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I. Introduction 

  

Good customer care ensures that customers are cared for, their needs are listened 

to and they get help in finding the right solution. Although, it can take extra 

resources, time and money, good customer service leads to customer satisfaction 

which keeps the customer loyal, generates positive word of-mouth and 

encourages repeat business. This is the reason IR genuinely cares for its 

customers. Customer service represents the brand image, mission and value of 

Indian Railways. 

 

Initially, Indian Railway was running passenger trains with minimum passenger 

amenities and at a very low speed. With the introduction of new technology and 

demand from customers, Railways started running more Mail/Exp. trains and 

new passenger services, like, Intercity, Garib Rath, Duranto, Humsafar, Tejas, 

Shatabdi and Rajdhani Express. In this series, introduction of Vande Bharat Exp. 

in the category of semi high speed trains, has given a solid boost to the 

passenger sector business of Indian Railways. These indigenously designed and 

manufactured semi high speed trains, under Make in India initiative, are capable 

of running at a maximum speed of 180 Kmph. Provision of high quality 

passenger services in this train has strengthened our relationship with the 

customers.  

 

On 15thFeb, 2019, Vande Bharat Exp. train was inaugurated by the hon’ble 

Prime Minister between BSB and NDLS. This train is presently being operated 

on two prominent routes, one from New Delhi to Varanasi and the other from 

New Delhi to Shri Mata Vaishno Devi Katra.  
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Following are the details of these trains: 

S. 
No. 

Train 
Name 

Train 
No. 

Zone Frequency Distance Max. 
Permissible 
Speed 
(Kmph) 

Started on 

1. NDLS- 
BSB- 
NDLS 

22435/36 NR/ 
NCR 

5 days in a 
week (except 
Mon & Thu.) 

771Km 130 Kmph 15.02.2019 

2. NDLS- 
SVDK- 
NDLS 

22439/40 NR 6 days in a 
week  
(exceptTue.) 

655 Km 130 Kmph 03.10.2019 

 

Occupancy Analysis: 

 

Vande Bharat Express is a brand name for Indian Railways. Best of customer 

services have been provided to the passengers of this train for a comfortable and 

memorable journey. After running for two successful years of this service, it was 

felt to review the on-board passenger services/facilities of Vande Bharat with an 

objective to be ahead of passenger expectations. 

 

An analysis of seat occupancy in this train service was conducted to assess its 

popularity. As per occupancy data of train no. 22436 (BSB-NDLS) on 

14.06.2022, 948 seats were occupied between BSB to PRJY out of total seating 

capacity of 1128 passengers. This shows that occupancy of the said train 

between these two stations was 84%. Whereas, 1098 seats were occupied 

between PRJY and CNB and 1092 seats were occupied between CNB and 

NDLS. Therefore, occupancy between PRJY-CNB and CNB-NDLS was around 

97%. In the same way, as per occupancy data of train no. 22436 (NDLS-BSB) 

on 24.06.2022, 88% seats were occupied between NDLS-CNB. Whereas, 

occupancy between CNB-PRJY & PRJY-BSB was 95% and 69% respectively. 

This data shows that on this route the train was highly occupied between PRJY 

and NDLS while between PRJY and BSB, it was less occupied. 
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On another route, as per occupancy data of train no. 22439 (NDLS-SVDK) on 

22.06.2022, 88% seats were occupied between NDLS-UMB. While, occupancy 

between UMB and JAT was more than 95% and between JAT to SVDK, it was 

81%. In return journey on 23.06.2022, the train 22440 on 23.06.2022 was only 

51% occupied between SVDK-JAT, while between JAT and NDLS, it was more 

than 85% occupied. 

 

It is clear from above data analysis that the train is very popular on both the 

routes except for a short leg of journey. Due to speed and world class passenger 

amenities on this train, services of Vande Bharat Exp. are in high demand on 

other routes as well. Indian Railways is planning to roll out 75 more services of 

this train within next few years. For this reason, customer feedback survey of 

Vande Bharat Exp. was conducted to assess the satisfaction and be a head of 

expectation of passengers. 

 

Proactive customer service creates marketing opportunities. Rather than waiting 

for customers to report issues, this approach reaches out to them before they 

even know they exist. That way, customers also know that we are constantly 

working to remove roadblocks from their user experience. In this regard, a 

survey on all the passenger services/facilities provided in the train was 

conducted between NDLS-BSB and NDLS-SVDK. 

 

Some special type of services which make it a premium train in comparison to 

other trains are speed of the train, automatic doors with retractable footsteps, 

inter-connected and sealed gangways, talk-back facility with train crew, 

individual mobile charging points, rotational seats in Executive Class, Diyvang 

friendly toilets, sensor based automatic sliding door in vestibuled area inter 

connecting the coaches and GPS based audio visual passenger information 

system. 
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These special facilities of passenger services provided in this train add to the 

customer delight and provide a world class travelling experience. 

Interior Design 

 Engine of the train:

Vande Bharat express is 

equipment is fitted below the bogies

metro train. It is Aero-dynamically designed for energy efficiency at high speed 

with less wind resistance.
 

The train has 16 passenger 

passengers. Two of the center 

coaches are in Chair Car

 

The train has airy, bright and comfortable interiors and the smooth ride. 

designed in such a way that passengers can see the glimpse

This train is designed to run at

train operates are not capable of supporting such high speeds

is operated at a maximum speed of 

All the coaches are equipped

public announcement system. T

required information to the passengers in a train throughout the journey in both 

visual and audio mode.

by which driver and guard can address
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pecial facilities of passenger services provided in this train add to the 

delight and provide a world class travelling experience. 

Vande Bharat Train 

Engine of the train: 

Vande Bharat express is the first engineless train of Indian Railways

equipment is fitted below the bogies and has an integrated engine like 

dynamically designed for energy efficiency at high speed 

less wind resistance. 

The train has 16 passenger coaches with a seating capacity of 1,128 

Two of the center coaches are Executive class, while 

Chair Car class. 

The train has airy, bright and comfortable interiors and the smooth ride. 

designed in such a way that passengers can see the glimpse

to run at a speed of 180 kmph but the tracks on which the 

train operates are not capable of supporting such high speeds. 

d at a maximum speed of 130 kmph as per sectional speed

equipped with LED display for passenger information

announcement system. The passenger information system 

required information to the passengers in a train throughout the journey in both 

. There is also a provision of public announcement

guard can address to all the passengers 
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pecial facilities of passenger services provided in this train add to the 

delight and provide a world class travelling experience.  

