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MEMORANDUM OF UNDERSTANDING 
FOR THE YEAR 2014-15 

PART I: 

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 2ih September 1999 
under the Companies Act 1956 as a Government company. The company obtained 
the Certificate for commencement of Business on 2"d December 1999. The full­
fledged functioning of the Corporation started on 151 August 200 1. 

1. VISION AND OBJECTIVES 

1.1 VISION 

"To be the leading provider of high quality travel , tourism and hospitality related 
services, for a range of customer segments, with consistently high level of 
customer satisfaction." 

1.2 OBJECTIVES 

(i) To provide high quality catering services directly as well as through 
network of professionally competitive licensees and franchisees. 

(ii) To be a significant player in the hospitality business. 

(iii) To produce bulk food manufacturing facilities like food factories etc. 

(iv) To provide high quality package drinking water (Railneer). 

(v) To promote tourism across the country especially for all segments of 
Rail Passengers. 

(vi) To provide single window solution to its customers including train 
travel, road travel, air travel, hospitality, hotel accommodation and 
catering etc. 

(vii) To develop and operate Executive Lounges, Multi-functional 
complexes, budget hotels etc. through participation by professionals. 

(viii) To maintain leading position in internet ticketing, e-commerce and 
technology for customers interface for railway passengers/ customers. 
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(ix) To be a technology driven customer oriented company through 
constant innovation and human resource development. 

(x) To promote private sector participation and expertise to Improve 
quality of products and services. 

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

(xii) To adopt strong Corporate Governance practices and best and 
transparent industry practices. 

(xiii) 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. 

1.3 COMMITMENTS I ASSISTANCE FROM THE GOVERNMENT 

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

(i) Assist for payment to IRCTC in respect of catering and other services 
provided by IRCTC to various Zonal Railways. 

(ii) Provide support in distribution of Railneer on Railway managed static and 
mobile units. 

(iii) Review the financial modalities m reference to tssue of duty passes to 
Inspecting officers of IRCTC. 

(iv) Extend support to IRCTC in operation and management of the luxury tourist 
trains including Maharajas ' Express, Buddhist Trains, Bharat Tirth, Bharat 
Darshan etc. 

(v) Promote IRCTC as the sole agency for all train I coach charter bookings. 

(vi) Promote IRCTC as the single window travel services provider for IR and its 
associated units I undertakings. 

(vii) Assist in provision of earmarking of quota in trains for Value Added Tour 
(VAT) packages based on request from IRCTC 

(viii) Render assistance to IRCTC in the sphere of e-ticketing and similar value 
added services. 
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(ix) Assist in timely clearance of e-ticketing/ i-ticketing refund cases. 

2. PERFORMANCE ASSESSMENT TARGETS AND T HEIR 
DETERMINATION 

The Commitments of the PSE are furnished as per the Sheet enclosed. 

PART II 

EXERCISE OF ENHANCED AUTONOMY AND DELEGATION OF 
FINANCIAL POWERS 

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

PART III 

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 financial year jointly by 
the Company and the Ministry before submitting final evaluation to the DPE based 
on composite score of five point scale. 

~/ 
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(M.P. Mall) 
Chairman & Managing Director 
Indian Railway Catering and 

Tourism Corporation Limited 
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Secretary 

Ministry of Railways 
Government of India 



ISOlA~ RAILWAY CATE RI:'I'G ASD TOl"RIS\1 CORPORATIOS LTD 
PERFORMA:'I'O: ASSESS:\H::'I'T TARGETS AND TIH:IR O~:n:RMI:'I'A TIO~ FOR 2014-15 

S. :'io. Evaluation C riteria l ' nit W eight \lot; Tarr.et Documentary evidence and 

( in °/o) EJcellcnt V.Good Good Fair Poo r source I origin of docum ents 
( I ) (2) (3) (4) (S) 

L Static/ Financial Parameters 
;\laudatory parameters (Sr No. ( i)-{iii)) 

( i) Growth/ Size/ Activity (Two) 

a) Sales Turnover, cxclud1ng mterest and other 1ncome (Operatong INR Cr 16 950 925 900 875 850 Annual Report 

