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1.1

Chapter 1

INTRODUCTION

Overview
Indian railways have come a long way since Sahib, Sindh and Sultan, the three
steam locomotives pulled the first passenger train from Mumbai to Thane in
1853.The first railway on Indian sub-continent ran over a stretch of 21 miles.
The idea of a railway to connect Bombay with Thane, Kalyan and with the Thal
and Bhore Ghats inclines first occurred to George Clark, the Chief Engineer of

the Bombay Government, during a visit to Bhandup in 1843.

The formal inauguration ceremony was performed on April 16", 1853, when
fourteen railway carriages carrying about four hundred guests left Bori Bunder
at 3.30 pm amidst the loud applause of a vast multitude and to the salute of 21
guns. The first passenger train steamed out of Howrah station destined for
Hooghly, a distance of 24 miles, on August 15", 1854. Thus, the first section of
the East Indian Railway was opened to public traffic, inaugurating the

beginning of railway transport on the Eastern side of the sub-continent.

1.1.2 In south the first line was opened on July Ist, 1856 by the Madras Railway

Company. It ran between Vyasarpadi Jeeva Nilayam (Veyasarpandy) and
Walajah Road (Arcot), a distance of 63 miles. In the North a length of 119 miles

of line was laid from Allahabad to Kanpur on 3rd March,1859. The first section



from Hathras Road to Mathura Cantonment was opened to traffic on 19th
October, 1875.

1.1.3 These were the small beginnings which is due course developed into a network
of railway lines all over the country. By 1880, the Indian Railway system had a
route mileage of about 9000 miles. Nearly 100 years after that eventful train
journey, after India gained independence, amalgamating forty-two railways
owned by the former Indian princely states formed the Indian Railways. Today
Indian Railways, the premier transport organization of the country is the largest

rail network in Asia and the world's second largest under one management.

1.1.4 Indian Railways is a multi-gauge, multi-traction system covering more than
100000 kilometres with more of broad gauge than meter or narrow gauge (Table

1-1).

Table 1-1 track and route kilometre of Indian Railways

Broad Gauge |[Meter Gauge  |[Narrow Gauge
Total
Track Kilometres [(1676 mm) (1000 mm) (762/610 mm)

86,526 18,529 3,651 108,706

Electrified Total
Route Kilometres

16,001 63,028

More than 11,000 trains run every day, of which 7000 are passenger trains.
With 6853 railway stations, 7566 locomotives and a workforce of 1.54 million,

it is truly called the lifeline of the country. It is said that Indian railways ferries




a population of Australia every day in its trains crisscrossing the length and

breadth of the entire country.

1.1.5 In order to manage its vast size, the behemoth of Indian railways has
meticulously categorized everything on it, its stations, the coaches, the
locomotives which pull the coaches, the train, the type of tickets which can be
issued, and the train numbers. Their size and lines, amongst other parameters,
categorize stations. Coaches are categorized as per passenger train, air
conditioned, non-airconditioned, seating- sleeper or chair car etc. The
locomotives are diesel or electric. Trains have classification as per speed,
seating arrangement and many more. It’s interesting to note that the trains are
also given unique names and numbers. The names of trains are based sometimes
on people to honor them- e.g. Kaifiyat Express, running from Delhi to -
Azamgarh is named after Kaifi Azmi, the famous Urdu poet who was born in
Azamgarh, Uttar Pradesh; sometimes on rivers- e.g.-Ganga Kaveri express,
running between Chennai and Chappra (district Saran, Bihar), sometimes on
places- like Chennai Express, Amarkantak Express (the place where the river
Narmada originates from, located in district Anuppur, Madhya Pradesh),
Lucknow Express, and sometimes on historical figures- like Chetak Express(

named after the legendary horse of Maharana Pratap) etc.

1.1.6 A train number will also denote several things. Each express train is identified

by a five-digit number. The numbering system is explained as below:
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The first digit

In the 5-digit train numbering scheme, the first digit indicates the type of the
passenger train, as follows:

0 is for special trains (e.g., summer specials, holiday specials, etc.)

1 is for all long-distance trains, including the Rajdhani, Shatabdi, Jan
Sadharan, Sampark Kranti, Garib Rath, Duronto, and other classes.

2 is also for long-distance trains; it is to be used when train numbers starting
with 1 are exhausted in any series.

3 is for Kolkata suburban trains.

4 is for suburban trains in Chennai, New Delhi, Secunderabad, and other
metropolitan areas.

5 is for passenger trains with conventional coaches

6 is for MEMU trains

7 is for DMU (DEMU) and railcar services.

8 is currently reserved

9 is for Mumbai area suburban trains

Second and later digits

The significance of the second and later digits depends on what the first digit is.
Below, the different number series are explained, based on the first digit.

0, 1, 2: In the case of special trains, and long-distance express trains, i.e., trains
starting with digits '0', '1', or '2', the remaining 4 digits signify the railway zone
and division exactly as in the pre-2011 4-digit scheme. In fact, most 5-digit
numbers for long-distance trains as of this writing [4/11] are created simply by
prefixing 'l' to the former 4-digit codes. For an explanation of the 4-digit

system. The zonal codes (second digit) are shown below:

11



0 is for Konkan Railway
1 is for CR, WCR and NCR
2 is for superfast, Shatabdi, Jan Shatabdi, and some other classes of trains
regardless of zones. For these, the next digit is usually the zone code.
3 is shared by ER and ECR
4 is for NR, NCR and NWR
5 is shared by NER and NFR
6 is for SR and SWR
7 is shared by SCR and SWR
8 is for SER and ECoR
9 is for WR, NWR and WCR
For other classes of trains, the remaining digits are used in a few different
ways.
3: For Kolkata suburban trains starting with digit '3', there are two sets of
numbers, depending on the zone that operates the services.
30xxx through 37xxx: trains run by ER
38xxx through 39xxx: trains run by SER4: For suburban trains other than in
Mumbai and Kolkata, the following conventions apply.
40xxx through 44xxx: Chennai area suburban trains
45xxx through 46xxx: Delhi area suburban trains
47xxx: Secunderabad suburban trains
48xxx through 49xxx: reserved
5, 6, 7: For trains starting with 'S', '6', and '7', i.e., passenger trains, the second
digit determines the zone as for long-distance trains and the third digit

determines the division.

12



*  9: Mumbai suburban trains use the following system. Up and down directions

are generally reflected in the use of odd and even numbers, respectively.

* 90xxx:
*+ 91xxx:
* 92xxx:
*  93xxx:
* 94xxx:
*  95xxx:
*  96xxx:
+  97xxx:
*  98xxx:
*  99xxx:

WR locals originating from Virar

WR locals originating from Vasai Road / Bhayander

WR locals originating from Borivali

WR locals originating from Malad / Goregaon

WR locals originating from Andheri / Bandra / Mumbai Central
CR fast locals

CR locals going north of Kalyan

CR locals on the Harbour line

CR locals on the trans-Harbour line

CR locals going south of Kalyan

1.1.7 The train numbering system was changed from four digits, in December 2010,

to five digits, to accommodate the increasing number of trains being run.

1.1.8 Trains are also referred to as going "up" or "down”. So, what does this mean to

a layman? Down refers to a train travelling away from its headquarters (i.e., the

homing railway) or from its Divisional headquarters, whichever is closer. Up

refers to

a train travelling towards its headquarters or divisional HQ, whichever

is closer. E.g., 2903 DN Frontier mail is down travelling away from its HQ

(Bombay) and from the division that homes it (Bombay division) and similarly

2904 UP refers to it travelling back towards Bombay, its HQ and division.

Usually the numbers for the "up" and "down" trains differ by just 1. However,

there are numerous exceptions to this scheme. Many inconsistencies and

oddities arise near zonal or divisional boundaries.
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1.1.9 Ticket Booking Process - Indian Railways now provides multiple channels for
passengers to book tickets between any two stations in the country. Reserved
tickets can be booked, up to 120 days in advance, on Indian Railway Catering
and Tourism Corporation website, smartphone apps, SMS, rail reservation

counters at train stations or through private ticket booking counters.

1.1.10 Train Fares - India has some of the lowest train fares in the world, and
passenger traffic is subsidized by higher-class fares. Discounted tickets are
available for senior citizens (over age 60), the differently-abled, students,
athletes and those taking competitive examinations. One compartment of the
lowest class of accommodation is earmarked for women on every passenger

train. Some berths or seats are also reserved for women or senior citizens.

1.1.11 Tatkal Ticketing - A tatkal train ticket can be booked by passengers who want
to travel at short notice with a reserved seat or berth, but such tickets are sold at

higher fares than regular advance reservation tickets.

1.1.12 Confirmed/ Wait Listed Tickets - Confirmed reservation tickets will show the
passenger and fare details along with berth or seat number(s) allocated to them
on the ticket. If the reservation is not available on a particular train, the ticket
has a wait-list number. A person with a wait-listed ticket must wait for enough
cancellations to obtain a confirmed ticket. If their ticket is not confirmed on the
day of departure, they cannot board the train. Reservation against Cancellation
(RAC) tickets, between the waiting and confirmed lists, allow a ticket holder to
board the train and obtain a seat chosen by a ticket collector after the collector

has found a vacant seat.
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1.1.13 Reserved and Unreserved Ticketing - The Railways has classified its ticketing

1.2

also, as reserved and unreserved. Further, the unreserved tickets, for short
distance or unplanned travels, may be purchased at stations at any time before
departure, and such ticket holders may only board the general compartments.
Suburban networks issue unreserved tickets valid for a limited time or season
passes with unlimited travel between two stops for a period of time. Commuters
can purchase tickets and season passes at stations or through UTS mobile apps.
A valid proof for the purchase of ticket along with photo identification is

required to board the train.

Until the late 1980s, Indian Railways ticket reservations were done manually. In
late 1987, Indian Railways began using a computerized ticketing system. The
system went online in the year 1995 to provide current information on status
and availability. The ticketing network at stations is computerized with the
exception of remote areas. As of March 2017, close to 6000 stations are
networked with reserved or unreserved ticketing systems across India. It is this
core area of Indian Railways- ticketing, cancellation and refunds that form the

core focus of this study.

Statement of the problem
With the population growing at a steady pace and availability of rail tickets at
cheaper rates, the demand for railway ticket has grown by leaps and bounds, far
exceeding the supply as compared to other modes of travel. Obviously, in such
a situation, the element of black marketing, hoarding, and touting creeps in.
Tickets tend to be booked en mass by travel agents during peak festival or

holiday period with the intention of being sold at a premium. While checks and
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balances do exist to control this problem, but many times, the unscrupulous
elements manage to find a way to break into the system. Indian Railways has
always tried to curb the black marketers and hoarders. The organization has
analyzed the weaknesses in its online policies as well as the passenger
reservation system (PRS) system to control this problem. As part of control
measures the online ticketing system is analyzed periodically and new controls
are introduced frequently to stop software fraud. Automation is being carried
out in a big way to check on train berth misuse, through provision of hand held
terminals for ticket checking staff.

1.2.1 Amongst other things, one vital change which was brought about to curb this
menace was the changes brought about in the refund policy in November’2015.
Prior to November 2015, the refund policy of Indian Railways allowed
passengers to cancel their confirmed tickets up to 2 hours after the departure of
train, at relatively small cancellation and clerkage' charge. Besides, the time of
chart preparation time that had been stipulated to be four hours before the
departure of the train, was not automatic, therefore, causing lot of

inconvenience to passengers.

1.2.2 As the policy carried little deterrent charges in the event of confirmed tickets
getting cancelled; it was being misused by some unscrupulous elements. In the
year 2015, a case was detected and investigated, of which the researcher was
part of, wherein confirmed tickets booked in Rajdhani trains in higher class of
travel, were being duplicated and while the passengers would travel on the
genuine ticket, fake tickets made with the same details, were cancelled after

departure of the train (the rule allowed cancellation and refund till 2 hours after

16



train departure), thereby getting refund up to 50% of the original fare of the
ticket. To claim hefty amounts, the fake refund was always opted for tickets
with higher class of travel, for minimum four to six passengers, for premium
long-distance trains such as Rajdhani. These parameters enabled the touts to
claim huge refund sums, each time such tickets were duplicated and cancelled

after the departure of the train.

1.2.3 After full investigation into the case of the case, it was concluded that the
refund rules needed to be amended to prevent such frauds from occurring again.
If the refund rules in their present state were allowed to be continued then there
was no guarantee that a similar fraud would not occur again. Therefore a system
improvement was suggested to the policy making directorate (commercial
directorate) of Railway Board, proposing amendment in the refund rules and
suggesting that no refund be granted on confirmed ticket after departure of the
train, which would help to curb unscrupulous elements from misusing the

refund facility and bring about tougher checks in the reservation system itself.

1.2.4 With the approval of the Law Ministry, a gazette notification G.S.R 836(E)
(Annexure — 1) was issued and on November, 12th, 2015, an amended refund
policy was brought about by Indian Railways under the Railway Passengers
(Cancellation of Ticket and Refund of Fare) Rules, 2015 (henceforth referred to
as amended refund policy). This amended refund policy, (effective from
12" November 2015), amongst other things prohibits refund on confirmed
railway ticket if it has not been presented for cancellation at least 4 hours before

the scheduled departure of train. The minimum cancellation charges were also
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enhanced to double of the existing charges and the time period for presenting a
ticket for cancellation was made stringent. Clerkage charges were also doubled
to the existing ones. Thus, the old refund policy has been modified to make way
for the new refund circular so as to rein in fraudulent refunds, cornering of

berths by touts and also to make more berths accessible to the general public.

1.2.5 The new refund rules have been incorporated in the reservation system, both for
the counter tickets as well as e tickets. Automation of finalization of charts has

beenbrought about to complement the refund rules leading to a plethora of

changes (Table 1-2).

Table 1-2: Comparative changes in the refund policy'

Rule

Pre revised (before 12.11.2015)

Levy of clerkage per passenger for
cancellation of unreserved, RAC
and waitlisted tickets: -

(1). Unreserved (second class): Rs.
15.

(i1) Second class (reserved) and

other classes: Rs. 30

Cancellation charge per passenger
confirmed (reserved) tickets: -
(1). 48 hours before the scheduled

departure of the train minimum

18

Revised (w.e.f. 12.11.2015)

Levy of clerkage per passenger for
cancellation of unreserved, RAC
and waitlisted tickets: -

(1). Unreserved (second class): Rs.
30.

(i1) Second class (reserved) and

other classes: Rs. 60

Cancellation charge per passenger
on confirmed (reserved) tickets: -
(1). 48 hours before the scheduled

departure of the train minimum



cancellation charge

Ist AC/executive class: Rs.120
2AC/1st Class Rs. 100
3AC/ACC/3A economy: Rs. 90
Second sleeper class: Rs. 60
Second class Rs. 30

(i1). Between 48 hours and 6 hours
before the scheduled departure of
the train @ 25% subject to
minimum charge as per (i) above.
(ii1) From 6 hours before the
scheduled departure of the train
and up to 2 hours after the actual
departure of the train @ 50%
subject to minimum charge as per
(1) above.

(iv) No refund after the above

prescribed time limit.

Partially confirmed: Up to two
hours after the actual departure of

the train.

Refund on unused RAC/WL

tickets: Up to 3 hours of the actual

19

cancellation charge

Ist AC/executive class: Rs. 240

2 AC/1st Class: Rs. 200
3AC/ACC/3A economy: Rs. 180
Second sleeper class: Rs. 120
Second class: Rs. 60

(i1). Between 48 hours and 12 hours
before the scheduled

departure of the train @ 25% subject
to minimum charge as per (i) above.
(ii1) Between 12 hours and 4 hours
before the scheduled departure of
the train @ 50% subject to
minimum charge

as per (i) above.

(iv) No refund after the above

prescribed time limit.

Partially confirmed: Up to half an
hour before the scheduled departure

of the train,

Refund on unused RAC/WL tickets:

Up to half an hour before the



departure of the train subject to
deduction in clerkage charge. No
refund after the above prescribed

time limit.

5. In case of cancellation of trains for
e-tickets: Before 01.07.2015, for
refund, TDR had to be filed. No

change for counter PRS ticket.

1.2.6 As specified in the amended refund policy of 2015, the reservation charts would
be automatically prepared four hours in advance of train departure. Any
cancelled berths are now being made available to the passengers for rebooking
till 30 minutes before the departure of the train. These rules were meant to help
the Railways optimally use the cancelled seats/ berths in various classes, since it
was expected that the deterrent charges of cancellation and clerkage may force
the passengers or black marketeers to cancel their confirmed tickets well in
advance or at least 4 hours prior to the train departure so as to avail any kind of

refund, and such cancelled seats/berths could then be prudently be offered to

other passengers for their travel.

1.2.7 The higher cancellation charges were anticipated to discourage agents/touts who
were reserving the tickets using fictitious names and were later selling these

tickets at higher prices to the needy or gullible passengers. The modified rules

20

scheduled departure of the train
subject to deduction of clerkage
charge. No refund after the above

prescribed time limit.

In case of cancellation of trains for e
tickets: W.e.f. 01.07.2015,
automatic refund is granted. Filing
of TDR is not required. No change

for counter PRS ticket.



were also expected to help the railways increase the revenue earned through

cancellation charges.

1.2.8 Along with the new cancellation & refund rules, a new set of booking rules also
came into effect from the November 12th, 2015. These rules followed the
changes made in refund rules that allow cancellation (for refund) of confirmed
tickets only up to 4 hours prior to the departure of the train. Some of the

important features of the new booking system are elaborated herewith.

1.2.9 From now on, reservation charts will be made at least four hours before the
scheduled departure of the train. In case, the charting section of railways does
not make the same, the system will automatically finalize the seat allocation 4
hours before the scheduled departure of the train. This will facilitate
passengers to know the status of the ticket to plan their journey well in time.
Immediately after preparation of first reservation charts, the reservation again
opens at the PRS counters as well as on the internet (for online e-ticketing) and
the passengers can

» Book the available accommodation in the train in case there is no RAC/waitlist
for that leg.

» In case of passengers holding RAC/waiting list ticket, the passengers will be
given facility to cancel the ticket up to 30 minutes before the scheduled
departure of train. This will facilitate the passengers, particularly partially
confirmed passengers, to decide either to undertake the journey or to cancel their

ticket.
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1.3

1.3.1

1.4

1.4.1

A second (and final) chart of reservations will be made available before
departure of train and handed over to onboard ticket checking staff.
This exercise was expected to ensure optimum utilization of train

accommodation as well as enhance earnings.

Aim of the study
It has been four years since the new refund policy (2015) has been brought
about. While there is a general consensus that this policy has helped the
Railways in many ways, however, no systematic study has been done with
comparative figures to evaluate the impact of the change. This study attempts to
analyze the impact of the new refund policy (2015) and study the strengths and
weakness of the policy, how it has benefitted the railway- in terms of financial
savings in railway revenue, on the volume of refund disbursed to the passengers
who cancel their tickets and the availability of cancelled berths to the new

passengers.

Rationale for choosing this topic
Vigilance directorate conducts several checks, as part of its work profile. While
many checks are preventive checks, i.e., their aim is to keep corruption in check
by carrying frequent and multiple checks, there is another type of check, which
is aimed to strengthen the system and eliminate systemic weaknesses. These
checks are basically to check fraudulent activities. Most, but not all, such
checks result in suggesting improvements in the system. These system

improvements are thought to bring about positive changes. However, no study
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or analysis is ever done to find out the efficacy of these system improvements

and what kind of change has it bought about.

1.4.2 Background of the System to be studied
Genesis of the refund policy - The modified refund policy of 2015, was the
outcome of one such vigilance case. Large-scale irregularities were detected in
the refund disbursement at one of the stations of east central railway. The case
involved, railway officials as well as some outside elements. For outsiders
involved in the fraud, the case was handed over to another national government
investigative agency entrusted to take up fraud cases. Necessary action was
taken against the railway staff found to be involved in the case. Internal
vigilance investigation done by the vigilance directorate of the railway ministry
led to the realization that the present refund rules needed to be amended if this
type of revenue leakage and fraud is to be prevented. A system improvement
was, therefore, suggested, to bring about necessary changes in the refund policy,
to the executive department for consideration and implementation.
1.4.3 The New Rulings

The system improvement was accepted and through Gazette Notification G.S.R.
836(E). Dated 04.11.2015, it was implemented. The new refund rules were
effective from 12.11.15 and the ministry gave a press release for the same:
“Certain provisions of Railway Passengers (Cancellation of tickets and refund
of fare) Rules have been amended to check bogus claims, to facilitate provision
of Mobile ticketing as well as paperless ticketing, discourage last minute
cancellation resulting in seats/berths going vacant etc. The amendment in refund

rules became necessary to adapt to changes/developments in the ticketing
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1.4.4

1.5

1.5.1

1.6

systems”.

While the new refund rules were successfully implemented w.e.f November
12th, 2015, however the success or failure of the new refund rules were never
really studied comprehensively.

This research, therefore, aims to study the effects of the modified refund
policy and how has it benefitted the passengers as well as the railways, gaps in

its implementation and any improvement required in it.

Research gap
To the best of knowledge, no systemic study has yet been undertaken on
efficacy of the amended railway refund rules, 2015. This study would therefore
be the first in understanding the impact of the refund circular. The researcher
has been part of the investigation and was instrumental in suggesting the system
improvement, which led to change in the railway refund rules. With adequate
field experience, and ten years of vigilance experience, the researcher possesses
domain knowledge, and can analyze the impact of the policy critically. The
study is therefore to aimed at bridging the crucial knowledge gap between

suggestions, implementation and the actual outcome.

Objectives
The aim of the study is to analyze the implementation of the amended refund
policy, 2015 over Indian Railways. The purpose is to analyze the amount of
refund disbursed to passengers after the new refund policy was brought about,

to study the strengths and weaknesses of the implementation of the policy and

24



to see if passengers have benefitted from the same. The study has following

objectives:

1. To analyze the resultant increase in railway revenue due to increase in
cancellation and clerkage charges.

2. To analyze the resultant decrease in refund disbursement, if any.

3. To analyze the utilization of cancelled berths through rebooking.

4. To understand the strengths and weaknesses of the implementation of the revised

refund policy (2015).