 

of Indian Railways. Its traction 

integrated engine like a bullet or 

dynamically designed for energy efficiency at high speed 

with a seating capacity of 1,128 

Executive class, while rest of the 

The train has airy, bright and comfortable interiors and the smooth ride. It is 

designed in such a way that passengers can see the glimpses of driver cabin. 

the tracks on which the 

 Presently, the train 

per sectional speed capacity.  

with LED display for passenger information and 

he passenger information system provides 

required information to the passengers in a train throughout the journey in both 

public announcement system 

 sitting in the train. 
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Inter Communication between driver and guard 

also been made. With the use of this system, driver and guard can provide 

necessary information to passengers if required. 
 

Detail formation of Vande Bharat

The train set of Vande Bharat Exp. rake 

Factory (ICF), Chennai. Train set is a set of rail coaches coupled mechanically 

and electrically with driving cabs at both ends and distributed traction power 

across the coaches. Total 16 no. of c

formation. One rake is divided into four units. Each unit consists of four coaches 

having different combination.
 

There are four types of coaches being used for complete rake formation. They 

are named as DTC, MC, TC, a

 These four basic units 

 

Different type of coaches attached in a rake and its Carrying Capacity

S.No. Type of coaches 

1 DTC- Driving Trailer Coach
(CC class) 

2 MC- Motor Coach 
(CC class) 

3 TC- Trailer Coach
(CC class) 

4 NDTC- Non-Driving Trailer Coach
(EC class) 

Total Carrying Capacity of 16 
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Communication between driver and guard through the same

With the use of this system, driver and guard can provide 

necessary information to passengers if required.  

Detail formation of Vande Bharat Exp. rake:  

Vande Bharat Exp. rake has been built by the Integral Coach 

Factory (ICF), Chennai. Train set is a set of rail coaches coupled mechanically 

and electrically with driving cabs at both ends and distributed traction power 

Total 16 no. of coaches are used for complete one rake 

formation. One rake is divided into four units. Each unit consists of four coaches 

having different combination. 

There are four types of coaches being used for complete rake formation. They 

are named as DTC, MC, TC, and NDTC under following combination. 

our basic units are coupled together to form one rake of a train set

Different type of coaches attached in a rake and its Carrying Capacity

 No. of 
Coaches 

Carrying Capacity
of each coach

Driving Trailer Coach 02 44 

Motor Coach  08 78 

Trailer Coach 04 78 

Driving Trailer Coach 02 52 

Total Carrying Capacity of 16 coaches (Vande Bharat Exp.) 
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the same system has 

With the use of this system, driver and guard can provide 

has been built by the Integral Coach 

Factory (ICF), Chennai. Train set is a set of rail coaches coupled mechanically 

and electrically with driving cabs at both ends and distributed traction power 

are used for complete one rake 

formation. One rake is divided into four units. Each unit consists of four coaches 

There are four types of coaches being used for complete rake formation. They 

nd NDTC under following combination.  

 

of a train set. 

Different type of coaches attached in a rake and its Carrying Capacity:  

Carrying Capacity 
of each coach 

Total No. 
of Seats 

 88 

 624 

 312 

 104 

 1128 
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Driving Trailer Coach (DTC): It is a non-powered vehicle equipped with a 

Crew cabin at one end. Passenger Information 

System (PIS) can be controlled from crew cabin 

by driver/guard. It also consists of Train Control 

& Management System (TCMS) which controls 

the automatic doors, sliding footsteps and brake 

functioning. Apart from the crew cabin area, 

DTCs also have passenger sitting area, a mini- 

pantry and specially designed toilet for Divyang passengers. 
 

 

Motor Coach (MC): A braking unit is mounted 

under-slung of this coach. It consists of 

passenger sitting area, mini-pantry, electrical 

cabinet and various end wall panels. 

 

 

Trailer Coach (TC): Trailing coach is 

equipped with the pantograph for current 

collection, vacuum circuit breaker and HV 

isolator mounted on the roof. For operation of 

the 16 car, two pantographs are used. It consists 

of passenger saloon area, pantry, electrical 

cabinet and various end wall panels. 

 

Non Driving Trailer Coach (NDTC): This 

coach is similar to DTC except driver related 

interface. Executive class sitting facility has 

been provided in these coaches.  
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II. Objective of the Study 

'Vande Bharat' is a prestigious service of Indian Railways. Based on its demand 

and occupancy we are going to increase multiple fold services of this train on 

different routes of IR. High quality customer services of  Vande Bharat Exp. is a 

competitive advantage for Indian Railways over other modes of transport. 

Therefore, to retain our customers, to grow customers lifetime value (CLV) and 

to broaden the base of customers, we are doing review of our customer services 

on Vande Bharat Exp. Following are the objectives of the study: 

 To know the expectation of our customers, 

 To find out satisfaction level of the passengers, and 

 To enhance customer delight through further improving the services. 

III. Methodology of the Study 

All the passenger services provided in Vande Bharat Express were identified on 

board as well as from the Carriage Directorate of RDSO. Based on this 

information a questionnaire was prepared. Total 22 services were identified for 

grading. Customer feedback survey was conducted on a sample size of 526 

passengers. Feedback from passengers were taken on the said questionnaire 

depending on their satisfaction level at a scale of 1 to 3 where 1 indicates ‘Poor’ 

service, 2 indicates ‘Satisfactory’ service and 3 indicates ‘Outstanding’ 

service. From a service provider’s point of view, a poor service means 

immediate attention, satisfactory service has a scope of future improvement and 

outstanding service represents customer delight. 
 

The survey was conducted on Vande Bharat Exp. trains 22435/36 (NDLS-BSB-

NDLS) and 22439/40 (NDLS-SVDK-NDLS). Passengers were directly 

contacted on board and asked to fill up the questionnaires grading the different 

types of services provided to them. They were also interacted through informal 

interview on the matters of various services to understand their views and 

expectations. Feedback from customer service employees was also taken on 

board as they can offer important insights about customer experience.  
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Following passenger services provided inside the train 

detailed survey and review

 

 LED lights: These lights 

diffused lighting inside the coach

purpose have also been made below the luggage rack.

 

 Gangway: The gangways are fixed between 

two coaches making the train a

instead of conventional gangway vestibule

where two separate units are fixed on adjacent 

coaches. Due to this

reduced dirt, sand, 

sound level alongwith

safety and comfort. 

