences of passengers using services at the station

Luggage Booking 8.3 B 4
Divyangjan facilities / services 30.5 F 0
Left Luggage Locker/Cloak Room 13.8 C 3
Medical Services / Emergency 11.1 C 3

Around 30.56% of the passengers were not happy with the services related to Divyangjan facilities/
services, while the services related to left luggage locker/ cloak room (13.89%), medical services/

emergency (11.11%), and luggage booking (8.33%) were also not up to the mark.

Statements describing passenger’s experience

Had a safe and smooth boarding experience 23.1 E
Felt safe and secured at the railway station 15.3 D 2

23.08% passengers denied of having safe and smooth boarding experience, while 15.38% of the

respondents did not feel safe and secured at the railway station.

Experiences of passengers after de-boarding the train

Taxi / Auto services 0 A 5
Reached my destination station safely 10 B 4
Got down from the train smoothly and without any delay 20 D 2
Was able leave the platform and station without any trouble 60 F 0
Found their preferred transport from the station to their home / 0 A 5
hotel / office

More than half of the passengers were not satisfied with the process of leaving the platform and

station. Nearly 20% of the respondents stated that the process of deboarding was not very smooth.

18.1.2 Passengers’ Responses - Professionalism

This section depicts the passengers’ opinion on their interaction with the Indian railway staff.

Quality of interaction and service at the booking counter
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Polite and courteous 0 A 5
Professional 10 B 4
Got all the help they wanted from the staff / website 25 E 1

A quarter of passengers stated that did not get all the help they wanted from the staff/ website. 10%

of the passengers did not find the staff to be very professional.

Behavior of the railway staff

RPF / Police 7.1 B 4
Compartment Attendant staff (Cleaner, bedroll, etc.) 39.3 F 0
Catering / Pantry car staff 35.7 F 0
Any other Railways staff 10.7 C 3
The TTE helped them tremendously 53.6 F 0

Slightly more than half of the passengers did not get positive response from the TTE. 39.3% of the
passengers did not have good experience with the Compartment Attendant Staff and 35.7% of the
passengers were not happy with the catering/ pantry car staff. While some percentage of passengers
did not have good experience related to the behavior of any other railway staff (10.7%) and RPF/ Police
(7.1%).

Experiences of passengers using facilities at railway station

Enquiry Services 5.5 B 4
Station Master 2.7 A 5
Enquiry Clerk 2.7 A 5
Train Examiner 3.1 A 5
Sahayaks/Porters 11.1 C 3
Waiting Room staff 11.1 C 3
Luggage services staff 19.4 D 2
Staff at the shops, restaurants and stalls 2.7 A 5
Got all the right information needed for boarding the train 7.7 B 4

Nearly 19.44% of the passengers were not happy with the services of luggage staff at the railway
station. Comparatively less percentage of the passengers did not have positive experience related to

the services of waiting room staff (11.11%) and Sahayaks/ Porters (11.11%).
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18.1.3 Passengers’ Responses - Solution Responsiveness

This section depicts the responses related to the solution responsiveness by the Indian Railway staff.

Experiences of passengers with the different aspects of ticket booking

Making any complaints & getting a response 10 B 4
Helpful 5 A 5
Solved their queries / problems 5 A 5

Nearly 10% of the passengers did not have good experience with making any complaints and getting

aresponse.

Experiences of the passengers using services in the train

Filing a complaint and getting an action 17.9 D 2
Complaint / Feedback with the Station Master 13.9 C 3
Treated professionally and with respect by the Indian Railways 0 A 5
staff

17.9% of the passengers were not happy with the services of filing a complaint and getting an action,

while 13.9% were not happy with the complaint/ feedback with the station master.
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18.2. FINDINGS - PARCEL / LUGGAGE

This section contains the customers’ experiences regarding the booking/receiving of their

goods/luggage.

18.2.1 Passengers’ Responses - Services

Experience of customer while booking parcel/luggage

Efficient, smooth process 0 A 5
Clean, hygienic booking office 9.1 B 4
Safe and secured environment 0 A 5
Correct information about rates, trains, etc. 27.3 F 0
Correct prices and billing 0 A 5
Error free payments 18.2 D 2

While booking parcel/ luggage, 27.3% of the customers did not have good experience related to
correct information about rates, trains, etc. while 18.2% of the customers did not have good
experience related to error free payments. Nearly 9.1% of the customers were not happy with hygienic

conditions of booking office.

Customer experience while loading/unloading parcel

Information about arrival / departure of parcel 18.2 D 2
Time available to load / unload 9.1 B 4
Help in case of over carriage 18.2 D 2
Availability of help in the form of labourers / loaders 27.3 F 0
Security 9.1 B 4
Compensation in case of damages 27.3 F 0
Theft and pilferage were high 72.7 F 0

A little more than one fourth of the respondents complained about un availability of help in the form

of laborer’s or not satisfied with the process of compensation in case of damages.
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18.2.2. Passengers’ Responses - Professionalism

Customer experience of interaction with various staff

Parcel booking staff 9.1 B 4
Parcel Helpers (Packers, loaders, etc.) 9.1 B 4
Outsourced staff 0 A 5
Parcel Supervisor / Senior Officers 9.1 B 4

Some percentage of the customers was not happy with the interaction of Parcel booking staff (9.1%),

Parcel Helpers (9.1%), and Parcel Supervisors/ Senior Officers (9.1%).

Customer ratings of Indian railway staff

Polite and Courteous 0 A
Professional & Efficient 0 A

18.2.3. Passengers’ Responses - Solution Responsiveness

Customer ratings of Indian railway staff

Helpful 9.1 B 4
Solves their problem 9.1 B 4

9.1% of the customers did not find the Indian Railway staff quite helpful and a similar percentage was

not satisfied with their problem-solving process.

Issues found by customer while managing their operations

Staff asked for gratification 27.3 F 0
Staff had middle men / touts involved 27.3 F 0

Slightly more than a quarter of the percentage of the passengers responded positively that the staff
did ask for gratification, while 27.3% of the customers said that there was involvement of middle

men/ touts.
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18.3. FINDINGS — GOODS/SERVICES

This section depicts the experience of customers who availed the goods services.

18.3.1 Customers’ Responses - Services

Experience of customer at the time of booking, billing and monitoring of freight

Clear information on rates, discounts, rebates, etc. 20 D 2
Smooth Online booking system 30 F 0
Error free Payment system 10 B 4
Delivery of Railway Receipt & other important documents 0 A 5
Correct, accurate billing 0 A 5
Online monitoring & tracking system 20 D 2

Slightly more than a quarter of the respondents did not find the booking system to be very smooth.
Other services like clear information on rates, discounts, rebates, etc. (20%) and online monitoring &
tracking system (20%), and delivery of railway receipt & other important documents (10%) were also

not found to be adequate.

Experience of customer at the time of loading/unloading of freight

Information about arrival / departure of rakes 50 F 0
Access to goods terminal for trucks /other vehicles 10 B 4
Safe hygienic working conditions for labourers /loaders 50 F 0
Correct billing of demurrage / wharfage 20 D 2
Overall ambience lighting & security in the area 30 F 0

At the time of loading/ unloading of freight, all those aspects under which customers did not have
good experience were Information about arrival / departure of rakes (50%), Safe hygienic working
conditions for labourers /loaders (50%), Overall ambience lighting & security in the area (30%), correct

billing of demurrage / wharfage (20%), and access to goods terminal for trucks /other vehicles (10%).
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18.3.2. Passengers’ Responses - Professionalism

Experience of customer after interacting with railway staff

5

Commercial staff at the Goodshed/ Terminal 0 A
Staff at the Station (E.g., SM) 20 D
Senior Railways officers 10 B

Slightly less than quarter of the percentage of the customers were reported to not have a good
experience of interaction with Staff at the Station (e.g., SM), while 10% of the customers did not have

a good interaction with the Senior Railway Officers.

Customers’ overall rating of the Indian Railway staff

Polite and Courteous 10 B
Professional & Efficient 0 A 5
Theft and pilferage was high 30 F

Slightly more than a quarter of the customers (in percent) found the issues of theft and pilferage to
be high, whereas 10% of the customers did not find the appropriate behavior (Polite and Courteous)

of the Indian Railway Staff.

18.3.3. Customers’ Responses - Solution Responsiveness

Experience of customer at the time of loading/unloading of freight

A 5

Help from Railways staff in case of any difficulty 0
Helpful 10 B
Solves their problem 30 F 0

Nearly 30% of the customers did not find the appropriate solution to their problems at the time of
loading/ unloading of their freight. 10% of the customers did not find the Indian Railway Staff quite

helpful.

Issues faced by customer while managing their operations

Staff asked for gratification 30 F 0
Staff had middle men / touts involved 30 F 0

30% of respondents responded positively that staff asked for gratification, while 30% of the customers

agreed with the involvement of middle men & touts in staff.
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Division CTS- Touch Point

TICKET BOOKING
SERVICE TRUST 4.00
PROFESSIONAL TRUST 3.33
SOLUTION TRUST 4.67
OVERALL 4.00
AT THE STATION
SERVICE TRUST 2.63
PROFESSIONAL TRUST 4.22
SOLUTION TRUST 4.00
OVERALL 3.62
IN THE TRAIN
SERVICE TRUST 2.23
PROFESSIONAL TRUST 1.40
SOLUTION TRUST 2.00
OVERALL 1.88
PARCEL
SERVICE TRUST 2.54
PROFESSIONAL TRUST 4.50
SOLUTION TRUST 2.00
OVERALL 3.01
GOODS
SERVICE TRUST 2.18
PROFESSIONAL TRUST 3.33
SOLUTION TRUST 1.80
OVERALL 2.44
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Consolidated Citizen Trust Score

As an aggregate average of all 16 divisions ‘Service Trust, Professional Trust & Solution Trust

scores’, a 16 divisions consolidated CTS has been calculated.

Service Trust 4.29
Professional Trust 4,58
Solution Trust 4.42

16 Divisions CTS 4.43

As per this table consolidated CTS for all 16 Divisions is 4.43 out of 5. Professional Trust aggregate
scores of 16 Divisions is 4.58 out of 5 which is the highest amongst all the three trusts followed by

Solution trust which is 4.42 Service trust was the lowest of all the three as it scored 4.29 out of 5.

CTS Score- Various touch point/ Experience

Ticket Booking
Service Trust 4.27
Professional Trust 4.29
Solution Trust 4.75
16 Divisions CTS 4.44
At the Station
Service Trust 4.23
Professional Trust 4.70
Solution Trust 4.81
16 Divisions CTS 4.58
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In the Train

Service Trust 4.09
Professional Trust 4.36
Solution Trust 4.13

16 Divisions CTS 4.19

|‘
9
(2]
(1)
—

Service Trust 4.49
Professional Trust 4.84
Solution Trust 4.14

16 Divisions CTS 4.49

Q
Qo
Qo
o

Service Trust 4.38
Professional Trust 4.70
Solution Trust 4.29

16 Divisions CTS 4.45
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Questionnaire - English



Questionnaire 1: Ticket Booking Experience

1. Profile of Respondent (Multiple selection permitted)
O woman O SeniorCitizen O
O other

Student O Salaried Professional O

O Divyangjan O Unemployed

2. Which Train did you book?

O Mail O Intercity O Shatabdi O RajdhaniO Duronto O Garib Rath
O Passenger O Holiday Special

O Express

3. If you booked the tickets online, what was your experience with the different aspects of ticket
booking?

Businessman / Trader

Excellent Good Average Poor Very Poor
Searching for trains
Trains availability enquiry
Booking the tickets
Payments
Making any complaints & getting a
response
4. If you booked the tickets at the booking counter, how would you rate the quality of your
interaction and service provided by the Indian Railways staff at the counter?
Excellent Good Average Poor Very Poor | Did not use
Polite and courteous
Professional
Helpful
Solved my queries / problems
5. Did you find the right and useful information from the different reservation enquiry and
information services at the station / reservation counter?
Excellent Good Average Poor Very Poor | Didn’t see/
Didn’t use
Clear, complete information
Clean, hygienic booking office
Well maintained working systems
Sense of security and safe environment
6. Do these statements reflect your experience of ticket booking?
Yes No

| got the ticket of my choice without any hassle

| did not have to spend too much time while booking the tickets

| found the ticketing process smooth and very efficient

| got all the help | wanted from the staff / website




Questionnaire 2: Passenger Experience in the Train

1. Profile of Respondent (Multiple selection permitted)

O woman O Senior Citizen O Student O Salaried Professional O Businessman / Trader

O Divyangjan O Unemployed O Others

2. Whichtrain did you take?

O Express O Mail O Inter-City O Shatabdi O Rajdhani O Duronto O Garib Rath O Passenger

O Holiday Special

3. What was your experience using the different facilities inside the train?

Excellent

Good

Average

Poor

Very Poor

Didn’t use /
Didn’t see

Lighting

Compartment (cleanliness)

Toilets & Wash basin

Seat / Berth

Air-conditioner / Fan

General Furniture

Pantry car / Dining car

4. Did you use any of these services on the train? What was your experience?

Excellent

Good

Average

Poor

Very Poor

Didn’t use /
Didn’t see

Changing seat / berth

WiFi

Catering

Bed roll

Filing a complaint and getting an action

5. Did you interact with any Indian Railway staff? How did they behave with you?

Excellent:
Helpful,
solved my
problems

Good: Polite
and
Professional

Average:
Diverted the
issue to
someone else

Poor:
Rude and
bad
behaviour

Very Poor:
Created
trouble for
passengers

Didn’t
intera

ct
/ Didn’t

Ticket Examiner

RPF / Police

Compartment Attendant staff
(Cleaner, bedroll, etc.)

Catering / Pantry car staff

Any other Railways staff

6. Do these statements describe your experience?

Yes

No | Not pplicable

| was able to board the train and find my seat without any hassle

| could get a seat of my choice

The TTE helped me tremendously

| had a comfortable and clean travel in the train

| had a safe and secured time in the train with the RPF staff providing security




Questionnaire 3: Experience before Boarding the Train

1. Profile of Respondent (Multiple selection permitted)
O woman O Senior Citizen O Student O Salaried Professional O Businessman / Trader O Divyangjan
O Unemployed O Other

2. Whichtrain did you take?
O Express O Mail O Inter-City O Shatabdi O Rajdhani O Duronto O Garib Rath O Passenger
O Holiday Special

3. Did you use any of these facilities at the railway station? What was your experience?

Excellent Good Average Poor Very Poor | Didn’t use /
Didn’t notice

Drinking Water

Foot Over Bridge

Waiting Room / Dormitory

Food & Refreshments

Toilets

WiFi

ATM

Direction signboards / digital displays

Station Announcements

Parking Facilities

4. Did you use any of the services given below? What was your experience?

Excellent Good | Average Poor Very Poor | Didn’t use /
Didn’t notice

Enquiry Services

Complaint / Feedback with the Station
Master

Luggage Booking

Divyangjan facilities / services

Left Luggage Locker/Cloak Room

Medical Services / Emergency

5. Did you interact with the following at the Station? What was your experience?

Excellent Good Average Poor Very Poor | Didn’t use /
Didn’t see

Station Master

Enquiry Clerk

Train Examiner

Sahayaks/Porters

Waiting Room staff

Luggage services staff

Staff at the shops, restaurants and stalls

6. Do these statements describe your experience?

Yes No

I got all the right information needed for boarding my train

| had a safe and smooth boarding experience

| was treated professionally and with respect by the Indian Railways staff

| felt safe and secured at the railway station




Questionnaire 4: Experience after De-boarding from the Train

1. Profile of Respondent (Multiple selection permitted)

O woman O Senior Citizen O Student O Salaried Professional O Businessman / Trader O Divyangjan

O Unemployed O Other

2. Which train did you take?

O Express O Mail O Inter-City O Shatabdi O RajdhaniO Duronto O Garib Rath O Passenger

O Holiday Special

3. Did you use any of these facilities at the railway station? What was your experience?

Excellent

Good

Average

Poor

Very Poor

Didn’t use / Didn’t
notice

Drinking Water

Foot Overbridge

Waiting Room / Dormitory

Food & Refreshments

Toilets

WiFi

ATM

Direction signboards / digital displays

Station Announcements

4. Did you use any of the services given below? What was your experience?

Excellent

Good

Average

Poor

Very Poor

Didn’t use /
Didn’t notice

Enquiry Services

Complaint / Feedback with the Station
Master

Luggage Booking

Divyangjan facilities / services

Left Luggage Locker

Medical Services / Emergency

Taxi / Auto services

5. Did you interact with Indian Railways staff? What was your experi

ence?

