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PREFACE 
I graduated from Indian Insitute of Technology Kharagpur this year with a B.Tech  

in  Electrical Engineering. Since my high school days, I was inquisitive about the  

political and social happenings in the country and the world and  had a genuine 

interest debating on the existing problems in the country This is the reason I have 

been involved in my social initiative named collegepedia.in. This was also the main 

reason I was looking for a political or a social internship so that I could meet 

people working for a social cause. There are very few such types of internships 

available in the country.  Rakshak Foundation Internship programme is one such 

platform. 

Rakshak Foundation - a non-profit organization researches different public policy 

issues and creates awareness about them. The basic objective of Rakshak is to help 

strengthen the foundations of our society and bolster the confidence of a common 

man in the system by creating awareness about the issues affecting him.  

In my interview for the Rakshak Foundation Internship Program, I was told that 

the mentor panel constitutes of people in the field of academia and the civil 

services fraternity. I expressed my interest to work under someone from the civil 

services fraternity for the sole reason that I’ve never had an experience to interact 

with a bureaucrat. After I was assigned my project and my mentor happened to be 

from the civil services fraternity, I decided to take up this internship. In addition, I 

have always been fascinated by Railways-not only as a mode of transportation but 

also as a uniting factor in our country of such great diversities. Hence, I was keen 

on doing a project relating to improvement of infrastructure in the Indian 

Railways. 
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Executive Summary 
 

Indian Railways is one of the world’s largest transporters of passenger traffic in 

the world. More than 21 million people from diverse backgrounds and socio 

economic conditions travel by the railways daily. Less than 1 million travel on 

reserved tickets, with a guaranteed seat or sleeping berth. The remaining 16 

million rely on unreserved tickets at 6500 stations across the country. Around 9 

million of the 21 million unreserved passengers are daily passengers. Thus, 

railways serve as a lifeline for the Indian subcontinent.  

 

With modernization and the evolvement of technology, every sector has been 

governed and managed by information technology. Indian Railways which aims to 

provide services to almost all the Indian society has also adapted to this tool of 

information technology to provide efficient services. The IT of Indian Railways is 

handled by C & IS Directorate whose task is to manage and deploy projects aiming 

for IT development of Indian Railways. The ministry of railways founded CRIS to 

look into the development of IT in Indian Railways. CRIS handles the major pilot 

projects like PRS, UTS and other IT initiatives. Also the backend of IRCTC portal is 

handled by CRIS with its frontend is handled by IRCTC. 

 

The government has taken several initiatives to bring revolutions with the use of 

IT initiatives. In the recent rail budget of 2013-14, Shri Pawan Kumar Bansal 

discussed the target of adding next generation servers to improve the ticket 

reservation facility through IRCTC. Also, he mentioned the idea of integrating the 

Aadhar card with the reservation portal for authentication of identity etc. Recently 

in July 2013, IRCTC introduced SMS based bookings to facilitate online 

reservations and ensure that customers with no interest access can avail fast 

bookings without the hassle of long queues at the booking counters. Apart from 

this, IRCTC has already released tenders to put next generation ticketing system in 

place. To check ticket mishandling by touts, the Railway board has taken several 

steps like cancellation of tickets booked by agents from 8-12 and separation of ARP 

and tatkal timings etc. 

 

But though the initiatives have been good enough to improve and facilitate the 

convenience of the citizens there still remain certain loopholes that needs to be 

looked into.  A passenger is often confused as to the process of online reservations. 

The problem starts from the first step itself when he tries to match the best 

possible train for his journey. After having ensured the train, the next step is online 

reservation for which either he can opt for online or offline reservations. Offline 

reservation is a lot hectic because of lack of proper services at the booking 

counters. The condition at these counters is dismal. The online reservations which 
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can be availed from workplace and home have issues of slow server response, 

failed transactions and confusing user interface. Thus, one way the other the 

problem persists. 

 

The problem can be approached with use of new technologies and out of the box 

solutions. A lot of users complaint of a lot of failed transactions. The reason to this 

problem is the payment gateway which has a certain probability of success rate. To 

solve this issue, a solution could be the use of advance credit or ewallet where a 

customer can recharge his IRCTC account. The balance of the IRCTC account can 

then be used for making online reservation. This has a added benefit of instant 

refunds during cancellation. The other problem of slow website could be solved 

using newer technologies like cloud computing and flash storage. Other solutions 

could be making changes in the current policies like distribution of ARP timings. To 

improve the user experience, suggestions could be incorporated from private 

websites which provide a lot of new features using the data from PRS servers. 

 

The latter half of the project focussed on the feasibility of no-meal option in 

superfast premium trains like Rajdhani, Shatabadi and Duronto. These trains were 

started way back in 1969 to provide complete services to the passengers during 

the journey. This includes catering, announcements, comfortable coaches etc. But 

over the years the quality of food in these trains has degraded and there has been 

food wastage due to compulsory meals. This has compelled some of the passengers 

to carry their own food during the journey. The aim was to get a detailed survey 

regarding the quality, variety and wastage of food in these trains and look at the 

feasibility of no-meal option in these trains. On interaction with officials on board, 

it was found that the wastage is minimal and thus the focus was shifted on ways to 

improve the catering services in these trains. Since catering is a major concern in 

these trains and also it plays a major role in providing proper services in these 

trains, a separate committee to look after the catering services in these trains was 

suggested. Also to cater to taste of the people, menu should be based on the 

regions covered by the train. 
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Introduction 
 

1.1 Background Information  

 

Indian Railways (IR) started with a journey of 53 km between Mumbai and Thane 

on April 16, 1853. Today, it has one of the largest rail networks in the world with 

64,460 route kilometres of route length. It offers a cheap and affordable means of 

transport to millions of passengers, hence playing a major role in the social and the 

economic development of the country. According to Indian Railways Yearbook 

2010-11, Indian Railways carried about 21 million passengers daily.  

The sheer volume of passenger traffic implicates upon the Indian Railways to have 

an effective passenger services policy. Passenger reservation on Indian Railways is 

of utmost importance and recognising this as one of the most important passenger 

need is essential. The Railways realise this and have incorporated their 

responsibility in the ‘Citizen’s Charter on Passenger Services in Indian Railways’.[1] 

 

 With the advent of IT and boom in ecommerce has made it mandatory for all 

organizations to make their services online to the extent possible.  The Indian 

Railways, catering to the travel demand of modern India has also tried to 

modernize its IT wing to provide services to the citizens of India. The 

Computerization and Information Systems Directorate is the nodal directorate for 

implementation of all projects which are charged to plan head computerization. 

This includes project based administration, policy formulation areas, operation of 

Railway Computer Center (RBCC), maintenance of computers in railway board. 

Apart from this, the Railway Board established CRIS way back in 1986 to 

implement IT projects. 

 

1.1.1 Centre of Railway Information System (CRIS ) 

 It was started back in 1986 to handle certain issues with the use of information 

technology. CRIS now works as an autonomous organization under the Ministry of 

Railways. It develops and manages the Information Technology applications of the 

Indian Railways. CRIS also provides IT applications for non-Railway Government 

and Public Sector organizations. The projects handled by CRIS are: 

 Passenger Reservation System (PRS) A countrywide online passenger 

reservation and ticketing system, developed and maintained by CRIS, is a 

complex online distributed client server application developed in C and 

Forn programming languages on Digital OpenVMS operating system. It 

allows a passenger from any location to book train tickets from any station 

to any station. It handles reservations, modifications, and cancellations / 

refunds. It performs reservation for over 1.6 million seats and berths daily.   
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 The Internet based E-ticketing reservation system, whose front-end is taken 

care by IRCTC. The e-ticketing website used for online reservation 

(www.irctc.co.in) is maintained by IRCTC. The front-end code for the 

website was developed by Broadvision and this website relies on CRIS 

servers for database queries. 

 The computerisation of the Unreserved Ticketing System Unreserved 

Ticketing System of Indian Railways.   

 National Train Enquiry System and Rail Radar for latest train running 

timings and live train tracking. 

 

1.1.2 Indian Railways Catering and Tourism Corporation (IRCTC) 

 

Indian Railway set up a public sector company, Indian Railway Catering and 

Tourism Corporation Limited (IRCTC), owned by the Ministry of Railways in 2002. 

The role of this company was to function as a technology arm of the Indian 

Railways to implement, upgrade and professionalize the rail reservation system 

apart from looking into the catering and hospitality services of Indian Railway. 

IRCTC launched its official website http://www.irctc.co.in on 3rd August, 2002 for 

the purpose of railway ticket booking through Internet. Since its inception in 2002, 

it has emerged as one of the largest online payment Internet site in India with 

annual growth of more than 300 percent. This website touched a daily high of 4.7 

lakh tickets and crossed around 15 Lakh ticket sales per month during several 

months this year. There are about 31 crore reserve tickets being booked in a year 

out of which 55 per cent tickets are sold through windows. While 37 per cent 

tickets are booked online, eight per cent are being booked by ticketing agents. [2] 

IRCTC provides tickets to public in their comfort zone of home/residence and thus 

saves them from hassles to visit “Railway Reservation Centers.” The delivery of  

tickets is made either through the courier or a person can himself take out the 

print out for travelling. In a recent move, IRCTC has allowed SMS based tickets to 

save paper. Thus, IRCTC is not only saving time of public but also saving their cost 

of travelling/parking to these centers. For Railways it is saving on their 

infrastructure i.e. Buildings, Air-Conditioning, Electricity, Furniture, Staff etc. The 

spirit behind the project was to avoid the customer going to Passenger Reservation 

System (PRS) and instead bring PRS to customer. 

 

So, in nutshell the different websites that come under the domain of Indian 

Railways: 

 www.indianrailways.gov.in : This is the official website of Indian Railways. 