 

 
 

 

 

 Automatic Internal Sliding Doors:

Interior sliding doors serve to separate 

boarding area of the coach from seating area

The interior door can be controlled either by a 

sensor when the person approaches or by 

pressing a button on the door. In case of power 

failure or any emergency

manually movable.  
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IV. Scope of the Study 
 

services provided inside the train have been 

and review: 

These lights have been used for direct lighting

ing inside the coaches. Provision of LED lights

also been made below the luggage rack. 

he gangways are fixed between 

making the train a single unit 

instead of conventional gangway vestibules 

where two separate units are fixed on adjacent 

coaches. Due to this feature, the coaches have 

reduced dirt, sand, water ingress and better 

alongwith enhanced passenger 

Automatic Internal Sliding Doors: 

Interior sliding doors serve to separate 

boarding area of the coach from seating area. 

The interior door can be controlled either by a 

when the person approaches or by 

pressing a button on the door. In case of power 

or any emergency, the doors are 
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have been taken for 

ing as well as for 

of LED lights for reading 
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 Convenient emergency alarm button

Emergency Alarm button

all the coaches for the 

travelling passengers in case of emergency. 

The train can be 

electronically controlled

Pressing of Alarm button without reasonable 

and sufficient reason

 

 Smoke Detection and Fire Suppression System:

been provided with fire and smoke detection system in a

reduces the risk of fire accident.
 

 CCTV Camera: The coaches have

equipped with CCTV installed at both the ends

2 cameras are installed in passenger area and

are fixed in each doorway area

have night vision capability and facial 

recognition in low light condition

enhances security feature of th

display of all coaches is

cab with coach identification

 

 Movable Chair in 

Executive Class: Chair

Executive car coaches have 

180 º rotational facilities

which adds ‘WOW’

to customer delight.

seats are provided with 

foldable snacks table and 

mobile charger. 
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Convenient emergency alarm button: 

button has been provided in 

coaches for the safety/security of 

travelling passengers in case of emergency. 

 stopped by pressing the 

electronically controlled emergency button. 

Pressing of Alarm button without reasonable 

on, is a punishable offence. 

Smoke Detection and Fire Suppression System: The complete rake has 

been provided with fire and smoke detection system in a

reduces the risk of fire accident. 

The coaches have been 

equipped with CCTV installed at both the ends.  

cameras are installed in passenger area and 2 

doorway areas. These cameras 

night vision capability and facial 

recognition in low light condition which 

enhances security feature of this train. CCTV 

display of all coaches is available in driving 

cab with coach identification for monitoring purpose. 

Movable Chair in 

Chair of 

tive car coaches have 

180 º rotational facilities 

which adds ‘WOW’ factor 

to customer delight. All 

seats are provided with 

table and 
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The complete rake has 

been provided with fire and smoke detection system in all coaches which 
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 Roller binds on windows: 

quality roller blinds are provided on all 

windows for the comfort of passengers

 

 

 

 

 Parking Space of wheelchair for 

Divyang:  Parking space for wheelchair 

has been provided inside the Driving 

Trailer coach (DTC) for the convenience 

of Divyang passengers.

 

 Toilet for Divyang Passengers:

One seat and one toilet have

for Divyang passengers in each DTC 

coach which is marshaled

of train. Toilets are fitted with modern 

amenities like touch

discharge bio vacuum 
 

 Fully automatic doors and AC coaches:

Automated doors provided

ensure safety and security of the 

passengers to a great extent.

be started only after 

doors. Similarly, door

when the train has fully 

of closure and opening of these doors has 

been given to the crew members of the train to handle emergency 

situation. 
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Roller binds on windows: Concealed high 

quality roller blinds are provided on all the 

for the comfort of passengers. 

Parking Space of wheelchair for 

Parking space for wheelchair 

has been provided inside the Driving 

Trailer coach (DTC) for the convenience 

of Divyang passengers. 

Toilet for Divyang Passengers: 

toilet have been provided 

for Divyang passengers in each DTC 

marshaled at both the ends 

Toilets are fitted with modern 

amenities like touch-free taps, zero-

discharge bio vacuum digesters etc. 

Fully automatic doors and AC coaches: 

provided in the train 

ensure safety and security of the 

passengers to a great extent. The train can 

only after closure of all the 

Similarly, doors can be opened only 

fully stopped. Control 

of closure and opening of these doors has 

been given to the crew members of the train to handle emergency 
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been given to the crew members of the train to handle emergency 
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 Catering facility in the train: Food to passengers is provided by IRCTC 

during the journey. Catering charges are collected at the time of ticket 

booking. Although, this facility is optional for passengers. They can also deny 

availing the facility while booking the tickets. 
 

 Passenger Information System: PIS 

system comprises of Master Board Unit, 

GPS receiver and LCD screen display 

panel. It has been placed above the 

doors of passenger compartment in each 

coach. It displays welcome and goodbye messages, arrival/departure 

information, current location, upcoming stations, remaining distance and also 

late running status, if any. 
 

 Speed of the train: The train has been designed for running at a speed of 180 

kmph which is faster than Gatiman/Shatabdi Express. Presently running track 

of Vande Bharat Express train has maximum permissible speed upto 130 

kmph.  
 

 Bio-Vacuum toilets: 

Both Indian and Western style bio-

vacuum toilets have been provided to 

mitigate sanitation problem. It provides 

zero discharge as is seen in Aero 

planes. Improved toilet interior with 

touch free fittings for water tap and 

soap dispensers have been provided for 

clean experience. Also, interior of the train has been improved remarkably 

with newly designed dustbin, door latch activated light and lavatory 

engagement display. 
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 Passenger Emergency 

 The purpose of passenger emergency 

communication unit

communication between driver/

passengers. When emergency communication 

unit is operated by 

displayed to the driver

location of the operated device. The 

driver/guard will acknowledge the PECU 

request which get 

MMI thereby enabling bi

communication betwee

 

V. Feedback Survey of P

A customer feedback survey 

22435/36 running between BSB

NDLS-SVDK-NDLS

for the survey. A set of 

standard format. Feedback survey of the said train in

directions were conducted 

which feedback of total 526 passengers was 
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ergency Communication Unit (PECU): 

The purpose of passenger emergency 

communication unit is to provide emergency 

communication between driver/guard and 

When emergency communication 

 a passenger, an indication is 

to the driver and guard regarding 

location of the operated device. The 

driver/guard will acknowledge the PECU 

 displayed on the screen of 

enabling bi-directional inter-

communication between the crew and the passengers. 

