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Within 7 working days amount is transferred 
and deposited in the account from which the 
ticket was booked.
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Deficiency in Services:

Services Issue Levels Timelines proposed

Catering 1.	 Deficiency/complaints in Mobile Catering Units 
(Pantries)

2.	 Deficiency/complaints in Static Catering Units  
(on stations)

3.	 Deficiency/complaints in E-Catering

1.	CMD/IRCTC 

2.	 DRM of the concerned 
division.

3.	 CMD/IRCTC

Prompt & immediate 
action depending 
upon the nature of 
complaint.
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Persons with disabilities (Divyangjan)’ Sr. Citizens and Female Passengers:

Persons with disabilities 
(Divyangjan) May I help you booth for persons 

with disabilities (Divyangjan)
Parking lots for persons with 
disabilities (Divyangjan) persons with disabilities (Divyangjan)

As per revised provisions, boarding point can be changed before 
preparation of first reservation charts across PRS counters/online 
through IRCTC/through no., 139.
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Public Grievances Redressal
Services Issues Level
• �For emergency, assistance or 

Grievances on train or station  
service

• �For  
Grievances/complaints  
of other nature

A)� Such grievances may be lodged 
through RailMadad which can be 
accessed through the following modes

• �Helpine 139
• �Social Media - Facebook and  
Twitter@RailMinIndia

• �Web portal:
http://railmadad.gov.in 
• �Mobile App: Android and iOS
• �SMS to 139
<Madad><space><Complaint text>
• �Email: railmadad.gov.in
• �Complaints & Suggestion Book 
available with Ticket checking staff and 
with Station Master/Manager.

b) �Such grievances may be lodged online 
through

• �CPGRAMS Portal i.e  
www.pgportal.govin

• �By sending written communication 
• �By sending emails

• �At Divisional level - Addition 
divisional Railway Manager

• �At Zonal Hq- Additional 
General Manager

• �At Zonal Board - Executive 
Director public grievances 
(EDPG), Ministry of Railways, 
Railway Board, New Delhi 