It contains all information regarding the railways which include news and 

announcements, tenders, railway board, press release etc. This website also 

http://www.irctc.co.in/
http://www.indianrailways.gov.in/
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contains the online complaints and suggestions portal that could be used for 

registering complaints at Indian Railways and also to give 

feedback/suggestions. 

 www.indianrail.gov.in : This is the passenger enquiry system website which 

provides details regarding reservation, availability of trains, availability of 

seats, trains between important stations. In nutshell, this website can be 

used to make all online enquires before and after reservation. 

 www.trainenquiry.com : This website provides detailed updates regarding 

the current running status of the train. Rail Radar which is also hosted in 

this domain gives a visual look of the current locations of some of the trains. 

 www.irctc.co.in : The most busy ecommerce website of India. This website 

handles the online reservation of Indian Railways. With the advent of 

ecommerce, the amount of traffic in this website has increased 

tremendously over the years.  

 

The above websites are generally used for reserved passengers. This is a small 

volume of the passengers that travel by trains daily. Most of the passengers buy 

unreserved tickets at more than 6500 stations  which allow them  to board and 

travel by coaches or trains nominated for unreserved passengers but do not  

guarantee a seat or sleeping berth. These passengers contribute to more than 50% 

revenue of Indian railways. 

 

Earlier before the advent of IT, all  ticketing  was  done manually through  issued 

pre-printed  card tickets  or paper  tickets.  Due to the increase in the  number  of  

trains  run  and  the  passengers  carried  increased over the years, the logistics, of 

indenting, procuring, distributing, stocking, issuing and accounting for such a large 

number of tickets, posed a big challenge  to  the  Indian  Railways.  In 1985, 

computerised ticketing for reserved tickets was first introduced in Delhi.  This 

system, known as the Passenger Reservation System (PRS), was a success, both 

from the administration and the public perspectives, and over the next decade was 

extended to cover most of the stations.  

 

Unreserved  ticketing,  which  accounted  for  the  bulk  of  the  tickets  issued  but   

catered predominantly to the ordinary second class passenger was almost 

technologically neglected  till  2002  when  a  computerised  Unreserved  

Ticketing  System for  Indian Railways  was  conceived,  sanctioned and 

introduced in Delhi  as a pilot  project.  The system was designed, developed and 

implemented in-house by the Centre for Railway Information Systems – the IT arm 

of the Indian Railways. 

 

http://www.indianrail.gov.in/
http://www.trainenquiry.com/
http://www.irctc.co.in/
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The biggest challenge before CRIS was designing “a well integrated centralised 

system, supporting 24x7 service availability at all stations”.  Such a system 

envisages a central repository of data which requires an efficient,  high quality,  

robust  and reliable  data communication network that  was not readily available at 

the time,  even in Delhi. CRIS opted to design and create an exclusive ticketing 

network based on the state-of-the-practice TCP/IP protocol suite,  with a highly 

scalable routing domain using OSPF-an international  standard protocol,  having an 

inverted tree with partial  mesh topology and appropriate  redundancies  to  avoid  

single  point  of  failures.  Every station was to be connected through two 

communication channels-one leased from MTNL/BSNL and the other from the 

railways internal communication network. 

 

Despite the complexity of the task and the almost impossibly stiff target, CRIS 

delivered the pilot project on time. UTS went online at New Delhi on Independence 

Day,  2002. 

 

Initially UTS was provided at large station only but with the confidence gained 

from the initial  deployment  the  Ministry  of  Railways  decided  to  spread  it  

across  the  entire network. A decision was taken that the expansion will cover 

even E class stations thus covering almost every location that sells tickets. E class 

stations refer to the smallest class of stations and are typically small roadside 

stations located in the countryside.[3] 

 

Since unreserved tickets are the backbone of railways economy and is used by 

more than 90% of travellers this section has been to be dealt and its issues to be 

handled properly. 

 

For people who could afford luxurious travel, several train services like Rajdhani , 

Shatabadi and Duronto were introduced. These trains are given top priority in 

terms of time, speed and facilities. Also catering charges are included in the train 

since they provide compulsory meals during the journey. But over the years, a 

good proportion of the passengers of these trains have raised issues over the 

degrading quality of food in these trains. Sometimes, people prefer to have their 

own food in these trains. The reasons could be lack of quality food, lack of variety, 

poor service, and preference to homemade food. Whatever the reason may be , this 

leads to wastage of food and wastage of money.  

1.2 Main Problems in the current websites of  Indian Railways  

 

The Indian Railways (IR) network connects areas across the length and breadth of 

the country. The passengers travelling represent the broad diversity of the country 
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– regional diversity, cultural diversity and financial diversity. Indian Railways 

serves as a connecting bond to this land of diversity. The traffic and the pattern of 

traffic it handles is completely different from abroad. India is a land of festivals and 

there are seasons during which the peak load on reservations increases drastically.  

With the advent of IT and boom in ecommerce, the burden is on the IRCTC and the 

PRS portal to serve the increasing traffic. But the demand is always more than 

resources. Some of the highlighting issues that are prominent in the websites of the 

Indian Railways are: 

 

Figure 1: Problems faced in Indian Railways website 

1.2.1 Slow E-ticket website 

IRCTC is the busiest ecommerce website of India. The most common complaint 

received from users was that the website hanged due to traffic overload. Even if 

the user logs in, the slow server response at each step would make the booking of 

tickets impossible. The situation becomes worse during tatkal booking hours when 

the site becomes inaccessible. 

 

1.2.2 Large number of failed transactions 

About a quarter of the 1.4 crore transactions that the website processed in 

February this year were unsuccessful. About one out of 4 transactions fail at IRCTC. 

:Failure of transactions may be for several reasons. Slow speed of online services 

of various banks ( IRCTC have tie-ups with 18 of them ) is a major cause. The 
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payment gateway transaction takes about 1.5-2 minutes. But for some banks, take 

longer, resulting often in failure. There can be customer-centric reasons like no 

money in account. Sometimes, customer gives a berth preference and it takes time 

for the system to find a particular berth. By that time a ticket may already be 

booked. 

1.2.3 User experience 

The present website of IRCTC is very clumsy with regards to display of web pages 

(font sizes , image location ) which gives a very dull impression to the customer 

booking a ticket.  Also a user before booking a ticket visits several other websites 

like indianrail.gov.in , erail.in and indiarailinfo.com to get the latest updates 

regarding birth availability , average train delay, train routes, trains when there is 

no connecting train etc. This becomes a cumbersome process and an average 

customer spends nearly half an hour to book a ticket. The situation becomes 

pathetic when after all this efforts, the ticket is not booked due to slow IRCTC 

website or failed transactions.  

 

1.2.4 Passenger Complaint and feedback management portal 

Indian Railways recently introduced the complaints and suggestions portal for 

customers to lodge misbehaviour during their journey. This portal is live on the 

official website of the Indian Railways which the general public is unaware. Also 

the process for review of complaints is not mentioned. The portal could be made 

more efficient if it’s put on a platform with more public access. 

 

1.2.5 Security and data theft issues 

On interaction with official of the Centre of Railway Information System (CRIS) at 

Chankyapuri, one of the reasons for clogging of the bandwidth is data theft. Many 

private firms like indiarailinfo.com and erail.in tend to extract and mine data from 

PRS server. This, in turn , ultimately transfers the burden on CRIS servers. Also 

many hackers and firms tend to release viruses, malwares and spywares to slow 

down the website of IRCTC and PRS. 

 

1.2.6 Lack of proper management of information 

The information regarding refund rules, grievance redressal, tourist guide, train 

routes are all present at different places. There is still a lack of a proper platform 

that could address the needs of a passenger trying to board a train on reservation. 
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1.3  Main Problems with the catering services of superfast premium trains 

 

As discussed before, trains like Shatabadi, Rajdhani and Duronto were started to 

provide hastle free journey to the passengers providing them with all the facilities 

a customer would desire for during the journey. This includes catering, wifi, 

jerkless travel etc. The catering forms an integral part of the services. But over the 

years catering has been looked down by passengers due to several reasons. The 

main problems pertaining to catering services in these trains are: 

 

Figure 2: Problems in catering in luxury trains 

1.3.1 Food Quality and Hygiene 

This is by far the most important issue to be looked into. A lot of complaints 

concern with the quality of the food provided. In addition, there are many 

complaints regarding the food hygiene. Some of the components that constitute in 

the food quality and hygiene services are:  

a. Quantity of food: Many passengers complain that the quantity of food was 

insufficient to their expectation. 

b. Variety of food: Passengers, mostly who travel in Rajdhani often complain about 

the same menu being served during all travels. They expect the variety in the food 

provided to them. 

c. Hygiene level: This is one aspect which attracts most number of complaints. 

There are a lot of questions raised by the passengers on the food not adhering to 

the proper standards. 

d. Packaging: Improper packaging often attracts a lot of criticism. 

e. Timing of meal: Often, when the train runs late, the timing of meal gets delayed 

and hence, it causes a negative impression of the Railway catering services. 
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Poor service 
by the 

caterers 

Asking for 
tip 

No 
provision of 
mid-career 

training 

Value for 
money 
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f. Temperature of Meal: Meals served cold often lead to criticism of the catering 

facilities on-board and off-board cater. Sometimes, cold storage food items are not 

served the way they should be. 

 

1.3.2 Staff Misbehaviour 

The railway staff, particularly servicing and cleaning staff has the same 

responsibility as any other staff in the multinational food chains and are expected 

to be polite and answerable to all the queries raised by the passengers. But often, it 

is found that the staffs abuse the person instead of  clarifying his doubts/queries.   

 

1.3.3 No Provision of Mid-Career Training/ Professional Ethics 

Trains like Rajdhani, Shatabadi represent the charm and luxury of Indian Railways. 

