Government of India
Ministry of Railways
) (Railway Board) ,
No. 2004/ TG.11/02/CB/2/SC _ New Delhi, dt.9.11.2004

The Chief Commercial Manager,
All Zonal Railways.

{Commercial Circular No.4J ) - .

Sub : Availability of complaint books at railway stations, trains etc. and
' disposal of public complaints. '

\,}N

lj\fé‘:ﬁt Instructions regarding the availability of complaint books at the railway
,\\’D stations, trains efc., and the disposal of public complaints was issued vide
Board’s letier No. 85/TG.II/1002/1 dt. 191992 These instructions were
' reiterated vide Board's letter No. 85/TG.I[/1002/1 dt. 18.4.2002 (copy enclosed)
stating that the same may be reiterated to ali concerned for sirict compliance. It
has, however, been noticed that a number of complaints are being received
regarding non-availability of complaint books. The matter was also raised by
Standing Committee on Railways and Department of Administrative Reforms

and Public Grievances. :

Board, therefore, desired that these instructions may be reiterated to all
concerned to ensure strict compliance of the same.

Please acknowledge receipt.

DA : As above.
- (Ravinesh Kumar)
" Director, Traffic Commercial(G)
i oy wedrRY Railway Board.

ity ¥ BEREL)
dud fod
'm'.z« cod
L
v, / e D
Vel

up | gl




//,;f”

- GOVERNMENT OF IXDIA(
MINISTRY OF

ARAILWAY BOARD

* "R

o, B85-TGIT/1002/1,

.. The General Managers(Comml.),

Central Railways
Esstern Railway,
Northern Railway,

BombeYs
.qa?:_c}l t :t e

. North Eastern RailWay, Gorekipuls

Northeast

Frontier Rallweay,
Southern Railway,
douth- Central Rallway,
South Eastern Rallway,

LAY

Madrss.

Pl e

2es

P

Celcutte.

Western Rallway, Bombay,

Sub:é

AN Reis—
/‘ Jr.'\ . .
& r .'\, . l}
- ﬁ.. o T ii}
a1y

- ) M/'J
o

N
ety
R n%-: -

i, referred
‘%ﬁ gtations

minstructionsjﬂot being £
‘potice. As such the extant instruct
reitersted for strict comnliance

 Complaint books sh
- W the: Station M
Coin the refreshmént rooms

r}éﬁﬁiibﬁs‘wit

trolmg . It ahould be provi
.ngarrying'trainS'except SU !
tralins, coach;attendants of AC
ache in the pantry calse.
. pe kept with the Chief
computerised T

5 mak l/express
- . coaches and

85TGLI

‘ and on trains,
roomplaints.reGOrded therelli

egervation offices

Availability of complaint
Lreins,

Reilway Stations,

BHARAT SARKAR)
RAILWAYS (RAIL ANTRALAYA )

underahad.

gﬁﬂﬁﬂﬁﬁi;

books &l .
etc, and

disppsal of public complaints.

'Eoéﬁd!s lettgprQs{Q 

- 704GII/1002/Policy *
85TGI1/1002/1 |

8sTGTI/ 100241

851G II/1062/1
85TG11/1002/1 |
91TG11/1002/46/PAC
35TEIT/4002/1

snd

ould be provided at allincis
asters/Assistant§StationhNasters,
in importantﬂgohds sheds.
ded with the guerd ofr ell pessenger
burban treins, :

Reservatlon Sup :
Toceted away from

“dated 3.4.70
jated 10,2.86
dated 16,2,88
dete‘j 13'£+‘i88

' da‘ted 1807:88
“deted 27.8.91 _

. da‘ted 3’1 .12.91."

Instructions have been igsued vide Board's letters
to above regarding.provision of-cqmplaint books ab
etc, and action for
Some Cases
ollowed have

dispossl of
of these . ..
come to the Roard’'s .
iong ere being :

by‘all_pomoerned.? R

on

conductors of, all
firvesl class

Complaint bodk=éhou1ﬂ‘a150n

-y

e$vi50gaat the

" gtaticn, and 1n the divisional end the“ZonaIiHegdquarter

offices.

C - Compla
easily.accessi

int book shou
ble to the

1d be kept at a .
public and iﬁs'location.shguld e

ﬁlacekﬁhiéh is

. ‘ -,indichtﬁd by notice boards Or pictogrems displayed

conspicuously &t pro

minent nlaces such as platform,,Waiting

-

)

/?iff;//’ .

