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1.0

Duty List of Reservation Staff

1.1 General Guidelines for staff working in Reservation Office: -

1.1.1

1.1.2

1.1.3

1.14

1.1.5

1.1.6

All reservation staff should come and perform duty only in proper neat
& clean uniform, name badge and name board on Reservation Window.
Reservation staff report for his/her duty well in advance as per
prescribed shift wise. Reservation Supervisors must ensure that each
and every staff has declared their personal cash in the Personal Cash
Declaration register (PCDR) before signing on their duty

The supervisor at each location would cross check the attendance
register of each section by the end of the day and would write number
of staff available on each page for each day out of total number of staff
mentioned on that page and countersign daily.

Reservation Window should be opened and made functional as per time
indicated in Reservation office. Reservation Supervisors must ensure a
strong sense of discipline amongst the staff.

All PRS machines should be properly functional. The printed
reservation tickets should be properly printed with no missing words or
line. Nor the print should be faded. If there is any defect then machines
should be either fully repaired or new machine should be used.
Reservation office and passenger standing space should be properly
lighted and ventilated. During summer there should be facilities of fan,
drinking water and during rainy season there should be protection from
rain.

Reservation clerk should dispense ticket as per the demand of
passenger and must ensure dealing of requisition slips at reservation
counter on “first come first serve basis” with the help of on duty

RPF/GRP personnel.
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1.1.7

1.1.8

1.1.9

1.1.10

1.1.11

1.1.12

1.1.13

If any amount of money or charge is to be returned to the passenger
then it should be returned in totality. For this there should be sufficient
change in imprest so that there is no shortage of small denominations
of Notes or Coins. Any dispersion of less amount of money in the name
of change should be taken up under D&A Rules. The Reservation Staff
is accountable for the money deposition in their respective counter and
maintain records of all ticket transactions and deposition of the same in
each shift on daily basis.

There should be proper stock of PRS Ticket Roll, Printer, Machine etc,
so that there should not be any problem in giving ticket to passenger.
There should be proper height of table, Chair, Reservation Window and
proximity to the window in such manner that reservation clerk is clearly
able to listen the demands of passengers properly. His voice should be
such that passenger should listen properly. If there is any problem, then
proper technical assistance in terms of mike and speaker should be got
installed with the help of S&T department.

Reservation Window should not be kept closed if it is not duly notified
in the Reservation Office. In case of any absence, suitable alternative
arrangement is to be done.

Reservation staff shall promote Digital/Cashless transaction among
passengers. Proper information regarding availability of such facilities
like; POS, QR Code scanner to be exhibited at the prominent places.
Reservation Supervisor shall regularly scrutinize/countersign the NI
ticket/Special cancellations done by the staff. If there is
change/increase in number of cases of NI/Special cancellation, then the
particular staff to be counseled properly.

Any additional activities assigned by Sr. DCM or by HQ commercial

office.
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1.2
1.2.1

1.2.2
1.2.3

1.24

1.2.5

1.2.6

1.2.7

1.2.8

Specific Guide lines for staff working in Reservation Office: -
Reservation Clerk should proceed to the nominated training course
without fail.

Reservation Clerk should display proper customer care behavior.

If there are high demand during the peak season then there should be
proper deployment of Reservation Clerk and additional window should
be opened to meet the rush. Reservation supervisors should ensure
proper queue management with the help of on duty RPF/GRP
personnel.

Reservation Staff should be fully conversant with all rules of booking,
reservation and related commercial rules. If there is any new change
then it should be properly read, discussed and understood for proper
implementation. Reservation supervisors must ensure proper
cleanliness and hygienic environment of the station premises under
his/her jurisdiction.

All Reservation Supervisors must be aware as well as look after the
facilities provided to Divyangjan passengers in reservation office and
arrange opening of some special counters for female and Sr. citizen
passengers as and when required.

Reservation Supervisors must ensure the deposition of reservation
earnings through requisite format stipulated by Railway administration
and also ensure timely preparation of returns for onward submission on
daily basis.

Proper signature on Muster Roll should be done as per prevalent rules.
In case of proceeding of leave, proper alternative arrangement of staff
should be done and he should not leave the working space and place
without making alternative arrangement.