The person recruited into the service in these trains should have decent soft skills 

training before he caters the needs of the passengers as is done in flights. However, 

once an employee is recruited into the service, there is no program for inculcating 

the professional ethics in them after a few years of service. This is one of the 

reasons for slow pace of work and staff misbehaviour. 

 

1.3.4 Feedback Management System 

A very crystal clear feedback registry system was developed by the IRCTC.  

Feedback facility is available through telephone, SMS and web. There is also a 

register that is maintained by the authorities working at the pantry car. But the 

procedure for addressing a complaint is not very certain. In addition, actions on 

the service providers incase of repeated complaints against them have to be done. 

 

1.3.5 Value for money 

Many customers believe that that the quality and the amount of food served in 

these trains is not worth the extra amount they pay while booking tickets. 
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1.4 Goals and Objectives 

 

Objective 

 

The objective of this project is to conduct a research study on the existing 

features in the current website and future initiatives to be taken. Also since 

most of the passengers travel on unreserved ticket ways to improve their 

experience should also be taken into consideration. The project also focuses 

on the feasibility of introduction of no-meal option in superfast premium 

trains like Shatabadi, Rajdhani and Duronto.  

Goals 

 

The goal of this project is to come up with innovative solutions which can 

improve the face of the existing facilities on the reservation portal of the 

Indian Railways. The solution must adhere to the fact that the traffic would 

always increase and the need for a better user experience would always be 

there. The innovative solution must be cost efficient and be easily 

implementable. For a long term solution, a cost benefit analysis has to be 

done. For superfast premium trains, an effective solution on how to 

implement the no-meal option should be taken if the solution is feasible. 
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1. Methodology 

 
Since the project mainly deals with improving the reservation portal, ticket 

bookings and  evaluation of  feasibility of no meal option in luxury trains of  Indian 

Railways and then suggesting some possible, my approach has been ‘Literature 

Search supplemented by findings from Field Visits and Surveys’.  

2.1 Literature Search  

 

o The budgetary speech of the then honourable Railway Minister Shri 

Pawan Kumar Bansal for year 2013-14 provides an overview of the IT 

initiatives planned by the ministry of railways for the fiscal year 2013-

14. 

o The official website of Indian Railways (indianrailways.gov.in) provides 

details of the citizen’s charter, complaints forum and other mandatory 

information for the citizen of India. 

o Various press releases by the press release bureau of India outline the 

action plans government has taken or is planning to take in coming 

years. 

o Different 3rd party websites like indiarailinfo.com, erail.in to look into 

aspects that could be incorporated in IRCTC or indianrail.gov.in. 

o “Cloud Computing Basics” CAT serial for communications. 

o “National Consumer Complaint Forum” gives an overview with nature of 

complaints filed by passengers travelling in Rajdhani express. This 

helped in categorizing the complaints into different categories. 

o Right to Information (RTI) application to the Central Public Information 

officer (CPIO), IRCTC for the details of the IRCTC server and the traffic 

on the website.  

2.2  Field Visits 

 

Mr. Suyash Narain, Executive Director, C & IS at Rail Bhawan provided details 

regarding the official website of the Indian Railways, IT initiatives as proposed in 

the rail budget and the loopholes to work in the website handled by the Indian 

Railways. 

 Mr. Sudhir Tyagi at Centre for Railway Information discussed the general 

problems faced by the railways and how task to be handled by the Indian Railways 

is way different from other countries. The details of the discussion are mentioned 

in the field report. 
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Pitamber Verma, who is the chief project engineer at CRIS. He discussed in details 

the amount of traffic handled by railways website, the pattern of the traffic, the 

technical issues and the limitations. The details of the discussion are mentioned in 

the field report. 

2.3  Surveys 

 

 To understand and get detailed analysis of the list of problems faced on the 

website for reservation of tickets an online survey was conducted on “IRCTC 

problems and suggestions”. The survey has till now got 50 responses. Since the 

response was online, most of the responses were from the age group 15-25. 

Most of the people complained of slow website, failed transactions, session logout 

while booking tickets, lots of enquires to be made before booking a ticket, late 

refund etc 

To understand the opinion of the people a survey was conducted among different 

age groups. The survey focused on knowing people’s opinion on the quality, 

quantity and variety of the food served in these superfast trains. The survey got 

around 130 responses mostly from the colleges students of the age group (15-25) 

and few responses from the working group (25-35). The questions and responses 

are as follows: 

What is your age group? 

 

 

 

 

 

Since it was an online survey, most of the responses received were from the age 

group of 15-30. The survey can also be termed as expectations of young India from 

superfast premium trains like Rajdhani, Shatabadi and Duronto. The highest 

number of responses came from the state of Delhi, which constituted 35% of the 

total votes. Other significant contributors were from the  

states of West Bengal, Jharkhand and Rajasthan. 

 

0-15 years 0 0% 

15-25 years 110 87% 

25-40 years 16 13% 

40-60 years 0 0% 

Above 60 0 0% 

Figure 3 Differen age groups of the people 
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Have you ever travelled in Rajdhani, Shatabadi or Duronto Express? 

 

Yes 115 91% 

No 11 9% 

 

 

 

From this survey it is evident that most of the people have once experienced the 

comfort journey of these superfast premium trains. It also suggests that these 

trains which once used to be the luxury of the elite few is now affordable to the 

upper middle class and middle class. 

 

How was the quality of food in these trains? 

 

 

Most of the reviews suggest that the food quality was nearly average. This is a 

compliment for the railways, given the diversity of the passengers travelling in it. 

Since these train services were started to provide comfort journeys to the elite 

class, the catering services has to be of superior class. A feedback where most 

users have reported the food quality to be average raises the question of 

improving the services in these trains. 

How was the variety of food offered in these trains? 

Very Bad 4 3% 

Bad 27 21% 

Average 58 46% 

Good 32 25% 

Very Good 5 4% 

Figure 4 Proportion of the people who have travelled in superfast premium trains 

Figure 5 Feedback on the quality of food 
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In India, variety and quality are often used interchangeably. Increase in the variety 

of items is generally perceived as increase in quality of services. The data on the 

consumer satisfaction on the variety of services provided by the survey indicates 

that this sector has to be looked more seriously. Increase in the variety of the items 

can be done by availing an option of having a deluxe thali for those who want more 

items in their food, increase in the snacks etc. 

How was the quantity of food offered? 

 

 

 

 

This figure states that though the quantity of food served in these trains is 

sufficient yet a large portion have the opinion that they could have had more food 

during the journey. 

Would you prefer food of your preference (home- made, bought from 

somewhere) over the food served in these luxury trains? 

Good 38 30% 

Food variety different from home made food 23 18% 

Not satisfied with the variety 65 52% 

Sufficient 68 54% 
Not enough 24 19% 
Sufficient, but could have 
had more 

34 27% 

Figure 6 Feedback on the variety of dishes served 

Figure 7 Feedback on the quantity of food 
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This clearly indicates that due to various reasons majority of the passengers are 

hesitant to rely on the compulsory meal provided in these trains. 

Do you think providing compulsory meal also leads to wastage of food since 

many passengers opt for carrying food of their own and their quota of food is 

wasted? 

 

 

 

 

 

 

Should an option of no-meal option (at the time of booking) introduced in 

these trains? As of now compulsory meal is provided in these trains whose 

charges are added in the ticket. For these luxury trains we have 2 options to 

opt for ( veg or non-veg) at the time of reservation. Do you support provision 

for a 3rd option “No-meal” where you can deny from compulsory meal in 

these trains and the catering charges will not be added in your ticket? 

 

 

 

 

Yes 76 60% 

No 50 40% 

Yes 94 75% 

No 32 25% 

Yes 115 91% 

No 11 9% 

Figure 8 Feedback on food preferance 

Figure 9 Response on food wastage 

Figure 10 Feedback on no meal option 
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In case you opt for “no-meal” option, would you like to buy from pantry cars 

like we do in other trains or would you carry your own food? 

 

 

 

 

 

 

Should these trains also have optional meal like other normal trains where 

you can buy from pantry cars and no compulsory meals? 

 

 

 

 

 

 

 

 

 

 

Buy from pantry cars  90 71% 

Carry own food 36 29% 

Compulsory meals  25 20% 

Optional meal like other trains 101 80% 

Figure 11 Alternates to no-meal 

Figure 12 Opinion on catering at normal trains 
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2.4  Meetings and Interviews 

 

On my interaction with Shri Mukul Mathur, mentor, I distributed the work into 

three sections. The first part would focus on methods to improve the different 

websites of Indian Railways. The second part would look into ways to improve 

ticket bookings and the third part would focus on the evaluation of provision for 

no meal-option in trains like rajdhani and shatabadi. He suugested to look into 

ways to improve user experience at IRCTC  and to look for technologies that could 

suffice to such large volume of traffic. He also arranged for further meeting with C 

& IS directorate and officials at CRIS.  

