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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 (LJN), Mumbai (BCT), Mumbai (CSTM) & Raipur. 

The study was conducted using hand held devices like tablets and mobile phones. 

 

A pilot test was conducted to firm up the questionnaires developed for the study. 
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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 Illumine 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. 

 

Dimension Citizen Trust Score 

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. 

• 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.  

• 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. 

• 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. 

• 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. 

 

• 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 (LJN), 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. 

 
 

• 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. 

 

• In some 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%). 

 

• 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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• 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. 

 

• 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%).  

 

• 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. 

 

• 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.  

 

• Overall 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. 

 

• A little 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 LJN- 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 LJN 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 LJN 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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• 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%) 

 

• 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 LJN (17.1%), Raipur (13.9%) rated this service as poor/ very poor. 

 

• 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 LJN (16%) and Dhanbad (11.5%). 

 

• 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.  

 

• In some 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 are as follows: 

 

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

 
SI.  Touch Points  No. of Respondents  

1 Booking counter  20 

2 Passenger Train  25 

 
 
 

3 

Railway Station    

Platform , waiting rooms , vendor stalls 
(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.  
 
 
 
 
 
 
 
 

Railway 

Station 

Ticket Booking 
Counter 

Inside the 
Train 

Parcel /Goods 
Services
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Railway Stations Selected for the Study 
 

SI.  ZONE  DIVISION  STATION  

1 CR Mumbai  CSTM 

2 WR Mumbai  BCT 

3 NR Lucknow  LKO 

4 NER Lucknow  LJN 

5 ER Asansol  ASN 

6 ECR Dhanbad DHN 

7 ECoR Khurdha BBS 

8 NCR Allahabad PRYJ 

9 NFR Katihar KIR 

10 NWR Ajmer AII 

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. 

 
 
 

  



Research & Development Initiative                            
 

12 

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 

questionnaire, 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 
 

✓ Stage I – 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. 

✓ Stage II – Consultation with IRITM 
Consultation and meetings with the concerned officials were done to finalize detailed survey 

plan. 

✓ Stage III – Field Work 
Fieldwork was undertaken under the supervision of RDI’s Executives. 
 

✓ 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  
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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 Illumine 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 

Illumine Knowledge Resources Pvt. Ltd. Mumbai. 
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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: 

 

• Passengers - Ticket booking experience:  Includes passengers and their experience related to 

ticket booking. 

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

• Passengers - Experience before boarding:  Includes passengers experience at the platform 

while waiting for the train. 

• 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. 

• 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: 

• Passengers - Ticket booking experience 

• Passengers-  In the Train experience 

• Passengers - Experience before boarding the train 

• Passengers - Experience after De-Boarding the train 

▪ Parcel   Citizen interaction with the freight business 

▪ Goods   Citizen interaction with the goods business 
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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:  

• The functioning of the railways itself. 

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

• Is also an indicator of railways competitiveness with other forms of transportation like road 

etc.  

• A decline in trust scores could result in citizens choosing alternate forms of transport, could 

impact revenues negatively and would reflect poorly on both the railways and the 

government. 

• Conversely, an improvement in the trust score would have an impact on all the above 

parameters. 

Credit- © Illumine; 2022 – The Citizen Trust Score (CTS) is a framework developed by 
Illumine 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 

Illumine 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: 

• “No” – sample question: was the Station Master polite and courteous? 

• “Poor/ Very Poor” – sample question: what is your perception on the  

timeliness of the station staff? 

• “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 

for improvement for Indian Railways services and are reflected as the percentage sum of “Poor” and “Very Poor” 

responses. 

 

Excellent Good Average Poor Very Poor Didn’t Use/ Didn’t see  

 

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

Percentage of Flash Points Grade Point Weights 

0 – 5% A 5 

5  <= 10 B 4 

10% <= 15% C 3 

15% <= 20% D 2 

20% <= 25% E 1 

> 25% F 0 

 

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 - © Illumine, 2022 – For measuring citizen trust, a Measurement Model has also been developed by 
Illumine Knowledge Resources Pvt. Ltd., Mumbai. 
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Chapter 3: Key Findings – Ajmer Division 

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

 

Ajmer Division (NWR): Tables and Analysis 

 

 
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 

Dimension CitizenTrustScore 

Service Trust  4.06 

Professional Trust 4.82 

Solution Trust 4.89 

    

Division Level CTS 4.59 

 
 

 
 

A B C D 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 • Toilet facilities at the railway station were not 
satisfactory. 

• Passengers spent too much time while booking the 
tickets. 

• Passengers were unable to board the train and find 
their seat without any hassle. 

• Passengers denied from getting a seat of their choice. 

• Passengers did not get down from the train smoothly 
and without any delay 

Professionalism • No flash points above 20% 

Solution  
Responsiveness 

• No flash points above 20% 

 

 

Parcel 
 

Flash points above 20% in some parameters 

Service • No flash points above 20% 

Professionalism • No flash points above 20% 
 

Solution  
Responsiveness 
 

• No flash points above 20% 

 

Goods/Services 
 

Flash points above 20% in some parameters 

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

Professionalism • No flash points above 20% 

Solution  
Responsiveness 

• No flash points above 20% 
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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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 



Research & Development Initiative                            
 

20 

Experiences of passengers with the various aspects of ticket booking 
 

Parameter FlashPoint % Grade Weight 

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 B 4 

Clean, hygienic booking office 0 A 5 

Well maintained working systems 3.6 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 10.7 C 3 

Did not have to spend too much time while booking the tickets 28.6 F 0 

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 F 0 

Could get a seat of their choice 30.8 F 0 

Comfortable and clean travel in the train 3.8 A 5 

Had a safe and secured time in the train with the RPF staff providing security 3.8 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 2.3 A 5 

Medical Services / Emergency 2.3 A 5 

 
Statements describing passenger’s experience 
 

Had a safe and smooth boarding experience 3.6 A 5 

Felt safe and secured at the railway station 3.6 A 5 

 

Experiences of passengers after de-boarding the train 
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Parameter 
FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

Polite and courteous 3.6 A 5 

Professional 3.6 A 5 

Got all the help they wanted from the staff / website 7.1 B 4 

 
Behavior of the railway staff 

Parameter FlashPoint % Grade Weight 

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 

Parameter FlashPoint % Grade Weight 

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. 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 5 
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3.2.3. Customers’ Responses - Solution Responsiveness 

 
Customer ratings of Indian railway staff 
 

Parameter FlashPoint % Grade Weight 

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 
 

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 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 
 

Parameter FlashPoint % Grade Weight 

Commercial staff at the Goodshed/ Terminal 0 A 5 

Staff at the Station (E.g., SM) 7.1 B 4 

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 

 
 
  



Research & Development Initiative                            
 

26 

3.3.3. 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 7.1 B 4 

Helpful 0 A 5 

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 

DIMENSIONS CTS 

SERVICE TRUST 3.91 

PROFESSIONAL TRUST 4.67 

SOLUTION TRUST 4.67 

OVERALL 4.41 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 3.95 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 4.65 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 3.85 

PROFESSIONAL TRUST 4.80 

SOLUTION TRUST 5.00 

OVERALL 4.55 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 4.23 

PROFESSIONAL TRUST 4.83 

SOLUTION TRUST 5.00 

OVERALL 4.69 

  

GOODS 

DIMENSIONS CTS 

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 
 

 
 
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. 

 

Dimension CitizenTrustScore 

Service Trust  4.81 

Professional Trust 4.84 

Solution Trust 4.96 

    

Division Level CTS 4.87 

 
 
 
 



Research & Development Initiative                            
 

29 

 
 
 
 

A B C D E F 

 
 
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 

Service Services 
 

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

Professionalism • No flash points above 20% 

Solution Responsiveness 
 

• No flash points above 20% 

  

 

Parcel 
 

Flash points above 20% in some parameters 

Service Services • No flash points above 20% 

Professionalism • No flash points above 20% 

Solution Responsiveness 
 

• No flash points above 20% 

 

Goods/Services 
 

Flash points above 20% in some parameters 

Service      Services • No flash points above 20% 

Professionalism 
 

• No flash points above 20% 

Solution Responsiveness • No flash 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 

Parameter FlashPoint % Grade Weight 

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 

Parameter FlashPoint % Grade Weight 

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 

 

Parameter FlashPoint % Grade Weight 

Searching for trains 0 A 5 

Trains availability enquiry 0 A 5 

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 10 B 4 

Clean, hygienic booking office 20 D 2 

Well maintained working systems 5 A 5 

Sense of security and safe environment 5 A 5 
 

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 C 3 

Could get a seat of my choice 8 B 4 

Comfortable and clean travel in the train 36 F 0 

Had a safe and secured time in the train with the RPF staff providing security 4 A 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 
 

Parameter 
FlashPoint 

% 
Grad

e 
Weigh

t 

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 my preferred transport from the station to my home / hotel 
/ office 0 A 5 

 

 

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 
 

Parameter FlashPoint % Grade Weight 

Polite and courteous 5 A 5 

Professional 0 A 5 

Got all the help I wanted from the staff / website 0 A 5 
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Behavior of the railway staff 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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. 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint 
% 

Grad
e 

Weigh
t 

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 
staff 

0 A 5 

 
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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
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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 
 

Parameter FlashPoint % Grade Weight 

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 
 

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 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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

Help from Railways staff in case of any difficulty 10 B 4 

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 
 

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 

DIMENSIONS CTS 

SERVICE TRUST 4.55 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 4.85 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 5.00 

PROFESSIONAL TRUST 4.78 

SOLUTION TRUST 5.00 

OVERALL 4.93 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 4.69 

PROFESSIONAL TRUST 4.40 

SOLUTION TRUST 5.00 

OVERALL 4.70 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 4.92 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 4.97 

  

GOODS 

DIMENSIONS CTS 

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. 
 

Dimension CitizenTrustScore 

Service Trust  4.81 

Professional Trust 4.67 

Solution Trust 4.18 

    

Division Level CTS 4.55 

 
 
 
 

A B C D E F 
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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 • Poor Wi-Fi facilities  

Professionalism • No flash points above 20% 
 

Solution Responsiveness • No flash points above 20% 

 

Parcel 

 

 Services • No flash points above 20% 
 

Professionalism • No flash points above 20% 
 

Solution Responsiveness • Staff asked for gratification 

 

 

Goods/Services 
 

Services • No flash points above 20% 
 

Professionalism • No flash points above 20% 

Solution Responsiveness • 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 
 

Parameter FlashPoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

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 

 

  



Research & Development Initiative                            
 

43 

Experiences of passengers with the various aspects of ticket booking 
 

Parameter FlashPoint % Grade Weight 

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 2 

Found the ticketing process smooth and very efficient 5 A 5 

 
Passengers’ experience of train travel  
 

Boarded the train and found seats without any hassle 0 A 5 

Could get a seat of their choice 4 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 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 5 

Felt safe and secured at the railway station 4 A 5 
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Experiences of passengers after de-boarding the train 
 

Parameter FlashPoint 
% 

Grad
e 

Weig
ht 

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 / 
hotel / office 

0 A 5 

 
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 
 

Parameter FlashPoint % Grade Weight 

Polite and courteous 5 A 5 

Professional 5 A 5 

Got all the help I 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 
 

Parameter FlashPoint % Grade Weight 

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 

 
Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 

 
Parameter FlashPoint 

% 
Grad

e 
Weigh

t 

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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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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
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Customers’ ratings of Indian railway staff 
 

Polite and Courteous 0 A 5 

Professional & Efficient 0 A 5 

 

 

 

5.2.3. Customers’ Responses - Solution Responsiveness 

 
Customers’ ratings of Indian railway staff 
 

Parameter FlashPoint % Grade Weight 

Helpful 0 A 5 

Solves their problem 0 A 5 

 
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 
 

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 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 
 

Parameter FlashPoint % Grade Weight 

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 5 

Theft and pilferage was high 20 D 2 
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5.3.3. Customers’ Responses - Solution Responsiveness 

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

Parameter FlashPoint % Grade Weight 

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 0 

Staff had middle men / touts involved 20 D 2 
 

Division CTS- Touch Point 
 

TICKET BOOKING 

DIMENSIONS CTS 

SERVICE TRUST 4.36 

PROFESSIONAL TRUST 4.67 

SOLUTION TRUST 4.00 

OVERALL 4.34 
  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 4.69 

PROFESSIONAL TRUST 4.78 

SOLUTION TRUST 5.00 

OVERALL 4.82 
  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 5.00 

PROFESSIONAL TRUST 4.40 

SOLUTION TRUST 5.00 

OVERALL 4.80 
  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 5.00 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 3.50 

OVERALL 4.50 
  

GOODS 

DIMENSIONS CTS 

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. 

 

Dimension Citizen trust Score 
Service Trust  4.68 

Professional Trust 4.78 

Solution Trust 4.26 

  
Division Level CTS 4.57 

 
 
 
 

A B C D E F 

 
 
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 
 

• Poor toilets facilities at the railway station 

Professionalism • No flash points above 20% 

Solution Responsiveness • No flash points above 20% 

 

 

  

Parcel 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 

Professionalism • No flash points above 20% 
 

Solution Responsiveness • Staff asked for gratification 

• Staff had middle men/ touts involved  
 

 

Goods/Services 
 

 

Flash points above 20% in some parameters 

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

 

Professionalism • No flash points above 20% 

Solution Responsiveness • No flash points above 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 
 

Parameter FlashPoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

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 0 A 5 

Parking Facilities 0 A 5 

 
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  
 

Parameter FlashPoint % Grade Weight 

Searching for trains 0 A 5 

Trains availability enquiry 0 A 5 

Booking the tickets 0 A 5 

Payments 0 A 5 

 
 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 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 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 
 

Parameter FlashPoint 
% 

Grad
e 

Weigh
t 

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 my preferred transport from the station to my home / hotel 
/ office 

0 A 5 

 
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 
 

Parameter FlashPoint % Grade Weight 

Polite and courteous 0 A 5 

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 
 

Parameter FlashPoint % Grade Weight 

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 me tremendously 0 A 5 

 
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 
 

Parameter FlashPoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint 
% 

Grad
e 

Weigh
t 

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 
staff 

4 A 5 

 
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 
 

Parameter FlashPoint % Grade Weight 

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 were high 20 D 2 

 
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 
 

Parameter FlashPoint % Grade Weight 

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 
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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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 5 

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

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 4 

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 
 

Parameter FlashPoint % Grade Weight 

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 

DIMENSIONS CTS 

SERVICE TRUST 5.00 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 5.00 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 4.63 

PROFESSIONAL TRUST 4.89 

SOLUTION TRUST 5.00 

OVERALL 4.84 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 5.00 

PROFESSIONAL TRUST 4.33 

SOLUTION TRUST 5.00 

OVERALL 4.78 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 4.77 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 2.50 

OVERALL 4.09 

  

GOODS 

DIMENSIONS CTS 

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. 

 

Dimension CitizenTrustScore 
Service Trust  2.98 

Professional Trust 4.37 

Solution Trust 3.90 

  

Division Level CTS 3.75 

 
 
 
 

A B C D E F 

 
 
The average grading of this division is C with a trust score of 3.75. 
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Significant Flash Points (Flashpoints more than 20%) 

 

Passengers 
 

Flash points above 20% in some parameters 

Services • 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. 

 

Professionalism • 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. 

Solution 
Responsiveness 
 

• No flash points above 20% 
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Parcel 

 
Flash points above 20% in some parameters 

Services • Not satisfied with the compensation in case of damages. 

Professionalism • No flash points above 20% 
 

Solution 
Responsiveness 

• Staff had middle men/ touts involved 

• Compensation in case of damages 
 

 

 

Goods/Services 
 

Flash points above 20% in some parameters 

Services • Poor access to goods terminal for trucks/ other vehicles 

Professionalism • No flash points above 20% 
 

Solution 
Responsiveness 

• No flash points above 20% 

 

 
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 
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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 5 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 0 

Did not have to spend too much time while booking the 
tickets 

35 F 0 

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 C 3 

Felt safe and secured at the railway station 3.3 A 5 
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Experiences of passengers using these services 
 

Parameter FlashPoint 
% 

Grad
e 

Weig
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 21.1 E 1 

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

5.3 B 4 

 
 

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 4 

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
e 

Weigh
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 A 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 B 4 

Solves their problem 10 B 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 0 A 5 

Correct billing of demurrage / wharfage 0 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 

DIMENSIONS CTS 

SERVICE TRUST 2.82 

PROFESSIONAL TRUST 2.67 

SOLUTION TRUST 4.67 

OVERALL 3.38 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 3.25 

PROFESSIONAL TRUST 4.67 

SOLUTION TRUST 5.00 

OVERALL 4.31 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 2.38 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 2.00 

OVERALL 3.13 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 3.08 

PROFESSIONAL TRUST 4.50 

SOLUTION TRUST 3.25 

OVERALL 3.61 

  

GOODS 

DIMENSIONS CTS 

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 CitizenTrustScore 

Service Trust  4.68 

Professional Trust 4.68 

Solution Trust 4.82 

    

Division Level CTS 4.73 

 
 
 
 

A B C D E F 
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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 • No flash points above 20% 

Professionalism • No flash points above 20% 
 

Solution 
Responsiveness 

• No flash points above 20% 
 

 

 

Parcel 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 
 

Professionalism • No flash points above 20% 
 

Solution 
Responsiveness 

• No flash points above 20% 
 

 

Goods/Services 
 

Flash points above 20% in some parameters 

Services • Customers had negative experience with the overall 
ambience lighting and security in the area. 

• Unsafe hygienic working conditions for laborers/ 
loaders 

 

Professionalism • No flash points above 20% 

Solution 
Responsiveness 

• No flash points above 20% 
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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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

Searching for trains 0 A 5 

Trains availability enquiry 0 A 5 

Booking the tickets 0 A 5 

Payments 0 A 5 
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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 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 C 3 

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 

 
Parameter FlashPoint 

% 
Grad

e 
Weig

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 20 D 2 
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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 

 

8.1.2 Passengers’ Responses - Professionalism 
 
Behavioral study of the staff is depicted under Professionalism 

 

Quality of interaction and service at the booking counter 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

RPF / Police 0 A 5 

Compartment Attendant staff (Cleaner, bedroll, etc.) 4 A 5 

Catering / Pantry car staff 4 A 5 

Any other Railways staff 0 A 5 

The TTE helped them tremendously 8 B 4 

 
Experiences of passengers using facilities at railway station 
 

Parameter FlashPoint % Grade Weight 

Enquiry Services 5.4 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. 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint 
% 

Grad
e 

Weigh
t 

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 
Railways staff 

0 A 5 
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8.2. FINDINGS – PARCEL  
 

8.2.1 Customers’ Responses - Services 

 
Experience of customer while booking parcel/luggage 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 10 B 4 

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 
 

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 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 
 

Parameter FlashPoint % Grade Weight 

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 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 
 

Parameter FlashPoint % Grade Weight 

Help from Railways staff in case of any difficulty 0 A 5 

Helpful 0 A 5 

Solves my problem 0 A 5 

 

Issues faced by customer while managing their operations 
 

Staff asked for gratification 10 B 4 

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

 
 

TICKET BOOKING 

DIMENSIONS CTS 

SERVICE TRUST 5.0 

PROFESSIONAL TRUST 5.0 

SOLUTION TRUST 5.0 

OVERALL 5.0 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 4.8 

PROFESSIONAL TRUST 4.1 

SOLUTION TRUST 4.5 

OVERALL 4.5 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 4.5 

PROFESSIONAL TRUST 4.8 

SOLUTION TRUST 5.0 

OVERALL 4.8 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 5.0 

PROFESSIONAL TRUST 5.0 

SOLUTION TRUST 4.8 

OVERALL 4.9 

  

GOODS 

DIMENSIONS CTS 

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.  

Dimension CitizenTrustScore 
Service Trust  4.65 

Professional Trust 4.61 

Solution Trust 4.50 

  

Division Level CTS 4.59 

 
 
 

A B C D 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 

Services • No flash points above 20% 

Professionalism • No flash points above 20% 

Solution Responsiveness • No flash points above 20% 
 

 

  

Parcel 

 
 Flash points above 20% in some parameters 

Services • Theft and pilferage were high. 

Professionalism • No flash points above 20% 

Solution Responsiveness • Staff asked for gratification 

 

 

 

Goods/Services 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 

Professionalism • No flash points above 20% 

Solution Responsiveness • No flash points above 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 
 

Parameter FlashPoint % Grade Weight 

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 0 A 5 

Changing seat / berth 0 A 5 

Catering 3.1 A 5 

Bed roll 0 A 5 

 
Experiences of passengers about facilities at the railway station  
 

Parameter FlashPoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

Searching for trains 5 A 5 

Trains availability enquiry 0 A 5 

Booking the tickets 0 A 5 

Payments 0 A 5 

 
Experiences of passengers about reservations enquiry and information services at 
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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 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 A 5 

Could get a seat of my choice 9.4 B 4 

Comfortable and clean travel in the train 6.3 B 4 

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 7.7 B 4 

Felt safe and secured at the railway station 7.7 B 4 

 
Experiences of passengers after de-boarding the train 
 

Parameter FlashPoint 
% 

Grad
e 

Weig
ht 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

Making any complaints & getting a response 5 A 5 

Helpful 0 A 5 

Solved their queries / problems 0 A 5 
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Experiences of the passengers using services in the train 
 

Parameter FlashPoint 
% 

Grad
e 

Weigh
t 

Filing a complaint and getting an action 0 A 5 

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 
 

Parameter FlashPoint % Grade Weight 

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 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 
 

Parameter FlashPoint % Grade Weight 

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 
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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 
 

Parameter FlashPoint % Grade Weight 

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 
 

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 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 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 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 
 

Parameter FlashPoint % Grade Weight 

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 0 A 5 

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

 
TICKET BOOKING 

DIMENSIONS CTS 

SERVICE TRUST 4.73 

PROFESSIONAL TRUST 4.67 

SOLUTION TRUST 5.00 

OVERALL 4.80 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 4.56 

PROFESSIONAL TRUST 4.20 

SOLUTION TRUST 3.50 

OVERALL 4.09 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 4.77 

PROFESSIONAL TRUST 4.20 

SOLUTION TRUST 5.00 

OVERALL 4.66 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 4.54 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 4.00 

OVERALL 4.51 

  

GOODS 

DIMENSIONS CTS 

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.  

 

Dimension CitizenTrustScore 
Service Trust  4.39 

Professional Trust 4.66 

Solution Trust 4.85 

  

Division Level CTS 4.64 

 
 
 
 
 
 

A B C D E F 

 
 
The average grading of this division is B with a trust score of 4.64. 
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Significant Flash Points (Flashpoints more than 20%) 

 

Passengers 
 

Flash points above 20% in some parameters 

Services • Did have to spend too much time while booking 
the tickets 

Professionalism • No flash points above 20% 

Solution Responsiveness • No flash points above 20% 
 

 

 

Parcel 
 

Flash points above 20% in some parameters 

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

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

Professionalism • No flash points above 20% 

Solution Responsiveness • No flash points above 20% 
 

 

 
 

Goods/Services 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 
 

Professionalism • No flash points above 20% 

Solution Responsiveness • No flash points above 20% 
 

 
 
10.1 FINDINGS - PASSENGERS 
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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 

 
Parameter Flashpoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

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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Parameter FlashPoint % Grade Weight 

Searching for trains 0 A 5 

Trains availability enquiry 0 A 5 

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 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 8 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 5 

Felt safe and secured at the railway station 0 A 5 

 
Experiences of passengers after deboarding the train 
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Parameter Flashpoint 

% 
Grad

e 
Weig

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 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 
 

Parameter FlashPoint % Grade Weight 

Polite and courteous 5 A 5 

Professional 5 A 5 

Got all the help wanted from the staff / website 10 B 4 

 
Behavior of the railway staff 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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  
 

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
e 

Weigh
t 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
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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 
 

Parameter FlashPoint % Grade Weight 

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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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 
 

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 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 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 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 
 

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 

DIMENSIONS CTS 

SERVICE TRUST 4.36 

PROFESSIONAL TRUST 4.67 

SOLUTION TRUST 4.67 

OVERALL 4.57 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 4.69 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 4.90 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 4.15 

PROFESSIONAL TRUST 3.80 

SOLUTION TRUST 5.00 

OVERALL 4.32 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 3.85 

PROFESSIONAL TRUST 4.83 

SOLUTION TRUST 5.00 

OVERALL 4.56 

  

GOODS 

DIMENSIONS CTS 

SERVICE TRUST 4.91 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 4.60 

OVERALL 4.84 
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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.  

 

Dimension CitizenTrustScore 

Service Trust  4.53 

Professional Trust 4.49 

Solution Trust 4.88 

    

Division Level CTS 4.63 
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A B C D E F 

 
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 • Ticketing process is not smooth and very efficient  

• Did have to spend too much time while booking the 
tickets 

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

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

• Respondents did not reach their destination station 
safely. 

 

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

 
Solution 
Responsiveness 

• No flash points above 20% 
 

 

 

Parcel 

 
Flash points above 20% in some parameters 

Services • No flash points above 20% 
 

Professionalism • No flash points above 20% 

Solution 
Responsiveness 

• No flash points above 20% 

Goods/Services 
 



Research & Development Initiative                            
 

109 

Flash points above 20% in some parameters 

Services • No flash points above 20% 
 

Professionalism • No flash points above 20% 
 

Solution 
Responsiveness 

• No flash points above 20% 
 

 
 
 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

Drinking Water 0 A 5 
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Foot Over Bridge 0 A 5 

Waiting Room / Dormitory 0 A 5 

Food & Refreshments 0 A 5 

Toilets 0 A 5 

Wi-Fi 0 A 5 

ATM 2.8 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 
 

Parameter FlashPoint % Grade Weight 

Searching for trains 0 A 5 

Trains availability enquiry 0 A 5 

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 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 0 

Did not have to spend too much time while booking the 
tickets 

75 F 0 

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 0 

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 0 A 5 

Divyangjan facilities / services 0 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 deboarding the train 
 

Parameter FlashPoint 
% 

Grad
e 

Weig
ht 

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 / 
hotel / office 

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 
 

Parameter FlashPoint % Grade Weight 

Polite and courteous 0 A 5 

Professional 0 A 5 

Got all the help they wanted from the staff / website 80 F 0 
 

Behavior of the railway staff 

Parameter FlashPoint % Grade Weight 

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 16 D 2 
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Experiences of passengers using facilities at railway station 

Parameter FlashPoint % Grade Weight 

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. 

Parameter FlashPoint % Grade Weight 

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 

Parameter 
FlashPoint 

% 
Grad

e 
Weigh

t 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
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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 
 

Parameter FlashPoint % Grade Weight 

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 
 

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 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 

Parameter FlashPoint % Grade Weight 

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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11.3.3. 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 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 

DIMENSIONS CTS 

SERVICE TRUST 3.64 

PROFESSIONAL TRUST 3.33 

SOLUTION TRUST 5.00 

OVERALL 3.99 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 5.00 

PROFESSIONAL TRUST 4.89 

SOLUTION TRUST 5.00 

OVERALL 4.96 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 4.15 

PROFESSIONAL TRUST 4.40 

SOLUTION TRUST 5.00 

OVERALL 4.52 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 4.85 

PROFESSIONAL TRUST 4.83 

SOLUTION TRUST 5.00 

OVERALL 4.89 

  

GOODS 

DIMENSIONS CTS 

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. 

Dimension CitizenTrustScore 
Service Trust  4.69 

Professional Trust 4.75 

Solution Trust 5.00 

  
Division Level CTS 4.81 

 
 
 
 
 

A B C D E F 

 
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 • Facilities of drinking water were not satisfactory to 

the customers 

• Passengers did not find their preferred transport 

from station to their home/Hotel/Office. 

Professionalism • No flash points above 20% 

Solution Responsiveness • No flash points above 20% 

 

 

Parcel 

 

Flash points above 20% in some parameters 

Services • No flash points above 20% 

Professionalism • No flash points above 20% 

Solution Responsiveness • No flash points above 20% 

 

 

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

 

Flash points above 20% in some parameters 

Services • No flash points above 20% 

Professionalism • No flash points above 20% 

Solution Responsiveness • No flash points above 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 

 

Parameter Flashpoint % Grade Weight 

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  

 

Parameter Flashpoint % Grade Weight 

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  

Parameter FlashPoint % Grade Weight 

Searching for trains 0 A 5 

Trains availability enquiry 0 A 5 

Booking the tickets 0 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 5 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 A 5 

Felt safe and secured at the railway station 3.8 A 5 
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Experiences of passengers after deboarding the train 

 

Parameter Flashpoint 

% 

Grad

e 

Weig

ht 

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 

 

Parameter FlashPoint % Grade Weight 

Polite and courteous 0 A 5 

Professional 0 A 5 

Got all the help wanted from the staff / website 11.5 C 3 

 

Behavior of the railway staff 

 

Parameter FlashPoint % Grade Weight 

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 

 

Parameter FlashPoint % Grade Weight 

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  

 

Parameter FlashPoint % Grade Weight 

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 

 

Parameter Flashpoint 

% 

Grad

e 

Weigh

t 

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 

 

Parameter FlashPoint % Grade Weight 

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 were high 0 A 5 

 

12.2.2. Customers’ Responses - Professionalism 

 

Customer experience of interaction with various staff 

 

Parameter FlashPoint % Grade Weight 

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 
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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 

 

Parameter Flashpoint % Grade Weight 

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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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 

 

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 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 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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12.3.3. 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 0 A 5 

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 

DIMENSIONS CTS 

SERVICE TRUST 4.09 

PROFESSIONAL TRUST 4.33 

SOLUTION TRUST 5.00 

OVERALL 4.47 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 4.44 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 4.81 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 4.92 

PROFESSIONAL TRUST 4.40 

SOLUTION TRUST 5.00 

OVERALL 4.77 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 5.00 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 5.00 

  

GOODS 

DIMENSIONS CTS 

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.  