Tatkal Ticket in PRS, it should be ensured that no malpractices of

reservation ticket are being done. If the same person is taking ticket for
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1.2.9

1.2.10

1.2.11

third person for more than two times in a month, then same person
should be denied the first three numbers on the Reservation counter. If
such problem persists then a written complaint should be given to the
supervisor of RPF with a copy to Sr. DSC and Sr. DCM.

He/She would make proper publicity of new services launched
including various TOD and berth availability position for less
patronized trains. He/She would also help in proper display of
passenger safety Posters like Danger of Travelling on Footboard,
Hanging outside Door, Transportation of Inflammable items awareness
for Foods with Poison etc.

Reservation supervisors must be alert and careful while doing
passengers name change, manual charting of trains, quota/coach
imputation and special cancellation permission.

Any additional activities assigned by Sr. DCM or by HQ commercial

office.
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1. 3RETOT FATNRAT Fr 37w
1.1. RETOT HEATET # FRRG FAAMNAT F T gH=T Ren-Adar: -

1.1.1.

qafl JTRETUT FAUMRAT T HRETOT TGS T AH-FAX IS H, A & fSoer
3R AHAYECE & AU I SFE HEN AR HRETOT HADRAT & FeiRa o’y &
AR 3T SY W TAT H Tgel TGl MGV IRET0T Thdereht l Ig AR
AT BT T Tedeh HAaRT o 3Tl ST W GEAET Flel § Tgol ehTehelale oehe,
GO 95T H 3l STTFAdNd siehe T GIYOT & 4T g

e T & et gfafesr 3uRufa dfSe & & @z & fov g fir gafea
q Tgt UAF Yol H 3UISY FAARAT H T fhaar ot 3ufed |, 30 3iF &
& H e 3R 58 a9 & fov gfageder SrRar|

HRETOT ST H AV T HAY & AR 3RETOT fW@shr vl @il 3R =re] fmam
ST AMET| 3RETUT GHETehl I HeTdIRAT H IRATTA HI Goel el FlAReT
LT AR

Tl AT 3RETOT FoTTe Fet S F FH FX W e AIfew| ARy 3RaToT e
TE T A AR geh WRT, A FI$ eree A GiFT T g AGT @l AT Hgor
o e LT BT ART| I S FIS WIS §, A 31 AMAT F AT A I W
q FFAT A8 ST AT A7 A5 F7AMAT T TAAT fohar S anfew|
RETT FrATerd AR AT & T gl Sl g W 3T I HT cTIedT gleir
T TG 95 916 EAER g AUl AR F U, 97 For H giawr g anfee
IR Rara F sier & sarg fr g g arfged

3ReT0T fAfde o T AT AT F AR ehe ST AMRT AT TP R el I
gTﬁTW/WIﬂWgﬁIFWﬁW?W&TW*BaW Ugel T3 Uge
IS & IR G AT 9l &1 fFeror gAfReaa s @i

I AT FY Plg YR AT IAR a9d fomar e g, af 38 QO IR 7 arow fear
ST AN 0G AU ey (3FEe 2n) # gdicd e g a1fee arfes
oI Hogddl & wAlel o7 f{erht T Foll o g7l GeX & A W HA YR & fohar
8 TATROT T 3[eMEeT Td 3rdiel fg@T & 3iceTd forar S =@1few| 3ReTor shafamrdy
Y FEIIT FFEX W AT FTAT e 3R e 3mR X gds arlr 7 @i
el & e 3R 3 AT ey &1 AT W@ & AT IaERT ¢

IET IRETOT JoTell eehe 38 (Ued), Hesh (WeR), HMA 3nfe &1 TR SR
e WRT Ay A A e S F S RAEh 7 @




1.1.9.

1.1.10.

1.1.11.

1.1.12.

1.1.13.

1.2.

1.2.1.
1.2.2.
1.2.3.

1.2.4.

1.2.5.