Excellent

Good

Average

Poor

Very Poor

Didn’t use /
Didn’t see

Station Master

Enquiry Clerk

Train Examiner

Sahayaks/Porters

Waiting Room staff

Luggage services staff

Staff at the shops, restaurants and stalls

6. Do these statements describe your experience?

Yes No

| reached my destination station safely

| got down from the train smoothly and without any delay

| was able leave the platform and station without any trouble

| found my preferred transport from the station to my home / hotel / office




Questionnaire 5: Goods Services

1. Name of the Goods shed / Freight Terminal where you are a regular customer.

Your Answer —

2. Profile (to be filled by the survey taker)

O consignor O Consignee O Endorsee O Handling Agent O Trucker

3. What was your experience at the time of booking, billing and monitoring of your freight?

Excellent

Good

Average

Poor

Very Poor

Didn’t use

Clear information on rates,
discounts, rebates, etc.

Smooth Online booking system

Error free Payment system

Delivery of Railway Receipt &
other important documents

Correct, accurate billing

Online monitoring & tracking system

4. What is your experience at the time of loading/unloading of your freight?

Excellent

Good

Average

Poor

Very
Poor

Didn’t use

/ Not

Information about arrival / departure of rakes

Access to goods terminal for trucks /
other vehicles

Safe hygienic working conditions for labourers /
loaders

Help from Railways staff in case of any difficulty
/

Correct billing of demurrage / wharfage

Overall ambience lighting & security in the area

5. Which Railway staff did you interact with? What was your experience with them?

Excellent

Good

Average

Poor

Very Poor

Commercial staff at the Goodshed/ Terminal

Staff at the Station (Eg., SM)

Senior Railways officers

6. Overall, how you would rate the Indian Railways staff?

High

Medium

Low

Polite and Courteous

Professional & Efficient

Helpful

Solves my problem

7. Did you face any of these issues while managing your operations?

Yes

No

Staff asked for gratification

Staff had middle men / touts involved

Theft and pilferage was high




Questionnaire 6: Parcel Services

1. Name of the station / parcel office recently visited.
Your Answer —

2. Profile of respondent (Multiple selection permitted)

O woman O SeniorCitizen O Student O Salaried Professional O Businessman / Trader

O Divyangjan O Other

3. Type of parcel booked
O Personal luggage e.g. bike, furniture, appliance, etc. (for shifting)
O Business / Trade-products for the market
O Courier consignment - packages of customers

O Special consignment - for some event or occasion

4. What was your experience while booking your parcel / luggage?

Excellent Good Average Poor Very
Efficient, smooth process
Clean, hygienic booking office
Safe and secured environment
Correct information about rates, trains, etc.
Correct prices and billing
Error free payments
5. What was your experience while loading / unloading your parcel?
Excellent | Good | Average | Poor | Very | Didn’t
Poor Need/
Information about arrival / departure of parcel
Time available to load / unload
Help in case of over carriage
Availability of help in the form of labourers / loaders
Security
Compensation in case of damages
6. With whom did you interact with? What was your experience with them?
Excellent Good | Average | Poor | Very Didn’t
Poor Intera
ct/

Parcel booking staff

Parcel Helpers (Packers, loaders, etc.)

Outsourced staff

Parcel Supervisor / Senior Officers




7. Overall, how you would rate the Indian Railways staff?

High

Medium

Low

Polite and Courteous

Professional & Efficient

Helpful

Solves my problem

8. Did you face any of these issues while managing your operations?

Yes

No

Staff asked for gratification

Staff had middle men / touts involved

Theft and pilferage was high




Questionnaire - Hindi



Questionnaire 1: Ticket Booking Experience

1. Profile of Respondent (Multiple selection permitted)
JTRETA] B WIS (THIYD T B SAk)

O Woman O Student
O Other

O Senior Citizen O Salaried Professional O

O Divyangjan O Unemployed

2. Which Train did you book? .
3 fobd WA H g fobar 2

O Mail O Intercity O Shatabdi O RajdhaniO Duronto O Garib Rath
O Passenger O Holiday Special

3. O Express

3. If you booked the tickets online, what was your experience with the different aspects of ticket
booking? . fe MU 3iTeiTe fewpe g foru 8, f febe gfdbm o faftra ugqgant &
SITUhT 3JHI T YT?

Businessman / Trader

Excell Good Average Poor Very Poor
Searching for trains .
Sl & IR T TSGR ¢AT AT 3! FioHT
Trains availability enquiry
Sl DI ARSI B AFDRI
Booking the tickets
fedhe g BT
Payments HITdlq
Making any complaints & getting a response
His 1} FRIBTId ol H=AT 3R SaTe
[EREI
4. If you booked the tickets at the booking counter, how would you rate the quality of
your interaction and service provided by the Indian Railways staff at the counter?
gfe 3T g HIeR W e gob HRa 8, A1 317 BT WR YR ¥ad &
FHHATRGT GRT UG B ST aTelt U STadid 3R JaT b Jora b1 oo b
DAl ?
Excellent Good Average Poor Very Poor | Did not use
o9 3R g
URIaR /St Rt
HGQR
TR Ul / GHRI1S $1 g foban
5. Did you find the right and useful information from the different reservation enquiry and
information services at the station / reservation counter?
HT TUHT WA TR T YT/ HREU HTIeR R US- 1S I et 3R IUaRTt SRy et 2
Excellentl  Good Average Poor Very Poor | Didn’t see/

Didn’t use




Y 3R G0 SHHRT e

T 3R WD g 3ifthd

BT YU Yars =Y 9 ol

&M 3R PR3 arreRu

5. Dothese statements reflect your experience of ticket booking?

3T TR 1 Y HYF e b1 MU U Bl gid 87

Yes

No

T3 fom1 foddt gise o 381 Wi &1 fddhe a1

I did not have to spend too much time while booking the tickets
O fedhe g Hd 9T 1 999 gl a1 US|

T3 fodhe % o &1 Uichan ST 3R SUgad @it

73 98 9l Heg frch ot A sefival / dewmge & argar U




Questionnaire 2: Passenger Experience in the Train
& PT 31HA)

1. Profile of Respondent (Multiple selection permitted)

FARGT DI MBS (BN T B SATAL)

O woman O Senior Citizen O Student O Salaried Professional O Businessman / Trader

O Divyangjan O Unemployed O Others

2. Whichtrain did you take?
3T DI It ¢ Tl

O Express O Mail O Inter-City O Shatabdi O Rajdhani O Duronto O Garib Rath O Passenger

O Holiday Special

3. What was your experience using the different facilities inside the train?

¢ & iR fafla GiawTsii &1 SUIRT B BT SMUDBT SHT Bl YUT?

Excellent

Good

Average Poor

Very Poor

Didn’t use /
Didn’t see

Lighting I=T/UbTRT

HHCHE (T )

TIgaic /AReRA

e /&

T /B

TRA BARR

U DR /SEHT SR

4. Didyou use any of these services on the train? What was your experience?

T 30 7 § 378 ¥ bt ot Qa1 o1 ST foba 82 SMTUehT 3gHd H9T 3BT

Exc Good | Average | Poor | Very Poor | Didn’t use /
elle Didn’t see
e/ §d Fga
EIER
SEEIGEEIGH
8 3

RIS g BT 3R IR 4TS gl

5. Didyou interact with any Indian Railwi%
T ST ob) R YT e

staff? How did they behave with you?

I T 1?2 381 3HTUD 1Y HHT AR fhar

Excellent: Good: Jg 3R Average: Poo | VeryPoor: | Didn’t
AGER I ANET faraft ok r: g% | intera
BN B gren | o | faw ergfaer | ct
Al Y E3 i o Y1t | /Didn't

fepe TRIER

3R 0l 0% / e

SR e

Pl / Ut BR_Th

3 ¥4 W




6. Dothese statements describe your experience?

3ft A 3P YA $© A I 3N S P 3 3yd &1 g2iid §

Yes

No

Not pplicable

T8 31 97 IR dc S A R R T €6

Sl U UG ot die et

It 7 ) FIGT HEE B

TR ¢ 31 I SRTIGRIS U9 1w o ot

o B 3d qR& 90 B JURATA H T TP SR QA& o




Questionnaire 3: Experience before Boarding the Train

1. Profile of Respondent (Multiple selection permitted)

1. IR P WHRd

(THTEH T BT STAl)

0 Woman o Senior Citizen o Student o Salaried Professional o Businessman / Trader o Divyangjan

0 Unemployed o Other

2. Which train did you take?
2. YA B Ul ¢4 UHar?

0 Express o Mail o Inter-City o Shatabdio Rajdhanio Duronto o Garib Rath o Passenger

0 Holiday Special

3. Did you use any of these facilities at the railway station? What was your experience?

3.1 39 Yoid TR R 398 & forell Giaer o1 3uer fonam? 3maerr 37gera Sar Te1?

Excellent

Good

Average

Poor

Very Poor

Didn’t use /
Didn’t notice

9T T 91T

e R faer

aféar s/ 3@

Hrote? 3R Ferare

HIBICE]

e IS

T

feem arsT 15 / Rfeea Brea

T v fr Rl gwor

4  Did
s T ST A & T st

of the services given below? What was your experience?

A O TordY ST 3UIRET TRAT? MR 3eTd T AT?

Excellent

Good

Average

Poor

Very Poor

Didn’t use /
Didn’t notice

USdIS {arv

R aof e 3R BT AR ¥ figdw
[GRGI

A 1 ferar

feeaieTsre giaumd / fard

A o | Folleh &

TIELY JATT / TATdeRTelle JaTd

5. Didyou interact with the following at the Station? What was your experience?
P2 HTHT 37T

s T AT W

& H@TA

Jgr?

Excellent

Good

Average

Poor

Very Poor

Didn’t use /
Didn’t see




T AR

eIk RED

ool TN

HETIH/ T

TNETTrT & HAARY

A & FHER

gehTell, Tl 3R TeTell T ey

6. Dothese statements describe your experience?

6 3N F 39F WH FO A Sl T TAd A A IS AT B A

Yes

No

¢ A oo Tpel 31 W HRAF T ATER) el

A & A goo! H 3Hea GIAT W WA A

HRAT Xd & FAANAT arT A T R IR TFA & TY IR fham I3

Al Y Teod R AP AR GRi&T Aggy fovar




Questionnaire 4: Experience after De-boarding from the Train

1 Profile of Respondent (Multiple selection permitted)
1 STREI &1 UIhISd (UhIedh T b1

O woman O Senior Citizen O Student O Salaried Professional O Businessman / Trader O Divyangjan

O Unemployed O Other

2 Whichtrain did you take?
2. 3UA B A S Udal?

O Express O Mail O Inter-City O Shatabdi O RajdhaniO Duronto O Garib Rath O Passenger

O Holiday Special

3. . Didyou use any of these facilities at the railway station? What was your experience?

3 T YT ol T W o1 @ Tl FIAem 1 3uANT T 3T0eht 3e]s1d halT T@T?

Excellent

Good

Average

Poor

Very Poor

Didn’t use / Didn’t
notice

9T T 91T

FC AR ot

aféar s/ 3@

Hote? 3R SFerare

HIBICE]

e IS

T

feem arsT 15 / Rfeea Brea

T v fr Rl gwor

4 Did you use gnr%of the serwces given below? What was your experience?

3N A @ FA 1 39T TmAm?

3Rl 3TeIT &1 AT?

Excellent

Good

Average

Poor

Very Poor

Didn’t use /
Didn’t notice

Bde darv

R aof e 3R BT AR ¥ figdw
GRGI

AR & et

feeaierste graurd / gard

AR T | Folleh &

TITELY JATT / TATdeRTelle JaTd

ST / 3Ter ¥aw

5. Did you interact with Indian Railways staff? What was your experience?

5. T Tl T R A=A & ATY ScTeiicd hr? ARl 33 el TgT?




Excellent

Good

Average

Poor

Very Poor

Didn’t use /
Didn’t see

TIF AT

eIk RED

ool TNt

HETIH /el

TNETTrT & HAARY

A & FHERY

gehTell, TeeRT 3R FeTell TR haary

6. Dothese statements describe your experience?

6. 318 & 9% WHAN FS AT AN AT FAd H F 319 3T H A B

Yes

No

# IR Ty T W IIAT 9B I

3 ToaT forell 30 & o7 9 e @ 3

# 9o oy Wamel & Tolewid IR TWIT ¥ T ke

o R § W TRICA/FRAR d A THdler IRaget e




Questionnaire 5: Goods Services

HIel_Hard

1. Name of the Goods shed / Freight Terminal where you are a regular customer.
1. 338 As/he ST T ATH STgT 319 Ueh IEh T

Your Answer —

2. ISl (Ad8T0TehdT GaRT #RT ST §)

O consignor O Consignee O Endorsee O Handling Agent O  Trucker

3. What was your experience at the time of booking, billi
ORI e

3. 31MUeh AT Gells T gfehaT,

ng and monitoring of your freight?
TAY TR 3HeT3Td

qr?

Excellent

Good

Average

Poor

Very Poor

Didn’t use

o, et afe & an & wose
IGEAC

FURE JHieTogeT giehal Jomell

Yo g 3R 30T Hgeaqor
IEC A RECICEY

T8, areatds fafer

3iTeTemse TR 3R R gomeh

4. What is your experience at the time of loading/unloading of your freight?

4. 39a1 AT I NTSIIAANSIT & FHY TIhT FAT I &7

Excellent

Good

Average

Poor

Very
Poor

Didn’t use
/ Not

@ & AT & R H FATHRT

TH/3T aTgal & fov Aol e
& TEd

FoTell/ st o Tl RieTd Taes e i &
qfaer

frelt off sfsars/gaear & A & Yo
FAAIRAT & GG

R /e e & Fd R

TRAT A gTed el 3R GReT H sgae

5. Which Railway staff did you interact with? What was your experience with them?

5. 39T [T o g & ATY SIadid I? 3 1Y TIHRT AT FaT I8

Excellent

Good

Average

Poor

Very Poor

TBUS/E fAeTel T T ATGHITAF FAary

TUT W FFART (S, THTHA)

aRes Yord JHARY




6. Overall, how you would rate the Indian Railways staff?

6. el AT, 3T RAT Y0 o FHAAMRGT T HA 3HTehar?

High Medium Low

ICGE K CE

qRIaR 3R Fere

HeddX

AL FHEEAT FT GATYH T §

7. Did you face any of these issues while managing your operations?
7. FIT 39a7 379aY HrAT Pl T Fd GHT SAH T fhdT FHTAT T THAT LT YST?

Yes No

HATIRAT o Read Al

HAaAr # faifow / gormer anfae &

AR 3R ARG HT FHA HAT TS




Questionnaire 6: Parcel Services

1. Name of the station / parcel office recently visited.
1. T &Y & 90 EAT/A T FIATAT T 1A

Your Answer —

2. Profile of respondent (Multiple selection permitted)
2 JURGII DI UIhIS e (THITADh T Bl

O woman O SeniorCitizen O Student O Salaried Professional O

O Divyangjan O Other

3. Type of parcel booked
3 g% fhU T 9 #T gER

O Personal luggage e.g. bike, furniture, appliance, etc. (for shifting)
TAH FT AMATT H S5, Belra], STH0T, 3T (FTATHTROT & forv)

O Business / Trade-products for the market
SHUR / §9IR ¥ H&fd Wsae Alhe & fow

O Courier consignment - packages of customers
FRIT AT - Ageht & Ydhol

O Special consignment - for some event or occasion

AT sde a7 R AT 3@ W)

4. What was your experience while booking your parcel / luggage?
4 39 YT /ITHT b HId HHI AT IHoIdHd &ar @|r

Businessman / Trader

Excellent

Good

Average

Poor

Very

JHTET Tedd Fishar

G, TS Jiehd FATerd

wgere 3R GRiaT ardraor

o, &t e & e & e ATRR

W o A R

e 7 T

5. What was your experience while loading / unloading your parcel?
5 39l GRIST T WAIS/3eTells Fd HAY TR HeJsTd AT AT ?

Excellent

Good

Average

Poor

Very
Poor

Didn’t
Need/

T & HH/TEAT & aR H SeThr

AS/37TelIs A & ToIT 3Usy FHT

AT RS & #AHS H Ace




HIGI/AISY & &9 H HEIICAT el ITeletrcl

TN

TR & A A Il

6. With whom did you interact with? What was your experience with them?

6 3 fohaeh AU ST P12 3oieh HTY YT eI HaT 872
Excellent Good | Average | Poor | Very Didn’t
Poor Intera
ct/
i §fehal FeIh
IR e (YR, =R, 3fe)
IT3ECART FHART (@ FAART ST HARAT T
& el )
URTe TAdeTh/aRes iRy
7. Overall, how you would rate the Indian Railways staff?
7 el AT, 3 & HAETRAT T Ha Hichar?
High Medium Low
faetar ©a o7gy
heTel 3R Ferer
HAGI
AL TATAT FT AT T ¢
8. Did you face any of these issues while managing your operations?
8. &Far JAT HHAEIT Sl HIHAT hIT YsT?
Yes No

% o Read Al

e # foaifow / corer anfaer &

A AR IAYEI FT FHA FAT TS




Questionnaire - Bangla



QUESTIONNAIRE 1: TICKET BOOKING EXPERIENCE

77 1: fofF0 FfFwz sfewer

1. Profile of Respondent (Multiple selection permitted)

SIIUTOTT (TSR (AFIEF AT IT8T A1)

O Woman
SfRer

O Senior Citizen

IIZ A

O Student
IR

O Salaried Professional
O Businessman / Trader

O Divyangjan
9

O Unemployed
RN

O Other

2. Which Train did you book?
A F 1 (B JF F@@A?

O Express
AT

O Mail
e

O Intercity

O Shatabdi
o

O Rajdhani
BISEIC]

O Duronto
VER)

O Garib Rath
SIAIT Y

O Passenger
AT

O Holiday Special



3. Ifyou booked the tickets online, what was your experience with the different

aspects of ticket booking?

arsifar 9f% e fBfF s I3 FF A, o1 fof et JfFwz ey v it

AT Afe@oT F1?

