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Why RailMadad — ‘Ease of Living’

OIORONONG

Inconvenience: Multiple portals
CoMS, DAK, CPGRAMS, IRCTC, UTSONMORBILE,
Coach Mitra and

Multiple Helplines — 15 Railway Helplines

Cumbersome registration process —
Multiple & Diffused Categories; Many entries;
No Integration with PRS, UTS & NTES ticketing
systems

Wastage of Manhours: Manual Assignment;
Top-down approach; Multiple channels - No
integration & No integrated MIS

Discomfort — Lower Disposal Rate; Higher
Disposal time

Citizen’s Charter — Commitments

=



What is RailMadad — Convergence

139 Enquiry

138 & 9 UTS Helplines

1800111321 Catering

1072 Emergency

9717630982 SMS

58888 Coach-Mitra

155210 Vigilance

\.\‘ I. ................... .I
y 182 Security i




RailMadad - Bottom up Approach

Railway Board ©

Zonal Railways - AGMs

Division - ADRMs

Branch Officers

Concerned Control




RailMadad — Direct Alerts

Complainant

Train or Station

Electrical Equipment
Bed Roll

Washbasins
Coach Interior

Dept. 7
Fn 1-5

Dept.1 Dept. 2
Fnl1-5 Fn1-5




RailMadad - Delayering

Station Complaints

'

Concerned & Commercial
Control

'

C

If Breach of Service level
Allowance (SLA) 1

)

¥

Escalation - Branch Officer

Y

C

If Breach of Service level
Allowance (SLA) 2

)

A

Escalation - ADRM

Train Complaints

'

Concerned & Commercial
Control

\ 4

C

If Breach of Service level
Allowance (SLA) 1

)

¥

Escalation - Branch Officer

( If Breach of Service level

Allowance (SLA) 2

)

A

Escalation - ADRM

Owning & Running
Division




RailMadad: Citizen-Centric Delivery

Easy to access — simple phone;
12 languages

‘ |
Digital India —

Linked with 2

4 6 Status check; Feedback
NTES, PRS, UTS &
. 1 ’ 5 ’

Empowerment -
Citizen Charter

o
Ease of registering complaints —

minimum inputs, simplified
categories

Accountability— Unique CRN;

ICMS

Ease of travel - Single portal for grievance, inquiry, assistance; Redressal on fast forward —
For all Railway Customers — passengers, freight, parcel Directly to field unit




Avg Complaints Per day

Excellent/

Satisfactory
Feedback

Disposal Rate

Complaint disposed

Average
in 2 Hrs 2

Disposal Time

RailMadad

Enabling Passengers



Complaint Share

AVERAGE COMPLAINTS PER DAY

SMS
93 Manual Dak
APP 3o 13

0%

[CATEGORY
NAME], [VALU
E], [PERCENTA

GE]

Helpline
1300
50%




Helpline — 139 (50% complaint share)

12,00,000 Average Call Handling Time (in Sec)

10,00,000
8,00,000
6,00,000

Language Support

4,00,000

2,00,000

0

Jul Aug  Sep  Oct  Nov  Dec Calls Handled by Agents

B Total Calls Calls Handled by Agent




RailMadad — Backend Personnel Deployed

ones 17 7  Departmental Controls

Divisions 70 Total IRCTC Controls
Persons




RailMadad - Manhours Saved

Avg. Forwarding Time Avg. Number of Train Complaints

13800

Manpower Involved in

o Data compilation Time
data compilation




MIS Reports - System Improvement

Root Cause . Trend
. Drill Down .
Analysis Analysis




Technology

Unified Database

Responsive UI schema for single Application Server

Device Agnostic workflow Tomcat 9

Low Network

i H Web Server Bandwidth
in—house Servers NGINK

——




THANK YOU




Back
. From Date To Date Excluding Refund Cases
From Date To Date Excluding Refund Cases bt
1/01/2020 10/01/2020 YES N
Submit
1/01/2020 10/01/2020 YES . S L
Zone Division Department Mode Type Sub Type
Zone Division Department Mocle Type Sub Type Northern Railway r AL v CARRIAGE& WAGON -+  ALL v Coach- Cleanliness- + Toilets v
ALL v AL v CARRIAGES WAGON - AL *  Coach- Cleanliness- » Toilets ' Print&$ | Ba
SNo. Organisation “| oOpening Balance Received % Share Closed Closing Balance % Disposal Avg. Disposal Time Avg. Rating
Print 8
1 nMBnL\D\»js@A 0 32 1038 2 0 100.00% 0203 Unsatisfactory
SNo. Organisation *| Opening Balance Recaived % Share Closed Closing Balance % Disposal Avg. Disposal Time Avg. Rating 2 DELHIDIVI Qq - 1 5 3722 Lt 2 98.28% 0215 satisfactory
N 3 F\RDZ“ .Nm‘ 1 76 2460 75 2 9740% 0228 Unsatistactory
1 Central Railway 2 169 7.38 170 1 99.42% 0145 Satisfactory
4 lUCKNOWN 1 56 1812 56 1 98.25% 0331 Satisfactory
2 East Cantral Railway 2 202 8.26 214 0 100.00% 0248 Satisfactory
5 MORADABAD DIVISION 2 30 an 31 1 9888% 05:01 satisfactory
3 East Coast Railway 0 144 629 142 2 £8.61% 0208 Satisfactory Total 5 309 100% 308 6 9800% 0247 satistactory
4 Eastern Railway 0 98 428 97 1 98.98% 024 satisfactory
5 Konkan Railway 0 1 0.04 1 0 100.00% 0268 Nil
6 North Central Railway 3 142 620 143 2 9B.62% 0349 Satisfactory
7 North Eastern Railway 0 88 384 88 0 100.00% 0156 Satisfactory
8 North Frintier Railway 1 183 799 182 2 g8.a1% 03:54 Satisfactory
9 North Western Railway 0 84 387 84 0 100.00% 00:61 Satisfactory
'l
\NT7 )
0 Nor(her.l.u?orh"m{_ 5 309 13.49 308 6 98.09% 0247 Satisfactory