 

Date Name Designation  Institution Topic of  Discussion 

24 

May 

,2013 

Shri Mukul  

Mathur 

Executive 

Director, 

Traffic/PPP 

Ministry of 

Railways 

Project tasklist and 

objectives of the week 

31 

May, 

2013 

Shri Suyash 

Narain 

Director, 

C & IS 

Ministry of 

Railways 

Official website and 

future initiatives of 

Indian Railways 

7June, 

2013 

Shri Sudhir Tyagi   Centre of 

Railway 

Information 

System  

Problems faced by 

Indian Railways  

13 

June, 

2013 

Shri Pitamber 

Verma 

Chief Project 

Engineer 

Centre of 

Railway 

Information 

System 

(CRIS), 

Chankyapuri 

Problems and 

constraints for the 

website of online 

reservation 

17 
June, 
2013 

Shri Mukul 
Mathur 

Executive 
Director, 
Traffic/PPP 

Ministry of 
Railways 

Discussion on the 
recommendations 

22 

June, 
2013 

Shri Sunil Kumar GGM, IRCTC Internet 
Ticketing 
Centre, 
IRCTC 

Problems and issues 
with the IRCTC 
website 

26 
June, 
2013 

Shri Mukul 
Mathur 

Executive 
Director, 
Traffic/PPP 

Ministry of 
Railways 

Strategy to be 
followed to look into 
the feasibility of no-
meal option 
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27 
June, 
2013 

Shri K. P. Yadav Director, 
Catering 

Ministry of 
Railways 

Opinion on no-meal 
option 

28 
June, 
2013 

Shri Mukul 
Mathur 

Executive 
Director, 
Traffic/PPP 

Ministry of 
Railways 

No-meal option scope 

 

Please refer Appendix A for details* 
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Current Government Efforts 

In his railway budget speech for the year 2013-14, the then Railway minister Shri 

Pawan Kumar Bansal emphasized on IT initiatives of the Indian Railways. He said 

“Today, I look forward expectantly to the use of Aadhar scheme by IR. The database 

generated, can be extensively and efficiently used by railways not only to render more 

user friendly services such as booking of tickets, validation of genuine passengers 

with GPS enabled handheld gadgets in trains, but also to provide a better interface 

with its employees in regard to their salaries, pension, allowances etc. I have had 

some discussion on potential applications of Aadhar with Shri Nandan Nilekani.  I 

plan to roll out a more efficient and people sensitive Railway Services system.  Some 

of the measures initiated or afoot are:-  

i. extending availability of the facility of internet ticketing from 0030 hours to 

2330 hours;  

ii. making e-ticketing possible through mobile phones; 

iii. as a follow up to overwhelming response to IR website and  Integrated 

Train Enquiry Service under “139”, a project of SMS Alerts to passengers 

providing updates on reservation status is being rolled out shortly;  

iv. covering larger number of trains under Real Time Information System  

(RTIS), whereby rail-users will be able to access information through 

nominated websites and mobile phones.” 

Regarding the slow website and failed transactions in IRCTC, he added that  “I often 

get to hear that congestion at the IRCTC website causes inordinate delay in accessing 

the system for e-ticketing.  By the end of this calendar year, we will put in place a 

Next Generation e-ticketing system which will bring about a paradigm shift in 

internet rail ticketing by significantly improving the end user experience in respect of 

ease of use, response time as well as capacity.  The system shall be able to support 

7200 tickets per minute as against 2000 tickets per minute today. It will support 

1,20,000 simultaneous users at any point in time against the present capacity of 

40,000 users with capability to easily scale up as demand increases in future.  The 

system will make use of advanced fraud control and security management tools 

thereby further improving fairness and transparency in disbursal of tickets.” [4] 

 

Apart from this the Indian railways has from time to time revived its policies. Some 

of them being 

1. SMS based ticket bookings 

Train passengers can now book through mobile phones through a simple 

text-messaging-based facility or a menu-based dialling service from July 1, 

2013. The two non-internet systems developed by the Indian Railway 

Catering and Tourism Corporation (IRCTC) ie. Menu based dailling sevice 

and sms service is compatible with almost all phones. 
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  Menu-based dialling service uses a system called unstructured 

supplementary data (USSD) where the numbers on the menu offered needs 

to be dailed. Payment is made through mobile wallet. An internet 

connection is not required and thus the customer doesnt incur data charges. 

The IRCTC said that it has provided a simple user-guided menu to book 

tickets, search stations and check the availability of berths. 

For the SMS-based ticket service, customers need to register with their 

banks to generate Mobile Money Identifier (MMID), a seven-digit random 

number. For the menu-based USSD system, there is no need to register with 

the bank and payment can be authorized through a mobile wallet. 

Six berths or seats can be booked in a single transaction through the new 

systems.[5] 

2. IRCTC to book 7200 tickets per minute 

With the ambitious aim of bridging the whooping gap between demand and 

supply in e-ticketing category, IRCTC released its grand action plan to book 

7,200 e-tickets per minute in the current fiscal. 

Presently, the ticketing website of the IRCTC is able to handle about 1.2 lakh 

concurrent connections on web servers and can book about 2000 tickets 

per minute.  It would cost about Rs 100 crore to Railways for strengthening 

the ticketing site. 

CRIS, the technical arm of railways, is also looking into ways of upgrading of 

the IRCTC website. According to officials, the upgrading of website is a 

continuous process as an average booking per day has been increased from 

3.67 lakh in 2012 to 4.15 lakh now. 

There are about 31 crore reserve tickets being booked in a year out of 

which 55 per cent tickets are sold through windows. While 37 per cent 

tickets are booked online, eight per cent are being booked by ticketing 

agents. 

Tendering process for upgrading of software and strengthening of 

hardware is on as per the Rail Budget announcement, said the official.[6] 

3. Cancellation of  tickets booked by agents between 8-12 am  

In a major move to avoid last minute booking of bulk tickets by agents the 

railways announced that tickets booked through agents during the time 

interval 8-12 am would automatically stand cancelled. Thus agents are not 

allowed to book trains during this duration and this time slot is strictly 
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reserved for passengers. This would ensure reduced load on the website 

and more availability of tickets (general and tatkal) to normal 

passengers.[7] 

 

4. Advance booking period for train tickets reduced to 60 days 

The railways have decided to reduce the the Advanced Reservation Period 

(ARP) to 60 days from 120 days to avoid cornering of bulk tickets by touts. 

The new rule was made effective from May1, 2013.[8] 

 

5. New Timings for Booking Tatkal Tickets   

 Segregation of Tatkal buyers through separate queues, separate 

counters etc. as per the local requirement and feasibility. 

 Installation of CCTVs in all major booking centres to monitor any 

unusual activities. 

  Inspection of the reservation centres by the senior officers 

 Display of helpline numbers for complaints 

  Raids by the vigilance squads [9] 

 

6. Booking through new tatkal scheme 

 Advance Reservation Period of Tatkal scheme was reduced from two 

days excluding the day of journey to one day excluding the day of 

journey.  

 Refunds are not granted on cancellation of confirmed Tatkal tickets 

except in case of special circumstances like late running of train by more 

than three hours, cancellation of trains etc. 

 Duplicate Tatkal tickets are not issued under normal circumstances. In 

exceptional cases Duplicate Tatkal tickets can be issued on payment of 

full fare including Tatkal charges.  

 Tatkal tickets are issued only on production of self attested photocopy 

of one of the 9 prescribed proofs of Identity mentioned in the scheme, at 

the computerised Passenger Reservation System (PRS) counter. While 

booking e-ticket, the passenger has to indicate the number of identity 

card in the system. The passenger is required to carry the same proof of 

Identity during the journey.  

 A restriction of booking of a maximum of four passengers per PNR on 

Tatkal ticket has been imposed. [10] 

 

7. E-tickets from railway portal  

 Likely to reduce pressure on the Indian Railway Catering and Tourism 

Corporation (IRCTC) site. 
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 Travel agents and commercial organizations are not supposed to use 

this portal.  

 could book retiring rooms and taxi in advance online through this 

particular site.  

 Could also avail cloak room service by sending messages to respective 

places or authority concerned in advance. 

 Railways will make this system fully functional by August 15 

 ECR chief commercial manager (CCM) Deepak Chhabra said that it 

would prove to be a boon for people.  

In the field of catering services, Mr. Bansal in his  rail budget mentioned that 

arrangements are being set up with food testing laboratories in addition to third 

party audit.  State-of-the-art base kitchens are proposed to be set up in railway 

premises for better monitoring of quality of meals. ISO certification will now be 

insisted upon for all base-kitchens.  

 A Centralised Catering Services Monitoring Cell with a Toll free number – 1800 

111 321 has started functioning w.e.f. 18th January, 2013 to facilitate redressal of 

complaints/suggestions on real-time basis. [11] 
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Results and Discussions 
 

 4.1 Findings from the literature 

 

Online travel ticketing in India has seen a major rise in the present decade and 

more Indians prefer their travel plans online, says a latest research. This has made 

IRCTC, MakeMyTrip, Redbus and other booking systems a preferred choice for 

customers. In online travel, the Indian Railways has a significant contribution and 

IRCTC (Indian Railway Catering & Tourism Corporation), an Indian Railways 

subsidiary, handles online ticketing. However, unlike other e-ticketing sites, it has 

often faced criticism for sluggish and laggy performance.[12] 

 
Figure 13 Percentage share of ecommerce among travel websites 

 
Figure 14 Percentage share of different payment gateways on IRCTC 
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Nevertheless, the number of people logging to IRCTC site to book their tickets is far 

larger than the other travel websites, especially during tatkal reservations and last 

minute bookings. The reason for this is that tatkal reservations online window 

opens a day before the date of journey for two hours, and all the tickets gets sold 

within an hour of opening. The traffic congestion on the IRCTC website is almost 

10 times of normal traffic during 10 AM (tatkal window opening timings) which 

leads to congestion. The site handles 10.7 million (ComScore report for April 2013) 

unique visitors per month and has the capacity to handle only 40-45,000 tatkal 

tickets during the 2-hour tatkal reservation window. Thus, the overload on the site 

at 10 AM everyday needs to be resolved. 

  

During the rail budget 2013-14, enhanced e-ticketing and server capabilities were 

proposed with an estimated budget of ten crore. The site was to be renovated to 

cater 60-65,000 tickets with upgraded servers to 64GB RAM. This would facilitate 

80 lakh concurrent users compared to 10 lakh in the present scenario. The irony is 

that though this may seem to solve the present problems, but with the growing 

feasibility and popularity of online booking, the number of people prefering online 

booking will surely increase year by year. IRCTC can at present handle 2000 tatkal 

reservations per minute while the latest proposed plan is around 7,200 tickets 

per minute. Whether 7200 tickets per minute would cater to future needs is a big 

question to ponder on.  