Turnover) (Sales Turno' er shall not onclude cxe1se duty, custom 

duty, VAT or any other duty, tax, etc.)• 

I 

b) G ross Opcratmg Margin INRCr 6 207 20 1 196 191 185 Annual Report 

(ii) P rofitability 

a) EBIIDA/Net Block ~'o 10 58 14 56 64 55 10 53 57 52 04 Annual Report 

(iii) Costs and Output Efricien cy 

a) Sales TurnO\er/ Net Bloc~ .. 5 37208 362 38 352 .58 342.79 333.00 Annual Report 

b) PAT per Employee INR Lakh 5 432 4 19 4 05 3 .92 3 78 Annual Report 

Optional Parameters (Sr No.(iv) & (v)} 

iv) Liquidity/ Lever•l!c 
a) Current RatiO Rallo 8 I 040 I 037 I 033 I 029 I 025 Annual Reoort 

Sub-Total ( ito iv) so 
• Subject to continuation of /llukloya llfantri Tirt/1 Yojana by State Govunment(s) 

2 Dynamic I non-financial Param eters 

( i) Corpor ate Socia l Respons ibility a nd Sustainability 

{a) Pnmary Med1carc Facihty for elderly & needy m backward d1stnets No of places/ I 4 3 2 1 0 Phascw1se completion 

- llclpAgc lnd1a v1 II ages to be certificate/letter from llclpAgc 

covered 

(b) Provis1on of Clean RO treated dronking water on Railway/ Non- No of places to I 5 4 3 2 I Installation certificate from 

Railway pubhc places be covered Organosation 

(c) Providing of AutomatiC Power Factor Corrector (APFC) capacitor Date 0.5 31 10.14 30 11.14 3 1 12 14 3 I I 15 28 2 15 Completion report ccrt1ficd by 

panel for sav1ng agamst Elcctnc1ty cost at Centra l K1tchen No1da the concerned 

Doreetor/lndepcndent Agency 

(d) Installation of PET bottle Crushing maehme at selected Date of Installation ecrt1 ficate from 

Ra1lway s tations (New Dclh1/ Mumbai/ Kolkata/ Chcnna1) - ProJect onstallatoon 0.5 3 1 10 14 30 II 14 31 12. 14 3 1 01.15 31 03 15 concerned Ra1lway Authority 

byAAYPL 
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(ii) Research & Oevelopment 

(a) Resumption of failed transactions to reduce user mterlace Date 0.5 31 12 14 31 01 15 2802 .15 15 03 15 31 03 15 Certoficauon by the Concerned 

tome & resultant load on sole Director Independent Agency 

(b) QR Code lmplcm~ntatoon on ERS for future use Date 05 30.09. 14 31 10 14 31 12.14 28 02 15 31 03. 15 Certo lication by the Concerned 

Director Independent Agency 

(c) Development of packagmg solutoons for dry otcms at Food Date 05 31 12. 14 15 01 15 3101.15 28 02 15 3 1 03 15 Certoficau on by the Concerned 

Factory at Nooda Director/ Independent Agency 

(d) Development ofMultohngual e-tockeung site Date 0 .5 31 03 15 - - - - Certo ficatoon by the Concerned 

Director/ Independent Agency 

iii) Init iatives fo r G rowth 
(a) Physica l Targets I Output or 

' 
No. of new orders I p rojects 

1) Tcndenng of"E.~ecuuve Lounge" at Railway Statoons Number I 7 6 5 4 3 Ccrtoficatoon by the Concerned 

Dorectorl Independent Agency 

11) Tcndenng of new food plaL.as, food courts and new fast food unots Number 2 30 25 20 15 10 Certoficatoon by the Concerned 

at Raolway Statoons Director/ Independent Agency 

i 

ui) Commossoonong of new food plazas, food courts and new fast food Number 2 25 20 18 15 10 Cert1ficat1on by the Concerned 

unots at Railway Stat1ons Director/ Independent Agency 

1\) Award of contract for settmg up Rail Nccr Plants in Number I 4 3 2 I 0 Cert1ficat1on by the Conccrnedi 

PPP model Dorector/ Independent Agency 

v) Supply of Rail Ncer to A-1 category stations Number I 51 47 39 32 23 Ccrt1ficat1on by the Concernc~ ~ 
Director/ Independent Agency 

i 
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(d) Brand building I Yl arketing intiliatives I new products I new 

markets 

i) 
lnJilatJon of Outbound Packages by All F1ve Zones Date I 31 01.15 15 02 15 28 02.15 15 03 .15 3 1 03 15 Annual Report 

Enrolling New Corporales: M1ntstncs for IRCTC Corporate Tra'cl No 0 .5 20 15 13 10 <8 Annual Report 
11) Bus10css 

Ill) 
lmtJa!Jon of Tour Packages 10 LTC Segment Date I 31.01.15 15 02 15 28 02 15 15 03 15 31 03 15 A nnual Report 

Engagement of a Profess1onal Market10g firm for tmplementation of Date 05 30 09 14 31 10 14 3 1 II 14 31 12 14 3101.15 Relcvcnt Document(s) 

1\) 
short term/long term Bus10css plan for all bus10ess segments of 

TRCTC alongwllh their respective market10g strategtes 

(iv) P roject Management & lmplementalion 

(b) ~um ber of new I on-going projects to be completed during the 

yur. 