 

Dimension Citizen Trust Score 
Service Trust  4.99 

Professional Trust 5.00 

Solution Trust 4.80 

  
Division Level CTS 4.93 

 
 
 

A B C D E 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 • No flash points above 20% 

Professionalism • No flash points above 20% 

Solution Responsiveness • No flash points above 20% 

 
 

Parcel 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 

Professionalism • No flash points above 20% 

Solution 
Responsiveness 

• No flash points above 20% 

 

Goods/Services 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 

Professionalism • No flash points above 20% 

Solution 
Responsiveness 

• 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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 3.3 A 5 
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Experiences of passengers with the different aspects of ticket booking 
 

Parameter FlashPoint % Grade Weight 

Searching for trains 0 A 5 

Trains availability enquiry 0 A 5 

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 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 
the tickets 

0 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 find their seat without any hassle 0 A 5 

Could get a seat of their 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 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 
 

Parameter FlashP
oint % 

Grade Weigh
t 

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 / 
hotel / office 

0 A 5 

  
 

13.1.2 Passengers’ Responses - Professionalism 

 
Behavioral study of the staff is depicted under Professionalism 

 
Quality of interaction and service at the booking counter 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 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 my train 0 A 5 

 

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. 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint 
% 

Grad
e 

Weigh
t 

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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13.2. FINDINGS – PARCEL 
 

13.2.1 Customers’ Responses - Services 

 
Experience of customer while booking parcel/luggage 
 

Parameter FlashPoint % Grade Weight 

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 

 
 

13.2.2. Customers’ Responses - Professionalism 

 
Customer experience of interaction with various staff 
 

Parameter FlashPoint % Grade Weight 

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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13.2.3. Customers’ Responses - Solution Responsiveness 

 
Customer ratings of Indian railway staff 
 

Parameter FlashPoint % Grade Weight 

Helpful 0 A 5 

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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13.3. FINDINGS – GOODS/SERVICES 
 

13.3.1 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 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 

 

13.3.2. 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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13.3.3. 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 0 A 5 

Solves their problem 0 A 5 

 
Issues faced by customer while managing their operations 
 

Staff asked for gratification 100 F 0 

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

TICKET BOOKING 

DIMENSIONS CTS 

SERVICE TRUST 5.00 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 5.00 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 4.94 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 4.98 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 5.00 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 5.00 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 5.00 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 5.00 

  

GOODS 

DIMENSIONS CTS 

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 LJN division. 

 

Lucknow LJN Division (NER): Tables and Analysis 
 

 

 

Summary  
 

Aggregate Citizen Trust Score for Division 

Division level scores of Lucknow LJN 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.  

 

Dimension CitizenTrustScore 

Service Trust  4.15 

Professional Trust 4.40 

Solution Trust 4.36 

    

Division Level CTS 4.30 
 

 
 
 

A B C D 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 
Responsiveness 

• No flash points above 20% 

 

 
 

Parcel 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 
 

Professionalism • No flash points above 20% 

Solution 
Responsiveness 

• No flash points above 20% 
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Goods/Services [THOMPSONGANJ] 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 
 

Professionalism • No flash points above 20% 
 

Solution 
Responsiveness 

• No flash points above 20% 
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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 
 
 

Parameter FlashPoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

Searching for trains 0 A 5 

Trains availability enquiry 0 A 5 

Booking the tickets 0 A 5 

Payments 5 A 5 

 
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 65 F 0 

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 

 
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 

Parameter FlashPoint % Grade Weight 

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 
/ hotel / office 

10 B 4 

 

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 

Parameter FlashPoint % Grade Weight 

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 

Parameter FlashPoint % Grade Weight 

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 

Parameter FlashPoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

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 
 
 

Parameter 
FlashPoint 

% 
Grad

e 
Weigh

t 

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 
staff 

16 D 2 
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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 
 

Parameter FlashPoint % Grade Weight 

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 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 

 

Parameter FlashPoint % Grade Weight 

Parcel booking staff 0 A 5 

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

Professional & Efficient 0 A 5 

 

14.2.3. Customers’ Responses - Solution Responsiveness 
 

Customer ratings of Indian railway staff 
 

Parameter Flashpoint % Grade Weight 

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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14.3. FINDINGS – GOODS/SERVICES [THOMPSONGANJ] 
 
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 
 

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 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 
 

Parameter FlashPoint % Grade Weight 

Commercial staff at the Goodshed/ Terminal 0 A 5 

Staff at the Station (e.g., SM) 10 B 4 

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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14.3.3. 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 0 A 5 

Solves their problem 0 A 5 

 
Issues faced by customer while managing their operations 
 

Staff asked for gratification 20 D 2 

Staff had middle men / touts involved 20 D 2 
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Division CTS- Touch Point 
 

TICKET BOOKING 

DIMENSIONS CTS 

SERVICE TRUST 3.73 

PROFESSIONAL TRUST 4.00 

SOLUTION TRUST 5.00 

OVERALL 4.24 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 4.13 

PROFESSIONAL TRUST 4.33 

SOLUTION TRUST 5.00 

OVERALL 4.49 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 3.38 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 3.00 

OVERALL 3.79 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 4.69 

PROFESSIONAL TRUST 4.33 

SOLUTION TRUST 5.00 

OVERALL 4.68 

  

GOODS 

DIMENSIONS CTS 

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. 

 

Dimension CitizenTrustScore 
Service Trust  4.51 

Professional Trust 4.93 

Solution Trust 4.96 

  
Division Level CTS 4.80 

 

 
 

A B C D 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 • 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 

• Passengers couldn’t get a seat of their choice 
 

Professionalism • The TTE did not help the passengers tremendously 
 

Solution 
Responsiveness 

• No flash points above 20% 

 

 

Parcel 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 
 

Professionalism • No flash points above 20% 
 

Solution 
Responsiveness 

• No flash points above 20% 

 

 
 

Goods/Services [ALAMNAGAR] 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 
 

Professionalism • No flash points above 20% 
 

Solution 
Responsiveness 

• 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 
 

Parameter FlashPoint % Grade Weight 

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  
 
 

Parameter FlashPoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

Searching for trains 0 A 5 

Trains availability enquiry 0 A 5 

Booking the tickets 5 A 5 

Payments 5 A 5 

 
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 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 0 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 
 

Parameter 
FlashPoint 

% 
Grad

e 
Weig

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 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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter 
FlashPoin
t % 

Grad
e 

Weigh
t 

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 
 

Parameter FlashPoint % Grade Weight 

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 

 

Parameter FlashPoint % Grade Weight 

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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15.2.3. Customers’ Responses - Solution Responsiveness 
 

Customer ratings of Indian railway staff 
 

Parameter FlashPoint % Grade Weight 

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 
 

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 0 A 5 

Safe hygienic working conditions for laborers /loaders 0 A 5 

Correct billing of demurrage / wharfage 0 A 5 

Overall ambience lighting & security in the area 0 A 5 

 
 

15.3.2. Customers’ Responses - Professionalism 

 
Experience of customer after interacting with railway staff 
 

Parameter FlashPoint % Grade Weight 

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 5 

Theft and pilferage was high 0 A 5 
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15.3.3. 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 0 A 5 

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 

DIMENSIONS CTS 

SERVICE TRUST 4.91 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 4.97 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 4.13 

PROFESSIONAL TRUST 4.67 

SOLUTION TRUST 5.00 

OVERALL 4.60 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 3.62 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 4.54 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 4.92 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 5.00 

OVERALL 4.97 

  

GOODS 

DIMENSIONS CTS 

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 
 

 
 

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. 

Dimension CitizenTrustScore 

Service Trust  3.50 

Professional Trust 4.51 

Solution Trust 3.07 

    

Division Level CTS 3.69 
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A B C D E F 

 
 
The average grading of this division is C with a trust score of 3.69. 

 
 
Significant Flash Points (Flashpoints more than 20%) 

 

Passengers 
 

Flash points above 20% in some parameters 

Services • 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 
 

Professionalism • The TTE did not help the passengers tremendously 

• Behavior of Compartment Attendant Staff was not 
good 

 

Solution 
Responsiveness 

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

 

 

Parcel 
 

Flash points above 20% in some parameters 

Services • Theft and pilferage was high 
 

Professionalism • No flash points above 20% 
 

Solution 
Responsiveness 

• Staff had middle men/ touts involved 

• Staff asked for gratification 
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Goods/Services 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 

Professionalism • No flash points above 20% 
 

Solution 
Responsiveness 

• No flash points above 20% 

 

 
 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 33.3 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 
 

Parameter FlashPoint % Grade Weight 

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 

 
 
  



Research & Development Initiative                            
 

168 

16.1.2 Passengers’ Responses - Professionalism 
 
Behavioral study of the staff is depicted under Professionalism 

 
Quality of interaction and service at the booking counter 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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. 

 
Parameter FlashPoint % Grade Weight 

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 
 

Parameter 
FlashPoin

t % 
Grad

e 
Weigh

t 

Filing a complaint and getting an action 33.3 F 0 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

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 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 
 

Parameter FlashPoint % Grade Weight 

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 
 

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 20 D 2 
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Division CTS- Touch Point 
 

TICKET BOOKING 

DIMENSIONS CTS 

SERVICE TRUST 4.18 

PROFESSIONAL TRUST 3.33 

SOLUTION TRUST 3.67 

OVERALL 3.73 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 2.81 

PROFESSIONAL TRUST 4.89 

SOLUTION TRUST 5.00 

OVERALL 4.23 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 3.31 

PROFESSIONAL TRUST 5.00 

SOLUTION TRUST 0.00 

OVERALL 2.77 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 4.46 

PROFESSIONAL TRUST 4.83 

SOLUTION TRUST 2.50 

OVERALL 3.93 

  

GOODS 

DIMENSIONS CTS 

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 
 

 
 

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. 

 

Dimension CitizenTrustScore 

Service Trust  4.52 

Professional Trust 4.38 

Solution Trust 4.44 

    

Division Level CTS 4.45 
 
 
 
 

A B C D 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 • Poor facilities of ATM at the railway station 

• Poor facilities of Wifi at the railway station 

• Ticketing process was not smooth and efficient  

• Passengers denied from getting a seat of their choice 
 

Professionalism • The TTE did not help the passengers tremendously 
 

Solution 
Responsiveness 

• No flash points above 20% 

 

 
 
 

Parcel 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 
 

Professionalism • No flash points above 20% 
 

Solution 
Responsiveness 

• Staff had middle men/ touts involved 

 

 
 
 

Goods/Services 
 

Flash points above 20% in some parameters 

Services • No flash points above 20% 
 

Professionalism • No flash points above 20% 

Solution 
Responsiveness 

• No flash points above 20% 
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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 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 5 

Station Announcements 7.5 B 4 

Parking Facilities 0.0 A 5 

 
Experiences of passengers with the different aspects of ticket booking 
 

Parameter FlashPoint % Grade Weight 

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 0 

 
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 A 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 A 5 

Felt safe and secured at the railway station 0.0 A 5 

 
Experiences of passengers after de-boarding the train 
 

Parameter 
FlashPoint 

% 
Grad

e 
Weigh

t 

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 0.0 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 
 

Parameter FlashPoint % Grade Weight 

Polite and courteous 4.3 A 5 

Professional 0 A 5 

Got all the help I wanted from the staff / website 17.4 D 2 

 
Behavior of the railway staff 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 



Research & Development Initiative                            
 

180 

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 
 
 

Parameter FlashPoint % Grade Weight 

Making any complaints & getting a response 4.3 A 5 

Helpful 8.7 B 4 

Solved my queries / problems 0.0 A 5 

 
Experiences of the passengers using services in the train 

 

Parameter 
FlashPoint 

% 
Grad

e 
Weigh

t 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 5 

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

 
Customer ratings of Indian railway staff 
 

Parameter FlashPoint % Grade Weight 

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 0 
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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 
 

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 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 
 

Parameter FlashPoint % Grade Weight 

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 20 D 2 

Professional & Efficient 0 A 5 

Theft and pilferage was high 0 A 5 
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17.3.3. 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 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 

DIMENSIONS CTS 

SERVICE TRUST 4.09 

PROFESSIONAL TRUST 4.00 

SOLUTION TRUST 4.67 

OVERALL 4.25 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 4.13 

PROFESSIONAL TRUST 4.78 

SOLUTION TRUST 5.00 

OVERALL 4.63 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 4.38 

PROFESSIONAL TRUST 3.80 

SOLUTION TRUST 4.00 

OVERALL 4.06 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 5.00 

PROFESSIONAL TRUST 4.83 

SOLUTION TRUST 3.75 

OVERALL 4.53 

  

GOODS 

DIMENSIONS CTS 

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.  

 

Dimension CitizenTrustScore 

Service Trust  2.72 

Professional Trust 3.36 

Solution Trust 2.89 

  
Division Level CTS 2.99 

 
 
 
 

A B C 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 
 

 Flash points above 20% in some parameters 

 
Services 

 

• 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  

Professionalism • 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  
 

Solution 
Responsiveness 

 

 

• No flash points above 20% 

 

 

 

  

Parcel 
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 Flash points above 20% in some parameters 
 

Services • Poor experience regarding the correct information 
about rates, trains, etc. 

• Poor availability of help in the form of laborers/ 
loaders 

•  Not happy with the compensation in case of 
damages 

• Theft and pilferage were high. 

Professionalism • No flash points above 20% 

 
Solution Responsiveness 

 

• Staff asked for gratification 

• Staff had middle men/ touts involved  

 

 

 

Goods/Services 
 

Flash points above 20% in some parameters 

Services • Online booking system is not quite smooth 

• Not good experience with the information about 
arrival/ departure of rakes 

• Poor experience of hygienic working conditions for 
laborers/ loaders 

• Not good experience with the overall ambience 
lighting & security in the area 
 

Professionalism • Theft and pilferage was high. 

Solution Responsiveness • Not good ratings to the solution responsiveness  

• Staff asked for gratification 

• 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 
 

Parameter FlashPoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

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  

 

Parameter FlashPoint % Grade Weight 

Searching for trains 0 A 5 

Trains availability enquiry 0 A 5 

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 0 A 5 

Clean, hygienic booking office 0 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 0 

Could get a seat of their choice 14.3 C 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 1 

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 
 

Parameter Flashpoint 
% 

Grad
e 

Weig
ht 

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 / 
hotel / office 

0 A 5 

 

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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Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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  
 

Parameter FlashPoint % Grade Weight 

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 

a response.  

Experiences of the passengers using services in the train 
 

Parameter FlashPoint 
% 

Grad
e 

Weigh
t 

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 
staff 

0 A 5 

 
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 
 

Parameter FlashPoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 5 

Professional & Efficient 0 A 5 

 

 

18.2.3. Passengers’ Responses - Solution Responsiveness 

 
Customer ratings of Indian railway staff 
 

Parameter Flashpoint % Grade Weight 

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 
 

Parameter FlashPoint % Grade Weight 

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 

Parameter FlashPoint % Grade Weight 

Commercial staff at the Goodshed/ Terminal 0 A 5 

Staff at the Station (E.g., SM) 20 D 2 

Senior Railways officers 10 B 4 

 
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 4 

Professional & Efficient 0 A 5 

Theft and pilferage was high 30 F 0 

 
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 

Parameter FlashPoint % Grade Weight 

Help from Railways staff in case of any difficulty 0 A 5 

Helpful 10 B 4 

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 

DIMENSIONS CTS 

SERVICE TRUST 4.00 

PROFESSIONAL TRUST 3.33 

SOLUTION TRUST 4.67 

OVERALL 4.00 

  

AT THE STATION 

DIMENSIONS CTS 

SERVICE TRUST 2.63 

PROFESSIONAL TRUST 4.22 

SOLUTION TRUST 4.00 

OVERALL 3.62 

  

IN THE TRAIN 

DIMENSIONS CTS 

SERVICE TRUST 2.23 

PROFESSIONAL TRUST 1.40 

SOLUTION TRUST 2.00 

OVERALL 1.88 

  

PARCEL 

DIMENSIONS CTS 

SERVICE TRUST 2.54 

PROFESSIONAL TRUST 4.50 

SOLUTION TRUST 2.00 

OVERALL 3.01 

  

GOODS 

DIMENSIONS CTS 

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. 

 

Dimension CitizenTrustScore 

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 
 

Dimension CitizenTrustScore 

Service Trust  4.27 

Professional Trust 4.29 

Solution Trust 4.75 

   
16 Divisions CTS 4.44 

 
 

At the Station 

Dimension CitizenTrustScore 

Service Trust  4.23 

Professional Trust 4.70 

Solution Trust 4.81 

   
16 Divisions CTS 4.58 
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In the Train 

 

Dimension CitizenTrustScore 

Service Trust  4.09 

Professional Trust 4.36 

Solution Trust 4.13 

   
16 Divisions CTS 4.19 

 
 

Parcel 
 

Dimension CitizenTrustScore 

Service Trust  4.49 

Professional Trust 4.84 

Solution Trust 4.14 

   
16 Divisions CTS 4.49 

 
 

Goods 
 

Dimension CitizenTrustScore 

Service Trust  4.38 

Professional Trust 4.70 

Solution Trust 4.29 

   
16 Divisions CTS 4.45 
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PICTURE GALLERY 
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Annexure  
(Questionnaire) 

 

 



 

 

 

 

 

Questionnaire - English 



 

Questionnaire  1: Ticket Booking Experience 
 

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 book? 

o Express      o Mail o Intercity  o Shatabdi o Rajdhani o Duronto o Garib Rath 

o Passenger  o Holiday Special 
 

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 

     

 

 
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 

I got the ticket of my choice without any hassle   

I did not have to spend too much time while booking the tickets   

I found the ticketing process smooth and very efficient   

I got all the help I 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. Which train 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 

see 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 

I was able to board the train and find my seat without any hassle    

I could get a seat of my choice    

The TTE helped me tremendously    

I had a comfortable and clean travel in the train    

I 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. Which train 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   

I had a safe and smooth boarding experience   

I was treated  professionally and with respect by the Indian Railways staff   

I 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 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 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 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 reached my destination station safely   

I got down from the train smoothly and without any delay   

I was able leave the platform and station without any trouble   

I 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 

required 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       

 

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 Senior Citizen 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 

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      

 

 
5. What was your experience while loading / unloading your parcel? 

 
 Excellent Good Average Poor Very 

Poor 

Didn’t 

Need/ 

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 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 

Poor 

Didn’t 

Intera

ct / 

Didn’t 

See 

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) 

       उत्तरदाता की प्रोफाइल (एकाधिक चयन की अनुमधत) 

o Woman       o Senior Citizen     o Student    o Salaried Professional o Businessman / Trader  

o Divyangjan   o Unemployed      o Other 

 

2. Which Train did you book? .  

आपने धकस  सी ट्र ेन में  बुक धकया ? 

3. o Express      o Mail o Intercity  o Shatabdi o Rajdhani o Duronto o Garib Rath 

o Passenger  o Holiday Special 
 

3. If you booked the tickets online, what was your experience with the different aspects of ticket 

booking? . यधद आपने ऑनलाइन धट्कट् बुक धकए हैं, तो धट्कट् बुधकिं ग के धिधिन्न पहलुओिं के साथ 

आपका अनुिि क्या था? 

 
 Excell

ent 

Good Average Poor Very Poor 

Searching for trains  .  

ट्र ेनोिं के बारे में जानकारी देना या उनको खोजना  

     

Trains availability enquiry                                              

ट्र ेनोिं की उपलब्धता की जानकारी 

     

Booking the tickets                                                

धट्कट् बुक कराना 

     

Payments िुगतान      

Making any complaints & getting a response  

कोई िी धिकायत दजज करना और जिाब 

धमलना 

     

 

 
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?  

 यधद आप बुधकिं ग काउिंट्र पर धट्कट् बुक करते हैं, तो आप काउिंट्र पर िारतीय रेलिे के 

कमजचाररयोिं द्वारा प्रदान की जाने िाली अपनी बातचीत और सेिा की गुणित्ता को कैसे रैं धकिं ग 

करें गे ? 

 

 Excellent Good Average Poor Very Poor Did not use 

धिनम्र और  िद्       

पेिेिर/प्रोफेिनल        

मददगार        

मेरे प्रश्ोिं / समस्याओिं को हल धकया        

 

5. Did you find the right and useful information from the different reservation  enquiry and 

information services at the station / reservation  counter? 

 क्या आपको से्टिन पर सूचना सेिाएिं / आरक्षण काउिंट्र पर पूछ- ताछ से सही और उपयोगी जानकारी धमली ? 
 
 Excellent Good Average Poor Very Poor Didn’t see/ 

Didn’t use 



स्पष्ट और समू्पणज जानकारी धमली  

 साफ करें , पूरी जानकारी 

      

साफ और स्वच्छ बुधकिं ग ऑधफस        

कायज प्रणाली सुचारु रूप से चलना        

सुरक्षा और सुरधक्षत िातािरण        

 

5. Do these statements reflect your experience of ticket booking? 

 आपके अनुसार क्या ये कथन धट्कट् बुधकिं ग के आपके अनुिि को दिाजते हैं? 
 Yes No 

मुझे धबना धकसी झिंझट् के मेरी पसिंद का धट्कट् धमल गया   

I did not have to spend too much time while booking the tickets  

मुझे धट्कट् बुक करते समय ज्यादा समय नही िं  लगाना  पडा। 

  

मुझे धट्कट् बुक करने की प्रधिया आसान और उपयुक्त लगी    

मुझे िह सिी मदद धमली जो मैं कमजचाररयोिं / िेबसाइट् से चाहता था   

 



 

Questionnaire  2: Passenger Experience in the Train 

                  (ट्र ेन में यात्री का अनुभव) 
 

1. Profile of Respondent (Multiple selection permitted)    

    उत्तरदाता की प्रोफाइल (एकाधिक चयन की अनुमधत) 

 

o Woman    o Senior Citizen  o Student  o Salaried Professional  o Businessman / Trader  

o Divyangjan o Unemployed  o Others 

 

2. Which train did you take?  

आपने कौन सी ट्र ेन पकडी? 

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?  

ट्र ेन के अंदर धवधभन्न सुधविाओं का उपयोग करने का आपका अनुभव कैसा  था? 
 

 
 Excellent Good Average Poor Very Poor Didn’t use / 

Didn’t see 

Lighting रोशनी/प्रकाश        

 कम्पाट्टमेंट् ( क्लीननेस )       

ट्ॉयलेट् /वाशबेधसन        

सीट् /बथट        

ए सी  / फैन        

जनरल फनीचर        

पेंट्र ी कार  /डाइधनंग कार        

 

4. Did you use any of these services on the train? What was your experience? 

 क्या आपने ट्र ेन में इनमें से धकसी भी सेवा का उपयोग धकया है? आपका अनुभव कैसा रहा? 

 
 

 Exc

elle

nt 

Good Average Poor Very Poor Didn’t use / 

Didn’t see 

सीट्/ बथट बदलना        

वाई -फाई        

जलपान खाना        

बेड रोल        

धशकायत दजट करना और उसपर सुनवाई होना        

 

5. Did you interact with any Indian Railway staff? How did they behave with you?  

क्या आपने धकसी भारतीय रेलवे कमटचारी के साथ बातचीत की? उन्ोनें आपके साथ कैसा व्यवहार धकया? 

 

 Excellent: 

मददगार 

मेरी सम

स्याओ ं को 

हल धकया 

Good: धवनम्र और 

प्रोफेशनल  

Average: 

धकसी और 

को  समस्या 

सुलझाने के 

धलए डाइवट्ट 

धकया   issue 

to someone 

else 

Poo

r: 

अस

भ्य 

एवं 

ख़रा

ब 

व्य

व्हार 

धकया

  an

Very Poor: 

याधत्रयो ंके 

धलए असुधविा 

पैदा की  

Didn’t 

intera

ct 

/ Didn’t 

see धट्कट्  एक्जामनर        

आर पी एफ / पुधलस        

कम्पाट्टमेंट् अट्ेंडेंट् स्टाफ (क्लीनर 

,बेडरोल आधद ) 

      

केट्ररंग / पेंट्र ी कार  स्टाफ        

अन्य रेलवे स्टाफ        



 

 

 

6. Do these statements describe your experience?  

अभी मै आपके सामने कुछ वाक्य  बोल ंगा आप बताये धक आपके अनुभव को दशाटते है 

 Yes No    Not pplicable 

मुझे  ट्र ैन में चढ़ने और सीट् खोजने में कोई परेशानी नही ंहुई     

मुझे अपनी पसंद की सीट् धमली     

ट्ीट्ीई ने मेरी काफी मदद की    

मेरी ट्र ैन की यात्रा आरामदायक एवं साफ सुथरी थी     

ट्र ैन में रेलवे सुरक्षा बल की उपस्थथधत में  मै सकुशल और सुरधक्षत था    

 

 



 

Questionnaire  3: Experience before Boarding the Train 

 

1. Profile of Respondent (Multiple selection permitted) 

1. उत्तरदाता की प्रोफाइल (एकाधिक चयन की अनुमधत)    

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? 

2. आपने कौन सी ट्र ेन पकडी? 

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? 

 3.क्या आपने रेलवे स्टेशन पर इनमें से किसी सुववधा िा उपयोग किया? आपिा अनुभव िैसा रहा ? 

 

 Excellent Good Average Poor Very Poor Didn’t use / 

Didn’t notice 

पीने िा पानी 
 

      

फुट ओवर ब्रिज       

वेटटिंग रूम / डारमेट्री       

भोजन और जलपान       

शौचालय       

वाई फाई       

एटीएम       

टिशा साइन बोडड / डडजजटल डडस््ले       

स्टेशन पे िी गयी घोषणा       

पाकििं ग सुववधाएँ       

  
4 Did you use any of the services given below? What was your experience? 
4 क्या आपने नीचे िी गई सवेाओिं में स ेकिसी िा उपयोग किया? आपिा अनुभव क्या था? 

 Excellent Good Average Poor Very Poor Didn’t use / 

Didn’t notice 

पूछताछ सेवाएिं       

शशिायत िजड िरना और स्टेशन मास्टर से फीडबैि 
शमलना 

      

सामान िी बुकििं ग       

टिवयािंगजन सुववधाएिं / सेवाएिं       

सामान लािर / क्लॉि रूम       

स्वास््य सेवाएिं / आपातिालीन सेवाएँ       

 
5. Did you interact with the following at the Station? What was your experience? 
5  क्या आपने स्टेशन पर ननम्नशलखित िे साथ बातचीत िी? आपिा अनुभव िैसा रहा? 

 Excellent Good Average Poor Very Poor Didn’t use / 

Didn’t see 



स्टेशन मास्टर       

पूछताछ क्लिड        

टे्रन परीक्षि       

सहायि/िुली       

प्रतीक्षालय िे िमडचारी       

सामान सेवा िमडचारी       

िुिानों, रेस्तरािं और स्टालों पर िमडचारी       

 
6. Do these statements describe your experience? 

6 अभी में आपिे सामने िुछ वाक्य बोलूिंगा आप बताये िी ये आपिे अनुभव िो िशाडते है 

 Yes No 

टे्रन में चढ़न ेसे पहले मुझे सभी आवश्यि सही जानिारी शमली   

मेरी टे्रन में चढ़ने िा अनुभव सुरक्षक्षत एविं सरल था   

भारतीय रेलवे िे िमडचाररयों द्वारा मेरे साथ पेशेवर और सम्मान िे साथ वयवहार किया गया   

मैंन ेरेलवे स्टेशन पर सिुशल और सरुक्षक्षत महससू किया   

 

 

 

  



Questionnaire  4: Experience after De-boarding from the Train 
 

1 Profile of Respondent (Multiple selection permitted) 

1 उत्तरदाता की प्रोफाइल (एकाधिक चयन की अनुमधत)    

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? 

2. आपने कौन सी ट्र ेन पकडी? 

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? 

3 क्या आपने रेलव ेस्टेशन पर इनमें से किसी सुववधा िा उपयोग किया? आपिा अनुभव िैसा रहा ? 
 Excellent Good Average Poor Very Poor Didn’t use / Didn’t 

notice 

पीने िा पानी 
 

      

फुट ओवर ब्रिज       

वेटटिंग रूम / डारमेट्री       

भोजन और जलपान       

शौचालय       

वाई फाई       

एटीएम       

टिशा साइन बोडड / डडजजटल डडस््ले       

स्टेशन पे िी गयी घोषणा       

 

4. Did you use any of the services given below? What was your experience? 
4 क्या आपने नीचे िी गई सवेाओिं में स ेकिसी िा उपयोग किया? आपिा अनुभव क्या था? 

 
 Excellent Good Average Poor Very Poor Didn’t use / 

Didn’t notice 

पूछताछ सेवाएिं       

शशिायत िजड िरना और स्टेशन मास्टर से फीडबैि 
शमलना 

      

सामान िी बुकििं ग       

टिवयािंगजन सुववधाएिं / सेवाएिं       

सामान लािर / क्लॉि रूम       

स्वास््य सेवाएिं / आपातिालीन सेवाएँ       

टैक्सी / ऑटो सेवाएिं       

 

5.  Did you interact with Indian Railways staff? What was your experience? 

5. क्या आपने स्टेशन पर ननम्नशलखित िे साथ बातचीत िी? आपिा अनुभव िैसा रहा? 



