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Duty List of Booking staff

General Guidelines for Staff working in Booking Office: -

All booking staff should come and perform duty only in proper neat &
clean uniform, name badge and name board on Booking Window.
Booking staff report for his/her duty well in advance as per prescribed
shift wise. Booking 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.

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

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

Booking clerk should dispense ticket as per the demand of passenger.
If there is any difference then it should be properly explained before
handing over the ticket.

If any amount of money or change 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
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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 Booking 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 UTS 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, Booking Window and
proximity to the window in such manner that booking 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.

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

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

office.

Specific Guidelines for staff working in Booking Office: -

Booking Clerk should proceed to the nominated training without fail.
Booking Clerk should display proper customer care behavior

He / She has to ensure that all Automatic Ticket vending Machines
(ATVMs) are fully functional at the station. If any deficiencies are seen
then it should be immediately attended. Fresh ticket Rolls should be
provided once the old rolls get exhausted. If there is any failure of
ATVM, then it should be communicated immediately to /Commercial

controller with a copy to Sr. DCM.
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If there are any ATVM facilitators at the station then he should prepare
a roster for facilitators and ensure that facilitators should wear proper
dress and name badge. It should also be ensured that facilitators are not
spreading garbage or doing any mischief.

Booking Clerk should help in popularizing Rail One App by organizing
camps on frequent interval particularly among the young generation
and technical savvy passengers. For this, help of NCC Scout, Voluntary
Organization, student of nearby school and college may be obtained.
If there are high fluctuations of demand on any particular day like Puja
days then there should be proper deployment of Booking Clerk with
Mobile UTS. Such staff would stand near the Ticketed area Entry Gates
so that no passenger is entering into ticketed area without ticket.
Booking 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. The Booking Supervisors must be conversant with
tender agreement/conditions in connection with ATVM, ATVM
facilitators, City Booking Agency, Pay & Use Toilets, Catering and
Vending, Parking, NFR Contracts, MPS policies etc. under his/her
jurisdiction. Booking Staff shall ensure maintenance of proper records
like; copy of LOA, agreement, Commission being paid to the halt
agents, etc. related to Halt stations functioning under his/her control.
All Booking Supervisors must be aware as well as look after the
facilities provided to Divyangjan passengers such as wheelchair
assistance, proper signage, FOB with ramp etc. in the station premises.
Booking staff have equal responsibility for the proper provision and
maintenance of all passenger amenities items like Passenger
Information Board (PIB), Train Indicator Board (TIB), Coach Indicator
Board (CIB), lift & Escalator, Foot Over Bridge in Circulating Area,
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Entry Gate Exit Gate, all water booths including Normal Water Taps,
Cold Water, RO water, Urinal & Toilet, Pay & Use Urinal, Bathroom,
toilets, fan and light on the platform. As an in-charge he has to keep an
eye on all these items and send a written note to concerned supervisor
and office with a copy to Sr. DCM for any deficiency, shortcoming,
defect or non-provision properly.

Chief Booking Clerk would keep a sharp eye on all Pay and Use
Urinals, Toilets, Parking, Battery Car, Premium lounge etc. in terms of
the facility provided and money being collected for each service. If
there is any deficiency in the facilities then the service provider should
be given a written memo for complete restoration of the facilities. If
this facility is not being restored within one week, then it should be
reported to concerned engineering officer and Sr. DCM in writing.
Similarly, if the customers are being overcharged then the concerned
vendor should be warned in writing. In case if it continues than a
complete written report should be sent to Sr. DCM. Booking
Supervisors should ensure display of QR Code for online payment at
all Pay & Use Toilet for availing the service. Rate chart in bilingual
language must be displayed.

Booking Supervisors must ensure the deposition of station earnings as
well as sundry earnings through requisite format stipulated by Railway
administration and also ensure timely preparation of returns for onward
submission on daily basis. Booking staff would ensure proper
submission of Railway Earning to the nominated agent of the bank and
cross verify the SMS received from the bank for the due submission of
railway earning into the government treasury. Any deficiencies on this
should be immediately brought to the notice of the concerned

supervisors of the accounts department with a copy to Sr. DFM and Sr.

DCM.
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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.

If Tatkal Ticket is being booked in PRS or UTS-cum-PRS then it
should be ensured that no malpractice of reservation ticket is being
done. If the same person is taking ticket for 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 Train on Demand (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.

CBS/Booking clerk 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.
Any additional activities assigned by Sr. DCM or by HQ commercial

office.
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