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Railways to police: Capacity
panel plans to boost citizen-
state interface

At the top of the list of the dozen identified pressure points is the ticket
refund scheme. An overwhelming 60 per cent of the problems reported by
urban elites using the railways cited refunds as an issue.
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At the top of the list of the dozen identified pressure points is the ticket refund scheme.
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At the top of the list of the dozen identified pressure points is the ticket refund
scheme. An overwhelming 60 per cent of the problems reported by urban elites
using the railways cited refunds as an issue. The exercise showed that IRCTC, the
Railways’ arm that runs the online ticketing platform, took between 10 days and 14

days to refund a cancelled ticket.
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Given this discovery that three out of every five complaints related to refunds, the
Railways has been tasked with undertaking a quiet exercise to “clean up” the
refund system, with another citizens survey six months slated down the line to
check if the effort has indeed worked.

The Commission itself is uniquely staffed with representation from the private

sector, the civil society, and the IAS. Former McKinsey India head Adil Zainulbhai is
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Chairperson, civil society veteran R Balasubramaniam is Member (Human
Resources) and the 1985 batch IAS officer — Praveen Pardeshi is Member
(Administration). Its mandate is to evolve a de-siloed approach to improve civil
service capacity and analyse competency related data to create shared learning

resources.

With the specific intention that its work doesn’t get dissipated, and its efforts result
in changes that are visible on the ground, the Commission has started a customer-
interface led improvement exercise with the Indian Railways, the postal service,

and police departments in Union Territories.

“The Government of India runs very limited citizen facing services, the railways
being one and the postal... We’ve initiated this cognitive dissonance study, and we
have a team just watching the ratings. In the Railways, the identification of the 12
repeated friction points was a (result of) citizen surveys. So, Weare trainingall

»
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Subramaniam told The Indian Express.

Incidentally, a Passenger Satisfaction Survey exercise conducted by the Railways a
decade ago reported illumination and signages, availability of porters at the
stations, booking clerk competency and behaviour and clarity of announcements at
stations, among the “top efficiencies”. The top deficiencies were listed as cleanliness
of toilets, unauthorised vendors and passengers, cleanliness of platforms and the

late running of trains.

constables and inspectors. Here, the project entails measuring four aspects and an

Impact Assessment toolkit used to calibrate the immediate response and measuring
€ognitive attainment) “Six months later, we will measure their behavioural change.

One year later, we’ll go back and do surveys to find if citizens feel the impact of the

change,” said Subramaniam.

In the case of the police departments, information distilled from inputs and the

survey showed that 80 per cent of complaints reported by citizens revolved around
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80 issues, generically clubbed under 14 categories. While'the'exercise’is primarily

system'in'therural’areas) Unlike policing, the expectations are not so high, but an
improvement in the interface could still be tangible, according to the Commission’s

findings.
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