 Excellent Good Average Poor Very Poor Didn’t use / 

Didn’t see 

स्टेशन मास्टर       

पूछताछ क्लिड        

टे्रन परीक्षि       

सहायि/िुली       

प्रतीक्षालय िे िमडचारी       

सामान सेवा िमडचारी       

िुिानों, रेस्तरािं और स्टालों पर िमडचारी       

 

6. Do these statements describe your experience? 

6. अभी में आपिे सामने िुछ वाक्य बोलूिंगा आप बताये िी ये आपिे अनुभव िो िशाडत ेहै 

 Yes No 

मैं अपन ेगिंतवय स्टेशन पर सुरक्षक्षत पहुिंच गया   

मैं ब्रबना किसी िेरी िे टे्रन से आसानी से उतर गया   

मैं ब्रबना किसी परेशानी िे ्लेटफॉमड और स्टेशन से बाहर ननिला   

मुझे स्टेशन से मेरे घर/होटल/िायाडलय ति मेरा पसिंिीिा पररवहन शमला   

 

 

  



Questionnaire  5: Goods Services  

माल सेवाएं 
 

1. Name of the Goods shed / Freight Terminal where you are a regular customer. 

    1. गुड्स शेड/फे्रट टर्मिनल का नाम जहा ंआप एक ननयर्मत ग्राहक हैं। 
Your Answer – 

 

2. प्रोफाइल (सवेक्षणकताि द्वारा भरा जाना है) 
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? 
3. आपके माल ढुलाई की बुककंग, बबर्लगं और ननगरानी के समय आपका अनुभव कैसा था? 

 
 Excellent Good Average Poor Very Poor Didn’t use 

दरों, छूटों आदद के बारे में स्पष्ट 
जानकारी। 

      

सुचारू ऑनलाइन बुककंग प्रणाली       

त्रुदट मुक्त भुगतान प्रणाली       

रेलवे रसीद और अन्य महत्वपूणि 
दस्तावेजों की डडलीवरी 

      

सही, वास्तववक बबर्लगं       

ऑनलाइन ननगरानी और टै्रककंग प्रणाली       

 

4. What is your experience at the time of loading/unloading of your freight? 

4. अपने माल की लोडडगं/अनलोडडगं के समय आपका क्या अनुभव है? 
 
 Excellent Good Average Poor Very 

Poor 

Didn’t use 

/ Not 

required रेकों के आगमन/प्रस्थान के बारे में जानकारी       

ट्रकों/अन्य वाहनों के र्लए माल टर्मिनल 
तक पहंुच 

      

मजदरूों/ लोडर के र्लए सरुक्षक्षत स्वच्छ काम करने की 
सुववधा 
 

      

ककसी भी कदिनाई/समस्या के मामले में रेलवे 
कमिचाररयों से सहायता 

      

ववलंब शुल्क/घाट शुल्क की सही बबर्लगं       

एररया में पयािप्त रोशनी और सुरक्षा की व्यवस्था       

 

5. Which Railway staff did you interact with? What was your experience with them? 
   5.  आपने ककस रेलवे कमिचारी के साथ बातचीत की? उनके साथ आपका अनुभव कैसा रहा? 
 Excellent Good Average Poor Very Poor 

गुडशेड/टर्मिनल स्टेशन पर व्यावसानयक कमिचारी      

स्टेशन पर कमिचारी (जैस,े एसएम)      

वररष्ि रेलवे अधधकारी      

 



 

6. Overall, how you would rate the Indian Railways staff? 

6. कुल र्मलाकर, आप भारतीय रेलवे के कमिचाररयों को कैसे आंकें गे? 

  
 High Medium Low 

ववनम्र और भद्र    

पेशेवर और कुशल     

मददगार     

मेरी समस्या का समाधान करता है    

 

7. Did you face any of these issues while managing your operations? 

7. क्या आपने अपने कायों का प्रबंधन करते समय इनमें से ककसी समस्या का सामना करना पडा ? 

 Yes No 

कमिचाररयों ने ररश्वत मांगी    

कमिचाररयो में बबचौर्लए / दलाल शार्मल थे   

चोरी और गुमशुदगी का सामना करना पडा   

 
 



Questionnaire  6: Parcel Services 
      

1.  Name of the station / parcel office recently visited. 

1. हाल ही में गए स्टेशन/पार्सल कार्ासलर् का नाम 

 
Your Answer – 

 
2. Profile of respondent (Multiple selection permitted) 

2 उत्तरदाता की प्रोफाइल (एकाधिक चयन की अनुमधत) 

o Woman      o Senior Citizen o Student o Salaried Professional o Businessman / Trader 

o Divyangjan o Other 
 

 

3. Type of parcel booked 

3  बुक ककए गए पार्सल का प्रकार 

o Personal luggage e.g. bike, furniture, appliance, etc. (for shifting)  

      स्वमे का र्ामान में बाइक, फनीचर, उपकरण, आदि (स्थानाांतरण के ललए) 
o Business / Trade-products for the market 

      व्र्ापार / बाज़ार र् ेर्ांबांधित प्रोडक्ट माकेट के ललए 

o Courier consignment - packages of customers 

       कूररर्र माल - ग्राहकों के पैकेज 

o Special consignment - for some event or occasion 

      ककर्ी इवेंट र्ा ककर्ी ववशेष अवर्र पर    

 
4. What was your experience while booking your parcel / luggage? 
4 अपने पार्सल/र्ामान बुक करते र्मर् आपका अनुभव कैर्ा रहा? 

 
 Excellent Good Average Poor Very 

Poor प्रभावी र्रलतम प्रकिर्ा      

र्ाफ, स्वच्छ बुककांग कार्ासलर्      

र्कुशल और रु्रक्षित वातावरण      

िरों, टे्रनों आदि के बारे में र्ही जानकारी।      

र्ही कीमत और बबललांग      

त्रुदट मुक्त भुगतान       

 

 
5. What was your experience while loading / unloading your parcel? 

5 अपने पार्सल को लोड/अनलोड करते र्मर् आपका अनुभव क्र्ा था ? 

 
 Excellent Good Average Poor Very 

Poor 

Didn’t 

Need/ 

Didn’t 

use 
पार्सल के आगमन/प्रस्थान के बारे में जानकारी        

लोड/अनलोड करने के ललए उपलब्ि र्मर्       

ओवर कैररज के मामले में मिि       



मजिरू/लोडर के रूप में र्हार्ता की उपलब्िता       

रु्रिा       

नुकर्ान के मामले में मुआवजा       

 

6. With whom did you interact with? What was your experience with them? 
6 आपने ककर्के र्ाथ बातचीत की? उनके र्ाथ आपका अनुभव कैर्ा रहा ? 

 
 Excellent Good Average Poor Very 

Poor 

Didn’t 

Intera

ct / 

Didn’t 

See 
पार्सल बुककां ग स्टाफ       

पार्सल हेल्पर्स (पैकर्स, लोडर, आदि)       

आउटर्ोर्स कमसचारी (वे कमसचारी जो भारतीर् रेलवे 
के नहीां है) 

      

पार्सल पर्सवेिक/वररष्ठ अधिकारी       

 

 
 
 

7. Overall, how you would rate the Indian Railways staff? 
7 कुल लमलाकर, आप भारतीर् रेलवे के कमसचाररर्ों को कैर्े आांकें गे? 

 
 High Medium Low 

ववनम्र एवां भद्रा    

प्रोफेशनल और कुशल     

मििगार    

मेरी र्मस्र्ा का र्मािान करता है    

 

8. Did you face any of these issues while managing your operations? 
    8. क्र्ा आपको अपने पार्सल बुककां ग करते र्मर् इनमें र्े ककर्ी र्मस्र्ा का र्ामना करना पड़ा?  
 Yes No 

स्टाफ ने ररश्वत माांगी    

स्टाफ में बबचौललए / िलाल शालमल थे   

चोरी और गुमशुिगी का र्ामना करना पड़ा   

 



 

 

 

 

 

Questionnaire - Bangla 



QUESTIONNAIRE 1: TICKET BOOKING EXPERIENCE 
প্রশ্ন 1: টিকিট বুকিিংয়ের অকিজ্ঞতা 

 

1. Profile of Respondent (Multiple selection permitted) 
উত্তরদাতার প্প্রাফাইল (এিাকিি অপশন বাছা যায়ব) 

o Woman      
মহিলা 

o Senior Citizen 
বয়ষ্ক নাগহিক     

o Student 
পড়ুয়া 

o Salaried Professional 
চাকুহিজীহব 

o Businessman / Trader 
বযবসায়ী 

o Divyangjan 
প্রহিবন্ধী 

o Unemployed 
কমমিীন 

o Other 
অনযানয 

2. Which Train did you book? 
আপকন প্িান প্েন বিু িয়রয়ছন? 

o Express 
এক্সপ্রপ্রস 

o Mail 
মমল 

o Intercity 
ইন্টািহসটি 

o Shatabdi 
শিাব্দী 

o Rajdhani 
িাজধানী 

o Duronto 
দ়ুিন্ত 

o Garib Rath 
গিীব িথ 

o Passenger 
পযাপ্রসঞ্জাি 

o Holiday Special 
িহলপ্রে মেশাল 

 



3. If you booked the tickets online, what was your experience with the different 

aspects of ticket  booking? 

আপকন যকদ অনলাইয়ন টিকিট বিু িয়র থায়িন, তাহয়ল টিকিট বুকিিংয়ের কবকিন্ন িাপ কিকলয়ে 

আপনার অকিজ্ঞতা িী? 

 

 Excellent 

খ়ুব ভাপ্রলা 
Good 

ভাপ্রলা 
Average 

মমাটাম়ুটি 

Poor 

খািাপ 

Very Poor 

খ়ুব খািাপ 

Searching for trains 

মেন মখাোঁজাি মেপ্রে 

     

Trains availability enquiry 

সন্ধাপ্রনি সময় সিপ্রজ মেন পাওয়া 
     

Booking the tickets 
টিহকট ব়ুক কিাি মেপ্রে 

     

Payments 

মপপ্রমন্ট 

     

Making any complaints & getting a 

response 

মকানও অহভপ্র াগ জানাপ্রনা ও িাি উত্তি মপপ্রি 

     

 
 

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? 

আপকন যকদ টিকিটটি বুকিিং িাউন্টায়র বুি িরয়তন, তাহয়ল আপকন িাউন্টায়র থািা 
িারতীে প্রয়লর িিীর সয়ে আপনার িয়থাপিথনয়ি িত প্রটিিং কদয়তন? 

 

      Did not use 

বযবিাি কহিহন 

Polite and courteous 
নম্র এবং ভদ্র 

      

Professional 
মপশাদাি 

      

Helpful 

সািা য কপ্রিপ্রেন 

      

Solved my queries / problems 

আপনাি প্রশ্ন / সমসযা হমটিপ্রয়প্রেন 

      

 
 

5. Did you find the right and useful information from the different reservation 

enquiry and  information services at the station / reservation counter? 

প্েশন বা করজায়িে শন িাউন্টার প্থয়ি আপকন করজায়িে শন সিংক্রান্ত সঠিি এবিং িায়জর 

তথয প্পয়েয়ছন? 

 

      Didn’t see/ 

Didn’t use 

মদহখহন / বযবিাি 

কহিহন 

Clear, complete information       



পহিষ্কাি, সমূ্পর্ম িথয 
Clean, hygienic booking office 
পহিষ্কাি, স্বাস্থ্যকি ব়ুহকং অহিস 

      

Well maintained working systems 
সঠিকভাপ্রব িের্াপ্রবের্ কিা হসপ্রেম 

      

Sense of security and safe environment 
হনিাপত্তা বযবস্থ্া এবং হনিাপদ পহিপ্রবশ 

      

 

6. Do these statements reflect your experience of ticket booking? 
আপকন যা বয়লয়ছন প্সটা কি আপনার বুকিিং অকিজ্ঞতার প্রকতফলন? 

 
 Yes 

িযাোঁ 
No 
না 

I got the ticket of my choice without any hassle 
আহম মকানও সমসযা োডা আমাি পেপ্রেি টিহকট মপপ্রয় মগহে 

  

I did not have to spend too much time while booking the tickets 

টিহকট ব়ুহকংপ্রয়ি সময় আমাপ্রক খ়ুব একটা মবহশ সময় হদপ্রি িয়হন 

  

I found the ticketing process smooth and very efficient 

টিহকট কাটাি প্রহিয়াটি খ়ুব সিজ এবং দ্রুি হেল 

  

I got all the help I wanted from the staff / website 
আমাি  া সিায়িাি দিকাি হেল িা সব আহম োি / ওপ্রয়বসাইট মথপ্রক মপপ্রয় মগহে 

  



2: PASSENGER EXPERIENCE IN THE TRAIN 
2: প্েয়ন যাত্রী অকিজ্ঞতা 

 

1. Profile of Respondent (Multiple selection permitted) 
উত্তরদাতার প্প্রাফাইল (এিাকিি অপশন বাছা যায়ব) 

o Woman      
মহিলা 

o Senior Citizen 
বয়ষ্ক নাগহিক     

o Student 
পড়ুয়া 

o Salaried Professional 
চাকুহিজীহব 

o Businessman / Trader 
বযবসায়ী 

o Divyangjan 
প্রহিবন্ধী 

o Unemployed 
কমমিীন 

o Other 
অনযানয 
 

2. Which Train did you book? 
আপকন প্িান প্েন বিু িয়রয়ছন? 

o Express 
এক্সপ্রপ্রস 

o Mail 
মমল 

o Intercity 
ইন্টািহসটি 

o Shatabdi 
শিাব্দী 

o Rajdhani 
িাজধানী 

o Duronto 
দ়ুিন্ত 

o Garib Rath 
গিীব িথ 

o Passenger 
পযাপ্রসঞ্জাি 

o Holiday Special 
িহলপ্রে মেশাল 

 



3. What was your experience using the different facilities inside the train? 
প্েয়ন কবকিন্ন পকরয়েবা বযবহায়রর প্েয়ত্র আপনার অকিজ্ঞতা িীরিি? 

 

       

Lighting 

আপ্রলা 
      

Compartment (cleanliness) 

কামিা (পহিচ্ছন্নিা) 

      

Toilets & Wash basin 
টয়প্রলট ও িাি মধায়াি মবহসন 

      

Seat / Berth 
হসট / বাথম 

      

Air-conditioner / Fan 

শীিািপ হনয়হিি  ি / িযান 

      

General Furniture 

সাধাির্ আসবাব 

      

Pantry car / Dining car 
পযাহি কাি / োইহনং কাি 

      

 
 
4. Did you use any of these services on the train? What was your experience? 
আপকন কি এই পকরয়েবারগুয়লার িয়িয প্থয়ি প্েয়নর প্িানও পকরয়েবা কনয়েয়ছন? আপনার অকিজ্ঞতা প্িিন? 

 

       

Changing seat / berth 
হসট / বাথম পহিবিম ন কিা 

      

WiFi 

ওয়াইিাই 

      

Catering 

কযাটাহিং 

      

Bed roll 
মবে মিাল 

      

Filing a complaint and getting an action 
অহভপ্র াগ কপ্রি িাি হনষ্পহত্ত িওয়া 

      

 
 

5. Did you interact with any Indian Railway staff? How did they behave with you? 
আপকন কি প্রয়লর িিীয়দর সয়ে িথা বয়লয়ছন? আপনার সয়ে প্িিন বযবহার িয়রয়ছন? 

 

 Helpful, 
solved 

my 
problems 

সািা য 
কপ্রিপ্রেন, 

আমাি 

সমসযা 

Polite and 
Professiona

l 
নম্র এবং 

মপশাদাি 

Diverted the 
issue to 

someone else 
হবষয়টা 

অনযহদপ্রক ঘ়ুহিপ্রয় 

হদপ্রয়প্রেন 

Rude and 
bad 

behavior 
রূঢ় এবং 

খািাপ 

বযবিাি 

Created 
trouble for 
passengers 
 ােীপ্রদি জনয 
সমসযা তিহি 

কপ্রিপ্রেন 

Didn’t 
interact 
/ Didn’t 

see 

কথা বহলহন 

/ মদহখহন 



হমপ্রটপ্রে 

Ticket Examiner 

টিহকট পিীেক 

      

RPF / Police 
আিহপএি / প়ুহলশ 

      

Compartment Attendant staff 

(Cleaner, bedroll, etc.) 
কামিাি মসবা প্রদানকািী োি 

(হিনাি, মবেপ্রিাল ইিযাহদ) 

      

Catering / Pantry car staff 
ক্য়াটাহিং / পযাহি কাি কমী 

      

Any other Railways staff 
মিপ্রলি অনযানয কমী 

      

 
   6. Do these statements describe your experience? 

     এই বিিৃবিগুবি বি আপনার অবিজ্ঞিা ির্ ণনা িরর? 
 

   Not 

applicable 

প্রপ্র াজয নয় 

I was able to board the train and find my seat without any hassle 

আপহন মেপ্রন উঠপ্রি মপপ্রিহে এবং মকানও সমসযা োডাই আমাি হসট খ়ুোঁপ্রজ মপপ্রয়হে 

   

I could get a seat of my choice 

আপহন হনপ্রজি পেে মি হসট মপপ্রয়হে 

   

The TTE helped me tremendously 
টিহকট পিীেক আমাপ্রক খ়ুব সািা য কপ্রিপ্রেন 

   

I had a comfortable and clean travel in the train 
আহম মেপ্রন একটা আিামদায়ক ও পহিষ্কাি সিি কপ্রিহে 

   

I had a safe and secured time in the train with the RPF staff providing 

security 

মেপ্রন আহম হনিাপদ ও হনহিি  াো কপ্রিহে আি আিহপএি োিিা আমাপ্রক হনিাপত্তা 
প্রদান কপ্রিপ্রেন 

   

 

  



3: EXPERIENCE BEFORE BOARDING THE TRAIN 
3. প্েয়ন প্বার্ে  িরার আয়ে অকিজ্ঞতা 

 

1. Profile of Respondent (Multiple selection permitted) 
উত্তরদাতার প্প্রাফাইল (এিাকিি অপশন বাছা যায়ব) 

o Woman      
মহিলা 

o Senior Citizen 
বয়ষ্ক নাগহিক     

o Student 
পড়ুয়া 

o Salaried Professional 
চাকুহিজীহব 

o Businessman / Trader 
বযবসায়ী 

o Divyangjan 
প্রহিবন্ধী 

o Unemployed 
কমমিীন 

o Other 
অনযানয 
 

2.. Which Train did you book? 
    আপকন প্িান প্েন বিু িয়রয়ছন? 

o Express 
এক্সপ্রপ্রস 

o Mail 
মমল 

o Intercity 
ইন্টািহসটি 

o Shatabdi 
শিাব্দী 

o Rajdhani 
িাজধানী 

o Duronto 
দ়ুিন্ত 

o Garib Rath 
গিীব িথ 

o Passenger 
পযাপ্রসঞ্জাি 

o Holiday Special 

                  িহলপ্রে মেশাল 



3. Did you use any of these facilities at the railway station? What was your experience? 
আপকন কি প্েন প্েশয়ন এরিি প্িানও পকরয়েবা প্দয়েয়ছন? আপনার অকিজ্ঞতা িীরিি? 

 

       

Drinking Water 

পানীয় জল 

      

Foot Over Bridge 

পাপ্রয় মিোঁপ্রট  াওয়াি ওভাি হিজ 

      

Waiting Room / Dormitory 
ওপ্রয়টিং রুম / েিপ্রমটহি 

      

Food & Refreshments 
খাওয়া এবং আিাম 

      

Toilets 

টয়প্রলট 

      

WiFi 

ওয়াইিাই 

      

ATM 
এটিএম 

      

Direction signboards / digital displays 
হদক হনপ্রদমশ কিা সাইনপ্রবােম  / হেহজটাল হেসপ্রে 

      

Station Announcements 

মেশপ্রন মঘাষর্া 
      

Parking Facilities 

পাহকম ংপ্রয়ি স়ুহবধা 
      

 
 
4. Did you use any of the services given below? What was your experience? 
কনয়ে প্দওো পকরয়েবার িয়িয আপকন কি প্িানওটা বযবহার িয়রয়ছন? অকিজ্ঞতা িীরিি? 

 

       

Enquiry Services 
অন়ুসন্ধান পহিপ্রষবা 

      

Complaint / Feedback with the Station 

Master 

মেশন মাোপ্রিি কাপ্রে অহভপ্র াগ / মিামি প্রদান 

      

Luggage Booking 

লাপ্রগজ ব়ুহকং 

      

Divyangjan facilities / services 
প্রহিবন্ধীপ্রদি স়ুহবধা / পহিপ্রষবা 

      

Left Luggage Locker/Cloak Room 
লাপ্রগজ লকাি / িক রুম মেপ্রড  াওয়া 

      

Medical Services / Emergency 

হচহকৎসা পহিপ্রষবা / জরুহি পহিপ্রষবা 
      

 
 
 
 



5. Did you interact with the following at the Station? What was your experience? 
আপকন কি প্েশয়ন িথা বয়লয়ছন? অকিজ্ঞতা প্িিন? 

 

       

Station Master  

মেশন মাোি 

      

Enquiry Clerk 

অন়ুসন্ধাপ্রনি কমী 
      

Train Examiner 

মেন পিীেক 

      

Sahayaks/Porters 
সিায়কা / মপাটম াি 

      

Waiting Room staff 
ওপ্রয়টিং রুপ্রমি োি 

      

Luggage services staff 

লাপ্রগজ সাহভম স োি 

      

Staff at the shops, restaurants and stalls 

মদাকান, মিস্তিাোঁ ও েপ্রলি কমী 
      

 
  6. Do these statements describe your experience? 

     এই বিিৃবিগুবি বি আপনার অবিজ্ঞিা ির্ ণনা িরর? 
 
   

I got all the right information needed for boarding my train 

আমাি মেপ্রন মবােম  কিপ্রি সব সঠিক িথয আহম মপপ্রয় মগহে 

  

I had a safe and smooth boarding experience 
হনিাপদ ও মসৃর্ মবাহেম ংপ্রয়ি অহভজ্ঞিা িপ্রয়প্রে 

  

I was treated professionally and with respect by the Indian Railways staff 
আমাপ্রক মপশাদািভাপ্রব মদখা িপ্রয়প্রে এবং ভািিীয় মিপ্রলি কমীিা সম্মান হদপ্রয়প্রেন 

  

I felt safe and secured at the railway station 
মিল মেশপ্রন আহম হনিাপদ ও হনহিন্ত অন়ুভব কপ্রিহে 

  

 
 
 
 

  



4: EXPERIENCE AFTER DE-BOARDING FROM THE TRAIN 
4. প্েন প্থয়ি কর্-প্বার্ে  িরার পয়রর অকিজ্ঞতা 

 

 

1. Profile of Respondent (Multiple selection permitted) 
উত্তরদাতার প্প্রাফাইল (এিাকিি অপশন বাছা যায়ব) 

o Woman      
মহিলা 

o Senior Citizen 
বয়ষ্ক নাগহিক     

o Student 
পড়ুয়া 

o Salaried Professional 
চাকুহিজীহব 

o Businessman / Trader 
বযবসায়ী 

o Divyangjan 
প্রহিবন্ধী 

o Unemployed 
কমমিীন 

o Other 
অনযানয 
 

2.. Which Train did you book? 
    আপকন প্িান প্েন বিু িয়রয়ছন? 

o Express 
এক্সপ্রপ্রস 

o Mail 
মমল 

o Intercity 
ইন্টািহসটি 

o Shatabdi 
শিাব্দী 

o Rajdhani 
িাজধানী 

o Duronto 
দ়ুিন্ত 

o Garib Rath 
গিীব িথ 

o Passenger 
পযাপ্রসঞ্জাি 

o Holiday Special 

                  িহলপ্রে মেশাল 



3. Did you use any of these facilities at the railway station? What was your experience? 
আপকন কি প্েন প্েশয়ন এরিি প্িানও পকরয়েবা প্দয়েয়ছন? আপনার অকিজ্ঞতা িীরিি? 

 

       

Drinking Water 

পানীয় জল 

      

Foot Over Bridge 

পাপ্রয় মিোঁপ্রট  াওয়াি ওভাি হিজ 

      

Waiting Room / Dormitory 
ওপ্রয়টিং রুম / েিপ্রমটহি 

      

Food & Refreshments 
খাওয়া এবং আিাম 

      

Toilets 

টয়প্রলট 

      

WiFi 

ওয়াইিাই 

      

ATM 
এটিএম 

      

Direction signboards / digital displays 
হদক হনপ্রদমশ কিা সাইনপ্রবােম  / হেহজটাল হেসপ্রে 

      

Station Announcements 

মেশপ্রন মঘাষর্া 
      

 
 

4. Did you use any of the services given below? What was your experience? 
কনয়ে প্দওো পকরয়েবার িয়িয আপকন কি প্িানওটা বযবহার িয়রয়ছন? অকিজ্ঞতা িীরিি?  

 

       

Enquiry Services 

অন়ুসন্ধান পহিপ্রষবা 
      

Complaint / Feedback with the Station 

Master 

মেশন মাোপ্রিি কাপ্রে অহভপ্র াগ / পিামশম দান 

      

Luggage Booking 
লাপ্রগজ ব়ুহকং 

      

Divyangjan facilities / services 

প্রহিবন্ধীপ্রদি জনয স়ুহবধা / পহিপ্রষবা 
      

Left Luggage Locker 

লাপ্রগজ লকাি মেপ্রড  াওয়া 
      

Medical Services / Emergency 
হচহকৎসা পহিপ্রষবা / ইমািপ্রজহি 

      

Taxi / Auto services 
টযাহক্স / অপ্রটা পহিপ্রষবা 

      

 
 
 
 



5. Did you interact with the following at the Station? What was your experience? 
আপকন কি প্েশয়ন িথা বয়লয়ছন? অকিজ্ঞতা প্িিন? 

 

       

Station Master  

মেশন মাোি 

      

Enquiry Clerk 

অন়ুসন্ধাপ্রনি কমী 
      

Train Examiner 

মেন পিীেক 

      

Sahayaks/Porters 
সিায়কা / মপাটম াি 

      

Waiting Room staff 
ওপ্রয়টিং রুপ্রমি োি 

      

Luggage services staff 

লাপ্রগজ সাহভম স োি 

      

Staff at the shops, restaurants and stalls 

মদাকান, মিস্তিাোঁ ও েপ্রলি কমী 
      

 
 
6. Do these statements describe your experience? 

   এই বিিৃবিগুবি বি আপনার অবিজ্ঞিা ির্ ণনা িরর? 
 
   

I reached my destination station safely 

আহম আমাি হনহদমষ্ট মেশপ্রন হনিাপপ্রদ মপ োঁপ্রে মগহে 

  

I got down from the train smoothly and without any delay 

আহম মসৃর্ভাপ্রব মেন মথপ্রক মেশপ্রন মনপ্রম মগহে মকানও মদহি িয়হন 

  

I was able leave the platform and station without any trouble 
আপহন েযাটিমম ও মেশন মথপ্রক মবিপ্রি মপপ্রিহে মকানও সমসযা োডাই 

  

I found my preferred transport from the station to my home / hotel / office 
মেশন মথপ্রক আমাি বাহড / মিাপ্রটল / অহিস প মন্ত আহম পেপ্রেি োিপ্রপাটম  মপপ্রয়হে 

  



 

5: GOODS SERVICES 
5: পণ্য পকরয়েবা 

 

1. Name of the Goods shed / Freight Terminal where you are a regular customer. 
পয়ণ্যর প্শর্ / আনা প্নওোর টাকিেনায়লর নাি বলুন প্যগুয়লার কনতযকদয়নর গ্রাহি আপকন 

 

Your Answer – 
আপনাি উত্তি - 

 

2. Profile (to be filled by the survey taker) 
মপ্রািাইল (সাপ্রভম  গ্রির্কািীপ্রক পূির্ কিপ্রি িপ্রব) 

o Consignor 
মপ্রিক 

o Consignee 
প্রাপক 

o Endorsee 
এপ্রডািহস 

o Handling Agent 
িযাপ্রডহলং এপ্রজন্ট 

o Trucker 
োকাি 

3. What was your experience at the time of booking, billing and monitoring of your freight? 
আপনার পণ্য বুকিিং, কবকলিং এবিং িকণ্টকরিংয়ের প্েয়ত্র আপনার অকিজ্ঞতা িীরিি? 

 
       

Clear information on rates, discounts, 

rebates, etc. 

দাম, োড, হিপ্রবট ইিযাহদ সংিান্ত হবষপ্রয় পহিষ্কাি 

িথয 

      

Smooth Online booking system 

মসৃর্ অনলাইন ব়ুহকং পহিপ্রষবা 
      

Error free Payment system 

হনভ়ুম ল মপপ্রমন্ট হসপ্রেম 

      

Delivery of Railway Receipt & other 

important documents 

মিলওপ্রয় হিহসট ও অনযানয গুরুত্বপূর্ম িপ্রথযি 

মেহলভাহি 

      

Correct, accurate billing 
সঠিক, হনভ়ুম ল হবহলং 

      

Online monitoring & tracking system 

অনলাইন মহনটি কিা ও েযাক কিা 
      

 
 
 
 
 
 



4. What is your experience at the time of loading/unloading of your freight? 
আপনার পণ্য ওঠায়না / নািার সিে আপনার অকিজ্ঞতা িীরিি? 

 

       

Information about arrival / departure of rakes 
মিপ্রকি মপ োঁেন / োডাি বযাপাপ্রি িথয পাওয়া 

      

Access to goods terminal for trucks / other 

vehicles 

পপ্রর্যি টাহমমনাপ্রল োক / অনযানয গাহড পাওয়া 

      

Safe hygienic working conditions for labourers / 

loaders 

শ্রহমক / মলাোিপ্রদি জনয হনিাপদ ও স্বাস্থ্যকি কাপ্রজি 

পহিপ্রবশ 

      

Help from Railways staff in case of any difficulty / 

issue 

সমসযা / ইস়ুয িপ্রল মিপ্রলি কমীপ্রদি মথপ্রক সািা য পাওয়া 

      

Correct billing of demurrage / wharfage 

হেম়ুপ্রিজ / মিায়ািপ্রিপ্রজি মেপ্রে সঠিক হবহলং 

      

Overall ambience lighting & security in the area 
এলাকাি প়ুপ্রিা আপ্রলা ও হনিাপত্তা 

      

 
 

5. Which Railway staff did you interact with? What was your experience with them? 
আপকন প্রয়লর প্িান িিীর সয়ে িথা বয়লয়ছন? আপনার অকিজ্ঞতা প্িিন? 