The result of the study will benefit Indian Railways in assessing facts and

bringing about policy modification.

1.7  Research Design

1.7.1 The research design is quantitative and descriptive. It is confined to studying the
impact of the new refund commercial circular on certain aspects. The data will
be collected from the primary source, maintained at CRIS (Center for railway
information systems) and from the database of passenger marketing,
commercial directorate, ministry of railways. While an attempt was made to
study the impact through the questionnaire method, however, it was abandoned
as the policy was implemented too far back and at this later date the data
collected would be meaningless and infructuous.

1.7.2The total volume of refund disbursed, the clerkage charge, the cancellation

charge, and the berths rebooked after cancellation will be taken for 2015 and
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2016. Further, the policy will be analyzed to check its strengths and

weaknesses.

1.8 Chapter scheme

1.8.1 The dissertation is organized in six chapters. This being the first, introduces the
concept and the need for the study. The next, Chapter 2, delves into the review
of refund rules of Indian railways Vis a Vis Air India and Japanese Railways.
Chapter 3 discusses the research methodology followed in this study. Chapter
4 discusses the refund rules on Indian railways in detail. The last chapter,

Chapter 5 discusses the findings, analysis, conclusion and recommendation.
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2.1

Chapter 2

LITERATURE REVIEW

CHAPTER STRUCTURE

2.1.1 As stated above, this is an absolutely new research topic; hence there is no

2.2

literature available for the same. However, the refund rules of Indian Railways,
Air India, and the Japanese Railways have been reviewed. The refund rules of
Air India have been reviewed, as it is the only other government transport
department in India to carry passengers on long distance haul, short haul,
somewhat similar to Indian Railways. Buses normally are state run and thus,
have not been considered. Japanese Railways-central and east- have been
studied as it is a similar mode of transportation and Japan has been a pioneer in
producing and running one of the finest railways and is famous all over the

world for them.

CANCELLATION AND REFUND STRUCTURE OF INDIAN

RAILWAYS

2.2.1 The amended refund policy, 2015, issued by ministry of railways through

Gazette Notification G.S.R. 836(E). Dated 04.11.2015, laid down the changes
brought about in terms of cancellation charges and the clerkage to be collected,

in the event of a passenger deciding to seek refund on his booked ticket

2.2.2 The railway ministry vides their letter no TCII/2003/2015/REFUND

POLICY/1, dated 05.11.201 brought about amendments in certain provisions of

refund rules. The amendments were notified through gazette notification
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number 684. It specified the cancellation and clerkage charges based on the

time of seeking refund. The time period slabs were:

More than 48 hours before scheduled departure of the train

* Between 48 hours to 12 hours of scheduled departure of train.

Between 12 hours to 4 hours before scheduled departure of the train

Within 4 hours of train departure

2.2.3 The amended refund policy talked about a flat cancellation charge in case a
confirmed ticket is cancelled more than 48 hours in advance. The cancellation
charge ranges from Rs 240 plus GST for first AC ticket to Rs 60 for second-
class ticket. For tickets cancelled in the second slab, which is, between 48 hours
to 12 hours, a 25% cancellation charge is levied. Cancellation charge for the
third slab of 12 hours to 4 hours is 50%. No refund is admissible on tickets
being presented within 4 hours of train departure.

2.2.4 The modified refund policy has also laid down that no refund of fare shall be

admissible on partially confirmed or RAC tickets in case the ticket is not

cancelled or TDR not filed online up to thirty minutes before the scheduled

departure of the train.

2.2.5 The policy also laid down the change in charges for clerkage in case a ticket is
cancelled. Earlier the clerkage charges were Rs 15 for unreserved tickets and
Rs 30 for reserved tickets. The charges were doubled in the new policy, i.e., Rs

30 for unreserved ticket and Rs 60 for reserved tickets
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2.2.6 Broadly the major changes are tabulated as per table 2-1:

TABLE 2-1 comparative changes in the clerkage and cancellation charge

Rule

Pre revised (before 12.11.2015)

Levy of clerkage per passenger for
cancellation of unreserved, RAC
and waitlisted tickets: -

(1). Unreserved (second class): Rs.
15.

(i1) Second class (reserved) and

other classes: Rs. 30

Cancellation charge per passenger
confirmed (reserved) tickets: -

(1). 48 hours before the scheduled
departure of the train minimum
cancellation charge

Ist AC/executive class: Rs.120
2AC/1st Class Rs. 100
3AC/ACC/3A economy: Rs. 90
Second sleeper class: Rs. 60
Second class Rs. 30

(i1). Between 48 hours and 6 hours

before the scheduled departure of

29

Revised (w.e.f. 12.11.2015)

Levy of clerkage per passenger for
cancellation of unreserved, RAC
and waitlisted tickets: -

(1). Unreserved (second class): Rs.
30.

(i1) Second class (reserved) and

other classes: Rs. 60

Cancellation charge per passenger
on confirmed (reserved) tickets: -
(1). 48 hours before the scheduled
departure of the train minimum
cancellation charge

Ist AC/executive class: Rs. 240

2 AC/1st Class: Rs. 200
3AC/ACC/3A economy: Rs. 180
Second sleeper class: Rs. 120
Second class: Rs. 60

(i1). Between 48 hours and 12 hours

before the scheduled



the train @ 25% subject to
minimum charge as per (i) above.
(ii1) From 6 hours before the
scheduled departure of the train
and up to 2 hours after the actual
departure of the train @ 50%
subject to minimum charge as per
(i) above.

(iv) No refund after the above

prescribed time limit.

Partially confirmed: Up to two
hours after the actual departure of

the train.

Refund on unused RAC/WL
tickets: Up to 3 hours of the actual
departure of the train subject to
deduction in clerkage charge. No
refund after the above prescribed

time limit.

In case of cancellation of trains for
e-tickets: Before 01.07.2015, for

refund, TDR had to be filed.
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departure of the train @ 25% subject
to minimum charge as per (i) above.
(ii1) Between 12 hours and 4 hours
before the scheduled departure of
the train @ 50% subject to
minimum charge

as per (i) above.

(iv) No refund after the above

prescribed time limit.

Partially confirmed: Up to half an
hour before the scheduled departure

of the train,

Refund on unused RAC/WL tickets:
Up to half an hour before the
scheduled departure of the train
subject to deduction of clerkage
charge. No refund after the above

prescribed time limit.

In case of cancellation of trains for e
tickets: w.e.f. 01.07.2015, automatic

refund is granted.



2.2.7These are the changes that Indian Railways brought about in their new refund
rules of 2015. The commercial circular is quite comprehensive and has
envisaged the various scenarios wherein a passenger may seek refund. The

various scenarios have been addressed and procedure for the same was laid out.

2.3  CANCELLATION AND REFUND STRUCTURE OF AIR INDIA

2.3.1 Air India is the flag carrier airline of India, headquartered at New Delhi. It is
owned by Air India Limited, a government-owned enterprise, and operates a
fleet of Airbus and Boeing aircraft serving 94 domestic and international
destinations. The airline has its hub at Indira Gandhi International Airport, New
Delhi, alongside several focus cities across India. Air India is the largest
international carrier out of India with an 18.6% market share. Over 60

international destinations are served by Air India across four continents.

2.3.2 The national carrier, Air India, has its own refund and cancellation rules. The
refund and cancellation rules are not so exhaustive as that of Indian Railways,
nor are they notified as a gazette. The following are the important points of

refund on Air India:

1. A ticket for refund, which is either partially utilized or totally unutilized, can
be submitted, within one year after expiry of the validity of the ticket. With
effect from O1st October 2018, the ticket/s issued will be valid for Refund up
to 15 months from the date of issue / 3 (Three) Months from the expiry of
ticket validity. The refund would however be processed subject to the fare

restrictions of the ticket. If the payment has been done in cash, a cheque with
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the refund amount is sent to the address as specified by the passenger. If the
payment has been made by credit/debit card, then the amount is credited
back to the same credit card account. The refund cannot be processed to an
alternate card account. The transfer to any other card account if required
would have to be requested by you to your card issuing bank only. If the
payment is made by direct debit-bank transfer, the amount would be credited

back to the same bank account that it was debited from.

. In case of involuntary downgrading, due to a change in aircraft, after
completion of travel, a passenger needs to send the ticket jacket with the
boarding cards to the Refunds section and as per the applicable fare rule a
refund will be processed.

. In case of a downgrade or a transfer to any other airline the case is treated as
a ‘transportation credit’ where a message has to be sent to the respective
airline, the Central accounts and the IATA billing section, and only then is
the refund processed. The ticket copy and the boarding card also need to be
sent for this refund.

. As per Air India guidelines, a refund can be applied, within one year after
expiry of the ticket validity. With effect from 01st October 2018, the ticket/s
issued will be valid for Refund up to 15 months from the date of issue / 3
(Three) Months from the expiry of ticket validity.

. In case of partial refunds”, the applicable one-way fare and taxes for the
utilized sector of travel and the cancellation/ refund charges are deducted and

the balance amount is refunded.

32



However, in case of certain highly discounted fares, partially utilized tickets
are nonrefundable.

24  CANCELLATION AND REFUND STRUCTURE OF CENTRAL
JAPANESE RAILWAY COMPANY"

2.4.1 The Central Japan Railway Company is the main railway company operating in

the Chubu (Nagoya) region of central Japan. JR Central is Japan's most

profitable and highest throughput high-speed-rail operator, carrying 138 million
high-speed-rail passengers in 2009, considerably more than the world's largest
airline. The refund is given based on the following conditions:
* Before ticket is used
* After ticket is used
2.4.2 Table 2-2 below explains the refund procedure for before ticket is
used:

Table 2-2 refund procedures for Central Japanese Railway

Types of tickets Refund conditions Fees
Basic fare tickets Within period of 220 yen
Multi-ride ticket validity before use
Express ticket (includes the day
Limited express non-reserved seat before the validity
ticket period begins for
Limited express reserved seat ticket advanced ticket
Green Car non-reserved seat ticket sales)
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Reserved

seat ticket

Limited express
reserved seat ticket
Green Car
reserved seat ticket
Sleeping car ticket

Reserved seat ticket

Until 2 days before
train is scheduled to

depart

From 1 day before
departure
Until scheduled

time of departure

340 yen

30%, but
no lower
than 340

yen

The central Japanese refund policy says that a 30% charge will be

incurred when receiving a refund for reserved seat tickets changed the

day of or before the date of departure.

Restrictions are in place of transaction, contents, and methods for refunds of

tickets purchased with credit cards.

2.4.3 After ticket is used:

When receiving refunds for basic fare tickets that is valid and the section

no longer to be ridden goes over 100 kilometers one-way, the amount

received will be what is left over after subtracting the fare for the areas

ridden and a 220-yen fee from the original ticket price.
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. Refunds can be received for unused ticket pieces of multi-ride tickets
that are no longer needed, provided that they are still valid. The amount
received for refunds is what is left over after subtracting the normal
fares for the amount of times used. However, there are situations where

the refund amount is zero.

As can be seen from the above refund policy is very simple and the
aspects of ticket use, the time of presentation for cancellation, the type

of ticket, are the broad criteria for disbursement of refunds.

2.5 CANCELLATION AND REFUND STRUCTURE OF EAST JAPAN
RAILWAY COMPANY"

2.5.1JR East was incorporated on 1 April 1987 after being spun off from the
government-run Japanese National Railways (JNR). The spin-off was
nominally "privatization", as the company was actually a wholly owned
subsidiary of the government-owned JNR Settlement Corporation for
several years, and was not completely sold to the public until 2002.
Following the breakup, JR East ran the operations on former JNR lines
in the Greater Tokyo Area, the Tohoku region, and surrounding areas.
The East Japan railway company follows the refund procedure, as
elaborated below:
Ticket Refund

e Refunds for Unused Tickets

* Any unused, valid ticket can be refunded after a deduction of the specified

cancellation charge.
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« It is not possible to refund tickets purchased using a credit card in stations other
than those of JR EAST and travel agencies.

« Except when special conditions apply, pass refunds are available only at sales
locations through the day before the validity period begins. A handling fee applies.

Refunds are not made for issued seat tickets after the train departure time.

* In the Event of Missing a Train

No refunds are normally made. However, for limited express reserved seat tickets,
even when the train is missed, a passenger is entitled to be seated in a non-reserved
seat in an Ordinary car on a later train on the same day.

¢ Lost and stolen tickets

If the ticket is lost or stolen, it can be repurchased. Repurchased tickets are marked as
such. A reserved seat ticket can be repurchased only for a reserved seat on the same
train.

If the lost ticket is found within one year, bring it with the repurchased ticket marked
as receipt of repayment to a station. The fare/charge of the ticket indicated on the
repurchased ticket will be refunded after deducting a handling charge.

e Train cancelations and delays

When operation of a train is canceled or delayed due to an accident or other
extenuating circumstances, the JR Transportation Contract will be followed without

exception. The main provisions of the JR Transportation Contract are as below.

a) Train service cancelations
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b)

A full refund is made of fares and charges when a trip is canceled. When there is a
service cancelation during a trip, the fare for the interval not traveled is refunded. In
addition, any charges for limited express and express trains and other such canceled
travel are refunded.

If limited express train service is canceled before the destination station is reached,
service on a subsequent limited express or express train is provided, and if express
train service is canceled before the destination station is reached, service on a
subsequent express train is provided. In such cases, all limited express and express

train charges are refunded for the canceled service except as noted below.

Train delays:

A full refund of limited express/express train charges is made if a limited
express/express train arrives late by two hours or more. Cases of a train delay
resulting in a missed connection, which then results in an arrival two hours or more
beyond the scheduled time, necessitating canceling travel mid-trip or returning to the
departing station are handled in the same way as service cancelations.
No extension of the validity period or refund is made for the JR EAST PASS or other
passes after the start of use due to cancelation of train service, delays or any other

reason.
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3.1.1

3.2

3.2.1

Chapter 3

Research methodology

INTRODUCTION
So as to curtail hoarding of tickets, black marketing and revenue frauds, the
amended refund policy of 2015 was brought about by Ministry of Railways.
Literature review of Japanese railways as well as Air India reveal that while
refund policy on ticketing exists for all these transport companies, but none is as
exhaustive and vast, as that of Indian railways. This may stem from the fact that
Indian railways carries a multitude of 8.26 billion passengers over 7349 stations
across the length and breadth of the country, a number large enough to be a
population of a small country. Further, as specified in the first chapter, the
Indian railways has multitude of categories- that of class, that of trains, that of
type of ticket, etc. Therefore, refund rules had to be exhaustive, to accommodate

refund depending upon the type of ticket, class of travel etc.

RESEARCH OBJECTIVES

The study attempts to analyze the impact of the amended refund policy

introduced by Indian railways, which was, notified through gazette notification

no G.S.R 836(E). The research objectives are the following:

1. To understand the strengths and weaknesses of the implementation of
the revised refund policy (2015)

2. To analyze the resultant increase in railway revenue due to increase in
cancellation and clerkage charges.

3. To analyze the resultant decrease in refund disbursement, if any.
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3.3

3.3.1

3.4

3.4.1

4. To analyze the utilization of births as a result of automatic chart
preparation after the implementation of the amended refund policy

(2015)

RESEARCH QUESTIONS

The study thus concentrated on finding answers to the following research
questions:

Has the amended refund policy, 2015 allowed Indian railways to fulfill its
social obligation towards the citizens of the country?

What has been the financial impact on railway revenue in terms of refund
amount disbursed, cancellation fee charged and clerkage collected?

What has been the impact of the amended refund policy on passenger’s

convenience in terms of berth availability?

RESEARCH DESIGN
The very nature of the analyses of the policy requires a thorough understanding
of background of the policy, the resultant changes that were brought about and
the likely difference that it may result in. The most common and useful research
methodology for such studies is of Quantitative research. Since the study was
very objective, it was best based as an interpretive study of the data collected as
deductions had to be based on the data collected. Any data collected through
qualitative means would have only given subjective interpretations which would
have diluted the objective of the study. Hence qualitative and secondary data

was not utilised
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3.5

3.5.1

3.6

3.6.1

3.7

RESEARCH METHODS
The research methods utilized the analysis of the secondary data collected from
Passenger Marketing Directorate of Ministry of Railways, and CRIS. The
research methods employed were mostly correlational and comparative. The
data was analyzed month wise and year wise for two successive years.
Discussions were also held with officers of both the organizations to understand

the efficacy of the policy in its amended structure.

DATA SOURCES
The study was based on primary and secondary data sources. Secondary data
was collected through data maintained with Passenger Marketing Directorate at
Railway Board, Ministry of Railways; data maintained at CRIS, and refund
policy documents. A small amount of primary data was collected through
interviews for question no 1. For question no 2 and 3, the research was done

solely on the basis of secondary data.

DATA ANALYSIS

3.7.1The analysis of data collected followed the theory of inductive analysis; the

most widely used interpretive strategy in social sciences. (Denzin, 1994). The
data collected was analyzed to find inter relationships between the changes
brought about in the refund policy and it effect on the organization and
passengers. Passenger convenience and curbing black marketing were the two
main inter relationships that were studied. Analysis of the data and the

conclusions for the same are presented in chapter no 5.
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3.8

3.8.1

3.9

3.9.1

3.10

LIMITATIONS
The study’s main limitation was the availability of data in a particular fixed
format which limited the study to only analysis of the data available. As can be
appreciated, Indian railways have voluminous data with many variables. Data
with every possible permutation combination is not stored and whatever data is
stored, introducing fresh variables to retrieve that data runs the risk of
corrupting the fresh ongoing data. As such the risk of introducing fresh
variables cannot be taken because of the sensitivity to the system and its
resultant domino effect on passengers. The data maintained at CRIS was in a
fixed format, and no new variables could be introduced to bring about any

changes in it.

ETHICS
The research proposal was approved by IIPA and was conducted in a
transparent and open manner. The data was requested through RTI and was
willingly provided by the concerned departments. Notwithstanding the
researcher’s prior association with the subject, every effort was made to remain

neutral and true to the research.

SUMMARY

3.10.1 The research methodology was chosen keeping in mind the objectives of the

research proposed to be undertaken. The research questions were formulated
keeping the mind the topic of the study. Based on the research questions, the
research design was arrived to enable a qualitative output. Given the data format

constraints and the novelty of the topic, the study was modeled as an analytical
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one. Secondary data sources were used as required to answer different research
questions. Secondary data was used as the main instrument of research. The
researchers own observation because of prior close involvement also came in

handy.
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4.1

4.1.1

4.2

4.2.1

Chapter 4

Refund policy of Indian railways
Chapter structure
This chapter traces the background of the refund and cancellation policy of

Indian Railways and its modification.

Refund and its clauses:
Indian Railways is India's national railway system operated by the Ministry of
Railways. It manages the world by size. Until the late 1980s, Indian Railways
ticket reservations were made manually. In late 1987, Indian Railways began
using a computerized ticketing system. The system went online in 1995 to
provide current information on status and availability. The ticketing network at
stations is computerized with the exception of remote areas, As of March 2017,
close to 6000 stations are networked with reserved or unreserved ticketing
systems across India. Indian Railways now provides multiple channels for

passengers to book tickets between any two-train stations in the country.

4.2.2 Reserved tickets can be booked, up to 120 days in advance, on the Indian

Railway Catering and Tourism Corporation website, smartphone apps, SMS,
rail reservation counters at train stations or through private ticket booking
counters. A Tatkal train ticket can be booked by passengers who want to travel
at short notice with a reserved seat or berth, but such tickets are sold at higher

fares than regular advance reservation tickets."”"!

Confirmed reservation tickets will show the passenger and fare details along

with berth or seat number(s) allocated to them on the ticket. If the reservation is
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4.3

4.3.1

not available on a particular train, the ticket has a wait-list number. A person
with a wait-listed ticket must wait for enough cancellations to obtain a
confirmed ticket. If their ticket is not confirmed on the day of departure, they
cannot board the train. Reservation against Cancellation tickets, between the
waiting and confirmed lists, allow a ticket holder to board the train and obtain a

seat chosen by a ticket collector after the collector has found a vacant seat.

The Railways permit refund on cancellation of untraveled and partially travelled
journey tickets, after deduction of cancellation charges. When you cancel a
reserved train ticket, you are entitled to get a full or partial refund of the amount
you paid for the ticket during the time of reservation. The refund amount also
varies based on the status of the ticket — that is, whether you are cancelling a
Confirmed, RAC, Tatkal, or Waitlisted ticket — and also, the time you choose to
cancel it. The refund process for train tickets is governed by certain rules and
policies. Here’s an overview of some of the important refund rules of Indian

Railways.

Refund Rules for Confirmed Tickets before Chart Preparation’
The refund amount for confirmed tickets, whether e-Tickets or counter tickets,
is calculated based on when you choose to cancel the ticket with regard to the
departure of the train. Indian Railways refund policies for confirmed tickets are

as follows:

48 hours prior to commencement of journey: Refund after deducting a
minimum flat cancellation fee of
o T 240 + GST for AC First Class or Executive class

o 3200+ GST for AC 2-tier or First Class
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4.4

4.5

o 3 180+ GST for AC 3-tier, AC Chair Car, or AC 3-Economy
o 3 120+ GST for Sleeper Class

o T 60+ GST for Second Class

48 hours to 12 hours: Refund after deducting 25% of the base fare subject to
minimum flat cancellation charges

12 hours and up to 4 hours: Refund after deducting 50% of the base fare
subject to the minimum flat cancellation charges

After the train has departed: No refund

Railway Refund Rules for Confirmed Tickets after Chart Preparation

In order to get a refund for a confirmed ticket after the chart has been prepared
(that is, within 4 hours of the scheduled commencement of the journey), you
have to file a TDR (Ticket Deposit Receipt).

Refund is not applicable for a confirmed ticket if no cancellation is done or
TDR is not filed up to 4 hours before the train is set to leave the station.

The refund of ticket fare filed through TDR will take a minimum of 60 days or

more than that.