1) Pr~parat10n of Detailed ProJect Rcport(DPR) for Food Date 2 31 12. 14 15 01.15 3101.15 28 02 15 31 03 15 Cerlllicallon by the Concerned 

Court/Restaurant 1n Delh1 NCR D~rcctorl lndcpcndcnt Agency 

11) Commiss10n10g of plant & mach10ery at Rail Neer Number 3 3 2 I 0 0 Certtlicauon by the Concerned 

Plants set up under PPP model Director/ Independent Agency 

Ill) CommtssJoniOg of plant & mach10ery at Ra1l Neer Date 2 31 08 14 30 09 14 31 10.14 30 II 14 31 12.14 CcrtJficatJon by the Concerned 

Plant, Btlaspur D~rectorl lndepcndcnt Agency 

IV) ProVISIOn of secondary RO for rcduc10g reJect water at Date of 2 31-10-14 30-11-14 31-12-14 31-01-15 28-02-1 5 CertificatiOn by the Concerned 

RNP-Palur Installation D~rectorl lndepcndent Agency 

v) Mobile Apps on platform hke Android, Apple, lOS Date I 31 01 15 15 02 .15 28 02.15 15 OJ 15 31 03 15 Launch date document 

and Blackberry 

(v) Productivity and Internal processes 

(f) Custom er Satis faction a nd redress of customer grievances 

1) Ttmc for d1sposal of 85°'o tounsm compla10t (All Days 15 30 40 50 60 >70 Annual Report 

Zones) 

11) Air Tickellng- Refund 10 case of cancellations 10 80% Days I 5 30 35 40 45 >50 Annual Report 

cases (CO) 

}v 
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(g) C ustomer Focus · Customer Satisfaction Index and Complaints 
per unit of sa les 

1) Customer Sat&sfacuon Survey by external agency fo r (' •) 2 2% IS~~ lo -· • 0 05% 0~0 Cent ficate by I ndependcnt 
Improvement over base hne survey &n Duronto dunng tmprovement Agency 
2013-14 

11) Customer Satisfaction Survey by external agency for Improvement ('o) 2 2% I 5'o 1% 0_5% ooo Ccrt&ficate by Independent 
over base hne survey m RaJdham Express dunng the year 20 13-14 Improvement Agency 

(vi) Technology, Quality, Innovative practices 

(a) :'\ew Technologies / Improving existing ones I other innovative 
[Jlractices 

1) Launch of IRCTC Co-Branded prc-pa&d card Date I 31 10 14 31 12 14 31 01 15 15 02.15 3 1 03 15 Launch date document 

11 ) Replacement of old P-C lass servers Date I 3 1 12, 14 31 0 I 15 28.02 IS 15 03.15 3 1 03.15 Cen&ficat&on by the Concerned 
D&rector/ Jndepcndent Agency 

Ill) Mall Server Upgradat&on Date 0.5 31 12_ 14 3 1 OJ 15 28 02 15 15 03 15 31 03. 15 Ccrt&ficat&on by the Concerned 
Director/ Independent Agency 

IV) Consohdat&on of Rack Space by replacmg old servers Date 05 3 1 12 14 3 1 OJ 15 28 02 IS IS 03 IS 3 1 03 IS Cert&fieauon by the Concerned 
D&rector/ lndepcndent Agency I 

v) Improvement m e-t&ckeung transact&on success rate as compared to ~,. 0.5 S% 4·~ 3~. 2% , .. 
• 0 Data pcrtammg to transact& on 

last 3 years on webs&te 
I 
I 

VI) Upgradat&on ofllyg&cne laboratory &n Central Kttchen , N01da to Date 05 3101.1S 15 02 15 28 02,15 15 03 IS 31 03 IS Cert&ficat&on by the Concerned 
mclude more parameters and techmques for testmg raw and O&rector/ Jndepcndent Agency 
cooked food m stat&c and mobile catenng umts 

c) Quality Management· Methods like TQl\1, six Sigma and ISO, 
Ba ldrige Performances Excellence C riteria, etc. 