Excellent
b SASLGL

Good
€1(G1

Average

CoRYe

Poor
RIG1kK)

Very Poor
AT AT

Searching for trains
& (NS (F@

Trains availability enquiry
SRS ST T2 (& T3

Booking the tickets

fofFt 33 F7R (F@

Payments

(TCS

Making any complaints & getting a
response
(TS ATSTST FATAT 3 BT T3 (S

4. Ifyou booked the tickets at the booking counter, how would you rate the
quality of your interaction and service provided by the Indian Railways staff

at the counter?

srfer afa B ofe I FISBHIE JF FI©, ST AT FISBII ATHT

SIS (I FAIT NG AATT FETTF YA Fo (362 fite?

Did not use

F[IRNF FAN

Polite and courteous
a9y AR ©YL

Professional
(GRIEG]

Helpful
SRS FEERA

Solved my queries / problems
ST =T/ ST Frfoee

5. Did you find the right and useful information from the different reservation
enquiry and information services at the station / reservation counter?

GO T fITETH FTOHBTT (ATEF A fIHE T W 718 A3+ a7 F1oa

ST (TH(RA?

Didn’t see/
Didn’t use
GRIEWAEIERG)
Ffafa

Clear, complete information




AR, 5T &

Clean, hygienic booking office
AR, IS [ A

Well maintained working systems

AOFONT THAMIH FAT o

Sense of security and safe environment

farerar T337Er a3 foarew sfaET

6. Do these statements reflect your experience of ticket booking?

A=A T IETCRA (7671 fF ATz I Afewmer1s afsweaan

Yes

No

[ got the ticket of my choice without any hassle
S (FIHS T =G AN T4 B (T (51

[ did not have to spend too much time while booking the tickets

fBfFG JFTR ST AN YF A361 (3 53T e =3l

[ found the ticketing process smooth and very efficient

530 F1619 AfFMT YT 72 9T wo et

I got all the help I wanted from the staff / website
JAE I TRFOIF AR e B ¥ AN 5% / SITRE (W (N (51fEx




2: PASSENGER EXPERIENCE IN THE TRAIN
2: (3 A4t AfewmeT

1. Profile of Respondent (Multiple selection permitted)

SIIUTOTT (TSR (AFIEF AT IT8T A1)

O Woman
SfRer

O Senior Citizen

IIZ A

O Student
2R
O Salaried Professional

35 ERIE

O Businessman / Trader

O Divyangjan
9

O Unemployed
RN

O Other

2. Which Train did you book?
AT (FT (G JF FERA?

O Express
AT

O Mail
e

O Intercity

ERQEISIT

O Shatabdi
o

O Rajdhani
BISEIC]

O Duronto
VER)

O Garib Rath
SIAIT Y

O Passenger
AT

O Holiday Special



3. What was your experience using the different facilities inside the train?

G fafey AfFmaTr TT9ET FE@ Ar+a19 AfeweT FITaa?

Lighting

Compartment (cleanliness)

FE] (STfa=ge)

Toilets & Wash basin
[RIGIREICICIRIGIGIRE

Seat / Berth
G /

Air-conditioner / Fan

Moo forafae 37 / =

General Furniture
ST S

Pantry car / Dining car

TG F1 / SRR F1F

4. Did you use any of these services on the train? What was your experience?

arsfe fF 9% ATEITISTET T (WF GET @FTa3 AT @ w=a? a1 AfoweT (FHT?

Changing seat / berth
G / I fFTea a1

WiFi
SARTRR

Catering

FIBIER

Bed roll
(G (qTeT

Filing a complaint and getting an action

Sfe@Ts @ ©1F faeafs 83T

5. Did you interact with any Indian Railway staff? How did they behave with you?
FAIII N FAT IEIRA? AN N (FHAT ITNT FETRA?

arfer fF @@

Helpful,
solved
my
problems
PEES,
AT
SRS

Polite and
Professiona
|
ERNEN
GRING]

Diverted the
issue to
someone else

IBRRI)|
SN
@

Rude and
bad
behavior
BITNER
RG]
BISHE]

Created
trouble for
passengers

TR Tl

ST (ofd
PEGA

Didn’t
interact
/ Didn’t
see

YT Jfere
/ Cafdifer




Ticket Examiner

36 "

RPF / Police
A% / T

Compartment Attendant staff
(Cleaner, bedroll, etc.)
CRIEASNGIRETNID)!

Catering / Pantry car staff

FAGIER / HE 19 I

Any other Railways staff
GIGEEEhEIE|

6. Do these statements describe your experience?

g2 f3gfouff & wremr afsseer st aa?

Not
applicable
TSI 9F

[ was able to board the train and find my seat without any hassle

QI (B T (AR 932 (FTAS AT =GR A NG Y& (1=

[ could get a seat of my choice

Qe faea o= We 56 (o>

The TTE helped me tremendously
fBfRFG RS F S YT SR FECA

[ had a comfortable and clean travel in the train

S (B AF5] AEAHIIF 3 AT THd FE™

[ had a safe and secured time in the train with the RPF staff providing
security

(& Aty farem 8 faf*ee I1ar FEfR g WEf1a% SorHa1 SIS fadgrrar
T FEERA




3: EXPERIENCE BEFORE BOARDING THE TRAIN
3. @ (@16 FI1F AN AfewmeT

1. Profile of Respondent (Multiple selection permitted)
SIIUTOTT (ATHTRT (AFIEF AT IT8T ATF)

O Woman
SfRer

O Senior Citizen

IR A

O Student
IR

O Salaried Professional

O Businessman / Trader

O Divyangjan
9

O Unemployed
RN

O Other

2.. Which Train did you book?
AT (@ (G JF FE@A?

O Express
AT

O Mail
e

O Intercity

O Shatabdi
o

O Rajdhani
BISEIC]

O Duronto
VER)

O Garib Rath
SIRT qY

O Passenger
AT

O Holiday Special



3. Did you use any of these facilities at the railway station? What was your experience?

A fF G GO 93FH FTA3 ATEIT (MATRA? AAAT AfSweT FIIFA?

Drinking Water
ST Sel

Foot Over Bridge
B CTECRIRRIERRIGAER]

Waiting Room / Dormitory

3W@MB: F / TSI

Food & Refreshments
AT3 AT A7 AFH

Toilets

ERISIT

WiFi
SARTIR

ATM
afgaw

Direction signboards / digital displays

o faeT Fa1 STRAES / ot o

Station Announcements

BT (Rl

Parking Facilities

GIENCEBIEE)

4. Did you use any of the services given below? What was your experience?
farts (73T AfFEaTE Wy ArAfe {5 @13ty T1971F FEwS? Afower FFFA?

Enquiry Services

ST ST

Complaint / Feedback with the Station
Master

CHN ATLIET PR ASETST / FoTHNS 0l

Luggage Booking
GLENEIR

Divyangjan facilities / services

afeTRima YT/ AR

Left Luggage Locker/Cloak Room
IS TRIF / FF PH (RS I18TT

Medical Services / Emergency

fofes st sfawaT / Sl fa@aT




5. Did you interact with the following at the Station? What was your experience?

IS fF GO FUT IEwRA? Afo@eT (FAA?

Station Master

GRERIROE]

Enquiry Clerk
TR TN

Train Examiner

EF TNHF

Sahayaks/Porters
SRRFT / (Mo1E

Waiting Room staff
S@fB: FEE T

Luggage services staff

AT TS So1%

Staff at the shops, restaurants and stalls
(MFT, (RT3 ST FA1

6. Do these statements describe your experience?

92 fRRfoof & wrmmafswerafusta?

[ got all the right information needed for boarding my train

A (B (16 FA0© N NOF 0T AT (I (51

[ had a safe and smooth boarding experience

forem 8 33T (ATGT SNSeel TR

[ was treated professionally and with respect by the Indian Railways staff
A CPIMESTE (W T I3 SIT6IT (FET FRET ST e

[ felt safe and secured at the railway station

(T B A fovarsm 3 e orefes FEM




4: EXPERIENCE AFTER DE-BOARDING FROM THE TRAIN
4. (G4 (A f5-@ATE F917 TFF Afewmer

1. Profile of Respondent (Multiple selection permitted)
SIIUTOTT (ATHTRT (AFIEF AT IT8T A1)

O Woman
SfRer

O Senior Citizen

IIZ A

O Student
IR

O Salaried Professional

O Businessman / Trader

O Divyangjan
9

O Unemployed
RN

O Other

2.. Which Train did you book?
AT (@1 (G JF FE@A?

O Express
AT

O Mail
e

O Intercity

O Shatabdi
o

O Rajdhani
BISEIC]

O Duronto
VER)

O Garib Rath
SIRT qY

O Passenger
AT

O Holiday Special



3. Did you use any of these facilities at the railway station? What was your experience?

A fF G GO 93FH F T3 ATHT (ATRA? AAAT AfSweT FIIFA?

Drinking Water
ST Sel

Foot Over Bridge
B CTECRIRRIERRIGAER]

Waiting Room / Dormitory

3W@MB: F / TSI

Food & Refreshments
AT3 AT A7 AFH

Toilets

ERISIT

WiFi
SARTIR

ATM
afgaw

Direction signboards / digital displays

o faeT Fa1 STRAES / ot o

Station Announcements

BT (Rl

4. Did you use any of the services given below? What was your experience?
farte (73T AT Wy ArAfe {5 @13ty T197F FEwS? Afower FFFA?

Enquiry Services

SENRICKIEIGEN

Complaint / Feedback with the Station
Master

GO APLIET 2 ATSETST / TR 7l

Luggage Booking
GLENEIR

Divyangjan facilities / services

ASTRIH Sof [T / AT

Left Luggage Locker
TS TR1F (RS I8N

Medical Services / Emergency

INERNIEIRICEITADIGICIR]

Taxi / Auto services

DENEIQKIGSEI




5. Did you interact with the following at the Station? What was your experience?

IS fF GO FUT IEwRA? Afo@eT (FAA?

Station Master

GRERIROE]

Enquiry Clerk
TR TN

Train Examiner

EF TNHF

Sahayaks/Porters
SRRFT / (Mo1E

Waiting Room staff
S@fB: FEE T

Luggage services staff

AT TS So1%

Staff at the shops, restaurants and stalls
(MFT, (RT3 ST FA1

6. Do these statements describe your experience?

92 fRFfo o & wrmm wfsoer afurswa?

I reached my destination station safely

A AN S CHH a7 (it (51

[ got down from the train smoothly and without any delay

SN LTSI (T (A B (0 (5T (FTev3 (e Ffe

[ was able leave the platform and station without any trouble

DA BT 3 T (Y (FTA® (AR (FIAS AT RIS

[ found my preferred transport from the station to my home / hotel / office

GBI (Y A A1 / (RIS / oS 7S SN o Frent (7@




5: GOODS SERVICES
5: Ty AfFEaT

1. Name of the Goods shed / Freight Terminal where you are a regular customer.
TN (TS / AT (TSI SIRHATET 713 I @SN faesfas ars awafar

Your Answer -
IATAF 58 -

2. Profile (to be filled by the survey taker)
(ARTR (TS SRAFINE T FA(© )

O Consignor
Fg<:

O Consignee
ElEny

O Endorsee
NG Iﬁ

O Handling Agent
SR A

O Trucker
9Ca6)

3. What was your experience at the time of booking, billing and monitoring of your freight?

JArATF 775 e, f3fem a7 AfBfawms g aras afewer Faz

Clear information on rates, discounts,
rebates, etc.

a1, =1, fAEE Revifv w s (@ g
[CE

Smooth Online booking system

Aol SR 2 AHFT

Error free Payment system

ferget (<6 et

Delivery of Railway Receipt & other
important documents

(T3 fANG 3 SeAyels 37l ©TH
(ofererfs

Correct, accurate billing

O, ferge fJfers

Online monitoring & tracking system

TR NNoF FIT 3 B)F T




4. What is your experience at the time of loading/unloading of your freight?
AT 45 SSTET / ATHT AT AN AfS@meT Il

?

Information about arrival / departure of rakes
(A (% / =IGTH TN O N8I

Access to goods terminal for trucks / other
vehicles

N BINAIET F1F / ST TG TSI

Safe hygienic working conditions for labourers /
loaders

ARF / (FTSTAEE O (a9 8 IrHF FIOF
SRR

Help from Railways staff in case of any difficulty /
issue
SIS / 35T) 20T (AT SANT (A TR TS

Correct billing of demurrage / wharfage

OIS / RATEEEE (50 0% e

Overall ambience lighting & security in the area
ATVRT &N ANCE S ferrerar

5. Which Railway staff did you interact with? What was your experience with them?

A (@ @19 FANT AT FAT IERN? ATATT AN S@ST (FHA?

Commerecial staff at the Goodshed/ Terminal

STCTG / BIfRATE FHHAT ST

Staff at the Station (Eg., SM)
CHEE FHAT (SHIRAT - A54%)

Senior Railways officers

BRI EIGLRIGECIESIGE

6. Overall, how you would rate the Indian Railways staff?
FAIIT A T (I (TIT?

High

Medium

Low

Polite and Courteous
o] AR ©4L

Professional & Efficient

(PTWTF aF2 FHS

Helpful
SRFCIF ]

Solves my problem
ST TN STNTHS FHT




7. Did you face any of these issues while managing your operations?
JAAATI FTS FATT (F@ ArAfer 92 TSN oyt T@ewa,

Staff asked for gratification

FAT B (G

Staff had middle men / touts involved

FN@R ST P16 T / W08 I e

Theft and pilferage was high
i a3 feere1® (@ feeet




6: PARCEL SERVICES
6: ot A=A

1. Name of the station / parcel office recently visited.

Wy fefSTe FI1 Co7Ta / =0 AT 19|

2. Profile of Respondent (Multiple selection permitted)

SIIUTOTT (ATHTRT (AFIEF AT IT8T A1)

O Woman
BIEG)

O Senior Citizen
EREXIQIEET

O Student
2R

O Salaried Professional

35 ERIE

O Businessman / Trader

O Divyangjan
©

O Other

3. Type of parcel booked
Ao FF@WIT 917

O Personal luggage e.g. bike, furniture, appliance, etc. (for shifting)
TETE TN (THS IRF, AT, TR 30f% (Frefbama o)

O Business / Trade-products for the market

O Courier consignment - packages of customers

O Special consignment - for some event or occasion

TN FANRAGKS - (FT3 RSG5 SN ADAH SiaTy

4. What was your experience while booking your parcel / luggage?

TG / TSI (T (F@ WS AFowoT FIITFNA?

Efficient, smooth process

wo, M5 A(HAT

Clean, hygienic booking office
A%, TrHFT I AN

Safe and secured environment

fyarm a3 f9fea afaET




Correct information about rates, trains, etc.