Refund Rules of RAC Tickets

Refund can be obtained for RAC tickets if it is cancelled up to 30 minutes
before the train is set to depart from the station. The refund is subject to a
cancellation charge of ¥ 60 + GST per passenger.

To get a refund for your RAC ticket after the chart has been made, a TDR
needs to be filed at least 30 minutes before the train’s departure.

If the RAC ticket is not cancelled or TDR not filed within this stipulated
timeline, no refund is granted.
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4.6

4.7

If a RAC ticket which is confirmed at the time of cancellation, the refund rules

for confirmed tickets will be applicable.

Refund Rules of Waitlist Tickets

If a Waitlisted e-Ticket is cancelled up to 30 minutes before the scheduled
departure of the train, a refund will be granted after deducting a cancellation
fee of ¥ 60 + GST per passenger.

As per IRCTC refund rules, for an e ticket, if there is a Waitlisted e-Ticket and
its status remains the same even after the chart has been made, a refund will be
granted automatically by IRCTC after deducting applicable fees.

In the case of Waitlisted counter tickets, it can be cancelled at a PRS counter
or IRCTC website up to 30 minutes before the scheduled departure of the train
and a refund can be received from the counter.

If there is a Waitlisted ticket which is confirmed at the time of cancellation,

the refund rules for confirmed tickets will be applicable.

Railway Refund Rules for Tatkal Ticket Cancellation
No refund is granted if a confirmed Tatkal tickets is cancelled.
In the case Waitlisted Tatkal tickets, a refund is granted as per the Waitlisted
or RAC refund rules of Indian Railways. The refund will be given after
applicable clerkage charges have been deducted from the amount.
A complete refund of a confirmed Tatkal ticket is granted if it is cancelled
under any of the following circumstances:

1. The train gets delayed by over 3 hours at the station where the journey

is supposed to begin.
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4.8

4.9

2. The train is set to follow a diverted route, which a passenger doesn’t
want to travel.

3. The train is set to follow a diverted route and one or both of the source
and destination stations do not fall on that route.

4. The coach in which the Tatkal seat has been allotted is not attached to
the train and the passenger hasn’t been provided a seat in the same
class.

5. The passenger has been provided a seat in a lower class in which
he/she doesn’t want to travel. However, if the passenger travels in the
lower class, a refund will be provided of the difference in the ticket

price and Tatkal charges, if applicable.

Railway Refund Rules of Premium Tatkal Ticket Cancellation

According to IRCTC refund rules, for an e ticket, a passenger is not entitled to
any refund if a confirmed Premium Tatkal ticket is cancelled.

A complete refund is granted for confirmed Premium Tatkal tickets under the

same 5 circumstances as mentioned for Tatkal refund rules.

Refund Rules for Partially Confirmed Party or Family Tickets

Suppose there is a family e-Ticket or a party e-Ticket in which some of the
seats are confirmed while some others are on the Waitlist or RAC. In this case,
even the confirmed passengers can get a refund if they choose not to travel,
subject to applicable cancellation charges. Further, to avail the refund, the
passenger will have to cancel the ticket online or file for TDR online at least
30 minutes before the train is set to depart from the station. These refund rules

are applicable for both general quota and Tatkal quota e-Tickets.
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4.10

4.11

In the same scenario, if a passenger has a counter ticket instead of an e-Ticket,
he/she can claim a refund by surrendering the counter ticket up to 30 minutes
before the departure of the train.

In the same scenario, if the confirmed passengers on an e-Ticket decide to
travel while the RAC or Waitlisted passengers decided not to travel, a
certificate stating the same is needed from the railway ticket checking staff. A
refund can be obtained based on this certificate provided that the passenger
files an online TDR within 72 hours of the train reaching your destination

station.

Refund Rules for Cancelled Trains

E-Tickets: If the train is cancelled due to any reason, full refund is granted of
the e-Ticket fare whether it is a confirmed, Waitlisted or RAC ticket.
Passengers with e-Tickets will get the refund credited to the account that they
had used for booking. A passenger need not cancel his/her e-Ticket or file a
TDR in such cases because the ticket will be automatically cancelled.

Counter Tickets: If there is a counter ticket, refund can be collected from a
PRS counter. However, ticket must be cancelled at any PRS counter within 72

hours after the scheduled departure of the train.

Refund Rules for Diverted Trains

4.11.1 If the train is diverted from its specified route and the passenger doesn’t want

to travel via the new route, a full refund is granted of the ticket fare. For this, a
TDR must be filed up to 72 hours of the train’s departure schedule from the

boarding station.
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4.12

4.13

Refund Rules for Train Running Behind Schedule by More Than 3 Hours
If the train arrives at the boarding station 3 hours or more behind its schedule,
a passenger can get a full refund for e-Tickets. A TDR needs to be filed
online before the train’s actual departure time to ensure a full refund.
Passengers with counter tickets can hand over the ticket to the railway
officials at the station where the journey was to begin and obtain a full refund
from the counter.

No refund is admissible if the passenger cancels, surrenders the tickets or files

a TDR after the actual departure of the train.

Refund Rules for Lost or Misplaced Ticket

4.13.1 Indian Railways does not allow refund for tickets that are lost or misplaced by

4.14

passengers. However, passengers can opt for a duplicate ticket to be issued

and continue with their journey.

Refund Rules when the Railways Fails to Provide Accommodation

4.14.1 If a passenger has a reserved ticket and the railway administration fails to

4.15

provide seats / berths, then the passenger is entitled to a full refund without any
cancellation/clerkage fee deduction. In order to get the refund, the passenger

must surrender the ticket within 3 hours of the train’s actual departure.

Refund Rules for Unreserved Tickets
If a passenger has an unreserved ticket and wants to cancel it, he/she can
present the ticket to the station master within 3 hours of its issuance and get a

refund subject to a clerkage charge of I 30 per passenger.
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» In the event that the unreserved ticket has been issued in advance, the
passenger can get a refund by presenting it to the station master up to 24 hours

prior to the date of journey. The clerkage charge will remain the same.

4.16 Refund Rules on AC Failure

4.16.1 If any passenger is traveling in AC coaches and Indian Railways fails to
provide AC facility for a portion of the journey, then the passenger will get a
refund for that specific portion of the journey. The refund amount in such cases

will be as follows:

* For 1 AC — the difference between 1 AC fare and First-Class fare

* 2 AC/ 3 AC — the difference between 2 AC/ 3 AC fare and Sleeper Class fare
in Mails and Expresses

* AC Chair Car — the difference between AC Chair Car fare and Second-Class
fare in Mails and Expresses

» Executive Class — the difference between Executive Class fare and the First-

Class fare in Mails and Expresses

4.16.2 In such cases, the passenger will be issued a certificate by the ticketing staff.
Passengers with e-Tickets must file an online TDR within 20 hours of arrival at
the destination and also send the certificate to IRCTC by post. Passengers with

counter tickets need to only send the certificate to IRCTC by post.

4.17 Refund Rules for Travel in a Lower Class
» Suppose a passenger has a ticket for a higher travel class (Ex: 1 AC) and is

made to travel in a lower class (3 AC) due to non-availability of
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accommodation, then he/she can claim the difference between the two classes
as refund.

In such cases, the ticketing staff will issue a certificate to the passenger. In
order to get the refund, passengers with E-ticket must file an online TDR
within two days of the certificate issuance. They must also send the certificate
to IRCTC by post.

Passengers with counter tickets should send the certificate to IRCTC by post.
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5.1

Chapter 5

Findings and Analysis

Introduction

5.1.1 This research was primarily undertaken to analyze the amended refund policy of

Indian Railways, which came into effect on November 12" 2015. As
mentioned earlier, the policy had been an outcome of a vigilance investigation
wherein it was detected that refund based financial irregularities were occurring
at a particular railway station. As a result, the refund policy was amended to
plug the financial loophole and new cancellation framework was introduced to
strengthen the system. This study attempted to look at the impact of the
amended refund policy, 2015 from Railway’s perspective in executing its
responsibility towards passengers, the policy’s financial impact and as a result
of implementation of the amended policy, whether passengers, now, have more

access to berths as compared to earlier.

5.1.2 The study analyzed its research objectives in two ways. First, it was achieved

through a complete analysis of the amended refund policy, 2015, taking into
account the positives and weaknesses of the proposed amendments. Secondly,
through analysis of relevant data obtained from Passenger Marketing,
Commercial Directorate, Ministry of Railways and CRIS for the year 2015 and
2016. The data taken from commercial directorate comprised of following
indicators:

* Amount of refund disbursed

e Amount of cancellation fee collected
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* (lerkage charges collected
* Number of cancelled passengers
* Number of cancelled tickets
From CRIS, the following data was obtained:
* The breakup of the time when the passengers cancelled their tickets

* The breakup of the time when passengers booked on the cancelled berths

5.2 Analysis of Increase in Railway Revenue
In order to study and analyze the first research objective, i.e. “To analyze the
resultant increase in railway revenue due to increase in cancellation and
clerkage charges”, the data collected from Commercial Directorate, Ministry
of Railways was analyzed. The data comprised of:
* Amount of cancellation fee collected
* Clerkage charges collected
The data on both the aspects was analyzed on a comparative basis keeping in mind the

research objective.

5.2.1 Financial impact of revision of Cancellation Charges in 2016
As discussed earlier, in the event of a passenger purchasing a reserved or
unreserved ticket and later the same getting cancelled, the Railways levy a
cancellation charge. The cancellation charges were modified vide the amended
refund policy, 2015 and the old and revised charges have been illustrated in

table 5-1. In order to come to a conclusion about the research objective, the
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data for 2016 was compared with that of 2015. The details for the same are
illustrated in table 5-1 below:

Table 5-1 Comparative Cancellation Fee Collected for Year 2015 and 2016

Cancellation fee Absolute
Month (Rs. in Lakh) Difference l;;;:gl?cgee
2015 2016 (Rs. in Lakh)
January 6363.39 8378.09 2014.70 31.66%
February 5477.19 7527.62 2050.43 37.44%
March 5976.85 8520.03 2543.18 42.55%
April 5775.76 8569.82 2794.05 48.38%
May 6276.42 8856.89 2580.48 41.11%
June 6128.42 7768.42 1640.00 26.76%
July 6391.25 8088.83 1697.58 26.56%
August 6364.55 7931.19 1566.64 24.62%
September 6091.49 7665.21 1573.73 25.83%
October 6873.77 9488.27 2614.50 38.04%
November 8134.31 9181.29 1046.98 12.87%
December 9223.92 9696.35 472.44 5.12%
Total 79077.31 101672.02 22594.71 28.57%

Figure 5-1 Comparative Cancellation Fee Collected for 2015-2016( in Rs Lakhs)

12000
10000
8000
6000
m2015
4000 ®2016

2000

54




Findings

As is clear from the table above, the cancellation fee went up by 28.57% in the

year 2016 as compared to the year 2015. This can be translated as a direct effect

of the modified refund policy wherein the minimum cancellation fee was doubled
from the existing one.

* In absolute numbers, the revenue through cancellation fee went up by Rs
22594.71 lakhs, i.e., from Rs 79077.31 lakhs in 2015 to Rs 101672 lakhs in
2016.

* The highest increase in cancellation fee between the two comparative years
was seen in the month of April, i.e., a jump of 48.4% and Rs 2794.05 lakhs in

absolute terms.

5.2.2 Financial impact of revision of Clerkage charge in 2016

Clerkage is a charge levied for the clerical work rendered in refund of fares on
cancellation of unreserved, wait-listed and RAC tickets. The commercial
circular of 2015, enhanced the clerkage charges levied on passengers when a
ticket is cancelled. The amount of clerkage collected depends on the type of
ticket. If it is a reserved ticket, then the clerkage charges are higher and vice
versa. The existing and modified charges have been illustrated in table 5-2
earlier. The data for clerkage charges was analyzed for 2016 as compared to

2015 and the results are tabulated in table 5-2.

Table 5-2 Comparative Clerkage Charges Collected for Year 2015 And 2016
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Clerkage charges

. Absolute
Month (Rs. in Lakh) Difference I],)ei:‘E:lfletlz:f:
2015 2016 (Rs. in Lakh)

January 1577.32 2501.27 923.95 58.57721
February 1260.45 1891.10 630.65 50.03372
March 1155.92 2299.49 1143.57 98.93159
April 1787.53 3441.77 1654.24 92.54334
May 2677.16 3984.09 1306.93 48.81778
June 1841.28 2668.51 827.23 44.9269
July 1036.49 2067.20 1030.71 99.44235
August 993.31 1867.51 874.2 88.00878
September 959.51 1656.58 697.07 72.64854
October 1481.44 2968.22 1486.78 100.3605
November 3021.01 3005.69 -15.32 -0.50712
December 3252.64 2795.13 -457.51 -14.0658
Total 21043.86 31146.56 10102.7 48.00783

Figure 5-2 Comparative Clerkage Charges Collected in 2015-2016 ( In Rs Lakhs)
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Findings

* The railway revenue obtained through clerkage charge increased by 48% in

2016, as compared to 2015.

¢ In absolute terms the increase was Rs 10102.71akhs
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The month of October showed a 100% increase in clerkage charges whereas
November showed the least variation of 0.5%.

In 2016, the month of May showed the highest collection of clerkage charges,
Rs 3984.09 lakhs. Similarly, the month of September showed the least

amount of clerkage charge collected, i.e. Rs 1656.58 lakhs.

Revenue Gain for railways

5.3

In terms of the revenue gain it can be calculated as the increase in the sum of
cancellation and clerkage charges in 2016, as compared to 2015.The
calculations and figures are as below:

2015: Rs 79077.31 + Rs 21043.86 = Rs100121.17lakhs

2016: Rs 101672.02+ Rs 31146.56 = Rs 132818.58 lakhs

Net revenue gain= Rs 32697.41 lakhs i.e. 32.65% increase in revenue.
Therefore, it is very apparent that Railways has benefitted financially in 2016
as compared to 2015 due to the changes in cancellation fee and clerkage
policy ( isolating all other factors that too could have contribute but have not

been considered in the study ).

Analysis of Decrease in Refund disbursement

The second research objective of the study was to “analyze the resultant
decrease in Refund disbursement”. In the event of a railway ticket getting
cancelled, refund is granted, subject to certain stipulated conditions. These
rules and conditions have been discussed in chapter 4. Broadly the modified
refund rule stated that if a confirmed ticket is presented for cancellation after
chart preparation, then no refund will be granted. Further, the time at which
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the ticket was presented for cancellation governed the amount of refund. The

earlier a ticket is presented, the more the refund granted. In order to arrive at a

conclusion, the refund disbursement data was collected and analyzed for 2015

and 2016.The refund disbursal data for the two comparative years is presented

in table 5-3 below:

Table 5-3 Comparative Refund Disbursed for Years 2015 And 2016

Amount Refunded
(Rs. in Lakh) A'bsolute Percentage
Month Difference .
. Difference
2015 2016 (RS. m Lakh)
January 67557.23 53638.83 -13918.40 -20.60%
February 54646.23 41765.43 -12880.80 -23.57%
March 55716.72 50143.95 -5572.78 -10.00%
April 68957.83 64951.62 -4006.22 -5.81%
May 94930.05 75765.44 -19164.61 -20.19%
June 76596.49 56417.14 -20179.34 -26.34%
July 52678.27 45962.02 -6716.25 -12.75%
August 49801.27 40234.75 -9566.51 -19.21%
September 48273.34 36841.61 -11431.74 -23.68%
October 66898.67 60627.49 -6271.18 -9.37%
November 82642.90 59943.45 -22699.45 -27.47%
December 70084.06 59938.38 -10145.69 -14.48%
Total 788783.07 646230.11 -142552.96 -18.07%

The same is illustrated in the figure 5-3 below:
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Figure 5-3 Comparative Refund Disbursed in 2015-2016 ( In Rs Lakhs)

Rs in Lakhs

Findings

* The refund amount disbursed to passengers saw a decline of 18% in 2016 as
compared to 2015. In terms of absolute value, it translates to Rs 142552.96
lakhs, which is a very significant achievement.

*  While this may not be taken as an earning in the true financial sense, but a
drop in refund disbursal, acts as a kind of savings. Therefore, to put it
technically, the railways spent Rs 142552.96 lakhs less on refund disbursal in
2016, as compared to 2015. This can be interpreted as the direct result of the

new refund rules implemented in November’2015.
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The month of May remained the highest refund disbursal month i.e., Rs
94930.05 and Rs 75765.44 respectively, and the month of February was the
month of lowest refund disbursal, i.e. Rs 54646.23 and Rs 41765.43 lakhs
respectively in both 2015 and 2016.

The figures of November saw the highest difference i.e., 27.4% and the month
of April, the least, i.e. 5.8% in refund disbursal between the two years

The fall in refund disbursal can be directly linked to the modifications brought
about through the modified refund circular, which not only increased the
cancellation charges and clerkage, but also blocked any refund being granted
on confirmed ticket if presented for cancellation after chart preparation. This
can be taken as a major deterrent for refund disbursal.

Analysis portion

As discussed earlier, tickets would be hoarded by agents, and then resold to
passengers. If an agent was unable to resell any ticket, the same would be
cancelled at minimal loss. However, the new rules made it stiffer for
passengers or agents to carry on with their old modus operandi, therefore the
fall in refund disbursal was evident in 2016, as compared to 2015.

A fall in refund disbursal bodes well for railway finances, as the outflow of
revenue is reduced. Further, low refunds also imply that berths are getting
utilized optimally. A cancellation of a berth not only means that there is
revenue outflow, but also that the berth has to be resold to make it financially
viable. In such a case that it gets rebooked, then there are no losses. However,
in a scenario that the berth is not rebooked, it faces the prospect of going
vacant or being mis utilized by unauthorized passengers or as a source of

corruption for onboard staff.
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5.4

Analysis of Utilisation of Cancelled Berths

The amended refund policy, 2015 mentions that cancelled berths will be
offered for rebooking till 30 minutes of train departure. From this statement
stems the third objective of the research, which is, to analyze the utilization of
cancelled berths through rebooking. For this objective the data of passengers
cancelled and rebooked as per time schedule was obtained. However, the data
obtained from CRIS, was not maintained in pre refund policy timings format
and only the post modified refund policy timing format data was made
available. Prior to the modified refund policy, the cancellation timings for
confirmed ticket were as per following time slabs:

* 48 hours before train departure

* 48 to 6 hours before train departure
* 6 hours before train departure till 2 hours after train departure.

Post the introduction of the refund policy in 2015, the cancellation timings were
changed to the following time slabs:
* 48 hours before train departure
* 48 to 12 hours before train departure
* 12 hours to 4 hours before train departure

For RAC and WL tickets, the pre modified policy rule allowed refunds up to 3
hours after train departure, whereas as per the modified refund policy the
refunds could be given only up to 30 minutes before scheduled train departure.
As the data maintained at CRIS was not available as per the pre modified
refund policy time format therefore it could be culled only as per the post

November ‘2015 cancellation timings. Therefore, attempt was made to analyze
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data as per the available format only. The details of number of passengers

cancelled, rebooked are tabulated in the following tables 5-4, 5-5, and 5-6:

Table 5-4 : Number of Passengers Cancelled in 2015 and 2016 As Per Time Slab

No. of passengers

. cancelled ébsolute Difference
Particulars . difference .
(in Lakh) (in Lakh) (% increase)
2015 2016

Beyond 48 “hours before | 4,0 3¢ 701.74 -106.62 -13.19%
schedule train departure

48 hours to 12 hours before | ), 54 272.72 -48.85 -15.19%
schedule train departure

12 to 4 hours before | o5, 77.55 -18.44 -19.21%
schedule train departure

4 t(‘) 0 hours before schedule 10.61 0.68 9.93 -93.59%
train departure

After charting 151.62 141.42 -10.20 -6.73%
Total passengers cancelled 1388.16 1194.12 -194.04 -13.98%

Table 5-5 Number of Passengers Rebooked in 2015 nd 2016 As Per Time Slab

Particulars No. of rebooked Absolute Difference | Difference
passengers (In Lakh) (%
(In Lakh) increase)
2015 2016

Beyond 48 hours before 11.24 22.58 11.35 100.99%

schedule train departure

48 to 12 hours before 5.13 10.40 5.27 102.71%

schedule train departure

12 to 4 hours before 1.91 3.56 1.64 85.85%

schedule train departure

4 to 0 hours before schedule 0.26 0.07 -0.19 -71.76%

train departure

After charting 1.27 2.68 1.40 110.14%

Total passengers rebooked 19.81 39.28 19.47 98.29%

The two table, 5-4 and 5-5 were merged together to get the comparative figures for

berth utilization as given in table 5-6 below:
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Table 5-6 Comparison of Passengers Cancelled To Passengers Rebooked (2015 And

2016)
2015 2016
Particulars Passengers | Passengers Passengers Passengers

Cancelled Rebooked Cancelled Rebooked

(in Lakhs) (in Lakhs) (in Lakhs) (in Lakhs)
Beyond 48 hours before
schedule train 808.36 11.24 1.389942 701.74 22.58 3.218082
departure
48 to 12 hours before
schedule train 321.58 5.13 1.594777 272.72 10.40 3.811852
departure
12 to 4 hours before
schedule train 95.99 1.91 1.994861 77.55 3.56 4.589009
departure
4 to 0 hours before
schedule train 10.61 0.26 2.450376 0.68 0.07 10.7969
departure
After charting 151.62 1.27 0.840666 141.42 2.68 1.894005
Total PASSENgErs | 1388.16 19.81 1.427195 | 1194.12 39.28 3.28987
rebooked

Findings

In terms of passengers cancelled, the stark difference is seen in the figure of
2016, as compared to 2015, for “number of cancellations after chart
preparation”, i.e., 4 to 0 hours before train departure. In 2016, the drop in this
segment has been by 93.5%, compared to 2015 ( Table 5.6) . This reflects the
impact of the modified refund policy, wherein, no refunds would be granted
for confirmed tickets once the chart was prepared, in other words, 4 hours
before scheduled departure of the train.

From the data of 2016( table 5-4) it can also be assumed that the cancellations
within 4 hours of train departure may have been for RAC and WL tickets, on
which refund was possible.

