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Some information in this report may contain forward-looking statements which include statements regarding

Company’s expected financial position and results of operations, business plans and prospects etc. and are

generally identified by forward-looking words such as “believe,” “plan,” “anticipate,” “continue,” “estimate,”

“expect,” “may,” “will” or other similar words. Forward-looking statements are dependent on assumptions or

basis underlying such statements. We have chosen these assumptions or basis in good faith, and we believe

that they are reasonable in all material respects. However, we caution that actual results, performances or

achievements could differ materially from those expressed or implied in such forward-looking statements.

We undertake no obligation to update or revise any forward-looking statement, whether as a result of new

information, future events, or otherwise.




In a year marked by phenomenal challenges,
we derived the strength to resiliently
overcome obstacles.
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Keeping our valued patrons at the heart of our endeavours, we continued to deliver 3
efficient and convenient services on Indian Railways. Not only did we shore up our ®
online capacities to facilitate remote bookings, we also strived to deliver safe and 8
hygienic services through all our operating platforms. 7]
We realised the importance of reaching out to our customers and designed
exceptional services that catered to varied travel needs. We were also constantly
keeping pace with changing business dynamics, revamping our operations to
inculcate latest technology and constantly raising the bar — to add convenience to
every journey. It is this enthusiasm that keeps us on the right track and always ON
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In the wake of the COVID-19 millions of lives
pandemic, Fiscal 21 unfolded with a
slew of unprecedented difficulties for
: . , Over the years, we have
the entire world weighing heavily on diversified our service
IRCTC ata human life and impacting the economy frori : h
Glance Sy offerings to enhance
customer delight and provide
an unforgettable experience
to travellers.




About IRCTC

Adding convenience to travel

IRCTC is a distinguished Mini Ratna
(Category-1 Central Public Sector
Enterprise) company, incorporated

in 1999 as an extended arm of the
Indian Railways. The Company was
formed with the objective to upgrade
its catering and hospitality services
to appropriately meet the needs of

the modern age.

Indian Railway Catering and Tourism
Corporation Ltd. (IRCTC) is a wholly
owned entity of the Government of
India, under the administrative control
of the Ministry of Railways. We strive to
encourage international and domestic
tourism in India through public-private
participation.

We are the sole entity authorized to
deliver catering, online ticket booking
and packaged drinking water in trains
and railway stations. Along with a slew
of other services like global reservation
systems, budget hotels, e-catering and
executive lounges, we aim to create

a one-stop solution for domestic and
international customers, to cover their
travelling, accommodation and tourism
needs.

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

Mission:

N[Z

Our mission is to enhance customer
services through railway catering,
hospitality, travel & tourism with

best industry practices and aims to
cement itself as a leader by providing
value added products and services
for passengers, tourists and other
customers, targeting IR and Non-IR
related Services alike and building a
robust business portfolio that is scalable
and based on core competence.

02 Indian Railway Catering and Tourism Corporation Limited



An Overview

Only

Authorised entity for
online railway ticket
booking and catering
services for railway
passengers

145 L.

per month Average
transaction volume per
month in FY21

Zero

Long-term debt as on
March 31, 2021

Lowest

Convenience Fees
charged for Non-AC and
AC tickets

% 15 + Taxes per ticket
For Non AC Class

T 30 + Taxes
for AC Classes
(including First Class)

14

Operational Rail
Neer Plants

26. 50 Lakhs

Logins per day on IRCTC
Platform

7.40 Lakh
Logins per day on Website

1910 Lakh

Logins per day on Rail
Connect Mobile

App - (Android & iOS)

Reduced
Rates

on Convenience Fees
for the Users who book
e-tickets using BHIM/UPI
payment mode

T 10 + Taxes
for Non AC Class

T 20 + Taxes

for AC Classes (including
First Class)
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Strengthening
the Pillars of

Success

IRCTC is the only entity
authorized by Indian Railways

to provide catering services to
Railways, offer online railway
ticket booking services and
deliver packaged drinking water
at railway stations and trains. It
has emerged as a comprehensive
tourism and hospitality service
provider in India.

IRCTC is a debt free company and
continues to recover strongly,
quarter on quarter, from the
impact of the Covid-19 pandemic.

04 Indian Railway Catering and Tourism Corporation Limited
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As a key strategic partner of Indian
Railways, IRCTC is diversifying its
offerings for passengers.

Upgrading the online platform to allow
seamless booking of various services.
IRCTC website is now one of the most
transacted websites in Asia-Pacific
region.

Strong operational efficiencies to
enhance the development of core
components. IRCTC continues to
outsource non-core activities for
installing WVMs at railway stations and
catering services to retain a competitive
edge.

We rely on attracting and retaining
talented employees to fulfil various
organisational objectives and deliver
superior customer service. During the
pandemic, we have prioritised the
health and safety of our employees
and have implemented procedures to
aid and support them in times of crisis.
Further, we remain dedicated to offer
on-job skill development and training
opportunities to our people.

At IRCTC, we are constantly vigilant
about following strict standards of
operation. To gain the trust and loyalty
of our customers, we strive to maintain
the highest standards of quality in our
catering and packaged water segments.
The quality control procedures are
being upgraded regularly to safeguard
the health and well-being of our valued
patrons.

The Board and senior management

of IRCTC comprises a diversified
leadership team with significant industry
experience. Under their guidance and
supervision, IRCTC has developed the
ability to overcome challenges and
consistently deliver exceptional results.
It enables us to adapt to a changing
business environment and consistently
diversify our portfolio to serve the
needs of our growing customer base.
It also lends us a competitive edge in a
constantly evolving industry.
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Chairperson’s
Message

Over the years, IRCTC has
developed a business
model that has given

the company a very firm
footing in the travel and
tourism of the country.
With a diverse product
and service portfolios, we
aim to provide our valued
customers with integrated
solutions under one roof.
In addition to services
such as global reservation
systems, catering, and
executive facilities, we
also provide multi-service
solutions to our domestic
and international
customers with respect to
tour and travel,
accommodation and
other tourism related
requirements.

Dear Shareholders

In the wake of the COVID-19
pandemic, Fiscal 21
unfolded with a slew of
unprecedented difficulties
for the entire world weighing
heavily on human life and
impacting the economy
significantly. On a global
scale, the developing and
emerging nations faced the
toughest time coping with
the crisis. In terms of national
economy, all supply-chain

06 Indian Railway Catering and Tourism Corporation Limited



networks, trade channels and exchange
and transfer of commercial goods and
services have been severely impacted
on account of the poor economic
momentum.

Of all economy sectors, the travel and
tourism industry was the worst hit as
the sector faced an acute existential
crisis. With complete lockdown imposed
in most of the countries of the world, the
international as domestic movement of
tourists was totally restricted leading

to operational activities to complete
halt. The revenue streams in the sector
completely dried up and the industry
suffered a three-quarters economic
wipeout. The travel and tourism
fraternity , since then, have constantly
looked for ways to weather this storm,
put up a brave front and combat the
situation with perseverance.

As a major player in the travel and
tourism industry, COVID-19 has caused
considerable disruptions in operations
of the company as well. The passenger
train services were completed
suspended in the entire country during
the initial lockdown period and event
after the gradual lifting of the lockdown
and resumption of trains in staggered
manner, the initial occupancy levels in
the trains were not very encouraging.
The adverse business scenario caused
by the pandemic, jeopardized the
business operations of the company
and wrecked havoc across all business
segments. Nevertheless, we were able
to sustain the unpleasant impacts of the
pandemic to a substantial extent, owing
to scalability in our operations and

formulating quick mitigation response
on the back of our dynamic business
model. We strongly believe that one’s
prowess to re-imagine the future and
make purposeful efforts to achieve the
goals counts the most during these
challenging times.

Over the years, IRCTC has developed

a business model that has given the
company a very firm footing in the
travel and tourism of the country. With a
diverse product and service portfolios,
we aim to provide our valued customers
with integrated solutions under one
roof. In addition to services such as
global reservation systems, catering,
and executive facilities, we also

provide multi-service solutions to our
domestic and international customers
with respect to tour and travel,
accommodation and other tourism
related requirements.

Amidst the dire circumstances and the
Company being severally hit by the
pandemic, we present a reasonable
balance sheet for fiscal 21. The revenue
from operations for the year clocked

¥ 783.05 crores as compared to ¥ 2264.31
crores in previous fiscal. Our EBITDA
stood at ¥ 275.93 crores and our
operating margin registered at 31.76%.
Due to reasons mentioned above, PAT
decreased by 62.99% from ¥ 513.11
crores in 2019-20 to ¥ 189.90 crores

in 2020-21. In terms of profitability, we
registered a net profit margin of 21.86%.

We also remained robust on the liquidity
front. Our operating cash as on 31st
March, 2021 stood at ¥ 345.02 crores

and we have undertaken prudent risk
management and capital allocation
strategy to maintain healthy return
ratios. Our ROCE over the past 5 years
registers 12.95%, as of fiscal 21. Our
financial strength stems from our ability
to capitalise on high entry barriers to the
industry, build a strong earnings profile,
and attain a debt-free status. Given

the Company’s strong performance

in 20-21, the Board of Directors has
recommended a final dividend of ¥ 5
per share (X 80 Crores).

During the fiscal year under review,
we concentrated all of our efforts on
delivering customer services while
adhering to stringent safety standards
and health protocols. We have
developed SOPs to control the spread
of COVID-19 in our operated tourist
trains, and train tour packages.

On the ticketing front, IRCTC integrated
its operations via virtual mode and
generated necessary software licenses
for the seamless functioning of
operations during the lockdown. We
also extended annual maintenance
contracts for IT Centre Infrastructure and
SMS service so that the continuity of
Internet Ticketing services is ensured.
Although we faced major challenges

in the initial quarters in generating
revenues and providing refunds to the
customers, the ticket booking picked
up towards the end of the fiscal and we
took all possible measures to ensure
proper supply-chain continuity towards
timely refunds to customers.

Several passenger awareness initiatives
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We are immensely
excited to start our new
segment of ‘Bus-seat
booking’ to facilitate
seamless online bus
booking services and
enable last-mile
connectivity to the
travellers. We envisage
more such fresh
business opportunities
in the near future.

were also fostered by our catering
vertical, including cashless payments for
passengers, the placement of QR codes
on food packages for traceability, and
the affixation of metallic menu plates in
catering units.

The pandemic also deeply impacted
our Rail Neer packaged drinking water
operations as well. Owing to suspension
of regular passenger trains and closure
of a large number of hospitality units at
railway stations, the production of Rail
Neer staggered and sales witnessed

a drastic drop in numbers. However,

as operations resumed, we underwent
initiatives to increase the production
and sale of Rail Neer bottles. We are
currently exploring backward integration
possibilities by installing preform
production units in existing Rail Neer
plants.

Digitalization plays a key part in
everything we do at IRCTC. Our
indigenously developed technical
solutions enable 24/7 quality services

to our customers. We provide digital
customer support in the form of
Artificial Intelligence driven chat bots
and virtual assistants that are powered
by modern technologies of Machine
Learning and Natural Language
Processing. In line with our commitment
towards Make in India and Atmanirbhar
Bharat, we are using the chatbot Ask
Disha, which has been upgraded

to communicate with consumers in
Hindi, for providing ticketing related
assistance to the customers.,. The
platform gained quite some traction in
FY 21, with an average of 1000 queries
addressed in Hindi per day.

Moving forward, we remain optimistic
for the future despite contemplating
serious business challenges posed
by the pandemic . We are well aware
of the fact that COVID-19 is here to
stay for the foreseeable future, and
hence, our combined efforts are
focused on strategic collaborations,
extensive training and development
of our management and operation
team and infrastructure up-gradation to
accommodate the New Normal.

We are working to enhance the train
services for tourist trains such as the
Maharajas’ Express, Golden Chariot,
and Deluxe Tourist Train by minimizing
passenger touch points, installing UV
lighting, and offering UV sanitization in
trains. With our brand-new offerings in
fintech, we foresee a booming traction
in the payment aggregator business.
Besides this, we are also striving

to automate our routine processes,
build a new interface for our websites
andmobile apps and strengthen
customer engagement across all our
operational segments.

We are immensely excited to start our
new segment of ‘Bus-seat booking’

to facilitate seamless online bus
booking services and enable last-
mile connectivity to the travelers. We
envisage more such fresh business
opportunities in the near future.

I 'am incredibly thankful to our board
members, shareholders, customers,
our devoted workforce and all
stakeholders in the IRCTC ecosystem
for their relentless dedication and
steadfast loyalty towards our company.
| also convey my sincere gratitude

to the government institutions,
particularly the Ministry ofRailways,
Ministry of Tourism, Department of
Public Enterprises and Zonal Railways,
Comptroller & Auditor General of
India and all the State Governments
for their continued support and
guidance. Together, we shall continue
on our quest to attain new heights of
excellence in customer services.

Regards,

Rajni Hasija
Chairman & Managing Director

08 Indian Railway Catering and Tourism Corporation Limited
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Financial
Highlights

Revenue from Operations
R in crore)

FY 21

FY 19

FY 18

EBITDA

R in crore)

FY 21

FY 19

Fy1s L.

FY17 L.

ROCE

(in %)

FY 21 I

Fy2o0 L. |

Fr°* L.

Fy1¢ ...

FY17 L. |

783.05

2264.31

1870.00

1471.17

1538.93

275.93

778.44

472.16

360.30

352.99

12.95

39.05

28.81

23.22

27.58

Net Worth

R in crore)

FY21T b o ]

Fyr20 L. .....nBnBnn_

Fy© ........._ 1

Fyr$¢ ...

FY17 L

PAT

R in crore)

FY 21 I

Fy2o0 L. |

Fy L.

(DA ——

FY17 Lo

Dividend per share

(per share)

FY21 L

FY20 |

Fy1° L.

Fy¢ .......______|

FY17 L.

1466.95

1313.82

1071.02

945.37

778.34

189.90

513.11

308.56

219.52

214.69

5.00

12.50

7.65

22.20

2117
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Operating Revenue mix

R in crore)

Catering
Railneer
Internet Ticketing
Tourism
State Teerath
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Our
Business
Segments
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Catering

WE ARE Catering
DEDICATED To We are among the largest catering companies in the country, exclusively offering
CATER To THE services for passengers of Indian Railways. Our services are specifically curated to

meet the needs of travellers, blending the best of hygiene and taste.