T, (B 3031V TR JOF o5

Correct prices and billing

5o W a7 I

Error free payments

forget (o1

5. What was your experience while loading / unloading your parcel?
AT (STAT / ATHTETS (F@ ATAF AfsweT $17

Information about arrival / departure of parcel
E AT/ MSTF FEME B

Time available to load / unload
(@G / AEENG FIF ST STTHe]

Help in case of over carriage
STfsfere (AT (3T 7T (72 I STRAY

Availability of help in the form of laborers / loaders
(TR / (SR A SRR NS

Security

faarrar

Compensation in case of damages

S 2T HROTF T3

6. With whom did you interact with? What was your experience with them?
FT1I NG AT FAT IERA? ATATT Al eSO T (FHA?

Parcel booking staff

ST e T

Parcel Helpers (Packers, loaders, etc.)
T @IF (TP, (FTOIF 2031M)

Outsourced staff

SAMSHET T 6%

Parcel Supervisor / Senior Officers

R CE B EIERIERIEWARICRERI T A




Questionnaire - Kannada



QUESTIONNAIRE 1: TICKET BOOKING EXPERIENCE
@)D BY 1: 33e3° wdon’ OIS

1. Profile of Respondent (Multiple selection permitted)
O Woman
Senior Citizen

Student

Salaried Professional

Divyangjan

O

O

O

O Businessman / Trader
O

O Unemployed

O

Other

1

&L
Go

SOORDBBT )T, (W 303, DR, RS ETrN)
D&Y
HOadh Jeridz
apialy
B3R SFWS B3B3
VTD / Y0
DeveonaS
AdcdRen
@33

O O O O O O O O

2. Which Train did you book?

©)

Express
Mail
Intercity
Shatabdi
Rajdhani
Duronto
Garib Rath

Passenger

O OO O O O O O

Holiday Special

2. degy) odess o"éoa'ig( 5o0002BD?



(oRT~IALIN]
@deoein
noexF 3gf
DR 0V
ToOTe J we*

O O O O O O O OO0

3. Ifyou booked the tickets online, what was your experience with the different aspects of ticket
booking?

3. ey B8RSR BB NYRY, w* B1eBZT, e38e3° WIoN'S NG IR 27§ A,
LI ITeD?

Excellent Good Average Poor Very Poor

33D VB Geplaplelx) 3D 3e00 BYS

Searching for trains

3enneneN RDDIYD

Trains availability enquiry

3,e0n z3Bad N3e0s

Booking the tickets
L3BEF NP, F2ANODHD

Payments

SIS

Making any complaints & getting a
Response

adradIe Cifadaig( ARDJID D) 3,308
RBAVJHD

If you booked the tickets at the booking counter, how would you rate the quality of your
interaction and service provided by the Indian Railways staff at the counter?

4. ey 30MF a"aoeso‘de.‘)m aa?as‘ﬁvédg( 25° dn&zgd, 23903e0d déejde c%ag) 0D A=
BO0E30°IO WBAT JeB D) SoIBIT rHeacdes, 6:&2( e Bert Fees® oD 3ed?

Did not use
PO

Polite and courteous

3. DR A—abBee)

Professional

8,380




Helpful
RSPl S ADIAEY)

Solved my queries / problems

33 BFRYR / FSDRAG
SOEBRNG o

5. Did you find the right and useful information from the different reservation enquiry and
information services at the station / reservation counter?

5. ‘Ougsalaﬁa"ewa‘ F20e30°30 IIF ad’xgaabcf)soi) 2FTB D) b3 JFedneord
VBT D3 evBing Bt oh, e BorBRoBReTe?

Didn’t see/
Didn’t use
Seeddey) /
WFIO0
Clear, complete information
R, VORPRE STodd
Clean, hygienic booking office
0,43, ADEL 3orF B3ed
Well maintained working systems
VBTN ADEHTIIT Fo0DE FBINKR
Sense of security and safe environment
03D 0TS DB T3 O3
6. Do these statements reflect your experience of ticket booking?
6. B BLIBINK D, €383 wdor’ wﬁ)ajddd& 3 3o B3 ode?
Yes No
oD QW)

| got the ticket of my choice without any hassle
) Te BRI AT I3, 303,00 3363 3T

| did not have to spend too much time while booking the tickets

£33 BoalORD IR Bed, IR BYabedesan w3

| found the ticketing process smooth and very efficient

386307 B,3,0000 RND D) 93,08 FRBF 20T TR BoRER0T

| got all the help | wanted from the staff / website
oD AW 08 / FU T 1£FN0T I 23eF08 DT [T TR, BB BR0BTeS




2: PASSENGER EXPERIENCE IN THE TRAIN
2. o"ée.‘)ﬁe.‘)w B,0d70e38N e9deds

1.. Profile of Respondent (Multiple selection permitted)

O

O O O O O O O

Woman
Senior Citizen

Student

Salaried Professional
Businessman / Trader
Divyangjan
Unemployed

Other

1. B,3GADDSST By ;0° (298 B30k, R, DD 3ZerN)
DY

HOadh Jeridz

arialy

B3R SFWS 33T

emdzsao / mzsma

©)
©)
©)
©)
©)
©)
©)

O

améomm
&’)cbd;azseﬁ
Q33

2.. Which Train did you book?

O

O OO O O O O O

Express
Mail
Intercity
Shatabdi
Rajdhani
Duronto
Garib Rath
Passenger

Holiday Special



2. Jexy ayosS B0, SodRBIRD?
O o Ic*

Deesf

ROE3DEES

B30

TORLIA

@deoein

noexf 3gf

DR 0V

ToOTe J me*

O O O O O O O O

3. What was your experience using the different facilities inside the train?
3. déomvm A Fo"ae)z,jzsrh}d& (AL Al D, edIITeD?

Lighting
e3,edorf

Compartment (cleanliness)
BODEFER0EF (7,:33)

Toilets & Wash basin
2923900 NR DD o Jed®

Seat / Berth
Qeex / WSE

Air-conditioner / Fan
OO BoBRIT® / o

General Furniture

TR, NeBRCDBTEINR)

Pantry car / Dining car
©9,083, ZO° / B, NorF ZoO°

4. Did you use any of these services on the train? What was your experience?

4. e B mamg o&md)qu (alolr) dée.‘)aie.‘)m u?&&aem? &')d)@ 9IS HD?

Changing seat / berth
QeeF / WTE WBTIANDIHTD

WiFi
3334

Catering

9

Bed roll
3 deees

Filing a complaint and getting an action

BRd Tadd 3&) BRI




5. Did you interact with any Indian Railway staff? How did they behave with you?
5. Jed) abrogcde eroddead Jeee A2y 08B0l BB SBAQeT? HTDH ASe,001 Tert ISeITD?

Helpful, Polite and Diverted the Rude and Created Didn’t
solved my | Professional issue to bad trouble for | interact
Problems ﬁajas DR someone else | Behavior Passengers | /Didn’t
(CAWILT0]d) 3,333 55)%01)3& @52,36 BaeedzO | See
DR, 9= Sedoe) B | &) B3 o
dﬁd ﬁd)m—’as SDHATTIAD | IBIVS BR0B3D | F3e33
ek plerap) 3 ﬁg( SO
D ARTD | /
Seeddy
Ticket Examiner
£33e3° B0edd
RPF / Police
BSO°AQT° / PO
Compartment Attendant staff
(Cleaner, bedroll, etc.)
Boweed, Foe3® eedordoes
2y 08
(3eST°, ITFTReesF, @590)
Catering / Pantry car staff
093 / ©9.083 FoTf ) 0D
Any other Railways staff
e BT Teed.e D) 0l
6..Do this statement describe your experience?
6.. B TeYINYD A, @szdddd}* J30DB3adbe?
Not
Applicable
I eapigiIALS)

| was able to board the train and find my seat without any hassle

B, BB D) Wreyrde SpoBTMVT I Aees® B BRBL It
RCIARADIINES)

| could get a seat of my choice

33, e30,0h deed S

The TTE helped me tremendously
363 I WBY ST BT

| had a comfortable and clean travel in the train

3,08 3%, Baien BTEahE BE) DoETmNE.

| had a safe and secured time in the train with the RPF staff providing
Security

830 oz ) 00 wTNAT JBZdoweN Tod déeﬁc‘d@m DTZ3B DA
N3 030DH BRI, BYS.




3: EXPERIENCE BEFORE BOARDING THE TRAIN
3: B0 BRS SRTOR o3

1.. Profile of Respondent (Multiple selection permitted)

O

O O OO O O O

Woman

Senior Citizen
Student

Salaried Professional
Businessman / Trader
Divyangjan
Unemployed

Other

1. B 3GADSST By ;00° (& o), bR, BDH3TeNT)
D&Y

HOadh Jeridz

arialy

B3R SFWS 33T

emcjzsc:’b / méma

©)
©)
©)
©)
©)
©)
©)

O

améomm
&’)cbd;azseﬁ
Q33

2.. Which Train did you book?

O

O O O O O O O O

Express
Mail
Intercity
Shatabdi
Rajdhani
Duronto
Garib Rath
Passenger

Holiday Special



2. Jexy ayosS B0, SodRBIRD?
O o Ic*

Deesf

ROE3DEES

B30

TORLIA

@deoein

noexf 3gf

DR 0V

ToOTe J me*

O O O O O O O O

3. Did you use any of these facilities at the railway station? What was your experience?
3. Jecy) Teed,e et S @owzsrwg oim@da@(ddfa m&%&aem? A, BDPIT O?

Drinking Water
DAAWS Ve

Foot Over Bridge
REF LLI0° DF

Waiting Room / Dormitory
N0eBme 388 / I8 deod

Food & Refreshments

£3H590 DA BVBHITNIKR)

Toilets

T23900DNKD

WiFi
3484

ATM
IO

Direction signboards / digital displays
NeB I Fedeerfenid / BRe3ef
23BN

Station Announcements

NEIEIT BBEIBNR)

Parking Facilities
D3EONT FPVI N




4. Did you use any of the services given below? What was your experience?
4. 391 QeBDHT oY Te ﬁedrﬂ#d& ey WEFIYeT? AR, BT O?

Enquiry Services
308 IR

Complaint / Feedback with the Station

Master
VLR DI TN Ted / 0,383,ad

Luggage Booking
eriees wdort

Divyangjan facilities / services
DD 0NDS T2I MR /JeSNR

Left Luggage Locker/Cloak Room
I orieesF eoB30°/Bees* BRIF

Medical Services / Emergency
3,3:3e0d JeBNK / DIAE

5. Did you interact with the following at the Station? What was your experience?
5. ) AUET B BYNISTRoBT Sred3 ﬁd&Qem? A, YT OD?

Station Master
DR S 0°

Enquiry Clerk
23T NIV

Train Examiner

3,00 20e33

Sahayaks/Porters
RB0DHBR)/BRLEIET N

Waiting Room staff
~N0eBm 388 D) ol

Luggage services staff
oriees JednY do).od

Staff at the shops, restaurants and stalls
e0nBNRW, d"cu’faQEdo&aeﬁ%b VS)
09, PO A2 00

6..Do this statement describe your experience?

6.. 8 BeRBNW D, LRYSSTY, ISODSSabe?

| got all the right information needed for boarding my train

3,00 BB I HNBADE w0 TOWTE BBV, R BEDER0T.

| had a safe and smooth boarding experience

oD DTZB D) DN eeBeort eIRIBB, BRODT.

| was treated professionally and with respect by the Indian Railways staff




25903ead B,8¢ 2200 SR, F3ToN DA POBBT SBHBROTD

| felt safe and secured at the railway station
VoD 3183, Ne6RE) DHTZ DA A3 030D, 89IAIT




4: EXPERIENCE AFTER DE-BOARDING FROM THE TRAIN
4: 8,000 B-pedront 8t J03808 ohyda

1.. Profile of Respondent (Multiple selection permitted)
O Woman

Senior Citizen

Student

Salaried Professional

Businessman / Trader

Divyangjan

Unemployed

O O O O O O O

Other

&l
Go
(O

ADRDTTT 30,3, (B 303, DR, RS STerN)
DY

HOadh Jeridz

arialy

B3R SFWS B3B3

VTD / Y0

DeveonaS

AdcdRen

2?33

O O O O O O O

@)

2.. Which Train did you book?
O Express

Mail

Intercity

Shatabdi

Rajdhani

Duronto

Garib Rath

Passenger

O OO O O O O O

Holiday Special



2. Jegy ayoss B0, SodRBIRD?
O o5

Deesf

ROE3DEES

B30

opt=iapIN]

@deoein

noexf 3gf

DR 0V

ToOTe J me*

O O O O O O O O

3..Did you use any of these facilities at the railway station? What was your experience?
3. Jecy) Teed,e et S @ozjzsrwg oimai)da@(ddfa m&%&aem? A, BDPIT O?

Drinking Water
DAAWS Ve

Foot Over Bridge
REF LLI0° DF

Waiting Room / Dormitory
N0eBme 388 / I3 dwod

Food & Refreshments

83590 DA SVBTHICNIR)

Toilets

T23900DND

WiFi
3484

ATM
IO

Direction signboards / digital displays
neB I Fedeerfenid / BRe3ef
233N

Station Announcements

NEINT BBLIBNR

Parking Facilities
D3EONT FPVI N




4.. Did you use any of the services given below? What was your experience?
4. 391 QeBDT oY Te ﬁedrﬂ#d& ey WEFIReT? A, OIS 2.

Enquiry Services
308 XeINK)

Complaint / Feedback with the Station

Master
VLR D3 TN Ted / 0,383,ad

Luggage Booking
oriees wdorf

Divyangjan facilities / services
DD 0N T2I MR /IeSNR

Left Luggage Locker
g ories st

Medical Services / Emergency
3,3:3e0d JeBNK / DIAE

Taxi / Auto services
(393, / e3edne JeBNRR

5. Did you interact with the following at the Station? What was your experience?
5. ) AUETA B BYNISTRoBT Sre2d3 ﬁd&Qem? D, YT OD?

Station Master
DR S 0°

Enquiry Clerk
23T NIV

Train Examiner

3,00 20e33

Sahayaks/Porters
RB0HBTR)/BRLEIET N

Waiting Room staff
~N0eBm 388 D)0l

Luggage services staff
oriees JednY )0l

Staff at the shops, restaurants and stalls
e0nBNRW, d"cu’faQEdo&aeﬁ%b VS)
09, PO A2 00

6.. Do this statement describe your experience?

6.. 8 BeRBNW D, VRDYSISTY, ISODSSabe?

| reached my destination station safely

BrereIeses Sx, AUABRY, Ford WTFBTN BST

| got down from the train smoothly and without any delay

oD JoaneeN DR BBRIBB T,O0N08 ¥PT

| was able leave the platform and station without any trouble




aeR)Be BRoBBAVT HDAEFHIRIFE DA ALIEBR), VR IR D@D

| found my preferred transport from the station to my home / hotel / office
N8 IX DS /BReeder/33e0n I3 383D FOTHRD), TP JIT3.




5: GOODS SERVICES
5: VD FeIND

1. Name of the Goods shed / Freight Terminal where you are a regular customer.
Your Answer —

1. e AoD DB My,BBTINDS NAT, TTF / ITB ToNEs L3 DI BID.

A, VST -

2. Profile (to be filled by the survey taker)
O Consignor

Consighee

Endorsee

Handling Agent

O O O O

Trucker

2. 0)3;0° ([eg SRDBRRYIID Broweded)
(eIAPINaPe)

(eIAPINape)

DB RETB

ATEBE BSAY

£3,3,0°

@)

O O O O

3. What was your experience at the time of booking, billing and monitoring of your freight?

3. b, BOB DArBab wdort, DYore ehd ched3e0Hb IDHATO A, BLISSerd?

Clear information on rates, discounts,
rebates, etc.

B3N, BE3NKW, O33R ?.)rj ﬁoié
03

Smooth Online booking system
AN 8, wdort F.ST

Error free Payment system

Beed S8 2083 B33

Delivery of Railway Receipt & other
important documents

Seede BAed DIB) AST B Ty
305




Correct, accurate billing
OB, NTTT DDor'

Online monitoring & tracking system
B8, Syee3dornt D) €39 dor’
DAY ’

4.What is your experience at the time of loading/unloading of your freight?
4. &)d)b ﬁd&m}aﬁ& dret RDI/RPDI ﬁd)o&)de?ﬂ c\’)d)é’ edi3Ted?

Information about arrival / departure of rakes
0e5* N B8RS / ANEDIT &)rj 03

Access to goods terminal for trucks / other
Vehicles
KON L3I 3T NON/ QBT BN

5363

Safe hygienic working conditions for labourers /
Loaders

B eSO / 30ed0 NV DTZS dadhrw Soode
2023

Help from Railways staff in case of any difficulty /
Issue

A Te Bporddad / éd)ﬁaoio JoTRIFT Teee
A 0007 JH0h

Correct billing of demurrage / wharfage

BTees / DogiersdR SOer Dot

Overall ambience lighting & security in the area

BTeBBO w390 TeIITHT LY DR WIS

5. Which Railway staff did you interact with? What was your experience with them?
5. Jecy) ared Jeed e ) 0830l SreRdd JBIReD? B AD, wbeITSes?

