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MEMORANDUM OF UNDERSTANDING
FOR THE
YEAR 2009-2010

PART I: MISSION AND OBJECTIVES

1. PREAMBLE

As part of Indian Railways’ wider organizational reform and
to strengthen its marketing and service capabilities in the
areas of rail catering, tourism, hospitality and passenger
amenities a corporate entity, Indian Railways Catering And
Tourism Corporation Limited (IRCTC) was incorporated on
27" September 1999 under the Companies Act 1956 as a
Government company. The company obtained the Certificate
for commencement of Business on 2" December 1999. The
full-fledged functioning of the Corporation started on 1
August 2001.

2. MISSION

"To be the leader for providing high quality catering, tourism
and travel related services on the Indian Railways primarily
and also outside the Railways in the country.”

3. OBJECTIVES

(i) To be a technology driven customer oriented
company through constant innovation and human
resource development.

(ii) To provide high quality catering services on trains
and at stations for all segments of Railway
assengers across all price bands directly as well
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(iii)

(iv)

(V)

(vi)

(vii)

(viii)

(ix)

(xi)
(xii)

as through network of professionally competitive
licensees.

To be a significant player in the hospitality
business for both Indian Railway and non-Indian
Railway related services.

To promote railway tourism across the country for
all segments of Rail Passengers.

To provide single window solution to its customers
including train travel, hotel accommodation, road
transfers, hospitality, catering etc.

To promote private sector participation and
expertise to improve quality of products and
services for all segments of Railway Passengers
across all price bands.

To imbibe strong customer friendly, professional
and ethical work culture.

To maintain leading position in internet ticketing,
e-commerce and technology for customers
interface for railway passengers/ customers.

To develop budget hotels on Railway and non-
Railway land.

To provide high quality package drinking water
(Railneer).

To adopt strong Corporate Governance practices.
To work towards <creation of additional

infrastructure on Railway or non-railway premises
in their mandated line of business with a view to

improve the Gross Block.
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PART II

EXERCISE OF ENHANCED AUTONOMY AND
DELEGATION OF FINANCIAL POWERS

[RCTC will have the powers given under various orders of
the Department of Public Enterprises to MoU signing
companies from time to time.

PART III

PERFORMANCE EVALUATION PARAMETERS AND
TARGETS:

The Commitments of the PSE are furnished as per the Sheet

enclosed.
PART-1IV

COMMITMENTS / ASSISTANCE FROM THE
GOVERNMENT

Subject to Government guidelines issued from time to time
the Government undertakes to:

(i) Devise mechanism for prompt release of IRCTC
dues in respect of catering and other services
provided by IRCTC to various Zonal Railways.

(ii) Reconsider the instruction with regard to
imposition of Haulage cost on pantry cars.

(i) Ensure maintenance of Catering Equipments in the
pantry cars,

(iv) Extend support to IRCTC in acquiring luxury
urist train and running and managing the same.
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(v) Extend support to IRCTC in securing long term
lease/ Licence of Railway Land and properties for
construction and operation of hotels on build,
operate and transfer basis or other alternative
models of public-private partnership.

(vi) Curb unauthorized vending in trains and at
stations and prevent recycling of package drinking
water bottle on Railway Stations.

(vii) Provide kitchens/ storage space at important
stations to enable to make platform cooking free.

(viii)  Identification new sites or catering stalls in lieu of
trolleys, which are to be phased out.

(ix) Ensure timely clearance of e-ticketing/ i-ticketing
refund cases.

(%) Ensure regular feeding of train arrival and
departure data relating to trains in National Train
Enquiry System (NTES).

(xi) Timely allotment of quota in trains for Value
Added Tour (VAT) Packages based on request
from IRCTC.

PART V

ACTION PLAN FOR IMPLEMENTATION AND
MONITORING OF THE MOU.

While the Company would review the performance
periodically, the Ministry of Railways shall review the
performance on quarterly basis. The evaluation of
performance would, however, be done at the close of the
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financial year jointly by the Company and the Ministry
before ,submitting final evaluation to the DPE based on
compgsite score of five point scale,

(R.K. Tandon) Shiuzﬁ Rakshit)

MANANGING DIRECTOR SECRETARY
INDIAN RAILWAYS CATERING MINISTRY OF RAILWAYS
AND TOURISM CORPORATION GOVERNMENT OF INDIA

LIMITED
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Notes Forming part of Part 11l (Commitments of the Company)
PERFORMANCE, TARGETS AND EVALUATION CRITERIA
PART 1
STATIC FINANCIAL PARAMETERS: -
|. The terms used in static financial parameters for Performance, Target

and Evaluation Criteria for the year 2009-2010 are based on the
following glossary of terms: -

Glossary of Terms: -

Gross Margin or It is the profit before Depreciation, interest, taxes,
PBIDT deferred revenue expenditure and excludes extra-
ordinary items (net).

Gross Profit It is the gross margin less depreciation, less
deferred revenue expenditure.

Net Profit It is Gross Profit less interest, provision for tax,
and extraordinary items (net),
Net Worth [t is paid-up capital plus reserves less accumulated

losses and deferred revenue expenditure to the
: | extent not written ofT. I
Gross Block It represents original cost of procuring and erecting/
installing the fixed assets as appearing in the annual
accounts of the enterprise at the end of the
accounting vear and takes into account additions
thereto and deductions there from by way of sales
__ and transfers. =
Capital Employed |1t is Gross Block less accumulated depreciation
plus working capital.

Working Capital Means all current assets, loans and advances,
deposits, investments (other than investments under
gestation) less current liabilities and provisions
 excluding cash credit and bank overdrafts.