 

Reasons for traffic congestion 

E-ticketing mainly consists of two major aspects – first part deals with networking, 

interconnectivity and servers while the second part includes convenient billing 

system available to online consumers. While the technical specifications ensure 

smooth and swift operation of the entire process, users should also have ample of 

easy payment options. The server ensures secure connection for the customer who 

logs into the website. E-ticketing companies have servers that can handle a specific 

number of connections as per the server specifications, but in the past decade, this 

number has grown rampantly. During the tatkal reservation slots, the server is 

forced to handle multiple times the number of concurrent connections than its 

specifications. So, once disconnected, a user needs to wait until there is space for 

another connection, which becomes possible only when someone gets 

disconnected. Moreover, a failure at any step means the customer has to begin 

from the start.[13] 

 

According to an RTI available on RTI anonymous dated March 2012, the website 

has reached maximum 4.74 lakh tickets in a day. The current average booking is 

3.65 lakh tickets per day. Total tickets including Tatkal between 8-9 AM has 

reached maximum of 56,722. 
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The capacity of system is proposed is to be enhanced to maximum 7.5 lakh tickets 

booking per day in 1st phase and 10 lakh tickets in next phase. As per the technical 

specifications, the web server connection can handle 45000 concurrent users and 

the application server can handle maximum 45,000 concurrent users. As evident 

the demand (more than 56000) is more than the server handling capacity. Also the 

transaction can reach up to maximum of 1995 tickets per minute. Now, this figure 

gives a clear indication that only around 2000 tickets can be booked though the 

number of concurrent users during tatkal hours is around 50000. This leads to 

poor server response. 

The need is to look for proper technologies that could cater to such demand. One of 

the technologies that have been on the talk is Cloud Computing. 

4.2 Finding from the fields and impact on the theoretical focus of the project 

 

 The problems with the IRCTC are not only related to technology but also 

socio-economic reasons. The government’s revenue depends on the number 

of tax payers in the country which is a meager 8 %.  And this revenue is 

distributed in terms of priority in education, health etc. Thus the budget for 

infrastructure development (increasing number of trains to reduce traffic 

congestion ) is  less in railways. 

 The booking pattern in railways is very different from foreign countries. 

India is a land of diverse culture with festivals and vacations. The peak load 

during this time rises 10 fold compared to average months. Any installed 

server should cater to the peak load. 

 Demand will always be there, in fact it will grow. IRCTC has added 52 

servers which cater to peak traffic today and have plans to add 18 more 

servers. Scaling up is not the only solution. The need is to have more trains 

and routes. If the bandwidth is increased to unlimited capacity, people in 

rural areas, who don’t have net access will always be deprived of Tatkal 

(reservations made a day ahead) tickets since all will be booked within the 

first 15 minutes of counters opening at 8am.   

 IRCTC has increased its bandwidth 10 times, to allow more people to come 

and log in. But traffic keeps on peaking, especially during a particular time 

in the morning. Suppose, capacity is increased to unlimited ticket bookings 

a minute, then most tickets will be booked in the first hour. Of the 8 lakh 

people who log on simultaneously between 8 am 8.10am, only 50,000 

manage to get tickets. There are about 7.5 lakh people who go dissatisfied 

each day. If capacity is increased to handle 15 lakh concurrent connections, 

then about 14.5 lakh customers will go dissatisfied. The solution is to 

increase the capacity and number of trains. The aim is to double the 50,000 
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bookings to over-a-lakh successful bookings in the first hour, which will 

reduce the number of dissatisfied customers.   

 Reason of failure of transactions :Failure of transactions may be for several 

reasons. Slow speed of online services of various banks ( IRCTC have tie-ups 

with 18 of them ) is a major cause. The payment gateway transaction takes 

about 1.5-2 minutes. But for some banks, take longer, resulting often in 

failure. There can be customer-centric reasons like no money in account. 

Sometimes, customer gives a berth preference and it takes time for the 

system to find a particular berth. By that time a ticket may already be 

booked. The present aim of IRCTC is to reduce the time taken for each 

transaction.   

 

4.3 Gap analysis  

 

As evident the government’s effort has been in the direction to provide better 

facilities to the customers with the use of information technology. Also as 

mentioned in the rail budget the government is planning to use next generation 

technology to meet the increase demand of online reservation. But the need of the 

hour is to find an innovative solution that could cater to the increasing demand 

and not just the demand. A proper prediction with respect to future traffic needs to 

be extrapolated and analysis needs to be done as to whether the newly “to be 

installed servers “ would be handle the future traffic.  

Apart from this, much effort has not been put into enhancing the user experience 

of customers trying to book a ticket. Many private players provide a better 

interface than IRCTC and PRS though they extract information from CRIS servers. 

The feasibility of no-meal in trains like rajdhani, shatabadi should also be looked 

into and if at all implemented, the changes that needs to be discussed should also 

be discussed. 
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Recommendations, Scope and Strategy for Implementation 
 

The Indian Railways being the backbone of India’s travel should provide smooth 

services to the passengers. Some of the recommendations that came up during my 

research are: 

1. Provision of advance credit or wallet system in IRCTC portal 

 

A reservation is done instantly at the reservation counter. The reason being there 

is no question of online transaction and IRCTC servers coming into picture. If the 

online transaction is replaced or modified, the bottleneck due to this can be 

curtailed.  Also the transaction takes about 1-2 minutes and sometimes by the time 

this the ticket goes to waitlist. A lot of online registered users at IRCTC complaint 

about failed transactions. One out of 4 transactions fail due to large transaction 

time at the payment gateway.   If this step is removed from the reservation process, 

it would save time and also ensure faster bookings since no time would be spent in 

the transaction process. A user can deposit advance amount to IRCTC account 

similar to mobile recharge. This advance balance can then be used to book tickets. 

This would reduce one of the steps and also minimize the complexities involved in 

dealing with payment gateways. 

Also IRCTC now has a provision for refund within 72 hours in case of failed 

transactions or cancellation. This is because IRCTC needs clearance from the banks 

to give refunds. This timeframe could be reduced to 1-2 hours if such a provision is 

made since it would mean credit transfer from IRCTC to users’ wallet.

 
Figure 15 Flowchart for implementation of wallet system 

 

Registered users can deposit 
certain in denominations of 
Rs 500, 1000 to their IRCTC 
account through banks.  

At the time of booking, the 
customer has an option to 
pay through the wallet if 
sufficient credit is available or 
through the payment gateway  

In case of cancellation, the 
amount gets debited to the 
IRCTC wallet. So there is no 
delay from banks. 

I f the project looks successful 
in terms of reducing failed 
transactions , the idea of real 
time online transactions 
could be replaced  by wallet 
system. 
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2. More computation to be performed on the client side 

 

Some functions like form generation after a train is selected can be done on the 

client side itself through javascript since the generated form is same irrespective of 

the train selected. This would reduce the number of queries made to the server. 

 

Caching of static data 

Almost all the queries in IRCTC are sent to the server which then processes it to 

display the output.  Since some data are static , those could loaded at once . For 

example, the station codes could be loaded while logging in. This would ensure 

that the station names are available instantly and also would reduce the number of 

queries made to the servers. 
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3. Distribution of slots for Advanced Reservation Period openings 

 

Major rush on the IRCTC website is during start of advanced reservation period 

and tatkal. Earlier both of these used to open at 8 AM. This lead to a huge traffic on 

the IRCTC website as well as huge crowd in the booking counters. To distribute 

traffic the ministry of railways on July 2012 changed the tatkal booking timings 

from 10 AM and ARP from 8 AM.  

Further dispersion of traffic could be done if ARP could be distributed in terms of 

zones. At present Indian Railways is divided into 16 zones whose names have been 

mentioned in the Appendix. These 16 zones could be grouped into 4 superzones 

with respect to ARP with headquarters at Delhi, Mumbai, Chennai and Kolkata. 

Each super zone can have then separate ARP timings. For example, the ARP timing 

could be kept as 8 AM, 11 AM, 1 PM and 3 PM.  A train originating from a particular 

station would follow that super zone’s ARP timings. Proper information regarding 

this could be highlighted through press releases and websites. One problem could 

be that Delhi and Kolkata super zones has far more traffic compared to Chennai so 

that would somewhat  still lead to traffic congestion. 

The other problem could be the liberty on booking timings. Most of the working 

class has office hours from 10 to 5 pm. So 8 AM is a convenient time to book 

tickets. But given the development in ecommerce most people have internet access 

most of the times. So this issue won’t be a major concern. 

 
Figure 16 Flowchart for implementation of new ARP strategy 

 

 

 

Members at the railway 
board makes a proposal 
to ministry of railways 
regarding ARP timings 

and criteria of 
distribution 

Ministry of Railways looks 
at the feaibility of such 

changes 

IRCTC makes 
modifications to include 

such a feature 

Feedback from registered 
users on this change 
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4. Restructuring the design of Passenger Railway Enquiry system 

 

a. Home page 

 

 
Figure 17 Home page of indianrail.gov.in 

 
Figure 18 Home page of erail.in 

As is evident from the home page, the home page space is wasted with an image 

and few lines about the Indian Railways. Thus, landing into this page wastes time. 

Some private sites incorporate several features into their home page itself. Shown 

below is the home page of erail.in. It has several features as mentioned below on 

the home page itself which gets loaded through Ajax. A first look at its home page 

clearly gives an idea that it has been structured to provide more information at a 
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single go. This improves user experience. The homepage of PRS website could be 

restructured to include more information on the home page itself. Also private 

websites provide more needed and informative data using the same database of 

PRS. 