 

 

 

Feedback Survey of Passengers

 

ustomer feedback survey was conducted for Vande Bharat Express train 

22435/36 running between BSB-NDLS-BSB and 22439/40 running between 

NDLS. Total 22 on-board passenger services were identified

set of questionnaires was prepared for the purpose

format. Feedback survey of the said train in 

were conducted on different dates in the month

total 526 passengers was taken for analyzing the services
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assengers 

conducted for Vande Bharat Express train 

BSB and 22439/40 running between 

services were identified 

for the purpose in 

 both up & down 

month of June 2022, in 

analyzing the services.  
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Detail of the feedback is summarized below:-  

 

PASSENGER OPINION FEEDBACK SURVEY OF VANDE BHARAT  
 

S.No. Items Rating Total 
Poor Satis  

factory 
Outstanding 

1 2 3 
1 Cleanliness of Coaches 25 200 301 526 

2 Cleanliness of Toilets  79 200 247 526 

3 Public Announcement System  41 162 323 526 

4 Comfortability of Chair 122 220 184 526 

5 Adequacy of Leg space between the Chairs 37 160 329 526 

6 Adequacy of Luggage space 30 134 362 526 

7 Water availability in the Toilet 37 149 340 526 

8 Availability of Liquid Soap Dispenser in 

toilets 

40 181 305 526 

9 Location of mobile charging point 108 140 278 526 

10 Adequacy of light in coaches 17 107 402 526 

11 Coach number indication in display unit 23 96 407 526 

12 Security service & CCTV Camera. 22 136 368 526 

13 Availability of water bottle holders/ magazine 

holders 

34 136 356 526 

14 Departure time suitability 29 130 367 526 

15 Arrival time suitability 39 129 358 526 

16 Suitability of days of running of train 24 159 343 526 

17 Behaviour of staff 22 117 387 526 

18 Quality of meals, snacks & tea etc.  25 194 307 526 

19 Quantity of meals, snacks & tea etc.   25 138 363 526 

20 AC Cooling condition 33 135 358 526 

21 Footboard (Footstep) facility from platform 26 191 309 526 

22 Suitability of fare 29 236 261 526 
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VI. Data Analysis of Feedback Survey 
 

Feedback of passengers, as per satisfaction level given in questionnaire has been 

analyzed in desired format. Details of feedback are summarized below in 

percentage against each parameter. 
 

Details of Customer Feedback Survey (sample size-526) in percentage 
 

S. No. Items Rating 

Poor Satis 
factory 

Outstanding 

1 2 3 

1 Cleanliness of Coaches 5% 38% 57% 

2 Cleanliness of Toilets 15% 38% 47% 

3 Public Announcement System  8% 31% 61% 

4 Comfortability of Chair 23% 42% 35% 

5 Adequacy of Leg space between the Chairs 7% 30% 63% 

6 Adequacy of Luggage space 6% 25% 69% 

7 Water availability in the Toilet 7% 28% 65% 

8 Availability of Liquid Soap Dispenser in toilets 8% 34% 58% 

9 Location of mobile charging point 20% 27% 53% 

10 Adequacy of light in coaches 3% 20% 77% 

11 Coach number indication in display unit 4% 18% 78% 

12 Security service & CCTV Camera 4% 26% 70% 

13 Availability of water bottle holders/ magazine 
holders 

6% 26% 68% 

14 Departure time suitability 5% 25% 70% 

15 Arrival time suitability 7% 25% 68% 

16 Suitability of days of running of train 5% 30% 65% 

17 Behaviour of staff 4% 22% 74% 

18 Quality of meals, snacks &tea etc.  5% 37% 58% 

19 Quantity of meals, snacks & tea etc.   5% 26% 69% 

20 AC Cooling condition 6% 26% 68% 

21 Footboard (Footstep) facility from platform 5% 36% 59% 

22 Suitability of fare 6% 45% 49% 
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1. Cleanliness of Coach: 

Cleanliness of coach inside the 

passenger sitting area was 

satisfactory. It become

when food items 

Cleanliness staff were

the same and they were cleaning 

regularly. Survey report shows that 

passengers were fully

the cleanliness inside the coach

Details of their rating

the pie chart. 
 

2. Cleanliness of Toilets

Cleanliness of toilet is 

on IR. Several complaints are 

everyday in all passenger carrying 

trains in this regard. In Vande Bharat 

Exp. also, toilets were getting dirty 

because some of the users were not 

pressing the push flush 

provided for the purpose

the toilets, there was

problem too. Due to 

passengers were not much satisfied about cleanliness of toilets. Details of 

their views for the same may 
 

 

3. Public Announcement System:

Public announcement system was 

working properly in 

and manual mode. Required 

information was being

suitable time. Passengers 

satisfied with this provision.
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Coach:  

Cleanliness of coach inside the 

passenger sitting area was found 

. It becomes dirty only 

when food items are served. 

were deployed for 

the same and they were cleaning 

Survey report shows that 

fully satisfied with 

cleanliness inside the coaches. 

ratings may be seen in 

Toilets: 

Cleanliness of toilet is a major issue 

everal complaints are lodged 

all passenger carrying 

trains in this regard. In Vande Bharat 

oilets were getting dirty 

because some of the users were not 

push flush button 

for the purpose.  In some of 

as water logging 

. Due to these reasons 

passengers were not much satisfied about cleanliness of toilets. Details of 

same may also be seen in the chart. 

Announcement System: 

Public announcement system was 

working properly in both recorded 

nual mode. Required 

being relayed at 

Passengers were very 

satisfied with this provision. 

  

Items Poor

Cleanliness of 
Coach 

5%

Items Poor

Cleanliness of  
Toilets 

15%

Items Poor

Public 
Announcement 
System  

8%

57%

Poor Satisfactory

47%

Poor Satisfactory

61%

Poor Satisfactory
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passengers were not much satisfied about cleanliness of toilets. Details of 

Poor Satisfa
ctory 

Out-
standing 

5% 38% 57% 

Poor Satis 
factory 

Out- 
standing 

% 38% 47% 

Poor Satis 
factory 

Out- 
standing 

8% 31% 61% 

5%

38%

Satisfactory Outstanding

15%

38%

Satisfactory Outstanding

8%

31%

Satisfactory Outstanding
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4. Comfortability of Chair

There were several complaints

class passengers regarding 

discomfort in seating 

They were demanding recliner chairs 

in CC class as back of the seat is 

straight. Cushioning of seats was also 

not adequate making the 

dissatisfied with the 

seats. 23% passengers have rated this facility as ‘Poor’
 

5. Adequacy of Leg space between the 

Leg space between the chairs 

provided in both EC & CC class was 

quite adequate. Passengers of both 

the classes were fully satisfied with 

the provision of sufficient leg space. 