 
      

Commercial staff at the Goodshed/ Terminal 

গুেপ্রশে / টাহমমনাপ্রল কমাহশময়াল োশ 

     

Staff at the Station (Eg., SM) 

মেশপ্রনি কমী (উদািির্ - এসএম) 

     

Senior Railways officers 

হসহনয়ি মিলওপ্রয় অহিসাি 

     

 
 

6. Overall, how you would rate the Indian Railways staff? 
সবকিকলয়ে িারতীে প্রয়লর িিীয়দর আপকন িত প্রট প্দয়বন? 

 
 High 

উচ্চ 
Medium 
মাঝাহি 

Low 
কম 

Polite and Courteous 
নম্র এবং ভদ্র 

   

Professional & Efficient 
মপশাদাি এবং কমমঠ 

   

Helpful 
সিায়িাকািী 

   

Solves my problem 

আমাি সমসযা সমাধান কিা 
   

 



7. Did you face any of these issues while managing your operations? 
আপনার িাজ িরার প্েয়ত্র আপকন এই কবেেগুয়লার সমু্মেীন হয়েয়ছন? 

 
   

Staff asked for gratification 
কমীিা টিপস মচপ্রয়প্রেন 

  

Staff had middle men / touts involved 

কমীপ্রদি সপ্রে হমেল মযান / িোঁ প্রড  ়ুক্ত হেল 

  

Theft and pilferage was high 

চ়ু হি এবং হেনিাই মবহশ হেল 

  

 
 
 
 
 

 

 
  



6: PARCEL SERVICES 
6: পায়সেল পকরয়েবা 

 
 

1. Name of the station / parcel office recently visited. 

সদয কিকজট িরা প্েশন / পায়সেল অকফয়সর নাি। 

 

 2. Profile of Respondent (Multiple selection permitted) 
উত্তরদাতার প্প্রাফাইল (এিাকিি অপশন বাছা যায়ব) 

o Woman      
মহিলা 

o Senior Citizen 
বয়ষ্ক নাগহিক     

o Student 
পড়ুয়া 

o Salaried Professional 
চাকুহিজীহব 

o Businessman / Trader 
বযবসায়ী 

o Divyangjan 
প্রহিবন্ধী 

o Other 
অনযানয 

 

3. Type of parcel booked 
পায়সেল বুকিিংয়ের প্রিার 

o Personal luggage e.g. bike, furniture, appliance, etc. (for shifting) 
বযহক্তগি লাপ্রগজ ম মন বাইক, আসবাব, সামগ্রী ইিযাহদ (হশিটিংপ্রয়ি জনয) 

o Business / Trade-products for the market 
বাজাপ্রিি জনয বযবসাি সামগ্রী 

o Courier consignment - packages of customers 
কুযহিয়াি অযাসাইপ্রমন্ট - কােমাপ্রিি পযাপ্রকজ 

o Special consignment - for some event or occasion 
হবপ্রশষ কনসাইনপ্রমন্ট - মকানও ইপ্রভন্ট অথবা অন়ুষ্ঠাপ্রনি জনয 

4. What was your experience while booking your parcel / luggage? 
পায়সেল / লায়েজ বুকিিংয়ের প্েয়ত্র আপনার অকিজ্ঞতা িীরিি? 

 
      

Efficient, smooth process 

দ্রুি, মসৃর্ প্রহিয়া 
     

Clean, hygienic booking office 

পহিষ্কাি, স্বাস্থ্যকি ব়ুহকং অহিস 

     

Safe and secured environment 
হনিাপদ এবং হনহিন্ত পহিপ্রবশ 

     



Correct information about rates, trains, etc. 

দাম, মেন ইিযাহদি বযাপাপ্রি সঠিক িথয 
     

Correct prices and billing 

সঠিক দাম এবং হবল 

     

Error free payments 
হনভ়ুম ল মপপ্রমন্ট 

     

 
 

5. What was your experience while loading / unloading your parcel? 
পায়সেল প্তালা / নািায়নার প্েয়ত্র আপনার অকিজ্ঞতা িী? 

 

       

 

Information about arrival / departure of parcel 
পাপ্রসমপ্রলি আসা /  াওয়াি বযাপাপ্রি িথয 

      

Time available to load / unload 
মলাে / আনপ্রলাে কিাি সময় উপলব্ধিা 

      

Help in case of over carriage 

অহিহিক্ত মবহশ মনওয়া িপ্রল মসই বযাপাপ্রি সািা য 
      

Availability of help in the form of laborers / loaders 

মলবাি / মলাোপ্রিি হবষপ্রয় সািা য পাওয়া 
      

Security 
হনিাপত্তা 

      

Compensation in case of damages 
েহি িপ্রল েহিপূির্ পাওয়া 

      

 
 

6. With whom did you interact with? What was your experience with them? 
িার সয়ে আপকন িথা বয়লয়ছন? আপনার অকিজ্ঞতা প্িিন? 

 

       

Parcel booking staff 

পাপ্রসমল ব়ুহকং কমী 
      

Parcel Helpers (Packers, loaders, etc.) 

পাপ্রসমল মিল্পাি (পযাকাি, মলাোি ইিযাহদ) 

      

Outsourced staff 
আউটপ্রসাসম কিা োি 

      

Parcel Supervisor / Senior Officers 
পাপ্রসমল স়ুপািভাইজাি / হসহনয়ি অহিসাি 

      

 



 

 

 

 

 

 

 

Questionnaire - Kannada 



QUESTIONNAIRE 1: TICKET BOOKING EXPERIENCE 

ಪ್ರಶ್ನಾವಳಿ 1: ಟಿಕೆಟ್ ಬುಕಿಂಗ್ ಅನುಭವ 
 

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 

 

1. ಪ್ರತಿಕರಯಿಸುವವರ ಪ್ರರಫೆೈಲ್ (ಬಹು ಆಯ್ಕೆಯನುಾ ಅನುಮತಿಸಲನಗಿದೆ) 

o ಮಹಿಳೆ 
o ಹಿರಿಯ ನಾಗರಿಕ 
o ವಿದ್ಾಾರ್ಥಿ 
o ವೆೇತನ ಪಡೆಯುವ ವೃತ್ತಿಪರ 
o ಉದ್ಾಮಿ / ವಾಾಪಾರಿ 
o ದಿವಾಾಾಂಗಜನ 

o ನಿರುದ್ೆ್ ಾೇಗಿ 
o ಇತರೆ 

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. ನೀವು ಯನವ ರೆೈಲನುಾ ಕನಯಿಿರಿಸಿದ್ದಿರಿ? 



o ಎಕ್ಸ್‌ಪೆೆಸ್ 

o ಮೇಲ್ 

o ಇಾಂಟರ್ಸಿಟಿ 

o ಶತಾಬಿ್ದ 

o ರಾಜಧಾನಿ 

o ಡುರೆ್ ಾಂಟೆ್ 

o ಗರಿೇಬ್ ರಥ್ 

o ಪಾಾಸೆಾಂಜರ್ 

o ಹಾಲಿಡೆೇ ಸೆೆಷಲ್ 
 

3. If you booked the tickets online, what was your experience with the different aspects of ticket  

booking? 

3. ನೀವು ಆನ್‌ಲೆೈನ್‌ನಲ್ಲಿ ಟಿಕೆಟ್್‌ಗಳನುಾ ಬುಕ್ ಮನಡಿದ್ಿರೆ, ಟಿಕೆಟ್ ಬುಕಿಂಗ್್‌ನ ವಿವಿಧ ವಿಷಯಗಳ ಬಗ್ೆ ೆನಮಮ 

ಅನುಭವವೆೀನು? 

 
 Excellent 

ಅತುಾತಿಮ 
Good 
ಉತಿಮ 

Average 
ಸಾಧಾರಣ 

Poor 
ಕಳಪೆ 
 

Very Poor 
ತ್ತೇರಾ ಕಳಪೆ 

Searching for trains 
ರೆೈಲುಗಳಿಗಾಗಿ ಹುಡುಕುವುದ್ು 

     

Trains availability enquiry 
ರೆೈಲುಗಳ ಲಭ್ಾತೆಯ ವಿಚಾರಣೆ 

     

Booking the tickets 
ಟಿಕೆಟ್‌ಗಳನುು ಕಾಯ್ದಿರಿಸುವುದ್ು 

     

Payments  
ಪಾವತ್ತಗಳು 

     

Making any complaints & getting a 
Response 
ಯಾವುದ್ೆೇ ದ್್ರನುು ನಿೇಡುವುದ್ು ಮತುಿ ಪೆತ್ತಕ್ರೆಯೆ 
ಪಡೆಯುವುದ್ು 

     

 
 

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? 

 

4. ನೀವು ಬುಕಿಂಗ್ ಕ ಿಂಟರ್‌ನಲ್ಲಿ ಟಿಕೆಟ್್‌ಗಳನುಾ ಬುಕ್ ಮನಡಿದ್ಿರೆ, ಭನರತಿೀಯ ರೆೈಲೆವೀ ಸಿಬಬಿಂದ್ದಯು ನಮಗ್ೆ 

ಕ ಿಂಟರ್‌ನಲ್ಲಿ ಒದ್ಗಿಸಿದ್ ಸೆೀವೆ ಮತ್ುು ಸಿಂವಹನದ್ ಗುಣಮಟಟವನುಾ ನೀವು ಹೆೀಗ್ೆ ರೆೀಟ್ ಮನಡುತಿುೀರಿ? 

      Did not use 
ಬಳಸಲಿಲಲ 

Polite and courteous 
ಸಭ್ಾ ಮತುಿ ವಿನಯಶೇಲ 

      

Professional 
ವೃತ್ತಿಪರ 

      



 
 

5. Did you find the right and useful information from the different reservation enquiry and  

information services at the station / reservation counter? 

5. ನಲನಿಣ/ರಿಸವೆೀೇಶನ ಕ ಿಂಟರ್‌ನಲ್ಲಿ ವಿವಿಧ ಕನಯಿಿರಿಸುವಿಕೆಯ ವಿಚನರಣೆ ಮತ್ುು ಮನಹಿತಿ ಸೆೀವೆಗಳಿಿಂದ್     

ಸರಿಯನದ್ ಮತ್ುು ಉಪ್ಯುಕ್ು ಮನಹಿತಿಯನುಾ ನೀವು ಕ್ಿಂಡುಕೆ ಿಂಡಿದ್ದಿೀರನ? 

 
      

 
 

Didn’t see/ 
Didn’t use 
ನೆ್ ೇಡಲಿಲಲ / 
ಬಳಸಲಿಲಲ 

Clear, complete information 
ಸೆಷಟ, ಸಾಂಪೂಣಿ ಮಾಹಿತ್ತ 

      

Clean, hygienic booking office 
ಸವಚ್ಛ, ನಿಮಿಲ ಬುಕ್ರಾಂಗ್ ಕಚೆೇರಿ 

      

Well maintained working systems 
ಉತಿಮವಾಗಿ ನಿವಿಹಿಸಲಾದ್ ಕಾಯಿ ವಾವಸೆೆಗಳು 

      

Sense of security and safe environment 
ನಿಶಚಾಂತೆಯ ಭಾವನೆ ಮತುಿ ಸುರಕ್ಷಿತ ಪರಿಸರ 

      

 

6. Do these statements reflect your experience of ticket booking? 

 

6. ಈ ಹೆೀಳಿಕೆಗಳು ನಮಮ ಟಿಕೆಟ್ ಬುಕಿಂಗ್ ಅನುಭವವನುಾ ಪ್ರತಿಬಿಂಬಸುತ್ುವೆಯ್ಕೀ? 

 
 Yes 

ಹೌದ್ು 
No 
ಇಲಲ 

I got the ticket of my choice without any hassle 
ಯಾವುದ್ೆೇ ಸಮಸೆಾಯ್ದಲಲದ್ೆ ನನು ಆಯೆೆಯ ಟಿಕೆಟ ರ್ಸಕ್ರೆದ್ೆ 

  

I did not have to spend too much time while booking the tickets 
ಟಿಕೆಟ ಕಾಯ್ದಿರಿಸಲು ನನಗೆ ಹೆಚ್ುಚ ಸಮಯ ಕಳೆಯಬೆೇಕಾಗಿ ಬರಲಿಲಲ 

  

I found the ticketing process smooth and very efficient 
ಟಿಕೆಟಿಾಂಗ್ ಪೆಕ್ರೆಯೆಯು ಸುಗಮ ಮತುಿ ಅತಾಾಂತ ಸಮರ್ಿ ಎಾಂದ್ು ನಾನು ಕಾಂಡುಕೆ್ಾಂಡೆ 

  

I got all the help I wanted from the staff / website 
ನಾನು ರ್ಸಬಬಾಂದಿ / ವೆಬ್್‌ಸೆೈಟ್‌ನಿಾಂದ್ ನನಗೆ ಬೆೇಕಾದ್ ಎಲಾಲ ಸಹಾಯವನುು ಪಡೆದ್ುಕೆ್ಾಂಡಿದ್ೆಿೇನೆ 

  

Helpful 
ಸಹಾಯಕವಾಗಿತು ಿ

      

Solved my queries / problems 
ನನು ಪೆಶ್ೆುಗಳನುು / ಸಮಸೆಾಗಳನುು 
ಪರಿಹರಿಸಲಾಗಿದ್ೆ 

      



2: PASSENGER EXPERIENCE IN THE TRAIN 

2. ರೆೈಲ್ಲನಲ್ಲಿ ಪ್ರಯನಣಿಕ್ನನಗಿ ಅನುಭವ 

 

 
 

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 

 

1. ಪ್ರತಿಕರಯಿಸುವವರ ಪ್ರರಫೆೈಲ್ (ಬಹು ಆಯ್ಕೆಯನುಾ ಅನುಮತಿಸಲನಗಿದೆ) 
o ಮಹಿಳೆ 
o ಹಿರಿಯ ನಾಗರಿಕ 
o ವಿದ್ಾಾರ್ಥಿ 
o ವೆೇತನ ಪಡೆಯುವ ವೃತ್ತಿಪರ 
o ಉದ್ಾಮಿ / ವಾಾಪಾರಿ 

o ದಿವಾಾಾಂಗಜನ 
o ನಿರುದ್ೆ್ ಾೇಗಿ 
o ಇತರೆ 

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. ನೀವು ಯನವ ರೆೈಲನುಾ ಕನಯಿಿರಿಸಿದ್ದಿರಿ? 

o ಎಕ್ಸ್‌ಪೆೆಸ್ 

o ಮೇಲ್ 

o ಇಾಂಟರ್ಸಿಟಿ 

o ಶತಾಬಿ್ದ 

o ರಾಜಧಾನಿ 

o ಡುರೆ್ ಾಂಟೆ್ 

o ಗರಿೇಬ್ ರಥ್ 

o ಪಾಾಸೆಾಂಜರ್ 

o ಹಾಲಿಡೆೇ ಸೆೆಷಲ್ 

 
3. What was your experience using the different facilities inside the train? 

3. ರೆೈಲ್ಲನೆ ಳಗಿನ ವಿವಿಧ ಸ ಲಭಯಗಳನುಾ ಬಳಸಿದ್ ನಮಮ ಅನುಭವವೆೀನು? 
 
       

Lighting 
ಲೆೈಟಿಾಂಗ್ 

      

Compartment (cleanliness) 
ಕಾಂಪಾಟ್‌ಮಾಂಟ (ಸವಚ್ಛತೆ) 

      

Toilets & Wash basin 
ಶ್ೌಚಾಲಯಗಳು ಮತುಿ ವಾಶ್ ಬೆೇರ್ಸನ್ 

      

Seat / Berth 
ರ್ಸೇಟ / ಬರ್ತಿ 

      

Air-conditioner / Fan 
ಏರ್ ಕಾಂಡಿಷನರ್ / ಫ್ಾಾನ್ 

      

General Furniture 
ಸಾಮಾನಾ ಪೇಠೆ್ ೇಪಕರಣಗಳು 

      

Pantry car / Dining car 
ಪಾಾಾಂಟಿೆ ಕಾರ್ / ಡೆೈನಿಾಂಗ್ ಕಾರ್ 

      

 
4. Did you use any of these services on the train? What was your experience? 

4. ನೀವು ಈ ಸೆೀವೆಗಳಲ್ಲಿ ಯನವುದ್ನನಾದ್ರ  ರೆೈಲ್ಲನಲ್ಲ ಿಬಳಸಿದ್ದಿೀರನ? ನಮಮ ಅನುಭವ ಏನು? 

 

       

Changing seat / berth 
ರ್ಸೇಟ / ಬರ್ತಿ ಬದ್ಲಾಯ್ದಸುವುದ್ು 

      

WiFi 
ವೆೈಫ್ೆೈ 

      

Catering 
ಅಡುಗೆ 

      

Bed roll 
ಬೆಡ್ ರೆ್ ೇಲ್ 

      

Filing a complaint and getting an action 
ದ್್ರು ದ್ಾಖಲಿರ್ಸ ಕೆಮ ಕೆೈಗೆ್ ಳುುವುದ್ು 

      



5. Did you interact with any Indian Railway staff? How did they behave with you? 

5. ನೀವು ಯನವುದೆೀ ಭನರತಿೀಯ ರೆೀಲೆವೀ ಸಿಬಬಿಂದ್ದಯಿಂದ್ದಗ್ೆ ಮನತ್ುಕ್ತೆ ನಡೆಸಿದ್ದಿೀರನ? ಅವರು ನಮ್ಮಿಂದ್ದಗ್ೆ ಹೆೀಗ್ೆ ವತಿೇಸಿದ್ರು? 
 

 Helpful, 
solved my 
Problems 
ಅನುಕ್ಲ
ವಾಯ್ದತು, 
ನನು ಸಮಸೆಾ 
ಪರಿಹಾರವಾ
ಯ್ದತು 

 

Polite and 
Professional 

ಸಭ್ಾ ಮತುಿ 
ವೃತ್ತಿಪರ 

Diverted the 
issue to 

someone else 
ಸಮಸೆಾಯನುು 
ಬೆೇರೆ್ ಬಬರಿಗೆ 
ತ್ತರುಗಿಸಲಾಯ್ದ

ತು 

Rude and 
bad 

Behavior 
ಅಸಭ್ಾ 
ಮತುಿ ಕೆಟಟ 
ನಡವಳಿಕೆ 

Created 
trouble for 
Passengers 
ಪೆಯಾಣಿಕರಿ

ಗೆ 
ತೆ್ ಾಂದ್ರೆಯ

ನುು 
ಸೃಷ್ಟಟರ್ಸದ್ರು 

Didn’t 
interact 
/ Didn’t 
See 
 
ಮಾತುಕತೆ 
ನಡೆಸಲಿಲಲ 
/ 
ನೆ್ ೇಡಲಿಲಲ 
 

Ticket Examiner 
ಟಿಕೆಟ ಪರಿೇಕ್ಷಕ 

      

RPF / Police 
ಆರ್್‌ಪಎಫ್ / ಪೊಲಿೇಸ್ 

      

Compartment Attendant staff 
(Cleaner, bedroll, etc.) 
ಕಾಂಪಾಟೆ್ಿಾಂಟ ಅಟೆಾಂಡೆಾಂಟ 
ರ್ಸಬಬಾಂದಿ 
(ಕ್ರಲೇನರ್, ಬೆಡ್್‌ರೆ್ ೇಲ್, ಇತಾಾದಿ) 

      

Catering / Pantry car staff 
ಅಡುಗೆ / ಪಾಾಾಂಟಿೆ ಕಾರ್ ರ್ಸಬಬಾಂದಿ 

      

Any other Railways staff 
ಯಾವುದ್ೆೇ ಇತರ ರೆೇಲೆವೇ ರ್ಸಬಬಾಂದಿ 

      

 
6..Do this statement describe your experience? 

6.. ಈ ಹೆೇಳಿಕೆಗಳು ನಿಮ್ಮ ಅನುಭವವನುು ವಿವರಿಸುತ್ತವೆಯೇ?  

 
   Not 

Applicable 
ಅನವಯವಾಗುವುದಿಲಲ 

 
I was able to board the train and find my seat without any hassle 
ರೆೈಲು ಹತಿಲು ಮತುಿ ಯಾವುದ್ೆೇ ತೆ್ ಾಂದ್ರೆಯ್ದಲಲದ್ೆ ನನು ರ್ಸೇಟ ಅನುು ಹುಡುಕಲು ನನಗೆ 
ಸಾಧ್ಾವಾಯ್ದತು 

   

I could get a seat of my choice 
ನನು ಆಯೆೆಯ ರ್ಸೇಟು ರ್ಸಕ್ರೆತು 

   

The TTE helped me tremendously 
ಟಿಟಿಇ ನನಗೆ ಬಹಳ ಸಹಾಯ ಮಾಡಿದ್ರು 

   

I had a comfortable and clean travel in the train 
ರೆೈಲಿನ ನನು ಪೆಯಾಣ ಆರಾಮದ್ಾಯಕ ಮತುಿ ಸುಾಂದ್ರವಾಗಿತುಿ. 

   

I had a safe and secured time in the train with the RPF staff providing 
Security 
ಆರಿ್ೆ‌ಎಫ್ ರ್ಸಬಬಾಂದಿ ಒದ್ಗಿರ್ಸದ್ ಭ್ದ್ೆತೆಯ್ದಾಂದ್ಾಗಿ ನಾನು ರೆೈಲಿನಲಿಲ ಸುರಕ್ಷಿತ ಮತುಿ 
ನಿಶಚಾಂತೆಯ ಸಮಯವನುು ಕಳೆದ್ೆ. 

   

 
 
 
 

 

 



3: EXPERIENCE BEFORE BOARDING THE TRAIN 

3: ರೆೈಲು ಹತ್ುುವ ಮ್ದ್ಲ್ಲನ ಅನುಭವ 
 

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 

 

1. ಪ್ರತಿಕರಯಿಸುವವರ ಪ್ರರಫೆೈಲ್ (ಬಹು ಆಯ್ಕೆಯನುಾ ಅನುಮತಿಸಲನಗಿದೆ) 
o ಮಹಿಳೆ 
o ಹಿರಿಯ ನಾಗರಿಕ 

o ವಿದ್ಾಾರ್ಥಿ 
o ವೆೇತನ ಪಡೆಯುವ ವೃತ್ತಿಪರ 
o ಉದ್ಾಮಿ / ವಾಾಪಾರಿ 
o ದಿವಾಾಾಂಗಜನ 
o ನಿರುದ್ೆ್ ಾೇಗಿ 
o ಇತರೆ 

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. ನೀವು ಯನವ ರೆೈಲನುಾ ಕನಯಿಿರಿಸಿದ್ದಿರಿ? 

o ಎಕ್ಸ್‌ಪೆೆಸ್ 

o ಮೇಲ್ 

o ಇಾಂಟರ್ಸಿಟಿ 

o ಶತಾಬಿ್ದ 

o ರಾಜಧಾನಿ 

o ಡುರೆ್ ಾಂಟೆ್ 

o ಗರಿೇಬ್ ರಥ್ 

o ಪಾಾಸೆಾಂಜರ್ 

o ಹಾಲಿಡೆೇ ಸೆೆಷಲ್ 

 

3. Did you use any of these facilities at the railway station? What was your experience? 

3. ನೀವು ರೆೀಲೆವೀ ನಲನಿಣದ್ಲ್ಲಿ ಈ ಸ ಲಭಯಗಳಲ್ಲಿ ಯನವುದ್ನನಾದ್ರ  ಬಳಸಿದ್ದಿೀರನ? ನಮಮ ಅನುಭವ ಏನು? 
 
       

Drinking Water 
ಕುಡಿಯುವ ನಿೇರು 

      

Foot Over Bridge 
ಫುಟ ಓವರ್ ಬ್ದೆಡ್್ 

      

Waiting Room / Dormitory 
ನಿರಿೇಕ್ಷಣಾ ಕೆ್ಠಡಿ / ವಸತ್ತ ನಿಲಯ 

      

Food & Refreshments 
ಆಹಾರ ಮತುಿ ಉಪಹಾರಗಳು 

      

Toilets 
ಶ್ೌಚಾಲಯಗಳು 

      

WiFi 
ವೆೈಫ್ೆೈ 

      

ATM 
ಎಟಿಎಾಂ 

      

Direction signboards / digital displays 
ಮಾಗಿದ್ ಸೆೈನ್್‌ಬೆ್ ೇಡ್್‌ ಗಳು / ಡಿಜಿಟಲ್ 
ಪೆದ್ಶಿನಗಳು 

      

Station Announcements 
ನಿಲಾಿಣದ್ ಪೆಕಟಣೆಗಳು 

      

Parking Facilities 
ಪಾಕ್ರಿಾಂಗ್ ಸೌಲಭ್ಾಗಳು 

      

 

 

 
 

 

 
 

 

 
 



4. Did you use any of the services given below? What was your experience? 

4. ಕೆಳಗ್ೆ ನೀಡಿರುವ ಯನವುದೆೀ ಸೆೀವೆಗಳನುಾ ನೀವು ಬಳಸಿದ್ದಿೀರನ? ನಮಮ ಅನುಭವ ಏನು? 
 
       

Enquiry Services 
ವಿಚಾರಣೆ ಸೆೇವೆಗಳು 

      

Complaint / Feedback with the Station 
Master 
ಸೆಟೇಷನ್ ಮಾಸಟರ್್‌ನೆ್ ಾಂದಿಗೆ ದ್್ರು / ಪೆತ್ತಕ್ರೆಯೆ 

      

Luggage Booking 
ಲಗೆೇಜ್ ಬುಕ್ರಾಂಗ್ 
 

      

Divyangjan facilities / services 
ದಿವಾಾಾಂಗಜನ ಸೌಲಭ್ಾಗಳು/ಸೆೇವೆಗಳು 

      

Left Luggage Locker/Cloak Room 
ಲೆಫ್ಟ ಲಗೆೇಜ್ ಲಾಕರ್/ಕೆ್ಲೇಕ್ ರ್ಮ್ 

      

Medical Services / Emergency 
ವೆೈದ್ಾಕ್ರೇಯ ಸೆೇವೆಗಳು / ತುತುಿ 

      

 
 
5. Did you interact with the following at the Station? What was your experience? 

5. ನೀವು ನಲನಿಣದ್ಲ್ಲ ಿಈ ಕೆಳಗಿನವರೆ ಿಂದ್ದಗ್ೆ ಮನತ್ುಕ್ತೆ ನಡೆಸಿದ್ದೀಿರನ? ನಮಮ ಅನುಭವ ಏನು? 
 
       

Station Master 
ಸೆಟೇಷನ್ ಮಾಸಟರ್ 

      

Enquiry Clerk 
ವಿಚಾರಣಾ ಗುಮಾಸ ಿ

      

Train Examiner 
ರೆೈಲು ಪರಿೇಕ್ಷಕ 

      

Sahayaks/Porters 
ಸಹಾಯಕರು/ಪೊೇಟಿರ್್‌ಗಳು 

      

Waiting Room staff 
ನಿರಿೇಕ್ಷಣಾ ಕೆ್ಠಡಿ ರ್ಸಬಬಾಂದಿ 

      

Luggage services staff 
ಲಗೆೇಜ್ ಸೆೇವೆಗಳ ರ್ಸಬಬಾಂದಿ 

      

Staff at the shops, restaurants and stalls 
ಅಾಂಗಡಿಗಳು, ರೆಸೆ್ ಟೇರೆಾಂಟ್‌ಗಳು ಮತುಿ 
ಸಾಟಲ್್‌ಗಳಲಿಲನ ರ್ಸಬಬಾಂದಿ 

      

 
  6..Do this statement describe your experience? 

6.. ಈ ಹೆೇಳಿಕೆಗಳು ನಿಮ್ಮ ಅನುಭವವನುು ವಿವರಿಸುತ್ತವೆಯೇ?  

 
   

I got all the right information needed for boarding my train 
ರೆೈಲು ಹತಿಲು ನನಗೆ ಅಗತಾವಿರುವ ಎಲಾಲ ಸರಿಯಾದ್ ಮಾಹಿತ್ತಯನುು ನಾನು ಪಡೆದ್ುಕೆ್ಾಂಡೆ. 

  

I had a safe and smooth boarding experience 
ನಾನು ಸುರಕ್ಷಿತ ಮತುಿ ಸುಗಮ ಬೆ್ ೇಡಿಿಾಂಗ್ ಅನುಭ್ವವನುು ಹೆ್ ಾಂದಿದ್ೆ. 