NEEDS OF EVERY
TRAVELLER, Hospitality and
TO DELIVER Catering Business
PHENOMENAL

SERVICES THAT (1)
CONTRIBUTE

TO LASTING
MEMORIES.
TAKING
OWNERSHIP

OF CUSTOMER
EXPERIENCES,
WE ARE GEARED
TO OFFER
CUSTOMISED
SOLUTIONS

THAT MAKE
TRAVELLING ON
INDIAN RAILWAYS
A DELIGHTFUL
SAGA.

Mobile Catering Business Static Catering Business

Rajdhani, Shatabdi, Duronto, Food Plazas
Gatiman, Tejas, Vande Bharat

Fast Food Units
Mails / Express Trains

29% Refreshment Rooms
Train Side Vending

Contribution to Jan Ahaar (s)
. Development of Pantry Cars

total operating

revenue

Cell Kitchens

Base Kitchens

14 Indian Railway Catering and Tourism Corporation Limited
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Executive Lounges

Retiring Rooms 5 50

Number of Trains
with catering
services

Budget Hotels
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Static Catering

Refreshment Rooms, Jan Ahaar
and Cell Kitchens have been
developed on railway platforms
to serve hygienic food at
reasonable rates. We are also
setting up modern base kitchens
and upgrading them to deliver
superior quality food.

287

Food plazas / Fast
food units

176

Number of
Refreshment rooms

56

Number of Jan Ahaars

17

Number of Cell Kitchens

Hospitality Services

To provide railway passengers
a comfortable and convenient
space to relax, executive
lounges and retiring rooms
have been created on railway
stations. Equipped with modern
amenities, these spacious
lounges have reclining sofas,
offer buffet meals, wi-fi internet
service and clean washrooms
at nominal rates. IRCTC is also
renovating, operating and
maintaining Retiring Rooms at
major railway stations across the
country to improve facilities for
travellers.

06

Executive Lounges

17

Retiring Rooms

E-Catering

The E-Catering service allows
passengers to book food of their
choice from partner restaurants. Food
is delivered on their seat. Bookings
are done in advance. Services are
available at selected stations to bona
fide passengers in reserved trains.

E-Catering has been introduced for
providing the range of options to
passengers for ordering food of their
choice. The prices of food booked
under e-Catering are market driven.
The restaurant fixes the menu.

E-Catering on Indian Railway trains
was discontinued in the month of
March, 2020 due to the nationwide
lockdown. E-Catering services, post
Covid-19, were resumed on 1 Feb
2021 gradually. More stations are
being added under the e-Catering
umbrella in a phase-wise manner
keeping in mind the considering
Central/State Government guidelines.

IRCTC is in the process of integrating
B2C partners some are already made
LIVE such as Ixigo, Confirmticket,
Make My Trip, Yatra, Paytm etc to
improve the process of reach out to
customers.

Some of the major brands associated
with e-Catering services are Domino’s
Pizza, Subway, Haldiram’s, Faasos,
Biryani Blues, A2B, Sarvana Bhawan,
Nirula’s, etc.

E-Catering has started picking

up orders in the month of March
2021 and meals booked through
e-Catering was 10,324 per day,
however, the progress was halted
due to the second wave of the
pandemic and cancellation of trains.

Indian Railway Catering and Tourism Corporation Limited
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e-catering
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ON YOUR TRAIN SEAT/BERTH WITH

IRCTC E-CATERING
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Meals per day

Number of stations
providing e-catering
service
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Monitoring of catering
services

IRCTC deploys a large number of
catering supervisors on passenger
trains to monitor on-board catering
services. These supervisors also take
live feedback from passengers to
understand their needs better and
provide better services.

Complaint Monitoring
and Redressal
Mechanism

IRCTC has an internet based module
for Catering Services Information
Management (E-CSIM) and a dedicated

portal www.catering.irctc.co.in for
passenger complaints redressal.

R |

]

Alternatively, passengers can provide
feedback about services on ‘Rail
Madad’, through its application or
the online portal www.railmadad.
indianrailways.gov.in.

B eesiens 00T M

]

t“J Catering Service Information Management | S

IRCTC
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]
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Impact of
Covid-19

E-Catering Services
were suspended on
22nd March, 2020
due to the Covid-19
pandemic and the
subsequent lockdown.
However, after the
lockdown restrictions
were eased, passenger
trains resumed service
and only ready to eat
meals and pre-cooked
meals were allowed on
trains.

5042 Lakhs

E-catering meals
clocked in FY21

To ensure the safety of our people and
the passengers, we adopted stringent
SOPs that have now become an integral
part of our operations. E-catering
services also began in February,

2021, in 200 Railway Stations, with the
promise of ensuring health and hygiene
protocols. It allowed passengers to
easily order food online from reputed
brands.

Outlook:

A new concept i.e. Pod/
Capsule concept retiring
room and dormitory is being
developed. In order to execute
the same. IRCTC has already
awarded the contract for
setting up and management
of Pod/Capsule concept
retiring room and dormitories
at Mumbai Central (MMCT)
station of Western Railway.

In view of the existing Covid-19
Pandemic, Ready to Eat (RTE)
and PAD items are being sold
on-board special trains.

224 Annual Report 2020-21 19
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Internet Ticketing

WE ARE

THE ONLY
AUTHORIZED
ENTITY TO OFFER
ONLINE TICKET
BOOKINGS

FOR INDIAN
RAILWAYS
THROUGH OUR
WEBSITE WWW.
IRCTC.CO.IN
AND THE ‘IRCTC
RAIL CONNECT’
MOBILE
APPLICATION.

Over the years, our e-ticketing
services have continued to grow
and in FY2020-21it accounted
for 79.63% of the total tickets
reserved. With increasing number
of visitors on our website and
mobile application, we are seeing
rapid volumes and increasing
advertisement revenues. In the
long term, we believe, e-ticketing
will be the most preferred mode of
booking due to growing internet
penetration across the length and
breadth of the country.

4.80 Lakh tickets

On an average
were booked per
day through IRCTC
Website and Mobile
Apps in FY 2020-21

Key highlights of
FY2020-21

57%

Contribution to total
operating revenue

361 Lakh tickets

booked through
Website (21% of
online tickets)

808 Lakh tickets

booked through
Mobile App (46% of
online tickets)

571 Lakh tickets

booked through
agents (33% of
online tickets)

3 1 7,761 060 Crore

Train Fare
in FY21

New Initiatives:

Launch of IRCTC - SBI Cobranded
Credit Card on RuPay Platform

® IRCTC and SBI have together
launched a new Co-branded
Contactless Credit Card on RuPay
Platform of NPCI.

GET UPTO 10% VALUE BACK
‘OM TRAIN TSCKETS with [RCTC SHi Feupay Credit Card

e B Faer B i | A o 1) [Ty pdhaty e
Vol cuc bt s Desins | W s Fom 18 Fiet Msech 2027

T Tk 1 B o it
et ) i

=
T - . [a..
m—

® The Card is designed to reward
Frequent Railway Travellers, wherein
the new Co-branded Credit Card
offers the rail passengers maximum
savings proposition on their travel
together with exclusive benefits on
retail, dining and entertainment as
well as transaction fee waivers.

AR (Assam Rifles) of Central
Paramilitary Forces e-ticketing
system had been commissioned
for booking Reserved Rail e-tickets
for AR personnel.

® Central Paramilitary Forces are
provided assistance for their
reserved train ticket requirements
and associated warrant management
system.
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E-ticketing system has been developed for:

@® CRPF, NDRF, NSG & Assam Rifles

Assam Rifles

Loyalty Scheme for Tejas Trains

In the Loyalty Scheme, benefits will
be given to the passengers who
book their tickets for travelling in
IRCTC Tejas Trains by using IRCTC
SBI Cobranded Premier Card.

The benefits include various reward
points systems which aims to
encourage the passengers to adopt
Tejas trains for their travel.

Launch of IRCTC New User
Interface

IRCTC being a first contact point for
travelling citizens with the Railways,
has developed a New Ul - to further
enhance user personalization and
facilitation of the IRCTC Website and
Mobile App with more user friendly
features and more comfortable
navigation.

@® Customized Prompts for
indivudal’s (on login) Dashboard
for Last Transaction, Upcoming
Journeys, booking Meals, Hotel
and Retiring Room.

@® One click Rebook Favourite
Journeys and Refund Status
Check.

@ Intelligent Journey and Stations
Suggestions from Recent
Searches/bookings: Display of
Most booked stations and Routes
by the individual (on login) or
generally, first in the dropdown list
of “From Stations”.

@ Provision to search Trains with
Available Berths only.

@ Provision of Storing Passenger
names and prompting them while
booking tickets.

@® Convenience for booking Meals,
Hotel and Retiring Room while
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booking tickets and for upcoming
journeys.

One Stop Train Selection
feature on Same Page like Class
Wise Fare, Seat Availability,
Confirmation Probability (in case
of WL) and various filters for all
classes avaliable on strains to
reduce number of clikck and
searches.

More enhanced design of
payment page, Summary Page
with more Journey, passenger fare
and Meal Opted details in the side
block.

New Location for “Boarding Point
Change” with more details like
Boarding Date and Time.

Hotel Booking on IRCTC

Integration of Hotel chains,
Inventory Providers and State
Government Guest Houses: IRCTC
has offered hotel bookings services
for the last five years through tie-ups
with Rail Yatri Niwas and IRCTC Hotel
(Katra) or with Hotel aggregators as a
White label solution.

To reduce the dependency on Hotel
Aggregators, IRCTC has started the

process for direct tie-up with Hotels

and Government owned properties

for online room Inventory.

Business is projected to grow
substantially in FY 2021-21 as IRCTC
has made direct tie-ups with Hotels
such as Pride, Ginger, Treebo, Park,
KTDC, UPSTDC, KSTDC.

Bus Integration

The IRCTC Bus Service (www.bus.
irctc.co.in) offers booking of State
Road Transports as well as Private
Operators with more than 50
thousand bus operators covering
22 States and 3 Union Territories
including Kashmir region.

This service also enables last

mile connectivity to the Railway
Passengers and is estimated to grow
substantially.

The IRCTC Bus Service strives to
provide multimodal transport on a
single platforms viz. Trains, Flights
and Bus for customers’ convenience
and choice of mode of travel through
IRCTC.

III!IiI|| ||||||| 1
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Impact of
Covid-19

The countrywide lockdowns
had a deep impact on the
e-ticketing segment. Due to
restrictions on movement,
train services were halted and
fresh bookings were stalled.
However, we withessed a
significant jump in e-ticket
bookings after the easing

of lockdown restrictions. To
avoid long queues at railway
stations, people preferred
online bookings. E-ticketing
constituted over 79.63% of the
bookings during the Covid-19
pandemic, a testament to the
strength of this segment.

Decrease in Train Journeys/Travels
by the passengers due to restriction
imposed on public movement, was
witnessed during the initial phase of
COVID 19 Pandemic which lead to
less number of ticket bookings.

Disbursement of refunds to the tune
of ¥ 2300 Crores to the customers
due to large scale cancellation of
Trains by Indian Railways in 3 — 4
trenches in the wake of Covid-19
pandemic, had been a great
challenge to the organization.

Despite the advent of the Covid-19
pandemic, IRCTC has showed resilience
through competent management and
achieved the following growth metrics:

Ticketing growth (FY 2021)

Ticketing had dropped to an average of

1.60 lakh

tickets per day (due to covid-19
pandemic)

Ticketing rose to

4.80 ...

tickets per day

IRCTC Active Users

6.70...

(As on 31st March’ 21)

5.96 Crore

Active Users in FY 2020

While launching the upgraded website
and mobile application, honourable
Minister of Railways Shri Piyush Goyal
lauded the contribution of Rail Parivar in
ensuring a victorious fight back against
the challenges posed by Covid-19 and
in making railways future-ready.

Outlook:

Despite continuity of COVID 19
Pandemic for 2nd year with more
intense 2nd wave, IRCTC with its
optimistic outlook has planned to
bring into its system some new
projects like the following:

Monetisation of Chatbot
Services by extending to Third
Party Organisations

National Rail Museum Booking
Website and Mobile App:

® Avoid long queues at the entry
gate

® Reduce the cash handling at
NRM

® Fetch the visitors’ data
automatically

® Promote digitalization and cash
free transaction.

EMI Based Payments on
e-Ticketing Mobile App:

® The high value tickets purchased
by the customer on IRCTC, using
their credit card/debit card, can
be converted into EMI payments
by converting transaction
amount into a number of equal
monthly instalments (EMIs).

Automated Payments to Hotels
& Bus Aggregators/Vendors to
reduce payment time

MIINIBAQ 33pJ10dio)
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Packaged Drinking Water

OUR PACKAGED o
DRINKING Key Highlights for

WATER

BRANDED AS ®
“RAIL NEER”,

REMAINS A 19.45 % 07 %

SAFE AND Average =y e Contribution to
RELIABLE capacity & .~ SEE .. | total operating
SOURCE utilisation_ﬁ, revenue

OF WATER

CONSUMPTION
FOR TRAIN
PASSENGERS.
RAIL NEER IS .
PROCESSED,
PURIFIED AND
BOTTLED AT
OUR STATE-
OF-THE-ART
PLANTS, WHERE
THE PROCESS
IS COMPLETELY
AUTOMATED TO
PROVIDE THE
CONSUMERS
WITH HIGH

L -
' 75.28 mn

Bottles packed

14.08

lakhs

Litres per day
produced
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Our Plant
locations

Nangloi (Delhi)
Danapur (Bihar)

Palur (Tamilnadu)
Ambernath (Maharashtra)
Amethi (Uttar Pradesh)
Parassalla (Kerala)
Bilaspur (Chhattisgarh)
Hapur (Uttar Pradesh)
Sanand (Gujrat)
Mandideep (Madhya
Pradesh)

Nagpur (Maharastra)
Sankrail (West Bengal)
Maneri (Madhya Pradesh)
Jagiroad( Assam)

Upcoming Rail
Neer Plants

Una (Himachal Pradesh)-Commissioned.
Commercial production to be started.

Bhusawal (Maharastra)- Advance stage of
commissioning

Vijayawada and Simhadhri (Andhra Pradesh)-
advance stage of civil construction.

Bhubaneswar (Orissa)- under tendering process.