Commercial staff at the Goodshed/ Terminal

ARG, BT/ DFROFRODE @oesty, 922,080

Staff at the Station (Eg., SM)
NERHTBOR A2 08 (BVTe: OFFD0)

Senior Railways officers

%00 B,e3e e3DBORW

6.0verall, how you would rate the Indian Railways staff?

6. 2,639 3adroN, 2yo83ead Jeed,e A2) 0B, Ve Bert Tees® ot 3ed?

High
VD)

Medium
TOPI06

Low

3D




Polite and Courteous
3, DB I3 dee)

Professional & Efficient
S,3BT DR BZ

Helpful
VBDBZINT

Solves my problem
3N, BT, SOBODST

7. Did you face any of these issues while managing your operations?
7. D, Fo01eATBHRYRY, ASedbrbeen Jes) B ﬁd)ﬁéméai& athdIBeve?

Staff asked for gratification
0023 BePT .00

Staff had middle men / touts involved
A2). 00 DFB3E D) TY PN, TR oDTD

Theft and pilferage was high
3933 DD ROV FeFND




6: PARCEL SERVICES
6: TR FLF FeISINKD

1. Name of the station / parcel office recently visited.
1. adedn ofeed deda &)moea/ T cer B23eD0d BID.

2.Profile of Respondent (Multiple selection permitted)

O

O
O
O
O
O
O

2,

&L
Go

O O O O O O O

Woman

Senior Citizen
Student

Salaried Professional
Businessman / Trader
Divyangjan

Other

SOORDBTT &0)F ;0 (W 303, DR, RS ETrN)
DY
HOadh Jeridz
apialy
B3R IEWS B3B3
VTD / Y0
DeveonaS
2?33

3. Type of parcel booked

©)
©)
©)
©)

Personal luggage e.g. bike, furniture, appliance, etc. (for shifting)
Business / Trade-products for the market
Courier consignment - packages of customers

Special consignment - for some event or occasion

3. 205 BT mx?sq( A3

O ;0033 Tororb GV, 25,3, SeREDBTENW), YVBSTENW), BB (w203 PTLW)
O bodhatmeN F&we0 / ©9@e3-0VB N



O 2pB0HT" B0 - MYBIT Y BeRNNY
O JZex B - 30 TS WD J0TIrse,N

4. What was your experience while booking your parcel / luggage?

4. &')d)é ToceS 1 oriees’ caaig( & oD N &)abé PS HD?

Efficient, smooth process
3B, AND 3,0

Clean, hygienic booking office
0,23, AL dor' Be3ed

Safe and secured environment
TEB DD 030 BOIT

Correct information about rates, trains, etc.
30N, O"éu)ri%b @méaﬁv ?.Jrj Ilelonpla]
D0&S3

Correct prices and billing
20033 33 DR Dot

Error free payments

BReRVHS HoBSML

5. What was your experience while loading / unloading your parcel?

5. ‘aa)b T emg( e IoDTon 1 VDTN éd.)@ IS HD?

Information about arrival / departure of parcel

DRSS NS / ANEDIT 213 S70dd

Time available to load / unload

edeedd B / QYLD 023 ADS JHodb

Help in case of over carriage

5,305 50,006 FoTEBO BFPD

Availability of help in the form of laborers / loaders

S DFER,/3ReB0RY BREREO FFT 0233

Security

353

Compensation in case of damages

Bodah JoBIeRO BOF3

6. With whom did you interact with? What was your experience with them?



6. ey o8R0 D33 aidc%&oea? e33R0 &’)d}b e I3SeD?

Parcel booking staff
DRELF 3orF A 0B

Parcel Helpers (Packers, loaders, etc.)
@FO* BB (YBFOTIR), LURLBOTIRY,
Q3Y0)

Outsourced staff
BRTMAEN AW 00

Parcel Supervisor / Senior Officers
DR 303D / 1O WRBONW







Questionnaire - Odia



QUESTIONNAIRE 1: TICKET BOOKING EXPERIENCE
dél 1: 56@Q 9&° Q QRS

1. Profile of Respondent (Multiple selection permitted)

Woman

Senior Citizen
Student

Salaried Professional
Businessman / Trader
Divyangjan
Unemployed

Other

OO O0OO0OO0OO0O O O

1. RRQQIPIFA 6JITIAR (NRIYF 298 AR AFAS 218)

0 C1ZQ

0 Q¥ QIR

08l

0 690R6RIGT AFSIA
0 QLY / I
0 GaRIG

06991

0 ARYIRY

2. Which Train did you book?

Express
Mail
Intercity
Shatabdi
Rajdhani
Duronto
Garib Rath

Passenger

OO O0OO0OO0OO0OO0OO0O0

Holiday Special



2. 28 699 6] 6Q IR FE8G?

0 g694d
0 691R

0 AEQdT

0 SIoIR1

0 QURUIA

0 a6l

0 9QQ Q2

0 AMIEASR

0 M6 624NN

3. If you booked the tickets online, what was your experience with the different aspects of

ticket booking?

Excellent

Good

Average

Poor

Very Poor

Searching for trains

Trains availability enquiry

Booking the tickets

Payments

Making any complaints & getting a
Response

3. 9 Y8 ALRING 69 T6aT 9] F0RT, 696 F699 §7°A F6q QUgEe VL6

T AQRGI '8l mI?

Qg0 aR

Qam

e

slaud

Qg0 ¢l

60R 68IGa

69 RUMES! 2A6ANEl

Geaq Q&°

6%

6161 2RI RARI Q° gGT
AR

4. If you booked the tickets at the booking counter, how would you rate the quality of

your interaction and service provided by the Indian Railways staff at the counter?

Excellent

Good

Average

Poor

Very Poor

Did not use

Polite and courteous

Professional

Helpful

Solved my queries / problems




4.. A9 2YE 9F° FIAQAER T6RY 97 FARE, 6069 2T RIQALACR VAN 69R
IR IRl 9LIE KAULIRS ARG FALUG YS° 6991 FILaIg AR

ARIIFS 85692
Qe am| @M | ORI | SQId | 9ge QeI
siQud ARG
09 9e° 8¢
Q@IS
QAILIAIRIQ!
6¢1IQ g4 / QAMIQ QAU

5. Did you find the right and useful information from the different reservation enquiry and
information services at the station / reservation counter?

Excellen Good Average [Poor Very Poor | Didn’t see/
t Didn’t use

Clear, complete information

Clean, hygienic booking office

Well maintained working systems

Sense of security and safe environment

5. 6397 / QN8 FIREAER F0g ANV A6VE Ie° 4ol 6491 0 2Idl A0] Ie°
QUGN ool ANKRE @?

Qge am SRA1A [EIUd Qge 6QHRILIR/
om dqug LI
RRRILIG
Q% A°gd ol
JQaIQ, 98 9&° AT

M YA QI QAR QI gelim1

oI 98° FAIYQ QIBIRREIR QSR

6. Do these statements reflect your experience of ticket booking?

Yes No

| got the ticket of my choice without any hassle

| did not have to spend too much time while booking the tickets
| found the ticketing process smooth and very efficient

| got all the help | wanted from the staff / website




6. @6 9& GIENYLR AIVNFA T6RT Qa°Q AWVRCIG JEPRE K6 &2

Kg

@l

A9l 6a16d 2IgRI6Q ] 691 AR §R6E AIRM

$6aQ 9/ Q09I AFNER 62160 Ada AN F0IRQIE AGRI AIF)

¢] G6aQ @aQl 9@ AT Y9° 990 @F 6a1A dlam|

¢ 2Q0IeIa] / §6AIRNEQ Q191 ANQS QI Alam




2: PASSENGER EXPERIENCE IN THE TRAIN

2. 699 Qg AQRSI

1.. Profile of Respondent (Multiple selection permitted)

Woman

Senior Citizen
Student

Salaried Professional
Businessman / Trader
Divyangjan
Unemployed

Other

O O0OO0OO0OO0OO0O O O

1. QRAQCITR 6UIPIM (NS A6 a AQE 2RK)

o (1R

0 959 QIR

o &I

0 680R6RIGN REIBIRN
0 ULl / QUIdIR

0 QARIGP
069Gl
o 2ayIay

2.. Which Train did you book?

Express
Mail
Intercity
Shatabdi
Rajdhani
Duronto
Garib Rath

Passenger

OO OO0OO0OO0OO0OO0O0

Holiday Special



2. 2198 699 697 6Q 97 FARE?

0 9g694
0 661
0 REALT
0 SIBIR1
0 QUGS
0 Q68!
0 93Q Q@
o I6LBR
0 2M6E 698N

3. What was your experience using the different facilities inside the train?

3.. 68Q ©06Q Yol SRR YRl IRLIQ FRRIER VSR QRS @' YMI?

Excellent

Good

Average

Poor

Very Poor

Didn’t see/
Didn’t use

Lighting

Compartment (cleanliness)

Toilets & Wash basin

Seat / Berth

Air-conditioner / Fan

General Furniture

Pantry car / Dining car

Q20 an

Qm

omald

slld

Q9o
TaNts)

6Q9RIQIS
/

ULLIR
AARILIS

2iemia

QAT (QRSIQ AARRG!)

64IoInE NQ° QIe 6MIRQl 692Q

g/ Qal

QIQ-24A0Q / CHIQ

ARJIQE IQRNALQ

A QIQ / QIR QIR

4. Did you use any of these services on the train? What was your experience?

Excellent

Good

Average

Poor

Very Poor

Didn’t see/
Didn’t use

Changing seat / berth

WiFi

Catering

Bed roll

Filing a complaint and getting an action




4. @41 2IYS 68Q6Q G¢) FRIQ 6@l 6QQ1 ALIQ FALE &? AIVITQ QR @6 eMI?

Qge om| am oReIe | SUY | 9g% 6QYRICIZ
gQug LA
AARIZIE
dg / Q¢ afeee
@I
SIQY 624
69 69IR

2W6AT QYR FAR! I QIR F2dl

Q@

5. Did you interact with any Indian Railway staff? How did they behave with you?
ZIgE 69161d QAL 6QR FASIRIE ARG 6QIFIEIT YRS @? 6A76R TTEE ATE @AR NALIQ FEM?

Helpful, Polite and Diverted the Rude and Created Didn’t
solved my | Professional issue to bad trouble for | interact
problems someone else | behavior passengers | / Didn’t

see
Ticket Examiner
RPF / Police
Compartment Attendant staff
(Cleaner, bedroll, etc.)
Catering / Pantry car staff
Any other Railways staff

ALl Qg NQ° Qg AN | g Q° dIglellaw | 6dIgIsdl
Ql, 6¢1Q 6416 Im @Sl 9] IR aQaul | @

AN 6QREEM e A acn | RAQILIE

2% / 6Q¢
6219 QLIS

T6aQ JNRR
QAT / 6AIRY
RHICEFLQ 2699Ie RARIAN
(399, 696N QARMIQ)
QUG / AU Q19 *AQIQ
2134 6@l 60R RASIA1
6. Do these statements reflect your experience of ticket booking?
Yes No Not

applicable




| was able to board the train and find my seat without any hassle

| could get a seat of my choice

The TTE helped me tremendously

I had a comfortable and clean travel in the train

| had a safe and secured time in the train with the RPF staff providing
security

6. 94 9@ R419ER AIYIFRQ T6aF 9a°R AVRGIQ IGPRG 26 @2

9,

@l

ggay gee

¢] 69Q 69 06 a7l 6aIaT AYRUIAS 6e1l TG &6 1@ A1

626G 6611 AARQ ARAIRE 6a1G~ AG ARAIRQ!

G0 6c160 920 QIQIYL AARSI

6917 69 6elia IGAI AIAIARILR Ya° IAFRIR ARl

a8l 6QI9IR8R! AIQTNT FALIAIE AFG 6911Q 62706 A0IRAAI AP
20Q80 Ya° GaIdQ gl




3: EXPERIENCE BEFORE BOARDING THE TRAIN

3:6967 9@% 9IQ ARG

1.. Profile of Respondent (Multiple selection permitted)

Woman

Senior Citizen
Student

Salaried Professional
Businessman / Trader
Divyangjan
Unemployed

Other

O O0OO0OO0OO0OO0O O O

1. QQAQCITR 6UIPIM (NSRS A6 a AQE 2RK)

o F1GqI

0 99Y QIS

0 2Ig

0 699R6RS FFGIA
o YS! / Ui

0 QeRIGP
069Gl
o 2eyIey

2. Which Train did you book?

Express
Mail
Intercity
Shatabdi
Rajdhani
Duronto
Garib Rath

Passenger

OO O0OO0OO0OO0OO0OO0OO0

Holiday Special

2. 218 699 699 69 97 FORE?
0 g6gd

0 661R



o REALG
0 GBI

o QURAIG1
0 Q63!

0 9I5Q Q@
o 6B

0 2M6E 698N

3. Did you use any of these facilities at the railway station? What was your experience?

Excellent

Good

Average

Poor

Very Poor

Didn’t see/
Didn’t use

Drinking Water

Foot Over Bridge

Waiting Room / Dormitory

Food & Refreshments

Toilets

WiFi

ATM

Direction signboards / digital displays

Station Announcements

Parking Facilities

3. 697 6RAGER 28 G GRUIPER FRIQ 61T QUL FAKE &? VIR ARG F'4 AMI?

920 an

Qm

omald

slld

ege
SIQug

6Q9RITIZ/
URLIR
FRQILI

RENARAN

¢6 609 59

L[N / ARl

SlQY 9Q° dIF1

6SISIR

QIR ID

KRG

G6IT6E4 ARR6IE / GRoIR T69,

64 6WIg6ll

age gl




4. Did you use any of the services given below? What was your experience?

Excellent

Good

Average

Poor

Very Poor

Didn’t see/
Didn’t use

Enquiry Services

Complaint / Feedback with the Station
Master

Luggage Booking

Divyangjan facilities / services

Left Luggage Locker/Cloak Room

Medical Services / Emergency

4. 2198 §¢Y6Q QIR 6216D 6991 QUSRI AR &2 AIYIRA AGHE V'8l 2MI?

Qg6 AR

om

oma1dh

slld

Qg%
QU

6QYRILIB/
LTI
FRQILIS

26a el 644

6840 FAl9Qe 926 AW6KIG / A8Ie

6SIR 9&°

SARIGr gQul / 698

LPAIRIYS AETIR AFR / §R QF

SRl 69Q1 / QARG 649!

5. Did you interact with the following at the Station? What was your experience?

Excellent

Good

Average

Poor

Very Poor

Didn’t see/
Didn’t use

Station Master

Enquiry Clerk

Train Examiner

Sahayaks/Porters

Waiting Room staff

Luggage services staff

Staff at the shops, restaurants and stalls

5.. 28 6/AR6R FYMEC ARE 6QIF16QIG FRQRI6M &? IS AQRS| '8l M2

Q26 an

Qm

omald

sild

ege
SQud

6Q9QIQIZ/
URLIR
RARILIE

6/4e IR

26Q8E @S]

60q dUYQ




ARG / 62199

JERIRAR 2A9IQ1

REFR 6991 REISIA

6QIRIR, 6ATFAIEG IG° FRER 2|
alalalaY

6. Do these statements reflect your experience of ticket booking?

Yes No
| got all the right information needed for boarding my train
| had a safe and smooth boarding experience
| was treated professionally and with respect by the Indian Railways staff
| felt safe and secured at the railway station
6. @6 I8 @9@@1@@6? DSl §6Q§‘ ‘§§°61 H@ﬁ@lﬁi JErhe a6 @?
6962 9@9! AR ¢ 2ISdue 2902 909 9ol IR < Q!

671IQ 661IGN FRITQ Q° YOIFl 0GR AQRS! &R

RUAG1Y 60R FRIGA ATV 6711 AZG 67I6TARIA NG° ARQQ ATG LTI
Qtelem

¢ Q6R FE6ARRE AAITG Ua° Jaade ARae aml




4: EXPERIENCE AFTER DE-BOARDING FROM THE TRAIN
4: 689 66QRRI U6Q ARG

1 Profile of Respondent (Multiple selection permitted)

O Woman
Senior Citizen

Student

Salaried Professional
Businessman / Trader
Divyangjan
Unemployed

Other

OO OO0OO0OO0O O

1. QR9QIGIFA 6TIFINR (YRS SAE IR AT 2A8)

o (1R

0 959 QIR

o &I

0 680R6RIGN REIBINN
0 YLKl / QUIdIR

0 QaRIGP
069Gl
o 2dayIey

2. Which Train did you book?

O

Express
Mail
Intercity
Shatabdi
Rajdhani
Duronto
Garib Rath

Passenger

OO OO0OO0OO0OO0OO0

Holiday Special



2. 298 699 697 60 98 FARE?