From table number 5-6 which shows the berths, which have been rebooked in

2015 and 2016 after cancellation by the initial passenger, it can be concluded
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5.5

that berth rebooking doubled to 39.28 lakhs in 2016 as compared to 19.81
lakhs in 2015.
For berths rebooked after chart preparation, there has been a quantum jump

percentage wise. In 2015, only 2.45% of the cancelled berths were rebooked.

In 2016, the figure jumped to 10. 79%.

Strengths of the Amended Policy

The fourth objective of the research was to understand the strengths and

weaknesses of the revised refund policy. For this, the TELOS model of project

management was applied. using following parameters:

5.5.1

Technical (T)

Economic (E)

Legal (L)

Operational (O)

Social (S)

Following aspects emerged as per as discussed subsequently.

Technical: The amended refund policy was primarily passenger oriented, and

changes had to be made in:

cancellation charges and patterns,

clerkage charges,

chart preparation automation,

opening of the booking subsequent to chart preparation, and

the final chart preparation 30 minutes before train departure.
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So, major part of the policy was highly reliant on implementing these changes in the
PRS, UTS cum PRS,(Unreserved Ticketing System cum Passenger Reservation
System), and E-ticketing. The technical custodian of PRS, UTS and E-ticketing is
CRIS. As the technology partner of Ministry of Railways, CRIS had been designated
to design, develop, implement and maintain most of the important information
systems of Indian Railways, including PRS, UTS and e-tickets. Therefore, all the
technical systems had to be implemented by CRIS. Once the gazette notification had
been issued on November 4th, 2015, the revision had to be affected from November
12th, 2015. So, in effect CRIS had barely 8 days to implement such mass scale
changes in the system. To understand how the policy was implemented, the concerned
officials and engineers who were involved in revising the system, were spoken to. The
officials mentioned that CRIS maintains and operates the PRS system as per the
requirements, which are presented to it by the Ministry of Railways. On its own it is
not empowered to bring about any change. Therefore, on receiving the directions of
the Ministry, the wheels were set rolling for bringing about the necessary amendments
in the system CRIS prides itself on the quality of its engineers and this was put to test
in November’2015. In a short span of 8 days, the necessary changes were brought
about and on November 12", 2015, the policy was implemented in the system.
Further to its implementation, no major glitches were reported and since then the
system has been running smoothly incorporating all the necessary changes. The chart
preparation became automated, cancellation timings were revised, clerkage fee
enhanced, chart preparation was implemented twice, system accepted bookings after
the first chart preparation. Therefore, technically, the policy was implemented with

precision and has remained so ever since.
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5.5.2 Economic: the amended refund policy was an outcome of the investigation into
the financial irregularities, which occurred at one of the railway stations in early
2015. Therefore, to plug such leakages, the refund policy came out with
changes in certain parameters of ticketing, which aimed at strengthening and
improving the financial aspect of railways. From an economic angle, the policy
talked about

* doubling of clerkage charges
* doubling of minimum cancellation charges,
as well as opening of the PRS system after chart preparation for rebooking of
cancelled berths
Not only were the minimum clerkage charges doubled but also the time of
presentation of the ticket by the passenger made stringent with the anticipation

that it would benefit the organization financially.

From financial point of view, these aspects were meant to shore in additional revenue.
It was anticipated that the doubling of charges would increase the coaching revenue.
It was also anticipated that as a corollary the hike in cancellation and clerkage
charges the black marketeers would be warded off , resulting in the freeing of
additional berths for genuine passengers and ultimately rope in the wait listed
passenger who would have opted for alternative means of transport, had their berths
not been confirmed, thereby increasing the passenger base and subsequently the
passenger earnings. We have already discussed in point 5.2, the increase in revenue as
a result of increase in cancellation and clerkage charge. We have also discussed in

point 5.3 the decreased outflow of refund disbursement. So if we correlate the
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cancellation charge and clerkage charge with the amount of refund disbursed, we can
conclude what would be the net outflow or inflow.
e 2015: (cancellation + clerkage charge)- refund disbursed
2015: Rs 79077.31 + Rs 21043.86 — Rs 788783.07
Total : Rs -688661.9
* 2016: (cancellation + clerkage charge) — refund disbursed
2016 : Rs 101672.02+ Rs 31146.56 -Rs 646230.11
Total = Rs -513411.53
Therefore, it can be concluded that:
* Total revenue gain (cancellation and clerkage charge) between the two years
has been Rs 32697.42 lakhs, which is an increase of 32.65%
* Total refund outflow has been reduced by Rs 142552.96, a decrease of
18.07%.
* The net decrease in the revenue outflow between 2015 and 2016 has been Rs

175250.37 lakhs or 25.44%, which can be taken as a form of savings.

5.5.3 Legal: Legal repercussions of any amendment must be understood fully, before
presuming it to be a robust one. The Railway Act, 1989, governs Indian
Railways. The Railways Act, 1989 is an Act of the Parliament of India, which
regulates all aspects of rail transport. The Act came into force from 1989. It
replaced the Railways Act, 1890. The 16 chapters in the Act provide in detail
the legislative provisions regarding railway zones, construction and

maintenance of works, passenger and employee services. As per this Act,
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chapter 8, which is “Carriage of Passengers” contains the rules governing
refund, which is reproduced below:
Section 60 in The Railways Act, 1989"
60. Power to make rules in respect of matters in this Chapter.
(1) The Central Government may, by notification, make rules to carry out the
purposes of this Chapter.
(2) In particular, and without prejudice to the generality of the foregoing power, such
rules may provide for all or any of the following matters, namely: —
(a) the convenience and accommodation (including the reservation of seats or
berths in trains) to passengers;
(b) the amount of refund for the cancellation of a ticket;
(c) the circumstances under which change of names of passengers, having
reserved seats or berths, may be permitted;
(d) the carriage of luggage and the conditions subject to which luggage may be
kept in the cloak rooms at the stations;
(e) diseases which are infectious or contagious;
(f) the conditions subject to which a railway administration may carry
passengers suffering from infectious or contagious diseases and the manner in
which carriages used by such passengers may be disinfected;
(g) generally, for regulating the travelling upon, and the use, working and
management of the railways.
(3) Any rule made under this section may provide that a contravention thereof shall be

punishable with fine which shall not exceed five hundred rupees.
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(4) Every railway administration shall keep at every station on its railway a copy of
all the rules made under this section and shall also allow any person to inspect it free

of charge.

Section 60, under which the refund rules are discussed, opens the rule by mentioning
two, very important, elements of the rule. The two important terms are:

¢ Central government, and

* Notification.

This first point of “central government” means that if any changes are to be brought
about in the rules in this chapter, it has to be passed by an assigned central Ministry
and not internally by Ministry of Railways. Secondly, the amendments have to be
notified, through a gazette notification. Therefore, what the chapter meant was while
the changes in the refund rules had to be drafted by Railways but for the rules to come
into effect, it had to be approved by the Law Ministry and issued through a gazette
notification. The wheels for change in the refund rule were set rolling right in
February’2015, when the fraud was detected. Over the course of next few months in
2015, once the investigation was completed, the Vigilance Directorate suggested the
system improvement. Thereafter it was acted upon by the Commercial Directorate by
drafting amended refund rules, which was further sent to Law Ministry, and approved
by them. The amendments were then issued through Gazette Notification G.S.R.
836(E). dated 04.11.2015 making it a legally sound document. Therefore, it can be
safely concluded that the rules are as sound legally as can be and if challenged in the

Court of Law, they will be upheld.
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5.5.4 Operational: Policies as a rule are tested for their excellence on two aspects-

technical, which is the effective drafting and operational, which is how well it is
implemented in the field. The operational part of any policy in Railways is
indeed a herculean challenge. This is so because of the sheer size of the
organization. Railways is a behemoth and ushering and implementing new rules
is a task in itself. The same was true for the introduction of the amended refund
policy in the field too. The real test of the policy was to begin on
November’12", 2015. The chain of command what the policy follows is
explained below:

Policy issued by commercial directorate, ministry of railways to all its 16

zones.

All 16 zones issue the policy letter to its 73 divisions.

The commercial department of these 73 divisions then issues the policy to its

7349 stations

As can be seen, percolating information down the levels is indeed a very

mammoth task in Railways. Doing it in 8 days, is nothing short of wonder!

Since the policy was going to affect passengers in a big way, therefore, the

sailing had to be as smooth as possible, lest mismanagement and complaints

occur. The staff at the reservation offices, charting sections and on-board

ticket checking staff had to be educated and the following was expected of

them:

Ensuring that all quotas are fed before 4 hours of the scheduled train departure

(the charting had been made automatic, which meant that if the various quotas

are not fed in the system before 4 hours, they would not be included in the

final chart)
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* Opening of the PRS a second time after chart preparation to allow rebooking
of cancelled berths, till 30 minutes of train departure, by the reservation clerk.

* Finalizing the second chart 30 minutes before train departure.

* Handing over of the second chart to the TTE

* Tallying of the two charts by the TTE while checking passengers on board
Although the cancellation and clerkage charges were already fed into the
system and not much needed to be done, however, the staff had to be aware of
the new cancellation rules and timings as it was expected that passengers
wouldn’t be as aware and would certainly raise queries about it. Therefore, the
whole exercise of issuing the policy, making changes in the system, bringing
awareness in the staff, and then executing it on the field was done in a short
span of 8 days. The amended rules rolled out without a hitch and have been

successfully implemented since 12.11.15.

5.5.5Social: ‘Serving passengers’ is an essential focus of Indian Railways and it is
this social objective towards the citizens of the country that has steered the
course of Indian Railways since time immemorial and not merely the profit
motive. This motive of social responsibility formed the backbone of the
amendments in the refund rules. This social responsibility aspect was mainly to
curb touts and black marketeers on the one hand, and enable genuine passengers
to access more numbers of cancelled berths for rebooking. In order to achieve

this social obligation, the policy brought about certain changes, which were:
* Increasing the cancellation charge: the minimum cancellation charges were
doubled in order to make cancellations economically unviable for black

marketeers to hoard tickets and then cancel them at the last minute if unsold.
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Increasing the clerkage charge: clerkage charges were also doubled to deter
touts from misusing railway facilities

Making the time slot of refunds tighter and stringent: earlier, the confirmed
tickets could be cancelled till 2 hours after train departure. The new policy
revised this to 4 hours before train departure.

Automatic chart preparation: the refund was directly linked to chart
preparation. Therefore, the same was made automatic to deter black
marketeers and touts from being able to get refund on their unsold tickets.

No refunds on confirmed tickets after chart preparation: the earlier rule
allowed refunds up to 2 hours of train departure. With the new policy, the
confirmed tickets had to be presented at least 4 hours before train departure
to get any refund.

No refund on RAC or WL ticket if presented within 30 minutes of train
departure: the earlier rule allowed RAC or WL ticket to be refunded 3 hours
after train departure. However, the new rule made it mandatory to present the
ticket at least 30 minutes prior to train departure to avail refund.

Making available the cancelled tickets to passengers till 30 minutes of train
departure: the new railway passenger rule allowed the cancelled tickets to be

rebooked till 30 minutes of train departure.

These steps were meant to encourage genuine and bonafide passenger to buy tickets

easily and directly from the railways rather than depending on agents to sell

overpriced tickets. The policy also made available cancelled berths, to passengers till

as late as 30 minutes of train departure. Therefore, a passenger had the option of

availing confirmed tickets right till train departure, something that was not available

72



prior to implementation of this policy. Refunds were also made possible through the
activation of UTS cum PRS counters at those stations where PRS was not available
(UTS cum PRS system is a modified system that has evolved from the UTS system
and is used at stations where there is no PRS system). While the economic strength
has been analyzed in point, to look into what the policy achieved in its social
objective, two more aspects were analyzed in detail, for the two comparative years, to
arrive at a more informed conclusion, . They were:
* Data of passengers cancelled, and

e Data of tickets cancelled

The table 5-7 illustrates the comparative figures of passengers cancelled.

Table 5-7 Number of cancelled passengers for 2015 and 2016

No. of Cancelled passengers Dif P .
Mont S 1 S (el e
January 118.30 99.39 -18.91 -15.99%
February 97.91 82.52 -15.39 -15.72%
March 101.60 96.05 -5.55 -5.46%
April 121.61 116.25 -5.36 -4.41%
May 156.41 127.23 -29.18 -18.65%
June 124.76 95.84 -28.92 -23.18%
July 96.14 86.38 -9.77 -10.16%
August 95.75 82.56 -13.19 -13.78%
September 92.72 77.32 -15.40 -16.61%
October 119.57 110.35 -9.22 -7.71%
November 140.14 109.54 -30.61 -21.84%
December 123.15 110.62 -12.53 -10.17%
Total 1388.06 1194.04 -194.03 -13.98%

The same is illustrated through a bar graph in the figure 5-4 below for easier

understanding:

Figure 5-4 Number of Cancelled Passengers in 2015-2016( in lakhs)
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Findings:

It is obvious that there has been a drop in the overall number of passengers
who got their tickets cancelled, by nearly 14% in 2016, as compared to
2015(Fig 5.1).

In absolute terms this came to 194.03 lakhs passengers.

The highest reduction is in the month of June, i.e., a drop of 23% or a
difference of 28.92 lakh passengers in 2016 as compared to 2015

This aspect of cancelled passengers is a very important indicator of black
marketing. Earlier, tickets were booked by travel agents and sold
surreptitiously to gullible passengers or those willing to pay higher charges to
the agent in lieu of confirmed ticket booked on a false name. The agent had

little to lose as in the event of tickets going unsold, the loss to the agent was
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minimal as the clerkage charges and the cancellation fee was meager, and the
refund given on cancellation of tickets, even after train departure, was not
only possible, but a reasonable sum was also refunded, which is what was
being exploited, in the case detected. The unscrupulous elements had little to
lose in terms of money, and everything to gain. The data for 2016 shows a
healthy trend in that the number of passengers who are getting their tickets
cancelled is reduced and this reduction is the highest in the peak season period
when black marketing is also suspected to be the highest.

Another interesting fact to note is that during the peak holiday season, which
is May to June, and then again from November to December, the 2015 figures
show an increase in cancellation by passengers, compared to the rest of the
months of 2015. This corroborates the theory that berths were hoarded during
peak season and if the black marketeer was not able to sell the tickets, the
tickets would be cancelled, leading to minimal losses.

The figures for 2016 show the maximum drop in cancelled passengers,
compared to 2015, in the same peak period months, which is something to
cheer about. This drop is significant as May- June is considered as the peak
season for railway booking due to the summer holidays of students and the
huge drop seems to be a direct impact of the new refund policy. It can be taken
that berths are not getting booked by touts for their own gains, but more so by
genuine passengers, who would not indulge in cancellation unless and until

there is a pressing reason.

Reduced cancellations not only denote better berth utilization, less chances of

corruption, but also more safety of passengers, and this is what Railways aims
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to provide to passengers in its social obligation. But is safety linked to
cancelled passengers? This is so as last-minute cancellations prior to
November’2015, meant that a confirmed berth may go empty during the
train’s journey. It also meant that a vacant berth was likely to be
unauthorizedly occupied or that the empty berth may get misused by train staff
either for their own travel. Such occupation of vacant berths by unauthorized
passengers pose a security and safety threat to the other reserved passengers.
In long distance trains, this is quite a menace. There have been numerous
incidents of theft, chain pulling by such elements and the sufferers are the
bonafide passengers. Therefore, reduction in cancelled tickets augurs well for
railways in fulfilling its social objective and the amended refund policy has

been able to do so, as is clear from the figures in table....

The other data that of cancelled tickets was obtained for the two comparative
years of 2015 and 2016 and the details of the same are illustrated in table 5-8:

Table 5-8 Number of Cancelled Tickets for 2015 and 2016

No. of cancelled tickets Absol
i t
Month S Difference | Fercentage
2015 2016 (in Lakh)

January 68.05 57.44 -10.62 -15.60%
February 59.17 49.33 -9.84 -16.63%
March 60.63 56.63 -4.00 -6.60%
April 67.11 64.92 -2.19 -3.27%
May 82.70 67.59 -15.10 -18.27%
June 68.66 53.09 -15.57 -22.67%
July 56.32 50.85 -5.46 -9.70%
August 57.05 48.80 -8.24 -14.45%
September 55.24 45.97 -9.27 -16.79%
October 67.80 63.14 -4.66 -6.87%
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November 79.83 63.01 -16.82 -21.07%

December 68.37 62.25 -6.12 -8.95%

Total 790.93 683.03 -107.90 -13.64%

The data above is depicted in the form of a bar diagram in the figure 5-5
below, for easier understanding:

Figure 5-5 number of cancelled tickets in 2015-2016( in lakhs)
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Findings:

* The number of cancelled tickets dropped nearly 14%, similar to that of the
data of cancelled passengers, in 2016, as compared to 2015. The aspect of
number of tickets cancelled and that of passengers cancelled are almost a
reflection of each other. The differentiating factor is that for tickets
cancelled, it may have one or more passengers, and with the highest being

six on one ticket, however the passenger figure is absolute.
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From the data made available, the number of cancelled tickets is about
50% of that of number of passengers for both the years making an average
of about two passengers per ticket cancelled.

The peak holiday month of June and November saw the maximum
difference, 22.6% and 21%, in tickets getting cancelled for the
comparative years, i.e. 2015, and 2016. As concluded earlier, this is a very

healthy trend on the following counts, namely:

Bonafide passengers are anticipated to be travelling more

As a corollary, black marketing is thought to be down

While genuine passengers may face the prospect of
cancellation, like many of us do, due to some urgency or
exigency, however the wasteful cancellation done by black
marketeers or hoarders draining the railways of resources is
reduced. The amended refund policy, 2015 has led to a decline
in the number of cancelled tickets, which is a very healthy sign
that negative elements in the form of touts and black marketeers

have been warded off to a great extent.

Therefore, analysis of the aspects of cancellation, i.e., that of passengers and
tickets, reflects that the amended refund policy has achieved in reducing both.
This is what the policy makers may have envisaged when the amendments were
being drafted and the data has proven so. The policy thus achieved its social
objective of being passenger friendly and served its social objectives to deter

touts and make berths available to common passenger with the least possible

hindrance or inconvenience.
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5.6  Weaknesses of the Amended Policy)

While it may be said that since the amended refund policy’s implementation in
2015, it has not been over turned or revised. However, no policy is perfect,
however its makers wish it. Certain weakness were noticed in rule no 13(3) of
the railway passenger rules, for refund of fare for misconnection of subsequent
trains due to late running of first train, wherein the two PNRs- that of the first
train and the connecting train were not linked, for which an amendment was
brought about, on 07.02.2019, through commercial circular no 6 of 2019 (
Annexure 3). With this amendment the two journey PNRs were allowed to be
linked so as to allow refunds for misconnection of trains due to late running of

the first train.

Apart from this one small change, the policy continues to be adhered without any
further modifications. It speaks volumes about the makers of the policy who
drafted it according to the emergent requirements of the organization and those of

the passengers, that it has stood the test of time for over four years.

5.7 CONCLUSION:
5.7.1 Strengths of the policy
From the findings we can conclude that the amended refund policy, 2015, was

greatly beneficial for Indian Railways in terms of increasing its revenue base and
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at the same time reducing the outflow of finances. With one amendment, the
railways increased its revenue by Rs 32697.42 lakhs and decreased its outflow by
Rs 142552.96 lakhs. By any stretch of imagination this is not a small figure. In
fact the earnings have been showing a healthy upward increase in the later years
also, if newspaper reports and press clippings are anything to go by. In 2017, in a
written reply to a Rajya Sabha parliamentary question, Minister of State, Shri
Rajen Gohain, stated that “There has been an increase of approximately 25 per
cent in the amount realized from cancellation of tickets in 2016- 2017 over the
previous year,”. According to information published in a national newspaper (
Indian Express, May 21, 2019*"), earnings from cancellation charges jumped by
a massive Rs 646.54 crore in 2018-19 compared to the previous year.

5.7.2 However it was not just financing that the policy makers addressed but also
the public and social good. The policy had intended to make available more berths
for the general public and fulfill its social commitment. From the data analyzed,
this too was made possible as nearly double the number of passengers booked
berths on the cancelled tickets post introduction of the policy. Overall, it can be
said that policy brought about positive changes for both the railways and the
public it serves. Railway revenue increased tremendously, the berth utilization
went up, and ease of booking was brought about via introduction of UTS cum
PRS counters.

5.7.3 However, it is the unquantifiable aspects that this policy addressed which need
to be applauded. The first, is that of hoarding of tickets. As we have discussed,
in point, 55.5, the reduction in number of cancelled tickets and cancelled
passengers, is an indicator that Railways has managed to reduce this menace.

While it can’t be said that black marketing has completely been eliminated or
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5.74

5.7.5

will completely go away ,as it’s more a question of demand and supply-
demand for tickets is far higher than supply- however, Railway strives to serve
the common passenger by making available more number of berths to them,
rather than being hoarded by agents, which is what this policy has managed to
achieve successfully.

Secondly, what is not seen, is not quantified. We know the financial loss that
confirmed ticket cancellations cause to the organization. However there is
another loss- that of manpower. In today’s times, manpower is expensive,
difficult to get, and a cost to any organization. All organizations strive to
utilize them productively. From the Railways point of view, the productive
utilization would imply issuing tickets. This provides the Railways its
finances. However, instead of issuing tickets, if the man power is used for
cancellation, then it’s not just outflow of revenue, but also that the man power
is being used for non-productive work. Therefore, if this policy has managed
to reduce cancellations, it also implies that a booking window is free for
issuing tickets that a staff is being utilized for productive, economically
beneficial work, and that revenue is being earned.

From the railways point of view, this strategy of not granting any refund after
chart preparation has worked in two ways. First, not only does it curb black
marketeers from hoarding tickets but also pushes a confirmed passenger to
commit either to travel or to cancel his ticket, well in advance. Cancellation
well in advance, not only grants the passenger refund but also allows railways
to offer the berth for rebooking, thereby capturing the wait listed passenger,
who may have been looking at other options of travel, if the berth does not get

confirmed. Capturing traffic is very essential for railways whose share has
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5.7.6

5.8

5.8.1

been steadily decreasing over the years to road or to air travel. Further, the
berth that is rebooked offers revenue to the railways rather than being run
vacant or being misused. Therefore, it’s a win-win situation for both the
passenger and railways.