Kota (Rajasthan)- under tendering process.

Outlook:

Increase the number of trains

and stations as exclusive

‘Rail Neer’, aligned to our
production and capacity. We
aim to widen our presence to
remote zonal administration
regions and gradually declare

more stations ‘Rail Neer’
mandatory.
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Travel and Tourism

Its diversity appeals to travellers
from across the world. To uncover
India’s travel treasure troves, IRCTC
strives to simplify tourism and cater
to diverse customer needs. We

are, therefore, constantly exploring
new avenues for enriching travel
and tourism through Railways,
Roadways, Airways & Waterways.

Key Highlights for
FY2020-21

Contribution to total
operating revenue

Passengers availed
Tejas train services

Chartered Trains operated

Average air tickets booked
per day

Services Offered:

' Bharat Darshan Tourist Trains.
' Rail Tour Packages.

' Domestic Air Packages.

' International Air Packages.

' Buddhist Circuit Tourist Train.
' Deluxe Tourist Train.

' Golden Chariot Train.

' Maharajas’ Express.

' Train Coach and Saloon
Charters.

' Customized Tours.
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Accommodation

IRCTC Hotels: A wide range of
accommodation options are available
for passengers, ranging from short
layovers to long vacation stays at
various locations in India

Railway Retiring Rooms: IRCTC

operates and maintains the Railways
Retiring Rooms at numerous Railway
stations, which can be booked online

Air Ticketing

We offer air ticket bookings on our
dedicated website https://www.air.irctc.
co.in/ for domestic and international
flights from major airline operators
from anywhere in the world. IRCTC
charges one of the most economical
convenience fees which is also the
lowest in the industry. We are also the
only portal which offers travel insurance
worth up to INR 50 lakh at zero cost
on flight tickets booked through our
website.

Tour Packages

Domestic Tour Packages: Includes
various holiday, customized,
adventure or educational tours.

Premium tours: Maharajas’ Express
and Golden Chariot Luxury Trains
are tailored for providing a premium
experience of the country’s most
exquisite and beautiful locations.

Mass Tourism: For the well-
established local heritage sites and
domestic cultural favourite spots.

To offer visitors a glimpse of Indian
heritage sites and cultural hotspots,
the Bharat Darshan/ Aastha Circuit
Tourist Trains, Pilgrim Special Trains
and other special trains or tour
packages have been developed.

Others: We also offer hill

and heritage charters, event
management, bus bookings and
various miscellaneous travel and
tourism services.

Deluxe Tourist Train: A combination
of 2AC and 1t AC accommodation
options with 2 Fine Dining
Restaurants, this train travels on
various circuits - Buddhist, Desert
etc
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Covid-19
Impact

The travel and tourism
sector was the worst
hit due to the Covid-19
pandemic. However,
business revived
gradually in the second
half of FY 2020-21. We
ran Bharat Darshan
trains in November’
2020 with almost

61% occupancy. In

FY 2020- 21, total 21
Bharat Darshan Trains
& 04 Pilgrimage Special
Tourist Train operated
with 13,312 passengers
& 2,426 passengers
respectively. We aim to
resume train services as
and when the shadow
of Covid-19 lifts and
passengers are assured
of safely travelling to
different parts of the
country.

We aim to continue
resuming trains and
more such tours as the
shadow of Covid-19
pandemic lifts and our
customers recover
confidence and desire to
travel more and explore
the country.

Outlook:

IRCTC continues to improve its
position as a ‘one-stop’ solution
for varied travel and tourism
needs. With our specialised
services, we aim to improve
experiences and offer passengers
a convenient and hassle-free
travelling experience.

IRCTC has utilised the time to
make direct tie-ups with Hotels

& transportation companies
across India for competitive

rates. IRCTC is planning to launch
adventure tour packages and give
emphasis on customised tour
packages, especially for small
group of families and friends.
IRCTC is planning to operate
Cruise packages in International &
Domestic market, if the scenario
of tourism market stabilises in
future months.
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Special Trains

WE HAVE UNIQUE OFFERINGS IN OUR
SPECIAL TOURISM TRAIN SERVICES
FOR TRAVELLERS WHO WISH TO
EXPERIENCE THE MULTI-CULTURAL
ASPECTS OF OUR COUNTRY.

Maharajas’ Express

IRCTC is the proud owner of the Finest
Luxury Train Maharajas’ Express which
aims to provide a royal experience.
There are various types of premium
cabins with lavish interiors and distinct
themes, supplemented by the latest
international safety features such as
Electronic smoke detection system,
CCTV, Pneumatic suspension for
superior ride comfort, RFID door

locks and round the clock Paramedic
services. All passenger carriages come
with air conditioning, the first of its kind
in India have state-of-the-art facilities
like Television, DVD players and Wi-Fi

Journeys offered:
The Indian Panorama:

internet to keep guests entertained
throughout the royal train journey.

On-board the luxurious Maharajas
Express, our travellers find two thematic
fine dining restaurants which provide

a vibrant and ambient environment,

named “Mayur Mahal” and “Rang Mahal’.

Along with the restaurants, there is also
the lounge bar called “The Rajah Club”
and the thematic bar called “Safari Bar”,
where passengers can find comfortable
seating and multiple personal and social
options to unwind and relax, like books,
board games and lots more.

Delhi — Jaipur — Ranthambore — Fatehpur Sikri — Agra — Orchha & Khajuraho —

Varanasi — Delhi
Treasures of India:

Delhi — Agra — Ranthambore — Jaipur — Delhi

The Indian Splendour:

Delhi — Agra — Ranthambore — Jaipur — Bikaner — Jodhpur — Udaipur — Mumbai

The Heritage of India:

Mumbai — Udaipur — Jodhpur — Bikaner — Jaipur — Ranthambore — Fatehpur Sikri

— Agra and Delhi

Golden Chariot:

The Golden Chariot train runs in
partnership with the Karnataka State
Tourism Development Corporation
Limited (KSTDC). It provides a thrilling
tour across the states of Karnataka,
Tamil Nadu, Kerala and Goa. The
packages are specifically designed
to attract the millennial population, to
provide an exhilarating experience.
The Golden Chariot has three main tour
packages, ‘Pride of Karnataka’, Jewel
of South” and ‘Glimpses of Karnataka’,
covering famous places across
Bandipur, Mysore, Hampi, Cochin and
other places of interest.
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Bharat Darshan

One of the most loved and affordable
tourist trains in the country, Bharat
Darshan takes travellers on a tour of the
nation’s most beautiful and culturally
important destinations. IRCTC has
curated the train’s path to pass through
some of the most important locations

in the country, for travellers looking

to explore India’s diverse heritage.
Bharat Darshan is attractively prices at
% 900/- &% 1100/- per day per person

+ 3 45/- for sleeping & 3rd AC class
passengers respectively. The price is
inclusive of rail & road travel, all meals,
sightseeing & accomodation along with
accidental insurance cover of % 10 lakhs.
Tour packages are planned for visting
famous tourist spots like Gaya, Nasik,
Ujjain, Varanasi, Allahabad, Ayodhya,
Somnath, Amritsar, Katra, Tirupati,
Kanyakumari, Rameshwaram, Madurai,
Puri, etc.

Pilgrim Special

For travellers seeking to enhance their
spiritual experiences, Pilgrimage Special
Tour Packages have been developed
by IRCTC. It consists of tours that take
tourists through the heart of India, with
affordable packages.

These Pilgrim special trains are being
operated with LHB rake. This being a
pilgrimage centric product which has
been attractively priced at ¥ 900/- & %
1500/- per day per person + GST for
sleeper class & 3rd AC class passenger
respectively. The price is inclusive of
rail & road travel, all meals, sightseeing
and accommodation along with
accidental insurance cover of % 10 lakhs.
IRCTC operated its first Pilgrim Tourist
Train Ex Jalandhar from 27.01.2021

to 03.02.2021, covering Ujjain —
Ahmedabad — Somanth - Dwarka.

Deluxe Tourist Train

IRCTC has been exploring to capture
the mid- segment market, hence
launched deluxe tourist train, providing
better services than Bharat Darshan/
Pilgrim Special Tourist Trains.

IRCTC launched 5 trips of Deluxe Tourist
Train in the 2nd Half of FY 2020- 21.
Out of them, IRCTC was able to operate
O1trip of Deluxe tourist train covering
Jaisalmer and Jodhpur.
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New Offerings

Bus-Seat Booking

IRCTC, during FY 2021, under the
leadership of the Hon’ble Minister
of Railways, Minister of Commerce
and Industry and Minister of
Consumer Affairs, Food and Public
Distribution moved towards being a

“One Stop™

travel portal of the country. IRCTC is
already in the business of online rail and
flight tickets booking available on the
IRCTC website and mobile application,
and has now ventured into online bus
booking services. The Bus-Seat booking
services went live for the service of the
nation on 29th January, 2021 and was
gradually integrated with the existing
IRCTC platform. A new microsite - .
www.bus.irctc.co.in was also introduced EHE
to facilitate bookings from the comfort of
homes and anywhere in the world.

02

IRCTC-State Road Transport
Tie-ups and private bus
operators. Bus service
available in 22 States and 3
Union Territories.

IRCTC includes the new feature of
online bus booking to enable last
mile connectivity to travellers in
combination with the train and flight
tickets booking. Customer can view

a variety of buses and choose the
appropriate bus for travel considering
route, amenities, reviews, ratings and
bus images available, along with pick-
up & drop points and timings.
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Digitization
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Chatbot: A Virtual Assistant o
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IRCTC has introduced its own solution With the success of its Al-based s
for providing good 24/7 customer Chatbot in its digital journey, IRCTC
service to the users of its online with its technical partner CoRover
platforms. The company offers a chatbot Private Limited, a Bengaluru based
program called conversational Al start-up, is now

aiming to create Al based solutions in

“AS k D | S h a ” automation of customer engagement

%)
across travel & tourism, retail, §
which is in accordance with the vision of transportation and the Online chatbot %
€N T . “ASK Disha” has been upgraded to <
Dlgltal lndla ) Make n converse with Railways customers in &
) « . °
India” and “Atmanirbhar | Hindilanguage also. 8
” 4
Bharat”,
making the services self-reliant and
providing assistance to it users. We offer
digital customer services in the form of = s
Artificial Intelligence (Al) powered chat (B Ask Disha @
bots and virtual assistants using modern e
-
technologies of Machine Learning wh-e | i m g'
(ML) and Natural Language Processing WL 38 T VEEA ey e 3
(NLP). The “Ask Disha” Chatbot . i a
. i What am the cSesers 3Fernng wn
performs the important functions of ¢hanve avisatie ot IRCTCY b1
handling queries of the passengers and WAL 368 the CONEELEIGT AvIARtE I o
) ) ) Tamal chere? 3
improve customer interaction. Through o}
VMat ame e naes OF CNAang ine 5
this Chatbot, the users can now get BORIAG aL? o

What ane T OFenei Payine Galewy
optiors avaitabky on BCTEY

What ane (e Business opportundss
avalatie on IRCTCY

authentic, correct and instant answers
to their queries that saves time and

certainly enhances the user experience.
What aee tre Deohts of IRCTE S5
Crede Cany

What amg g Witabodts of ondneg ran
gl Scoiong?

@hat ame P vanoas s o adverine
At IRETECT

(on an average)
handled by Ask Disha,
per day in Hindi

were handled during
FY 2021
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Corporate Social Responsibility

Nurturing Communities,
Empowering Lives

AT IRCTC, WE
BELIEVE IN

THE HOLISTIC
DEVELOPMENT
OF COMMUNITIES
AS A WHOLE.

WE, THEREFORE,
ENDEAVOUR TO
CONTRIBUTE TO
THE SOCIAL AND
ECONOMIC WELL-
BEING OF PEOPLE.
OUR INITIATIVES
ARE AIMED AT
EMPOWERING
LIVES AND
IMPROVING

THE STANDARD
OF LIVING IN
MARGINALISED
COMMUNITIES.

In 2020-21, IRCTC undertook
several initiatives in the fields

of healthcare, sanitation and
education. We also concentrated
on the development of Aspirational
Districts, adhering to DPE
guidelines.

Key initiatives:

Catering Services
Community Meals

In the wake of the COVID-19
pandemic, IRCTC opened all its
kitchens to prepare and serve
community meals to the poor and
needy

The community meals were
prepared at the aforesaid catering
units of IRCTC, pan India during

Over

21,00,000

Wholesome community
meals supplied

the nationwide lockdown from 30th
March 2020 to 02nd May 2020.

The prepared food was supplied to
stranded people, daily wage labours,
homeless people, destitute, the
needy, poor and healthcare workers.

Over

1,00,000

Rail neer bottles
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Healthcare

Provision of Nutritional and Recreational Support in collaboration with

Railway Children India

To ensure access to proper nutrition
and quality healthcare, IRCTC
financially supported Railway Children
India to provide nutritional and
recreational support to vulnerable
children under the care of Ghaziabad
Railway Station.

The project aims to provide nutritious
diet (4 meals a day) and proper
sanitation facilities along with regular
health check-up and counselling for a
total cost of % 8,94,000/-. While
34,47000/- was released in FY 2019-
20, the remaining ¥ 4,47,000/- was
released in FY 2020-21.

Donation to PM CARES Fund for
COVID-19

IRCTC contributed ¥ 6,50,00,000
towards Prime Minister’s Citizen
Assistance and Relief in Emergency
Situations Fund (PMCARES Fund)
to create an emergency corpus for
fighting the COVID-19 pandemic.

Provision of Toilet for Government
Schools near Rail Neer Plant,
Amethi

IRCTC offered financial assistance to
build toilets for 2 government schools
near the Rail Neer Plant in Amethi, Uttar
Pradesh at an expenditure of
%10,00,000/-.

(i) Primary School, Saray Hirmati

(i) Junior High School, Narauli

Sanitation

Allotment of 33% of total CSR funds
towards Swachh Bharat Activities
and Clean Ganga Fund

IRCTC allocated 33% of its total CSR
funds, amounting to X 3,44,52,000
to the ‘Swachh Bharat Kosh’ for

the government’s Swachh Bharat
activities and Clean Ganga Fund.

Construction of Toilets

in Government Schools

of Aspirational District
Siddharthnagar, Uttar Pradesh and
Koraput, Odisha

IRCTC helped to construct toilets in
government schools of Siddharthnagar
District, Uttar Pradesh, at a total project
cost of ¥10,30000/-, and in Koraput
District, Odisha, at a total project cost of
310,00000/-.