  

I was treated professionally and with respect by the Indian Railways staff   



ಭಾರತ್ತೇಯ ರೆೈಲೆವೇ ರ್ಸಬಬಾಂದಿ ನನುನುು ದ್ಕ್ಷವಾಗಿ ಮತುಿ ಗೌರವದಿಾಂದ್ ನಡೆರ್ಸಕೆ್ಾಂಡರು 
I felt safe and secured at the railway station 
ನಾನು ರೆೈಲೆವೇ ನಿಲಾಿಣದ್ಲಿಲ ಸುರಕ್ಷೆ ಮತುಿ ನಿಶಚಾಂತೆಯನುು ಅನುಭ್ವಿರ್ಸದ್ೆ 

  

 

 
 

 

  



4: EXPERIENCE AFTER DE-BOARDING FROM THE TRAIN 

4: ರೆೈಲ್ಲನಿಂದ್ ಡಿ-ಬೆ ೀಡಿೇಿಂಗ್ ಆದ್ ನಿಂತ್ರದ್ ಅನುಭವ 
 
 
 

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 

 

1. ಪ್ರತಿಕರಯಿಸುವವರ ಪ್ರರಫೆೈಲ್ (ಬಹು ಆಯ್ಕೆಯನುಾ ಅನುಮತಿಸಲನಗಿದೆ) 

o ಮಹಿಳೆ 
o ಹಿರಿಯ ನಾಗರಿಕ 
o ವಿದ್ಾಾರ್ಥಿ 
o ವೆೇತನ ಪಡೆಯುವ ವೃತ್ತಿಪರ 
o ಉದ್ಾಮಿ / ವಾಾಪಾರಿ 
o ದಿವಾಾಾಂಗಜನ 

o ನಿರುದ್ೆ್ ಾೇಗಿ 
o ಇತರೆ 

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. ನೀವು ಯನವ ರೆೈಲನುಾ ಕನಯಿಿರಿಸಿದ್ದಿರಿ? 

o ಎಕ್ಸ್‌ಪೆೆಸ್ 

o ಮೇಲ್ 

o ಇಾಂಟರ್ಸಿಟಿ 

o ಶತಾಬಿ್ದ 

o ರಾಜಧಾನಿ 

o ಡುರೆ್ ಾಂಟೆ್ 

o ಗರಿೇಬ್ ರಥ್ 

o ಪಾಾಸೆಾಂಜರ್ 

o ಹಾಲಿಡೆೇ ಸೆೆಷಲ್ 

 

3..Did you use any of these facilities at the railway station? What was your experience? 

3. ನೀವು ರೆೀಲೆವೀ ನಲನಿಣದ್ಲ್ಲಿ ಈ ಸ ಲಭಯಗಳಲ್ಲಿ ಯನವುದ್ನನಾದ್ರ  ಬಳಸಿದ್ದಿೀರನ? ನಮಮ ಅನುಭವ ಏನು? 
 
       

Drinking Water 
ಕುಡಿಯುವ ನಿೇರು 

      

Foot Over Bridge 
ಫುಟ ಓವರ್ ಬ್ದೆಡ್್ 

      

Waiting Room / Dormitory 
ನಿರಿೇಕ್ಷಣಾ ಕೆ್ಠಡಿ / ವಸತ್ತ ನಿಲಯ 

      

Food & Refreshments 
ಆಹಾರ ಮತುಿ ಉಪಹಾರಗಳು 

      

Toilets 
ಶ್ೌಚಾಲಯಗಳು 

      

WiFi 
ವೆೈಫ್ೆೈ 

      

ATM 
ಎಟಿಎಾಂ 

      

Direction signboards / digital displays 
ಮಾಗಿದ್ ಸೆೈನ್್‌ಬೆ್ ೇಡ್್‌ ಗಳು / ಡಿಜಿಟಲ್ 
ಪೆದ್ಶಿನಗಳು 

      

Station Announcements 
ನಿಲಾಿಣದ್ ಪೆಕಟಣೆಗಳು 

      

Parking Facilities 
ಪಾಕ್ರಿಾಂಗ್ ಸೌಲಭ್ಾಗಳು 

      

 

 
 

 

 

 
 

 

 



 

4.. Did you use any of the services given below? What was your experience? 

4. ಕೆಳಗ್ೆ ನೀಡಿರುವ ಯನವುದೆೀ ಸೆೀವೆಗಳನುಾ ನೀವು ಬಳಸಿದ್ದಿೀರನ? ನಮಮ ಅನುಭವ ಏನು?.  

 

       

Enquiry Services 
ವಿಚಾರಣೆ ಸೆೇವೆಗಳು 

      

Complaint / Feedback with the Station 
Master 
ಸೆಟೇಷನ್ ಮಾಸಟರ್್‌ನೆ್ ಾಂದಿಗೆ ದ್್ರು / ಪೆತ್ತಕ್ರೆಯೆ 

      

Luggage Booking 
ಲಗೆೇಜ್ ಬುಕ್ರಾಂಗ್ 

      

Divyangjan facilities / services 
ದಿವಾಾಾಂಗಜನ ಸೌಲಭ್ಾಗಳು/ಸೆೇವೆಗಳು 

      

Left Luggage Locker 
ಲೆಫ್ಟ ಲಗೆೇಜ್ ಲಾಕರ್ 

      

Medical Services / Emergency 
ವೆೈದ್ಾಕ್ರೇಯ ಸೆೇವೆಗಳು / ತುತುಿ 

      

Taxi / Auto services 
ಟಾಾಕ್ರಸ / ಆಟೆ್ೇ ಸೆೇವೆಗಳು 

      

 
5. Did you interact with the following at the Station? What was your experience? 

5. ನೀವು ನಲನಿಣದ್ಲ್ಲ ಿಈ ಕೆಳಗಿನವರೆ ಿಂದ್ದಗ್ೆ ಮನತ್ುಕ್ತೆ ನಡೆಸಿದ್ದೀಿರನ? ನಮಮ ಅನುಭವ ಏನು? 
 
       

Station Master 
ಸೆಟೇಷನ್ ಮಾಸಟರ್ 

      

Enquiry Clerk 
ವಿಚಾರಣಾ ಗುಮಾಸ ಿ

      

Train Examiner 
ರೆೈಲು ಪರಿೇಕ್ಷಕ 

      

Sahayaks/Porters 
ಸಹಾಯಕರು/ಪೊೇಟಿರ್್‌ಗಳು 

      

Waiting Room staff 
ನಿರಿೇಕ್ಷಣಾ ಕೆ್ಠಡಿ ರ್ಸಬಬಾಂದಿ 

      

Luggage services staff 
ಲಗೆೇಜ್ ಸೆೇವೆಗಳ ರ್ಸಬಬಾಂದಿ 

      

Staff at the shops, restaurants and stalls 
ಅಾಂಗಡಿಗಳು, ರೆಸೆ್ ಟೇರೆಾಂಟ್‌ಗಳು ಮತುಿ 
ಸಾಟಲ್್‌ಗಳಲಿಲನ ರ್ಸಬಬಾಂದಿ 

      

 
  6.. Do this statement describe your experience? 

6.. ಈ ಹೆೇಳಿಕೆಗಳು ನಿಮ್ಮ ಅನುಭವವನುು ವಿವರಿಸುತ್ತವೆಯೇ?  

 

   

I reached my destination station safely 
ಹೆ್ ೇಗಬೆೇಕಾದ್ ನನು ನಿಲಾಿಣವನುು ನಾನು ಸುರಕ್ಷಿತವಾಗಿ ತಲುಪದ್ೆ 

  

I got down from the train smoothly and without any delay 
ನಾನು ಸರಾಗವಾಗಿ ಮತುಿ ತಡಮಾಡದ್ೆ ರೆೈಲಿನಿಾಂದ್ ಇಳಿದ್ೆ 

  

I was able leave the platform and station without any trouble   



ಯಾವುದ್ೆೇ ತೆ್ ಾಂದ್ರೆಯ್ದಲಲದ್ೆ ಪಾಲಟ್‌ಫ್ಾಮ್ಿ ಮತುಿ ನಿಲಾಿಣವನುು ಬ್ದಡಲು ನನಗೆ ಸಾಧ್ಾವಾಯ್ದತು 
I found my preferred transport from the station to my home / hotel / office 
ನಿಲಾಿಣದಿಾಂದ್ ನನು ಮನೆ/ಹೆ್ ೇಟೆಲ್/ಕಚೆೇರಿಗೆ ನನು ಆದ್ಾತೆಯ ಸಾರಿಗೆಯನುು ನಾನು ಪಡೆದ್ೆ. 

  

 



5: GOODS SERVICES 

5: ಸರಕ್ು ಸೆೀವೆಗಳು 
 

1. Name of the Goods shed / Freight Terminal where you are a regular customer. 

 
Your Answer – 

 

1. ನೀವು ನಯಮಿತ್ ಗ್ನರಹಕ್ರನಗಿರುವ ಗ ಡ್ಸ್ ಶ್ೆಡ್ಸ / ಸರಕ್ು ಸನಗಣೆ ಟಮಿೇನಲ್್‌ನ ಹೆಸರು. 
 
ನಿಮ್ ಉತಿರ - 

 
 

2. Profile (to be filled by the survey taker) 

o Consignor 

o Consignee 

o Endorsee 

o Handling Agent 

o Trucker 

 

2. ಪ್ರರಫೆೈಲ್ (ಸಮಿೇಕ್ಷೆ ತೆಗೆದ್ುಕೆ್ಳುುವವರು ತುಾಂಬಬೆೇಕು) 
o ರವಾನೆದ್ಾರ 
o ರವಾನೆದ್ಾರ 
o ಅನುಮೇದ್ಕ 
o ನಿವಿಹಣಾ ಪೆತ್ತನಿಧಿ 
o ಟೆಕೆರ್ 

 

3. What was your experience at the time of booking, billing and monitoring of your freight? 

3. ನಮಮ ಸರಕ್ು ಸನಗಣೆಯ ಬುಕಿಂಗ್, ಬಲ್ಲಿಿಂಗ್ ಮತ್ುು ಮೀಲ್ಲವಚನರಣೆಯ ಸಮಯದ್ಲ್ಲ ಿನಮಮ ಅನುಭವವೆೀನು? 
 

       

Clear information on rates, discounts, 
rebates, etc. 
ದ್ರಗಳು, ಕಡಿತಗಳು, ರಿಯಾಯ್ದತ್ತಗಳ ಬಗೆೆ ಸೆಷಟ 
ಮಾಹಿತ್ತ 

      

Smooth Online booking system 
ಸುಗಮ ಆನ್್‌ಲೆೈನ್ ಬುಕ್ರಾಂಗ್ ವಾವಸೆ ೆ

      

Error free Payment system 
ದ್ೆ್ ೇಷ ಮುಕಿ ಪಾವತ್ತ ವಾವಸೆ ೆ

      

Delivery of Railway Receipt & other 
important documents 
ರೆೇಲೆವೇ ರರ್ಸೇದಿ ಮತುಿ ಇತರೆ ಪೆಮುಖ ದ್ಾಖಲೆಗಳ 
ವಿತರಣೆ 

      



Correct, accurate billing 
ಸರಿಯಾದ್, ನಿಖರವಾದ್ ಬ್ದಲಿಲಾಂಗ್ 

      

Online monitoring & tracking system 
ಆನ್್‌ಲೆೈನ್ ಮಾನಿಟರಿಾಂಗ್ ಮತುಿ ಟಾೆಾಕ್ರಾಂಗ್ 
ವಾವಸೆ ೆ

      

 
 
4. What is your experience at the time of loading/unloading of your freight? 

4. ನಮಮ ಸರಕ್ುಗಳನುಾ ಲೆ ೀಡ್ಸ ಮನಡುವ/ಇಳಿಸುವ ಸಮಯದ್ಲ್ಲಿ ನಮಮ ಅನುಭವವೆೀನು? 
 
       

Information about arrival / departure of rakes 
ರೆೇಕ್್‌ಗಳ ಆಗಮನ / ನಿಗಿಮನದ್ ಬಗೆ ೆಮಾಹಿತ್ತ 

      

Access to goods terminal for trucks / other 
Vehicles 

ಸರಕುಗಳ ಟಮಿಿನಲ್್‌ಗೆ ಟೆಕ್್‌ಗಳಿಗೆ/ಇತರ ವಾಹನಗಳಿಗೆ 
ಪೆವೆೇಶ 

      

Safe hygienic working conditions for labourers / 
Loaders 
ಕಾಮಿಿಕರಿಗೆ / ಲೆ್ ೇಡರ್್‌ಗಳಿಗೆ ಸುರಕ್ಷಿತ ನಿಮಿಲ ಕಾಯಿ 
ಪರಿರ್ಸೆತ್ತ 

      

Help from Railways staff in case of any difficulty / 
Issue 
ಯಾವುದ್ೆೇ ತೆ್ ಾಂದ್ರೆಯ / ಸಮಸೆಾಯ ಸಾಂದ್ಭ್ಿದ್ಲಿಲ ರೆೇಲೆವೇ 
ರ್ಸಬಬಾಂದಿಯ್ದಾಂದ್ ಸಹಾಯ 

      

Correct billing of demurrage / wharfage 
ಡೆಮರೆೇಜ್ / ವಾಫ್ೆೇಿಜ್್‌ನ ಸರಿಯಾದ್ ಬ್ದಲಿಲಾಂಗ್ 

      

Overall ambience lighting & security in the area 

 ಪೆದ್ೆೇಶದ್ಲಿಲ ಒಟಾಟರೆ ವಾತಾವರಣದ್ ಬೆಳಕು ಮತುಿ ಭ್ದ್ೆತೆ 
      

 
 
5. Which Railway staff did you interact with? What was your experience with them? 

5. ನೀವು ಯನವ ರೆೀಲೆವೀ ಸಿಬಬಿಂದ್ದಯಿಂದ್ದಗ್ೆ ಮನತ್ುಕ್ತೆ ನಡೆಸಿದ್ದಿೀರಿ? ಅವರೆ ಿಂದ್ದಗ್ೆ ನಮಮ ಅನುಭವವೆೀನು? 
 

      

Commercial staff at the Goodshed/ Terminal 
ಗ್ಡ್ಸ್‌ ಶ್ೆಡ್/ಟಮಿಿನಲ್್‌ನಲಿಲರುವ ವಾಣಿಜಾ ರ್ಸಬಬಾಂದಿ 

     

 

 

6. Overall, how you would rate the Indian Railways staff? 

6. ಒಟ್ನಟರೆಯನಗಿ, ಭನರತಿೀಯ ರೆೀಲೆವೀ ಸಿಬಬಿಂದ್ದಯನುಾ ನೀವು ಹೆೀಗ್ೆ ರೆೀಟ್ ಮನಡುತಿುೀರಿ? 
 
 High 

ಉತಿಮ 
Medium 
ಸಾಧಾರಣ 

Low 
ಕಡಿಮ 

Staff at the Station (Eg., SM) 
ನಿಲಾಿಣದ್ಲಿಲನ ರ್ಸಬಬಾಂದಿ (ಉದ್ಾ: ಎಸ್್‌ಎಾಂ) 

     

Senior Railways officers 
ಹಿರಿಯ ರೆೈಲೆವೇ ಅಧಿಕಾರಿಗಳು 

     



Polite and Courteous 
ಸಭ್ಾ ಮತುಿ ವಿನಯಶೇಲ 

   

Professional & Efficient 
ವೃತ್ತಿಪರ ಮತುಿ ದ್ಕ್ಷ 

   

Helpful 
ಸಹಾಯಕವಾಗಿದ್ೆ 

   

Solves my problem 
ನನು ಸಮಸೆಾಯನುು ಪರಿಹರಿಸುತಾಿರೆ 

   

 
 

7. Did you face any of these issues while managing your operations? 

7. ನಮಮ ಕನಯನೇಚರಣೆಗಳನುಾ ನವೇಹಿಸುವನಗ ನೀವು ಈ ಸಮಸೆಯಗಳನುಾ ಎದ್ುರಿಸಿದ್ದಿೀರನ? 
 

 

 

 
 

 

 

 
  

   

Staff asked for gratification 
ಲಾಂಚ್ ಕೆೇಳಿದ್ ರ್ಸಬಬಾಂದಿ 

  

Staff had middle men / touts involved 
ರ್ಸಬಬಾಂದಿಯು ಮಧ್ಾವತ್ತಿ ಮತುಿ ದ್ಳಾುಳಿಗಳನುು ಹೆ್ ಾಂದಿದ್ಿರು 

  

Theft and pilferage was high 
ಕಳುತನ ಮತುಿ ಎಗರಿಸುವುದ್ು ಹೆಚಾಚಗಿತು ಿ

  



6: PARCEL SERVICES 

6: ಪನಸೆೇಲ್ ಸೆೀವೆಗಳು 
 
 
1. Name of the station / parcel office recently visited. 

1. ಇತಿುೀಚೆಗ್ೆ ಭೆೀಟಿ ನೀಡಿದ್ ನಲನಿಣ/ ಪನಸೆೇಲ್ ಕ್ಚೆೀರಿಯ ಹೆಸರು. 
  

 2.Profile of Respondent (Multiple selection permitted) 

o Woman      

o Senior Citizen     

o Student 

o Salaried Professional 

o Businessman / Trader 

o Divyangjan 

o Other 

 

2. ಪ್ರತಿಕರಯಿಸುವವರ ಪ್ರರಫೆೈಲ್ (ಬಹು ಆಯ್ಕೆಯನುಾ ಅನುಮತಿಸಲನಗಿದೆ) 
o ಮಹಿಳೆ 
o ಹಿರಿಯ ನಾಗರಿಕ 

o ವಿದ್ಾಾರ್ಥಿ 
o ವೆೇತನ ಪಡೆಯುವ ವೃತ್ತಿಪರ 
o ಉದ್ಾಮಿ / ವಾಾಪಾರಿ 
o ದಿವಾಾಾಂಗಜನ 
o ಇತರೆ 

 

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. ಬುಕ್ ಮನಡಲನದ್ ಪನಸೆೇಲಾ ವಿಧ 

 

o ವೆೈಯಕ್ರಿಕ ಸಾಮಾನು ಉದ್ಾ. ಬೆೈಕು, ಪೇಠೆ್ ೇಪಕರಣಗಳು, ಉಪಕರಣಗಳು, ಇತಾಾದಿ (ಸೆಳಾಾಂತಗೆ್ ಳಿಸಲು) 
o ಮಾರುಕಟೆಟಗಾಗಿ ವಾವಹಾರ / ವಾಾಪಾರ-ಉತೆನುಗಳು 



o ಕೆ್ರಿಯರ್ ರವಾನೆ - ಗಾೆಹಕರ ಪಾಾಕೆೇಜುಗಳು 
o ವಿಶ್ೆೇಷ ರವಾನೆ - ಕೆಲವು ಘಟನೆ ಅರ್ವಾ ಸಾಂದ್ಭ್ಿಕಾೆಗಿ 

 

4. What was your experience while booking your parcel / luggage? 

4. ನಮಮ ಪನಸೆೇಲ್ / ಲಗ್ೆೀಜ್ ಅನುಾ ಬುಕ್ ಮನಡುವನಗ ನಮಮ ಅನುಭವ ಏನು? 
 

      

Efficient, smooth process 
ದ್ಕ್ಷ, ಸುಗಮ ಪೆಕ್ರೆಯೆ 

     

Clean, hygienic booking office 
ಸವಚ್ಛ, ನಿಮಿಲ ಬುಕ್ರಾಂಗ್ ಕಚೆೇರಿ 

     

Safe and secured environment 
ಸುರಕ್ಷಿತ ಮತುಿ ನಿಶಚಾಂತೆಯ ಪರಿಸರ 

     

Correct information about rates, trains, etc. 
ದ್ರಗಳು, ರೆೈಲುಗಳು ಇತಾಾದಿಗಳ ಬಗೆೆ ಸರಿಯಾದ್ 
ಮಾಹಿತ್ತ 

     

Correct prices and billing 
ಸರಿಯಾದ್ ಬೆಲೆಗಳು ಮತುಿ ಬ್ದಲಿಲಾಂಗ್ 

     

Error free payments 
ದ್ೆ್ ೇಷರಹಿತ ಪಾವತ್ತಗಳು 

     

 
 
 
 

5. What was your experience while loading / unloading your parcel? 

 

5. ನಮಮ ಪನಸೆೇಲ್ ಅನುಾ ಲೆ ೀಡ್ಸ ಮನಡುವನಗ / ಇಳಿಸುವನಗ ನಮಮ ಅನುಭವ ಏನು? 
       

 

Information about arrival / departure of parcel 
ಪಾಸೆಿಲ್್‌ನ ಆಗಮನ / ನಿಗಿಮನದ್ ಬಗೆೆ ಮಾಹಿತ್ತ 

      

Time available to load / unload 
ಲೆ್ ೇಡ್ ಮಾಡಲು / ಇಳಿಸಲು ಲಭ್ಾವಿರುವ ಸಮಯ 

      

Help in case of over carriage 
ಓವರ್ ಕಾಾರಿಯೆೇಜ್ ಸಾಂದ್ಭ್ಿದ್ಲಿಲ ಸಹಾಯ 

      

Availability of help in the form of laborers / loaders 
ಕಾಮಿಿಕರು/ಲೆ್ ೇಡರ್್‌ಗಳ ರ್ಪದ್ಲಿಲ ಸಹಾಯದ್ ಲಭ್ಾತೆ 

      

Security 
ಭ್ದ್ೆತೆ 

      

 

 
 

 

 
 

6. With whom did you interact with? What was your experience with them? 

Compensation in case of damages 
ಹಾನಿಯ ಸಾಂದ್ಭ್ಿದ್ಲಿಲ ಪರಿಹಾರ 

      



 

6. ನೀವು ಯನರೆ ಿಂದ್ದಗ್ೆ ಮನತ್ುಕ್ತೆ ನಡೆಸಿದ್ದಿೀರಿ? ಅವರೆ ಿಂದ್ದಗ್ೆ ನಮಮ ಅನುಭವವೆೀನು? 
       

Parcel booking staff 
ಪಾಸೆಿಲ್ ಬುಕ್ರಾಂಗ್ ರ್ಸಬಬಾಂದಿ 

      

Parcel Helpers (Packers, loaders, etc.) 
ಪಾಸೆಿಲ್ ಸಹಾಯಕರು (ಪಾಾಕರ್್‌ಗಳು, ಲೆ್ ೇಡರ್್‌ಗಳು, 
ಇತಾಾದಿ) 

      

Outsourced staff 
ಹೆ್ ರಗುತ್ತಿಗೆ ರ್ಸಬಬಾಂದಿ 

      

Parcel Supervisor / Senior Officers 
ಪಾಸೆಿಲ್ ಮೇಲಿವಚಾರಕರು / ಹಿರಿಯ ಅಧಿಕಾರಿಗಳು 

      



 



 

 

 

 

 

Questionnaire - Odia 



QUESTIONNAIRE 1: TICKET BOOKING EXPERIENCE 
ପ୍ରଶ୍ନ 1: ଟକିେଟ୍ ବୁେିିଂ ର ଅଭିଜ୍ଞତା 

 
 

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 
 

1. ଉତ୍ତରଦାତାଙ୍କର କପ୍ରାଫାଇଲ୍ (ଏୋଧିେ ଚୟନ ପାଇ ଁଅନୁମତ ିଅଛ)ି 

o ମହଳିା 
o ବରିଷ୍ଠ ନାଗରିେ 

o ଛାତ୍ର 

o କବତନକଭାଗୀ େମମଚାରୀ 
o ବୟବସାୟୀ / ବୟାପାରୀ 
o ବେିଳାଙ୍ଗ 

o କବୋର 

o ଅନୟାନୟ 

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. ଆପଣ କେଉଁ କେନ୍ କର ବୁକ୍ େରିଛନ୍ତ?ି 

o ଏକ୍ସକପ୍ରସ 

o କମଲ୍ 

o ଇଣ୍ଟରସିଟି 
o ଶ୍ତାବ୍ଦୀ 
o ରାଜଧାନୀ 
o ଦୁରକନ୍ତା 
o ଗରିବ ରଥ 

o ପୟାକସଞ୍ଜର 

o ହଲିକେ କେଶ୍ାଲ୍ 

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.. ଯଦି ଆପଣ ଅନଲାଇନ୍ ରେ ଟିରେଟ୍ ବୁେ୍ େେିଛନ୍ତି, ରେରବ ଟିରେଟ୍ ବୁେିିଂେ ବିଭିନ୍ନ ଦିଗଗଡିୁେ ବିଷୟରେ 
ଆପଣଙ୍କେ ଅଭିଜ୍ଞୋ େ’ଣ ଥଲିା? 

 ବହୁତ ଭଲ ଭଲ ଚଳନୀୟ ଖରାପ ବହୁତ ଖରାପ 

କେନ୍ କଖାଜବିା      

କେନ୍ ଉପଲବ୍ଧତା ଅରବେଷଣ      

ଟକିେଟ୍ ବୁେିିଂ      

କଦୟ      

କେୌଣସି ଅଭିକ ାଗ େରିବା ଏବିଂ ପ୍ରତକି୍ରିୟା 
ପାଇବା 

     

 
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.. ଯଦି ଆପଣ ବୁେିିଂ ୋଉଣ୍ଟେରେ ଟିରେଟ୍ ବୁେ୍ େେିଛନ୍ତି, ରେରବ ଆପଣଙୁ୍କ  ୋଉଣ୍ଟେରେ ଭାେେୀୟ ରେଳ       
େର୍ମଚାେୀଙ୍କ ଦ୍ୱାୋ ପ୍ରଦାନ େୋଯାଇଥବିା ପାେସ୍ପେିେ େଥାବାର୍ତ୍ମା ଏବିଂ ରେବାେ ଗଣୁବର୍ତ୍ାେୁ େିପେି 
ର୍ଲୂୟାଙ୍କନ େେିରବ? 

  
 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 

ଖୋପ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

ଭଦ୍ର ଏବିଂ ନମ୍ର       

ବୃତି୍ତଗତ       

ସାହା ୟୋରୀ       

କମାର ପ୍ରଶ୍ନ / ସମସୟାର ସମାଧାନ       

 

 

5. Did you find the right and useful information from the different reservation enquiry and  

information services at the station / reservation counter? 
 

 Excellen

t 

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       

 
 

5.  ରେେନ / ଆେକ୍ଷଣ ୋଉଣ୍ଟେରେ ବିଭିନ୍ନ ଆେକ୍ଷଣ ଅରବେଷଣ ଏବିଂ େଚୂନା ରେବା ଠାେୁ ଆପଣ େଠିେ୍ ଏବିଂ 
ଉପରଯାଗୀ େଚୂନା ପାଇଛନ୍ତି େି? 

 

 ବହୁେ 
ଭଲ 

ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 
ଖୋପ 

ରଦଖନିାହାନ୍ତି/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

େଷ୍ଟ, ସିଂପୂର୍ଣ୍ମ ସୂଚନା       

ପରିଷ୍କାର, ସ୍ୱଚ୍ଛ ବୁେିିଂ ଅଫିସ୍       

ଭଲ ଭାବକର ବଜାୟ ରଖା ାଇଥିବା ୋ ମୟ ପ୍ରଣାଳୀ       

ସୁରକ୍ଷା ଏବିଂ ନରିାପଦ ବାତାବରଣର ଭାବନା       

 

6. Do these statements reflect your experience of ticket booking? 

 
 Yes No 

I got the ticket of my choice without any hassle   

I did not have to spend too much time while booking the tickets   

I found the ticketing process smooth and very efficient   

I got all the help I wanted from the staff / website   

  

    

 



   6. େଣ ଏହି ବିବେଣୀଗଡିୁେ ଆପଣଙ୍କେ ଟିରେଟ୍ ବୁେିିଂେ ଅଭିଜ୍ଞୋେୁ ପ୍ରେିଫଳିେ େରେ େି? 

 ହଁ ନା 
ବନିା କେୌଣସି ଅସୁବଧିାକର ମଁୁ କମା ପସନ୍ଦର ଟିକେଟ୍ ପାଇଲି। 

  

ଟକିେଟ୍ ବୁକ୍ େରିବା ସମୟକର କମାକତ ଅଧକି ସମୟ ବିତାଇବାକୁ ପଡିଲା ନାହିିଁ।   

ମଁୁ ଟକିେଟ୍ େରିବା ପ୍ରକ୍ରିୟା ସୁଗମ ଏବିଂ ବହୁତ ଦକ୍ଷ କବାଲି ପାଇଲ।ି 
  

ମୁିଁ କର୍ମଚାରୀ / ୱେବସାଇଟରୁ ଚାହୁିଁଥବିା ସମସ୍ତ ସାହାଯ୍ୟ ପାଇଲ।ି 
  

 

 

  



2: PASSENGER EXPERIENCE IN THE TRAIN 

2. ଟ୍ରେନ୍ ଯାତ୍ରୀଙ୍କ ଅଭିଜ୍ଞତା 

  

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 
 

1. ଉର୍ତ୍େଦାୋଙ୍କେ ରପ୍ରାଫାଇଲ୍ (ଏୋଧେି ଚୟନ ପାଇ   ଅନୁର୍େି ଅଛି) 

o ର୍ହିଳା 

o ବେିଷ୍ଠ ନାଗେିେ 

o ଛାତ୍ର 

o ରବେନରଭାଗୀ େର୍ମଚାେୀ 
o ବୟବୋୟୀ / ବୟାପାେୀ 
o ବିେଳାଙ୍ଗ 

o ରବୋେ 

o ଅନୟାନୟ 

 

 

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. ଆପଣ ରେଉ   ରେନ୍ ରେ ବୁେ୍ େେିଛନ୍ତି? 

o ଏକ୍ସରପ୍ରେ 

o ରର୍ଲ୍ 

         o ଇଣ୍ଟେେିଟି 

         o ଶୋବ୍ଦୀ 

         o ୋଜଧାନୀ 

        o ଦୁେରନ୍ତା 

        o ଗେିବ େଥ 

        o ପୟାରେଞ୍ଜେ 

       o ହଲିରେ ରସ୍ପଶାଲ୍ 

 

3. What was your experience using the different facilities inside the train? 
 

     3.. କେନ୍ ଭିତକର ଥିବା ବଭିିନ୍ନ ସୁବଧିା ବୟବହାର େରିବାକର ଆପଣଙ୍କର ଅଭିଜ୍ଞତା େ’ଣ ଥିଲା? 