Therefore, modified refund policy and has augured well for the railways in

terms of productive berth utilization.

Weaknesses of the Policy
While the policy has yielded mostly positive results till now, however, concerns
do remain whether the touts have found any other means to dupe passengers, as
railway berths present the omnipresent problem of demand and supply. The
demand far exceeds the supply; therefore, it can be anticipated that with the
passage of time the hoarders and black marketeers may find some other way.
However, till that time, the policy continues to give benefits both to the

passengers and to Indian Railways.

5.9 Recommendations

5.9.1 Need to Encourage E-ticketing: In today’s times of prevailing wave of
digital transformation of governance, that is striving for all its verticals to go
faceless and cashless by increased connectivity and provision of multiple
delivery channels, the platform for E-ticketing should be given a push. While
there has been a healthy growth of E-tickets over the last few years, i.e., from
55.5% in 2015-2016, to 70% in 2018-19, however the aim should be to go
completely digital, faceless and cashless. For this to happen, IRCTC and

CRIS, should work towards making their digital platform faster and safer and
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in doing so they not only make bookings easier, but also enable passengers to
conveniently book tickets, without going through the hassles of an agent. The
government’s push towards digital payments should be actively worked upon
and incorporated so as to help passengers as well as the organization.

5.9.2 Refunds should be made tighter : Indian Airlines have long followed
the policy of refundable tickets and non- refundable tickets. The refundable
tickets are sold at a premium and the non-refundable tickets are cheaper. It’s
up to the passengers what type of ticket they would like to opt for. This policy
should be studied by Railways, and could be contextually tweaked to be be
adopted for all segments of train tickets. As of now, non-refundable tickets are
being issued only in the tatkal segment. This will further bring down the
menace of black marketing and hoarding.

5.9.3 Refund rules should be made simpler: in chapter no 2, we have seen
the comparative rules of Air India and two other Japanese Railways. What
stands out is the simplicity of the rules. Compared to these organizations,
Indian Railways has a far more complex, elaborate and lengthy refund
structure. Such complexity is not only difficult to understand but also difficult
to implement. Railways should try to make the cancellation rules simpler.
While the naysayers may opine that Railways is a far more complex
structurally and having rules as simple as other organizations is not possible,
however, Railways should look at the possibility of reducing its time slabs and
refund percentage slabs. As of now, too many slabs exist, which are confusing
for the passengers to understand. It is recommended to do away with a few
slabs and keep a standard slab for all types of tickets-confirmed, wait listed or

RAC.
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59.4 Automated refunds and smart ticketing: the future of ticketing in
railways should be based on smart ticketing and automated refunds. Smart
cards should be introduced, which would automatically follow automatic
refunds. This would go a long way in making the system simpler, more
flexible and accessible.

5.9.5 Railways should work towards passenger’s satisfaction: passenger
satisfaction is an area, which Railways lags behind in. Be it cleanliness,
catering, or punctuality, Railways has been at the receiving end of passenger’s
ire. Rightly so, as much needs to be done in these areas. However, this is not
to say that the lifeline of the nation is not making efforts in this direction, it
definitely is, however, if hikes have to be imposed, charges have to be
increased, then the passenger should consider it justified too. If passengers
continue to feel that increase in charges are not justified for the service
provided, then the public unrest would occur, prompting roll backs. Therefore,
Railways should strive to take care of improving its passenger services, to

maintain public goodwill, and its image.

The study, therefore concludes that the amended refund policy has ushered in
financial revolution with very simple steps. It is a strong policy, with strong
measures. Maybe there are more such policies, which may require a change,
which may bring in further passenger convenience. That is for Railways to find

out through further such analysis.
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Commercial Circular No. 65 of 2015

GOVERNMENT OF INDIA (Bharat Sarkar)
MINISTRY OF RAILWAYS (Rail Mantralaya)
RAILWAY BOARD

No. TCII/2003/2015/Refund Policy/1 New Delhi, dated ©£.11.2015

The General Managers,
All Indian Railways.

Sub: Gazette notification on amendments in the certain provisions of Refund
Rufes-Comprehensive Refund Rule.

REF. Commereial Circular-no. 64-of 2015 dated 05.11.2015 - -

In continuation of above mentioned letter cancellation of tickets and refund of
‘fare Rule-2015 have been notified through e-gazette G.S.R.836(E) and is available on
the website of Ministry of Urban Development under the head e-gazette and copy of the
same has also been uploaded under the head Commercial Circular on Indian Railways
website www.indianrailways.gov.in. A copy of brief on important changes made in the
Refund Rule has also been uploaded along with the gazette notification.

Wide publicity should be given through different media at regular intervals and
the changes in refund rule should also be updated on the different locations on the
website of zonal Railways, Indian Railways, CRIS website or IRCTC website etc.,

Vo

(Vikram Singh)
Director (Passenger Marketing)
, Railway Board.
No. TCII/2003/2015/Refund Policy/1 New Dethi, dated o4 .11.2015

Copy forwar‘ded for information and necessary action to:

CRB, MT, FC, PS/MR, PS/MOS(R) for information piease

CCMs, All Indian Railways.

CCM (PM)s, All Indian Railways.

CCO, All Indian Railways.

The Managing Director CRIS, New Delhi for necessary changes in the software.
IRCA Chelmsford Road, New Delhi, for making necessary correction S|Ip in Rule
No. 213 of IRCA Coaching Tariff No. 26 part | {Vol-1).

MD/IRCTC, New Delhi.

ADG/PR for wide publicity.
9. Managing Director, Konkan Railway Corporation, Belapur Bhawan Plot No. 6,

Sector 11, CBD Belapur, Navi Mumbai-400614.
10. ED(FC), ED(C&IS ), EDV(T), ED(Chg.}), DDTC(G)-Il, DDTC(G), JDF(C)

/
=l
(Vikram\g%rﬁ\\

Director (Passenger Marketing)
Railway Board.
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MINISTRY OF RAILWAYS
{Raitway Board)
NOTIFICATION
New Delhi, the 4th November, 2015

G.SRBIOE).--In exercise of the powers conferred by sub-section (1. read with clause by of
sub-section {2) of Section 60 of the Railways Act, 1989 (24 of 1989) and in supersession of Raitway Possengers
(Cancellation of tickets and refund of fare) Rules. 1998, except as respect things done or omitted to he done before such
supersession, the Central Government hereby makes the following rales, pamely 1

b Short titte and conmnencement.—(1) Thuse rules may be called the Raitway Passengers (Cancellation
of Ticket and Refund of Fare} Rules, 2015,

(2 They shall come into foree on the [2th day of November, 2015,

2 Drefinitions.—1In lhese rule. unless the context otherwise requires, -

(u} "ARP” means advance reservation period upto which a reserved ticket can be booked For o fulure Jjutrmey date;

(b} “authprised agent” meuns a person authurised by a railway administration to issue reserved or nnreserved tekots
and to cancel reserved tickets;

fe) “clerkage” means a charge levied by a rallway administration for the clericul work rendered by it in the refund of
fares; '

() “conlirmed ticke” means a Guket on which u berth or seat has been confirmed:
{e) “destination stabion” means the station tor which the ticket has been issued;

(t} “fare” inchwles basic fare, supplementary chargs on superfast (rains, reservation fec and other applicablc
miscellancous charges:

(g} “RAC ticket” mwans Reservation Against Cancollation ticket on which  seat Bing boen reserved aguinst requisition
for o berih and a berth may be subsequently provided against cancellation, if any;

() “raifway ticketing centre™ means a place whete reserved or unseserved tekets are issied by raitway employee or
through an authorised agent;

(1) “reservation fee” means the charge, in addition to the fare, levied by arailway udministration for the reservation of a
berth or seat;

U2 “reserved ticket” moans a journey ticket on which a berth or seal has been reserved;

(kY “station™ moans a railway station and inclades other servation office or raitway ticketing centre in the same city;

{) “station master” means s railway employee, by whatever name calied, haviny everall charge of a railway station
and inclodes amy other railway employee anthorised to grat refund of fure al 4 station:

() “ticket” means a single journey ticket or any hall or refirs tickel bul does not includs o senson teket, an Dndrail
Pass ticket or a special ticket for o reserved cartdage or 8 (ourist car or saloon. or u special traing

[T, ¥, &-11/2003/201 5w faers i3]
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(ny  “TDR" meuns ticket deposil receipt Issued to the passenger in liew of the survendered icket, at the station where
the Geket has been surrendered by the passensger or fn case of ticket booked through internet, the Licket deposit
receipt filed online;

(o} “tutkul ticket” means a ticket with shorter advance reservation period, lssued o meet the recuirements of those
passengers who have to travel at short notice;

(p} wnreserved ficket” means a teket in which no reservation has been made;
{q) “wait-listed ticket” means a ticket on which no berth or seal has been allotted,

3. Statien master to refund fares.—~(1) Subject to the cther provisions eof Lhese rutes, every refund of fare on unused
unreserved ticket shall, when such ticket is presented for refund of fare to the station master of ticket isshing
station, be granted by such station muster afler verifying the gennineness of the teket from the record of the
station,

(2} Subject (o the other provisions of (hese rules, every refund of Tare on confirmed tickets, RAC tickets and wait-
listed fickets ‘shall, when such tickeis are presented for relund of fare to the station master of ticket issuing
slation, be granfed within the time Hmils preseribed in these rules, by such station muaster after verifying the
genuineness of the tickets through computer or from the record of the station:

Frovided that-

{a} in case of tickets which were issued For travel from « station other than the ticket issuing slation, refund ol fare
shall be adinissible at -

(1) the ticket issuing station, if the theket s surrendered belore the scheduled departure of the train from the station
from where the tieket is valid for travel and

(i1} the journey commencing station, if the ticket ts surrenderod within the time limits prescribed in these rules; and

() refund of fare may also be granted by the station master of o station other than the ticket lssuing station and
Jjourney commeneing station subject to the conditions that -

(v the ficket [s surrendered for refund of fare during working hours of the reservation office and before the prepuration
of reservation chart, of the concerned train, for the station from where the ticket is valid: and

(i) Ihe genuineness of the toket and lis particulars are veritiable at the refund granting slation through computer or
from record of the station,

4. Levy of clerkage~—S8ubject o the other provisions of these rules. the station master shall levy a clerkage charge
per passenger for cancellation of unreserved, wait-listed and RAC tickets af the rute of rupees thirty For second
clags unreserved ticket and rupees sixty for second class reserved tcket and olher clnsses.,

3. Refurwd on cancellation of unused unreserved ticketg—w IF an unreserved ricket is presented o the station mastar
for cancellution, the refund of fare shall be made on every such tickel afler deducting the clerkage-

{i} i the ticket Is presented for cancellation within three howrs of e issue of te

(i) in case of tickets issued in advance, if the ticket is presented upto 2400 hours of the day preceding the day of
Journey,

6. Refond on cancellation of unused reserved tickets— (1) Subject to the provisions of these rules, if a
sonfirmed ticket ls presented by the passenger or his representative o n station master Tor cancallation. (he
sefund of fare shall be made afler deducting cancellation charges from the fare as follows:m

o
jud

) it the ticket is presented for cuncellation maore than forty-eight hours in advance of the seheduled departurg of the
train, o minimam per passenger cancellation charge shall be dedusted al the #at rate of rupecs two hundred and
forty for air conditioned first class or executive class, rupees two hundred for air conditioned—IT tier or first class,
rupees one hundred and eighty for air conditioned Hi-tier or M-economy or air conditianed chair car, rupees one
hundred and rwenty for sleeper class and supees sixty for second class;

(&)  if the ticket is presented for cancellation between forty-eight hours and uplo twelve hours before the scheduled
departure of the train, the cancellation charge shall be twenty-five per cent, of the Tare subject 1o the minimum of
the cancellation charge referred to in clause (#);

{

Ll

} o if the ticket is prescented for cancellation within twelve hours before the scheduled departure of the {rain and upto
four heurs before the scheduled departure of the train irrespective of distance, the cancellation churge shall be
fifty per cent. of the fare subject to the minimum of the canceilation charge referred to in clause (a);

{

)

i} the pussenger may get the ticket cancelled from any Passenger Reservation System (PRS) counters or designated
current counters;
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(2} Norefund shall be granted on the confirmed teket atter four hours before the scheduled departure of the train,

{3) Tn case; on a party ticket or a family ticket issued for travel of more thun one passenger, some passengers have
confirmed reservation and others are on RAC or waiting list, full refuncl of fare, less clerkage, shall be admissible
for confirmed passengers also subject o the cendition that the enfire ticket is surrendered for cancellution upto
thirty minutes before the scheduled departure of the (rain.

7. Befund on cancellation of unused RAC or wait-listed tickets.—(1} Whers & RAC ticket or wait-listed ticket Is
presented for cancetlation, the refund of fare shall be made after deducting the clerkuge il the ticket is presented
for cancellation upto thirty minuies before the schieduled departure of the rain irrespective of the distance.

(2) The passenger may get the RAC ticket or wall-listed tickel cancelled from any Passenger Reservation
Systern(PRS) counter or designated current counter,

(3} No refund of fare shall be granted on RAC tickel or walt-listed ticket after thirty minutes before the scheduled
‘departure of the train,

(4) Incase no facility of cancellation of RAC tcket or wail-listed ticke! issued through PRS s avallable at the station
originating the journey for night traias leaving between 2100 hours and 06080 hours (actnal departure), the refund
of fare shall be admissible at the station within first two hous atter the epening of reservation office.

{33 Toremote and hilly arcas as identified by the Zonal Railways. with the prior approval of the CGeneral Manager and
printed in the tme (@ble, for night traing leaving between 1900 houts and 0600 hours (aclusl departure), the
refund shall be admissible at the station within first two hours alter the opening of reservation or booking office.

in case there is no reservation counters or booking office or current counters availuble in thal arey,

6} Where confirmed reservation has been provided to RAC or wait-listed ticket holder at any time upto final
P
preparition of reservation chait, such ticket shall be treated as a reserved ticket and cancellation charge shall be
payable in accordance with rule 6.

4. Hefund on canceflation of tickets booked throogh internet (i and e-Hekets)—{(1) The e-tickets shall be
cancelled through internet and the refund of fare shall be credited to the account from which booking transaction
took place, after deducting the applicable charges and in case of i-tickets, the ticket shall be cancelled at the
reservation counter and thereafter on online application, refund due shall be credited o the account from which
booking transaction took place,

{Z) Tncuse of a confinmed ticket booked through internet, refund of fare shall be granted in sceordance with rule 6,
{3) Tn case of RAC tickets booked through interet, refund of Tare shail be gravted in accordance with rule 7,

{4) In case of e-tickets booked through internet {confirmed or RAC), such tickets shall be cancelled online or online
TOR shali be filed within the time limits preseribed under these rules for ohtining refund.

(3) In case of wait-listed e-tickets on which status of all the passengers s on waiting list even after preparation of
reservation chart, numes of ult such passengers booked on that Passenger Name Record (PNR) shall he dropped
from the reservation chart and refund of fare shall be eredited to the account from which beoking trunsaction teok
place after deducting clerkage amd in case of wait-listed i-tickets, such tickets shall be cancelled at the
compulerised Passenger Reservartion System (PRS} counter within the time limils prescribed under these rules
and therealler refund can be claimed onling and the refund shali be credited Lo Lhe account from which booking
fransaction took place, fn accordance with rale 7,

(6) (i) In case, on a party e-ticket or a family e-ticket issued for travel of more than cne passenger, some passengers
bave contirmed resetvation and others are on RAC or waiting list, full refund of fare, less clerkage, shall be
admissible for confirmed passengers also subjuct to the condition that the ticket shall be cancelled online or
oaline TDR shall be filed for all the passengers uplo thirty minutes before the scheduled departure of the train.

(i} In cose of parly e-ticket or family e-ticket issned for travel of more than one passenger. some passengers have
confirined reservation and others are on the list of RAC or waiting list, then in cuse of passengers on RAC or
wailing list not travelling, a certificate shall be obtained from the ticket checking stalT Lo that effect and refund of
fare shatl be processed online through TDR, indicating the details of the certiticate issued by ticker checking staff
and the online TR shali be filed upto seventy-two hours of actund arrival of the train a1 passengers” destination
and the original certificate issued by the ticket checking staff shall be sent through post to Tndian Railway
Catering and Tourism Corporation (IRCTC), and the tare shali he refunded by Indian Railway Catering and
Tourism Corporation (fRCTC) to the custorner’s aceonnt after due verification,

(7) No refund of fare shall be admissible on the tickets having confirmed reservation in case the ticket is nol cancelled
or TDR not filed online upto four hours before the scheduled departure of the train.

(8) No relund of fure shall be admissible on RAC e-tickets in cuse the ticket is not cuncelled or FIYR not filed online
upto thirty minules before the scheduled departure of the (sain,
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(9) In case of cancellalion of trains, awlomaric full refund of fare on confirmed or RAC e-licksis shall be directly
credited to the account from which bocking transaction took place and ouline cancellation or filing of TDR shall
not bie required in such case,

(10) T other circwnstances, the refund shall be ndmissible as per the time Himit mentioned {a rule 9, sub-rutes (1) and
{2) of rule 13 and rules 14, 16, 17 and 18 subject to filing of anline TIIR and swhercver a certificate from tcket
checking staff is required, the pussenger shall obiain the stme to that effect whereupon refund of fare shall be
processed online tirough TR, indicating the details of the said cortificate and the original cortificate shall be
sent through post to the Indian Rallway Catering and Tougism Corpuration JRCTC), and thereafter the fare due
shall be refunded by Tndian Railway Cateriag and Tourism Corpuration (TRCTC) to the vustones’s account alle:
due verification,  ;

% Rebund on canceHation of unused tatkal fickets,—{ 1) No refund of fare shall be admissible on confirmed tatkal
tickets except under cerlain circumstances mentionad in sub-rules (2}, (3. (41, (50, {6), {7} and sub-rude ().

(2}  Grant of refund Tor unused wait-listed tatkal tickets shall be governed by rule 7.

(3} Incase of party tatkal ticket or family tatkal Geket issued for travel For more thar one ISKENgEer, some passengers
have canfirmed reservation and others are on waiting list, full refund of fare. less clerkage shall be admissible for
confirmed possengers also subject to the condition that eatirs tatkal ticket is surrendered for cancellation upto
thirty minutes before the scheduled departure of the train.

(4)  Crant of refund in case of non-commencement or missing of journey due to late running of train shall be
governed by rule 13, ’

(5}  Cancellation of ticket whers rallway administration is unable to provide accommodation shall be governed by
rule 14,

{6) Refund of tatkal ticket on account of discontinuation of journey due to dislocation of train services shall b
governed by rule 16, :

(7)  Refund of fare on fatkal tickets when passengers are made to travel in lower class for wanl of accommodation
shall be governed by rule 18 and the refund of difference batween latkal charges, if uny, shall also be granted,

{8) No duplicate tatkal tickets shall be issned:

Provided that duplicate tutkal ticket may be issued in exceplional circumstaneey on payment of full fare inchuding tatkal
charges,

10, Retand en caneelistion of unused multiple Journey tickels,—When an unused ticket invelving more than one
joeurney is surrendered for cancellation, the eatire ticke! shall be trentod as one single journey ticket and refund of
fare of the entive ticket, irrespestive of reservation siatus of different laps of journeys, shall be pranted as per
reservalion status of first fap of jowrney, as under—

Uy i resevvation status of first Iap of journey is confirmed, vefund shall be grunted in secordance with tule 6: and

(i} if reservaiion status of first lap of journey is RAC or waiting fist, refund shall be granted | in accordance with rule
7.

Explanution ~The cancellation charges or clerkage shall be fevisd only once on the entire amonnt of ticket and not
separately for each lap of jouruey.

I1. Postponement or preponement of journey on a confirmed, RAC or waitlisted toket, —

(13 The postponement of journey on confirmed or RAC or wait-lsted ticket shall be allowed in the same class and
for the same destination or any higher class by the same train or by any other train for any subsequent days,
subject ta condition that-

(i} the ticket is surrendered duting the working hours of reservation office at least forty-eight hours before the
scheduled departure of the train in which the ticket was originally bocked, subject to restriction on timings of this
fucility imposed by railway administration from time to thne;

(i} the confirmed or RAC or wait-listed accommodation is available in the train in which fresh reservation is recuired;

(iii} in case of confirmed ticket, fresh reservation fee for the class for which reservation is required, iy paid; and

(iv) in case of RAC or wait-listed tickel, clerkage charge is paid.

{2)  The prepohement of journey on conflirmed or RAC or wail-listed ticket shull b allowed in the same class and for
the same destination or any higher class by the same train or by any other train for any earlier days, subject to
vondition that-
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(i) the ticket is surrendered during the working hours of reservation office at feast forty-eight hours before the
scheduled departure of the train in which the ticket wag ariginally booked, subject to restriction on timings of this
fuctlity imposed by railway administration from tine to Gime:

{ii} the contirmed or RAC or wait-listed accommodation iy available in the train in which fresh reservation is required;
{iii} tn case of confirmed tickets, fresh reservation fee for the class for which reservalion is required, is raid; and

(v} in case of RAC or wait-listed tickef, clerkage charge is paid,

(3) In case of differeiice it Fares tor originally baoked journey and revised journey, the difference of fare shall be

refunded or recovered, as the case may be, subject to the provisions of sub-rules (1) and (2),
{4)  The postponement of preponsment of journey under the sub-rule (1) or sub-rule £2) shall he allowed only once,

(5} The postponement or preponcment of Jjourney on normal train licket other than tatkal ticket shall not be
applicable against tatkal quota even on payment of tatkal charges.