Education

Procurement of Computers for
Rajkiya Mahila Polytechnic, Amethi

IRCTC procured 30 Computer systems
for Rajkiya Mahila Polytechnic, Amethi,
Uttar Pradesh, at a total cost of
314,40,000/-, through GeM.
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Our Greatest Laurels -

Feedback/

Customer Comments

Amaze to see this kind of response from
IRCTC govt. staff, during booking and
post booking followup.

- Sampath J (South Zone)

Thanks to IRCTC for conducting this
tour, all the arrangement are good,
thanks to Nagaraj he is well experience
managed well.

- B Rajanna (South Zone)

y #TIPUF'ATI EIAFFE!MH WITH "FIhﬂ.LJ‘IFﬂ.aTI
¢ ILHIII "HIFi.l RAM 'lEl.LUHE L]

+

IRCTC ki yatra shuvidhjanak aur

sewa kary khana ghumana bahut
shividhajanal raha. IRCTC ko bahut
dhanyavad. Hamare coach manager ko
bhi dhanyavad.

- Mahesh Agrawal (North Zone)

| am extremely happy with the
arrangements made by IRCTC and
enjoyed the trip. | will not only join future
trip with IRCTC, | will recommend my
friends and relatives to join hands with
you.

e A Py Horen
————

- Nishikanta Panig (South Central Zone)
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Profile of the Board of Directors

ol /i

Smt. Rajni Hasija Shri Ajit Kumar
Chairman & Managing Director Chairman & Managing Director  Director (Finance)
(Additional Charge w.e.f. 03.02.2021) (upto 31.01.2021) (w.e£29.05.2020)

and Director (Tourism & Marketing)

Shri M.P. Mall

Shri Neeraj Sharma
Government Nominee
Director

8

Shri Vinay Srivastava
Government Nominee
Director

Prof. Sachin Chaturvedi  Shri Comal

Independent Director Ramachandran

(upto 0910.2020) .
Sundaramurti

Independent Director

(upto 12.10.2020)

Ms. Sarita Deshpande

Independent Director
(upto 28.03.2021)

Smt. Rajni Hasija

Chairman & Managing Director

(Additional Charge w.e.f. 03.02.2021) and Director
(Tourism & Marketing)

Smt. Rajni Hasija is an officer of Indian
Railway Traffic Service (IRTS) of 1988
batch. She is a science scholar with an
M.Phil from Delhi University. She also
possesses a post graduate diploma in
Human Resource Management and a
degree in Law. In her illustrious career in
Indian Railways, spread over 29 years,
she has worked in various managerial
capacities in various divisions, zones as
well as various Public Sector Undertakings
and has extensive experience in the field
of IT, marketing, operations and planning.
She has also been associated with IRCTC
in the capacity of Group General Manager,
handling the IT business segment and
serving as the overall in-charge of an
entire zone. Smt. Hasija had a pioneering
role in the inception and development

of the internet ticketing site of railways
‘www.irctc.co.in’. With her sound technical

knowledge, organizing and planning skill
and ability to communicate with her peers
and team, she has successfully completed
very challenging and time-bound

projects for IRCTC, which ranged from
planning and execution of the dynamic
online cum counter ticketing platform

for Commonwealth Games 2010 to the
successful launch of Maharajas’ Express
Luxury Tourist Train — the flagship tourism
product of IRCTC She also holds the
additional charge of Director (Catering
Services) w.ef. 02.07.2019.

Shri M. P. Mall

Chairman & Managing Director

(upto 31.01.2021)

Shri. M.P. Mall, an Indian Railway Accounts
Service officer (1984 batch) was serving
as the Chairman & Managing Director

of IRCTC ill 31.01.2021. He is an MBA in
finance and had a vast experience of
more than 30 years in Administrative
Services in Indian Railways and has

also served in the Ministry of Urban
Development. He headed the finance &
accounts projects of IRCON International
at Malaysia, where he successfully
designed the counter trade deal
mechanism.

Shri Ajit Kumar

Director (Finance)

Shri Ajit Kumar, Indian Railway Accounts
Service (IRAS) of 1989 Batch has vast
experience in different organizations
of Railways as well as outside bodies.
Apart from Division and Headquarters,
he has worked in Diesel Locomotives
Workshop (DLW), Railway Electrification,
IRPMU. Shri Ajit Kumar has served as
Director/Finance Accounts in NDMC.
He was also Member Finance/Rail

Land Development Authority (RLDA)
and Board member of Indian Railways
Station Development Corporation
(IRSDC). His legal expertise played an
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instrumental role to successfully handle
tasks pertaining to documentation of
Tender & Contracts. In Northern Railway,
he looked after Catering Contracts and
earning tenders of the Commercial
Department. Before taking charge as
Director/Finance, IRCTC, he was posted
as Financial Adviser & Chief Accounting
Officer (FA&CAQ) in Indian Railway
Organization for Alternative Fuels under
Ministry of Railways (IROAF) He has also
been appointed as CFO by the Board of
Company w.e.f 10.07.2020..

Shri Neeraj Sharma
Government Nominee Director

Shri Neeraj Sharma, ED (Passenger
Marketing), Railway Board is the Part-
Time Government Director of our
Company. He has been on the Board

of our Company since July 12, 2018. He

is an officer of the Indian Railway Traffic
Service (IRTS),1991 batch. Mr. Sharma is

a post graduate from Govind Ballabh
Pant University of Agriculture and
Technology, Nainital and a Ph.D from
Indian Agriculture Research Institute, New
Delhi. During his association of more than
25 years with Indian Railways, he has
held various positions in North Eastern
Railway and Northern Railway, including
his tenures as Assistant Operations
Manager, Divisional Operations Manager,
Senior Divisional Operations, Senior
Divisional Commercial Manager Professor
Administration, Disaster Management in
IRITM (Indian Railway Institute of Transport
Management), Lucknow, Chief Public
Relations Officer, Northern Railway and
Chief Commercial Manager (Passenger
Marketing), Northern Railway. Due to his
accomplishments, he has been awarded
twice with Minister of Railways Award, the
highest recognition in Indian Railways.

Shri Vinay Srivastava
Government Nominee Director

Mr. Vinay Srivastava has multifaceted
experience in Government Service. A
Mechanical Engineer from Jamalpur with
a Masters Degree in Public Administration
from Syracuse University, he has
experience of Rolling Stock Design,
Manufacture, Testing and Operations.
He is presently working as Executive
Director in Railway Board looking after
Passenger Rolling Stock and Public Sector
Units of the Railways. He has worked

as Chief Mechanical Engineer in Indian
Railways Organization for Alternate Fuels,
where he was in charge of solar energy,
biofuels, fuel cell propelled vehicles and
other alternate sources of energy. He
has worked in RCF Kapurthala in Coach
Production and Coach Design, and as
Sr DME Hyderabad in South Central
Railway. He has also worked in RDSO

in Administration, Testing and Carriage
Directorate. Apart from Railways he

has also worked in public facing role

as Regional Passport Officer Lucknow

in MEA. He also has policy experience
at the highest levels while working as
Director in Cabinet Secretariat, handling
infrastructure ministries including MoUD,
HUPA, Railways, Road Transport, Civil
Aviation etc and managed Coordination
roles with State Governments. He has
also worked as an aide to Minister in

the Ministries of Environment Forest and
Climate Change, HRD and Information
and Broadcasting.

Prof. Sachin Chaturvedi

Independent Director
(upto 0910.2020)

Prof. Sachin Chaturvedi served as
Independent Director of our Company
upto 09.10.2020. Prof. Sachin Chaturvedi
is Director General at the Research

and Information System for Developing
Countries (RIS), a New Delhi-based
autonomous Think-Tank. He has

also worked on trade and innovation
linkages with special focus on WTO.
Prof. Chaturvedi has served as a Visiting
Professor at the Jawaharlal Nehru
University (JNU) and has also worked as
consultant to the UN Food and Agriculture

Organisation, World Bank, UN-ESCAP,
UNESCO, OECD, the Commonwealth
Secretariat, IUCN, and to the Government
of India’s Department of Biotechnology
and the Ministry of Environment and
Forests, among other organizations.

His experience includes working at the
University of Amsterdam on a project on
International Development Cooperation
and Biotechnology for Developing
Countries, supported by the Dutch
Ministry of External Affairs.

Shri Comal Ramachandran

Sundaramurti

Independent Director
(upto 1210.2020 )

Shri Comal Ramachandran Sundaramurti
served as Independent Director of our
Company upto 1210.2020. He holds a
Bachelor’'s degree in Science (Hons.)
from St. Stephens College, University

of Delhi and a Master’s degree in
Business Administration from Faculty

of Management Studies, University of
Delhi. He is former Controller General

of Accounts, Ministry of Finance and

has held various prestigious positions
including Controller General of Accounts,
Ministry of Finance, Principal Chief
Controller of Accounts, CBEC, Addl. Joint
& Deputy Controller General of Accounts
to Ministry of Finance, Director (Budget),
Department of Economic Affairs, Deputy &
Under Secretary to Ministry of Commerce.

Ms. Sarita Deshpande

Independent Director
(upto 28.03.2021)

Ms. Sarita Deshpande served as
Independent Director of our Company
upto 28.03.2021. She holds a Bachelor’s
degree in Arts and Law from Bhopal
University. She works as an Advocate

in District Court of Bhopal and has held
various prestigious positions including
Chairperson of Society Welfare Board,
Parshad at Municipal Corporation,
Bhopal and also worked as Panch at the
District level.
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Mr. Ajit Kumar Mr. Ajai Srivastava Ms. Suman Kalra
CFO (w.e.f. 10.07.2020) CFO (upto 09.07.2020) Company Secretary and g
Compliance Officer §
o
<
py)
)
e
o
Senior M t ’
y
>
Q
3
o,
o
%)
a
o}
| 3
o)
]
o
Dr. Parag Agrawal Sh. Sanjeev Misra Sh. Sunil Kumar
Chief Vigilance Officer Group General Manager Group General Manager
(Procurement & Tendering) (Internet Ticketing Services)

ol

Sh. Sandip Trivedi Sh. Awdhesh Kumar Sh. Rajesh Kumar
Group General Manager Group General Manager Group General Manager
(HRD) (Services) (Tourism)
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Group General Manager
(Finance)

General Manager
(Tourism)

Zonal Heads

Group General Manager
(East Zone)

-d?

Group General Manager
(South Cental Zone)

4l

Group General Manager
(Internet Ticketing Services - 2)

General Manager
(MCS)

Group General Manager
(South Zone)

Group General Manager
(North Zone)

afm

General Manager (Railneer)

Group General Manager
(West Zone)
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Corporate Information

Board of Directors

Smt. Rajni Hasija

Chairman & Managing Director
[Additional Charge w.e.f. 03.02.2021 and
Director (Tourism & Marketing)]

Shri M.P. Mall
Chairman & Managing Director
(upto 31.01.2021)

Shri Ajit Kumar
Director (Finance) w.e.f 29.05.2020

Shri Neeraj Sharma
ED (PM), Railway Board
Government Nominee Director

Shri Sanjeeb Kumar
Executive Director/F(PPP), Railway Board
(up to 05.05.2020)

Shri Vinay Srivastava
Executive Director(PSU), Railway Board
Government Nominee Director

Prof. Sachin Chaturvedi

Independent Director
(upto 0910.2020)

Shri C. R. Sundaramurti

Independent Director
(upto 12.10.2020)

Ms. Sarita Deshpande

Independent Director
(upto 28.03.2021)

Supplementary Information

CFO
Mr. Ajai Srivastava (upto 09.07.2020)
Mr. Ajit Kumar, (w.e.f 10.07.2020)

Company Secretary and Compliance
Officer
Ms. Suman Kalra

Statutory Auditor
P.R. Mehra & Co.

Chartered Accountants
(Registration No. 000051N)

901 New Delhi House

27 Barakhamba Road

Connaught Place New Delhi-110001

Internal Auditor

S Ramanand Aiyar & Co.
Chartered Accountants
708, Surya Kiran 19
Kasturba Gandhi Marg,
New Delhi-110001

Cost Auditor

M/s R.J. Goel & Co.

31, Community Cetre, Ashok Vihar,
Phase - 1, Delhi - 110052.

Secretarial Auditor

Amit Agrawal & Associates
(Company Secretaries) H-63, Vijay
Chowk, Laxmi Nagar,

Delhi - 110 092.

Registered & Corporate Office

11th Floor, Statesman House, B-148,
Barakhamba Road, Connaught Place,
New Delhi

Internet Ticketing

New Operations Center, Northern
Railway Reservation Office, IRCA
Complex, State Entry Road, New Delhi-
110 O55.

Tourism Office
M-13, Punj House, Block M, Connaught
Place, New Delhi-110001

Railneer Plant, Nangloi

Northern Railway’s Wireless Station
Area, Opp. Nangloi Bus Depot, Rohtak
Road, Nangloi, Delhi- 110 041.

Railneer Plant, Danapur
Loco Colony, South R.P.F. Barracks,
Khagaul, Danapur, Patna- 801 105.

Railneer Plant, Palur

Palur Railway Station Village and Post
Palur, Taluk- Chengalpattu, Distric-
Kanchipuram (Tamil Nadu) — 603101

Railneer Plant, Ambernath

Near GIP Dam, Additional MIDC, Post
Anand Nagar, Ambernath (East), Distt.
Thane, Maharashtra - 421506

Railneer Plant, Amethi
Plot No. C11 & 12 UPSIDC Industrial Area,
Takaria Gauriganj, Distt. Amethi

Railneer Plant, Parassala
Railway yard, New Parassala Railway
Station, Kerela -695502

Railneer Plant, Bilaspur

Plot No. 22/23, Sector-B, Sirgitti
Industrial Area, Distt. Bilaspur,
Chattisgarh- 495004

Railneer Plant, Hapur
I-2, Industrial Area, Massori Gulavathi
Road, Hapur

Railneer Plant, Nagpur
D-53, MIDC Buti Bori Industrial Area,
Dist. Nagpur

Railneer Plant, Sankrail
FP3/8, Food Park, Phase-lll, Sankrail

Railneer Plant, Bhopal

Plot no. 01, Warehousing Complex,
Industrial Area, Manideep, Phase-ll, Dist.
Raisen (MP)

Railneer Plant, Jagi Road
Village Borkhal under Uttar khola
Mouza, Amlighat, Dist. Morigaon,
Guwahati(Assam)

Railneer Plant, Sanand-ll, Ahmedabad
Plot no. 668 at Sanan-Il, Industrial
Estate, Ahmedabad

Railneer Plant, Jabalpur
Plot No. 11, Sec- E, IGC Maneri Dist.
Mandla (Jabalpur)

Zonal Offices

North Zone

Rail Yatri Niwas, Ground Floor, New
Delhi Railway Station, Ajmeri Gate Side,
New Delhi - 110 002.