0 9g694
0 661

0 REALT

0 §IGIaN

0 UGS

0 Q68!

0 9%

o I6LBR

0 2M6E 698N

3. Did you use any of these facilities at the railway station? What was your experience?

Excellent Good Average Poor Very Poor | Didn’t see/
Didn’t use

Drinking Water

Foot Over Bridge

Waiting Room / Dormitory

Food & Refreshments

Toilets

WiFi

ATM

Direction signboards / digital displays

Station Announcements

Parking Facilities

3.60R 68AF6Q ZIUd §F RUIGLe FIQ 691495 QULRIR FARE @2 AERA ARRG! 96l M2

Qe am| em ORAG | YUY | 9% 60YRIRIS/
U QUeeIR
alatallna]

RENARAN

TG 609 59

L[N / ARl

SlQY 9Q° dIF1e

6SISIR

QIR ID

KRG

Q4IRS ARFERIE / TR L6,

64 6uIg6ll

age gl




4. Did you use any of the services given below? What was your experience?

Excellent Good |Average Poor Very Poor | Didn’t see/
Didn’t use
Enquiry Services
Complaint / Feedback with the Station
Master
Luggage Booking
Divyangjan facilities / services
Left Luggage Locker
Medical Services / Emergency
Taxi / Auto services
4 2196 Gg6 FAUIAINYS] 671619 6491 QYSLIQ FAKRE &2 AIAIFR AFQAE 61 AMI?
QL M | M a1 gld | @Le 6@%19@@
glxud /
UL
RRRILIS
2eQVE 649!
6340 I8 ATG ARG / ALIAQ
NEJIR 9&°
AARIE R / 62
FIPAINYR NEIR ARQ / QR QL
ORI 6Q]1 / FRAIRIRIR 62
QYIg / 2631 69!
5. Did you interact with the following at the Station? What was your experience?
Excellent Good Average Poor Very Poor | Didn’t see/
Didn’t use

Station Master

Enquiry Clerk

Train Examiner

Sahayaks/Porters

Waiting Room staff

Luggage services staff

Staff at the shops, restaurants and stalls




5.. 28 6RARER FYIMGe &R 6QIFI6KT FQRJ6M @2 AIYIFR ARG K6 2mI?

Qg6 AR

om

omaldh

slld

ege
SQUg

6QHRIQIZ/
LTI
AL

6]4e ¢}V

262948 @aldl]

697 ANIR

ARG / 62194

JERIRA 29I

RE9IR 6991 KA1

65IRIQ, 6ATTAIE IG° FRER 2
[atalalaY

6. Do these statements reflect your experience of ticket booking?

Yes

No

| reached my destination station safely

| got down from the train smoothly and without any delay

| was able leave the platform and station without any trouble

| found my preferred transport from the station to my home / hotel / office

6. @6 IE S8YEa 2IIEFA T6aY 9a°Q ARG JCIPRE F6 @2

g

3l

¢] fRITLER 691IR IR IR6R ALER

¢] @91 6a16d ARE 667 ATFER BRIARM

Q1 6a1491Q 2RI €] QOTE NQ° 68AR 81 AR

622QQ 641l IQ / 6QI60R / AT TR 691IQ AATE QLR 67160 ARl




5: GOODS SERVICES
5. ¢lim 64%l

1. Name of the Goods shed / Freight Terminal where you are a regular customer.

Your Answer — ]
1. QIR 682 / FIR SFRIA Q QIF 6AROIER 2T K68 FAFS 912@ 2eE |

AIEF RN LA -

2. Profile (to be filled by the survey taker)
O Consignor
O Consignee
O Endorsee
O Handling Agent
O Trucker

2. 6QITIAN (AETVIFRF TIQ Y& KRUTR)

0 JAQLARIA1

0glee

096813 QI QIS Q4T
0 JARIRG| QA QU
0 9P 29l Q4@

3. What was your experience at the time of booking, billing and monitoring of your freight?

Excellent Good Average Poor Very Poor | Didn’t see/
Didn’t use

Clear information on rates, discounts,
rebates, etc.

Smooth Online booking system

Error free Payment system

Delivery of Railway Receipt & other
important documents

Correct, accurate billing

Online monitoring & tracking system

3... AEFQ AICIG F°, TM° 9Q° FAIVE ATVER VIR ARG '8l AMI?

Qge am| o SRIISk IAY | 996 60YRIRIT/
slaug QIeeIR
alatallnia]

QQ, Q216 819 AGUIT QA6 9] ool




AR AGRRA} 9&° Jaq

goqs 699 QU

607 9AQ 9° RN JRRIE 9Q6re Q
6EMAQ

O, A0K a@°

JARIRR VS 9Q° QIa° I

4. What is your experience at the time of loading/unloading of your freight?
NG QAICIG 6RIZ° / ARENIE° AAXER AIVITR UK @6 mI?

Excellent

Good

Average

Poor

Very
Poor

Didn’t see/
Didn’t use

Information about arrival / departure of rakes

Access to goods terminal for trucks / other
vehicles

Safe hygienic working conditions for labourers /
loaders

Help from Railways staff in case of any difficulty /
issue

Correct billing of demurrage / wharfage

Overall ambience lighting & security in the area

Q20 an

Qm

oMald

slld

Q9o
TNs)

6Q9QIQIZ/
QIR
FRQILI

60R JPaQ TR / gAIe FELER Joql

o] / AR AIRAILR IR AR SHRIR AY2 g6adl

979 / 6nIeadies JIn JeSe 980! @I 9tRE

6aI9Q aAg@I / AR 626m 697 FFVINIE OIQ
alllal

AR ga / A gaq A0Q IR°

6996Q AIGR AQ6d 2ICRR QY 99° g

5. Which Railway staff did you interact with? What was your experience with them?

Excellent

Good

Average

Poor

Very Poor

Commercial staff at the Goodshed/ Terminal

Staff at the Station (Eg., SM)

Senior Railways officers




296 699 69 KASIIE 9TS 66T AREM? 6AFIRE ARG LFIQ AVRS! FAR AMI?

Qg6 AR

om

oma1dh

slud

Qg%
U

ANAQ / SARINER QTR KISIA]

689960 AFISIA1 (2, AL

Q0 6Qn 2RI

6. Overall, how you would rate the Indian Railways staff?

High

Medium

Low

Polite and Courteous

Professional & Efficient

Helpful

Solves my problem

69116 QT6R, AIUE ARG 6aR *FRIAIG FAd RUISE QA6a?

Q@

125319

Q9 99° A9

QRIS 9° QY

ALY

6911 QAAYIQ QAR REQ |

7. Did you face any of these issues while managing your operations?

Staff asked for gratification

Staff had middle men / touts involved

Theft and pilferage was high

298% QY ARGIRG RALAEER A F67IB AR 61T gRI6Q QI FRYR @?

RAINCNER RUE FIL2U6R

RFIRANAIGE 0l6Q A QG / GRIR AIES ATR 2J6m

601Q1 \IQ° 68158 6311 2R eml




6: PARCEL SERVICES
6. QIdm 69%!

1. Name of the station / parcel office recently visited.
Your Answer:-

1. 30060 9G4 aARS! 6898 / AdR AIJURIR Q16
2AIFA QR

2. Profile of Respondent (Multiple selection permitted)

O Woman

Senior Citizen
Student

Salaried Professional

Businessman / Trader

OO OO0 O

Divyangjan
O Other _
2. QLI 6P M (NRNRYG 46 5[~ 21@91@ 8@)

o (1R

0 959 QIR

o &I

0 680R6RIG REIINN
0 YLKl / QUIdIR

0 QARIGP
o 2dayIey

3. Type of parcel booked
O Personal luggage e.g. bike, furniture, appliance, etc. (for shifting)
Business / Trade-products for the market

Courier consignment - packages of customers

O O O

Special consignment - for some event or occasion

3. 9] 621099 AIdR @ gRIQ

0 QUR0H0 AGIER A2l QAR ZIARISAG, AANAY, AT (LA AIR)
0 QY9 / GFIQ AR QTRY-QIQ

0 6RIGTIQ AIFG - FIeaT MIERR

0 962 AIFIG]! - B8 QRS Aql A2e AR

4. What was your experience while booking your parcel / luggage?



2967Q AIdR / REFIR YT 97° *GQI AAA6R 2IAIFA AGKS @' YRI?

Excellent Good

Average

Poor

Very Poor

Efficient, smooth process

Clean, hygienic booking office

Safe and secured environment

Correct information about rates, trains, etc.

Correct prices and billing

Error free payments

Qe Om | am

omaldh

slud

Qg%
U

TR, 9o el

JRSIQ, 9861 9a° QITIRA

AAYG 1L JOFe AR

29, 6917 AT FaAEQ A0R oAl

A0Q A e AR°

9% 98 699

5. What was your experience while loading / unloading your parcel?

Excellent | Good

Average

Poor

Very | Didn’tsee/

Poor

Didn’t use

Information about arrival / departure of parcel

Time available to load / unload

Help in case of over carriage

Availability of help in the form of laborers / loaders

Security

Compensation in case of damages

29EFQ AR 6AIF° / ARERIE° 2AQ ANAER AW 2RRG| V'€l ARI?

QEO UM | Om

omald

slld

Qge | 6Q¢RIRIG/

oIUd

QieeIR
alatallna]

AIdAQ 2GS / G FIAER IO

6RIG° / ARG @0QI IR QUNS AL

B QIEQAR CALEQ AlLlLY

7R / 6N IRIAER AIRYLIQ QARG

gesl

A3 QG 629 FGYd

6. With whom did you interact with? What was your experience with them?
28 K1Y AR 6QIFIEIG @QYEM? (AT AZE AN ARXRS! AR @I?




Excellent Good Average | Poor Very | Didn’t see/
Poor Didn’t use
Parcel booking staff
Parcel Helpers (Packers, loaders, etc.)
Outsourced staff
Parcel Supervisor / Senior Officers
QL M | M omaid | 9Ud| ¢ 6@%19@@/
@ QURLIAN
gﬁl AARILIE

aIdR 9&° @doI

AR ALK AER (AIRY, 6RAIGR, ANIG)

2IRe6AT° A

AIdR YURRINGR / Y SRR




Questionnaire - Tamil



QUESTIONNAIRE 1: TICKET BOOKING EXPERIENCE

1. Profile of Respondent (Multiple selection permitted)
1. uSeverfliLeurfletr swelleuLd )eR6TMIS G CLOMLIL L C&IT6Y &6t
ST &ESLILG R DS

Woman

Senior Citizen

Student

Salaried Professional

Businessman / Trader

Divyangjan

Unemployed

Other

OO0 O0OO0OO0OO0O O O

@ LI6voT

NG5S &L9L0&60T

LD T6O0T U [T

FLOLIETLD UMMmIGLD Lieoof i lGeumy
QML / TS SET

LT H 1SS et merf]
Geuemevuilevev T euF

LOMH M 66U

OO OO0OO0OO0OO0OO0

2. Which Train did you book?

Express
Mail
Intercity
Shatabdi
Rajdhani
Duronto
Garib Rath

Passenger

OO O0OO0OO0OO0OO0OO0O0o

Holiday Special

2. 615 % Tulledlev (WetTLUH 6 QF LGl TEH6T ?
o allemye] puilev
o Quiev



o0 @eTLIHLIq

0 FSTLIH

o JTEY 5 meof]

0 BITHCHT

o &l 75

0 LIULI6O0T1 & 6T 61600TLY.

o B\ Wemm FMLIL| euevoTLy

3. If you booked the tickets online, what was your experience with the different aspects of

ticketbooking?

3. I 6T 9L 60Temev6ntlev 1956018 L (H&HEM6T (LNETLIT6| Q& WIS (HH STV,
195G &L (LeTLIF a6 LIsGaum SIDFBIGemeTL] LMl 2 _MmigseT
SILIaILD eTLILIG QBHSSI?

Excellent

Good

Average

Poor

Very Poor

Searching for trains

Trains availability enquiry

Booking the tickets

Payments

Making any complaints & getting a
Response

N&FFm
LI

F\OLIL

Frraifl

G I&FLD

T)F: 351
G mEFLD

Tufléb UMM NUPHISEDETS
CoBeug

TuWilev GFemeuseT LM
N &Fmifl&s 60

195 Q8L (H86M6IT (LN6TLIS) 6
QFUIH6V

QFNIHE6V56T

L&TT 3eflE5H60 & LIS 6V
QUMIGE

4. If you booked the tickets at the booking counter, how would you rate the quality of

yourinteraction and service provided by the Indian Railways staff at the counter?
4. (peTLIS 6 S66vorLifl6L BRIG6T 1985085 (H86M6T (LN6TLIF 6
QEWIWLD GUMEl, @BH W TUNLG6 26TLSIUITS 6T 2_MB15% 658 S
(ETLIH 6 &6600TLfl6V QULPMBIGLD QSTLIL nMHmID G&Femeuullesr
SISS Tl G LILNR e TeHe6T?




‘ Did not use

Polite and courteous

Professional

Helpful

Solved my queries / problems

LIuleoT L
aNl6L6EDI6V

& 600T600T | LLILD IT&5 61 LD
wilwmengwnseyn hheH S

Qamflewenuns A hHeHS)

2 HNSHTTS QBHSE!

6TeoTS! GG 6Tl &H6IT /
NI & & 6016078 615885 TeoT & Temeu L]
QUMBMeoT

5. Didyou find the right and useful information from the different reservation enquiry

and information services at the station / reservation counter?

5.. 6V BLQ.60T / (LNETLIG 6 S561/600T LIf16L 2_6iTerm LisuCeum (LnedT LIF) 6y e & T Temesor oM miLh
556160 CFemeudH6red (BB & & flWImeoT LD MMILD LIWLISIGTET &&HeUemeVL] QLIMNSTSHETT?

Didn’t see/
Didn’t use

Clear, complete information

Clean, hygienic booking office

Well maintained working systems

Sense of security and safe environment

Lweru® S
56191 6L M6V

Q & erflaumenT, (LN (LD 6MLO UL T6oT
& 561605 6T

G+ &G L0OIT60T, &8 MSITIJLOITE0T
(LPETLSF 6 S 8I6I6VE LD

B6oT& LITMLOl& & LU0 Leoof]
(LDEDY MEDILO & 61T

LITSI& TLILITE0T 2_600TIT6Y
LOMMILD LIMSI&TLILITET G5 6V

6. Do these statements reflect your experience of ticket booking?

6 GLD 2 6TeT @ H&E AMENHGEET 2_BIGH6T 195G (LNETLIH 6| | DILIAISMS

& uelsRmam?

Yes gg,Lb

No
@6V

60)6V

| got the ticket of my choice without any hassle

| did not have to spend too much time while booking the tickets




| found the ticketing process smooth and very efficient

| got all the help | wanted from the staff / website

Yes 9pLn NO
@6vemey

6THS FITLONLD @)6VEVITLO6Y [HT6dT el (HLOLIW 195G &H LML LI
QUMBM60T

19560&L (NeTUSH e QFIwD CUTE 35 & GBI QFevallL
Beu6voTLq. @) (1558 6l6L6m6V

19508 QIPMHIGLD QF W Wenm ETmekead HmennulmaH e
@\ (HIHHENSH S 86007 GL_60T

o LA UITS 6T / @)60600T WIS ETLD eLpeuld BITedT el (O 2(6060TS S
o _gallg&emeTLd QLUMEGM6oT




2: PASSENGER EXPERIENCE IN THE TRAIN
TuNe9lev Liwl 6ot & 6rfl 60T {60) LIGULD

1. Profile of Respondent (Multiple selection permitted)
1. uSeverfliLeufletr swelleuLd )eR6TMIS G CLMLIL L G5 IT6Y &6t
SIDH&SLILGR DS

Woman

Senior Citizen

Student

Salaried Professional

Businessman / Trader

Divyangjan

Unemployed

Other

O O0OO0OO0OO0OO0O OO0

@ LI6voT

eSS &19 108607

LD T6O0T U [T

FLOLIETLD UMMmIGLD Lieoof i lGeumy
Q&ML / TS SET

LT H 1SS et merf]
GeuemevuilevevTEHeuF

LOMH M6 6U

OO OO0OO0OO0OO0OO0

2. Which Train did you book?

Express
Mail
Intercity
Shatabdi
Rajdhani
Duronto
Garib Rath

Passenger

OO OO0OO0OO0OO0OO0oOo

Holiday Special

2. 615 % Tulledlev WetTLUH 6 QFLGIafTEH6T ?
o allemye] puilev
o Quiev



o0 @eTLIHLIq
0 FSMLIH)

0 J TG Meof]

0 BITHCH

o &l 75

0 LIULI6O0T1 & 6T 6u6v0TLY.
o afl(h\wenm FIMLIL| EU6TITLY.

3. What was your experience using the different facilities inside the train?
3. Judledl6L @ (H&EG LD QUMD S, IFH60T LILC6UMI UFFGHem6T LIWeTURSH W SjsmiLiaild
eTLILIG @\ (BHSS17?