(6) - IF the ticket, on which journey has been altersd wnder the sub-rule (1) or sub-rule (2) is cancelled, cancellation
charges shall be payable as follows —

{a} cancellation charges as would have been due if (he ticket Tor original reservation had been cancelled ot the time of
posiponement or prepenement of journey;

(b} cancellation charges due in respect of ticket for altered reservation as it this altered reservation is a fresh
reservation,
(¢} in cases where twenly-five per cent. or fifty per cenl. cancellalion charges were realised at the Lime of

modification of journey, the cancellation charges mentioned in clause (1) shall not be levied again and the
cancellation charges mentioned in clause (b) only shall be levied,

12. Change of journey from lower class {o higher class.—~(1) Change of reservation shall be allowed on a reserved
ticket of lower class for higher class on the same train and day without levying any cancellation charges but on
payment of fresh reservation fee and difference of fare, if any, for higher class subject fo the condition that —

(i) accommodation is available; and
(it the request for change is made -

{a)  either during the working hours of reservation office and upto six hours before the schedualed departure of the
train subject to restriction on timings of this facility imposed by railway administration From time to time; or

(&) during the course of journey in the train.
(2)  The change referred to in sub-rule (1} shall be allowed onl y onee.

(33 Tf the ticket on which change of reservation has been allowed under sub-rule (1) is cancelled, cancellation charges
shall be payable as faliows, nameiy:—

(a} = cancellation charge as would have been due if the original reservation had becn cancelled at the time when the
chunge of reservation was allowead, and i

(b}  cancellation charge due in respect of the altered reservation as if the altered reservation is a lresh reservation.

13, Nou-commencement or missing of Journey due to late Funning of trains.—{!) No cancellatjon charge or
clerkage shall be levied and full fare shall be refunded to all passengers holding reserved, RAC and wait-listed
tickets, if the journey is not undertaken due (o late running of the train by more than three hours of the scheduled
departure of the train from the station commencin g journey subject to conclition that-

() the ticket is surrendered upto the sctval departurs of the traim;
(i) incase of e-ticket, the TDR is filed online before the actual departure of the train for uvailing tull refund,

{2) Tn case the ficket is cancelled or surrendered or i the request for refund of fare is filed online after the actual
departure of (rain, no refund of fare shall be admissible.

{3)  Where a passenger holding a tickel, with or without reservalion, misses connection Tor continued jouraey by
another train at any junction station owing (o late running of the train by which he had been traveltling, the fare
for wravelled pertion shall be retained and the balance amount of ficke shall be refunded as the fare for
untraveiled portion, without levying any cancellation cherge or clerkuge, if he surrenders the ticket for such
refund within three hours of the actual arrival of the train by which he had travelled and the refund shall be
granted at the junction station.



16

THE GAZETTE OF INDIA : EXTRAORDINARY [PART IT—S8Ec, 3(1)]

15,

2)

16,

{a)

(b}

()

2

®

4

(a)

(c)

]

Cancellation of tickets where railway administration is unable to provide accommodation —Where a
railway administration is unable to provide sccommodation for any reason whatscever to passengers holding
reserved {ickets. no cancellation charge shall be levied and full refund of fare shall e granted to them if such
tickets are surrendered for refund within three hours from the actyal departure of the train:

Provided that when the train is cancelled due (o unforeseen ciccumsiances such as accident, breach or tlood, the
tcket is surcendered within three days excluding the scheduled day of departure of the train,

Relund on partially used tickets.—(1) Except as otherwize provided in these rules, no refupd shall be granted at
a staticn.on a.ticket on which part of the journey has been undertaker. T ’

Where a passenger terminates the journey enrouts, a ticket deposit receipt shall be issued to the ticket holder by the
station master of the station in licu of surrender of the ticket and refund shall be admissible in terms of rule 23,
and in such cases, fare Tor the travelled portion shall be retained and the balance amount of the ticket shall be
refundable as the fare for the untravelled portion of journey, '

Discontinuation of jowrney due to dislocation of train services.—{1) When a train journey is distocated
enroute due to unforeseen circumstances, such as accident, breach or flood, Tull fare for the entire booked journey
without any deduction for the travelled portion and without levy of cancellation charge shall be refunded at the
station at which the journey is terminated under the following circumstances, namely—

when the railway administration is unable to carry the passenger to destination station within a reasonable time by
arranging transhipment or diversion or othsrwise; or

when the passenger is involved in a railway accident or injured in the accident and does 1ot continue his Jjourney,
or

in the case of death or injury to a Passenger in a ratlway accident, the kith and kin of the passenger have to
terminate the journey,

Where the railway administration offers to arry the passenger to his destination station by any diverted route or by
arranging transhipment or otherwise, and the passenger is not willing to avail of such alternative arrangement,
fare for travelled portion shall be retained and the balance amouat of ticket shall be refunded as the fare for
untravelled portion, without levying any cancellation charges, at the station at which the journey has been
terminated.

Where the train Journey is dislocated enroute due to bandh, agitation or rail roko, fare tor travelled portion shall be
retained and the balance amount of ticket shall be rafunded as the fare for untravelled portion, without levying
any cancellation charges.

If the trains, which have separate all-inclusive fare structure on point to point basis, are terminated at a nen-
scheduled stoppage of the train and the passenger is not willing to avail of the alternative arrangement made by
the raitway admintstration to carry the passenger to his destination station. fare for the distance travelled shall be
retained based on the per kitometer fare of ticket and balance amount shall be refunded as the fare Tor untravelled
portion of journey,

Refynd of certain fave on failure to provide air-conditioning facility in air-conditiones coaches.—(1)} Where
the air-conditioning facility could not be provided for a portion of journey, refund on tickets issued for nig-
conditioned coaches shall be granied for such portion on the following basis, namely —

if the ticket is for air-conditioned first class, the difference between the air-conditioned Tirst class fare and first
class fare; .

if the ticket is for air-conditioned T-tier or air-conditioned Tll-tier class, the difference between air-conditioned
H-tier or air-conditioned IMT-tier class farc and sleeper class fare (Mail and Bxpress):

if the ticket is for air-conditioned chair car, the difference between air-conditioned chair car fare and second class
fare (Mail and Bxpress),

if the ticket is for executive class, the difference between the notified execulive class fare for the concerned
section and the first class fare (Mail and Express) for the concerned distance of (hat section.

(2) The refund of difference of fare under sub-rule (13 shall be granied at the destination station on production of the

ticket along with a certificate from the ticket checking statt of the train giving particulars of the tickel, number of
the coach and stations between which the air-conditioning facility was not provided. and ig presented within
twenty hours of arrival of the train.

Refund of fare when passengers arc made to travel in lower chass for want of accommodation.—IF (he ticket
holder of a higher class is made o ravel in 2 lower class Tor want of accommodstion in the class for which the
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ticket was issued, refund of the difference between the fare paid and the fare payable for the class in which it is
actually used shall be granted at the destination station or at the originating station, as the case may be;

Provided that refund shall be granted al the destinalion station on production of a certificate from the ticket
checking staff of the frain certifying that the helder of the ticket had to trave! in a lower class for want of
accenmodation in the class for which it was issued and the ticket along with the said certificate is presented
within two days of the date of issue of the certificate {excluding the day of issue of the certificate),

iY. Lost, misplaced, torn or mutilated tickets.—{ 1) No refund of fare in respect of a lost or misplaced ticket shall
be granted. ' ’

(2) Refund of fare shall be granted in respect of a torn or mutilated tickel if its genuineness and authenticity are
veritiable on the basis of the particulars visible on the face of the ticket,

(3) T the reservalion status of a lost, misplaced, torn or mutilated ticket, at lhe tine of receipt of the application for
issuance of a duplicate ticket for the purpose of undertaking journey, is confirmed or RAC and the duplicate
ticket is sought before preparation of reservation chart of the concerned (rain, the station master shall issue a
duplicale ticket in liew of the original ticket on payment of rupees fifty per passenger in case of second and
sleeper class and rupees one hundred per passenger for other classes.

(4) If a duplicate ticket in lieu of a lost or misplaced confirmed ticket is sought after preparation of reservation chart of
the concerned train, it shall be jssued on puyment of charge equivalent to fifty per cent. of the tota! fare subject to
the minimum payment mentioned in sub-rule (33,

(5} Ne duplicate ticket shall be issued in respect of RAC tickets after preparation of reservalion chart of the concerned
‘train.

(6)  Tf duplicate ticket in lieu of a torn or nutilated confirmed or RAC tieket is sought alter preparation of reservation
chart of the concerned train, it shall be issued on payment of a charge equivalent (o twenty five per cent. of the
total fare subject to the minimum paymen: mentioned in sub-ruls (3}

(1) A duplicate ticket in respect of a party coach ticket or a special train ticket, shall be issued upte the fime of
departure of the train, on payment of a charge equivalent to ten per cent, of the total fare.

(8)  No retund of fare shall be granted in respect of charges paid under sub-rules (33, (4), (5) and (6) except in cases
where the lost or misplaced ticket is traced after the issuance of o duplicute ticket and presented along with the
duplicate ticket before departure of the train and in that case charges collected towards the issuance of duplicate
ticket shall be refunded after deducting five per cent. thereof subject to a minimum deduction of rupecs twenty
but in case the journey is net undertaken. the cancellation charges on the origingl ticket shall be determined ag
provided in these rules.

(9} If the passenger, who has paid excess charges in the train on account of his confirmed or RAC ticket being lost,
misplaced, torn or matilated, makes an application to & railway administration for grant of refund of the charges
paid in the train, the Chiel Commerciz] Manager (Refunds) of that railway administration iy, after making such
enquiry as he deems necessary, grant refund of total charges realised in the train, after retaining the cancellation
charges at fifly per cent. of a singls Journey ticket fare per passenger subject to the condition that no one has
taken refund earlicr on the original ticket,

20, Wait-listed passengers on congession and privilege ticket order tickeis.—When any person has purchased a
ticket on any concessional order or privilege ticket order, and is wait-listed for reservaiion in any train, he shall
be entitled 1o avail of the same ticket for reservation in any other train on the same date or any other date, without
losing the benefil of concessional fare.

21 Unused portion of return tickets.—(1) N¢ refund shall bs granted on the unused portion of the concessional
return ticlets.

{2Z)  When a return ticket is issued without any concession, it shall be treated like two single journey lickets and the
refund shull be granted accordingly.

o
[

Refund of tare on unused tickets and freight realised on luggage tickets in respect of lnggage booked on
same ticket in case journcy is not undertaken.-—{1) Refund of freight on luggage shall be granted by the
slation master in accordance with the tollowing Table, namely,—
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TABLE
() @ (3) T
(a) If luggage is. with-drawn at Luggage ticket shall be cancelled and freight already
sturting station collected shal! be refunded after recovery of wharfage

charges, it any, and deduction of cancellation charge of’
rpees five per luggage ticket and Journey ticket shall be
endorsed to this effect.

| T luggage is already dispatched Freight charges on weight admissible os free allowaiice
from the starting station shall be collected and remurks to this effect endorsed on

journey licket.

{2) On production of journey ticket on which luggage has been booked. (he fare shall be refunded only if bearing the
endersement referred to in sub-rule (1) an the ungsed ticket after deducting the cancellation charges or clerkage ay
provided In these rules.

23, Application for refind of Passenger Reservation System (PRS) counter tickets in other clrcumstances,—( 1)
For refund of fare uncler circumstances other than those specified in these rules or under circumstances like bandh,
agitation, flood, etc., the passengers could not reach the reservation counler ar station or current counnter for
cancellation of tickets, in those cases, & TDR shall be issued to the passenger and the passenger may apply for refund
of fare withir ten days from the date of commencement of jowrney to the Chief Commercial Munager (Refunds) of (he
railway administration under whose Jurisdiction the TR issuing station comes, enclusing the original TDR.

(2) In the circumstances specified in sub-rule (1), (he TDR shall be issued only upto theee days after the scheduled
departure of the train.

[F. No, TC-11/2003/201| 5/Refund Policy]
B. PRASHANTH KUMAR, Executive Director {Passenger Marketing)

Printed by the Manager, Government of Tndig Press, Ring Road, Mayapuri, New Delhi-1 10064
und Published by the Coniroller of Publications, Delhi-| 10054,




Revised refund Rules w.e.f 12.11.2015

+ Certain provisions of refund rule have been amended and comprehensive refund

Rules have been notified after 1998. The

12.11.2015.

new Refund Rule shall be effective w.e.f.

* The objective of the new changes in the refund rule are as under:-

(). To plug the scope of misuse.

(i). Facilitate passengers with mobile ticketing/proposed paperless ticketing etc.

(i) Discourage touts/agents on black marketing of tickets.

(lv) Automatic refund of fare on e-tickets in case of cancellation of trains (Already

implemented w.e.f. 01 .07.2015)

. No TDR fiiing is required in this case.

* The major changes in the existing rules are as under:-

Rule Pre revised (before 12.11.2015) Revised (w.e.f 12.11.2015) |

no. -

1. Levy of clerkage per passenger for Levy of clerkage per passenger for
cancellation of unreserved, RAC cancellation of unreserved, RAC and
and waitlisted tickets:- waitlisted tickets:-

(i). Unreserved (second class): Rs. | (i). Unreserved (second class): Rs. 30.
15. (i) Second class (reserved) and other
(i) Second class (reserved) and classes: Rs. 60

other classes: Rs. 30

2. Cancellation charge per passenger | Cancellation charge per passenger on
on confirmed (reserved) tickets:- confirmed (reserved) tickets:-

(). 48 hours before the scheduled (). 48 hours before the scheduled
departure of the train minimum departure of the train  minimum
cancellation charge cancellation charge

1%'AC/executive class: Rs.120 1% AC/executive class: Rs, 240

2AC/1% class Rs. 100 2AC/1* class Rs. 200

3AC/ACC/3A economy: Rs. 90

Second sleeper class: Rs. 60

Second class Rs. 30

(ii). Between 48 hours and 6 hours
before the scheduled departure of
the train @ 25% subject to minimum
charge as per (i) above.

3AC/ACC/3A economy: Rs. 180

Second sleeper class: Rs. 120

Second class Rs. 60

(i). Between 48 hours and 12 hours
before the scheduied departure of the
train @ 25% subject to minimum charge
as per (i) above.




(i) From 6 hours before the
scheduled departure of the train and
upto 2 hours after the actual
departure of the train @ 50%
subject to minimum charge as per (i)
above.

(iv) No refund after the above
prescribed time limit.

(i) between 12 hours and 4 hours
before the scheduled departure of the
train @ 50% subject to minimum charge
as per (i) above.

(iv) No refund after the above prescribed
time limit.

| Pa_\'rti'a"fly confirméd:
Upto two hours after the actual
departure of the train.

Partially confirmed:
Upto half an hour before the scheduled
departure of the train.

Refund on unused RACAWVL tickets:

Upto 3 hours of the actual departure
of the train subject to deduction in
clerkage charge.

No refund after the above
prescribed time limit,

Refund on unused RAC/ML tickets:

Upto half an hour before the scheduled
departure of the ftrain subject to
deduction of clerkage charge.

No refund after the above prescribed
time limit.

In case of cancellation of trains for
e-tickets:

Before 01.07.2015, for refund, TDR
had to be filed. No change for
counter PRS ticket.

in case of cancellation of trains for e-
tickets:

W.e.f. 01.07.2015, automatic refund is
granted. Filing of TDR is not required.
No change for counter PRS ticket.

*hkkk
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No. TCil/2003/2015/Refund Policy/1

Commerciat Circular Noggy 2015
GOVERNMENT OF INDIA(Bharat Sarkar)
MINISTRY OF RAILWAYS(Rail Mantralaya)
RAILWAY BOARD(Rail Bhavan)

New Delhi, dated 05 .11.2015

The General M'anagers,
All Indian Railways.

Sub: Amendments in the certain provisions of Refund Rules-Comprehensive
Refund Rule. '

Amendments in the certain provisions of Refund Rule have been made and
Comprehensive Refund Rule shall be notified through Gazetlte Notification. A
copy of the draft gazette notification in Hindi as well as in English version is

enclosed and the same have also been uploaded under the head Commercial

Circular on Indian Railways website www.indianraitways. gov.in.

This will come into effect from 12.11.2015

The changes in the refund rule wherever required should be carried out in
manual ticketing system and in PRS, UTS, SPTMs etc.

Special arrangements should be made to ensure that necessary instructions and
the revised refund rules should reach the staff well in time. Steps should also be
faken to ensure that the staff fully understand these changes in the refund rule
and implement them properly.

Wide publicity should be given through media at regular intervals and the same
may also be displayed prominently at all stations at booking/reservation counters.

* Action should alsc be taken to make changes in Passenger Information Systems

at all places inciuding Enquiry office etc.

In case of any disparity in English and Hindi version, the English version shall

prevail. /
7ok
L

(Vikram Singh)
Director (Passenger Marketing)
Railway Board.

Encl. DA as above.

2/-



No. TCII/2003/2015/Refund Policy/1 ‘ New Delhi, dated ‘05°.11.2015

Copy forwarded for information and necessary action to:

O s w N~

o N

10.

CRB, MT, FC, PS/MR, PS/MOS(R) for information please.

CCMs, All Indian Railways.

CCM (PM)s, All Indian Railways.

CCO, All Indian Railways.

The Managing Director CRIS, New Delhi for necessary changes in the software.
IRCA Chelmsford Road, New Delhi, for making necessary correction slip in Rule
No. 213 of IRCA Coaching Tariff No. 26 part | (Vol-1).

MD/IRCTC, New Delhi.

~ ADG/PR for wide publicity.

Managing Director, Konkan Railway Corporation, Belapur Bhawan, Plot No. 6, -
Sector 11, CBD Belapur, Navi Mumbai-400614,
ED(FC), ED(C&IS), EDV(T), ED(Chg.), DDTC(G)-li, DDTC(G), JDF(C)

o

{Vikram Singh)
Director (Passenger Marketing)
Railway Board.




[To be published Part-II, Section 3, Sub-section (i) of the Gazette of India, Extraordinary]
GOVERNMENT OF INDIA
MINISTRY OF RAILWAYS
(RAILWAY BOARD)

NOTIFICATION
New Delhi, dated the, ----11-2015.

G. 8. Re-~(B).---In exercise of the powers conferred by sub-section (1), read with
clause (b) of sub-section (2) of section 60 of the Railways Act, 1989 (24 of 1989) and in
supersession of Railway Passengers (Cancellation of tickets and refund of fare) Rules,

1998, except as respect things done or omitted to be done before such supersession, the
Central Government hereby makes the following rules, namely :-

1. Short title and commencement.- (1) These rules may be called the Railway
Passengers (Cancellation of Ticket and Refund of Fare) Rules, 2015.

(2) They shall come into force on the 12" day of November, 2015.

2. Definitions. - In these rules, unless the context otherwise requires, -

(a) “ARP” means advance reservation period upto which a reserved ticket can be booked for a
future journey date;

{(b) “authorised agent” means a person authorised by a railway administration to issue reserved
or unreserved tickets and to cancel reserved tickets;

(c) “clerkage” means a charge levied by a railway administration for the clerical work rendered
by it in the refund of fares;

(d) “confirmed ticket” means a ticket on which a berth or seat has been confirmed;
(e) “destination station” means the station for which the ticket has been issued;

(1) “fare” includes basic fare, supplementary charge on superfast trains, reservation fee and
other applicable miscellaneous charges; ‘

(8) “RAC ticket” means Reservation Against Cancellation ticket on which a seat has been
reserved against requisition for a berth and a berth may be subsequently provided against
cancellafion, if any;

(h) “railway ticketing centre” means a place where reserved or unreserved tickets are issued by
railway employee or through an authorised agent;

(i) “reservation fee” means the charge, in addition to the fare, levied by a railway
administration for the reservation of a berth or seat;

() “reserved ticket” means a journey ticket on which a berth or seat has been reserved;

w2
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" (k) “station” means a railway station and includes other reservation office or railway ticketing
centre in the same city;

(1) “station master” means a railway employee, by whatever name called, having overall charge
of a railway station and includes any other railway employee authorised to grant refund of
fare at a station;

(m) “ticket” means a single journey ticket or any half or return ticket but does not include a
season ticket, an Indrail Pass ticket or a special ticket for a reserved carriage or a tourist
car or saloon, or a special train;

() “TDR” means ticket deposit receipt issued to the passenger in lieu of the surrendered
ticket, at the station where the ticket has been surrendered by the passenger or in case of
ticket booked through internet, the ticket deposit receipt filed online;

(o) “tatkal ticket” means a ticket with shorter advance reservation period, issued to meet the
requirements of those passengers who have to travel at short notice;

(p) “unreserved ticket” means a ticket in which no reservation has been made;
(q) “wait-listed ticket” means a ticket on which no berth or seat has been allotted.

3. Station master to refund fares. — (1) Subject to the other provisions of these rules, every
refund of fare on unused unreserved ticket shall, when such ticket is presented for refund
of fare to the station master of ticket issuing station, be granted by such station master after
verifying the genuineness of the ticket from the record of the station.

(2) Subject to the other provisions of these rules, every refund of fare on confirmed tickets,
RAC tickets and wait-listed tickets shall, when such tickets are presented for refund of fare
to the station master of ticket issuing station, be granted within the time limits prescribed in
these rules, by such station master after verifying the genuineness of the tickets through
computer or from the record of the station:

Provided that-

(a) in case of tickets which were issued for travel from a station other than the ticket issuing
station, refund of fare shall be admissible at —

(i) the ticket issning station, if the ticket is surrendered before the scheduled departure of the
train from the station from where the ticket is valid for travel; and

(if) the journey commencing station, if the ticket is surrendered within the time limits
prescribed in these rules; and

(b) refund of fare may also be granted by the station master of a station other than the ticket
issuing station and journey commencing station subject to the conditions that -

(1) the ticket is surrendered for refund of fare during working hours of the reservation office

and before the preparation of reservation chart, of the concerned train, for the station from
where the ticket is valid; and

3/




" (i)

(1)
(if)

(@)

(b)

(c)

(d)

@
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the genuineness of the ticket and its particulars are verifiable at the refund granting station
through computer or from record of the station.