East Zone
Old Koilaghat Building (Ground Floor), 3,
Koilaghat Street, Kolkata - 700 001.

22" Annual Report 2020-21 41

0
g
o
g
o
=g
)
o
<
)
<
®
g

suoday filoinipig

S1USWSINIS 1DIdUDUI



West Zone

2nd Floor, New Administrative Building,
Central Railway, CST,

Mumbai - 400001.

South Zone
6A, The Rain Tree Place, 9, Mc Nicolas
Road, Chetpet, Chennai- 600 031.

South Central Zone

3rd Floor, Oxford Plaza, Sarojini Devi
Road, Secunderabad,

Andhra Pradesh — 500003.

Website: www.irctc.com

E-mail iD: investors@irctc.com

HDFC Bank

ICICI Bank

Bank of Baroda
Punjab National Bank
State Bank of India
Canara Bank

Bank of India

Union Bank of India
Indian Bank

IDBI Bank

Citibank

Axis Bank

Standard Chartered Bank
Yes Bank

UCO Bank

Federal Bank

Karnataka Bank

Indusind Bank

Kotak Mahindra

Central Bank of India
Bank of Maharashtra Allahabad Bank
Karur Vysya Bank

Indian Overseas Bank
RBL Bank Ltd

South Indian Bank

IDFC First Bank

AU Small Finance Bank

Registrar & Share Transfer Agent:
Alankit Assignment Limited

Address: 4E/2, Alankit House,
Jhandewalan Extension near
Jhandewalan Metro Station New
Delhi-110055

Email id: rta@alankit.com

Phone Number: 011-42541234

Stock Exchange SCRIP Code
BSE Limited 542830
National Stock

Exchange of India

Limited IRCTC

Depositories:
National Securities Depository Limited
(NSDL)

Central Depository Services (India)
Limited (CDSL)

ISIN No:
INE335Y01012
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Directors’ Report

Dear Shareholders,

The Directors feel proud and privileged to present the 22" Annual Report on the operations and results of your Company together
with the audited financial statements, Auditors’ Report and review of financial statements by the Comptroller and Auditor General
of India (C&AQG) for the financial year ended 31" March, 2021. The detailed financial and operational performance of the Company is

produced in the report.

FINANCIAL PERFORMANCE

The key highlights of the financial performance of the Company during F.Y.2020-21 along with the corresponding performance in

FY.2019-20 are mentioned below:

R in Crores)
Particulars F.Y. 2020-21 F.Y. 2019-20 % age Increase/

(Decrease)
Revenue from Operations 783.05 2264.31 (65.42)
Total Income 868.69 2342.41 (62.91)
EBITDA 275.93 778.44 (64.55)
(Profit Before Exceptional Items, Finance Cost, Tax, Depreciation
& Amortisation)
Depreciation 46.28 40.21 1510
Profit Before Tax & Exceptional ltems 22149 728.47 (69.60)
Profit before tax 260.89 729.58 (64.24)
Provision for Tax 70.99 216.48 (67.21)
Profit after tax 189.90 51311 (62.99)
Interim Dividend - 160 (100.00)
Final Dividend (including interim Dividend) 80 200 (60.00)
Dividend Distribution Tax - 32.89 (100.00)
General Reserve 35 35 =
Reserves & Surplus 1306.95 1153.82 13.27
Net Worth 1466.95 1313.82 11.66
Earnings Per Share () 11.87 32.07 (62.99)

DISINVESTMENT THROUGH OFFER FOR SALE
(OFS)

During FY2021, the Department of Investment and Public Asset
Management (DIPAM), Ministry of Finance, issued directives
for disinvestment of upto 20% of paid up equity capital in the
Company through “Offer for Sale (OFS) of shares by Promoters
through stock exchanges” method. The OFS of your Company
closed with strong interest from retail investors and was
subscribed 109.84%.

In addition to the above, Employee OFS was also announced
for disinvestment of 16,00,000 equity shares of face value of
T 10 each to the eligible employees of the Company at a price
of %1377.55 per equity share. Through aforesaid transactions, the
Ministry of Railways, being the Promoter, disinvested 3,20,05,566
equity shares, diluting 20.003% of its stake in the Company.

The proceeds of OFS amounting to ¥ 4,474.38 crore were deposited
with DIPAM, the Ministry of Finance, Government of India.

As a result of the aforesaid offer for sale, the President of India’s
holding in IRCTC has been reduced to 67.40 % against 87.40%
of the paid up equity share capital of the Company and the
Company became compliant on Minimum Public Shareholding
(MPS) requirement of the Securities Contracts (Regulation)
Rules, 1957.

CAPITAL STRUCTURE

During FY2021, the authorised share capital of the Company
and the paid-up share capital remained unchanged as % 250
crore comprising 25 crore equity shares of ¥ 10/- each and
¥ 160 crore comprising 16 crore equity shares of ¥ 10/- each
respectively. Subsequent to the OFS, as mentioned above, the
President of India (Government of India), through the Ministry of
Railways, held 10,78,34,434 equity shares i.e. 67.40% of the paid
up equity share capital of the Company, as on 31t March, 2021.

The details of dematerialisation of shares, Demat Suspense
Account / Unclaimed Suspense Account are provided in the
Corporate Governance Report, as annexed to this report.
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DIVIDEND

As per the guidelines issued by the Department of Investment
and Public Asset Management (DIPAM), the minimum dividend
to be paid for the year should be at least 5% of net worth or 30%
of profit after tax, whichever is higher.

Your Company has a consistent track record of paying dividend
and accordingly, the Board of Directors has recommended, a final
dividend of ¥ 5 per equity share (i.e. 50% on the paid-up equity
share capital of ¥ 160 crore) amounting to ¥ 80 crore, out of profit
for the year 2020-21, subject to approval of the shareholders in
the AGM. The proposed final dividend works out to be 4212 %
of the post-tax profits for 2020-21 and 5.45% of net-worth as at
31t March, 2021.

In view of the above and in pursuance to the requirements of
Regulation 43A of the Securities and Exchange Board of India
(Listing Obligations and Disclosure Requirements) Regulations,
2015 (“‘LODR?), your Company has formulated a Dividend
Distribution Policy. The Policy is given at Annexure-"E” to this
Report and is available on the Company’s website with web link
https://www.irctc.com/assets/images/IRCTC_DIVIDEND%20
DISTRIBUTION%20POLICY-_31.07.2019.pdf

TRANSFER TO RESERVES

During 2020-21, the Company transferred ¥ 35.00 crore to
General reserves.

COMPANY’S CONTRIBUTION BY WAY OF
REVENUE SHARE TO MINISTRY OF RAILWAYS

The Company also contributes by way of revenue share
to Ministry of Railways (MoR) and the total share of such
contribution was ¥ 155.83 crore during the year as against ¥
413.56 crore during the previous year. Contribution of revenue
share to MoR comprises of Haulage Charges, Concession fee,
License fee, User Charges and Dividend.

IMPACT OF COVID-19 ON IRCTC; COMBATING
THE CHALLENGES

Covid-19 forced people to remain protected inside their
houses due to various phases of the lockdowns imposed by
the Government during the last one year. Even though some
relaxations were given but due to the severe second wave,
which proved more fatal, the growth of the F&B industry was
affected nationwide.

The pandemic affected the travel and tourism segment the
most with complete shutdown in place for hotels, restaurants,
malls, cinema halls, educational institutions etc. Trains, flights
and road transport was also hit.

Rail travel came to a complete halt and wherever skeletal
services were available, the occupancy levels have not been
encouraging. Even though the Government has deployed
numerous medical and social standards to make Rail travel
safer e.g. following norms of social distancing, use of Personal

Protective Equipments, mandatory signing into the Arogya
setu app, temperature screening, upgrading the cleaning and
hygiene standards of trains and stations to the clinical level,
widespread availability of sanitizers, training of staff, increasing
awareness among travellers, however, anxiety among
passengers persisted.

People are avoiding/postponing even the most essential
travel, leaving aside lesser or non-essential travel for leisure,
pilgrimage etc. The pandemic has made passengers conscious
of buying eatables from outside, especially during the journey.

This unprecedented scenario posed serious challenges for
IRCTC'’s operations as almost all businesses of the catering
vertical are directly dependent on train operations. The Company,
however, made all possible efforts to adhere to stringent safety
norms. The segment-wise details are mentioned below:

» Catering

Adhering to its continuous endeavour to provide quality,
safe, value for money and hygienic food to passengers,
IRCTC kept pace with phase-wise lifting of the lockdown
to fulfil the catering and hospitality needs of passengers
off-board through its bouquet of catering and hospitality
services available at various railway stations. IRCTC
gradually opened its eateries such as Jan Aahars
Refreshment Rooms, Cell Kitchens, Food Plazas & Fast
Food Units, in a phased manner, strictly following SOPs as
prescribed by the Ministry of Health and Family Welfare
(MoHFW) from time to time, by not allowing cooked meals
to be served in the outlets. The Company also ensured that
the units were operational with only limited saleable items
like Packaged Drinking Water (PDW), Ready to Eat (RTE),
PAD (Proprietary Article Depot), Tea/Coffee and take away
only with no sitting arrangements in place.

The Company also ensured several facilities for passengers
like invoices and promoting cashless payments - POS
and e-payment applications, installing QR codes on food
packets for traceability and affixing metallic menu plates in
catering units as an effort to make passengers aware.

» Tourism

The severe situation had stalled travel plans for the
majority of the people around the world but it is expected
that hotel bookings will see a recovery after September
2021. Thus, it is imperative for us to be prepared before
the business starts to ramp up and use this interim period
as an opportunity to overhaul their legacy systems. The
main focus of the Company is going to be, ‘Regaining
Confidence of Customers’ and ‘Reviewing the offerings’
through the following measures:

@® To make a new normalcy in the 3 and 4™ Quarter of
FY2021-22, IRCTC initialised the launch and operation
of various tourism products keeping the guidelines
and safety of passengers in mind.

@® The Standard Operating Procedure (SoP) on preventive
measures with main features like safety Kits (sanitisers,
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gloves, surgical masks, etc.) was made available. The
Catering Supervisors were authorised to check food
hygiene and cleanliness. Thermal screening and
sanitisation of passengers and their luggage, etc. has
been prepared based on the guidelines of the MHA &
the MHFW for tourist trains/ tours to contain the spread
of Covid-19 and issued to all concerned to restart
operations of tourist trains and other tour packages.

@ To attract domestic clientele for luxury trains and the
Buddhist circuit train, IRCTC launched various Promo
Offers targeting and wooing domestic clientele and
International clientele to encourage in-bound tourists
as well as domestic tourists.

@® For safety, hygiene and cleanliness of passengers
in tour packages and tourist trains, IRCTC imparted
training to all its staff and officers.

@® [RCTC is rebranding itself with safety travel measures
and following a new tagline — ‘Travel Redefined,
A New Normal' where IRCTC explains the safety
measures being taken into consideration for it
passengers/ customers.

@® More competitive packages at reduced cost are in
the pipeline, due to non- involvement of third party in
formation of popular packages with direct tie-ups with
hotels and transporters.

Internet Ticketing

Ticket bookings during the year was low due to the lockdown
condition imposed in the country on public movement. During
the 1 half of FY2021, ticketing was dropped to an average of
160 tickets per day against 8.50 lakh tickets per day booked
during the same period of FY2020. However, ticket booking
gradually increased to an average of 4.80 lakh tickets per
day by end of FY2021 against 8.25 lakh tickets booked per
day in FY2020. This drastic dip in ticketing was due to the
travel restrictions as well as the suspension of passenger train
operations by Indian Railways.

One of the major challenges faced by the Internet Ticketing
segment included the timely refunds to customers. The
process of refund involves coordination with the Indian
Railways, banks, payment aggregators and Principal
Service Providers (PSPs) of various Retail Service Providers/
RSPs (Agents) of B2B /Internet Café Schemes and through
the B2C scheme. The Company took all possible initiatives
and ensured that supply chain continuity was maintained
by overseeing that the payments due to the vendors
and collection of various charges from service providers
of e-ticketing and payment providers are executed
successfully through the work-from-home mode. The
Company processed procurement orders for laptops and
Team Viewer licences for smooth functioning of the Work
from Home (WFH) mode of working during the complete
lockdown period and extended the AMCs for IT Centre
Infrastructure, SMS service, etc. to ensure successful
continuity of its Internet Ticketing services.

Rail Neer

The Covid-19 pandemic has impacted Rail Neer operations
of the Company as well. Rail Neer is exclusively sold in
trains and stalls on railway stations. Due to suspension/
termination of trains and stall services at stations, Rail Neer
production and sale was affected severely, resulting in a
drop of production and reduction in the sale of Rail Neer
bottles compared to last year.

However, with restrictions being relaxed, the Company has
taken initiatives to increase the production and sale of Rail
Neer bottles and has also resumed the work of ongoing
Rail Neer plants.

ON THE MOVE: IRCTC’S CONTRIBUTION TO THE
NATION DURING COVID -19

The world is currently battling the unprecedented effects of
Covid-19. With the UN claiming it to be a humanitarian crisis, it
has put our social fabric and cohesion under tremendous stress.
In the face of this fatal virus, economies worldwide have come
to a standstill, making travel restrictions and social distancing
policies the new normal.

In spite of the lockdown, the Company not only kept its kitchens
open across India, but also prepared and served community
meals to the poor and needy as part of its service to the nation.