For example, the home page of erail.in has several useful query and search features 

that could be added to PRS website. 

1. Train Search 

To search for trains between two stations the destination and source 

station can be entered in the home window itself. This is unlike the case in 

PRS website where user needs to go to a separate web page to view trains. 

Apart from showing the list of trains, it also has the provision to show trains 

for the return journey. If no train found between typed stations system will 

show shortest route in map & link station detail in bottom window. 

 

 
Figure 19 Train search of erail.in 

 

If You are searching for a Particular train then type train name or number 

and click on search train as shown below. 

 

 
Figure 20 Particular train search on erail.in 

 

2. Via Station Train Search 

For passengers with a need to travel via a particular station this search 

option has proved to be very helpful. Using this search option, trains could 

be searched from source to destination via a certain station. Along with 

showing the list of trains, it also gives the waiting time at that particular 

station. 
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Figure 21 Via station search on erail.in 

 

3. Fare , Availability and other details  

As can be seen in the figure below, selecting a train and hovering the mouse 

over “Av” i.e. Availability gives the details of fares. 

 

 
4. Route on Map 

Unlike the websites of Indian Railways where you need to go to a separate 

website “railradar” to pictorically view the route of a train, erail.in provides 

you the option to get the train route there itself. What can be interpreted 

from its interface is that it is the simple use of Google Maps API to plot each 

station on the map. Though the code may seem simple but this feature helps 

in knowing the exact route through which the train may pass.   
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5. View Shortest Route 

 
 

6. Filters 
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So, given the usability of the PRS website, I propose that the home page of the website 

could be made more informative and more refined by providing several features as 

provided by private websites like indiarailinfo.com and erail.in. 

 
 

Figure 22 Flowchart for restructuring the PRS website 

 
 

 

The members at the Board level suggest 
the ministry of Railways make the 
modifications on the PRS website. 

The ministry of railways takes account of 
all the parameters and directs CRIS to 
make the necessary changes. 

CRIS looks into the issue to make certain 
changes into the code to ensure more 
information could be dissipated through 
the home page itself. 
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5. Implementation of cloud computing 

 

The biggest challenge with IRCTC as of now is to find solutions on ways to deal 

with overcrowded servers. A possible reason for server congestion could be the 

servers being concentrated in one region. For example, a person’s request from 

western India while booking the ticket needs to travel all the way to Delhi causing 

delays. The key solution to this issue is cloud computing. If cloud computing 

infrastructure is implemented, then Delhi customers can fetch information from 

Delhi servers and Mumbai customers can get information from a server in the 

western region, wherever it is placed. 

 

On implementing cloud technology, another convenient factor is if any server gets 

overloaded, then the transactions can be moved to the server in the nearest region 

and this would proportionate the load reducing congestion. Limitations are there 

with every networking device, but using cloud technology there would be a 

method to share the load on multiple devices.   

 

This would also help in task based scheduling. When the traffic is high during 

tatkal booking window the servers can be scaled up to meet the demand and the 

traffic is low the servers can be scaled down automatically and can also be made 

available for other applications. 

 

Instead of deploying third-party cloud services, it is would be beneficial for the 

Indian Railways to develop their own cloud. Cloud servers are easy to manage and 

one person can remotely take care of it. Internet giants like Yahoo and Google have 

deployed similar technologies and this is the reason they have been successful in 

handling such huge amount of traffic too. The cloud has better security features 

which mean one doesn’t need to be concerned about security. Also the amount of 

RAM needed to upgrade need not be taken care of. This would ensure a permanent 

solution to the e-ticketing woes and the Indian Railways can also earn revenue by 

sharing it with other organizations  

 

Developing countries like China had earlier faced similar e-ticketing issues, but 

have solved them efficiently with cloud computing technologies.  
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6. A separate committee of the railways to look after catering services of 

superfast premium trains 

 

Since catering is a major facility in superfast premium trains and also is a major 

concern for the passengers of these trains, this needs good focus from the rail 

administration. 

As of now the tenders are released for these trains like normal trains on a 5+5 

term basis. The last time the rates of menus of these trains were revised in 1999. 

Since then there has been complaints from contractors regarding price hike of 

commodities which was finally tickled down to poor service to the passengers, 

A separate committee for these trains would ensure revision of rates on a timely 

basis, monitoring of complaints in these trains, selection of menus for each of the 

trains depending on the region covered and timely renewal of tenders.  Since, 

catering is a service provided in these trains as a mark of comfort in these trains 

this needs to be taken care by the committee. 

 

Figure 23 Flowchart for a separate subsidiary 

 

 

 

 

The members at the Board level suggest the 
ministry of Railways to change the catering policy 

for the betterment of services in the future. 

The ministry of railways takes account of all the 
parameters and decides that the system would be 

more efficient if a separte entity is given the 
responsibility if managing the catering services 

The separate entity takes care of the catering 
services in Indian Railways. 
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7. Menu should be based on class of travel:  

 

At present, there is a uniform system for food services. The cost of a particular 

meal is the same for the person travelling in any compartment.  The one thing that 

has been neglected till date is that Indian Railways has passengers travelling from 

all class and hence have diverse expectations from the catering services during 

their travel.  

The financial diversity of the passengers calls for a consumer centred services to 

cater to the needs of passengers coming in from all walks of life. 

 

I propose that all the people travelling in trains  be availed of the option of a 

‘special thali’ at higher costs than the normal thali. The special or a deluxe  thali 

would consist of more variety of food items and have more quantity than the 

normal one. This will help to satisfy the needs  

of the economically sound people travelling by Indian Railways.  

 

The flowchart for the implementation of the scheme is 

 

Figure 24 Flowchart for menu based on type of train class of travel 

 

 

 

 

 

 

Run a pilot project in a few trains with the 
multiple meal system. 

Do a cost benefit analysis of the scheme. Also, 
take a feedback of the responses of the 

passengers on the new scheme . 

If the cost benfit analysis and the feedback of the 
passengers is positive, the program can be run on 

a larger scale. 
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8. Having more variety of items in the menu – Inclusion of snacks and 

Regional Cuisine. 

 

Availability of more varieties of snacks, mainly packaged ones (Haldiram, Lays etc.) 

will ensure that the people have more items to choose from. The railways will also 

be in profit as packaged food items do not get expired for many days. 

The trains covering religious routes, for example, the trains going to the Jain 

pilgrimage places should consider the fact that there would be many jain people 

travelling in the trains. So it is profitable to make jain food in addition to the 

normal thalis in these trains.  The same can be applied for persons having diabeties 

and other problems. If some food items are made taking in view the number of 

passengers diabetic, it would help both the sides.  

Another important issue is variety of thali across the country. There are varied 

cuisines due to diverse cultures in the country. A person from north India would 

like to have sweet curd, from south India would like to have sour curd whereas a 

person from Maharashtra wouldn’t mind if curd is provide or not. It would be good 

for the railways to include a flavor of local cuisine to add to the richness of the 

food.  

 

Figure 25 Factors on which quality of food is perceived to be dependent upon 

 

Perceived 
Quality 
of food 

Easy 
booking of 
the menu 

Variety in 
the menu 

Increase in 
the quantity 
of the menu 

Inclusion of 
snacks and 

regional 
cuisine 
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Conclusion  

 

Indian Railways is a sector in India that connects and comprises of people from all 

the sectors of the country and it shall continue to play a major contribution to the 

economy in the years to come. With an increase in the volume of traffic handled 

the need of the hour is to adopt technologies that could help the railways in its 

smooth functioning and also fulfil the requirements of the whole spectrum of 

passengers. 

 The changes that would change the face of the catering services should be 

encouraged. Some of the better things from the more organized sectors, namely 

the airlines and the restaurants, can be incorporated in the future in the Indian 

Railways catering services. The services have to be more customers oriented and 

work has to be done to fulfil the expectations of the passengers travelling. There is 

a need to set a standard to achieve in the next years to come. People should also be 

more responsible citizens and exercise their rights. In addition to making 

complaints, if the services provided are appreciable, people should provide a 

feedback for the same. The ministry has tried hard over the years to manage a 

domain concerning such large population coming in from much diversity. There 

have been a few success and few failures on their part. Many number of 

committees and expert groups have gone into the various issues and come up with 

any number of suggestions as to what the railways need to do and how they must 

change. Lack of a clear political mandate, non-commercial organisational ethos and 

short tenures at the policymaking levels has been responsible for maintaining the 

status quo. 

 The future of the railways is very bright. A definite approach from the government 

and helped by the people would take railways to heights.  
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Appendix A 

Meetings and Interviews 

#1 

Name: Shri Mukul Mathur, Executive Director, Traffic/PPP 

Date: May 23rd , 2013 

Time: 5  PM 

Duration of Discussion: 2 Hours 

Discussion : 

 Discussed the scope of the project.  

 Suggestion to put more focus on the website since many changes can be 

suggested in this domain. 

 Look into the user experience of other private websites and get sort down 

good features from there. 

 Search for technologies that could be suggested to Indian Railways 

Action Items before next discussion: 

  Meet Mr. Suyash Narain, Executive Director, C & IS  

 Meet Mr. Sudhir Tyagi at CRIS 

 Look into the user experience of other websites 
 

 Search for technologies to  improve IRCTC portal 
 

#2 

Name: Shri Suyash Narain, Executive Director, C & IS 

Date: May 31st , 2013 

Time: 3:30 PM 

Duration of Discussion: 0.5 Hours 

Discussion : 
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 To discuss the queries regarding the current site map of the present official 

website of the Indian Railways (www.indianrailways.gov.in)  

a. How frequently is the website updated (Some of the pages had 

been last updated in 2011)  

b. The News and announcements section had no records 

c. Where are the statistics mentioned in the website 

d. The structure of the present website of the Indian Railways 

(database structure) 

In this regard, it came to be known that since the website is database based, 

the data is updated depending on the need. The news and announcements 

section had no records since no current news and announcements were to 

be made. 