Drill Down Reports




'|) Comprehensi Back Show 10 entr search: |
L Ragistration Closing Disposal Sub
No. Rof. No. pate Date Time Modeo Train/Station channel Type Type Zone piv | Dept Broach | Rating status
From Date ToDate EXC'Ud\'ng Refund Cases 1 20 oo 10-01-20 13:06 10-01-20 02:40 T 22481 w Coach Toilets R uma | enw | suaa Closed
1545 Cloaniiness
1/01/2020 10/01/2020 YES v 2 oz0ono0oms | w-orzoozes | worzo | oam ; wor w Tolets | wR e | oww | siaz
oeia7 Cleaniiness
Zon8 Division Department Mode Type Sub Type 3 020010002292 | 08-0F-20 2047 el w908 n Gowmh Tallots ™ uma | cnw | siar wetactory | Closed
) . a 2020 anz | oo-or-20 1904 oo-or20 | ozse T waas [ coach Tollets | MR e | cnw | s insatistactory | Clased
Northern Railway v AMBALA DIVISION v CARRIAGE& WAGON -  ALL v Al * Toilets r 2201 Cloaniiness
5 oz00i@oifes | oo-or 201810 2 o Tollets c . Saustactory Closec
{ || | 0v-or-z0 10K b 12450 M E”m”\‘ et MR ume | cw LA c 1
Print & | Back € PR P £ Preyrramy Py e " | [omw [
16 Cleaniiness
SNo. Organisation *| Opening Balance Racaivadl %Share Closed Closing Balance % Disposal Avg Disposal Time Avg. Rating ? Joa-or-20 0@ 20 oroa d 12477 A coach Tollets | MR ume | cnw [ sean Closed
[N 3 Cloaniiness
| Coach- Cleaniiness 0 - n = 10000 B 0 100.00% 0203 Unsatisfactory B 20200107018 07-01-20 14 o7-ar0 02:42 12459 w Goach Tollets | MR uma | cnw [ sear Closed
o 020010701452 | 07-01-20 1400 o7-a1-20 0a2s 2 " Coach Tallots ™ uma | enw [ siar Exceliont Closod
Total 0 100% k] 0 100.00% 0203 Unsatisfactory 726 Cleaniiness

—

Complaint History Print Back

Reference No 2020010901668 Contact Details

Contact No 6239405167
Incident Date 09/01/2020 16:00
Source Social Media HIStOI’Y B
Sooial Medic Url httpdftwitter.com/Kuljits8913760/statuses 1 215215517910196224 Zone NR Division ou
Complaint Coach - Cleanliness Department  CNW Concerned  cnw_nr_clii

person

Sub Cemplaint Toilets

Remarks Registered. Time 09/01/2020
Complaint Description cleaning of toilet is very bad 1610

Interim sir message given to chg Action Vivek Kalia
Complaint Mode Train Reply: umb to attend on arrival Taken By:
PNR/UTS No, 2206393964 l
Coach No. D9

Zone NR Division FZR
Berth No 54

Department  CNW Concerned  cnw_nr_fzr
Train No. 12459 person

O Department CARRIAGE & WAGON Remarks Please arrange to attend by Time 09/01/2020
I I o000 OBHS. 16:45

Status Closed

Actio Kanvaljeet Singh




Trend Analysis
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8.1) Bottom 5 Stations 1/01/2020 to 10/01/2020
B Clcaniiness [ Water Availability

Electrical Equipment [l Catering & Vending Services

Bl Security [ Reserved Ticketing [l Unreserved Ticketing [l Refund of Tickets

Il Enquiry Offices Il Luggage / Parcels
Bl Miscellaneous [ Medical Assistance

Il Goods [ Starf Behaviour [ Corruption / Bribery

[ ]
.
—_— = I —
BVI-BORIVALI TNA-THANE NDLS-NEW DELHI ADH-ANDHERI CSMT-
CHHATRAPATI
SHIVAJI MAHARAJ
TERMINUS

8.2) Bottom 5 Trains 1/01/2020 to 10/01/2020
I Functuality [l Coach - Cleanliness

Water Availability [l Bed Roll

I ciectrical Equipment [l Catering & vending Services [l Security [l Staff Behaviour

Il Corruption / Bribery Il Miscellaneous

B edical Assistance [l Coach - Maintenance

12296-PNBE-SBC 12802-NDL3-PURI

12554-VAISHALI 12716-ASR-NED  22692-BANGALORE