Lighting

Compartment (cleanliness)
Toilets & Wash basin
Seat / Berth
Air-conditioner / Fan
General Furniture

Pantry car / Dining car

Qeuerflg& 1D

QUL (S&TUl6mLD)
SO M S 6T & aUmeq GLIG 6T
QBEMS / QLTS
SEBenLLly / WeTell B
QLIS 6UITEOT LO[J&F&ITLO 60T 61T
QUITIHL_86T

GuedTL_If] BT / 60)L6of Il &Iy

4. Did you use any of these services on the train? What was your experience?
A\hS Cremeauserley gGHMILD spetTemm TuNedleL LIW6TLIHS B eufT&H6TM? 2 MhiG6T 3|sILiaULD
eTLILIg Q\BHSSI?

Changing seat / berth

WiFi

Catering

Bed roll

Filing a complaint and getting an action




@ HENS / LI(H 860 & 60U
LOITM MG 6V

60)6) co60) LI

Ga L Liflml

QUL GJmev

L&MT 6fl&&60 nhmild
HL6UIQ&6m8 6T(H & 56V

5.Did you interact with any Indian Railway staff? How did they behave with you?
5. BraIs 6T @B W TuleLBeu 2amfwifs et Wm@LeTmeug CUEAUNHSE N TH6TT? 3j6uFsHer
2 mgerflLLD eTLILIL [HL[H S Q& TeUOTL TS 6IT?

Helpful, Polite and Diverted the Rude and Created Didn’t
solved my | Professional issue to bad trouble for | interact
problems someone else | behavior passengers | /Didn’t

see
Ticket Examiner
RPF / Police
Compartment Attendant staff
(Cleaner, bedroll, etc.)
Catering / Pantry car staff
Any other Railways staff
LIWIEDI6T |SevoTevorll  |Geumi (60D |LIWLI60T & @ Q& TLIT
GM&ME  |LDMeoT BUFlLLD WM&e |5& L
@ BHS S, |0 MHmILD Npgoemenr |GTEFWT LNTFFemer Q& TeTem
6T 60T BlL|600TSH S [60IL 556 LD Wl all6LemIEY
Wogs | Qumm wrodlell L [BLbg |ghuB S5
60)60T 55 61T 60T [ ) &5 T600T L_|60T [T UMTI&HS
BI&ELIL 6o [J ellevemev
L&
Q&S5 LUFICEFTSHET
o7 L6t / GLImeSen
(P efeory, QUL Gmev
GLImeoTm(
GLOLIMT LG LD6vOTL
9|16 L_600T L_600T L_
oar LA WLITT 85 6T
GaL_Liflml / GuedTL_if]
ST 26m LS U & 6iT
N @rulevGeu




emAwigaseir | |

6 Do these statements describe your experience?

6. @QHS M GHMEHSHET 2_MBGKH6T IislLaGHms alleufl&EHMST?

Not
applicable
| was able to board the train and find my seat without any hassle
| could get a seat of my choice
The TTE helped me tremendously
| had a comfortable and clean travel in the train
| had a safe and secured time in the train with the RPF staff providing
Security
61860
QUIT[HHSHaN6vem6v

TUN686L MWL 60T 6TE0T @) ([HE 60 &0 6THS
QBMTHEHTELD G)6V6VITLOEV 6TEOTEOTTEV & 600T(HLI 19 &8
WY H5S

BredT @ (HLOLIW B)L & 6eMmG 6T6OT6OTIT6L QILIM (LY THS Sl

19190 6Teors& QUI1EID 2 _Feleormy

TUul6d6v &F&LDME 6D BN WIS 6D LILWI600T LD
QF UGS 60T

o176t eerifluwirserfler 2 gellwimey mmeor Fulledlsy
UM&&TUUTSa D, Lwblermlujwn CHIsHens
Q&aevalll”GL 6oT




3: EXPERIENCE BEFORE BOARDING THE TRAIN
3: Tu9l6e816L T MIIEHME (LD EITETS; ITEUT B|STILIGILD

1. Profile of Respondent (Multiple selection permitted)
1. uSeverfliLeurfletr swelleuTLd )eR6TMIS G CLMLIL L G5 IT6Y &6t
SIDH&ESELILG R DS

Woman

Senior Citizen

Student

Salaried Professional

Businessman / Trader

Divyangjan

Unemployed

Other

OO OO0OO0OO0O O O

@ LI6voT

eSS &19L08 60T

LD T6O0T U [T

FLOLIETLD UMMmIGLD Lieool i lGeumy
QML / UTS S ST

LT H 1SS meor merf]
Geuemevuilevev T euF

LOMH M6 6U

OO OO0OO0OO0OO0OO0

2. Which Train did you book?

©)

Express
Mail
Intercity
Shatabdi
Rajdhani
Duronto
Garib Rath

Passenger

OO OO0OO0OO0OO0OO0

Holiday Special

2. 615 % Tulledlev WetTLUH 6 QFLGIafTEH6T ?
o allemye] puilev
o Quiev



o0 @eTLIHLIq

0 FSMLIH)

0 J TG Meof]

0 BITHCH

o &l 75

0 LIULI6O0T1 & 6T 6u6v0TLY.

o B wemm FMLIL| euevoTL

3 Did you use any of these facilities at the railway station? What was your experience?
3. yudleL MlemeL WS FH6L @\IHS UFH 6T FCHILD 6p60Tem M HMIG 6T LIWeTLH S Heof T emm?
2_MIG6IT S{eILIQULD 6TLILILG @\ (HHS S17?

Drinking Water

Foot Over Bridge

Waiting Room / Dormitory

Food & Refreshments

Toilets

WiFi

ATM

Direction signboards / digital displays

Station Announcements

Parking Facilities

&by

&L eeury LNy

STHHHLIL S46nm / HHIGEIL LD

2 _600T6) & Q6VLITAQ G LOGDOTL

SO ILI60M M & 6iT

60)6) co60) LI

gLQ6TLD

BensF STL(HLD LIVN & G6IT /
19 831" L6V 1qeruLIGerT

Blemevuwl S mledlL IS 6T

6UITEH 60T Bl MG SIS L. 6U&FFH) & 6T

4. Did you use any of the services given below? What was your experience?
4. GG QAsMH&&ELULIL(H6TET CFemneuserflel G5 eIl 6petTemmLI
w6t LB & HuN(h & H 1 & 6mm? 2_ M1 & 6T Il eTLILILG. @) (HH S SI?



Enquiry Services

Complaint / Feedback with the Station
Master

Luggage Booking

Divyangjan facilities / services

Left Luggage Locker/Cloak Room
Medical Services / Emergency

N &FTIemn 60T GFemeUT6T

Blemeuw G &TifluflLb LssmT
24615560/ &HS S CLIMISHEV

& ITLOITEOT (LN 6OTLIG6Y

5) 61 UL MBI E60T U T & G 6iT /

C&F 66U 6T

N OIULL FTLOMETHET VMTSHSET /
FITLOITEOTS: 6T 606U (LD 3| 6mm
ID(HSHSI6U CFUFHET / |UTFT
&HMev 2_ g6l

5. Did you interact with the following at the Station? What was your experience?

5. 6rV G L6016V L 6tTeu(HLD HLFTSHD CUAATTHETT ? 2_Mig 6T eIl eTLILILG @\ (HHS SI?

Station Master

Enquiry Clerk

Train Examiner

Sahayaks/Porters

Waiting Room staff

Luggage services staff

Staff at the shops, restaurants and stalls

Blemevw H & iyl

Xl & ITIT60) 600T | SVIGUEVIT

TUI6vL QL UIGITET

2 SallWmeTi&seT/CUITTL L 6T
STHHHLIL| e 26mSluIFGeT
VECHD CFemel 26rLSlUITE 6T

& 60)L_8561T, 2_600T6U & MG 6T LOMMILD
&0 L_&6rflev 2_6iTerm 26em L U [T & 61T

6. Do these statements describe your experience?

6. QIHS M &M EGH6T 2_HIG6T LSS lleufl&EHmeET?

| got all the right information needed for boarding my train
| had a safe and smooth boarding experience




| was treated professionally and with respect by the Indian Railways staff

| felt safe and secured at the railway station

eTeorsl TUN 06 TMIOIS MG CHEDIEUUITEOT B{60)60TS ! &I Wi 60T
&H&HEUVSHMETU|LD QLIMEM60T

6T6UTE: (& LIMGISTLILITEOT oM MILD 6u&F S wmeor CLIMIFLY M
SlILIaIL R 55 SI.

6T @ MBS W TUN6LCe 26em LA WITSH6MTEV QS TL6L FHIWIME 6D
FlWMenS UL sILD HL G LILIL GL 60T

TuJev Blemeus &6V LIMSISTLIem LWL, LWLDMM &60TenLnemw]Ld
o 60T 15 G & 60T




4: EXPERIENCE AFTER DE-BOARDING FROM THE TRAIN
4: 7uledleb QBHSI QOEHW LNINGS SiIL6ULD

1. Profile of Respondent (Multiple selection permitted)
1. uSeverflliLeurfletr swelleuLd )e6TMIS G CLMLIL L. C&IT6Y &6t
SIDH&ESLILG R DS

Woman

Senior Citizen

Student

Salaried Professional

Businessman / Trader

Divyangjan

Unemployed

Other

OO O0OO0OO0OO0O OO0

@ LI6voT

eNSHS G L9 L0& 60T

LD T6O0T U [T

FLOLIETLD 6UMMmIGLD Lieoof i lGeumy
QML / UTS S ST

L0 H M5 S meor merf]
Geuemevuilevev e

LOMH M 66U

OO OO0OO0OO0OO0OO0

2..Which Train did you book?

©)

Express
Mail
Intercity
Shatabdi
Rajdhani
Duronto
Garib Rath

Passenger

OO OO0OO0OO0OO0OO0

Holiday Special

2. 615 % Tulledlev (WetTLUH 6 QFLGIafTEHe6T ?
o allemye] puilev
o Quiev



o0 @eTLIHLIq

0 FSMLIH)

0 J TG Meof]

0 BITHCH

o &l 75

0 LIULI6O0T1 & 6T 6u6v0TLY.

o B wemm FMLIL| euevoTL

3. Did you use any of these facilities at the railway station? What was your experience?
3. yudleL MlemeL WS FH6L @\IHS UFH 6T FCHILD 6p60Tem M HMIG 6T LIWeTLH S Heof T emm?
2_MIG6IT S{eILIQULD 6TLILILG @\ (HHS S17?

Drinking Water

Foot Over Bridge

Waiting Room / Dormitory

Food & Refreshments

Toilets

WiFi

ATM

Direction signboards / digital displays

Station Announcements

Parking Facilities

&by

&L eeury LNy

STHHHLIL S46nm / HHIGEIL LD

2 _600T6) & Q6VLITAQ G LOGDOTL

SO ILI60M M & 6iT

60)6) co60) LI

gLQ6TLD

BensF STL(HLD LIVN & G6IT /
19 831" L6V 1qeruLIGerT

Blemevuwl S mledlL IS 6T

6UITEH 60T Bl MG SIS L. 6U&FFH) & 6T

4. Did you use any of the services given below? What was your experience?
4. GG QMO &SELULIL(H6TET CFemeuserflel G eIl 6petTemmLI
w6t LB & HuN(h & H 1 & 6mT? 218 6T S ILIaULD eTLILILG. @) (HH S SI?



Enquiry Services

Complaint / Feedback with the Station
Master

Luggage Booking

Divyangjan facilities / services

Left Luggage Locker

Medical Services / Emergency

Taxi / Auto services

6l & ITIy6t 600T C&F 616U &6iT

6N CLaq 60T LOMeVLfILLD Li&TT
2615560 / HHSS! CLIMISE

& ITLOIT6OTS: 61T (LD 60T LIS 6y

5) 611 ULI MBI S60T 61T 5 & 61T / GF6m6U T 6T
Nl (HULL FTIOMETSET VTSI
LD(HS 16U CFEUSHET / D UFTEHT6V
C&F 606U 6T

LTSNS / QUL GLT GFemeuss6iT

5. Did you interact with the following at the Station? What was your experience?

5. 6rVGLaQ.60fl6L L 6tTeu(HLD HLFTSHD CUAATTSHETT ? 2_ Mg 6T eIl eTLILILG @\ (HHS SI?

Station Master

Enquiry Clerk

Train Examiner

Sahayaks/Porters

Waiting Room staff

Luggage services staff

Staff at the shops, restaurants and stalls

Blemevw H & iyl

Xl & ITIT60) 600T | SVIGUEVIT

TUI6vL QL UIGITET

2 SallWmeTi&seT/CUITTLLFaH6T
STHHHLIL| e 26mSluIFGeT
VECHD CFemel 2erLSlUITE 6T
&60)L_8561T, 2_600T6U & MG 6T LOMMILD
&0 L_&6rflev 2_6iTerm 26mLA U [T & 61T

6. Do these statements describe your experience?

6. QIHS M GHEME56T 2_HIG6T LSS alleufl&EHmeT?

| reached my destination station safely
| got down from the train smoothly and without any delay




| was able leave the platform and station without any trouble

| found my preferred transport from the station to my home / hotel / office

IBITEOT Q& 606V GaU6vorLq. Ul eNVCL A eISHEG LSH TN
Q& 60T M6 L_H G & 60T

STIOTH&ETLO6 SeuLILDMS TUI6e%6L @ (BB @) M GeoredT

6165 LNTEFFeneoT WLD @)6V6VITLO6V 6T60TeoT 6L LN ML LI &em& WL
e CLagement D el (H QeuerflGWwm (1Pl HH S

BleneuwS& O MmHa eTeal 65h)/Cam Tl L 6v/aansESH DG
Q&F6v6v BITeT aNBHULLNW CUTEHGITSH S aUEFS @) (HLILIENSS
& 6voT L) 15 G & 60T




5: GOODS SERVICES
5: FII5(E C&FemeaUS6T

1. Name of the Goods shed / Freight Terminal where you are a regular customer.
1. BrEI& 6T 6ULD & & LOITET GUITLY.&6MEWITETI TS @) (H&H G D FIHE Q&HTLLMEG [ FJ&E
QLFLSeoréL QLIWI.

Your Answer —

1..Profile (to be filled by the survey taker)
O Consignor

Consighee

Endorsee

Handling Agent

O O O O

Trucker
o _MIG6T L6 -

2. &Fwelleuyid (H6voTe Q&M LIL HLSSILIeUT BITLIL Geusvor(HLd)

0 Q|ILIL|LIGIT

0 FI&HGS QUIMILIGIT

o L1L]H6V erfliLieury

0 M&WITEBHSH6V (LN 6T

o 1QT&H&HT

3.What was your experience at the time of booking, billing and monitoring of your freight?

3. 2_MBIG6IT FIJ8(E&6M6T (NATUS 6] Q&S 6, LN6L6edI M Q&g 6L LoMMILD 860078 60T & (5 LD
CUMEI BEIG6T QUMM |SILIGULD 6TeU6U TN B\(HIHS SH1?

Clear information on rates, discounts,
rebates, etc.

Smooth Online booking system

Error free Payment system

Delivery of Railway Receipt & other
important documents

Correct, accurate billing

Online monitoring & tracking system




& L_L_6UOT MG 8 61T, &6iT(E15LILY.&56iT
UMW Qgerfleument 8Ly ki &6l

6Terf160) LD UL 60T 4, 65T60)6V 60T
EITLIH 6 {6mLOLIL

LNempuimm &L_L_60oT (LDEDM

TulevBeu &S & LN (&S W
2,611 600T M1 & 60)61T GULDTHIEH &6V

Frflwmeot, slevedlwinment LNevedmi

21, 60T6016V 60T 85 600T S5 T6OUTILIL|
LM MILD & 60078 Mevor]LIL]
Q& WeL(pemM

4 What is your experience at the time of loading/unloading of your freight?
2 _MBIG6T FIJ8 (G 8606 6 MILD/ @ M& (G0 FLOWMEIG6r6L 2_MIG 6T | sILiaLd eTLILILg
QGHSS!?