 The complaints and suggestions section of the portal and the provision of 

effective grievance redressal machinery as mentioned in the citizen charter 

of the website. The complaints portal was made with idea of allowing users 

to register complaints online. The online complaints are then redirected to 

the concerned authorities. 

 Future schemes on improvement of Unreserved tickets (UTS), SMS based 

alerts and use of Adhar Scheme in railway reservations. 

 To know how a project is sanctioned before implementation work is done. 

#3 

Name: Shri Sudhir Tyagi, , CRIS 

Date: June 7th, 2013 

Time: 11 AM 

Duration of Discussion: 1 Hours 

Discussion : 

 The problem with IR is with the budget. The funds with government are a 

result of taxes paid by common man. Since a large portion of Indian 

population evades taxes, there is insufficient budget with the government. 

Most part of this is used in more important like education, health, 

agriculture etc. So the budget for the railways is insufficient. The root need 

of the hour is to increase the number of seats, berths and trains so that 
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there is no need for a rush for tickets and the traffic is automatically 

distributed. 

 A general concern with a passenger trying to book a ticket is availability. 

There are almost 60 enquires before a ticket is booked. This clearly states 

that uncertainty of availability leads to such number of queries. Again if the 

infrastructure is properly developed such situations won’t arise. This drips 

down to the root cause i.e. unavailability of appropriate number of berths 

and trains and finance. 

 People complaint that there are a lot of websites for IR each with a different 

set of information. So it becomes inconvenient for them to find the source 

for appropriate information. The reason why this done is that each website 

has its specific purpose. For example, the PRS website when designed was 

intended to be used only for making enquires and railradar for current train 

running information. Clustering each into single window would result in 

more confusion as the people may find it difficult to find the right 

information. 

 

#4 

Name: Shri Pitamber Verma,Technical Project Manager , CRIS 

Date: June 7th, 2013 

Time: 1 PM 

Duration of Discussion: 1 Hours 

Discussion: 

 Why the traffic pattern is so different in India? India is a land of festivals 

and seasons. Before the arrival of any festival or vacations, the number of 

queries and reservations rises enormously. On the other hand the number 

of queries during normal offseason months is average. This leads to a wide 

disparity in terms of load distribution. The disparity is really huge. The 

installed servers have load handling capacity more than average demand 

but when the demand overshoots the network is choked. Also the normal 

average traffic per day is also increasing since there is a paradigm shift from 

offline reservations to online reservations. 

 The internet service in India is not of that quality in terms of speed and 

bandwidth. From the customers side issues like slow website and failed 

transactions could be because of these reasons itself. 

 The code on which IRCTC website runs was developed long back in 2002 by 

a company named Broadvision when the demand was very less. Now CRIS 
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is working on a pilot project to develop its own code for new IRCTC website 

using new coding tools. 

 In contrast countries like Sweden have so low traffic that there is no 

provision for daily ticket and tickets can only be taken for a week. 

 Internet giants like facebook and google use much sophisticated 

technologies as compared to IRCTC to provide such user experience 

because of availability of monetary amounts. Also they don’t need to deal 

with transactions and payments (which is one of the areas of clogging). 

 Also, lack of proper budget. 

 

#5 

Name: Shri Mukul Mathur,Executive Director , Traffic/PPP 

Date: June 17th, 2013 

Time: 5 PM 

Duration of Discussion: 20 Minutes 

Discussion : 

 Discussion on some of the recommendations 

 Scheduled a meeting with Mr. Sunil Kumar Group General Manager (IT) , 

Internet Ticketing Centre IRCTC 

 Asked to get details as to the reason for such login procedures on IRCTC 

website. 

#6 

Name: Shri Sunil Kumar, Group General Manager (IT), Internet Ticketing 

Centre, Indian Railways Catering and Tourism Corporation (IRCTC) 

Date: June 22nd, 2013 

Time: 5 PM 

Duration of Discussion: 2 hours 

Discussion: 

 The problems with the IRCTC are not only related to technology but also 

socio-economic reasons. The government’s revenue depends on the number 

of tax payers in the country which is a meager 8 %.  And this revenue is 

distributed in terms of priority in education, health etc. Thus the budget for 
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infrastructure development (increasing number of trains to reduce traffic 

congestion ) is  less in railways. 

 The booking pattern in railways is very different from foreign countries. 

India is a land of diverse culture with festivals and vacations. The peak load 

during this time rises 10 fold compared to average months. Any installed 

server should cater to the peak load. 

 Demand will always be there, in fact it will grow. IRCTC has added 52 

servers which cater to peak traffic today and have plans to add 18 more 

servers. Scaling up is not the only solution. The need is to have more trains 

and routes. If the bandwidth is increased to unlimited capacity, people in 

rural areas, who don’t have net access will always be deprived of Tatkal 

(reservations made a day ahead) tickets since all will be booked within the 

first 15 minutes of counters opening at 8am.   

 IRCTC has increased its bandwidth 10 times, to allow more people to come 

and log in. But traffic keeps on peaking, especially during a particular time 

in the morning. Suppose, capacity is increased to unlimited ticket bookings 

a minute, then most tickets will be booked in the first hour. Of the 8 lakh 

people who log on simultaneously between 8 am 8.10am, only 50,000 

manage to get tickets. There are about 7.5 lakh people who go dissatisfied 

each day. If capacity is increased to handle 15 lakh concurrent connections, 

then about 14.5 lakh customers will go dissatisfied. The solution is to 

increase the capacity and number of trains. The aim is to double the 50,000 

bookings to over-a-lakh successful bookings in the first hour, which will 

reduce the number of dissatisfied customers.   

 Reason of failure of transactions :Failure of transactions may be for several 

reasons. Slow speed of online services of various banks ( IRCTC have tie-ups 

with 18 of them ) is a major cause. The payment gateway transaction takes 

about 1.5-2 minutes. But for some banks, take longer, resulting often in 

failure. There can be customer-centric reasons like no money in account. 

Sometimes, customer gives a berth preference and it takes time for the 

system to find a particular berth. By that time a ticket may already be 

booked. The present aim of IRCTC is to reduce the time taken for each 

transaction.   

#7 

Name: Shri Mukul Mathur,Executive Director , Traffic/PPP  

Date: June 27th , 2013 

Time: 5 PM 

Duration of Discussion: 1 hour 



    
 

  
 
Copyright © 2013 Rakshak Foundation. All Rights Reserved.                        Page | 51  
  
 

Discussion: 

 Focus on this problem (no-meal option) from consumer, railways 

and catering contractor’s perspective. Analyze whether no-meal 

option is feasible to all the three stake holders. 

 Conduct a survey  among students, other people of different age 

group to know about their opinion 

 Analyze the savings of the railways if such option is introduced. Do a 

life cycle costing. The savings could be in terms of finance, 

environment (less CO2 emissions, packaging, food wastage etc.), 

logistics and manpower. 

 Find out the distribution of the charges charged in the luxury trains. 

How of the percentage is paid to the contractor and how much is 

retained by the railways. 

 Are the charges for logistics of food, food materials and food disposal 

also included in the ticket? If yes, is the amount included in the 

contractors cost or is handled by the Indian Railways. Analyze from 

that perspective also. 

 Talk to contractor’s of different Rajdhani express to know their 

viewpoints regarding the same. 

 Also look into the possibilities of how to improve the catering 

services in luxury trains. 

 

#8 

Name: Shri K P Yadav,Director , Tourism and Catering 

Date: June 28th , 2013 

Time: 5 PM 

Duration of Discussion: 1 hour 

o Mr. K. P. Yadav pointed out that Indian Railways have the same 

facilities for all classes of Indian society. So, to provide comfort in 

terms of travel for those who can afford superfast premium trains 

were introduced. These trains have an average speed of around 120 

kmph which is 1.5 times times than of normal express trains. 

o When Rajdhani is scheduled on a track, the track is emptied for 60 

kms ahead and behind of Rajdhani. This ensures the train can 

maintain its speed and is not delayed. Also other may be halted at 
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stations so that this train gets clearance. It is rare that Rajdhani 

express gets delayed even in winters. 

o The extra charge included in the ticket of these trains is the charge 

including charges for catering, maintenance and cleanliness of 

the coaches, engine costs, cost of the comfort of special coaches. 

So these charged is because of the complete package of services 

offered in these trains. 

o If only speed factor of these trains are to be considered, there are 

other trains running at similar speed. For example, Garib Rath 

Express and Sampark Kranti Express also ensures timely running 

schedule with no delays. So speed is just one factor in Rajdhani 

Express and other premium trains. The extra charge is for the food, 

comfort, ambience, elegance of these premium trains. 

o Most of the passengers in these superfast premium trains take the 

food offered. Only 2-3% of the passengers boarding the trains opt 

out of food. The reason could be health issues, not hungry, quality of 

food or the menu provided. But the basic idea behind starting these 

premium trains was to provide a complete package along with travel 

to ensure comfort of the passengers. So exceptions though there 

can’t be considered since if considered the basic motive to start 

these train services is lost. If someone has to do a less time 

consuming journey without compulsory meal than he could board 

other fast trains like Garib Rath, Sampark Kranti or Geetanjali. 

o Mr. K.P. Yadav’s opinion on disadvantages of no-meal option 

 No meal option would result in reducing the cost of the ticket. 

This would reduce the price difference between normal and 

premium trains. 

 If passengers opt for no-meal option, this would mean they 

would either avail food from outside or bring their home 

made food. Then they would consume this food according to 

their timings. This would be a source of discomfort for the co-

passengers travelling in the same train. 