-ff . - l 5




(Gross Sales [ [t means total turnover from all activities including |
gross turnover of services like package Tourism.
| | Income from Concession fee, License Fee & User
‘ Charges and includes the elements of excise duty, |
Mmoo commission and discounts,ete.
I Added Value ’ Added value is the residual afier meeting the due
| returns to labour, capital and materials that reflects
| the overall efficiency of the Enterprise. Added |
value added has been com puted as gross margin
less returns to the capital, which in turn has been |
| computed as capital recovery factor (0.10) times the
| capital employed.

1

‘ﬁlﬁlﬂnﬁmﬁe? | The total number of persons empl'uyed by the

| Enterprise as on the date of end of the financial
. = <l .:k.learf_ |
PART 2

EVALUATION OF DYNAMIC PARAMETERS: -

(a)  Quality (ISO Certification/ HACCP /Internalization of Quality)
and Customer orientation:

IRCTC has selected the licensees of Food Plazas and Rajdhani &
Shatabdi Express Trains to obtain 1SO Certification/ HACCP (Hazard
Analysis and Critical Control Points) from accredited institutions
during 2009-2010. Obtaining of the 1SO Certification has been made
as a compulsory condition for renewal of the contract. It is envisaged
that 5 Base Kitchens, 10 Mobile Pantry cars, 10 Food Plazas/ Fast
Food Kiosks and 10 RR's/ Cell Kitchens and other static catering
units on Indian Railways will be selected for obtaining SO
Certification during the financial year 2009-10.

(b)  Evaluation of Customer Satisfaction Level: -

® Customer Satisfaction level in the Rajdhani and Shatabadi
Express Trains shall be evaluated through surveys to be
conducted by an independent agency appointed by IRCTC.

Allley - 6@%% 16
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(¢)

(d)

(e)

During the year 2009-2010, 80% rating in 50 % of the Rajdhani
and Shatabdi Express trains shall be considered as good target.

* Customer’s perception shall be taken on the catering services
provided by IRCTC on such trains. For this, sample size of
about 5 % of the Railway Passengers shall be picked up in each
train. Customer Satisfaction to the scale of 1-10 points will be
assessed.

* The overall satisfaction level shall be calculated on the basis of
weighted average of the satisfaction level at each train selected
for such purpose.

IRCTC has planned to review of coverage of A, B & C Class station
and base kitchens, keeping in mind the importance of ensuring the
quality and hygiene. The Review Report would be brought before the
Board of Directors by December, 2009.

R&D for sustained and Continuous innovation.
IRCTC has planned to study feasibility of reducing delays in ticket
refunds and establishments of norms in consultation with Ministry of

Railways. It has been decided that same would be completed by
November 2009.

Project Implementation:

(i)  Constructions of shells of Luxury Tourist Train:

IRCTC has planned to own and operate a luxury tourist train, IRCTC
is in the process of placing order for construction of shells for the
luxury tourist train to Indian Railways. It is expected that construction
of shell would be completed by November 2009.

(ii)  Finishing of the Luxury Tourist Train:

ILis expected that the finishing of the Luxury tourist train would be
completed by March, 2010.

(i) Expansion of Capacity of Railneer Plant, Danapur:

-



IRCTC has planned to expand the production capacity of Railneer
Plant, Danapur from 5500 cartons per day to 8500 cartons per day.
The estimated cost of the project is Rs.3.50 crore. It is expected that
the said expansion would be completed by January, 2010,

(iv) IRCTC is establishing a new Railneer Plant at Palur at an
estimated cost of Rs. 10 Crore. The Plant would be completed by 1™
March, 2010.

(f) Capital Expenditure:
IRCTC has planned to place project report before hoard for upgradation of 11

related infrastructure. It is expected that report would be placed before the Board
by December, 2009,

(2)  Extent of Globalization:
Booking through passengers overseas :

IRCTC is booking rail tickets through its website. During the year
2009-10, it has been targeted that 1,15,000 passengers would be
booked overseas.

PART 3

SECTOR SPECIFIC PARAMETERS

Travel and Tourism related initiatives: -

(a)No. of Tour Packages sold: IRCTC is operating complete tour
packages. During the year 2009-10, it has been targeted that tourism
packages would be sold to 32000 no. ol persons,

(b)Selling of Rail tickets through IRCTC web portal: At present the
IRCTC is selling on an average about 1.00.000 tickets per day. It has
envisaged that during the year 2009-10. the average level of ticket
through web site will be increased to 1.10.000 tickets per day.

f_,,Li(ﬁC’L‘ a é&ﬁm
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(¢c) Attending calls through 139 Call Centre: I is targeted that the
average number of calls would be increased to 500000 calls per day
during 2009-201().

(d) IRCTC has planned to conduct a Study through a professional
agency on geographical coverage. It is expected that study
would be completed by January, 2010,

PART 4

ENTERPRISE SPECIFIC PARAMETE RS

Catering Activities

(a)Setting up of Modular Catering Stalls: In order to make Railway
Stations, cooking free, IRCTC have decided to set up Modular
catering stalls. The stall consists of latest equipments and as a unique
style and look. It is expected that 200 Modular Catering Stalls would
be set up during the year 2009-10.

(b) IRCTC has planned to conduct a Study on benchmarking by a professional
agency of Rajdhani/ Shatabdi Express Trains and to be seen against comparable
hospitality organization in respect of quality of service and value for money. It is
expected that study would be completed by January, 2010.

(¢) Setting up of Food Plazas/ Fast Food Kiosks: It is expected that
another 10 Food Plazas/ Fast Food Kiosks would be set up during the
vear 2009-10.
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