Opinion of passengers may be seen 

in the pie chart. 

 

 

6. Adequacy of Luggage

Being an intercity type

luggage rack provided were quite 

sufficient and passengers were fully 

satisfied in this regard. 
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Chair:- 

complaints of CC 

class passengers regarding 

discomfort in seating arrangement. 

demanding recliner chairs 

as back of the seat is 

. Cushioning of seats was also 

adequate making the passengers 

 comfortability of 

23% passengers have rated this facility as ‘Poor’. 

. Adequacy of Leg space between the Chairs:  

between the chairs 

EC & CC class was 

. Passengers of both 

the classes were fully satisfied with 

sufficient leg space. 

Opinion of passengers may be seen 

of Luggage Space: 

Being an intercity type of train, 

provided were quite 

sufficient and passengers were fully 

satisfied in this regard.  

Items Poor

Comfortability 
of Chair 

23% 

Items Poor

Adequacy of Leg 
space between the 
Chairs 

7%

Items Poor

Adequacy of  
Luggage space 

6%

35%

Poor Satisfactory

63%

Poor Satisfactory

69%

Poor Satisfactory

                                                           Page 16 of 32 

.  

Poor Satis 
factory 

Out- 
standing 

 42% 35% 

Poor Satis 
factory 

Out- 
standing 

7% 30% 63% 

Poor Satis 
facto
ry 

Out- 
standing 

6% 25% 69% 

23%

42%

Satisfactory Outstanding

7%
30%

Satisfactory Outstanding

6%

25%

Satisfactory Outstanding
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7. Water availability in the 

Sufficient supply of water

found available in the

toilets. There was no complaint from 

passengers for the same. Maximum 

Passengers were fully satisfied with

the availability of water in toilet

 

 

8. Availability of Liquid 

Liquid soap bottles are filled at 

originating station in sufficient 

quantity. There was no shortage of 

liquid soap in the 

whole journey. Passengers were 

satisfied with availability of liquid 

soap in sufficient quantity.

 

 

9. Location of mobile charging point:

Most of the passengers of CC

were not aware 

charging point due to its improper 

location. It is located

of passengers which 

nor easily approachable. 

passengers have 

rating for this facility
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in the Toilet: 

Sufficient supply of water was 

found available in the in all the 

toilets. There was no complaint from 

passengers for the same. Maximum 

Passengers were fully satisfied with 

water in toilets. 

. Availability of Liquid Soap Dispenser in Toilets: 

Liquid soap bottles are filled at 

originating station in sufficient 

quantity. There was no shortage of 

liquid soap in the toilets during 

whole journey. Passengers were 

satisfied with availability of liquid 

soap in sufficient quantity. 

cation of mobile charging point: 

Most of the passengers of CC- class 

 of the mobile 

due to its improper 

located below the chair 

of passengers which is neither visible 

approachable. 20% of the 

have given ‘Poor’ 

this facility.  

Items Poor

Water availability in 
the Toilet 

7%

Items Poor

Availability of 
Liquid Soap 
Dispenser in   toilets 

8%

Items Poor

Location of mobile 
charging point 

20%

65%

Poor Satisfactory

58%

Poor Satisfactory

53%

Poor Satisfactory
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Poor Satis 
factory 

Out- 
standing 

7% 28% 65% 

Poor Satis 
facto
ry 

Out- 
standing 

8% 34% 58% 

Poor Satis 
facto
ry 

Out-
standing 

20% 27% 53% 

7%
28%

Satisfactory Outstanding

8%

34%

Satisfactory Outstanding

20%

27%

Satisfactory Outstanding
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10. Adequacy of light in coaches

Provision of LED lights inside the 

coaches was found

illumination purpose

both during day and night that there 

was adequacy of light

journey. Passengers 

satisfied with arrangement made in this 

regard.   

 

11. Coach number indication in display Unit

Provision for indicating coach no. 

inside as well as outside the train has 

been made and 

Passengers were fully satisfied in this 

regard. 

 

 

 

 

12. Security service & CCTV Camera
 

Installation of CCTV

the train and fully automatic doors 

enhanced the safety and security of 

passengers. Passenger’s opinion in 

chart beside clearly show

highly satisfied.  
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of light in coaches: 

LED lights inside the 

as found sufficient for 

illumination purpose. It was observed 

day and night that there 

adequacy of light during whole 

Passengers were highly 

arrangement made in this 

. Coach number indication in display Unit: 

indicating coach no. 

outside the train has 

been made and displayed properly. 

Passengers were fully satisfied in this 

& CCTV Camera: 

of CCTV inside & outside 

the train and fully automatic doors have 

enhanced the safety and security of 

Passenger’s opinion in the 

clearly show that they are 

Items Poor

Adequacy  of 
light in 
coaches 

3%

Items Poor

Coach number 
indication in 
display unit 

4%

Items Poor

Security 
service& 
CCTV Camera  

4%

77%

Poor Satisfactory

78%

Poor Satisfactory

70%

Poor Satisfactory
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Poor Satis 
factory 

Out- 
standing 

3% 20% 77% 

Poor Satis 
factory 

Out- 
standing 

4% 18% 78% 

Poor Satis 
factory 

Out- 
standing 

4% 26% 70% 

3%

20%

Satisfactory Outstanding

4%

18%

Satisfactory Outstanding

4%

26%

Satisfactory Outstanding
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13. Availability of water bottle holder

Water bottle holder

holders have been

appropriate places

Passengers were using it very 

conveniently. They were fully satisfied 

with these facilities.

 

 

 

 

14. Departure time suitability

Being an intercity type train, departure 

time suitability from originating station 

plays a very important role 

occupancy of a train. Departure time of 

Vande Bharat Exp.

boarding passengers 

were found highly satisfied 

departure timing. 

 

15. Arrival time suitability:

Similarly, arrival timi

station is also very important

convenience of passengers.

suggests that arrival

suitable at both 

passengers were found to be 

with the arrival timing
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. Availability of water bottle holders/magazine holders: 

Water bottle holders and magazine 

been mounted at 

appropriate places with seats. 