 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       

 
 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 

ଖୋପ 

ରଦଖନିାହାନ୍ତି

/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

ଆକଲାେ       

େମ୍ପାଟମକମଣ୍ଟ (ପରିଷ୍କାର ପରିଚ୍ଛନ୍ନତା)       

କଶ୍ୌଚାଳୟ ଏବିଂ ହାତ କଧାଇବା କବସିନ୍        

ସିଟ୍ / ବଥମ       

ଏୟାର-େଣି୍ଡସନର / ଫୟାନ୍       

ସାଧାରଣ ଆସବାବପତ୍ର       

ପୟାଣି୍ଟ ିୋର୍ / ୋଇନିିଂ ୋର୍       

 
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. େଣ ଆପଣ ଟ୍ରେନ୍କର ନମିନ ମଧ୍ୟରୁ କେୌଣସି କସବା ବୟବହାର େରିଛନ୍ତ ିେି? ଆପଣଙ୍କର ଅଭିଜ୍ଞତା େ’ଣ ଥିଲା? 

 
 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 

ଖୋପ 

ରଦଖନିାହାନ୍ତି/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

ସିଟ୍ / ବଥମ ପରିବତ୍ତମନ       

ୱାଇଫାଇ       

ଖାଦୟ କସବା       

କବଡ୍ କରାଲ୍       

ଅଭିକ ାଗ ଦାଖଲ େରିବା ଏବିଂ ୋ ମୟାନୁଷ୍ଠାନ ଗ୍ରହଣ 
େରିବା 

      

 
 

5. Did you interact with any Indian Railway staff? How did they behave with you? 

ଆପଣ କେୌଣସି ଭାରତୀୟ କରଳ େମମଚାରୀଙ୍କ ସହତି କ ାଗାକ ାଗ େରିଛନ୍ତ ିେି? କସମାକନ ଆପଣଙ୍କ ସହତି େିପରି ବୟବହାର େକଲ? 

 

 Helpful, 
solved my 
problems 

Polite and 
Professional 

Diverted the 
issue to 

someone else 

Rude and 
bad 

behavior 

Created 
trouble for 
passengers 

Didn’t 
interact 
/ Didn’t 

see 

Ticket Examiner       

RPF / Police       

Compartment Attendant staff 

(Cleaner, bedroll, etc.) 

      

Catering / Pantry car staff       

Any other Railways staff       

 
 ସାହା ୟୋ

ରୀ, କମାର 
ସମସୟାର 
ସମାଧାନ 
କହାଇଗଲା 

ଭଦ୍ର ଏବିଂ 
କପ୍ରାକଫସନାଲ୍ 

ସମସୟାେୁ ଅନୟ 
ଜଣଙୁ୍କ 

କଦଇକଦକଲ 

ଅଭଦ୍ର ଏବିଂ 
ଖରାପ 
ବୟବହାର 

 ାତ୍ରୀମାନଙ୍କ 
ପାଇଁ ଅସୁବଧିା 
ସୃଷ୍ଟ ିେକଲ 

କ ାଗାକ ା
ଗ 
େରିନାହଁାନ୍ତ ି
/ କଦଖି 
ନାହଁାନ୍ତ ି

ଟକିେଟ୍ ପରୀକ୍ଷେ       

ଆରପିଏଫ୍ / କପାଲିସ୍       

େମ୍ପାଟମକମଣ୍ଟର ଆକଟଣ୍ଡାଣ୍ଟ େମମଚାରୀ 
(େିିନର୍, କବେକରାଲ୍ ଇତୟାଦ)ି 

      

େୟାଟରିିଂ / ପୟାଣି୍ଟ ିୋର୍ େମମଚାରୀ       

ଅନୟ କେୌଣସି କରଳ େମମଚାରୀ       

 

      6. Do these statements reflect your experience of ticket booking? 

 Yes No Not 

applicable 



I was able to board the train and find my seat without any hassle    

I could get a seat of my choice    

The TTE helped me tremendously    

I had a comfortable and clean travel in the train    

I had a safe and secured time in the train with the RPF staff providing 

security 

   

 
 
 

6.  େଣ ଏହି ବିବେଣୀଗଡିୁେ ଆପଣଙ୍କେ ଟିରେଟ୍ ବୁେିିଂେ ଅଭିଜ୍ଞୋେୁ ପ୍ରେିଫଳିେ େରେ େି? 

 
 ହ   ନା ପ୍ରଯଜୁୟ ନୁରହ   

ମଁୁ ଟ୍ରେନ୍ ରେ ଚଢି ବିନା କେୌଣସି ଅସବୁିଧାରେ କମା ସଟି୍ ଖୋଜି ପାରିଲ।ି     

କମାକତ  କମା ପସନଦ୍ ଅନୁସାରେ କଗାଟଏି ସିଟ ୍ମିଳିପାରିବ। 
   

ଟିଟିଇ କମାକତ  ବହୁତ ସାହାଯ୍ୟ କରିଲେ।     

ଟ୍ରେନ୍ ରେ କମାର ଯାତ୍ରା ଆରାମଦାୟକ ଏବଂ ପରିଷ୍କାର ଥିଲା।     

ସୁରକ୍ଷା କ ାଗାଉଥିବା ଆରପିଏଫ୍ େମମଚାରୀଙ୍କ ସହତି କମାର ଟ୍ରେନ୍ରେ ବିତାଇଥିବା ସମୟ 

ସୁରକ୍ଷିତ ଏବଂ ନିରାପଦ ଥିଲା। 

   

 
 
 
 

  



3: EXPERIENCE BEFORE BOARDING THE TRAIN 

3:ଟ୍ରେଟ୍ରେ ଚଢବିା ପୂବବରୁ ଅଭିଜ୍ଞତା 
 

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 
 

1. ଉର୍ତ୍େଦାୋଙ୍କେ ରପ୍ରାଫାଇଲ୍ (ଏୋଧେି ଚୟନ ପାଇ   ଅନୁର୍େି ଅଛି) 

o ର୍ହିଳା 

o ବେିଷ୍ଠ ନାଗେିେ 

o ଛାତ୍ର 

o ରବେନରଭାଗୀ େର୍ମଚାେୀ 
o ବୟବୋୟୀ / ବୟାପାେୀ 
o ବିେଳାଙ୍ଗ 

o ରବୋେ 

o ଅନୟାନୟ 
 

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. ଆପଣ ରେଉ   ରେନ୍ ରେ ବୁେ୍ େେିଛନ୍ତି? 

o ଏକ୍ସରପ୍ରେ 

o ରର୍ଲ୍ 



o ଇଣ୍ଟେେିଟ ି

o ଶୋବ୍ଦୀ 

o ୋଜଧାନୀ 

o ଦୁେରନ୍ତା 

o ଗେିବ େଥ 

o ପୟାରେଞ୍ଜେ 

o ହଲିରେ ରସ୍ପଶାଲ୍ 

 

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. ରେଳ ରେେନରେ ଆପଣ ନିମ୍ନ େବିୁଧାଗଡିୁେ ର୍ଧ୍ୟେୁ ରେୌଣେିଟ ିବୟବହାେ େେିଛନ୍ତ ିେି? ଆପଣଙ୍କେ ଅଭିଜ୍ଞୋ େ’ଣ ଥଲିା? 

 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 
ଖୋପ 

ରଦଖନିାହାନ୍ତି/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

ପାନୀୟ ଜଳ       

ଫୁଟ ଓଭେ ବି୍ରଜ୍       

ପ୍ରେୀକ୍ଷାଳୟ / ଶୟନାଗାେ       

ଖାଦୟ ଏବିଂ ପାନୀୟ       

ରଶୌଚାଳୟ       

ୱାଇଫାଇ       

ଏଟିଏର୍ ୍       

ଦିଶାନିରଦମଶ ୋଇନରବାେମ / େିଜିଟାଲ୍ େିେରଲେ       

ରେେନ ର ାଷଣା       

ପାେକିଂ େବିୁଧା       

 

 

 



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. ଆପଣ ନିମ୍ନରେ ଦିଆଯାଇଥବିା ରେୌଣେି ରେବା ବୟବହାେ େେିଛନ୍ତି େି? ଆପଣଙ୍କେ ଅନୁଭୂେି େ’ଣ ଥଲିା? 

 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 
ଖୋପ 

ରଦଖନିାହାନ୍ତି/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

ଅରବେଷଣ ରେବା       

ରେେନ ର୍ାେେଙ୍କ େହିେ ଅଭିରଯାଗ / ର୍ୋର୍େ       

ଲରଗଜ୍ ବୁେିିଂ       

ବିେଳାଙ୍ଗ େବିୁଧା / ରେବା       

ଛାଡିଯାଇଥବିା ଲରଗଜ୍ ଲେେ / କ୍େେ୍ େୁର୍ ୍       

ଚିେିତ୍ସା ରେବା / ଜେୁେୀୋଳୀନ ରେବା       

 
 

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.. ଆପଣ ରେେନରେ ନିମ୍ନଲିଖେି େହିେ ରଯାଗାରଯାଗ େେିଥରିଲ େି? ଆପଣଙ୍କେ ଅଭିଜ୍ଞୋ େ’ଣ ଥଲିା? 

 
 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 

ଖୋପ 

ରଦଖନିାହାନ୍ତି/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

ରେେନ ର୍ାେେ       

ଅରବେଷଣ କିରାଣୀ       

ରେନ୍ ପେୀକ୍ଷେ       



ୋହାୟେ / ରପାଟମେମ        

ପ୍ରେିକ୍ଷାଳୟେ େର୍ମଚାେୀ       

ଲରଗଜ୍ ରେବା େର୍ମଚାେୀ       

ରଦାୋନ, ରେଷଟୁ୍ୋଣ୍ଟ ଏବିଂ େଲରେ ଥବିା 
େର୍ମଚାେୀ 

      

 
  6. Do these statements reflect your experience of ticket booking? 
 

 Yes No 

I got all the right information needed for boarding my train   

I had a safe and smooth boarding experience   

I was treated professionally and with respect by the Indian Railways staff   

I felt safe and secured at the railway station   

 

6.. େଣ ଏହି ବିବେଣୀଗଡିୁେ ଆପଣଙ୍କେ ଟିରେଟ୍ ବୁେିିଂେ ଅଭିଜ୍ଞୋେୁ ପ୍ରେିଫଳିେ େରେ େି? 
 

ରେରେ ଚଢିବା ପାଇ   ର୍   ୁଆବଶୟେ େର୍ସ୍ତ େଠିେ୍ େଚୂନା ପାଇଲି ହ   ନା 

କମାର କଗାଟଏି ନରିାପଦ ଏବିଂ ସୁଗମ ଚଢବିା ଅଭିଜ୍ଞତା ଥିଲା   

ଭାରତୀୟ କରଳ ବଭିାଗର େମମଚାରୀମାକନ କମା ସହତି କପ୍ରାକଫସନାଲ୍ ଏବିଂ ସମ୍ମାନର ସହତି ବୟବହାର 
େରିଥିକଲ 

  

ମୁିଁ ରେଳ ଷ୍ଟେସନରେ ନିରାପଦ ଏବଂ ସୁରକ୍ଷତି ଅନୁଭବ କଲି।   

 

  



 

4: EXPERIENCE AFTER DE-BOARDING FROM THE TRAIN 

4: ଟ୍ରେନୁ୍ର ଓଟ୍ରହେଇବା ପଟ୍ରର ଅଭିଜ୍ଞତା 
 

 
 

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 
 

1. ଉର୍ତ୍େଦାୋଙ୍କେ ରପ୍ରାଫାଇଲ୍ (ଏୋଧେି ଚୟନ ପାଇ   ଅନୁର୍େି ଅଛି) 

o ର୍ହିଳା 

o ବେିଷ୍ଠ ନାଗେିେ 

o ଛାତ୍ର 

o ରବେନରଭାଗୀ େର୍ମଚାେୀ 
o ବୟବୋୟୀ / ବୟାପାେୀ 
o ବିେଳାଙ୍ଗ 

o ରବୋେ 

o ଅନୟାନୟ 
 

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. ଆପଣ ରେଉ   ରେନ୍ ରେ ବୁେ୍ େେିଛନ୍ତି? 

o ଏକ୍ସରପ୍ରେ 

o ରର୍ଲ୍ 

o ଇଣ୍ଟେେିଟ ି

o ଶୋବ୍ଦୀ 

o ୋଜଧାନୀ 

o ଦୁେରନ୍ତା 

o ଗେିବ େଥ 

o ପୟାରେଞ୍ଜେ 

o ହଲିରେ ରସ୍ପଶାଲ୍ 

 

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. ରେଳ ରେେନରେ ଆପଣ ନିମ୍ନ େବିୁଧାଗଡିୁେ ର୍ଧ୍ୟେୁ ରେୌଣେିଟ ିବୟବହାେ େେିଛନ୍ତ ିେି? ଆପଣଙ୍କେ ଅଭିଜ୍ଞୋ େ’ଣ ଥଲିା? 

 

 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 
ଖୋପ 

ରଦଖନିାହାନ୍ତି/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

ପାନୀୟ ଜଳ       

ଫୁଟ ଓଭେ ବି୍ରଜ୍       

ପ୍ରେୀକ୍ଷାଳୟ / ଶୟନାଗାେ       

ଖାଦୟ ଏବିଂ ପାନୀୟ       

ରଶୌଚାଳୟ       

ୱାଇଫାଇ       

ଏଟିଏର୍ ୍       

ଦିଶାନିରଦମଶ ୋଇନରବାେମ / େିଜିଟାଲ୍ େିେରଲେ       

ରେେନ ର ାଷଣା       

ପାେକିଂ େବିୁଧା       

 
 
 
 



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 ଆପଣ ନିମ୍ନଟ୍ରେ ଦିଆଯାଇଥବିା ଟ୍ର ୌଣସି ଟ୍ରସବା ବୟବହାେ  େିଛନ୍ତି  ?ି ଆପଣଙ୍କେ ଅନୁଭୂତି  ’ଣ ଥଲିା? 

 

 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 
ଖୋପ 

ରଦଖନିାହାନ୍ତି

/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

ଅକନେଷଣ କସବା       

କଷ୍ଟସନ ମାଷ୍ଟରଙ୍କ ସହତି ଅଭିକ ାଗ / ମତାମତ        

ଲକଗଜ୍ ବୁେିିଂ       

ବେିଳାଙ୍ଗ ସୁବଧିା / କସବା       

ଛାଡ଼ ିାଇଥିବା ଲକଗଜ୍ ଲେର / େିକ୍ ରୁମ୍       

ଚେିିତ୍ସା କସବା / ଜରୁରୀୋଳୀନ କସବା       

ଟୟାକି୍ସ / ଅକଟା କସବା       

 
 
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.. ଆପଣ ରେେନରେ ନିମ୍ନଲିଖେି େହିେ ରଯାଗାରଯାଗ େେିଥରିଲ େି? ଆପଣଙ୍କେ ଅଭିଜ୍ଞୋ େ’ଣ ଥଲିା? 

 
 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 

ଖୋପ 

ରଦଖନିାହାନ୍ତି/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

ରେେନ ର୍ାେେ       

ଅରବେଷଣ କିରାଣୀ       

ରେନ୍ ପେୀକ୍ଷେ       

ୋହାୟେ / ରପାଟମେମ        

ପ୍ରେିକ୍ଷାଳୟେ େର୍ମଚାେୀ       

ଲରଗଜ୍ ରେବା େର୍ମଚାେୀ       

ରଦାୋନ, ରେଷଟୁ୍ୋଣ୍ଟ ଏବିଂ େଲରେ ଥବିା 
େର୍ମଚାେୀ 

      

 
 
6. Do these statements reflect your experience of ticket booking? 
 
 Yes No 

I reached my destination station safely   

I got down from the train smoothly and without any delay   

I was able leave the platform and station without any trouble   

I found my preferred transport from the station to my home / hotel / office   

6.. େଣ ଏହି ବିବେଣୀଗଡିୁେ ଆପଣଙ୍କେ ଟିରେଟ୍ ବୁେିିଂେ ଅଭିଜ୍ଞୋେୁ ପ୍ରେିଫଳିେ େରେ େି? 
 

 ହ   ନା 

ମଁୁ ନରିାପଦକର କମାର ଗନ୍ତବୟ ସ୍ଥଳକର ପହଞ୍ଚଲିି   

ମଁୁ ବନିା କେୌଣସି ବଳିମବ ଟ୍ରେନ୍ରୁ ସହଜକର ଓହ୍ଲାଇଲି   

ବନିା କେୌଣସି ଅସୁବଧିା ମଁୁ ପିାଟଫମମ ଏବିଂ କଷ୍ଟସନ ଛାେ ିପାରିଲି   

କଷ୍ଟସନରୁ କମା ଘର / କହାକଟଲ / ଅଫିସ  ିବାେୁ କମାର ପସନ୍ଦତି ପରିବହନ କମାକତ ମିଳଲିା   



 

5: GOODS SERVICES 

5. ମାଲ ସେବା 
 

1. Name of the Goods shed / Freight Terminal where you are a regular customer. 
 

Your Answer – 

1. ମାଲ ଶେଡ୍ / ମାଲ ଟମିନାଲ୍ ର ନାମ ଶେଉଁଠାଶର ଆପଣ ଜଶଣ ନୟିମିତ ଗ୍ରାହକ ଅଟନ୍ତ ି| 
 

ଆପଣଙ୍କର ଉତ୍ତର - 
 

2. Profile (to be filled by the survey taker) 

o Consignor 

o Consignee 

o Endorsee 

o Handling Agent 

o Trucker 
 

2. ଟ୍ରରାଫାଇଲ୍ (ସକବମକ୍ଷଣେତ୍ତମାଙ୍କ ଦ୍ୱାରା ପୂରଣ େରା ିବ) 

o ପରିବହନୋରୀ 
o ଗ୍ରାହେ 

o ଏକଣ୍ଡାସି ବା ପୃଷ୍ଠାଙି୍କତ ବୟକ୍ତି 
o ପରିଚାଳନା େରୁଥିବା ବୟକ୍ତ ି

o େେ ଥିବା ବୟକ୍ତ ି
 

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…  ଆପଣଙ୍କେ ୋର୍ଗ୍ରୀ ବୁେିିଂ, ବିଲିିଂ ଏବିଂ ନିେୀକ୍ଷଣ େର୍ୟରେ ଆପଣଙ୍କେ ଅଭିଜ୍ଞୋ େ’ଣ ଥଲିା? 

 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 
ଖୋପ 

ରଦଖନିାହାନ୍ତି/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

ଦର, ରିହାତ,ି ଛାଡ଼ ଇତୟାଦ ିଉପକର େଷ୍ଟ ସୂଚନା       



ସରଳ ଅନଲାଇନ୍ ବୁେିିଂ ସିଷ୍ଟମ୍       

ତୁଟମିୁକ୍ତ କଦୟ ବୟବସ୍ଥା       

କରଳ ରସିଦ ଏବିଂ ଅନୟାନୟ ଗୁରୁତ୍ୱପୂର୍ଣ୍ମ େେୁୟକମଣ୍୍ଟ ର 
କେଲିଭରି 

      

ଠିକ୍, ସଠିକ୍ ବଲିିିଂ       

ଅନଲାଇନ୍ ନରିୀକ୍ଷଣ ଏବିଂ ୋେିିଂ ସିଷ୍ଟମ୍       

 
 

4. What is your experience at the time of loading/unloading of your freight? 

        ଆପଣଙ୍କର ସାମଗ୍ରୀ କଲାେିିଂ / ଅନକଲାେିିଂ ସମୟକର ଆପଣଙ୍କର ଅଭିଜ୍ଞତା େ’ଣ ଥିଲା? 

 

 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       

 
 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 

ଖୋପ 

ରଦଖନିାହାନ୍ତି/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

କରକ୍ ଗୁଡ଼େିର ଆଗମନ / ପ୍ରସ୍ଥାନ ବଷିୟକର ସୂଚନା       

େକ୍ / ଅନୟାନୟ  ାନବାହନ ପାଇଁ ମାଲ ଟମିନାଲ ପ ମୟନ୍ତ ପ୍ରକବଶ୍       

ଶ୍ରମିେ / କଲାେରମାନଙ୍କ ପାଇ ଁସୁରକ୍ଷିତ ସ୍ୱଚ୍ଛତା ୋ ମୟ ପରିସ୍ଥିତ ି       

କେୌଣସି ଅସୁବଧିା / ସମସୟା କହକଲ କରଳ େମମଚାରୀଙ୍କ ଠାରୁ 
ସାହା ୟ 

      

ବଳିମବ ଶୁ୍ଳ୍କ / ଘାଟ ଶୁ୍ଳ୍କର ସଠିକ୍ ବଲିିିଂ       

କକ୍ଷତ୍ରକର ସାମଗି୍ରେ ପରିକବଶ୍ ଆକଲାେ ବୟବସ୍ଥା ଏବିଂ ସୁରକ୍ଷା        

 
 

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      

 

 

 

 

 

 



ଆପଣ ରେଉ   ରେଳ େର୍ମଚାେୀଙ୍କ େହିେ ରଯାଗାରଯାଗ େେିଥରିଲ? ରେର୍ାନଙ୍କ େହିେ େୁର୍େ ଅଭିଜ୍ଞୋ େିପେି ଥଲିା? 
 
 

 
 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 

ଖୋପ 

ମାଲଘର / ଟମିନାଲକର ବାଣିଜୟିେ େମମଚାରୀ      

କଷ୍ଟସନକର େମମଚାରୀ ( ଥା, ଏସଏମ୍)      

ବରିଷ୍ଠ କରଳ ଅଧିୋରୀ      

 

 

 

 

6. Overall, how you would rate the Indian Railways staff? 
 

 High Medium Low 

Polite and Courteous    

Professional & Efficient    

Helpful    

Solves my problem    

 
 

ଟ୍ର ାଟ ଉପଟ୍ରର, ଆପଣ ଭାରତୀୟ ଟ୍ରରଳ କ ବଚାରୀଙୁ୍କ କିପରି  ୂହୟାଙ୍କନ୍ର କରିଟ୍ରବ? 

 ଉଚ୍ଚ ମଧ୍ୟମ ନମିନ 
ଭଦ୍ର ଏବିଂ ବନିମ୍ର    

ବୃତି୍ତଗତ  ଏବିଂ ଦକ୍ଷ    

ସାହା ୟୋରୀ    

କମାର ସମସୟାର ସମାଧାନ େକର |    

 
 

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   

 

 

ଆପଣଙ୍କ କାଯବୟ ପରିଚାଳନ୍ରା କରିବାଟ୍ରବଟ୍ରଳ ଆପଣ ନ୍ରଟି୍ର ନାକ୍ତ ସ ସୟାର ଟ୍ରକୌଣସି ରକାଟ୍ରର ସା ନା କରିଥିହ କି? 

   

େମମଚାରୀମାକନ ଲାଞ୍ଚ ଚାହଁୁଥିକଲ   

େମମଚାରୀମାନଙ୍କ ଠାକର ମଧ୍ୟମ ବଗମ / ଦଲାଲ ମାକନ ସାମିଲ୍ ଥିକଲ   

କଚାରୀ ଏବିଂ କଛାଟଆି କଚାରୀ ଅଧିେ ଥିଲା   

 

 

  



6: PARCEL SERVICES 

6. ପାସବଲ୍ ଟ୍ରସବା 
 
 

1. Name of the station / parcel office recently visited. 
Your Answer:-  

 
1.. ନେିଟକର ପେିଦଶମନ େେିଥବିା ରେେନ / ପାେମଲ ୋଯମୟାଳୟେ ନାର୍ 

     ଆପଣଙ୍କେ ଉର୍ତ୍େ 

 

 2.   Profile of Respondent (Multiple selection permitted) 

o Woman      

o Senior Citizen     

o Student 

o Salaried Professional 

o Businessman / Trader 

o Divyangjan 

o Other 

2. ଉର୍ତ୍େଦାୋଙ୍କେ ରପ୍ରାଫାଇଲ୍ (ଏୋଧେି ଚୟନ ପାଇ   ଅନୁର୍େି ଅଛି) 

o ର୍ହିଳା 

o ବେିଷ୍ଠ ନାଗେିେ 

o ଛାତ୍ର 

o ରବେନରଭାଗୀ େର୍ମଚାେୀ 
o ବୟବୋୟୀ / ବୟାପାେୀ 
o ବିେଳାଙ୍ଗ 

o ଅନୟାନୟ 
 

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. ବୁକ୍ ଟ୍ର ାଇଥିବା ପାସବଲ୍ ର ରକାର 

o ବ୍ୟକତ୍ିଗତ ଲଗେଜ୍ ଯଥା। ବାଇକ୍, ଆସବାବପତ୍ର, ଉପେରଣ, ଇତୟାଦ ି(ସ୍ଥାନାନ୍ତର ପାଇଁ) 
o ବୟବସାୟ / ବଜାର ପାଇ ଁବାଣିଜୟ-ଉତ୍ପାଦ 

o କୋରିଅର୍ ସାମଗ୍ରୀ - ଗ୍ରାହେଙ୍କ ପୟାକେଜ୍ 

o ସ୍ୱତନ୍ତ୍ର ସାମଗ୍ରୀ - େିଛ ିଇକଭଣ୍ଟ େିମବା ଉତ୍ସବ ପାଇ ଁ

4. What was your experience while booking your parcel / luggage? 



ଆପଣଙ୍କର ପାସବହ / ହଟ୍ରେଜ୍ େୁଡ଼କୁି ବୁକିିଂ କରିବା ସ ୟଟ୍ରର ଆପଣଙ୍କର ଅଭିଜ୍ଞତା କ’ଣ ଥିହା? 

 
 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      

 
 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 

ଖୋପ 

ଫଳପ୍ରଦ, ସୁଗମ ପ୍ରକ୍ରିୟା      

ପରିଷ୍କାର, ସ୍ୱଚ୍ଛତା ବୁେିିଂ ୋ ମୟାଳୟ      

ନରିାପଦ ଏବିଂ ସୁରକ୍ଷିତ ପରିକବଶ୍      

ଦର, କେନ୍ ଇତୟାଦ ିବଷିୟକର ସଠିକ୍ ସୂଚନା      

ସଠିକ୍ ମୂଲୟ ଏବିଂ ବଲିିିଂ      

ତୁଟ ିମୁକ୍ତ ିକଦୟ       

 
 

5. What was your experience while loading / unloading your parcel? 
 

 Excellent Good Average Poor Very 

Poor 

Didn’t see/ 

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       

 

ଆପଣଙ୍କର ପାସବହ ଟ୍ରହାଡ଼ିିଂ / ଅନ୍ରଟ୍ରହାଡିିଂ କରିବା ସ ୟଟ୍ରର ଆପଣଙ୍କର ଅଭିଜ୍ଞତା କ’ଣ ଥିହା? 

 

 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁେ 
ଖୋପ 

ରଦଖନିାହାନ୍ତି/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

ପାସମଲର ଆଗମନ / ପ୍ରସ୍ଥାନ ବଷିୟକର ସୂଚନା       

କଲାଡ଼ିିଂ / ଅନକଲାେିିଂ େରିବା ପାଇ ଁଉପଲବ୍ଧ ସମୟ       

ଓଭର େୟାକରଜ୍ କକ୍ଷତ୍ରକର ସାହା ୟ       

ଶ୍ରମିେ / କଲାେର ଆୋରକର ସାହା ୟର ଉପଲବ୍ଧତା       

ସୁରକ୍ଷା       

 ଦ ିକ୍ଷତ ିକହବ କ୍ଷତପୂିରଣ          

 
 
 

6. With whom did you interact with? What was your experience with them? 

ଆପଣ ୋହା ସହତି କ ାଗାକ ାଗ େରିଥିକଲ? କସମାନଙ୍କ ସହତି ଆପଣଙ୍କର ଅଭିଜ୍ଞତା େିପରି ଥିଲା? 



 

 Excellent Good Average Poor Very 
Poor 

Didn’t see/ 

Didn’t use 

Parcel booking staff       

Parcel Helpers (Packers, loaders, etc.)       

Outsourced staff       

Parcel Supervisor / Senior Officers       

 ବହୁେ ଭଲ ଭଲ ଚଳନୀୟ ଖୋପ ବହୁ

େ 
ଖୋ

ପ 

ରଦଖନିାହାନ୍ତି/ 

ବୟବହାେ 
େେିନାହ  ାନ୍ତ ି

ପାସମଲ୍ ବୁେିିଂ େମମଚାରୀ       

ପାସମଲ୍ ସାହା ୟୋରୀ ମାକନ  (ପୟାେସମ, କଲାେର୍, ଇତୟାଦ)ି       

ଆଉଟକସାସିିଂ େମମଚାରୀ       

ପାସମଲ୍ ସୁପରଭାଇଜର / ବରିଷ୍ଠ ଅଧିୋରୀ       

 
 
 
 

  



 

 

 

 

 

Questionnaire - Tamil 



QUESTIONNAIRE 1: TICKET BOOKING EXPERIENCE 

 
 

1. Profile of Respondent (Multiple selection permitted) 

1. பதிலளிப்பவரின் சுயவிவரம் (ஒன்றுக்கும் மமற்பட்ட மேர்வுகள் 

அனுமதிக்கப்படுகிறது ) 

o Woman      

o Senior Citizen     

o Student 

o Salaried Professional 

o Businessman / Trader 

o Divyangjan 

o Unemployed 

o Other 

 

o பெண் 

o மூத்த குடிமகன் 

o மாணவர ்

o சம்ெளம் வாங்கும் ெணிபுரிவவார ்

o  பதாழிலதிெர ்/ வரத்்தகர ்

o மாற்றுத்திறனாளி 
o வவலலயில்லாதவர ்

o மற்றவை 

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. எந்த ரயிலில் முன்பதிவு செய்துளரீக்ள் ? 

o விலரவு ரயில் 

o பமயில் 



o இன்டரச்ிட்டி 

o சதாெ்தி 

o ராஜதானி 

o துரந்ததா 

o கரிெ் ரத ்

o பயணிகள் வண்டி 

            o விடுமுறற சிறப்பு வண்டி 
 

3. If you booked the tickets online, what was your experience with the different aspects of 

ticket  booking? 