Information about arrival / departure of rakes

Access to goods terminal for trucks / other
vehicles

Safe hygienic working conditions for labourers /
loaders

Help from Railways staff in case of any difficulty /
issue

Correct billing of demurrage / wharfage

Overall ambience lighting & security in the area

B8 G G616t aUHend / 196CLF LMl
&5 61605 6T

19 7me / LM eunseuT kg et FAmHs5

WDEMETWSHH MG QFLSILD UFSH)
6T6U6UITMI 2_6ITemSI?

Q& TLOEVITET T8 EHE G LIMSI8sTLILITe0T
FHMSTTLOMET CoUem6y [BlemevemnLng 6T /
G600 G LOLILIGUT&H6IT

gGssnIld FIFLOLD / F1E:8560 gMHLILL TV
TulevGeu 2am s erflesr 2 el

QLUPGTE / eumieCLisasserfleor & iflulmeor
LNevedimi

LLG B Wl svieTeT L HIQLNSS
&HMILL M Qeuerfl&F&F 1D L0MMILD
Umgla iy umm




5 Which Railway staff did you interact with? What was your experience with them?
616 TUILB6 2am LA UITSH 606 [BBIGET QGITLTL| Q& TE00TIC[T&H6IT? 3{6UIT 8 5L 60TITE0T 26185 6T
S@ILIQULD eTUILIG @ (BHSSI?

Commercial staff at the Goodshed/ Terminal
Staff at the Station (Eg., SM)
Senior Railways officers
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6. Overall, how you would rate the Indian Railways staff?
6. RLMOLOMHSLOMS, @) HH W TulleLBeu 2emSlwiTEemer eTLILIL LHLILNG e & eT?
High Medium Low

Polite and Courteous
Professional & Efficient
Helpful

Solves my problem

FoLIL |&WTF  |GLTELD
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7.. Did you face any of these issues while managing your operations?
7. 2 MIG&6T QFWLLITH&Hm6T QFWLGSH W CLME BLh2 6TeT 6 C&H I QLD IT(H
&\ 8860 5 606 I 615 61T 6T S (76 & TEUOT LR [TSH6ITIT?

Staff asked for gratification
Staff had middle men / touts involved
Theft and pilferage was high

oer L AWITE6T HIHLIS gL L SIT 6Te0Td G&HL 60Tl
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6: PARCEL SERVICES
6: LUITT&F6L C&F 606U 6T

1. Name of the station / parcel office recently visited.
1. FILISH 6L LTTemeuUSlLL Blemeuwild / LITTEF6L 3|svi6U6V8 5 H 60T QlLIWI.

2. Profile of Respondent (Multiple selection permitted)

2. uBleverflluieuflesr swelleuyid )epeTMIS G CLMLIL L C&IT6Y S6lT
SIDH &SGR DS

Woman

Senior Citizen

Student

Salaried Professional

Businessman / Trader

Divyangjan

Unemployed

Other
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3..Type of parcel booked
O Personal luggage e.g. bike, furniture, appliance, etc. (for shifting)
O Business / Trade-products for the market
O Courier consignment - packages of customers

O Special consignment - for some event or occasion

3.UBe] QEWWIULL UMTTEF6 aUemss
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4.. What was your experience while booking your parcel / luggage?
4. 2_MIGET LUTHTF6 / 0HCHME (N6TLIS 6| Q&FWIL]LD CLIMTSI 2 MBI 6T S| LIGULD 6TLILILY
QGBS SI?

Efficient, smooth process

Clean, hygienic booking office

Safe and secured environment

Correct information about rates, trains, etc.
Correct prices and billing

Error free payments

S MEmLOUIITEOT, & 60116UT6oT CF 606
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D VIQIGVELD

LIMSI& TLILITE0T LDMMILD LIWILOMM
&LO6Y

&L_L_600T BI 561, TUI 66L& 6T
GumestmeumenmLI LMl &Fiflwimeor
&HFH6U6V.

Frflwmeor &L Levorld oMo Llevedimi
Nempwimm LIeoorld Q&g SILn
W

5. What was your experience while loading / unloading your parcel?
5. 2_MGISG6T LUTTFM6V gMHMILD / @M&ESLD CLMSI 2_MHBIS6T s0lLiaUld eTLILIL @)\ (HHHSI?

Information about arrival / departure of parcel

Time available to load / unload

Help in case of over carriage

Availability of help in the form of laborers / loaders

Security

‘ Compensation in case of damages | | ‘ ‘

LIMTI&6V aU([Hemds /196nCUF LMW &8 6160
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6. With whom did you interact with? What was your experience with them?
6. IBBIG6T WITIHL60T QSTLTL| Q& ITEOITLR TS 6IT? 36U T8 @5 L 60T 2_I5185 6T | eILIGULD 6TLILILY
@ BHS5SI?

Parcel booking staff

Parcel Helpers (Packers, loaders, etc.)

Outsourced staff

Parcel Supervisor / Senior Officers

LITF&F 6V (LN6STLIZ) 6] 26 LA ULITT &5 61T
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7. Overall, how you would rate the Indian Railways staff?

7. @LOQLMTEHSLMS, @ HH W TulleuCeu 2amSlwiTasemer el LS LI B efiFseir?

High Medium Low
Polite and Courteous
Professional & Efficient
Helpful
Solves my problem
G\ DLIL FLOMT GLOT&LD
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8.. Did you face any of these issues while managing your operations?
8. 2_MI&6T QFWLITH&Hem6T QFWLGSH W CLME BLh2 6TeT 6 C&H I QLD IT(H
&\ 88 6L 5 6061 I 61 & 61T 6T S [T 6 & TEUOTLL [TSH6ITIT?

Staff asked for gratification

Staff had middle men / touts involved

Theft and pilferage was high
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Questionnaire - Telugu



QUESTIONNAIRE 1: TICKET BOOKING EXPERIENCE
0T 59 1: O3 ewdohl IE\DBHDY

1. Profile of Respondent (Multiple selection permitted)
Woman

Senior Citizen

Student

Salaried Professional

Businessman / Trader

Divyangjan

Unemployed

O O O O O O O O

Other

1.0303069HD B, TPS (WPDS VTLD) LTVY odE X Bowsecod)
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2. Which Train did you book?
Express
Mail
Intercity

Shatabdi

Duronto
Garib Rath

Passenger

O
O
O
O
O Rajdhani
O
O
O
O

Holiday Special

2.2060 D Gewdo en§ STh?
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3. If you booked the tickets online, what was your experience with the different aspects of ticketbooking?

Excellent

Good

Average

Poor

Very Poor

Searching for trains

Trains availability enquiry

Booking the tickets

Payments

Making any complaints & getting a

Response

3. 283¥ D 8HFHS 85 S a8 SR Yond, 838 edoh dE) DDI) sV & evsnzd0
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4.If you booked the tickets at the booking counter, how would you rate the quality of yourinteraction and

service provided by the Indian Railways staff at the counter?

Did not use

Polite and courteous

Professional

Helpful

Solved my queries / problems

42,859 D6 edoh Fotd 3¢ 88, 0& a0 B Yod, Sotdd HG wEBaD T Jexnyod )

D0erPRd BB0ID DD L), ey D Do 58 IJ?

€0IPAoBT D




SVTEJPE(EROD 008D ?O‘)'XJ‘TQ)"GSSOW

TS

&DO3ISSoTT &odd

J° DOV / QDO DO Botdd

5.Did you find the right and useful information from the different reservation enquiry and information

services at the station / reservation counter?

Didn’t see/
Didn’t use
Clear, complete information
Clean, hygienic booking office
Well maintained working systems
Sense of security and safe environment
5.‘.3::5/6&65&5 SPodd ] DI baésxafo DeGee V0K DAPTPE DIV o) HJH HdosD
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6.Do these statements reflect your experience of ticket booking?

Yes No

| got the ticket of my choice without any hassle

| did not have to spend too much time while booking the tickets

| found the ticketing process smooth and very efficient

| got all the help | wanted from the staff / website
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2: PASSENGER EXPERIENCE IN THE TRAIN

2: gend’ FrgDoad IE\HOTDDY

1..Profile of Respondent (Multiple selection permitted)

O Woman
O Senior Citizen

Student

Divyangjan

O O O O O

Unemployed

O Other

Salaried Professional

Businessman / Trader

1.0303069HD B, TPS (WPDS VTLR) LTV JodE B Bowsecod)

O Ho%
Q06 D2
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&a‘éomw
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O O O O O O O
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2. Which Train did you book?

O Express
O Mail
O Intercity
O shatabdi
O Rajdhani
O Duronto
O Garib Rath
O Passenger
O Holiday Special
2.2060 D Gewdo en§ STh?
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3. What was your experience using the different facilities inside the train?

Lighting

Compartment (cleanliness)

Toilets & Wash basin

Seat / Berth

Air-conditioner / Fan

General Furniture

Pantry car / Dining car

3. gen 00 ol DI Argoege HBOD & .)§3§)603>fo.3 De3?
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4. Did you use any of these services on the train? What was your

Changing seat / berth

WiFi

Catering

Bed roll

Filing a complaint and getting an action

experience?
4. e’ & HBEFHOS” BIJT D GHAPACTPT? A IENDODHIY DE?
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5. Did you interact with any Indian Railway staff? How did they behave with you?

Helpful, Polite and Diverted the Rude and Created Didn’t
solved my Professional issue to bad trouble for interact
problems someone else behavior passengers / Didn't

see
Ticket Examiner
RPF / Police
Compartment Attendant staff
(Cleaner, bedroll, etc.)
Catering / Pantry car staff
Any other Railways staff
5. 206 IHF® 6D TG DexyoBSE’ R0 WakriTe? T WS Jer PBYoTE?
[aTe o s brolmd Q0T ESRIEY 55568 DGR Fgoowby L | Qoto°§

D, J° Sorr Bk R0 Qéé Feblelovty) R0 Sl3 1Y)
SRUSGEN TR0 SR 3™ R0 /
262y, 008 Dod DI DBocoES

(o} [~ %)
3865 P06
6 DI/ PO
Soa"g 085 930G 0tS ?o&)ao&
(836, BE& 8S 203T5)
S°§e00h/ 5o S°6 exyod
QBS TS Deyod
6.. Do these statement describe your experience?
6.. & DELID D VBT DHOFAIX?
Not
applicable

| was able to board the train and find my seat without any hassle

| could get a seat of my choice




The TTE helped me tremendously

| had a comfortable and clean travel in the train

| had a safe and secured time in the train with the RPF staff providing
Security
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3: EXPERIENCE BEFORE BOARDING THE TRAIN

3: Bew D8 &eIS 20061 D PDo

1..Profile of Respondent (Multiple selection permitted)

O Woman
O Senior Citizen

Student

Salaried Professional

Divyangjan

O O O O O

Unemployed

O Other

Businessman / Trader

1.0323069HD B, TPS (WPDS PTLD) LTV JodE B Sosecod)
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2.. Which Train did you book?

O Express
O Mail
O Intercity
O shatabdi
O Rajdhani
O Duronto
O Garib Rath
O Passenger
O Holiday Special
2.2060 D Gewio en§ STH?
O 25wd
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O o2
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3. Did you use any of these facilities at the railway station? What was your experience?

Drinking Water

Foot Over Bridge

Waiting Room / Dormitory

Food & Refreshments

Toilets

WiFi

ATM

Direction signboards / digital displays

Station Announcements

Parking Facilities

3. 3¢ {ad & & Fsoyd’ B~ & &b @A ? D s De?
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4. Did you use any of the services given below? What was your experience?

Enquiry Services




Complaint / Feedback with the Station
Master

Luggage Booking

Divyangjan facilities / services

Left Luggage Locker/Cloak Room

Medical Services / Emergency
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5. Did you interact with the following at the Station? What was your experience?

Station Master

Enquiry Clerk

Train Examiner

Sahayaks/Porters

Waiting Room staff

Luggage services staff

Staff at the shops, restaurants and stalls
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.. Do these statement describe your experience?
S DEOIRD D VROBT) DHOFIT?

| got all the right information needed for boarding my train

| had a safe and smooth boarding experience

| was treated professionally and with respect by the Indian Railways staff

| felt safe and secured at the railway station
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4: EXPERIENCE AFTER DE-BOARDING FROM THE TRAIN

4: Bew X0 BAD BHT S D S0

1..Profile of Respondent (Multiple selection permitted)

O Woman

Senior Citizen

Student

Salaried Professional
Businessman / Trader

Divyangjan

O O O O O O

Unemployed

@)

Other
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2.. Which Train did you book?

O Express

O Mail

O Intercity

O shatabdi

O Rajdhani

O Duronto

O Garib Rath

O Passenger

O Holiday Special

2.2060 D Gewdo en§ STh?
O 25wd

O wows
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3. Did you use any of these facilities at the railway station? What was your experience?

Drinking Water

Foot Over Bridge

Waiting Room / Dormitory

Food & Refreshments

Toilets

WiFi

ATM

Direction signboards / digital displays

Station Announcements

Parking Facilities

3. 3F¢ RS & & Fsoryd B~ 6 D@ ? D S0 De3?
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4. Did you use any of the services given below? What was your experience?

4. 8068 @B DIG BT W GHATNTT? D BB IWB?



Enquiry Services

Complaint / Feedback with the Station
Master

Luggage Booking

Divyangjan facilities / services

Left Luggage Locker

Medical Services / Emergency

Taxi / Auto services
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5. Did you interact with the following at the Station? What was your experience?

Station Master

Enquiry Clerk

Train Examiner

Sahayaks/Porters

Waiting Room staff

Luggage services staff

Staff at the shops, restaurants and stalls
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6.. Do these statements describe your experience?

6.. & DSV D VBTV DBOFAIX?

| reached my destination station safely

| got down from the train smoothly and without any delay

| was able leave the platform and station without any trouble

| found my preferred transport from the station to my home / hotel / office
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5: GOODS SERVICES
5: e &y ‘&Bsmw

1. Name of the Goods shed / Freight Terminal where you are a regular customer.

Your Answer —

1.2060 Brigod 82306 T &) edod &y DE/RDE B8 S dwg), DX
D WDIFTED0 -

2. Profile (to be filled by the survey taker)

Consignor
Consignee
Endorsee
Handling Agent

Trucker
S (03¢ &6 oo od)

r%}’OOOOO
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3. What was your experience at the time of booking, billing and monitoring of your freight?

Clear information on rates, discounts,
rebates, etc.

Smooth Online booking system

Error free Payment system

Delivery of Railway Receipt & other
important documents

Correct, accurate billing

Online monitoring & tracking system
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.What is your experience at the time of loading/unloading of your freight?

Information about arrival / departure of rakes

Access to goods terminal for trucks / other
vehicles

Safe hygienic working conditions for labourers /
loaders

Help from Railways staff in case of any difficulty /
Issue

Correct billing of demurrage / wharfage

Overall ambience lighting & security in the area
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5.Which Railway staff did you interact with? What was your experience with them?

Commercial staff at the Goodshed/ Terminal

Staff at the Station (Eg., SM)

Senior Railways officers
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6. Overall, how you would rate the Indian Railways staff?

High

Medium

Low

Polite and Courteous

Professional & Efficient

Helpful

Solves my problem
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7. Did you face any of these issues while managing your operations?

Staff asked for gratification

Staff had middle men / touts involved

Theft and pilferage was high
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6: PARCEL SERVICES
6: 3‘*636 "«oés oen

1. Name of the station / parcel office recently visited.
1. 2850 20838YDD FUD/IByS e .
2..Profile of Respondent (Multiple selection permitted)
O Woman
O Senior Citizen
Student
Salaried Professional

Businessman / Trader

O O O O

Divyangjan
O Other
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3. Type of parcel booked

O Personal luggage e.g. bike, furniture, appliance, etc. (for shifting)
O Business / Trade-products for the market
O Courier consignment - packages of customers

O Special consignment - for some event or occasion
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4. What was your experience while booking your parcel / luggage?

Efficient, smooth process

Clean, hygienic booking office

Safe and secured environment

Correct information about rates, trains, etc.

Correct prices and billing

Error free payments
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5. What was your experience while loading / unloading your parcel?

Information about arrival / departure of parcel

Time available to load / unload

Help in case of over carriage

Availability of help in the form of laborers / loaders

Security

Compensation in case of damages
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6. With whom did you interact with? What was your experience with them?
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Parcel booking staff

Parcel Helpers (Packers, loaders, etc.)

Outsourced staff

Parcel Supervisor / Senior Officers
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7. Overall, how you would rate the Indian Railways staff?

High Medium Low
Polite and Courteous
Professional & Efficient
Helpful
Solves my problem
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8. Did you face any of these issues while managing your operations?
Staff asked for gratification
Staff had middle men / touts involved
Theft and pilferage was high
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