The community meals were prepared at the catering units of
IRCTC during the period of first nationwide lockdown from
March 30, 2020 to May 2, 2020. The Company supplied
around 21 lakh community meals and 1.2 lakh Rail Neer bottles
to stranded people, daily wage labours, homeless people,
destitutes, the needy and the poor across India under CSR.
Your Company also contributed ¥ 6.5 crore to PM CARES Fund
out of the CSR Budget of FY2020-21

In addition, IRCTC supplied around 174 crore meals in 4184
Shramik Special trains.
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SOCIAL MEDIA PRESENCE OF IRCTC

sl

The years 2020 and 2021 presented unprecedented challenges
to the tourism and hospitality industry as the Covid-19 pandemic
necessitated travel restrictions at the national and international
levels. Being one of the leading travel and tourism companies in
India, IRCTC rose to the occasion and battled the crisis by staying
connected with the massive audience base through popular
social media platforms by offering assistance to its customers and
redressing their grievances. This not only helped in establishing
a strong brand presence across social channels like Facebook,
Instagram, Twitter and LinkedIn among others but also offered
an opportunity to keep the audience informed about safety
protocols and travel guidelines during the pandemic.

During 2020-21, IRCTC received a total of 1,80,833 mentions
across the internet out of which 1,61,432 were only from social
media platforms and the rest 19,401 were from other sources
such as news websites, online forums etc. As a brand, IRCTC has
managed to engage with the users on social media and received
a great response with the people interacting with IRCTC posts as
many as 18,54,907 times in 2020-21. IRCTC also received a total
of 57441 positive mentions across various social networks.

In 2021, IRCTC offered its users two more ways to connect by
joining two new social media platforms namely Koo and Telegram.
Although IRCTC'’s Koo profile was created as recently as February
2021, it has already become a verified account with over 30,000
followers. IRCTC'’s Telegram account was opened in January 2021
and currently, over 2,000 followers have subscribed to the channel.

Compared to the previous year, IRCTC witnessed a massive
exponential growth in the follower base of its official social
media handle, including posts for IRCTC officials, IRCTC Air
and IRCTC Tourism. In social media platforms, ‘YouTube’ saw
the biggest jump with 223% subscribers, followed by Instagram
with a 128% increase in its followers. Its follower base on Twitter
increased by 125%, followed by 1.68% growth on Facebook.

The social media platforms of Maharajas’ Express saw an
increase in followers on Instagram by 45%, followed by Twitter,
which increased by 1212%. IRCTC’s e-Catering social media
channels also saw an increase in their fan base with Instagram
leading with a massive 97% growth, Twitter 49.4%, while
Facebook had a slight decline of 2.92%. The Buddhist Circuit
Tourist Train’s account performed quite well on Instagram and it
noted an increase of 76% in its following.

The newly launched Golden Chariot Train’s social media
presence noted a massive growth in traffic with Twitter leading
at a 382% increase in follower base. Instagram’s traffic surged

with an impressive 300% increase in its follower base. While
Facebook observed a mild decline of 0.93%, the Golden Chariot
Train’s website saw a tremendous traffic increase of 411.97%.

On the other hand, website traffic on the Maharajas’ Express,
IRCTC E-Catering, Buddhist Circuit Tourist Train, IRCTC Air
and IRCTC Tourism has recorded a decline due to domestic &
worldwide travel restrictions during the pandemic.

Implementation of Search Engine Optimization (SEO) strategies
helped improve the traffic and rankings across all IRCTC
products from time to time. Such strategies will be executed
more aggressively in future to synchronise with the ever-
changing algorithm of leading search engines and channels for
better reach and the ranking of IRCTC products as a brand.

INTEGRAL REPORTS

The following reports as reproduced in the table below with
relevant sub-appendices form an integral part of this Directors’
Report, and have been placed with their Annexures respectively:

Name of the Report m

Management Discussion and Analysis Report “A”

Report on Corporate Governance “B”

Annual Report on CSR and Sustainability “c”

Activities
Business Responsibility Report

Dividend Distribution Policy “E”

Secretarial Auditor Report “F”

Addendum to Director Report “G”
Management replies to remarks contained in
the Independent Auditor’s Report

I
|
I “D”
I
|

Form AOC - 2 | v

The Management Discussion and Analysis Report provides
an overview of the affairs of the Company, its legal status
and autonomy, business environment, mission & objectives,
sectoral and segment-wise operational performance, strengths,
opportunities, constraints, strategy and risks and concerns, as well
as human resource and internal control systems [Annexure — “A”).

The Report on Corporate Governance highlights the philosophy of
Corporate Governance and Key Values of the Company, composition
of its Board of Directors and its Committees, their details including
profile of directors who joined the Board during 2020-21and thereafter,
attendance and remuneration of directors etc, other relevant
disclosures and general information for shareholders [Annexure —
“B”]. Itis supplemented by the following compliance certificates:

i.  Certificate signed by the Chairman & Managing Director affirming
receipt of compliance with the Code of Conduct and Key Values
from all Board members and Senior Management personnel
during the year 2020-21 (placed at Appendix — “B1”);

ii. Certificate from Chairman & Managing Director and Director
Finance (CFO) with respect to the truth and fairness of
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the Financial Statements, due compliances, and financial
reporting (placed at Appendix — “B2”);

iii. Certificate of compliance of Corporate Governance
provisions signed by a practising company secretary
(placed at Appendix — “B3”);

iv.  Certificate by Company Secretary regarding non-disqualification
of directors of the Company (placed at Appendix-“B4”).

The Annual Report on CSR and Sustainability Activities
provides a brief outline of the company’s CSR Vision Document,
the composition of the CSR Committee, the average net profit of
the Company for the last three financial years, prescribed CSR
expenditure, and details of CSR spent on the activities / projects
undertaken during the financial year etc. [Annexure — “C”].

Business Responsibility Report

As per Regulation 34 (2) (f) of SEBI (LODR), 2015, the top one
thousand listed entities based on market capitalisation (calculated as
on March 31 of every financial year) shall include in its Annual Report
a Business Responsibility Report describing the initiatives taken by
them from an environmental, social and governance perspective, in
the format as specified by the SEBI from time to time. Considering
the fact that the Company, as on 31 March 2027, is amongst the
top 200 listed entities as per the criteria, the Business Responsibility
Report is prepared and annexed to this report as Annexure - “D”.

Dividend Distribution Policy

As per Regulation 43A of SEBI (LODR), 2015, the top one thousand
listed entities based on market capitalisation (calculated as
on March 31 of every financial year) shall formulate a dividend
distribution policy which shall be disclosed in their annual reports
and on their websites. Considering the fact that the Company, as
of 31 March 2021, is amongst the top 200 listed entities as per
the criteria, the Board of Directors of the Company has formulated

and adopted the Dividend Distribution Policy.

The Dividend Distribution Policy is annexed to this report as
Annexure — “E” and is also available on the Company’s website
with  web link  https://www.irctc.com/assets/images/IRCTC
DIVIDEND%20DISTRIBUTION%20POLICY-_31.07.2019.pdf

Secretarial Audit Report

Pursuant to Section 204 of the Companies Act, 2013 read with
Companies (Appointment and Remuneration of Managerial
Personnel) Rules, 2014, IRCTC has appointed M/s Amit Agrawal,
Company Secretaries, an independent practicing firm of Company
Secretaries to conduct Secretarial Audit for the financial year
2020-21. The Secretarial Audit Report for the financial year ended
March 31, 2021 is annexed as to this Report [Annexure ="F”].

Addendum to Directors’ Report - Management replies to
comments of Independent Auditors report

The replies ofthe management to the remarks/emphasis of matter
made by the Independent Auditor in his report on the financial
statements for the year 2020-21 are placed as Annexure-“G”.

The Form AOC - 2 prescribed under clause (h) of sub-section
(3) of section 134 of Companies Act and Rule (8) of Companies
(Accounts) Rule is enclosed as Annexure -“H”.

OPERATIONAL PERFORMANCE

The segment wise operational performance of the Company
during 2020-21is detailed below:

a. Catering & Hospitality;

b. Travel &Tourism;

c. Internet Ticketing;

d. Packaged Drinking Water (Rail Neer).

CATERING & HOSPITALITY:

The Catering and Hospitality segment of IRCTC is segregated as produced below:

o=
(7

Catering and Hospitality

E-catering

2 e

Mobile Catering

@ Rajdhani, Shatabdi & Duronto @ Food Plazas

(RSD)
@ Mail Express
e Train Side Vending (TSV)

@ Pantry Car Devlopment

@ Jan Ahaars

@ Cell Kitchens
(Operation of regular is suspended
due to COVID 19. Currently only
special trains are operational)

Static Catering

@ Fast Food Units

@ Base Kitchens

Other units

@ Executive Lounges
@ Retiring Rooms

@ Refreshment Rooms
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Mobile Catering

Mobile Catering refers to segment of Onboard Catering Services
for passengers travelling onboard a train. Mobile Catering can be
through a pantry car (with on-board reheating facility) attached
to the train or through Train Side Vending in trains which do
not have pantry cars. The food for such trains is picked up from
strategic locations and is served to the passengers.

Due to the Covid-19 pandemic, operations of regular Rajdhanis,
Tejas, Gatiman, Vande Bharat, Shatabdis, Durontos, and Mail/
Express trains were under suspension during the year 2020-21.
Since May 2020, IRCTC has been managing Onboard Catering
Services of Special Trains being operated by the Railways for
facilitating movement of passengers, by providing RTE meals
and Proprietary Articles Depot (PAD) items, as per directions of
the Railway Board.

As on 31.03.2021, IRCTC provided Onboard Catering Services in
490 Special Trains, out of which catering services in 243 trains
were provided through the pantry cars.

Train-Side Vending

A large number of trains do not have pantry cars attached to
them. To arrange for on-board catering services on such trains,
IRCTC appoints a Licensee for operation of Train-Side Vending
(TSV), who arrange for food services. In view of the pandemic
situation and as trains are operated at short notice, contracts
are being done on an end-to-end basis, for service of RTE
meals and PAD items, as per Railway Board’s directions. Almost
247 trains were provided Onboard Catering Services through
Train-Side Vending on an end-to-end basis.

Ready to Eat Meals

As per Railway Board’s guidelines, only Ready to Eat (RTE) meals
and PAD items are currently being served in trains, through the
Pantry Cars or Train-Side Vending contracts. This has improved
standardisation and variety in Onboard Catering Services and
has also helped reduce the grievances with regard to quality
and hygiene.

The RTE food is pre-cleaned, pre-cooked, mostly packaged and
ready for consumption without prior preparation or cooking. As
per the requirement of RTE, food should be in an edible form
without an additional preparation step to achieve food safety.

Pantry car design and development

IRCTC has been mandated for re-designing, modification and
maintenance of the pantry cars. IRCTC has submitted the design
and layout of pantry car to the Railway Board & RCF, keeping
in view the service of RTE food duly incorporating the suitable
changes along with provision of a point of sale inside pantry car.

Indicative list of items that can be sold through point of sale in
Pantry Cars include:

@® RTE food/PAD items - Chocolates, aerated and milk and
fruit-based drinks, local delicacies, baby food and other
PAD articles

@ Stationary, for example colour books, pens, note pads etc.

@ Travel essentials like locks, chains key-rings, raincoats and
umbrellas etc.

@® Over-the-counter medicines and self-hygiene products -
basic medicines, soaps and sanitizers, masks, face shield
etc

@ Gifts, crafts and memorabilia.
@® Books and magazines.
@ Mobile & other electronic essentials.

@® Table games like board games, card games, jigsaw puzzles
etc.

@® Grooming kit - like shaving Kits, sanitary Kits, sanitary
napkins etc.

@® Take away travelling kit.

@ Printing solutions - small printer can be provided for printing
documents.

@® [RCTC may designate a few of above categories as
essential items (that must be made available on-board for
sale) by appointed service provider and other categories
may be designated as optional and may be made available
by the service provider as per demand.

Base Kitchens

Vide Catering Policy 2017, mandate was given to IRCTC for
setting up of modern Base Kitchens for production of hygienic
meals that will be transferred to trains. In view of this, 55
locations were identified for setting up Base Kitchens/ Kitchen
Units. So far, a total of 46 Base Kitchen/Kitchen units have been
upgraded, enabled with CCTV cameras and QR code facility
with an aim to provide quality meals to the passengers on trains.

However, as per instructions of the Railway Board, due to the
Covid-19 pandemic, service of cooked meal to the trains has
been stopped. In place of cooked food, the Railway Board
has advised IRCTC to provide RTE meals. Further, due to the

22" Annual Report 2020-21 49

MBIAIBAQ 81010d10D)

&
Q
-
c
-
o
=
«
A
o
T
o
+
(]

S1USWSINIS 1DIdUDUI



pandemic, Ministry of Railways in August 2020, has advised (]
IRCTC to put on hold the activities related to development/
setting up/upgradation of base kitchen units till further advice.

Quality Control

To ensure the service of standardized quality of meals for
passengers, IRCTC has set the following system in place.

@® Regular & Surprise Inspections: Surprise Inspections are
carried out in trains and static units of IRCTC by Executive
& above level officers of IRCTC’'s Zones and designated
Railways officers. Compulsory remedial procedures are
followed to root out the deficiencies noticed during these
inspections.

@® Food Sampling: It is a process to ascertain that food is
safe for consumption and does not contain any harmful
contaminants. The food is subjected to physical analysis
and chemical analysis. It is done to ensure compliance of
FSSAI standards. In addition to IRCTC, Railway authorities
also pick samples for testing. The food samples are
regularly sent for testing in NABL accredited labs.

On Board deployment of Catering Supervisors: IRCTC
has deployed supervisors/ Catering assistants for end to
end monitoring of catering services on all premium trains
and sectional monitoring of all Mail/Exp trains. The on
board monitoring staff also addresses the grievances of
passengers on real time basis.

Ready To Eat and Proprietary Articles Depot (PAD): In the
testing times of pandemic (COVID-19) to ensure hygiene
standards and minimum hand contact the cooked food has
been replaced with MRP based Ready to Eat food and other
Proprietary Articles Depot (PAD) snacks. The Ready to Eat
food requires minimum procedure to become consumable
i.e. addition of Hot water or heating for a prescribed time,
this not only ensures good quality but also quick service.

On-Line Empanelment: In the times of pandemic, the
new normal is to ensure all COVID protocols such as
social distancing, ensuring highest standards of Hygiene
and ease of doing business. Hence to ensure adherence
to protocols, IRCTC has introduced online empanelment
process for PAD (Proprietary Articles Depot) items and
Ready To Eat (RTE) products. Any applicant sitting in the
comforts of his office or home can apply for empanelment
of its products to IRCTC through an on-line process i.e.
www.irctc.com/empanelment.html. The online process is
time saving, transparent and environment friendly as paper
use is largely reduced.The applicant is informed about the
outcome of the application in a time bound process.