Passengers were using it very 

conveniently. They were fully satisfied 

with these facilities. 

. Departure time suitability: 

Being an intercity type train, departure 

time suitability from originating station 

very important role in the 

train. Departure time of 

Vande Bharat Exp. is convenient for 

boarding passengers as per survey. They 

highly satisfied with the 

time suitability: 

timing at destination 

very important for the 

convenience of passengers. Survey 

arrival time of the train is 

both the ends as 93% 

found to be satisfied 

with the arrival timing. 

Items Poor

Availability 
of water 
bottle 
holders/ 
magazine 
holders 

6%

Items Poor

Departure 
time suitability 

5%

Items Poor

Arrival  time 
suitability 

7%

68%

Poor Satisfactory

70%

Poor Satisfactory

68%

Poor Satisfactory
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Poor Satis 
factory 

Out- 
standing 

6% 26% 68% 

Poor Satis 
facto
ry 

Out- 
standing 

5% 25% 70% 

Poor Satis 
facto
ry 

Out- 
standing 

7% 25% 68% 

6%

26%

Satisfactory Outstanding

5%

25%

Satisfactory Outstanding

7%

25%

Satisfactory Outstanding
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16. Suitability of days of running of Train:

Days of running of Vande Bharat exp. 

between NDLS-SVDK

days in a week whereas between NDLS

BSB-NDLS, it is five days in a week. As 

per analysis of occupancy data of the 

said train and passenger

feedback survey, days of running in a 

week may be extended.  

highly satisfied with the 

days of running of the 

 

17. Behaviour of staff:

Behavior of staff of IRCTC as well as 

Railways was found to be courteous 

praiseworthy. All staff

and treated their customers 

and respect. Their behavior was rated

‘Outstanding’ by the passengers.

 

 

18. Quality of meals, snacks 

Tea, snacks, breakfast, lunch and dinner 

were served in a very hygienic manner. 

Quality of these items was

the mark. Passenger

the quality of meals, snacks & tea can be 

seen in the chart placed 
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ity of days of running of Train: 

Days of running of Vande Bharat exp. 

SVDK-NDLS is six 

k whereas between NDLS-

is five days in a week. As 

per analysis of occupancy data of the 

and passengers demand during 

, days of running in a 

week may be extended.  Passengers are 

satisfied with the suitability of 

the train. 

: 

Behavior of staff of IRCTC as well as 

found to be courteous and 

All staff were well dressed 

and treated their customers with empathy 

Their behavior was rated 

’ by the passengers. 

. Quality of meals, snacks & tea etc: 

snacks, breakfast, lunch and dinner 

were served in a very hygienic manner. 

these items was found up to 

assenger’s opinion regarding 

meals, snacks & tea can be 

placed beside.  

Items Poor

Suitability of 
days of 
running of 
train 

5%

Items Poor

Behaviour 
of staff 

4% 

Items Poor

Quality of 
meals, snacks 
& tea etc. 

5%

65%

Poor Satisfactory

74%

Poor Satisfactory

58%

Poor Satisfactory
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Poor Satis 
factory 

Out- 
standing 

5% 30% 65% 

Poor Satis 
factory 

Out- 
standing 

 22% 74% 

Poor Satis 
factory 

Out- 
standing 

5% 37% 58% 

5%

30%

Satisfactory Outstanding

4%
22%

Satisfactory Outstanding

5%

37%

Satisfactory Outstanding
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19. Quantity of meals, snacks & 

It has been observed during feedback 

survey that quantity and no. of items 

served were quite enough for a normal 

diet. Passengers were highly satisfied with 

the quantity of meals.
 

20. AC Cooling condition

AC cooling condition was very good 

during the whole journey. Some of the 

passengers were demanding for increase in 

the temperature inside the train due to their 

age factors.  Normally, Passengers were 

highly satisfied with the cooling condition 

of AC. 

21. Footboard facility from Platf

Footboard has been provided for 

boarding/deboarding of passengers to and 

from the coaches. Passengers were satisfied

with this provision

passengers have given '
 

22. Suitability of fare. 

Few passengers were not satisfied with high 

fare structure of the train. It is 

tendency that people

spending. Fare structure of the train has 

been discussed in detail in chapter VII. F

structure seems to be justified

class services provided in this train. 
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. Quantity of meals, snacks & tea etc: 

It has been observed during feedback 

survey that quantity and no. of items 

served were quite enough for a normal 

diet. Passengers were highly satisfied with 

the quantity of meals. 

. AC Cooling condition: 

AC cooling condition was very good 

during the whole journey. Some of the 

demanding for increase in 

the temperature inside the train due to their 

age factors.  Normally, Passengers were 

highly satisfied with the cooling condition 

facility from Platform: 

Footboard has been provided for 

boarding of passengers to and 

. Passengers were satisfied 

with this provision since only 5% 

passengers have given 'poor' rating. 

 

assengers were not satisfied with high 

fare structure of the train. It is general 

people want more with less 

Fare structure of the train has 

been discussed in detail in chapter VII. Fare 

seems to be justified for the world 

class services provided in this train.  

  

Items 

Quantity of 
meals, snacks 
& tea etc. 

Items Poor

AC Cooling 
condition 

6%

Items 

Footboard 
facility from 
platform 

Items Poor

Suitabilit
y of fare 

6%

69%

Poor Satisfacoty

68%

Poor Satisfactory

59%

Poor

49%

Suitability of fair

Poor Satisfactory
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Poo
r 

Satis 
factory 

Out- 
standing 

5% 26% 69% 

Poor Satis 
factory 

Out- 
standing 

6% 26% 68% 

 

Poor Satis 
factory 

Out- 
standing 

5% 36% 59% 

Poor Satis 
factory 

Out- 
standing 

6% 45% 49% 

5%

26%

Satisfacoty Outstanding

6%
26%

Satisfactory Outstanding

5%

36%

Satisfacotory

6%

45%

49%

Suitability of fair

Satisfactory Outstanding
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VII. Fare Structure of the Train 
 

Dynamic fare charging system has not been adopted in Vande Bharat Exp.  

Its base fare has been fixed in such a way that it is equivalent to the 

maximum fare of Shatabdi trains for any particular distance under dynamic 

fare policy. Thus, the fare of CC class in Vande Bharat train is 1.4 times 

higher than the base fare of Shatabdi train running for the same distance. 