 Also the maintenance staffs would show disregard and 

discomfort in cleaning their leftover. 

 People in these premium trains opt out for a particular meal 

(may be morning, evening or dinner) due to different reasons 

(quality, menus etc.). There is very less probability that they 

opt out for whole meal package. Introducing no-meal option 

would debar them from taking any meal from pantry cars. 

 So, if no-meal option is introduced these passengers would 

prefer that provision of purchase of meal from pantry cars 
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should be allowed to ensure that they have availability of food 

services in the train. 

 But the main problem in normal trains (having option to 

purchase meal from pantry cars) is the overcharging by 

pantry car staffs. In superfast premium trains, the charges are 

included in the ticket and goes to the government. The 

government then pays a fixed amount from the ticket to the 

catering contractor and is too subsidized. These rules out the 

possibility of overcharging in these trains. 

 Also, if provision is made like in normal trains, it would result 

in entry of vendors to the compartments which would lead to 

discomfort of passengers, cleanliness issues and sometimes 

may lead to theft etc.   
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Appendix B 

List of Rajdhani Express Trains  

Train 
Number 

Train Name AC 1 (24 
seats) 

AC 2 (54 
seats ) 

AC 3 (72 
seats )* 

Days Passengers per 
day 

Passengers per 
week 

 12235 Dbrg Ndls 
Rajexp 

1 3 10 1 996 996 

 12236 Ghy Rajdhani 1 3 10 1 996 996 

 12301 Kolkata Rjdhni 2 5 9 5 1047 5235 

 12302 Kolkata Rjdhni 2 5 9 5 1047 5235 

 12305 Kolkata Rjdhni 2 5 9 1 1047 1047 

 12306 Kolkata Rjdhni 2 5 9 1 1047 1047 

 12309 Rjpb Rajdhani 2 7 8 7 1074 7518 

 12310 Rjpb Rajdhani 2 7 8 7 1074 7518 

 12313 Sdah 
Rajdhaniexp 

1 3 11 7 1077 7539 

 12314 Sealdah 
Rjdhani 

1 3 11 7 1077 7539 

 12423 Dbrt Rajdhani 
Ex 

1 4 10 7 1050 7350 

 12424 Dbrt Rajdhani 1 4 10 7 1050 7350 

 12425 Jammu 
Rajdhani 

1 4 10 7 1050 7350 

 12426 Jammu 
Rajdhani 

1 4 10 7 1050 7350 

 12429 Rajdhani Exp 1 5 9 4 1023 4092 

 12430 Banglore 
Rjdhni 

1 5 9 4 1023 4092 

 12431 Rajdhani Exp 1 4 8 3 888 2664 

 12432 Trivndrm 
Rjdhni 

1 4 8 3 888 2664 

 12433 Rajdhani Exp 1 5 9 2 1023 2046 

 12434 Chennai 
Rajdhni 

1 5 9 2 1023 2046 

 12435 Dbrt Rajdhani 
Ex 

1 3 10 2 996 1992 

 12436 Ndls Dbrt 
Rjdhni 

1 3 10 2 996 1992 

 12437 Rajdhani Exp 1 4 10 1 1050 1050 

 12438 Nzm Sc Rjdhni 1 4 10 1 1050 1050 

 12439 Rnc Ndls Raj 
Exp 

1 3 7 2 753 1506 

 12440 Ndls Rnc Raj 
Exp 

1 3 7 2 753 1506 

 12441 Bsp Ndls Raj 
Ex 

1 6 9 2 1077 2154 

 12442 Bilaspur 
Rjdhni 

1 6 9 2 1077 2154 

 12453 Rnc Ndls Raj 
Exp 

1 3 7 2 753 1506 

 12454 Ndls Rnc 
Rjdhni 

1 3 7 2 753 1506 

 12951 Mumbai 
Rajdhani 

1 5 10 7 1104 7728 

 12952 Mumbai 
Rajdhani 

1 5 10 7 1104 7728 

 12953 Aug Kr Raj Exp 1 5 10 7 1104 7728 

 12954 Ag Kranti 
Rjdhn 

1 5 10 7 1104 7728 
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 12957 SWARNA J RAJ 
EX 

1 4 7 7 807 5649 

 12958 Adi Sj 
Rajdhani 

1 4 7 7 807 5649 

 22693 Rajdhani Exp 1 5 9 3 1023 3069 

 22694 Blore Rajdhni 1 5 9 3 1023 3069 

 22811 Bbs Rajdhani 
Exp 

1 2 7 3 699 2097 

 22812 Bubneswr 
Rjdhni 

1 2 7 3 699 2097 

 22823 Bbs Rajdhani 
Exp 

1 2 7 4 699 2796 

 22824 Bubneswr 
Rjdhni 

1 2 7 4 699 2796 

              166224 

 Avg. Per 
day 
passengers 

 23746.28571            

Yearly 
Passengers 

8643648             

 Yearly 
wastage 

259309.44  (2-3%)           

 Per day 
wastage 

710.4368219             

 Per day 
per train 
wastage 

16.91516243 meals            

* Assumption : Most Rajdhani 3 AC coaches have 72 seats. Some like Ranchi 

Rajdhani have 64 seats 

List of Shatabadi Express Trains  

 
 

Train Name EC 
(52) 

CC 
(78) 

Days Passenger
s per day 

Passenger
s per 
week 

 12001 Ndls Shatabdi E 2 11 7 970 6790 
 12002 Bhopal Shtbdi 2 11 7 970 6790 
 12003 Lko Swran Shtbd 2 13 7 1126 7882 

12004 Lko Swran Shtbd 2 13 7 1126 7882 
 12005 Kalka Shtbdi 2 10 7 892 6244 
 12006 Kalka Shtbdi 2 10 7 892 6244 
 12007 Shatabdi Exp 1 7 6 602 3612 
 12008 Shatabdi Exp 1 7 6 602 3612 

 12009 Shatabdi Exp 1 13 6 1070 6420 
 12010 Shatabdi Exp 1 13 6 1070 6420 
 12011 Kalka Shtbdi 2 13 7 1126 7882 
 12012 Kalka Shtbdi 2 13 7 1126 7882 
 12013 Amritsar Shtbdi 2 13 7 1126 7882 
 12014 Amritsar Shtbdi 2 13 7 1126 7882 
 12015 Ajmer Shtbdi 1 10 7 836 5852 
 12016 Ajmer Shtbdi 1 10 7 836 5852 
 12017 Dehradun Shtbdi 2 10 7 892 6244 
 12018 Dehradun Shtbdi 2 10 7 892 6244 
 12019 Satabdi Express 1 7 6 602 3612 
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 12020 Shatabdi Expres 1 7 6 602 3612 
 12025 Shatabdi Exp 1 7 6 602 3612 

 12026 Pune Shatabdi 1 7 6 602 3612 
 12027 Shatabdi Exp 1 10 6 836 5016 

 12028 Shatabdi Exp 1 10 6 836 5016 

 12029 Swarna Shtbdi 3 14 6 1260 7560 
 12030 Swarna Shtbdi 3 14 6 1260 7560 
 12031 Amritsar Shtbdi 2 12 1 1048 1048 
 12032 Amritsar Shtbdi 2 12 1 1048 1048 
 12033 Cnb Ndls Sht 1 10 6 836 5016 
 12034 Ndls Cnb Sht 1 10 6 836 5016 

 12035 Jp Af Sht 1 5 6 446 2676 
 12036 Af Jp Shatbdi 1 5 6 446 2676 
 12037 Ndls Ldh Shtbdi 1 10 6 836 5016 
 12038 Ldh Ndls Shtbdi 1 10 6 836 5016 
 12039 Kgm Anvt Sht 1 8 6 680 4080 
 12040 Anvt Kgm Sht 1 8 6 680 4080 
 12041 Shatabdi Expres 1 7 6 602 3612 
 12042 Njp Hwh Shatabdi 1 7 6 602 3612 
 12043 Ndls Moga Sht 1 10 2 836 1672 
 12044 Ndls Shatabdi 1 10 2 836 1672 
 12045 Ndls Cdg Shtbdi 1 9 6 758 4548 
 12046 Cdg Ndls Shtbdi 1 9 6 758 4548 
 12277 Satabdi Express 1 11 6 914 5484 
 12278 Satabdi Express 1 11 6 914 5484 
 22985 Dee Double Dcker           
 22986 Jp Double Dcker           

            223520 

 Avg. Per day 

passengers 
          31931.43 

 Yearly 

Passengers 
11623040           

  348691.2           

  955.3183562           

  21.71178082           
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About Rakshak Foundation 

 

 

“The highest measure of democracy is neither the 

‘extent of freedom’ nor the ‘extent of equality’ but 

rather the highest measure of participation.” 

 

- A.D. Benoist 
 

 

Rakshak Foundation creates awareness domestically 

and internationally about the rights and responsibilities of citizens 

towards the society and state. Rakshak engages in and supports social 

and scientific research on public policy and social issues. 
 

 

 

 

 

     GET INSPIRED                        IDENTIFY YOUR PASSION                     GET INVOLVED 

 

Contact: 

Email: secretary@rakshakfoundation.org 

Website: www.rakshakfoundation.org 

 

Disclaimer: This report is an outcome of a student project and the content of this report represents the views of its author. 

Neither the report nor any of its parts represent the views of  Rakshak Foundation and/or any of its affiliates and officials in 

any capacity whatsoever. The figures and facts used in the report are only suggestive and cannot be used to initiate any legal 

proceedings against any person or organization. However, the author shall be extremely grateful to acknowledge any 

inaccuracies in the report brought to author’s notice.  

Please email your suggestions or concerns to:  hr@rakshakfoundation.org] 
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