Introduction of MSME/Startups: In line with Govt of India
initiative for promotion of MSME and start-ups, IRCTC has
provided various exemptions for the promotion of MSME
and startup firms. In FY 2020-21, IRCTC empanelled 20
brands promoted by MSME/Startup firms for supply of food
items over IR network.

Complaint Monitoring: A passenger can give feedback
or register complaints against catering services on ‘Rail
Madad’ module that allows passengers to lodge complaints
through mobile app/web platform. There are other various
modules to register complaints such as,CPGRAM, National
Consumer helpline , Rail Madad (this includes complaints
received through social media platforms, Complaint Books,
IR SMS, IR Web,Toll free numbers, e-mail etc).

A total of 4489 complaints were received in FY 2020-21
through rail madad, CPGRAM, national consumer helpline
etc. There is a monitoring team designated by IRCTC which
forwards the complaints feedback data to the concerned
department/s and files interim reply to passengers on
social media. Complaints /feed back pertaining to catering
business of IRCTC are recorded on E CSIM (Catering
Service Information Management which is an internet based
module developed by IRCTC for its managerial analysis).
Passengers can lodge complaints through railmadad.
indianrailways.gov.in, Railmadad app., Toll free number 139.
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Complaints Redressal: IRCTC has a special cell dealing
with consumer complaints. IRCTC recorded 1540 catering
complaints inits internet based module of Catering Services
Information Management/(E-CSIM) from Rail Madad. All
the complaints were disposed off during the period. The
average disposal time recorded for FY2020-21 is 03.33
hrs while previous year it was 14.02 hrs. In addition, a total
of 1995 complaints were recorded through CPGRAM.
Out of these, 1961 were disposed off while remaining 34
are pending and will be disposed off in coming financial
year. The average disposal time for FY 2020-21is 18 days.
Through national consumer helpline, 1086 complaints
(pertaining to catering, ticketing) were received and all of
them have been disposed off.

QR Codes: To upgrade technical facilities for travelling
passengers, the concept of QR Codes was started to
provide information about the date of preparation, name
of the kitchen, FSSAI, weight, live CCTV streaming link etc.
However, due to the pandemic and non-service of cooked
meal on trains, the facility has been stopped for now.

CCTV Monitoring: Keeping in view the hygiene levels
of the cooked food and safety IRCTC had installed
CCTV cameras in IRCTC kitchen units, which were being
monitored 24 X 7 at IRCTC Corporate Office and Central
Control. The basic aim of this facility was to give general
public live feeds from CCTVs through the Rail Drishti portal.
However, due to the closure of base kitchens because
of the pandemic, at present live feed of CCTV camera is
not available.

POS Handheld Billing Machines: To eradicate overcharging,
IRCTC has made mandatory the issuance of invoices for its
vendors through POS machines. These machines enable
issuing of bills for every transaction, including those in a
moving train. This also ensures proper accounting system
and control. At present, all units, mobile and static, have
provision for billing through the POS. Efforts have been
made for cashless transactions in all Special Trains, Train-
Side Vending etc. under the Digital India initiative of the
Government of India. As on 31.03.2021, IRCTC installed 2820
POS machines in 754 rakes. Further, 408 POS machines in

i

B CSIM Login

¥ rrapdopr b

359 operational static units have also been installed.

Metallic plates: For public awareness regarding POS
billing, IRCTC has installed 12,256 metallic plates on trains
informing passengers of messages like - “If you don’t get
bill, your food is free”. The above plates have been fixed
at prominent places inside various trains. Further, stickers
advising these tags have been affixed in all operational
static catering units.

15505
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Static Catering

Static catering refers to catering services offered to patrons at
static units at railway establishments located at railway stations
across the country.

These static units include Jan Ahars (unit serving economy
combo meals comprising regional and local items), Cell Kitchens
(mini base kitchens supplying food to trains or static units),
Refreshment Rooms (unit where a-la-carte items, ready-to-eat
meals, and thali meals are served), Food Plazas (multi-cuisine
plaza serving food items at market-driven rates), Fast Food
Units (major units selling fast food items through self-service
counters), and Food Courts (cluster of stalls selling food items
such as branded products/eatables).

IRCTC managed 176 refreshment rooms, 56 Jan Ahaars
and 17 Cell Kitchens as on 31 March, 2021. These units are
located on railway platforms and sell low budget eatables. A list
of the items to be sold on these units along with their prices is
provided by the Ministry of Railways/IRCTC. These units usually
sell items to passengers on the platform and sometimes supply
food to moving trains.

Food Plazas(FPs)/Fast Food Units(FFUs)/Food Courts

Fast Food Units are major units, where through self-service
counters, fast food items are sold. In these outlets, packaged
food is served to customers in takeaway packets. Food Plaza is
a multi-cuisine plaza with a variety of eating choices. The quality
and rates for items of food plazas are market-driven. Food court
is a cluster of stalls at a nominated place, where food items such
as branded products/eatables are provided.

The food plaza/fast food unit business is a segment where
prices are market driven. Food Plazas normally provide multi-
cuisine food under one roof, in a relaxed dine-in atmosphere
with a good ambience and a common kitchen to provide a wide
variety of food items. As on 31.03.2021, IRCTC managed 287
Food Plaza/Fast Food units.

The Company also plans to operate 25 Food Plazas and 43
Fast Food Units, for which contracts have been finalised.

Food Plaza Church-gate

Food Plaza Kamakhya

B rfooorToack

Food Plaza Coimbatore

Fast Food unit Narkatiyaganj

Fast Food unit Patna
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Food Plaza Sealdah

E-Catering

E-Catering service allows passengers to book food of their
choice from partner restaurants. Food is delivered on their seat
and bookings are done in advance.

Services are available at selected stations to bona fide
passengers in reserved trains.

E-Catering has been introduced for providing the range of
options to passengers for ordering food of their choice. The
prices of food booked under e-Catering are market driven. The
restaurant fixes the menu.

E-Catering on Indian Railways trains was discontinued in
the month of March, 2020 due to the nationwide lockdown.
E-Catering services, post Covid-19, were resumed from
1%t February, 2021 gradually. More stations are being added
under the e-Catering umbrella in a phase-wise manner keeping
in mind the considering Central/State Government guidelines.

IRCTC is in the process of integrating B2C partners. Some
are already made LIVE such as Ixigo, Confirmticket, Make My
Trip, Yatra, Paytm etc. to improve the process of reach out to
customers.

Some of the major brands associated with e-Catering services
are Domino's Pizza, Subway, Haldiram's, Faasos, Biryani Blues,
A2B, Sarvana Bhawan, Nirula's, etc.

Growth of E-Catering
Meals per day
25000
20000
15000
10000
5000

I\a)

Q Q A
N or oA

© 1 )
,)’0'\& 7,0'\63:\ '\6:\ 7/0\1 A

2 4

PSRN AP

* e-Catering operation remain suspended up to 31.01.2021 due to pandemic.

E-Catering has started picking up orders in the month of March
2021 and meals booked through e-Catering was 10,324 per day,
however, the progress was halted due to the second wave of
the pandemic and cancellation of trains.

Executive Lounges

Six Executive Lounges at New Delhi, Agra Cantt, Jaipur,
Ahmedabad, Madurai and Sealdah have already been
commissioned by IRCTC and two more units at Varanasi Jn. and
New Delhi (Paharganj side), are expected to be commissioned
in FY2021-22. These lounges are provided with airport-like
ambience, resting facilities and buffet facilities.

Executive Longue, Sealdah

BUSINESS TRAVEL
CENTRE DESK

Executive Lounge, Madurai
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Executive Lounge Ahmedabad

Retiring Rooms

Keeping in view the improved amenities and effective post-arrival/
pre-departure facilities for esteemed Railway Passengers, Ministry
of Railways has mandated IRCTC to renovate, operate and maintain
Retiring Rooms at Railway Stations. Accordingly, IRCTC undertook
the renovation work at all “A-1” & “A” category stations through
reputed firms /companies in the field of hospitality, to upgrade
Retiring Rooms with star hotel like facilities at reasonable prices.
Common faclilities available in the Retiring Rooms includes Air
Conditioned Rooms and Dormitories, Quality Linen, Locker facility
for luggage, LED Television, Bathrooms with all basic facilities
such as WC, Geysers, Shower etc. with pantry and housekeeping
services. The refurbished Retiring Rooms are being appreciated
and praised by passengers at large. At present, Retiring Rooms
at 17 stations i.e. Vadodra, Bilaspur, Thivim, Madgaon, Kacheguda,
Udupi, Sealdah, Tiruchchirappalli, Jaipur, Lucknow, Madurai,
Tirupati, Ahemedabad, Tata Nagar, Gorakhpur, Rajendar Nagar
Terminal and Pallakad have been commissioned.

In addition to the above, a new concept, i.e. Pod/Capsule
concept retiring room and dormitories have been developed.
In order to execute the same, IRCTC has awarded the contract
to M/s Urban Pod Pvt. Ltd. to set up and manage POD/Capsule
concept retiring rooms & dormitories at Mumbai Central (MMCT)
station of Western Railway.

The Company is in process of setting up of Retiring Rows at seven
more stations and contracts have already been awarded for same.

Pod/Capsule concept retiring room and Dormitory.

Udupi

Bilaspur

Palakkad
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Rail Yatri Niwas

As mandated by the Indian Railways, IRCTC develops, operates
and maintains Rail Yatri Niwas/BNR Hotels. The sites have been
given to IRCTC on licence with permission to sub-licence the
rights to third parties through Public-Private Partnership. At
present, IRCTC is operating two Rail Yatri Niwas at New Delhi
and Howrah and two BNR Hotels from Puri and Ranchi.

New Delhi

Puri

TRAVEL AND TOURISM

India’s beauty and diversity and its tourism potential is enormous.
With its rich and diversified historical, natural and cultural
heritage, India is home to many attractive tourist destinations
of the world. The country’s geography and topography has a
tremendous potential to attract tourists across the globe.

Tourism in India has an equally strong relevance to economic
development, cultural growth and national integration. With
globalisation and the overall development in the country in
terms of infrastructure and tourism facilities, the foreign tourist
arrivals in India has tripled from 3 million per year in 2003 to
around 11 million in 2019 and analysts expect to see more than
30 million tourists visiting India annually by 2028. At the same

time, domestic tourist visits to all states and Union Territories
have its rapidly growing tourism sector now playing a huge
role in the nation's economy, supporting millions of jobs and
generating foreign exchange each year.

Prior to the pandemic, the global Travel and Tourism (including
its direct, indirect and induced impacts) business sector
accounted for 1in 4 of all new jobs created across the world,
10.6% of all jobs (334 million), and 10.4% of global GDP (US$9.2
trillion). Meanwhile, international visitor spending amounted
to US$17 trillion in 2019 (6.8% of total exports, 27.4% of global
services exports).

The Travel and Tourism sector suffered a loss of almost US$4.5
trillion to reach US$4.7 trillion in 2020, with the contribution to
the GDP dropping by a staggering 49.1% compared to 2019;
relative to a 3.7% GDP decline of the global economy in 2020.
In 2019, the Travel and Tourism sector contributed 10.4% to
the global GDP; a share which decreased to 5.5% in 2020
due to the ongoing restrictions on mobility. In 2020, 62 million
jobs were lost, representing a drop of 18.5%, leaving just 272
million employed across the sector globally, compared to 334
million in 2019. The threat of job losses persists as many jobs
are currently supported by Government retention schemes
and reduced hours, which without a full recovery of the Travel
and Tourism sector, could be lost. Domestic visitor spending
decreased by 45%, while international visitor spending declined
by an unprecedented 69.4%.

The pandemic has dealt a crippling blow to the Indian travel
and tourism industry and the entire value chain linked to the
sector is likely to lose around ¥ 5 lakh crore or $65.57 billion,
according to a study by industry chamber Cll and hospitality
consulting firm Hotelivate. The organised sector alone is likely
to lose $25 billion in FY2020-21. Overall, due to the pandemic,
the Indian Travel and Tourism industry is staring at a likely job
loss of around 38 million.

It is clear from The World Travel & Tourism Council's (WTTC's)
previous research and the current experience with Covid-19, that
no one stakeholder group can address today’s shocks on their
own; requiring both inter-governmental cooperation as well as
public-private collaboration. The extensive impact of Covid-19
has once again illustrated the need to strike a balance between
protecting the health of individuals and the health of economies.
Managing the fear, panic, stigma — and associated infodemic is
alsothe key. In effect, according to the WHO, 90% of the economic
losses during any pandemic arise from the uncoordinated and
irrational efforts of the public to avoid infection.

As such, the importance of taking strategic approach, built on
facts and experience, and ensuring business continuity, remains
central to the successful management and swift recovery of a
crisis. To enable the sector to bounce back in the aftermath
of Covid-19, WTTC has recommended the implementation
of policies such as the improvement of travel facilitation, the
removal of barriers, the easing of fiscal policies, the introduction
of incentives as well as the support of destinations. To support
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the sector’s recovery, WTTC has launched global protocols with
the aim of rebuilding confidence amongst consumers so they
can travel safely once the restrictions are lifted.

IRCTC in Tourism Business

IRCTC, today, is one of the leading travel and tourism companies
in the market catering to the needs of diverse tourist segments.
With the strength of being a Railway PSU, IRCTC specialises in
rail tourism, and at present, is the market leader in this segment.
Besides rail tourism, IRCTC has also diversified into various
other tourism businesses for increasing the market share in the
immensely competitive tourism market.

0 0 0\

CC ) IRCTC’s Tourism Products and Services e e o

The various tourism business segments of IRCTC include
Luxury Train Tours - Maharajas’ Express and Golden Chariot,
Buddhist Circuit Special Train, Bharat Darshan/ Aastha Circuit
Tourist Trains, Pilgrim Special Tourist Trains, Rail Tour Packages,
International and Domestic Air packages, Land Tour Packages,
Hotel bookings (online and offline), Customised and LTC tours
and Event Management and IRCTC Corporate Trains i.e. LIN
- NDLS Tejas, ADI - MMCT Tejas and Kashi Mahakaal Express
(BSB- INDB Express). IRCTC has its exclusive tourism portal,
www.irctctourism.com for showcasing and booking of various
tourism products in a single space.