4, Levy of clerkage. - Subjectto the other provisions of these rules, the station master
shall levy a clerkage charge per passenger for cancellation of unreserved, wait-listed and
RAC tickets at the rate of rupees thirty for second class unreserved ticket and rupees sixty
for second class reserved ticket and other classes.

5. Refund on cancellation of unused unreserved tickets, - If an unreserved ticket is
presented to the station master for cancellation, the refund of fare shall be made on every
such ticket after deducting the clerkage- '

if the ticket is presented for cancellation within three hours of the issue of tickets;
in case of tickets issued in advance, if the ticket is presented upto 2400 hours of the day
preceding the day of journey.

6. Refund on cancellation of unused reserved tickets.- (1) Subject to the provisions of
these rules, if a confirmed ticket is presented by the passenger or his representative to a.
station master for cancellation, the refund of fare shall be made after deducting
cancellation charges from the fare as follows:-

if’ the ticket is presented for cancellation more than forty-eight hours in advance of the
scheduled departure of the train, a minimum per passenger cancellation charge shall be
deducted at the flat rate of rupees two hundred and forty for air conditioned first class or
executive class, rupees two hundred for air conditioned-II tier or first class, rupees one
hundred and eighty for air conditioned [1I-tier or T-economy or air conditioned chair car,
rupees one hundred and twenty for sleeper class and rupees sixty for second class;

if the ticket is presented for cancellation between forty-eight hours and upto twelve hours
before the scheduled departure of the train, the cancellation charge shall be twenty-five per
cent. of the fare subject to the minimum of the cancellation charge referred to in clause (a);

if the ticket is presented for cancellation within twelve hours before the scheduled
departure of the train and upto four hours before the scheduled departure of the train
irrespective of distance, the cancellation charge shall be fifty per cent. of the fare subject to
the minimum of the cancellation charge referred to in clause (a);

the passenger may get the ticket cancelled from any Passenger Reservation System (PRS)
counters or designated current counters;

No refund shall be granted on the confirmed ticket after four hours before the scheduled
departure of the train,

(3) In case, on a party ticket or a family ticket issued for travel of more than one
passenger, some passengers have confirmed reservation and others are on RAC or waiting
list, full refund of fare, less clerkage, shall be admissible for confirmed passengers also
subject to the condition that the entire ticket is surrendered for cancellation upto thirty
minutes before the scheduled departure of the train.

-




(2)

3)

(4)

&)

(6)

2

3)

Refund on cancellation of unused RAC or wait-listed tickets, — (1) Where a RAC ticket or
wait-listed ticket is presented for cancellation, the refund of fare shall be made after
deducting the clerkage if the ticket is presented for cancellation upto thirty minutes before
the scheduled departure of the train itrespective of the distance.

The passenger may get the RAC ticket or wait-listed ticket cancelled from any Passenger
Reservation System(PRS) counter or designated current counter.

No refund of fare shall be granted on RAC ticket or wait-listed ticket after thirty minutes
before the scheduled departure of the train.

In case no facility of cancellation of RAC ticket or wait-listed ticket issued through PRS is
available at the station originating the journey for night trains leaving between 2100 hours
and 0600 hours (actual departure), the refund of fare shall be admissible at the station
within first two hours after the opening of reservation office.

In remote and hilly areas as identified by the Zonal Railways, with the prior approval of
the General Manager and printed in the time table, for night trains leaving between 1900
hours and 0600 hours (actual departure), the refund shall be admissible at the station within
first two hours after the opening of reservation or booking office, in case there is no
reservation counters or booking office or current counters available in that area.

Where confirmed reservation has been provided to RAC or wait-listed ticket holder at any
time upto final preparation of reservation chart, such ticket shall be treated as a reserved
ticket and cancellation charge shall be payable in accordance with rule 6.

Refund on cancellation of tickets booked through internet (i and e-tickets) .- (1) The e-
tickets shall be cancelled through internet and the refund of fare shall be credited to the
account from which booking transaction took place, after deducting the applicable charges
and in case of i-tickets, the ticket shall be cancelled at the reservation counter and
thereafter on online application, refund due shall be credited to the account from which
booking transaction took place.

In case of a confirmed ticket booked through internet, refund of fare shall be granted in
accordance with rule 6.

In case of RAC tickets booked through internet, refund of fare shall be granted in
accordance with rule 7. :

(4) In case of e-tickets booked through internet (confirmed or RAC), such tickets shall be

()

cancelled online or online TDR shall be filed within the time limits prescribed under these
rules for obtaining refund.

In case of wait-listed e-tickets on which status of all the passengers is on waiting list even
after preparation of reservation chart, names of all such passengers booked on that
Passenger Name Record (PNR) shall be dropped from the reservation chart and refund of
fare shall be credited to the account from which booking transaction took place after

5
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deducting clerkage and in case of wait-listed i-tickets, such tickets shall be cancelled at the
computerised Passenger Reservartion System (PRS) counter within the time limits
prescribed under these rules and thereafter refund can be claimed online and the refund
shall be credited to the account from which booking transaction took place, in accordance
with rule 7.

(1) In case, on a party e-ticket or a family e-ticket issued for travel of more than one
passenger, some passengers have confirmed reservation and others are on RAC or waiting
list, full refund of fare, less clerkage, shall be admissible for confirmed passengers also
subject to the condition that the ticket shall be cancelled online or online TDR shall be
filed for all the passengers upto thirty minutes before the scheduled departure of the train.

(i) In case of party e-ticket or family e-ticket issued for travel of more than one passenger,
some passengers have confirmed reservation and others are on the list of RAC or waiting
list, then in case of passengers on RAC or waiting list not travelling, a certificate shall be
obtained from the ticket checking staff to that effect and refund of fare shall be processed
online through TDR, indicating the details of the certificate issued by ticket checking staff
and the online TDR shall be filed upto seventy-two hours of actual arrival of the train at
passengers’ destination and the original certificate issued by the ticket checking staff shall
be sent through post to Indian Railway Catering and Tourism Corporation (IRCTC), and
the fare shall be refunded by Indian Railway Catering and Tourism Corporation (IRCTC)
to the customer’s account after due verification.

No refund of fare shall be admissible on the tickets having confirmed reservation in case
the ticket is not cancelled or TDR not filed online upto four hours before the scheduled
departure of the train.,

No refund of fare shall be admissible on RAC e-tickets in case the ticket is not cancelled or
TDR not filed online upto thirty minutes before the scheduled departure of the train.

In case of cancellation of trains, automatic full refund of fare on confirmed or RAC e-
tickets shall be directly credited to the account from which booking transaction took place
and online cancellation or filing of TDR shall not be required in such case.

(10) In other circumstances, the refund shall be admissible as per the time limit mentioned in

2)
)

rule 9, sub-rules (1) and (2) of rule 13 and rules 14, 16, 17 and 18 subject to filing of online
TDR and wherever a certificate from ticket checking staff is required, the passcnger shall
obtain the same to that effect whereupon refund of fare shall be processed online through
TDR, indicating the details of the said certificate and the original certificate shall be sent
through post to the Indian Railway Catering and Tourism Corporation (IRCTC), and
thereafter the fare due shall be refunded by Indian Railway Catering and Tourism
Corporation (IRCTC) to the customer’s account after due verification.

Refund on cancellation of unused tatkal tickets.- (1) No refund of fare shall be admissible
on confirmed tatkal tickets except under certain circumstances mentioned in sub-rules (2),
(3), (4), (5), (6), (7) and sub-rule (8).

Grant of refund for unused wait-listed tatkal tickets shall be governed by rule 7.

In case of party tatkal ticket or family tatkal ticket issued for travel for more than one
passenger, some passengers have confirmed reservation and others are on waiting list, full

/-
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refund of fare, less clerkage shall be admissible for confirmed passengers also subject to
the condition that entire tatkal ticket is surrendered for cancellation upto thirty minutes
before the scheduled departure of the train.

(4) Grant of refund in case of non-commencement or missing of journey due to late running of
train shall be governed by rule 13,

(5) Cancellation of ticket where railway administration is unable to provide accommodation
shall be governed by rule 14.

(6) Refund of tatkal ticket on account of discontinuation of journey due to dislocation of irain
services shall be governed by rule 16.

(7) Refund of fare on tatkal tickets when passengers are made to travel in lower class for want
of accommodation shall be governed by rule 18 and the refund of difference between tatkal
charges, if any, shall also be granted.

(8) No duplicate tatkal tickets shall be issued:

Provided that duplicate tatkal ticket may be issued in exceptional circumstances on
payment of full fare including tatkal charges.

10. Refund on cancellation of unused multiple journey tickets.- When an unused ticket
involving more than one journey is surrendered for cancellation, the entire ticket shall be
treated as one single journey ticket and refund of fare of the entire ticket, irrespective of
reservation status of different laps of journeys, shall be granted as per reservation status of
first lap of journey, as under:-

(1) if reservation status of first lap of journey is confirmed, refund shall be granted in
accordance with rule 6; and '
(ii) if reservation status of first lap of journey is RAC or waiting list, refund shall be granted ,

in accordance with rule 7.

Explanation.- The cancellation charges or clerkage shall be levied only once on the entire
amount of ticket and not separately for each lap of journey. '

11. Postponement or preponement of journey on a confirmed, RAC or waitlisted ticket.-

(1) The postponement of journey on confirmed or RAC or wait-listed ticket shall be allowed in
the same class and for the same destination or any higher class by the same train or by any
other train for any subsequent days, subject to condition that-

(i) the ticket is surrendered during the working hours of reservation office at Jeast forty-eight
hours betore the scheduled departure of the train in which the ticket was originally booked,
subject to restriction on timings of this facility imposed by railway administration from
time to time; -

(ii) the confirmed or RAC or wait-listed accommodation is available in the train in which
fresh reservation is required;

(iif) in case of confirmed ticket, fresh reservation fee for the class for which reservation is
required, is paid; and

(iv) in case of RAC or wait-listed ticket, clerkage charge is paid.

7
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(2) The preponement of journey on confirmed or RAC or wait-listed ticket shall be allowed in
the same class and for the same destination or any higher class by the same train or by any
other train for any earlier days, subject to condition that-

(1) the ticket is surrendered during the working hours of reservation office at least forty-eight
hours before the scheduled departure of the train in which the ticket was originally booked,
subject to restriction on timings of this facility imposed by railway administration from
time to time;

(ii) the confirmed or RAC or wait-listed accommodation is available in the train in which
fresh reservation is required,;

(1ii) in case of confirmed tickets, fresh reservation fee for the class for which reservation is
required, is paid; and

(iv) in case of RAC or wait-listed ticket, clerkage charge is paid.

(3) In case of difference in fares for originally booked journey and revised journey, the
difference of fare shall be refunded or recovered, as the case may be, subject to the
provisions of sub-rules (1) and (2).

(4) The postponement or preponement of journey under the sub-rule (1) or sub-rule (2) shall
be allowed only once.

(5) The postponement or preponement of journey on normal train ticket other than tatkal ticket
shall not be applicable against tatkal quota even on payment of tatkal charges.

(6) If the ticket, on which journey has been altered under the sub-rule (1) or sub-rule (2) is
cancelled, cancellation charges shall be payable as follows : -

(2) cancellation charges as would have been due if the ticket for original reservation had been
cancelled at the time of postponement or preponement of journey;

(b) cancellation charges due in respect of ticket for altered reservation as if this altered
reservation is a fresh reservation.

(c) in cases where twenty-five per cent. or fifty per cent. cancellation charges were realised at
the time of modification of journey, the cancellation charges mentioned in clause (a) shall
not be levied again and the cancellation charges mentioned in clause (b) only shall be
levied.

12. Change of journey from lower class to higher class. (1) Change of reservation shall be
allowed on a reserved ticket of lower class for higher class on the same train and day
without levying any cancellation charges but on payment of fresh reservation fee and
difference of fare, if any, for higher class subjectl to the condition that —

--8/-




(@)

(b)
2)
(3)

(@)

(b)

13.

()
(i)

(2)

()

14.

(i) accommodation is available; and
(ii) the request for change is made -

either during the working hours of reservation office and upto six hours before the
scheduled departure of the train subject to restriction on timings of this facility imposed by
railway administration from time to time; or

during the course of journey in the train.
The change referred to in sub-rule (1) shall be allowed only once.

If the ticket on which change of reservation has been allowed under sub-rule (1) is
cancelled, cancellation charges shall be payable as follows, namely:-

cancellation charge as would have been due if the original reservation had been cancelled
at the time when the change of reservation was allowed; and

cancellation charge due in respect of the altered reservation as if the altered reservation is
a fresh reservation.

Non-commencement or missing of journey due to late running of trains.- (1) No
cancellation charge or clerkage shall be levied and full fare shall be refunded to all
passengers holding reserved, RAC and wait-listed tickets, if the journey is not undertaken
due to late running of the train by more than three hours of the scheduled departure of the
train from the station commencing journey subject to condition that-

the ticket is surrendered upto the actual'::ﬂeparture of the train;

in case of e-ticket, the TDR is filed online before the actual departure of the train for
availing full refund.

In case the ticket is cancelled or surrendered or if the request for refund of fare is filed
online after the actual departure of train, no refund of fare shall be admissible.

Where a passenger holding a ticket, with or without reservation, misses connection for
continued journey by another train at any junction station owing to late running of the train
by which he had been travelling, the fare for travelled portion shall be retained and the
balance amount of ticket shall be refunded as the fare for untravelled portion, without
levying any cancellation charge or clerkage, if he surrenders the ticket for such refund
within three hours of the actual arrival of the train by which he had travelled and the refund
shall be granted at the junction station.

Cancellation of tickets where railway administration is unable to provide accommodation.-
Where a railway administration is unable to provide accommodation for any reason
whatsoever to passengers holding reserved tickets, no cancellation charge shall be levied
and full refund of fare shall be granted to them if such tickets are surrendered for refund
within three hours from the actual departure of the train:
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15.

2

16.

(a)

(b)

(©)

2)

)

(4)

9.

Provided that when the train is cancelled due to unforeseen circumstances such as accident,
breach or flood, the ticket is surendered within three days excluding the scheduled day of
departure of the train,

Refund on partially used tickets.- (1) Except as otherwise provided in these rules, no
refund shall be granted at a station on a ticket on which part of the journey has been
undertaken.

Where a passenger terminates the journey enroute, a ticket deposit receipt shall be issued to
the ticket holder by the station master of the station in lieu of surrender of the ticket and
refund shall be admissible in terms of rule 23, and in such cases, fare for the travelled
portion shall be retained and the balance amount of the ticket shall be refundable as the
fare for the untravelled portion of journey.

Discontinuation of journey due to dislocation of train services. -- (1) When a train journey
is dislocated enroute due to unforeseen circumstances, such as accident, breach or flood,
full fare for the entire booked journey without any deduction for the travelled portion and
without levy of cancellation charge shall be refunded at the station at which the journey is
terminated under the following circumstances, namely:-

when the railway administration is unable to carry the passenger to destination station
within a reasonable time by arranging transhipment or diversion or otherwise; or

when the passenger is involved in a railway accident or injured in the accident and does
not continue his journey; or

in the case of death or injury to a passenger in a railway accident, the kith and kin of the
passenger have to terminate the journey. '

Where the railway administration offers to carry the passenger to his destination station by
any diverted route or by arranging transhipment or otherwise, and the passenger is not
willing to avail of such alternative arrangement, fare for travelled portion shall be retained
and the balance amount of ticket shall be refunded as the fare for untravelled portion,
without levying any cancellation charges, at the station at which the journey has been
terminated.

Where the train journey is dislocated enroute due to bandh, agitation or rail roko, fare for
travelled portion shall be retained and the balance amount of ticket shall be refunded as the
tare for untravelled portion, without levying any cancellation charges.

If the trains, which have separate all-inclusive fare structure on point to point basis, are
terminated at a non-scheduled stoppage of the train and the passenger is not willing to avail
of the alternative arrangement made by the railway administration to carry the passenger to
his destination station, fare for the distance travelled shall be retained based on the per
kilometer fare of ticket and balance amount shall be refunded as the fare for untravelled
portion of journey.
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17. Refund of certain fare on failure to provide air-conditioning facility in air-conditioned
coaches.- (1) Where the air-conditioning facility could not be provided for a portion of
journey, refund on tickets issued for air-conditioned coaches shall be granted for such
portion on the following basis, namely :-

(a) if the ticket is for air-conditioned first class, the difference between the air-conditioned
first class fare and first class fare;

(b) if the ticket is for air-conditioned II-tier or air-conditioned Ill-tier class, the difference
between air-conditioned II-tier or air-conditioned ITl-tier class fare and sleeper class fare
(Mail and Express);

(c) if the ticket is for air-conditioned chair car, the difference between air-conditioned chair car
fare and second class fare (Mail and Express);

(d) if the ticket is for executive class, the difference between the notified executive class fare
“for the concerned section and the first class fare (Mail and Fxpress) for the concerned
distance of that section.

(2) The refund of difference of fare under sub-rule (1) shall be granted at the destination
station on production of the ticket along with a certificate from the ticket checking staff of
the train giving particulars of the ticket, number of the coach and stations between which
the air-conditioning facility was not provided, and is presented within twenty hours of
arrival of the train.

18. Refund of fare when passengers are made to travel in lower class for want of
accommodation. - If the ticket holder of a higher class is made to travel in a lower class for
want of accommeodation in the class for which the ticket was issued, refund of the
difference between the fare paid and the fare payable for the class in which it is actually
used shall be granted at the destination station or at the originating station, as the case may
be:

Provided that refund shall be granted at the destination station on production of a
certificate from the ticket checking staff of the train certifying that the holder of the ticket
had to travel in a lower class for want of accommodation in the class for which it was
issued and the ticket along with the said certificate is presented within two days of the date
of issue of the certificate (excluding the day of issue of the certificate).

19. Lost, misplaced, torn or mutilated tickets.- (1) No refund of fare in respect of a lost or
misplaced ticket shall be granted.

(2) Refund of fare shall be granted in respect of a torn or mutilated ticket if its genuineness and
authenticity are verifiable on the basis of the particulars visible on the face of the ticket.
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If the reservation status of a lost, misplaced, torn or mutilated ticket, at the time of receipt
of the application for issuance of a duplicate ticket for the purpose of undertaking journey,
is confirmed or RAC and the duplicate ticket is sought before preparation of reservation
chart of the concerned train, the station master shall issue a duplicate ticket in licu of the
original ticket on payment of rupees fifty per passenger in case of second and sleeper class
and rupees one hundred per passenger for other classes.

If a duplicate ticket in lieu of a lost or misplaced confirmed ticket is sought after preparation
of reservation chart of the concerned train, it shall be issued on payment of charge
equivalent to fifty per cent. of the total fare subject to the minimum payment mentioned in
sub-rule (3).

(5) No duplicate ticket shall be issued in respect of RAC tickets after preparation of reservation

(6)

(7)

®

®)

20.

chart of the concerned train.

If duplicate ticket in lieu of a torn or mutilated confirmed or RAC ticket is sought after
preparation of reservation chart of the concerned train, it shall be issued on payment of a
charge equivalent to twenty five per cent. of the total fare subject to the minimum payment
mentioned in sub-rule (3).

A duplicate ticket in respect of a party coach ticket or a special train ticket, shall be issued
upto the time of departure of the train, on payment of a charge equivalent to ten per cent. of
the total fare.

No refund of fare shall be granted in respect of charges paid under sub-rules (3), (4), (5)
and (6) except in cases where the lost or misplaced ticket is traced after the issuance of a
duplicate ticket and presented along with the duplicate ticket before departure of the train
and in that case charges collected towards the issuance of duplicate ticket shall be refunded
after deducting five per cent. thereof subject to a minimum deduction of rupees twenty but
in case the journey is not undertaken, the cancellation charges on the original ticket shall
be determined as provided in these rules.

If the passenger, who has paid excess charges in the train on account of his confirmed or
RAC ticket being lost, misplaced, torn or mutilated, makes an application to a railway
administration for grant of refund of the charges paid in the train, the Chief Commercial
Manager (Refunds) of that railway administration may, after making such enquiry as he
deems necessary, grant refund of total charges realised in the train, after retaining the
cancellation charges at fifty per cent. of a single journey ticket fare per passenger subject to
the condition that no one has taken refund earlier on the original ticket.

Wait-listed passengers on concession and privilege ticket order tickets. — When any person
has purchased a ticket on any concessional order or privilege ticket order, and is wait-listed
for reservation in any train, he shall be entitled to avail of the same ticket for reservation in
any other train on the same date or any other date, without losing the benefit of
concessional fare.
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21. Unused portion of return tickets. — (1) No refund shall be granted on the unused portion of
the concessional return tickets. :

7 (2) When a return ticket is issued without any conceéssion, it shall be treated like two single
journey tickets and the refund shall be granted accordingly.

22, Refund of fare on unused tickets and freight realised on luggage tickets in respect of
luggage booked on same ticket in case journey is not undertaken. — (1) Refund of freight
on luggage shall be granted by the station master in accordance w1th the following Table,

namely:-
Table
o) @ T 3
(@ . |If lug/gage' is with-drawn at | Luggage ticket shall be cancelled and freigilt-
starting station already collected shall be refunded after recovery

of wharfage charges, if any, and deduction of
cancellation charge of rupees five per luggage
ticket and journey ticket shall be endorsed to this
effect.

(b) If luggage is  already | reight charges on weight admissible as free |
dispatched from the starting | allowarice shall be collected and remarks to this
sfatiop , effect endorsed on journey ticket.