However, in case of EC class of Vande Bharat train, the base fare has been 

fixed at a rate of 1.3 times of base fare of EC class of Shatabdi train. 
 

Fare structure of Vande Bharat Express. 

S. No. Station From Station To Class Fare (Rs) 

1 
 

NDLS 
 

BSB 
 

CC 1805 

EC 3355 
2 BSB 

 
NDLS 

 
CC 1750 
EC 3305 

3 
 

NDLS 
 

SVDK 
 

CC 1665 

EC 3055 

4 SVDK NDLS CC 1610 

EC 3005 
 

Fare Comparison of Vande Bharat & Shatabdi Exp. trains between     

NDLS-CNB-NDLS: - 

S. No. Station 
From 

Station 
To 

Vande Bharat Exp. 
Fare (Rs.) 

Shatabdi Exp. 
Fare (Rs.) 

CC-class  EC-class  CC-class  EC-class  

1 CNB NDLS 1230 2235 1240 1905 

2 NDLS CNB 1115 2130 1090 1695 
 
 

The fare between CNB-NDLS of Vande Bharat and Shatabdi Express in CC 

Class is almost the same (difference is only Rs.10) while in EC class there is a 

difference of Rs.330. Whereas, fare between NDLS-CNB of Vande Bharat and 

Shatabdi Express in CC Class is also approximately the same (difference is only 

Rs.25/-) while in EC class there is a difference of Rs.435/-. 

Note: - Fare of above journey includes base fare, superfast charge, catering 

charge, reservation fee and GST including the dynamic fare of Shatabdi Exp. 

 



Traffic & Psycho-Tech. Directorate, R.D.S.O., Lucknow                                                           Page 23 of 32 
 

 
Fare Comparison of Vande Bharat Exp. & Super-Fast Exp. trains between 
NDLS-BSB & NDLS-SVDK: - 
 
 

S. No. Station From Station To Vande Bharat Exp. 
Fare (Rs.) 

 

Super Exp. trains 
(Train No. 12562-NDLS-BSB & 
Train No. 12919, NDLS-SVDK) 

Fare (Rs.) 
CC-class EC-class 2nd AC 1st AC 

1 NDLS BSB 1750 3305 1605 2695 

2 NDLS SVDK 1665 3055 1460 2440 
 

 

It is clear from the above table that the difference in fare of CC-class of Vande 

Bharat Exp. & 2nd AC of Super-fast Exp. train between NDLS-BSB is Rs 145/- 

and between NDLS-SVDK is Rs. 205/. Whereas, the fare difference of the 

above two trains between EC class & 1st AC for NDLS-BSB is Rs. 610/- and 

for NDLS-SVDK is Rs. 615/- . It means there is no major difference in the fare 

of above two trains. Therefore, keeping in view the world class services 

provided in the train and the result of above fare analysis, demand of passengers 

for reduction in fare is not justified. 
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VIII. Satisfaction 

Overall, passengers of Vande Bharat train are highly satisfied with the services 

provided in the train. 

services have been rated

90% of passengers. Only 03 services are such which have been rated 

more than 15% of passengers which is 
 

Following are the five

≥ 70% of passengers: 

 Above services may be taken as ‘strength’ of our customer care.

Following are the three

passengers: 

 These three (03) are the weakness of our passenger services which 

immediate attention for improvement

Tech. Directorate, R.D.S.O., Lucknow                                                          

Satisfaction Level of Passengers
 

Overall, passengers of Vande Bharat train are highly satisfied with the services 

 Survey report shows that out of total 22 services, 19 

services have been rated either ‘outstanding’ or ‘satisfactory

90% of passengers. Only 03 services are such which have been rated 

of passengers which is alarming. 

five services which have been rated ‘outstanding’ by 

 

may be taken as ‘strength’ of our customer care.

three services which have been rated ‘poor’

three (03) are the weakness of our passenger services which 

for improvement. 
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assengers 

Overall, passengers of Vande Bharat train are highly satisfied with the services 

Survey report shows that out of total 22 services, 19 

satisfactory’ by more than 

90% of passengers. Only 03 services are such which have been rated ‘poor’ by 

services which have been rated ‘outstanding’ by        

 

may be taken as ‘strength’ of our customer care. 

services which have been rated ‘poor’ by >15% of 

 

three (03) are the weakness of our passenger services which need 
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IX

 Interaction with 

onboard passengers 

gave a fair idea of 

our customers 

expectations.  

Dissatisfaction of 

passengers about 

comfortability of 

seats was quite 

explicit in CC 

class. Seats in CC 

class are straight 

and made with a 

little hard material 

which provides hardly any 

discomfort during the journey. 

expected at least cushioned and reclining chair so that they can complete their 

journey without much fatigue.

 

 It was also observed during interaction with passengers that 

aware about the provision of mobile charging point 

inaccessible location of charging point

is not easily approachable.

class was visible as well as accessible

passengers, there is a 

class.  
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IX. Customers Expectations 
 

which provides hardly any cushion due to which passengers 

discomfort during the journey. For such a long journey of 8 hours, customers 

expected at least cushioned and reclining chair so that they can complete their 

much fatigue. 

It was also observed during interaction with passengers that 

aware about the provision of mobile charging point for each seat because of 

inaccessible location of charging point. It has been placed below the 

sily approachable. Although, location of mobile charging point in EC 

visible as well as accessible. Therefore, as per expectation of 

a real need to change the location of charging point in CC 
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due to which passengers felt much 

For such a long journey of 8 hours, customers 

expected at least cushioned and reclining chair so that they can complete their 

It was also observed during interaction with passengers that they were not 

each seat because of 

placed below the seats that 

location of mobile charging point in EC 

. Therefore, as per expectation of 

location of charging point in CC 
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 During interaction with passengers of CC class, they complained about the 

size of snacks table that is too narrow to adjust all the food items at a time 

making the food experience inconvenient. Therefore, size of snacks table may 

be increased in CC class. 

 

Gender Specific Expectation: 

 

Demand for provision of sanitary pad dispersing box in the washroom was also 

raised by female passengers. It was also advised by some of the female 

passengers for provision of separate female coach in the train.  

