
INDIAN RAILWAYS



"A customer is the most important
Visitor on our premises.

He is not dependent on us –
We are dependent on him.

He is not an interruption in our work –
he is the purpose of it.

We are not doing him a favour by serving him 
–
He is doing us a favour by giving us the 
opportunity to serve him”. 



HOW TO HANDLE CUSTOMERS

LISTEN TO THE CUSTOMER

LET THE CUSTOMERS  KNOW YOU UNDERSTAND

CLARIFY WHAT THE EXACT PROBLEM IS

ASK QUESTIONS FOR INPUT

APOLOGIZE FOR THE TROUBLE

PUT YOUR ORGANISATION IN A POSITIVE LIGHT







Same complaint with different complaint 
numbers.

Same complaint with different complaint 
numbers.

S/NR/LKO/000005320,S/NR/ATM‐TT/000005319,S/NR/LKO/000005249

Thanks message sent by passenger.

919415939703 VARANASI SHIVPUR STASAN PAR P.R.S. COUNTER KHULNA PAR AAPKO HARDIK BADHAI 
AUR DHANYAVAD 06/09/2011 18:30:46
Thanks for appriciation06/09/2011 19:18:27



Same complaint with different complaint 
numbers.

Same complaint with different complaint 
numbers.

S/NR/LKO/000005320,S/NR/ATM‐TT/000005319,S/NR/LKO/000005249

Thanks message sent by passenger.



Same complaint with different number.

S/NR/DLI/000000566S/NR/DLI/000000566

Thanks message Thanks message 

919310761036 Thanks for the running of new train, New Delhi to 
Ghaziabad at 7.30Pm14/02/2011 19:49:48Problem attended.
Thanks.14/02/2011 20:05:12

919310761036 Thanks for the running of new train, New Delhi to 
Ghaziabad at 7.30Pm14/02/2011 19:49:48Problem attended.
Thanks.14/02/2011 20:05:12



INDIAN RAILWAYS COMPLAINT MANAGEMENT SYSTEM 
(IRCMS)

•Registration of complaints 

•Web Based: on Internet 

•SMS Based: through Mobile Phone

•Written Complaints: Attach scanned Documents



WEB BASED COMPLAINTS

Registration on Indian Railways Web Portal

Log on to www.indianrailways.gov.in

Click Complaints & Suggestions on Home Page







CATEGORIZATION UNDER 23 MAJOR TYPES OF COMPLAINTS

Cleanliness at Station

Maintenance/Cleanliness of Coaches

Malfunctioning of Electrical Equipments

Punctuality of Train 

Complaints Related to Sleeper Class

Thefts/Pilferages

Bribery and Corruption

Bedroll Complaints

Misc. Cause

Multiple Complaints

Feedback and Suggestions



CATEGORIZATION UNDER 23 MAJOR TYPES OF COMPLAINTS

Improper behavior of Commercial Staff.

Improper behavior of Non‐Commercial Staff.

Improper behavior of Non‐Railway Staff.

Passenger Booking

Reservation Issues

Allotment of Seat‐Berths by Train Staff.

Refund against of Tickets

Unauthorized Passengers in Coaches

Booking of Luggage/Parcels

Working of Enquiry Offices

Non availability of Water

Catering and Vending Services





SMS BASED COMPLAINTS

SEND SMS TO 09717630982  ……………….TILL

UNIVERSAL  ACCESS, SHORT‐CODE NUMBER 
‘132’ GETS INTEGRATED  WITH SMS‐GATEWAY 

WAP AND SMS‐GATEWAY BEING IMPLEMENTED
PUSH SMS ALERTS TO GIVE

•RESERVATION STATUS 
•RUNNING POSITION OF TRAIN



STRUCTURE FOR MANAGING COMPLAINTS  IRCMS

COMMAND CENTRE

IRCA NEW DELHI 

ZONAL COMPLAINT CELL

COMMERCIAL CONTROL UNDER CCM

DIVISIONAL COMPLAINT CELL

DIVISIONAL CONTROL UNDER SR.DCM



REFERENTIAL DATA

NOMINATED NODAL OFFICERS 

NAMES

DESIGNATIONS 

MOBILE NUMBERS 

E‐MAIL ID

EIGHT DEPARTMENTS
COMMERCIAL

ELECTRICAL ENGG.

ENGINEERING

MECHANICAL ENGG.

MEDICAL

OPERATING

SECURITY

S&T



REFERENTIAL DATA

IRCMS CONFIGURED AS PER REFERENTIAL DATA

COMPLAINT TO THE CONCERNED NODAL OFFICER

WEB BASED: FORWARDED BY THE SYSTEM 

SMS BASED: FORWARDED BY COMMAND CENTRE



INDIAN RAILWAYS COMPLAINT MANAGEMENT SYSTEM 

(IRCMS)

FLOW OF COMMUNICATION

From PC to PC (Web based) 

From Mobile (SMS) to PC

From PC to Mobile (SMS).



HOME PAGE FOR INTERNAL USERS



INTRANET LOGIN PAGE



WELCOME PAGE OF SMS BASED CMS



INCOMING SMS’s



Select the Zone, Division, Department and Designation of the 
concerned SMS incharge. Click on the REGISTER COMPLAINT 
AND ASSIGN. Complaint is registered with a Unique ID. Incase, a 
complaint is to be sent to more than one SMS incharge. Click on the 
orange button and then follow the same procedure 



ASSIGNED COMPLAINTS



SMS COMPLAINT CLOSURE



ASSIGNED TO ME

List of all complaints assigned to the logged in User for Action.
For viewing complaint details, click  the View button under the Action Tab.



FOUR ACTIONS CAN BE TAKEN

1. Forward: Forward to concerned Officer/Department

2.   Close:  Problem resolved. Complaint marked as                     
closed after putting relevant remarks

3.   Assign: Complaint being assigned for redressal

4.   Complete: Problem resolved by the Nodal officer.    
Marked for closure/ policy decision.



WEB BASED COMPLAINT CLOSURE





HELP interface. Gives 
the Zone, Division 
and details of the 
Station and the Train.

There are 4 types of Reports.
1.Detailed Reports
2.Ageing Reports
3.Variance Reports
4..CMS Reports





Drill down has been 
provided for Detailed Report.



Bring the mouse over the Ageing Reports and click the 
left button of mouse to open the following page



Click Generate Report. Following Report is generated.

There is further drill down option at complaint type.



Bring the mouse at “ Improper behavior of commercial staff ” and press 
left button of mouse. It shows following drill down result.



There is further drill down option at complaint type.e.g. bring 
the mouse on “COMMERCIAL” and press left button of mouse.



VARIANCE REPORT
comparative position of corresponding period of previous year 

e.g. Select Year 2010  from June to July and press Generate 
Report







REPLY TEMPLATES



HELP  INTERFACE
User has to enter the Train number and press the “SEARCH” button 

to get the Division and Zone based on the Train Starting Station





THANKS 
FOR YOUR ATTENTION

Good day !