(2} On productlon of journey ticket on which luggagc has been booked, the fare shall be
réfunded only if bearing the endorsement referred to in sub-rule (1) on the unuséd tlcket
after deducting the cancellation chargcs or clerkage as provided in these rules. '

23. Application, for refund of Passcngcr Reservation System (PRS) counter tickets in other
-~ circumstances.~ (1) For refund of fare under circumstances other than those specified in these
rules or under circumstances like bandh, agitation, flood, etc., the passengers could not reach the
reservation counter ot station or current counter for cancellation of tickets, in those cases, a TDR
shall be issued to the passenger and the passenger may apply for refund of fare within ten days
from the date of commencement of journey to the Chief Commercial Manager (Refunds) of the
railway administration under whose jurisdiction the TDR issuing station comes, enclosing the
original TDR. .
. (2) In the circumstances specified in sub-rule (1), the TDR shall be issued only upto three days
after the scheduled departure of the train. '

_ [Fﬂe no. TC-11/2003/2015/Refund Policy]

(B Prashanth Kumar)

Exccutlvc Dirgctor (Passenger Marketing)
Railway Board
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(1) qesha a1 HR.CE. I geheT Geheg Reve @ anr &1 wufdg fhar s 369
Ao # AT 38 adem & fow Ir 3AT TeEmET GERr fRAr 3TEaR Ao & feT ar
foregl TeaTcactt et & for frdl ag Yowmdr garr famafof@a wal & sreads
3 oA STeem -

(i) e @1 meoT e #§ FEHE 9 F SN 39 Yermdr &, e fqera
feshe geh foham aram ar, 3o YR« eal HHI-HAT W HEINT g6 glawr & aeg
v v fdus & s T & U9 @E ¥ w9 ¥ F MEAeE O @
a1 fgar o §

(i) 3 Yoy H, fawsd Fw 3Retor & F7w & 9% g, gfedd ar IR ar g
g T ITA AT AMRT

(iii) YR fewe &7 ger & 3@ Aol & fov, fGws fAv smeror & aAwer & 75 §,
A% NETUT BT Teed &Y & 78 § ; AR

(iv) AIRTH. A7 Tl gEherg e & gar 7 fafha g9 gged ¢ fear o &
(2) qeqa a1 FR.CH. A1 Yl Faag e o amn & g8 Fuasr 39 4off 7 aiix
3 AT & fAT Ir 3¢ Yermdr g R 3Taaw Aol & fav o1 Rl qadt faet
& fore el 3w YoemEl ganr fReafaf@e et & sreatlier srgara B ST -
(i) Teope A HRETOT FRTET # SRS 9¢ & SN 35 @RS &, OEd Aed
fewre g fovam amam o, Y& VAN @R FES-TAY W AENT g0 glowr & g
fore o0 U F regde weue & Rua g9 @ $H 8 wA 3Edee 9 9
a9E # AT 0§ |
(i1) 38 YoMt &, o@# #U WeTor A AT H 9% R, IRePa a1 IRCHL AT el
TEag T 3TeTe g1 AT ;

(iii) gfScep feepe &7 gqer A 3@ Ao & fAw, fo@d {90 ARemor & #H & 7§,
% 3RETOT BT Toed a1 & M5 § ; 3N

(iv) FRCH. a1 el gefrag R 1 g F fftdr waAR Haod & &ar ot §
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(3) ForeT: g 1 g A W FMOT A F BT A R A oawn FH, wfeufy,
fw & 3 & wfderr ar agel, sufees (1) 3R sufas (2) & suett & 3l
W gU A Al |

(4) 3uferTa (1) ar 3UCTA (2) F e A1 7 VR AT 99 T Faer wF a7
3T foRam ST |

(5) deeprel e & et WA foemsr & amr &1 wufdig fear e o 99 foead
el THR & Harr 9¥ o Il FIC & fawg o) A8 gem |

(6) I ag Tewhe, o W 3u@wH (1) 3R 3ufam®m (2) & srefe amn & uiads
frar a8, T B Sie &, A TEEer SRt & Herr ReeEr e S -

(%) I T AT YA e §H He ARer & v e |® F WS waor
TR T 8, 3R

(@) aRdfcld HREOT e FT 7T IRETOT AT T ST AT TAR 3T &,

() 3 AT H, STET I & IAOT Fd TAT 25% YT 50% [CHOT FHR TG
T I o, () A 3T TTHOT FAR Yel: ager 760 R0 el 3R Fae (@) &
SeaTld TEHUT TR age T STea |

12. T &1 fo=iat Al ¥ 3Taar Ao & aRadd—(1) Meaaw Aol & Rv s
fFlr R o 3 @emEr # 3R 36 BE & for Rl staaw Ao & v o8
gRcde, g EAHOT THR 3R FU e segama g, g 98 399 Ao &
forr AT Y & RETOT B AR BRI @ 3R, IR P 8, der T e @ sl
BAfafae o & JreTeher T gu e,

(i) TTT 39 &, 3R
(if) aReeer & forw awgae,-

() IRETOT FrAierd & FEAGY Tel & R UF I TAET GaRT FAI-TAT T
FEAT g8 glaer & #ww e v dua & semtha Wemdr & ueder & e
AT ¥ BF U< g9 fmar s ¥

(@) TeEmsr 7 A & e far arar ¥
(2) 39-fae (1) & fAfese aRader aer & SR & gy gew |
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(3) afe twr e, o W 3UfRA (1) & T A ARe0T & IRade e
IR R, & W TG A1 § o T JHN TTegaR 6T g9, 3T -

() 9 TEHOT GHR, S SH FHAI $F §T I HF HRETOT I T AT S oA
3REToT # uRader frar Ser srgara foam omar ar ; 3R

(W) TF TWHIOT THR, ST TGl 3RE0T Fr ST &I &, Ay g8 ulafda ameror
e FAT 3RETIT & |

13, YNl o Tqeie W Telel & HROT AT T YR F FRAT S a1 e Feo AT-
- (1) afg amEr gErr AT & AR T F WOEr F vEU % fAgd wAw & e
e % FdT ¥ T F SRUT AT 40 H 98§, O W, AT 91 g
ey fesreunes @t AT &, §0 4 & I @ §U HG THO YHR AT
foerr gor Segia @81 T swem 3R 3 ¥ fRUT @ gider fRar smoem
o —

() e A YaE F gEUT F aediaE AT 96 a9 AT o §

(ii) QO 9fder ued et & fou §-Ranel i gem &, SFIR. # End & yea
& AIEATaS T T IgeT IAST Hrger Y foar Fmar §

(2) IFEMET F YT o aIEdfad THT & U e & IGaoT A1 arady FF gem 7
7 gfg e & gfde & for sy, Wemsl & aredias §AT F 9edrd Hldemgd
PISeT ToRAT T § o ThIT T IS i e]ed SfEl gl |

(3) =g FS FHE, Towe urg fewe ¥, we 3@ feshe Wy 3MWEIUT wmEm TR g ar
a8, 3R 59 WemEr ¥ 38 g & ff, 30 e T 9o & sRer B ST
TR T 3T g Ye@NST Pe Sl g, g8l I U 70 a9t v B gfowfa
Y ol & I AR F fHU AT HET F BRIT F, S TR0 W a1 fofeher
TR 3egferd e fom, afdea s fean Sieen, afg &g oW fewe eEmsr &, faw
3HT AT B &, TgTA F Ao FHT F ol g¢ & e’ wfdery & v arow #w
& § 3R BRIT # giteE 3 e ®ee W ASK Y e S |

14. T I EART O &of & 3@AS g & e # bl F1 aor—aIgl 3o
A T8 AT & O, S g wRiET e &, AT off arvEy wue 3w A
e AL g, 98T P EAHOT AN IGIEE AL gen R IR fRuw wr g
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gfdara fRar STweT, afg 00 Rehe WHMEr & 9T F areafdw g @ 9 0¢ &
T ey & fov svaftig = e o &

T S YRS gHEAT, TE-%E Ud A1g ol hfoua aRfeufaat & wner 1w
& Al § a9 feshe YoemEr % urue & fAud @9 # ol O B & e
g #Y & F |

15. 31w &7 F w3 e W wfdgr—(1) s et & segur 3uafa & fam,
W feehe o, O W 3R& &7 F Irm fY 98 &, BS wfAg T WO AE R
ST |

{2)3@T3ﬁéqﬁaﬁanﬁﬁmﬁwwmm%ﬁa€ir&amm,m
mﬁamﬁmﬁmwmﬁmmmmmm
- w23 % fAEuEl & e sngee g iR O AW & amr R oaw AT
forrar gfaeniva fear Swem 3k Reve Y AW &w amr o 5w ov s F AT
e & o & gfagy e |
16, YOMTST [T &F 3FA-oAEd gl & HROT AT H N § golieg Jarst & 95 @+
(1) o9 geieeTr, gege 3R a6 Sir sepfeqa aRfeufaat & wror, Y& a#mt & & amr
3EI-EAF g U A G H TE JYOT AT H QT R, A0 Bre aw A & oo
g welar e f9ar 3R TEHor YR F 3gager & foer, amEr gEred g g
A WX TorraAtoriaer uRfEaufay & el amw fear amwer-

(F) I9 I GATHA T AR IRAAA T IT 3TAT HS ATELAT FI&F I3 Y
ded WA Th g T & e agener A e g

(@)aaww%ézﬂwgmﬁmgdmﬁwgwﬁamauﬁrw
SR o Y HSHAT &F; AT

(1) Y gHear F IEr By 7o A1 arf 7 gar A 36w fwe deftat & amn
FHATCT AT TE & |

(2) ST I VATHS ATH N IAH A TUH dF rar aiafda A @ e
UT FUTATTCRUT 37T 3T 5 eFaedl e of Fl & T deay g 37 ardr ¥
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dhfoush chaeyl FERR I F OFegd o & al IET WU AW AR R
yfaaa frar Jwer 3R feee Y A e 7 amT 7 e v 9T F BT & R
# 3W IET GATST g ael T W EEaUT AR 35ada fow Rer wioe =
= SweT |

(3) STET &€, 3Marcle AT ¥eT U & HRUT I A H & 3-ca¥d 8 0, g8 AT
fru orr o F TRTT @ wfoea fBRaT S 3 e T A9 wE F ImEr o
fhu a0 oT & TBRT & TT H, WEuT THR IRaEa v feer, widem feam
ST |

(4) I TH IoENTSA, foieTeht AT & €U A% & HUR 9T GUF & T 30T Hoor
iRt fRrn gl &, agt @# e gl § gl Yeemsr @ sfeafad sgue § AR
T 3T 3eThodl SASH 1 3T HlAl o787 dEal & S I VAT & I A
3% ST VAT W o I &k v R & o Reve & ufa- freedier e &
MR 9T A7 T 915 g & famrar gfaumia v o smoen 3R fewe 7 AW @
o AT F U T A7 F BT F T F uiderr war Sirwem|

17. AR Bel & arae]gee AU 3ueed & H FHGA Ed W Haud
e &1 gfdera- (1) Sl I & el s & fAv araggere gRer 3ueey qg
S ST W & TG ARG o Bed F v IRy B v Renet uv A 3@ e
& for gfder fmesfaf@a smur w R smeen, smefg -

() afe; fewre arareggioe gae 4ol & AT & & araeghied | Ao & R 3k
ggH Aol & RO & T F7 FIT ;AT

(@ 3 RFe aaegiod 1ERR o aagEea 1ERR Ao & Qe § A
aldlgio 1I-ERIT AT ardeiepierd N-ERIT Aol & fFge 3 e Aol & fRuo (@
3R vaEvE) & 9 @7 3T ; 4T

(M) afg fewe ardEpiad FdeT & faw §, & adeEea FEEe & R ik
eacira Ao & fare (31 3R TarEyd) & o T Ha¥ ; AT

(&) I Repe vadiggiea Aot & fou §, o d9g ¥ & fov sftgRe wwiwgfea
Al & RT3 38 @ # Fog gt F fov guw Aol & fRe @ sk o)
& I W 3T |
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(2) 3ufad (1) & 3l BRT & 3R &1 dfae Iidey wud W Ree & ay
WEmdr & R ST w A FHAINGE H VAT YAHA-TT SEGd A W fRa
e oA e, o @ wEmie R e Wuet & @ ardngges ghaer
Waﬁwémﬂﬁ%,mﬁwﬁmwﬁmsﬁmq@ﬁémﬁﬂ%
& T wegd e T gy |

18. o9 AITNAT Hr TU & 3a F oy Aol F amr e a9 Bw &
gioerr- afg 3Taar Aol & Ree uRe & ©a & 399 7 39 Hofr ¥ ogs oo
feore Sl e s § RrAaR Aoft & amr e 93 ST ar o BT & de
fpam aram & 30 3R 3@ Ao &, OEd 3E aege: amr & §, BRw & d= %
3R # Uicer YTy, Idey T I 3RfRe T T fhar smeem:

WWF&Q?WWWWW%E*C@MTU #la aTel
SANGE GaRT THT FATOT-TF Fod ot O fFar ameen, fo|e 387 I8 9o
frar g fr Reere am& @ Tu= o Ao & FRoT 39 Aol ¥ T fov 3@ Reee
S fomar T a1 eaR Aol A7 nn Hl 98 § AR AeT T WOmEr uge
& i gt % et R & WY-wy 3% WA WA AT I=T g (ST
S T & B Fr S|

19.@Ugu,ﬁaﬂm@,u%mﬁiﬁrﬁw-(nw?mﬁaﬁmwﬁw
& FTa9d Hrs GfagrT FEr R STeem|

(2) we a fopa Reve & oo fRC & wfderw ey fRar smeen afg swdr
HERT T T 39 ) Ted R & R W geaee 9 §)

(3) afg @w gu, fAe & o1 I, B A1 fapd fewe A smaror wifwfa, amn @ &
TSt % AU q@w Reve TN W F T smey & wita F @A W qfteda €
a7 AR & 3R gaw e Hag Yeemgr o 3ETT 918 SR g ¥ g9 arer T
B, d9 TS AT gfad Aofr iR Ty werw A7 gar F ufdemh g w9T qu
3 A0 F v giasmel vk |t sIT W GHRT 1 HIEOT FF qA Rwe & agw
A A Rwe ol :w |

(4) AR @T gU A BT 7 o W YeFa e & g guw e dug WO &
3TN AIC & defel & Yele, AT a0 §, A Ig 39 fAwwr (3) F shoaf@a wyman
Harg & AT Fer fHT & 50 ufrrd & T agEr FHR WS BT s |
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(5) qEYT fehe Hag YN & HRETUT I1C & §elel o Uarg 3R.C.A. & §/ad Sy
T8l fRaT FTTeT |

(6) Ffer we ar faeper qieeeha a1 IR.CH gl e & Tgor gERT e Hag Yeemer
¥ INGTOT AC F s & gLIT HEW IR §, & I5 39 fww (3) # Teied
FYACH TG & U Fl BT F 25 yfaed F @eded YR & Herd WA
[Exmsieenl

(7) aret carT g% F0 AT fEew Rwe a1 R Yoemdr Ree i a9a@ g R,
Fel T & 10 9fded & FAged THR & Ha 9T IORTE & YU & AT T
ST fRar S|

(8) 3ufmd (3),(4),(5) 3R 3ufaga (6) & i Fe@ YR & awa 1S hoam
wfeera FHeR #et T e, A 39 At &, ofel Tt g A1 Aer 7 W
femne, quT e ST fFT A & meatd e amar € 3R YeemEr & gewe @ uger
g fewhe & @y gege e smar § 3R 4 Aal F g fee S0 w & R
RIS WAR, 20%. & ~geias dell & 3 IEd §U 5 vfded weldr & geard
fder fear smeen, fag afE amr ofr @& & 78 § o 77 Ree 1 wEeor g9
g7 fA¥aAr & i Tur 3uedfta w9 F @uia B s |

(9) afe arh, foreest @i gu, Al & o7 W, ®C A AP §U IRepHa I RO
fehe W oM # 3w 9o Heed R € Y S F dHaod waR % ufde @
¥ o forw fondll Yor TR &1 3MTdest #ar §, & 36 Yo TUHA & HEd afofsus
yats, Ufderd, Tl Yodre e & 9edd, ST g% ERde 8@FE, viaan tee
T e fare &1 50 gfderd Tegetor g gfauia s & oeard, Yenmdr &
aﬂgﬁmm@ﬂqﬂwwmﬁmwaﬁﬁmwﬁ?wwﬁﬁﬁ;m#
1 Ao feshe W AR gfcer 761 form & |

20. Rt 3R AR fedhe ander et W wdiem gfteg ard - st feelr
idd & frer NI gy a1 FewiteR foge amer v feee wier & 3R ag
forel Toemsr & 3ReToT & fav yeleT FEeg & dF 9F 38 axg @ srgar e
mmﬁmmmﬁwwa:mﬂﬁﬁagummw
e T GHGIK g1 |
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21. aroelr feeel 1 3YF W (1) REmrd ardlr e ¥ svged o § o
S gfeera 78 frar Seer |

(2) I 9T e foor dl g & Sy BFar =1 &) af 38 UF &% IET +
g el & o AT Sreer 3R afaer denEr R e

22. Af T A Hr S § A vgFd e & FRe aur 38 Ree W g% B
T FHART I 6 TAE et W ayer e 77w 918 & 9fae ®e AR @R
fawsiaf@e aesh & sear frr areem, s

|l

(1) (2) (3) |

(F) afe e 3§ TWAT | wA Rewe | W R S ik wue g ew
U STET W AET IR | GHRT, & HS B, Fr A TUr waor ew Ui
gt &, agw o | suv g §Ee e FeaT g § age e ae
ST E | oS T yiderd w fGar Swem gur Ree w59
TR T Yooiehel Y foAT FATTIT |

@) IS FHT 38 TAA | Iolel GE & AR A Toled W ST TR THet
O Sl ¥ IHEr HEe | R smeen 3R B9 sma Y feogolr umr Ree w
gl &, UEd & AT geoifthd & Smee |

ST T T |

(2) 39 I e FN YT e W W W @ g% F=wr o § e &
gicers fafgd wamor o1 oty waRl @ FeaR T R Seer S9 swEeEd
feshe W 3uferre (1) # Wt qeaisa frar mam & |

23. 3= oRfegiaal # It sReor wgfa (dmuw) et & widgm & fw
HEEA- (1) 57 oAl & Rt o o= @ B a7 odr oiiRufaat & o9 &g,
3ferelet a1 §1g, 3fE & 31efe fomre & ufder & v o, fee & wawor F v
RETOT @S a1 TR A7 O] sl WA ugw wrer € @ 3 gemat F anh
I EEBI ARy fRar e AR A A Ry e f aliw @ oW R F SR
30 Y 9AEA & qEY aivifeds yaves (Waer) wr S SReR & 8w
et fomam o & ager EEIaIR Hore R gU Tfaerr & T smdger X wha|
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(2)3crf?|m:r(1 #%ﬁﬁwqﬁﬁﬁéﬁﬁﬁﬁmﬁm%ww%mﬁﬁ
W%WQWW%%WWWWI

(H, ER-1/2003/2015 /e FA)

(&, Ui FAR)

FHFR T (@ RgoreT)
LEENCIES




Annexure Il

9-TR7
T d 1 MINISTRY OF RAILWAYS
@a €18 1 RAILWAY BOARD
Commercial Circular No. 0f2019
No.TCl11/2003/2018/3/Refund New Delhi, dated

The Principal Chief commercial Managers
All Zonal Railways

Sub: Provision of linking of PNRs for two connecting
Journeys and cancellation of such tickets and refund
of fare rules in case of misconnection of trains.

Ref: Rule No. 13(3) of Railway Passengers
(cancellation of Ticket and Refund of Fare) Rules
2015

.02.2019

As per rule no. 13(3) of Railway Passengers (Cancellation of tickets
and refund of fare) Rule, 2015, cancellation of continued journey tickets and
refund of fare in case of misconnection of subsequent trains due to late

running of first train is made as under: -

'Where a passenger holding a ticket, with or without reservation,
misses connection for continued journey by another train at any
junction station owing to late running of the train by which he had
been travel/ing, the fare for travel/ed portion shall be retained and the
balance amount of ticket shall be refunded as the fare for untraveled
portion, without levying any cancellation or clerkage charge, if he
surrenders the ticket for such refund within three hours of the actual
arrival of the train by which he had trave/led and the refund shall be

granted at the junction station. '

2. Instances have occurred where due to non-linkage of two PNRs for
connecting journey, problems are faced by Railway Passengers for
cancellation of ticket in case of misconnection of train due to late running

of first train.
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3. In passengers’ interest, it has now been decided to allow linking of two
PNRs for connecting journey for both e-ticket and PRS counter tickets or
combination of both, without giving any telescopic benefit. Hence,
facilitating rail passengers in case of misconnection of train due to late
running of first train applicability of rule no. 13(3) of Railway Passengers
(Cancellation of tickets and refund of fare) Rule, 2015 as mentioned in
para 1 above.

4. This scheme shall be implemented w.e.f. 01.04.2019.
2-

5. Wide publicity should be given through different media at regular
intervals and changes may also be updated on the different locations on
the website of Zonal Railways, Indian Railways, CRIS, IRCTC website
etc.

This issues with the concurrence of the Finance directorate of Ministry of
Railways.

CRIS & IRCTC may make necessary changes in the software.

Necessary instructions shall be issued to the all concerned.

(Shelly Srivastava)

Director
Passenger Marketing
Railway Board
No.TCl11/2003/2018/3/Refund New Delhi, dated  0%.02.2019
Copy forwarded to:
1 Dy. Comptroller & Auditor General of India (Railways), Room No.224,
Rail Bhavan,
New Delhi.

2. Principal Financial Adviser, All Zonal Railways.

3. Principal Directors of Audit, All Zonal Railways.

For Financial Commissio a Rail ays
No.TCl11/2003/2018/3/Refund New Delhi, dated
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Copy forwarded for information & necessary action to:

1 . CCM(PM)s, All Zonal Railways.

2. CRB, MT, FC, Secretary Railway\Board.

3. Adv (Vig), EDF(C), ED(C&IS), DPR Railway Board.

4. Managing Director, Centre for Railway Information System (CRIS),
Chanakyapuri, New Delhi.

5. Managing Director, Konkan Railway Corporation Ltd., Belapur
Bhavan,Plot NO R, Sector 11, CBD Belapur, Navi Mumbai-400 014.

6. CMD, IRCTC, B-148,1 1 " Floor, Statesman House, Barakhamba
Road, New Delhi.

g
92/{/(/\(\:/
(Shelly Srivastava)
Director Passenger Marketing
Railway Board
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ii.

iil.

1v.

Vi.

Vii.
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