3. நீங்கள் ஆன்லலனில் டிக்பகட்டுகலள முன்ெதிவு பசய்திருந்தால், 

டிக்பகட் முன்ெதிவின் ெல்வவறு அம்சங்கலளெ் ெற்றிய உங்கள் 

அனுெவம் எெ்ெடி இருந்தது? 
 

 Excellent Good Average Poor Very Poor 

Searching for trains      

Trains availability enquiry      

Booking the tickets      

Payments      

Making any complaints & getting a 
Response 

     

 
 

 மிகசச்ிற

ெ்பு 

சிறெ்பு சராசரி  வமாசம் மிகவும் 

வமாசம் 

ரயில் பற்றி விபரங்களைத் 

தேடுவது 

     

ரயில் வசலவகள்  ெற்றி 
விசாரிதத்ல்  

     

டிக்பகட்டுகலள முன்ெதிவு 

பசய்தல் 

     

பசலுத்தல்கள்      

புகார ்அளித்தல் & ெதில் 

பெறுதல் 

     

 
 

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? 

4. முன்ெதிவு கவுண்டரில் நீங்கள் டிக்பகட்டுகலள முன்ெதிவு 

பசய்யும் வொது, இந்திய ரயில்வவ ஊழியரக்ள் உங்களுகக்ு 

முன்ெதிவு கவுண்டரில் வழங்கும் பதாடரப்ு மற்றும் வசலவயின் 

தரத்லத எெ்ெடி மதிெ்பிடுவீரக்ள்?  
 



      Did not use 

      ெயன்ெட 

வில்லல 

 
 

5. Did you find the right and useful information from the different reservation enquiry 

and  information services at the station / reservation counter? 

5.. ஸ்வடஷன் / முன்ெதிவு கவுண்டரில் உள்ள ெல்வவறு முன்ெதிவு விசாரலண மற்றும்   

தகவல் வசலவகளிலிருந்து சரியான மற்றும் ெயனுள்ள தகவலலெ் பெற்றீரக்ளா? 
 

      Didn’t see/ 
Didn’t use 

Clear, complete information       

Clean, hygienic booking office       

Well maintained working systems       

Sense of security and safe environment       

 

      பயன்படுத்

தவில்லல 

பதளிவான, முழுலமயான 

தகவல்கள் 

      

சுத்தமான, சுகாதாரமான 

முன்ெதிவு அலுவலகம் 

      

நன்கு ெராமரிக்கெ்ெடும் ெணி 

முலறலமகள் 

      

பாதுகாப்பான உணர்வு 

மற்றும் பாதுகாப்பான சூழல் 

      

 

6. Do these statements reflect your experience of ticket booking? 

6 கீழ் உள்ள இந்த அறிக்லககள் உங்கள் டிக்பகட் முன்ெதிவு அனுெவத்லத 

பிரதிெலிக்கிறதா? 
 

 Yes ஆம் No 
இல்
றல 

I got the ticket of my choice without any hassle   

I did not have to spend too much time while booking the tickets   

Polite and courteous       

Professional       

Helpful       

Solved my queries / problems       

கண்ணியமாகவும் 

மரியாலதயாகவும் இருந்தது 

      

பதாழில்முலறயாக  இருந்தது       

உதவிகரமாக இருந்தது       

எனது வகள்விகள் / 

பிரசச்லனகளுகக்ான தீரல்வெ் 

பெற்வறன் 

      



I found the ticketing process smooth and very efficient   

I got all the help I wanted from the staff / website   

 Yes ஆம் No 
இல்றல 

எந்த சிரமமும் இல்லாமல் நான் விரும்பிய டிக்பகட்லடெ் 

பெற்வறன் 

  

டிக்பகட் முன்ெதிவு பசய்யும் வொது அதிக வநரம் பசலவிட 

வவண்டி இருக்கவில்லல 

  

டிக்பகட் வழங்கும் பசயல்முலற சீராகவும் திறலமயாகவும் 

இருந்த்லதக் கண்வடன் 

  

ஊழியரக்ள் / இலணயதளம் மூலம்  நான் விரும்பிய அலனதத்ு 

உதவிகலளயும் பெற்வறன் 

  



 

2: PASSENGER EXPERIENCE IN THE TRAIN 
ரயிலில் பயணிகளின் அனுபவம் 

 

1. Profile of Respondent (Multiple selection permitted) 

1. பதிலளிப்பவரின் சுயவிவரம் (ஒன்றுக்கும் மமற்பட்ட மேர்வுகள் 

அனுமதிக்கப்படுகிறது ) 

o Woman      

o Senior Citizen     

o Student 

o Salaried Professional 

o Businessman / Trader 

o Divyangjan 

o Unemployed 

o Other 

 

o பெண் 

o மூத்த குடிமகன் 

o மாணவர ்

o சம்ெளம் வாங்கும் ெணிபுரிவவார ்

o  பதாழிலதிெர ்/ வரத்்தகர ்

o மாற்றுத்திறனாளி 
o வவலலயில்லாதவர ்

o மற்றவை 

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. எந்த ரயிலில் முன்பதிவு செய்துளரீக்ள் ? 

o விலரவு ரயில் 

o பமயில் 



o இன்டரச்ிட்டி 

o சதாெ்தி 

o ராஜதானி 

o துரந்ததா 

o கரிெ் ரத ்

o பயணிகள் வண்டி 

            o விடுமுறற சிறப்பு வண்டி 

 

3. What was your experience using the different facilities inside the train? 

3. ரயிலில் இருக்கும் பபாழுது, அதன் பல்வேறு ேசதிகலை பயன்படுத்திய அனுபேம் 

எப்படி இருந்தது? 
 

       

Lighting       

Compartment (cleanliness)       

Toilets & Wash basin       

Seat / Berth       

Air-conditioner / Fan       

General Furniture       

Pantry car / Dining car       

       

பேைிசச்ம்       

பெட்டி (தூய்லம)       

கழிெ்ெலறகள் & வாஷ் வெசின்       

இருக்லக / பெரத் ்       

குளுரூட்டி /  மின்விசிறி       

பொதுவான மரசச்ாமான்கள் 

பொருடக்ள் 

      

வென்ட்ரி கார ்/ லடனிங் கார ்       

 
 

4. Did you use any of these services on the train? What was your experience? 

இந்த வசலேகைில் ஏவதனும் ஒன்லற ரயிலில் பயன்படுத்தினீர்கைா? உங்கை் அனுபேம் 

எப்படி இருந்தது? 
 
 
 
 
 
 
 
 

 
 
 

       

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? 

5. நீங்கள் இந்திய ரயில்மவ ஊழியர்கள் யாருடனாவது  மபசியிருக்கிறரீ்களா? அவர்கள்  

உங்களிடம் எப்படி நடந்து ககாண்டார்கள்? 
 

 Helpful, 
solved my 
problems 

Polite and 
Professional 

Diverted the 
issue to 

someone else 

Rude and 
bad 

behavior 

Created 
trouble for 
passengers 

Didn’t 
interact 
/ Didn’t 
see 

Ticket Examiner       

RPF / Police       

Compartment Attendant staff 
(Cleaner, bedroll, etc.) 

      

Catering / Pantry car staff       

Any other Railways staff       

 
       

 ெயனுள்

ளதாக 

இருந்தது, 

என்  

பிரசச்

லனகள் 

தீரக்க்ெ்ெ

ட்டது  

கண்ணிய

மான 

மற்றும் 

நிபுணதத்ு

வம் பெற்ற 

வவறு  

நெரிடம் 

பிரசச்லன

லய  

மாற்றிவிட்ட

னர ்

கடுலம

யாகவும் 

வமாசமா

கவும் 

நடந்து

பகாண்ட

னர ் 

ெயணிகளு

க்கு 

பிரசச்லன

லய 

ஏற்ெடுத்தி

னர ்  

பதாடர்

பு 

பகாள்ள

வில்லல 
/ 

ொரக்க்

வில்லல 

டிக்பகட் ெரிவசாதகர ்       

ஆரப்ிஎெ் / வொலீஸ்       

 (கிளீனர,் பெட் வரால் 

வொன்ற( 

கம்ொரட்்பமண்ட் 

அட்படண்டண்ட் 

ஊழியரக்ள் 

      

வகட்டரிங் / வென்ட்ரி 

கார ்ஊழியரக்ள் 

      

 பிற இரயில்வவ       

       

இருக்லக / ெடுக்லகலய 

மாற்றுதல் 

      

லவஃலெ       

வகட்டரிங்       

பெட் வரால்       

புகார ்அளித்தல் மற்றும் 

நடவடிக்லக எடுத்தல் 

      



ஊழியரக்ள் 

6 Do these statements describe your experience? 

6. இந்த அறிக்லககள் உங்கள் அனுெவத்லத விவரிக்கிறதா? 
 
 

   Not 
applicable 

I was able to board the train and find my seat without any hassle    

I could get a seat of my choice    

The TTE helped me tremendously    

I had a comfortable and clean travel in the train    

I had a safe and secured time in the train with the RPF staff providing 
Security 

   

 
 

   எதுவும் 

பொருந்தவில்லல 

ரயிலில் ஏறியவுடன் என் இருக்லகலய எந்த 

பதாந்தரவும் இல்லாமல் என்னால்  கண்டுபிடிக்க 

முடிந்தது 

   

நான் விரும்பிய இடத்லத என்னால் பபற முடிந்தது    

டிடிஇ  எனகக்ு பெரிதும் உதவினார ்    

ரயிலில் சுகமாகவும் நிம்மதியாகவும் ெயணம் 

பசய்வதன் 

   

ஆரப்ிஎெ்  ஊழியரக்ளின் உதவியால்  நான் ரயிலில் 

ொதுகாெ்ொகவும்,  ெயமின்றியும் வநரத்லத 

பசலவிட்வடன் 

   

 
 

  



3: EXPERIENCE BEFORE BOARDING THE TRAIN 
3: ரயிலில் ஏறுவேற்கு  முன்னோன அனுபவம் 

 

1. Profile of Respondent (Multiple selection permitted) 

1. பதிலளிப்பவரின் சுயவிவரம் (ஒன்றுக்கும் மமற்பட்ட மேர்வுகள் 

அனுமதிக்கப்படுகிறது ) 

o Woman      

o Senior Citizen     

o Student 

o Salaried Professional 

o Businessman / Trader 

o Divyangjan 

o Unemployed 

o Other 

 

o பெண் 

o மூத்த குடிமகன் 

o மாணவர ்

o சம்ெளம் வாங்கும் ெணிபுரிவவார ்

o  பதாழிலதிெர ்/ வரத்்தகர ்

o மாற்றுத்திறனாளி 
o வவலலயில்லாதவர ்

o மற்றவை 

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. எந்த ரயிலில் முன்பதிவு செய்துளரீக்ள் ? 

o விலரவு ரயில் 

o பமயில் 



o இன்டரச்ிட்டி 

o சதாெ்தி 

o ராஜதானி 

o துரந்ததா 

o கரிெ் ரத ்

o பயணிகள் வண்டி 

            o விடுமுறற சிறப்பு வண்டி 

3 Did you use any of these facilities at the railway station? What was your experience? 

3. ரயில் நிலலயத்தில் இந்த ேசதிகை் ஏவதனும் ஒன்லற நீங்கை் பயன்படுத்தினீர்கைா? 

உங்கை் அனுபேம் எப்படி இருந்தது? 
 

       

Drinking Water       

Foot Over Bridge       

Waiting Room / Dormitory       

Food & Refreshments       

Toilets       

WiFi       

ATM       

Direction signboards / digital displays       

Station Announcements       

Parking Facilities       

 

       

குடிநீர ்       

ஃபுட் ஓவர ்பிரிட்ஜ்       

காத்திருெ்பு அலற / தங்குமிடம்       

உணவு & பலெ்ரஷ்பமண்ட்       

கழிெ்ெலறகள்       

லவஃலெ       

ஏடிஎம்       

திலச காட்டும் பலலககை் / 

டிஜிட்டல் டிஸ்பிவள 

      

நிலலய அறிவிெ்புகள்       

ோகன நிறுத்துமிட ேசதிகை்       

 

 

4. Did you use any of the services given below? What was your experience? 

4 .  கீமே ககாடுக்கப்பட்டுள்ள மேவவகளில் ஏமேனும் ஒன்வறப் 

பயன்படுே்தியிருக்கிறரீ்களா? உங்கள் அனுபவம் எப்படி இருந்ேது? 
 



       

Enquiry Services       

Complaint / Feedback with the Station 
Master 

      

Luggage Booking       

Divyangjan facilities / services       

Left Luggage Locker/Cloak Room       

Medical Services / Emergency       

 
       

விசாரலண வசலவகள்       

நிலலய அதிகாரியிடம் புகார ் 

அளித்தல்/ கருதத்ு பெறுதல் 

      

சாமான் முன்பதிவு       

திவ்யங்ஜன் வசதிகள் / 

வசலவகள் 

      

விடுபட்ட சாமான்கை் லாக்கர் / 

சாமான்கை் லேக்கும் அலற 

      

மருத்துவ வசலவகள் / அவசர 

கால உதவி 

      

 

5. Did you interact with the following at the Station? What was your experience? 

5. ஸ்மடஷனில் பின்வரும் நபர்களிம் பேசினரீ்களா ? உங்கள் அனுபவம் எப்படி இருந்ேது? 

       

Station Master       

Enquiry Clerk       

Train Examiner       

Sahayaks/Porters       

Waiting Room staff       

Luggage services staff       

Staff at the shops, restaurants and stalls       

       

நிலலய அதிகாரி       

விசாரலண அலுேலர ்       

ரயில் ஆய்வாளர ்       

உதவியாளரக்ள்/வொரட்்டரக்ள்       

காத்திருெ்பு அலற ஊழியரக்ள்       

லக்வகஜ் வசலவ ஊழியரக்ள்       

கலடகள், உணவகங்கள் மற்றும் 

கலடகளில் உள்ள ஊழியரக்ள் 

      

 
6. Do these statements describe your experience? 

6. இந்த அறிக்லககள் உங்கள் அனுெவத்லத விவரிக்கிறதா? 
   

I got all the right information needed for boarding my train   

I had a safe and smooth boarding experience   



I was treated professionally and with respect by the Indian Railways staff   

I felt safe and secured at the railway station   

 
   

எனது ரயிலில் ஏறுவதற்கு வதலவயான அலனத்து சரியான 

தகவல்கலளயும் பெற்வறன் 

  

எனக்கு பாதுகாப்பான மற்றும் ேசதியான வபார்டிங் 

அனுபேம் கிலடதத்து. 

  

நான் இந்திய ரயில்வவ ஊழியரக்ளால் பதாழில் ரதீியாகவும் 

மரியாலதயுடனும் நடத்தெ்ெட்வடன் 

  

ரயில் நிலலயத்தில் ொதுகாெ்லெயும்,  ெயமற்ற தன்லமலயயும் 

உணரந்்வதன் 

  

 

 

 

  



4: EXPERIENCE AFTER DE-BOARDING FROM THE TRAIN 
4: ரயிலில் இருந்து இறங்கிய  பிறகு அனுபவம் 

 

1. Profile of Respondent (Multiple selection permitted) 

1. பதிலளிப்பவரின் சுயவிவரம் (ஒன்றுக்கும் மமற்பட்ட மேர்வுகள் 

அனுமதிக்கப்படுகிறது ) 

o Woman      

o Senior Citizen     

o Student 

o Salaried Professional 

o Businessman / Trader 

o Divyangjan 

o Unemployed 

o Other 

 

o பெண் 

o மூத்த குடிமகன் 

o மாணவர ்

o சம்ெளம் வாங்கும் ெணிபுரிவவார ்

o  பதாழிலதிெர ்/ வரத்்தகர ்

o மாற்றுத்திறனாளி 
o வவலலயில்லாதவர ்

o மற்றவை 

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. எந்த ரயிலில் முன்பதிவு செய்துளரீக்ள் ? 

o விலரவு ரயில் 

o பமயில் 



o இன்டரச்ிட்டி 

o சதாெ்தி 

o ராஜதானி 

o துரந்ததா 

o கரிெ் ரத ்

o பயணிகள் வண்டி 

            o விடுமுறற சிறப்பு வண்டி 

3. Did you use any of these facilities at the railway station? What was your experience? 

3. ரயில் நிலலயத்தில் இந்த ேசதிகை் ஏவதனும் ஒன்லற நீங்கை் பயன்படுத்தினீர்கைா? 

உங்கை் அனுபேம் எப்படி இருந்தது? 
 

       

Drinking Water       

Foot Over Bridge       

Waiting Room / Dormitory       

Food & Refreshments       

Toilets       

WiFi       

ATM       

Direction signboards / digital displays       

Station Announcements       

Parking Facilities       

 

       

குடிநீர ்       

ஃபுட் ஓவர ்பிரிட்ஜ்       

காத்திருெ்பு அலற / தங்குமிடம்       

உணவு & பலெ்ரஷ்பமண்ட்       

கழிெ்ெலறகள்       

லவஃலெ       

ஏடிஎம்       

திலச காட்டும் பலலககை் / 

டிஜிட்டல் டிஸ்பிவள 

      

நிலலய அறிவிெ்புகள்       

ோகன நிறுத்துமிட ேசதிகை்       

 
 

4. Did you use any of the services given below? What was your experience? 

4 .  கீமே ககாடுக்கப்பட்டுள்ள மேவவகளில் ஏமேனும் ஒன்வறப் 

பயன்படுே்தியிருக்கிறரீ்களா? உங்கள் அனுபவம் எப்படி இருந்ேது? 
 
 



       

Enquiry Services       

Complaint / Feedback with the Station 
Master 

      

Luggage Booking       

Divyangjan facilities / services       

Left Luggage Locker       

Medical Services / Emergency       

Taxi / Auto services       

       

விசாரலண வசலேகை்       

ஸ்வடஷன் மாஸ்டரிடம் புகார ்

அளித்தல் / கருதத்ு பெறுதல் 

      

சாமான்கை் முன்பதிவு       

திவ்யங்ஜன் வசதிகள் / வசலவகள்       

விடுபட்ட சாமான்கை் லாக்கர ்       

மருத்துவ வசலவகள்   /அவசரகால 

வசலவகள் 

      

டாக்ஸி / ஆட்வடா  வசலேகை்       

 
5. Did you interact with the following at the Station? What was your experience? 

5. ஸ்மடஷனில் பின்வரும் நபர்களிம் பேசினரீ்களா ? உங்கள் அனுபவம் எப்படி இருந்ேது? 

       

Station Master       

Enquiry Clerk       

Train Examiner       

Sahayaks/Porters       

Waiting Room staff       

Luggage services staff       

Staff at the shops, restaurants and stalls       

       

நிலலய அதிகாரி       

விசாரலண அலுேலர ்       

ரயில் ஆய்வாளர ்       

உதவியாளரக்ள்/வொரட்்டரக்ள்       

காத்திருெ்பு அலற ஊழியரக்ள்       

லக்வகஜ் வசலவ ஊழியரக்ள்       

கலடகள், உணவகங்கள் மற்றும் 

கலடகளில் உள்ள ஊழியரக்ள் 

      

 
 
6. Do these statements describe your experience? 

6. இந்த அறிக்லககள் உங்கள் அனுெவத்லத விவரிக்கிறதா? 

 
   

I reached my destination station safely   

I got down from the train smoothly and without any delay   



I was able leave the platform and station without any trouble   

I found my preferred transport from the station to my home / hotel / office   

 
   

நான் பசல்ல வவண்டிய ஸ்வடஷனுகக்ு  ெத்திரமாக 

பசன்றலடந்வதன் 

  

தாமதிக்காமல் சுலெமாக ரயிலில் இருந்து இறங்கிவனன்   

எந்த பிரசச்லனயும் இல்லாமல் என்னால் பிளாட்ொரத்லதயும் 

ஸ்வடஷலனயும் விட்டு பவளிவயற முடிந்தது 

  

நிலலயத்திலிருந்து எனது வீடு/வ ாட்டல்/அலுவலகத்திற்கு 

பசல்ல நான்  விரும்பிய  வொக்குவரத்து வசதி இருெ்ெலதக் 

கண்டறிந்வதன் 

  



 

5: GOODS SERVICES 
5: ேரக்கு மேவவகள் 

 
 

1. Name of the Goods shed / Freight Terminal where you are a regular customer. 

1. நீங்கள் வேக்கமான வாடிக்வகயாளராக இருக்கும் ேரக்கு ககாட்டவக / ேரக்கு 

கடர்மினல் கபயர். 
 

 

Your Answer – 
 

     1..Profile (to be filled by the survey taker) 

o Consignor 

o Consignee 

o Endorsee 

o Handling Agent 

o Trucker 

 

உங்கள் ெதில் - 
 

2.. சுயவிவரம் )கணக்ககடுப்பு நடே்துபவர் நிரப்ப மவண்டும்( 

o அனுெ்புெவர ்

o சரக்கு பெறுெவர ்

o ஒெ்புதல் அளிெ்ெவர ்

o லகயாளுதல் முகவர ்

o டிரகக்ர ்

3.What was your experience at the time of booking, billing and monitoring of your freight? 

3. உங்கள் ேரக்குகவள முன்பதிவு கேய்ேல், பில்லிங் கேய்ேல் மற்றும் கண்காணிக்கும் 

மபாது நீங்கள் கபற்ற  அனுபவம் எவ்வாறு இருந்ேது? 
 

       

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       

 
 
 
 
 
 
 



       

கட்டணங்கை், தை்ளுபடிகை் 

பற்றிய பதைிோன விபரங்கை் 

      

எளிலமயான ஆன்லலன் 

முன்ெதிவு அலமெ்பு 

      

பிலழயற்ற கட்டண முலற       

ரயில்வவ ரசீது & பிற முக்கிய 

ஆவணங்கலள வழங்குதல் 

      

சரியான, துல்லியமான பில்லிங்       

ஆன்லலன் கண்காணிப்பு 

மற்றும் கண்காணிப்பு 

பசயல்முலற 

      

 

4 What is your experience at the time of loading/unloading of your freight?  

 உங்கள் ேரக்குகவள ஏற்றும்/ இறக்கும் ேமயங்களில் உங்கள் அனுபவம் எப்படி 

இருந்ேது? 
 
 

       

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       

 
       

வரகக்ுகளின் வருலக / டிஸ்வெச ் ெற்றிய 

தகவல்கள் 

      

டிராக் / பிற ோகனங்கை் சிறந்த 

முலனயத்திற்கு பசல்லும் ேசதி 

எே்ோறு உை்ைது? 

      

பதாழிலாளரக்ளுக்கு ொதுகாெ்ொன 

சுகாதாரமான வவலல நிலலலமகள் / 

சுலம சுமெ்ெவரக்ள் 

      

ஏவதனும் சிரமம் / சிகக்ல் ஏற்ெட்டால் 

ரயில்வவ ஊழியரக்ளின் உதவி 

      

படமுவரஜ் / வாரஃ்வெஜ்களின் சரியான 

பில்லிங் 

      

அப்பகுதியிலுை்ை ஒட்டுபமாதத் 

சுற்றுப்புற பேைிசச்ம் மற்றும் 

பாதுகாப்பு பற்றி 

      

 
 



 

5 Which Railway staff did you interact with? What was your experience with them?  

எந்த ரயில்வவ ஊழியரக்லள நீங்கள் பதாடரப்ு பகாண்டீரக்ள்? அவரக்ளுடனான  உங்கள்  

அனுெவம் எெ்ெடி இருந்த்து? 
 

      

Commercial staff at the Goodshed/ Terminal      

 

 

 
      

குட்பஷட்/படரம்ினலில் உள்ள 

வணிக ஊழியரக்ள் 
 

     

 

 

 

                                                     

 

6. Overall, how you would rate the Indian Railways staff?  

 6. ஒட்டுகமாே்ேமாக, இந்திய ரயில்மவ ஊழியர்கவள எப்படி மதிப்பிடுவீர்கள்? 
 High Medium Low 

Polite and Courteous    

Professional & Efficient    

Helpful    

Solves my problem    

 
 சிறெ்பு சுமார ் வமாசம் 

கண்ணியமான மற்றும் மரியாலதயானவரக்ள்    

பதாழில்முலற வல்லுநரக்ள் & திறலமயானவரக்ள்    

உதவும் எண்ணம் பகாண்டவரக்ள்    

என் பிரசச்லனலய தீரக்்க உதவினர ்    

 

7.. Did you face any of these issues while managing your operations? 

7. உங்கள் கேயல்பாடுகவள கேயல்படுே்திய  மபாது கீே்உள்ள ஏமேனுகமாரு 
சிக்கல்கவள நீங்கள் எதிர்ககாண்டீர்களா? 
 

 

 
 

 

 

 

 

 

Staff at the Station (Eg., SM)      

Senior Railways officers      

நிலலயத்தில் உள்ள ஊழியரக்ள் 

(உதா., எஸ்எம்) 
 

     

மூத்த ரயில்வவ அதிகாரிகள்      

   
Staff asked for gratification   

Staff had middle men / touts involved   

Theft and pilferage was high   

   

ஊழியரக்ள்  திருெ்தி ஏற்ெட்டதா எனக் வகட்டனர ்   

ஊழியரக்ள் சுமாரான திறலமயுடன் இருந்தனர ்/ 

சந்வதகங்கலள பகாண்டிருந்தனர ்

  

திருட்டு மற்றும் பகாை்லை அதிகமாக இருந்தது   



 

 

 

6: PARCEL SERVICES 

6: பார்ேல் மேவவகள் 
 
 

     1. Name of the station / parcel office recently visited.  

    1. ேமீபே்தில் பார்வவயிட்ட நிவலயம் / பார்ேல் அலுவலகே்தின் கபயர். 
 

2. Profile of Respondent (Multiple selection permitted) 

2. பதிலளிப்பவரின் சுயவிவரம் (ஒன்றுக்கும் மமற்பட்ட மேர்வுகள் 

அனுமதிக்கப்படுகிறது ) 

o Woman      

o Senior Citizen     

o Student 

o Salaried Professional 

o Businessman / Trader 

o Divyangjan 

o Unemployed 

o Other 

 

o பெண் 

o மூத்த குடிமகன் 

o மாணவர ்

o சம்ெளம் வாங்கும் ெணிபுரிவவார ்

o  பதாழிலதிெர ்/ வரத்்தகர ்

o மாற்றுத்திறனாளி 
o வவலலயில்லாதவர ்

o மற்றளவ 

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.ெதிவு பசய்யெ்ெட்ட ொரச்ல் வலக 

         o தனிநெர ் சாமான்கள் எ.கா. லெக,் மரசச்ாமான்கள், உெகரணங்கள் வொன்றலவ     



(ஷிப்டிங்கிற்கு( 

o சந்லதக்கான வணிகம் / வரத்்தகெ் பொருட்கள் 

o கூரியர ்சரகக்ு - வாடிக்லகயாளரக்ளின் பதாகுெ்புகள் 

சிறெ்பு சரக்கு - சில நிகழ்வு அல்லது விழாவிற்காக 

4.. What was your experience while booking your parcel / luggage? 

4. உங்கள் பார்ேல் / லக்மகவை முன்பதிவு கேய்யும் மபாது உங்கள் அனுபவம் எப்படி 

இருந்ேது? 
 

      

Efficient, smooth process      

Clean, hygienic booking office      

Safe and secured environment      

Correct information about rates, trains, etc.      

Correct prices and billing      

Error free payments      

 
 

      

திறலமயான, கனிவான வசலவ      

சுத்தமான, சுகாதாரமான முன்ெதிவு 

அலுவலகம் 

     

ொதுகாெ்ொன மற்றும் ெயமற்ற  

சூழல் 

     

கட்டணங்கள், ரயில்கள் 

வொன்றவற்லறெ் ெற்றிய சரியான 

தகவல். 

     

சரியான கட்டணம்  மற்றும் பில்லிங்      

பிலழயற்ற  ெணம் பசலுதத்ும் 

முலற  

     

 

5. What was your experience while loading / unloading your parcel? 

 5. உங்கள் பார்ேவல ஏற்றும் / இறக்கும் மபாது உங்கள் அனுபவம் எப்படி இருந்ேத்ு? 
       

 

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       

       
 

ொரச்ல் வருலக /டிஸ்வெச ் ெற்றிய தகவல்       

ஏற்றுவதற்கு / இறக்குவதற்குமான வநர 

விெரம் 

      

அதிக சுலம இருகக்ும் வொது உதவி       

உதவிக்காக பதாழிலாளரக்ள் / சுலம 

ஏற்றுெவரக்ள் கிலடெ்ெது 

      

Compensation in case of damages       



ொதுகாெ்பு       

 
 

6. With whom did you interact with? What was your experience with them?   

  6. நீங்கள் யாருடன் கோடர்பு ககாண்டீர்கள்? அவர்களுடன் உங்கள் அனுபவம்  எப்படி 

இருந்ே்து? 
 

       

Parcel booking staff       

Parcel Helpers (Packers, loaders, etc.)       