A, At R 3T [Weehr & F=r$ 3R Wsehr & Aehear 58 JhR gl A1gT
for 31Retor fofter Tt S Al @ Fuse §9 § oA Tl AU S mare e
giel TIfRT o Al 3@ &k @ o1 Th| IS 1S FHEA g1 A [{ereier v qrEaR
fomeT &1 Agg & AH IR TR ST 3T dheliehr TEIAT off S+ a1fg Tl
IfE HRETOT FRATET o WA ool o & g dr 3RaTor fWsdhr &l &g 76 wr
ST =IfeT| 3ufefa i Reufd & 3ugesd depfoush cqaedr $T S =gu|
HRETOT AR AT & BfAca/faar ddl & da-d & fav sgrar &t qi3ivs,
FPIR 15 Tholl ST FIAUTIHT AT 3Tl & aR F 37T SAThRT 7T T
W e $r areef

HRETOT GAA8Th, HHATNAT GaRT fohT 910 TA3TS Rwe/fAA Tegaor $r afaa
T A Aa/EfagEaeR HEM| TG TAAS/fAAY IJEeaoT & AT HI J&ar H
aREd/defY gl § o Hafd wearlt & 39 IR 7 3RT WAL o grem
aRtss #Hsol AIf0lsy Yatd 1 HEIE dlvled wRATad garT Hd 718 15 o
sfaRed afafafer

IRETT HFETET A FRT FAARAT F v QAfdse - -

3ReToT Tl &t ARG IIAGTOT IIeashA & foIw 319y =T a1fgu|
30T fAfUs &1 3T TeF AT UIER Yeid LT A1fRU]

afg coea AT # AT 31¥F g O 3Refor At A gAed F&ar F Jardr $r
S aifer 3R ofis A Efa Fe & v afaRea [@sdr @l aer arfgel
3TRETOT qdAeTehl T YET TR Aellel o7 FI&T Fel/TRHRT Yo ford Hiaat v ggrarar
¥ 37T HAR Gt AT HT AT

3RETOT HAARGT 1 b1, HR&T0T IR Feiftd aiftfsas gt & wefr fagat
& gl ST gl AIfgu| afg IS A1 dgera gidr § o 386 3Rd FRfeads
& T 38 8F ¥ ggT AT 3R A AfgT Ua 39 W T Hall alfeu| RETor
qdeTRl H I VPR 8T H 3 gt WUT IRW H 3T T@eoar iR
TIELY ATATGROT FiARET el AT

gt 3TRETUT UAETHRI Sl RETUT HATery H e AT &I & =T arelr
ghaumsit & IR A SFARRT gl AMgT JAT 3eg IAHT LA WA AT AR
3MaRThdl Y54 W AfgeT Td aiss AR AMAT & fav o iy &t #
Glctel I STGEAT F&AT AU |




1.2.6.

1.2.7.

1.2.8.

1.2.9.

1.2.10.

1.2.11.

HRETOT GIAGTH I Tl TATHT ¢arT AR 39f8a 96T & Aegd & HARET0T
3T HT SFTAT FAT FARTT Far arfge AR A IMUR 36T AT FA H
foT Reat &1 gag W ary o giaRea s @iig|

AT Vol W gaferd AT & 38R 3T g&der e S @rfgu] 3rashrer W
ST i Rufa & Fearly Hr 3T dfeusn cgarar Hr S TfRT Jur 38 Jwfeus
aEyT U e FRITYS vd T FA¢T Sgar kv

I Il RETOT yoTell & dochiel feehe g fohar o T@1 & @ I8 giafdad faar
ST AIgT o 3ReToT feshe & *IS arsesr A fham o7 @T @1 I e & <afed
Teh gl H a1 R § S31eT Tl R egiard &1 feshe of @7 ¢ ar 38§ 31REfor
FI3eT T Uge did AU W e e & A1 W fear sar anfge afe odr gaer
el gl &, A Yo7 GUET o & qddets @l il &9 & RI$ryd & S =@mge
Td 3HAT Tk Yfd aRss Hsel Rt IYFd iR aRkse Ao aifvlsy gaus F ol
&r ST =gl

faftes el 3R w7 AFTT A A 9 & 3uceudr dfed YE H TS S
Jar3ft #1 9g 3T TIR-FER FHE| 9g IET 6T el qeedl S 9-ee W)
IMET el I YT, EIATSl o S1eY oIcehell, Saeleidilel a&3il &l aRae, Sediel
ey gerdf & ufd Sereedr e & 3fRd weds # off Acg i

HRETOT TdeTehi T AAAT T A IR, oAl T Hol3Tel =ICaT, Hier/Hra S
FTAe A TAT IR AT Tegaor &1 IFATT S FAG Hah 3N FraUE e
EUY

aRss #sd aIftlsy Yete A7 AEAEF al0led Hlad Ganl didr a8 &5 of
sfafkea afafafer