 

Expectations of different groups: 

 

Some of the passengers advised that there should be provision of thin blanket to 

cover the body of their kids as well as old parents when the temperature is low 

for them. The pilgrims of SVDK also wished to have sleeper coach in this train 

for relaxation after the tiring journey of Mata Vaishno Devi Dham. 
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X. Recommendations 

On the basis of the analysis of feedback survey, discussions and interactions 

with passengers and on-board staff of Vande Bharat Exp., following 

recommendations are given to improve the quality of services in this train: - 

 

A- Designs Issues: -  

 

1) After analyzing the data of feedback survey and personal interaction with 

passengers, it has been observed that most of the passengers were dissatisfied 

with the seats of CC class. The seats are hard and stiff making the journey 

experience tiring. To reverse the experience of passengers chairs of CC class 

may be made more cushioned and reclining. 

 

2) There is provision of separate Charging points for laptop and mobile phones 

for each passenger but it is located below the chair in CC class, making it 

invisible and inaccessible to the passengers. Accessibility to this point is very 

difficult specially for senior citizen passengers. Therefore, the location of 

mobile charging point should be changed to make it visible and accessible. 

 

3) Size of the snacks table may also be widening in CC class as per expectation 

of passengers explained in Chapter-IX. 

 

4) During interaction with crew members, they suggested that there should be 

provision of cattle guard in front of Driving Trailer Coach (DTC), nose cone 

coupler (Dome) of the above coaches get damaged during CRO. Therefore, 

Domes of DTC may be strengthened with heavy material. 
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5) Floor surface of some coaches were in bubbled condition. During interaction 

with maintenance staff of Shakurbasti shed running in the train, they 

explained that flooring material used was not properly pasted. Therefore, it is 

recommended that necessary precautions should be taken in this regard. 

 

6) It was observed that there was water logging problem on the floor surface of 

toilet. Therefore, it is recommended that provision of toilet mat may be made 

available for toilet floor for the convenience of passengers. 

 

7) It was also observed that electrically illuminated touch buttons provided for 

flushing the toilets were hardly used by the passengers leaving the toilet dirty 

after the use. Most of the passengers expressed their concern about dirty 

toilets. It seems common perception in our culture that in public toilets the 

flush buttons are unhygienic as it is touched with dirty hands of either the 

cleaning staff or the passengers used before. A complaint regarding 

cleanliness of toilets in train is a weak area of passenger service on IR. 

Therefore, we need to devise some technical solution to this nagging problem. 

It is suggested in this regard to make an arrangement of censor based flush or 

to associate flushing with mandatory activity of the toilet user, like opening of 

latches of the door so that when passengers open the toilet door then flushing 

work starts automatically. 

 

8) Catering staff were also complaining about the small and narrow space of 

washing area provided in mini- pantry. They feel discomfort while using it. 

Therefore, space of washing area in pantry may be re-designed for 

convenience in service to the passengers. 
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B. Services Issues:  

 

Following suggestions are given to improve some services inside the train for 

customers delight. 

 

1. An announcement before serving food items should be made for the 

convenience of passenger as advised by passengers. 

 

2. Handmade tea/coffee in a thermos flask may be served as desired by the 

passengers. 

 

3. There was demand for playing light music or showing cartoon movies for 

the entertainment of kids during the journey which may be considered. 

 

4. Some of the passengers advised that there should be provision of thin 

blanket to cover the body of their kids as well as old parents when the 

temperature is low for them. Therefore, above provision may be made 

available if possible. 

 

5. Demand for provision of sanitary pad dispersing box in the washroom was 

also raised by female passengers. It was also advised by some of the female 

passengers for provision of separate female coach in the train. Therefore, the 

same may be made available.  

 

6. Wi-Fi facility may be provided inside the train for time utility of passengers 

during journey. 

 

7. Frequent announcement at boarding stations should be made regarding 

automatic closer of doors for convenience of passengers and their relatives. 
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C. Staff Issues:  

During interaction with catering staff of Vande Bharat Exp., it came to the 

notice that one male and one female staff are deployed for serving food items in 

each coach. They work continuously from originating station to destination 

station and also return journey on the same day. They continue working in the 

same routine for five to six days in a week. There is hardly any margin to take 

rest for these staff during the whole day as they are working from 06:00 hrs. 

upto 23:00 hrs. It seems that catering contractor has deployed them for these 

hard working hours. This issue should be looked into by IRCTC as principal 

employer. It is suggested to depute them on alternate days like duty roaster of 

Ticket checking staff. If we focus on better working condition of IRCTC 

employees, our serving staff will feel cared and in turn happy customer service 

employees will create happy customers.  
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XI. Conclusion: 
 

In today’s highly competitive business environment proactive customer 

service will give a considerable headway to the Indian Railways in its 

passenger transport business. 

 

In Vande Bharat train, premium quality services have been provided. 

Demand for running this train is on other routes of IR is also very high due 

to its speed and high-quality passenger services. Passengers are genuinely 

impressed with its world class services but during the feedback survey, it 

was observed that some of the issues like comfortability of seats in CC class, 

location of mobile charging point, cleanliness of toilets are major concern 

for immediate attention and improvement.  

 

There was a huge demand of passengers to provide reclining and better 

cushioned seats in CC class. Presently, the seats of CC class are not 

comfortable enough for passengers to sit for a continuous journey of eight 

hours. Desired improvement should be done in the chairs of CC class for 

better experience of our passengers.  

 

Now a days, charging of mobile phones and laptop is a basic need of 

passengers during the journey. Charging point provided in CC class is 

neither easily visible nor accessible to the passengers. Access to charging 

point was found very difficult specially for senior citizen passengers who 

cannot bend themselves so easily. Therefore, suitable modification for the 

same should be done for mobile charging point in CC class. 

 

Complaint regarding cleanliness of toilets in train is a weak area of 

passenger services on IR. Due to lack of civic sense, toilets are left dirty by 

the passengers after the use as the passengers restrain themselves from 
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touching the flush button. Therefore, we need to devise some technical 

solution to this nagging problem. It is suggested in this regard to make an 

arrangement of censor based flush system in bio- vacuum toilets. Another 

option may be considered to associate flushing with mandatory activity of 

the toilet user, like opening of latches of the door so that when passengers 

open the toilet door then flushing is done automatically. 

 
 

If we focus on all the above issues with problem solving attitude, our 

passengers will be ensured that we are constantly working to remove road 

blocks from their user experience. Good customer care will further improve 

public persona and strengthen the brand name for ‘Vande Bharat Exp.’. 

Our customer care will definitely convey strong moral values and beliefs in 

Indian Railway’s mission to serve the nation through our coveted 

passengers. 

 

******* 