i) ISO cert&ficat&on of Rail Neer Plant, Palur Date 0.5 30 11.14 31 12 14 31 OJ 15 28 02 15 3 1 03.15 ISO Cert&ficate 

11) ISO cert&ficat&On ofTtrupau (Chancr Coach) Package Date 0.5 30 11.14 3 1 12 14 31 OI. JS 2802, 15 3 1 03. 15 ISO cenificate 
(WZ) 

Il l ) I Iazard Analysts and Cnt&cal Control Po&nts S) stem (IIACCP) for Number I 25 20 IS 12 10 Th&rd Party· M/sTUV lnd&a 
Food Plazas I FFUs/Food Court 

IV) ISO 22000 2005 Ccrt&ficatton of NRC Un11s Number 0,5 10 8 6 4 2 ISO Ccrt&ficate 

v) ISOI0002 _2004 ccntficat&on for Complaint Date 05 3 101.15 28 02 15 1003 IS 20.03, IS 31 03 15 ISO Ccrt&fi cate 
Management System ofiRCTC 

v&i) Development and mtroduct&on of &nduction cooktng Date I 3 1 12. 14 15 OJ 15 3 101.15 28.02 IS 31 03 IS Cen&ficat&on by the Concerned 
Central Kttchen at No&da D&rector/ lndepcndent Agency 

~ fJ-t ( o ~( Ll)l'f 
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(• ii) Human Resources Management 

a) Enterpnse R1sk Management (for senior management personnel) No sent for 2 10 8 6 4 2 Trammg partiCipation report 

trammg per year from tra101ng mstltlute 

b) Employee Fducat1on Programme (online publication of monthly No ofbulletms I 12 10 8 6 4 Bulletins published on line 

bulletms on IIR pollc1cs, rules & regulatiOns) 

c) Employee Contact Programme (quarterly to resolve pcndmg No of I 4 3 2 I 0 Report of contact programme 

1ssues/ staiT grievances) Programmes 

d) Organmng llealth Yoga camps No ofcamps I 10 8 6 4 2 Related report from concerned 
Zones/CO 

c) Actuall7llt10n ofTrammg plan & Target to be ach1eved Man-da)S I 5000 4000 3000 2500 2000 Related Document from 
Zones/CO 

t) Development ofcnt1cal mass of leaders through a S)Stcm of career No. ofSr I 10 8 6 4 2 Trammg partiCipation report 

plannmg and development Employees to be from tra1nmg mst1t1ute 

sent fo r 
leadership 

development 
programme 

3. Sector Specifi c Pa rameter I Enterp rise Specifi c 
Para meter 

(i) Catering Activities 

a) Scttmg up of new catcrmg umts 1n Non-Railway prcm1ses Number I 10 8 6 4 2 Through MoUrrenders 

b) Conducting of Food Safety & Hyg1ene Aud1ts of non- Ra1lway (%) I ss•. so•. 70°o 60°o soo,. Certification by Independent 

outlets (ODC proJects) & ach1cvmg ratmg of Agency .. 
c) Conductmg of Food Safety & llyg1cne Aud1ts of (%) I 70% 65°o 60% ss•;. so•;, CertificatiOn by Independent 

Premium trains & ach1eving ratmg or•• Agency 

Sub-Total (2 + 31 50 
Total ( I + 2 + 3) 100 

Non compliance of Corporate Governance \VIII be penalised by way ofncgat1ve markmg and the MoU score w1ll be mflatcd accordmgly as mentiOned in the para 3 21 of the MoU gu1dcllnes for the year 20 14-15 IRCTC \VIII 
com pi) w1th the above-mentiOned para 3 21 and m case of non-comphance, the MoU Score of the Company w1ll be mflated 

IRCTC will comply with para 3 22 of the MoU gu1dehncs for the year 2014- 15 rcgardmg comphancc ofPubhc Procurement Pohc) for M1cro, Small and Mcd1um Entcrpnscs (MSME.s), Certificate rcgardmg 1mplcmcntat1on 
ofGUidelmes issued v1de DPE OM No 14(38)/10 Fm dated 28 06 20 11 and compliance ofd1rect1vcs of government mcluding subm1ss1on of data for PE Survey, MOSPI data updat1on etc Non-compliance of para 3 22 w1ll 
be penalised by way of negahve markmg 
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