Outsourced staff       

Parcel Supervisor / Senior Officers       

 
ொரச்ல் முன்ெதிவு ஊழியரக்ள்       

ொரச்ல் உதவியாளரக்ள் (வெகக்ரஸ்், 
வலாடரக்ள் வொன்றவரக்ள்) 

      

அவுட்வசாரஸ்் ஊழியரக்ள்       

 

7. Overall, how you would rate the Indian Railways staff?  

 7. ஒட்டுகமாே்ேமாக, இந்திய ரயில்மவ ஊழியர்கவள எப்படி மதிப்பிடுவீர்கள்? 
 High Medium Low 

Polite and Courteous    

Professional & Efficient    

Helpful    

Solves my problem    

 
 சிறெ்பு சுமார ் வமாசம் 

கண்ணியமான மற்றும் மரியாலதயானவரக்ள்    

பதாழில்முலற வல்லுநரக்ள் & திறலமயானவரக்ள்    

உதவும் எண்ணம் பகாண்டவரக்ள்    

என் பிரசச்லனலய தீரக்்க உதவினர ்    

 

8.. Did you face any of these issues while managing your operations? 

8. உங்கள் கேயல்பாடுகவள கேயல்படுே்திய  மபாது கீே்உள்ள ஏமேனுகமாரு 
சிக்கல்கவள நீங்கள் எதிர்ககாண்டீர்களா? 
 

 

 

ஏவதனும் வசதம் ஏற்ெட்டால் ஈட்டு பதாலக       

   

Staff asked for gratification   

Staff had middle men / touts involved   

Theft and pilferage was high   

   

ஊழியரக்ள்  திருெ்தி ஏற்ெட்டதா எனக் வகட்டனர ்   

ஊழியரக்ள் சுமாரான திறலமயுடன் இருந்தனர ்/ சந்வதகங்கலள 

பகாண்டிருந்தனர ்

  

திருட்டு மற்றும் பகாை்லை அதிகமாக இருந்தது   



 

 

 

 

 

Questionnaire - Telugu 



QUESTIONNAIRE 1: TICKET BOOKING EXPERIENCE 
ప్రశ్నావళి 1: టికటె్ బుక ింగ్ ఎక్స పీరియెన్సస 

 

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 

1.ప్రతిస్పిందకుని యొకక ప్రర ఫ ైల్ (మల్టిప్ుల్ స లెక్షన్స) బహుళ ఎింపిక అనుమతిించబడ ింది) 

o మహిళ      

o సీనియర్ సిటిజన్     

o విద్యార్థి 
o వేతనం కలిగథన నిపుణుడు  
o వయాపయరవేతత  /  టరేడర్ 
o ది్వయాంగులు 
o నిరుద్య ాగథ 
o ఇతరులు 

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.మీరు ఏ రైెలును బుక్ చేశ్నరు? 

o ఎక్స్ప్రేస్ 



o మెయిల్ 

o ఇంటర్సిటీ 
o శతయబి్ద 

o ర్యజధయని 

o దురంతో 
o గర్ీబ్ రథ్ 
o పయాసింజర్ 
o హాలీడే సరెషల్ 

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. ఒకవేళ మీరు ఆన్సలెైన్సలో టికెకట్లను బుక్ చేస్ుకునాటల యతే, టికెకట్ బుక ింగ్ యొకక విభినా భావనలతో మీ అనుభవిం 
ఏమిటి? 

 చయలా బాగుంది్ బాగుంది్ పరవయలేదు బాగయలేదు అస్్లు 
బాగయలేదు  

ర్ ైళల  కోస్ం వెతకడం       

ర్ ైళల  లభ్ాత విచయరణ      

టిక టలను బుక్స చేయడం      

చెలిలంపులు      
ఏవైెనయ ఫిర్యాదులు చేయడం మర్థయు 

పేతిస్ెందన ప ందడం 
     

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? 
      Did not use 

4.ఒకవేళ మీరు బుక ింగ్ క ింటర్ వదద టికెకటల ను బుక్ చేస్ుకునాటల యతే, క ింటర్ వదద భారతీయ రైెలవే సిబబింది యొకక 
స్ింబాషన మరియు సేవ  యొకక నాణ్యతను మీరు ఏవిధింగన రేట్ చేస్నా రు? 
      ఉపయోగథంచలేదు 

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? 
      Didn’t see/ 

Didn’t use 
Clear, complete information       
Clean, hygienic booking office       
Well maintained working systems       
Sense of security and safe environment       

5.సిేషన్స/రిజరేేషన్స క ింటర్ వదద విభినా రిజరేేషన్స విచారణ్ మరియు స్మాచార సేవల నుించి స్రైెన మరియు 
ఉప్యోగకరమ ైన స్మాచారననిా మీరు తెలుస్ుకునాారన ? 
      చూడలేదు/ 

ఉపయోగథంచలేదు 
స్ెషటమెైన, పూర్థత స్మాచయరం       
శుభే్మెైన, ఆర్ోగాకరమెైన బుక ంగ్ ఆఫీస్ు       

బాగయ  పనిచేసే వ్ావ్సి్లు       
భ్దేత మర్థయు స్ురక్షిత వయతయవ్రణం యొకక భావ్న       

6.Do these statements reflect your experience of ticket booking? 
 Yes No 
I got the ticket of my choice without any hassle   
I did not have to spend too much time while booking the tickets   
I found the ticketing process smooth and very efficient   
I got all the help I wanted from the staff / website   

6.ఈ సిేట్మ ింట్లు టికెకట్ బుక ింగ్కు స్ింబింధిించిన మీ ఎక్సపీరియెన్ససను ప్రతిబింబస్నా యా? 
 అవ్ు

ను 
లేదు 

ఎలాంటి అవయంతర్యలు లేకుండయ నయకు నచ్చిన టిక కట్ని నేను ప ంద్యను.   
టిక కటలల  బుక్స చేసేటపుెడు నేను ఎకుకవ్ స్మయం గడపయలి్న అవ్స్రం ర్యలేదు    
టిక ట్ బుక్స చేసే పేక ియ స్జావ్ుగయ మర్థయు చయలా స్మరివ్ంతంగయ ఉననటలల గయ నేను తెలుస్ుకునయనను .   
సిబబంది్/వెబ్సరైట్ నుంచ్చ నేను కోరుకునన అనిన స్హాయానిన నేను ప ంద్యను.   

మర్యాదపూరవకమెనై మర్థయు సేనహపూరవకంగయ       
ప ే ఫరషనల్       
ఉపయోగకరంగయ ఉంది్       
నయ విచయరణలను / స్మస్ాలను పర్థషకర్థంచయరు       



2: PASSENGER EXPERIENCE IN THE TRAIN 
2: రైెలులో ప్నయసిింజర్ ఎక్సపీరియెన్సస 

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 
1.ప్రతిస్పిందకుని యొకక ప్రర ఫ ైల్ (మల్టిప్ుల్ స లెక్షన్స) బహుళ ఎింపిక అనుమతిించబడ ింది) 

o మహిళ      

o సీనియర్ సిటిజన్     

o విద్యార్థి 
o వేతనం కలిగథన నిపుణుడు  
o వయాపయరవేతత  /  టరేడర్ 
o ది్వయాంగులు 
o నిరుద్య ాగథ 
o ఇతరులు 

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.మీరు ఏ రైెలును బుక్ చేశ్నరు? 

o ఎక్స్ప్రేస్ 

o మెయిల్ 

o ఇంటర్సిటీ 



o శతయబి్ద 

o ర్యజధయని 

o దురంతో 
o గర్ీబ్ రథ్ 
o పయాసింజర్ 
o హాలీడే సరెషల్ 

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. రైెలు లోప్ల ఉిండే విభినా స్ౌకరనయల గురిించి  మీ ఎక్సపీరియెన్సస  ఏమిటి? 
 

       

ల ైటింగ్       
కంపయర్టమెంట్ (పర్థశుభే్త)       
టాయిల ట్లు మర్థయు వయష్ బేసిన్       
సీటల/బెర్త       
ఎయిర్-కండిషనర్/ఫ్యాన్       
జనరల్ ఫర్థనచర్       
పయాంటేీ కయరు/డైెనింగ్ కయరు       

 

4. Did you use any of these services on the train? What was your  

experience? 
4. రైెలులో ఈ స్రవేస్ులలో దేనిన ైనా మీరు ఉప్యోగిించారన? మీ ఎక్స పీరియెన్సస  ఏమిటి? 

       

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? 

 
 Helpful, 

solved my 
problems 

Polite and 
Professional 

Diverted the 
issue to 

someone else 

Rude and 
bad 

behavior 

Created 
trouble for 

passengers 

Didn’t 
interact 
/ Didn’t 
see 

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

      

Catering / Pantry car staff       
Any other Railways staff       

 
 5. మీరు ఎవరైెనా భారతీయ రైెలవే సిబబిందితో ఇింటరనక్ ిఅయాయరన? వనరు మీతో ఎలా ప్రవరాిించారు? 
 

 స్హాయపడయా
రు, నయ 

స్మస్ాలను 
పర్థషకర్థంచయ

రు 

మర్యాదపూరవ
కంగయ మర్థయు 
ప ే ఫరషనలాా  
వ్ుంది్  

వేర్ొకర్థక   
స్మస్ాను డైెవ్ర్ట 

చేశయరు 

మొరటలగయ 
మర్థయు 
చెడాగయ 

పేవ్ర్థతంచయరు  

పయాసింజర్్ కు  
స్మస్ా 

స్ృషిటంచయరు  

ఇంటర్యక్సట 
కయలేదు 
/ 
పటిటంచుకోలే
దు  

టిక ట్ ఎగయామినర్       
ఆర్ పి్ఎఫ్/ పో లీస్       
కంపయర్ట మెంట్ అట ండెంట్ సిబబంది్ 
(కలలనర్, బెడ్ ర్ోల్ మొదల ైనవి) 

      

కయాటర్థంగ్/పయాంటేీ కయర్ సిబబంది్       
 ఇతర ర్ లైేవ సిబబంది్       

 
6.. Do these statement describe your experience? 
6.. ఈ పేకటనలు మీ అనుభ్వయనిన వివ్ర్థస్యత యా? 
 

   Not 
applicable 

I was able to board the train and find my seat without any hassle    
I could get a seat of my choice    

       

సీటల/బెర్త ను మారిడం       
వైెఫరై       
కయాటర్థంగ్       
బెడ్ ర్ోల్       
ఫిర్యాదును ఫరైల్ చేయడం మర్థయు ద్యనిప్రై చరా 
తీస్ుకోవ్డం 

      



The TTE helped me tremendously    
I had a comfortable and clean travel in the train    
I had a safe and secured time in the train with the RPF staff providing 
Security 

   

 
   వ్ర్థతంచదు  

 
ఎలాంటి ఇబబంది్ లేకుండయ ర్ లైు ఎక క సీటల వెతుకోకగలిగయను 
 

   

నయకు నచ్చిన సీటల ప ందగలిగయను 
 

   

టీటీఈ నయకు బాగయ స్హకర్థంచయరు 
 

   

నేను ర్ ైలులో స్ౌకరావ్ంతమెనై మర్థయు స్వచఛమెైన పేయాణయనిన చేశయను  
 

   

RPF సిబబంది్ స్హాయంతో  నేను ర్ ైలులో జాగితగయ  మర్థయు స్ురక్షతిమెైన స్మయానిన గడిపయను 
 

   

 
 
  



3: EXPERIENCE BEFORE BOARDING THE TRAIN 
3: రైెలు ఎకకడానిక  ముిందు మీ  అనుభవిం 

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 
1.ప్రతిస్పిందకుని యొకక ప్రర ఫ ైల్ (మల్టిప్ుల్ స లెక్షన్స) బహుళ ఎింపిక అనుమతిించబడ ింది) 

o మహిళ      

o సీనియర్ సిటిజన్     

o విద్యార్థి 
o వేతనం కలిగథన నిపుణుడు  
o వయాపయరవేతత  /  టరేడర్ 
o ది్వయాంగులు 
o నిరుద్య ాగథ 
o ఇతరులు 

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.మీరు ఏ రైెలును బుక్ చేశ్నరు? 

o ఎక్స్ప్రేస్ 

o మెయిల్ 

o ఇంటర్సిటీ 



o శతయబి్ద 

o ర్యజధయని 

o దురంతో 
o గర్ీబ్ రథ్ 
o పయాసింజర్ 
o హాలీడే సరెషల్ 

 

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. రైెలవే సిేషన్స లో ఈ స్ౌకరనయలోల  దేనిన ైనా మీరు ఉప్యోగిించారన? మీ అనుభ్వ్ం    ఏమిటి? 
 

       

తయేగునీరు (డేింక ంగ్ వయటర్)        
ఫుట్ ఓవ్ర్ బే్దడా్       
వెయిటింగ్ రూమ్/డయర్థిటర్ ీ       
ఆహారం మర్థయు ర్థఫరషే్మెంట్లు       
మరుగుదొ్డుల        
వైెఫరై       
ATM       
డైెరక్షన్ గురుత  బో రుా లు/డిజిటల్ డిస్ పే్లలు       
సేటషన్ పేకటనలు       
పయర్థకంగ్ స్ౌకర్యాలు       

 
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       

 
4. క రింద ఇవేబడ్డ  సేవలోల  దేనిన ైనా మీరు ఉప్యోగిించారన? మీ అనుభవిం ఏమిటి? 

 
       

విచయరణ సేవ్లు (ఎంక వైర్ీ స్ర్ీవస్ులు)       
సేటషన్ గుర్థంచ్చ ఫిర్యాదులు /సేటషన్ మాస్టర్ ఫీడ్బాాక్స 
 

      

లగేజీ బుక ంగ్       
ది్వయాంగులు స్ౌకర్యాలు / సేవ్లు       
మిగథలిన  లగేజీ లాకర్ / కయల క్స రూమ్       
వైెదా సేవ్లు / అతావ్స్ర సేవ్లు       

 
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       

 
  5. సిేషన్స వదద క రింద పేరకకనావనరితో మీరు ఇింటరనక్ి అయాయరన? అయతే మీ అనుభవిం ఏమిటి? 

 
       

సేటషన్ మాస్టర్       
ఎంక ైవర్ీ కలర్క       
ట ైైన్ ఎగయా మినర్       
స్హాయకులు/పో రటరుల        
వెయిటింగ్ రూమ్/డయర్థిటర్ ీసిబబంది్        
లగేజీ సేవ్ల సిబబంది్       
షయపులు, ర్ స్యట ర్ ంటలల  మర్థయు స్యట ల్్ వ్ది సిబబంది్       

  
 
 



6.. Do these statement describe your experience? 
6.. ఈ పేకటనలు మీ అనుభ్వయనిన వివ్ర్థస్యత యా? 
 

   
I got all the right information needed for boarding my train   
I had a safe and smooth boarding experience   
I was treated professionally and with respect by the Indian Railways staff   
I felt safe and secured at the railway station   

 
   
నయకు  ర్ ైలు ఎకకడయనిక  అవ్స్రమెైన  స్ర్ ైన స్మాచయరం నయకు లభంచ్చంది్.   
నయకు స్ురక్షితమెైన మర్థయు మృదువైెన బో ర్థాంగ్ అనుభ్వ్ం కలిగథంది్    
భారతీయ ర్ ైలేవ సిబబంది్ ననున ప ే ఫరషనల్ గయ మర్థయు గౌరవ్ంగయ చూస్ుకునయనరు   
నేను ర్ ైలేవ సేటషన్ వ్ది జాగతిగయ  మర్థయు స్ురక్షితంగయ ఉననటలల గయ భావించయను   

 
  



4: EXPERIENCE AFTER DE-BOARDING FROM THE TRAIN 
4: రైెలు నుించి దిగిన  తరువనత మీ  అనుభవిం 

 
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 
1.ప్రతిస్పిందకుని యొకక ప్రర ఫ ైల్ (మల్టిప్ుల్ స లెక్షన్స) బహుళ ఎింపిక అనుమతిించబడ ింది) 

o మహిళ      

o సీనియర్ సిటిజన్     

o విద్యార్థి 
o వేతనం కలిగథన నిపుణుడు  
o వయాపయరవేతత  /  టరేడర్ 
o ది్వయాంగులు 
o నిరుద్య ాగథ 
o ఇతరులు 

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.మీరు ఏ రైెలును బుక్ చేశ్నరు? 

o ఎక్స్ప్రేస్ 

o మెయిల్ 



o ఇంటర్సిటీ 
o శతయబి్ద 

o ర్యజధయని 

o దురంతో 
o గర్ీబ్ రథ్ 
o పయాసింజర్ 
o హాలీడే సరెషల్ 

 

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. రైెలవే సిేషన్స లో ఈ స్ౌకరనయలోల  దేనిన ైనా మీరు ఉప్యోగిించారన? మీ అనుభ్వ్ం    ఏమిటి? 
 

       

తయేగునీరు (డేింక ంగ్ వయటర్)        
ఫుట్ ఓవ్ర్ బే్దడా్       
వెయిటింగ్ రూమ్/డయర్థిటర్ ీ       
ఆహారం మర్థయు ర్థఫరషే్మెంట్లు       
మరుగుదొ్డుల        
వైెఫరై       
ATM       
డైెరక్షన్ గురుత  బో రుా లు/డిజిటల్ డిస్ పే్లలు       
సేటషన్ పేకటనలు       
పయర్థకంగ్ స్ౌకర్యాలు       

 
 
4. Did you use any of the services given below? What was your experience? 
4. క రింద ఇవేబడ్డ  సేవలోల  దేనిన ైనా మీరు ఉప్యోగిించారన? మీ అనుభవిం ఏమిటి? 



 
       

Enquiry Services       
Complaint / Feedback with the Station 
Master 

      

Luggage Booking       
Divyangjan facilities / services       
Left Luggage Locker       
Medical Services / Emergency       
Taxi / Auto services       

 
       

విచయరణ సేవ్లు (ఎంక వైర్ీ స్ర్ీవస్ులు)       
ఫిర్యాదులు / సేటషన్  మాస్టర్ తో ఫీడ్ బాాక్స 
 

      

లగేజీ బుక ంగ్       
ది్వయాంగులు స్ౌకర్యాలు/సేవ్లు       
వ్ది్లిప్రటిటన లగేజీ లాకర్        
వైెదా సేవ్లు/అతావ్స్ర సేవ్లు       
టాకల్/ఆటో స్ర్ీవస్ులు       

 
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       

 
  5. సిేషన్స వదద క రింద పేరకకనావనరితో మీరు ఇింటరనక్ి అయాయరన? అయతే మీ అనుభవిం ఏమిటి? 

 
       

సేటషన్ మాస్టర్       
ఎంక ైవర్ీ కలర్క       
ట ైైన్ ఎగయా మినర్       
స్హాయకులు/పో రటరుల        
వెయిటింగ్ రూమ్/డయర్థిటర్ ీసిబబంది్        
లగేజీ సేవ్ల సిబబంది్       



షయపులు, ర్ స్యట ర్ ంటలల  మర్థయు స్యట ల్్ వ్ది సిబబంది్       
  
6.. Do these statements describe your experience? 
6.. ఈ పేకటనలు మీ అనుభ్వయనిన వివ్ర్థస్యత యా? 
  
   
I reached my destination station safely   
I got down from the train smoothly and without any delay   
I was able leave the platform and station without any trouble   
I found my preferred transport from the station to my home / hotel / office   

 
   
నేను స్ురక్షితంగయ  గమాస్యి నయనిక  చేరుకునయనను   
నేను ర్ ైలు నుండి స్యఫీగయ మర్థయు ఎటలవ్ంటి ఆలస్ాం లేకుండయ ది్గయను   
నేను ఎలాంటి ఇబబంది్ లేకుండయ పయల ట్ఫ్యరం మర్థయు సేటషన్ నుండి వెళలగలిగయను .   
సేటషన్ నుంచ్చ నయ ఇలుల /హో టల్/ఆఫీస్ుకు నేను ఇషటపడే రవయణయను నేను ఎంచుకునయనను .   



5: GOODS SERVICES 
5: గూడ్సస స్రవే స్ులు 

1. Name of the Goods shed / Freight Terminal where you are a regular customer. 
Your Answer – 

  1.మీరు రెగుయలర్ కసి్మర్ గన ఉనాటువింటి గూడ్సస ష డ్స/ఫ ైటై్ టెరిినల్ యొకక పేరు 
మీ స్మాధయనం - 
2. Profile (to be filled by the survey taker) 

o Consignor 

o Consignee 

o Endorsee 

o Handling Agent 

o Trucker 
2.ప్రర ఫ ైల్ (స్ర్వే టరకర్ ద్యవర్య నింపయలి) 

o రవయణయద్యరుడు  (కనైె్నర్) 
o స్రుకును ప ందే్వయరు (కనైె్నీ) 
o ఆమోది్ంచువయరు 

o నిరవహించే ఏజ ంట్ (హాాండిల ంగ్ ఏజ ంట్) 

o టేకకర్ 

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       

3.మీ ఫ ైైట్ బుక ింగ్, బల్టలింగ్ మరియు మానిటరిింగ్ స్మయింలో మీ అనుభవిం ఏమిటి? 
 

       
ర్ేటలల , డిస్ౌకంట్లు మర్థయు ర్థబేటల  ప్రై స్ెషటమెైన 
స్మాచయరం, 
 

      

స్ులభ్మెైన ఆన్ల ైన్ బుక ంగ్ సిస్టమ్       
లోపం లేని పే్మెంట్ సిస్టమ్       
ర్ ైలేవ రసీదు మర్థయు ఇతర్యల ముఖ్ామెైన పతయేల 
యొకక డెలివ్ర్ ీ
 

      



స్ర్ ైన, ఖ్చ్చితమెైన బ్దలిలంగ్       
ఆన్ల ైన్ మానిటర్థంగ్ & టాేక ంగ్ సిస్టమ్       

 
4.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       

 
4.మీ స్రుకును లోడ ింగ్/అన్సలోడ ింగ్ చేసే స్మయింలో మీ అనుభవిం  ఏమిటి? 

       

ర్ేక్స ల యొకక ర్యక/పో కల  గుర్థంచ్చ స్మాచయరం       
టేకుకలు/ఇతర వయహనయలు కోస్ం గూడ్్ ట ర్థినల్కు ద్యర్థ  
 

      

కయర్థికుల,  లోడ్ చేయు వయర్థ  కోస్ం స్ురక్షితమెైన పర్థశుభే్మెైన పని 
పర్థసిితులు 
 

      

ఏదైె్నయ ఇబబంది్ ఉననటలయితే ర్ ైలేవ సిబబంది్ నుంచ్చ స్యయం/ 
జార్ీ చేయుట 

      

  
డీముర్ేజ్/వయర్ేేజ్ యొకక స్ర్ ైన బ్దలిలంగ్ 

      

మొతతం పయేంతంలో  వయతయవ్రణం, ల ైటింగ్, మర్థయు భ్దేత       
 
5.Which Railway staff did you interact with? What was your experience with them? 
      
Commercial staff at the Goodshed/ Terminal      

 
5.మీరు ఏ రైెలవే  సిబబిందితో ఇింటరనక్ి అయాయరు? వనరితో మీ అనుభవిం ఏమిటి? 

      
గుడ్ షరడ్/ట ర్థినల్ వ్ది కమర్థయిల్ సిబబంది్      

 
 

 
 
 
 

Staff at the Station (Eg., SM)      
Senior Railways officers      

సేటషన్ వ్ది సిబబంది్ (ఉద్య., SM)      
సీనియర్ ర్ లైేవ అధికయరులు      



6. Overall, how you would rate the Indian Railways staff? 
 High Medium Low 
Polite and Courteous    
Professional & Efficient    
Helpful    
Solves my problem    

6.మొతాిం మీద, భారతీయ రైెలవే సిబబిందిక  మీరు ఏవిధింగన రేటిింగ్ ఇస్నా రు? 
 ఎకుకవ్ మధ్ాసి్ం తకుకవ్ 
మర్యాదపూరవకమెనై మర్థయు సేనహపూరవకంగయ ఉనయనరు     
ప ే ఫరషనల్ మర్థయు స్మరతయoగయ ఉనయనరు       
ఉపయోగకరంగయ ఉంది్    
నయ స్మస్ాను పర్థషకర్థంచ బడింది్     

 
7. Did you face any of these issues while managing your operations? 
 

 
 
 
 
 

7. మీ కనరయకలాప్నలను నిరేహ ించేటప్ుపడ్ు ఈ స్మస్యలోల  దేనిన ైనా మీరు ఎదురకకనాారన? 
 

 
 
 
 
 

 
  

   
Staff asked for gratification   
Staff had middle men / touts involved   
Theft and pilferage was high   

   
 సిబబంది్ లంచం అడిగయరు    
సిబబంది్లో మధ్ావ్రుత లు/టౌట్ లు ఉనయనరు    
దొ్ంగతనం మర్థయు ద్యచుకోవ్డం  ఎకుకవ్గయ ఉండేవి   



6: PARCEL SERVICES 
6: ప్నరిసల్ స్రవే స్ులు 

 
1. Name of the station / parcel office recently visited. 
1.ఇటీవల స్ిందరిశించిన సిేషన్స/ప్నరిసల్ ఆఫీస్ు పేరు. 

2..Profile of Respondent (Multiple selection permitted) 

o Woman      

o Senior Citizen     

o Student 

o Salaried Professional 

o Businessman / Trader 
o Divyangjan 

o Other 
2.ప్రతిస్పిందకుని యొకక ప్రర ఫ ైల్ (మల్టిప్ుల్ స లెక్షన్స) బహుళ ఎింపిక అనుమతిించబడ ింది) 

o మహిళ      

o సీనియర్ సిటిజన్     

o విద్యార్థి 
o వేతనం కలిగథన నిపుణుడు  
o వయాపయరవేతత  /  టరేడర్ 
o ది్వయాంగులు 
o ఇతరులు 

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. బుక్ చేయబడ్డ  ప్నరిసల్ రకిం 

o వ్ాక తగత లగేజీ ఉ:- బైెక్స, ఫర్థనచర్, అపలయన్్ మొదల ైనవి( షిఫిటంగ్ కోస్ం) 

o బ్దజినెస్/టరేడ్ వ్స్ుత వ్ుల మార్ కట్ కోస్ం 

o స్రకు కొర్థయర్  - కస్టమర్ల యొకక పయాకేజీలు 

o ముకామెైన స్రకు - ఏదైె్నయ ఈవెంట్ లేద్య స్ందరభం కోస్ం 

 

 

 



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      

4. మీ ప్నరిసల్/లగేజీని బుక్ చేసేటప్ుపడ్ు మీ అనుభవిం ఏమిటి? 
 

      
స్మరివ్ంతమెైన, మృదువైెన పేక ియ      
శుభే్మెైన, ఆర్ోగాకరమెైన బుక ంగ్ ఆఫీస్ు      
జాగిత  మర్థయు స్ురక్షితమెనై వయతయవ్రణం      
ర్ేటలల , ర్ ైళలల  మొదల ైన వయటి గుర్థంచ్చ స్ర్ ైన స్మాచయరం.      
స్ర్ ైన ధ్రలు మర్థయు బ్దలిలంగ్      
లోపం లేని పే్మెంట్      

 
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       

 
5. మీ ప్నరిసల్ లోడ్స/అన్స లోడ ింగ్ చేసేటప్ుపడ్ు మీ అనుభవిం ఏమిటి? 
       

 
ర్ేక్స ల యొకక ర్యక/పో కల  గుర్థంచ్చ స్మాచయరం       
లోడ్/అన్లోడ్ చేయడయనిక  లభ్ాం అయియా స్మయం       
అది్క స్యమాను ఉననపుెడు  స్హాయం       
కూలీలు/లోడరల స్యయం లభ్ాత       
సరకూార్థటీ       

 
6. With whom did you interact with? What was your experience with them? 

 

Compensation in case of damages       

డయామేజీలు జర్థగథనటలయితే నషటపర్థహారం       



       

Parcel booking staff       
Parcel Helpers (Packers, loaders, etc.)       
Outsourced staff       
Parcel Supervisor / Senior Officers       

 
6. మీరు ఎవరితో ఇింటరనక్ి అయాయరు? వనరితో మీ అనుభవిం ఏమిటి? 
       

పయర్థ్ల్ బుక ంగ్ సిబబంది్       
పయర్థ్ల్ హెలెర్లు (పయాకర్లు, లోడర్లు మొదల ైనవి)       
ఔట్ స్ో ర్థ్ంగ్ సిబబంది్       
పయర్థ్ల్ స్ూపర్ వైెజర్/సీనియర్ ఆఫీస్ర్       

 
7. Overall, how you would rate the Indian Railways staff? 

 High Medium Low 
Polite and Courteous    
Professional & Efficient    
Helpful    
Solves my problem    

7 .మొతాిం మీద, భారతీయ రైెలవే సిబబిందిక  మీరు ఏవిధింగన రేటిింగ్ ఇస్నా రు? 
 ఎకుకవ్ మధ్ాసి్ం తకుకవ్ 
మర్యాదపూరవకమెనై మర్థయు సేనహపూరవకంగయ ఉనయనరు     
ప ే ఫరషనల్ మర్థయు స్మరతయoగయ ఉనయనరు       
ఉపయోగకరంగయ ఉంది్    
నయ స్మస్ాను పర్థషకర్థంచ బడింది్     

 
8. Did you face any of these issues while managing your operations? 
 

 
 
 
 
 

8. మీ కనరయకలాప్నలను నిరేహ ించేటప్ుపడ్ు ఈ స్మస్యలోల  దేనిన ైనా మీరు ఎదురకకనాారన? 
 

 

   
Staff asked for gratification   
Staff had middle men / touts involved   
Theft and pilferage was high   

   
 సిబబంది్ లంచం అడిగయరు    
సిబబంది్లో మధ్ావ్రుత లు/టౌట్ లు ఉనయనరు    
దొ్ంగతనం మర్థయు ద్యచుకోవ్డం  ఎకుకవ్గయ ఉండేవి   
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