New Deihl, d-to y I u@n 9‘2.‘0



- /should

\

|

- e

C o

Ry

hell/room ,et the station, etc. A suit-ble signboard/
prictogral also be exhibited ot the plesce where the compleint
book is actually Kept. - The compleint books should be chained
to the wall or to the desk by means of a chain, ring or lock.

Notices should also be exhibited in First AC coaches
and in the compertments indicating the avellability of the
complaint book with the coach attendant and the gaard
respectively. ' :

~ 4 suitable pars should be inserted prominently in the
“Time Table of each railway indiceiing where ‘the compleint
books are kept. \ : . .
. Complaint books placed et stetions, in refreshment
rooms and goods sheds should be scrutinised by the station
Supdt./Master and a copy of the complaint sent to the higher
authorities with his remsrks within 24 hrs. A copy of.'the
complaint recorded with the guard/conductoryPantry Car,
Manager/Coach Attendant/Chief Reservation Supervisor of the
train/Reservation office should be extracted snd sent to the
Divisional/Herd-cuarters office promptly with necessary
remarks. 7The compleint books kept in the Divisioncl end ,
hezdeuarter offices should be scrutinised daily by a gazetied
officer nominsted for this purpcse. '

Compleaint book should be in = standardised form ard
the pages thereof should be serislly numbered to glimineate
suppression of recorded complaints, |

The column %Action taken® in the complaint book:

-, should inveriably be filled in.

¥

. In sddition to compleint books, suitably designed
"Suggestion snd Complaint Boxes' should be kept at sultable
places visible and azccessible to all Railway users on platforms
‘2t 211 importsnt railwey junctions, in guard!s compartment of
all passenger cerrying trains snd in selected Regtaurants,
refreshment rooms and Dining Cars end adeguate publicity
should be given in regard to this arrengement. -

The Station Supdt./Master/Senior Supervisor In-
charge of the station/office refreshment rodém should open
the “Sugpestions snd Complaint boxes® kept on the station
pletforms, in Restaursnt snd Refreshment Rooms, himself
ddily and note down esch suggestion or complaint in a register
indicating dste of receipt theréof, neme and address of the
complzinent, brief subject end action taken. In case of boxes
provided in tredns and dining cars, similar ection will be
teken by the Asstt. Station Master on duty at the destination
station =nd Stetion Master of the base stetion respectively.
Complaints of & trivisl nature may be disposed of stralght-

avay, if sufficient material is available for their disposal.

In case of serious complaints, the<officerrconcerned
may ask the Complalnts Inspector to investigate and report
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vstall concerned Or erianging a confronted enguiry, Encuiry
mey also be made by an Assistant ¢fficer or by the Divisionsl/
Officer himself.

Average time taken for Finalising the disposal of
complaints should not exceed:-

(a) 15 days for complaint cases in which confronted
enguiries are not held, anc

(b} 45 days for complesints cases in which confronted
enguiries are held, In no cases should the finsal
reply to a complainant be delayed, If this limit
is exceeded, the officer concerned should explodn
the genmuineness of the delay to the General Manngoer
for his satisfoction. '

Full snd self-contained replies should be sent to the
complainants, If the complaint isg found to be incorrect,
brief rezsons therof be politely given., In case of genuine
compleints, the sction trken to” avoid recurrence of the

compleint should be stated, However, psrticulars of
disciplinery sction taken apainst the staff as a result of the
complalints ere not to be communicated to the complainants,

Complaints lodged by MPs in the complaint books
provided at stetions snd in trains should be conveyed to the
DCS concerned over the control or other telephones to expedite
action on them,

Replies to all references from MPs addressed to
General Manager éither by neme or designation, should
inverisbly be issued over the General Mansgers signature.
Likewise replies to all letters addressed by MPs to HOD/
Divisional Railway Managers should invarishly be signrd DY
them,

Board desire that necessary instructions, should be
reiterated to all concered to teke special steps for effective
action o revitslise the compleints orgenisation at 'all levels
5o that all complaints/suggestion received from users of
Railways are dealt with promptly and appropriate replies issued
to the complainwants in good time, :

Board further desire that effective prev?ntivetgctlgn
be intensified by mesns of more surprise checks, Iinspection Ly
senior officers, Service improvement Group, etc,

Please scknowledge receipt.

- S o vy
(H.V. Sharmafﬁf

Director/Traffic Coml.(G),
" Railway Board.
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