Inbound Tourist Mass Tourism

Targeted Tours

Domestic Tour

Packages
Bharat Darshan

Rail Tour Packages

Maharajas’ Express

Holiday Packages

Golden Chariot

Packages with
Charter Train/

Buddhist Special
Tourist Train

/ Aastha Tourist
Trains

State Special
Tourist Trains

Pilgrim Special
Tourist Trains

Coaches T -
Majestic Rajasthan

Customised Tours Tourist Train

IRCTC Corporate

LTC Tours ;
Trains

Delux Tourist Train

Domestic Air

Election Specials
Packages

Educational Tours

N 1
Outbound Tour Air Ticket and Other Tourism
Packages Corporate Travel Activities

Air Ticketing Event Management

Booking of Charter
Trains & Coaches

Corporate Travel

Hill and Heritage
Charters

Saloon Tours and
Charters

Online reservation
of Accommodation
facilities

Adventure Tourism

The income from the Travel and Tourism Business of
IRCTC has recorded a drastic decrease of 86.79% from
¥392.02 crore in 2019-20 (including state special revenue) to
¥54.91 crore in 2020-21. To contain the initial spread of Covid-19
in the country, the Government was constrained to enforce a
countrywide lockdown from 25" March, 2020 onwards, which
had a cascading impact on the business on all verticals, resulting
in a decrease in revenue compared to the previous year.

Due to the lockdown imposed by the Government of India and
the MHA from 25" March, 2020, most of the tourist trains such as
Bharat Darshan, Pilgrim Special, Rail and Land Tour packages, etc.
planned for FY2020-21 remained suspended for seven months.
Even the funds earlier allocated by the state governments for
operation of State Special Tourist Trains were also used by
respective states for Health and safety of Public. VISA restrictions
were imposed only limited visas of emergency nature were
allowed, hence International Air packages remained suspended
for the full Financial Year. Domestic Air packages were only able
to start operating after 18" December, 2020.

Though IRCTC planned some departures for The Luxury/Deluxe
trains - Maharajas’ Express and Buddhist Special Trains in the
last quarter of the FY2020-21, the trips were also cancelled
due to the Covid-19 scenario and restriction in the movement of
international travellers. The Tourism and Hospitality business of
IRCTC remained badly affected, including the domestic tourism
products such as Rail Tour Packages, Holiday Packages, LTC
Tours etc. This has been evidently reflected in the performance
of all tourism products of IRCTC when compared with FY2019-20.

To attain the pre-Covid era performance, IRCTC utilised the
lockdown period in negotiating and executing tie-ups with
hotels, transportation service providers etc. and empanelling
them, which has resulted in access to the best available rates
of the services and hotel rooms/ accommodation in the market.
Further, new avenues have also been explored by planning
new packages based on heritage, culture, adventure, medical
wellness and special interest tours. The hard work done by the
tourism team during the lockdown period has resulted in the
launch of attractive, competitive and economical tour packages.
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IRCTC launched and operated many Land Tour Packages,
Domestic Air Packages, Bharat Darshan, Pilgrimage Special
Tourist Train, Saloon Cars, Educational Tours, etc. from the third
quarter of FY2020-21and has started to offer customised travel
packages for the customers as well. The Standard Operating
Procedure (SOP) based on the guidelines issued by the MHA
and the MHFW on preventive measures for Tourist Trains /
Tours to contain the spread of the disease and dealing with
emergencies have also been issued and implemented and the
tourism staff of the company were trained to perform as per the
New Normal.

a) Domestic Tourism

@ Rail Tour packages —This is a comprehensive package
of IRCTC, where it offers all-inclusive packages even
with confirmed onward and return rail journey apart
from other elements of a package such as road
transfers, accommodation, meals and sight-seeing at
reasonable rates. During the year 2020-21, only 20
tourists have availed the packages of IRCTC against a
total of 13,630 tourists who availed these tours in the
previous year. This decrease is because of the non-
operation of regular trains in FY2020-21 on the Railway
network and only special trains being operated in
which IRCTC has not been provided earmarked berths
to operate VAT package.

@ Holiday packages — IRCTC also operates Holiday
Packages (Land Packages) which includes road
transfers, accommodation, meals and sight-seeing. In
FY2020-21, a total above 9,657 passengers availed
IRCTC land packages against a total of 58,337
passengers in the previous year. The decrease is due
to the imposed lockdown.

@® Packages with charter coach and train — These are
all inclusive packages like Rail Tour Packages, where
train travel is arranged through chartered coaches
or trains by IRCTC. In FY2020- 21, IRCTC operated
one RTP with charter trains/ coaches catering to 49
passengers.

@® Customised tour packages — IRCTCs flexibility in
accommodating the demands of the customer is clearly
demonstrated in customised tour packages. These
packages are tailor-made as per the requirement of
the tourists such as, budget, level of luxury, places of
Interest etc. During the year, a total of 311 tourists availed
these packages as against 1700 in the previous year.

@® Leave Travel Concession (LTCs) — Government of
India authorised IRCTC as one among three PSUs
for operating LTC tours. IRCTC provide/ design
packages for government officials to travel across
India as per their entittement in Government services
and claim the amount from their respective company
on behalf of certificate provided by IRCTC. Apart

from custom designed package for LTC Tours, all
IRCTC tour packages qualify for LTC. During the year,
IRCTC arranged exclusive LTC package service to 4
passengers. All IRCTC tours qualify for LTC travel.

@® Domestic Air packages —

Air packages are increasingly becoming more popular
day by day due to limited time at the discretion of people
for going on holidays. IRCTC operated packages from all
the Zones to various destinations like Shirdi, Goa, Delhi,
Tirupati, Gangtok, Darjeeling, Kalimpong, Andaman and
Nicobar, Ladakh, Srinagar, Kashmir, Mumbai, Mysoor,
Coorg, Bangalore and more. During the year FY2020-
21, IRCTC operated 75 domestic air packages with 1,419
passengers.

@® Educational Tours

IRCTC operates educational tours for students under
its “travel to learn” scheme and has tie-ups with various
state governments as well as private schools for
operating educational tours for their students. During
the year 2020- 21, a total of 10,520 students travelled
under Educational tours, operated for students and
teachers of RMSA and SSA, Tamil Nadu and Hyderabad
City tours.
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b)

In-bound Tourist Targeted Tours

Maharajas’ Express

Maharajas’ Express has created a
brand image for IRCTC in the field of
luxury tourism in the international
arena. Launched in the year 2010,
the Maharajas’ Express has been
awarded the World’s leading Luxury
Tourist Train consecutively from the year 2012 to 2018 at
the World Travel Awards. Maharajas’ Express operates on
four different itineraries, out of which three are of six
nights/ seven days and one of three nights/ four days
which cover places like Udaipur, Jodhpur, Bikaner, Jaipur,
Ranthambore, Agra, Khajuraho and Varanasi. The
itineraries have been uploaded with departure dates on
the website of the train www.the-maharajas.com. The
trainis operated during the tourist season from September
to April of the year.

In FY2020- 21, IRCTC was constrained to cancel all
the trips of Maharajas’ Express due to the Covid-19
pandemic and restrictions imposed for international
travellers due to restrictions in the movement of
international travellers to the country.

Golden Chariot

Golden Chariot, the only luxury train being operated
in South India by the Karnataka State Tourism
Development Corporation was taken over by IRCTC for
marketing, operations and maintenance for a period of
10 years through an Agreement signed between the
two organisations in November 2019. IRCTC took over
physical possession of the train in January 2020.

The itineraries and departure dates of the train for
the season 2020-21 and 2021-22 have already been
announced and published on the official website
www.goldenchariot.org. Three itineraries viz. Pride

of Karnataka (6 Nights/7 Days), Jewels of South (6
Nights/7 Days) and Glimpses of Karnataka (3 Nights/4
Days) have been planned for various destinations in
Karnataka, Tamil Nadu, Kerala and Goa.

During the FY2020-21, IRCTC has operated two trips
of Golden Chariot with 55 guests on-board, whereas in
the previous year, no trip was operated.

Buddhist Circuit Special Train

This is a fully air-conditioned train offering a seven
nights and eight days package covering all major
Buddhist Pilgrim locations in India and Lumbiniin Nepal.
The new rake of Buddhist Circuit Train has International
level features like Two Dining Cars, Vacuum Bio-toilets,
Air Suspension springs, Security lockers, modified
2AC coaches with side seating facility, On-board
housekeeping and security, CCTV camera security,
accidental insurance facility, Foot massager and Mini
library, etc. The itineraries have been uploaded with
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departure dates on the website of the train www.
irctcbuddhisttrain.com. Due to restriction imposed on
international travellers due to the pandemic, IRCTC
could not operate any trip of the Buddhist Special
Trains, during FY 2020-21.

Deluxe Tourist Train

IRCTC has been working to increase the utilisation of the
Buddhist Special Train rake to operate different tourist
circuits, therefore, it launched deluxe tourist trains.
IRCTC has launched five trips of the Deluxe Tourist Train
in the 2™ Half of FY2020-21. Out of them, IRCTC was
able to operate one trip of the Deluxe Tourist Train in
the name of ‘Padharo Rajasthan’ covering Jaisalmer and
Jodhpur with 84 passengers on board.

Outbound Tour Packages

Due to the VISA restrictions on account of Covid-19,
international air packages have not been operated by
IRCTC in the FY2020-21.

c) Air Ticketing And Corporate Travel

Online Air ticketing

IRCTC’s air-ticketing micro-site  www.air.irctc.co.in
provides online booking facility of domestic as well
as international air-tickets at very competitive prices
with the lowest convenience fee as compared to other
portals of Online Travel Agents (OTA) in the market.

@

IRCTC Air also has the facility of booking air tickets
on the go through Mobile app for Android and IOS
users. During FY2020- 21, an average of 2,426 air
tickets per day were booked through the IRCTC air
ticket website compared to 5,688 average air tickets
per day in FY2019-20. IRCTC also provides travel
insurance coverage of ¥ 50 lakh for each passenger
on a complimentary basis to all the bookings made
online through web and app.

Corporate Travel Business

IRCTC offers complete travel solutions for corporates,
which includes air ticketing, booking of domestic

including LTC tickets, as well as international tickets,
hotel bookings, Visa facilitation, insurance etc. IRCTC
has tied-up with more than 160 PSUs/ ministries/
Government departments and institutions.

d) Mass Tourism

Bharat Darshan/ Aastha Circuit Tourist Train

Bharat Darshan Tourist Train is the flagship product of
IRCTC, very popular among special tourist trains tour
packages offered by the company, primarily targeting
the budgeted segment tourists. These trains operate
from various cities across the length and breadth of
the country on various circuits covering various tourist
destinations and are attractively priced at ¥ 900/- per
day per passenger for Non-AC Sleeper Class and
T 1100/- per day per passenger for 3AC class. The tour
package is inclusive of rail and road travel, all meals,
sightseeing and accommodation. Above all the tourists
are also insured for an accidental claim up to a sum
assured of 10 lakh.

Despite the ongoing pandemic, during FY2020-21,
IRCTC successfully operated 21 Bharat Darshan trips
carrying 13,312 passengers. The first trip of Bharat
Darshan was operated between 11" and 18" November,
2020 ex-Tirunelveli, covering Gaya - Varanasi —
Prayagraj. However, with the onset of the second
wave, IRCTC was constrained to cancel all planned
tours from 15" March, 2021 onwards.

State Special trains

IRCTC operates the state special tourist train tours
in collaboration with various state governments. The
government selects the beneficiaries of the tour
package who are mostly senior citizens. These train
tours cover various tourist and pilgrim destinations
across India. Due to the pandemic, most State
Governments utilised the funds earmarked for state
special trains towards infrastructure and preparation
for fighting the pandemic. No State Special Tourist
Trains was operated in the FY2020-21.
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Pilgrim Special Tourist Trains

Being pilgrimage-centric, this package is attractively
priced at ¥ 900/- and X 1500/- per day per person +
GST for sleeper class and 3 AC class passenger
respectively. The price is inclusive of rail and road
travel, all meals, sightseeing and accommodation
along with accident insurance cover of 210 lakh. IRCTC
operated its first Pilgrim Tourist Train Ex Jalandhar from
27.01.2021to 03.02.2021, covering tourist destinations
like Ujain — Ahmedabad — Somanth - Dwarka with 632
passengers. During FY2020-21, IRCTC operated four
Pilgrim Special Tourist Trains and provided services to
2,426 passengers.

IRCTC Corporate Trains

Under the directives of the Ministry of Railways, IRCTC
started the operation of corporate premium passenger
trains in 2019 with Lucknow-Delhi-Lucknow Tejas Express
commencing operations on 5" October, 2019 followed
by the commencement of the Ahmedabad-Mumbai-
Ahmedabad Tejas in January, 2020 and the Kashi Mahakal
Express on the Indore-Varanasi route in February, 2020.

Although all the three trains were received very well
by the passengers with increasing patronage, the
operation of all three trains were suspended from 18"
March, 2020 along with the suspension of all passenger
trains by the Ministry of Railways due to the restrictions
and lockdowns imposed by the Government of India to
contain the Covid-19 Pandemic.

With the process of unlocking implemented by the
Government in 2020, IRCTC restored the operation
of both the Tejas trains on 17" October, 2020 with all
health and safety protocols amidst the new normal
while the operations of the Kashi Mahakal Express
still remains suspended. But due to the prevailing fear
among the passengers to travel amidst the pandemic
with majority of the population remaining unvaccinated,
IRCTC was constrained to suspend the services of both
the trains briefly from 23/24" November, 2020 and
the operation of the both the trains again started from
14" February, 2021 onwards but have once again been
temporarily suspended. The operations of trains, now,
have been restored w.e.f. 7" August, 2021 onwards.

Election Special Trains

IRCTC has been nominated as the single window for
booking and movement of Election Special Trains
along with the provision of on-board catering services
to the forces on movement. During FY2020-21, IRCTC
operated 275 trains for moving para-military forces for
the General Elections and generated an income of
519 crores (only 5% facilitation charge of total Charter
Fare Revenue).

Other Tourism Activities

Event Management

IRCTC has been organising various conferences,
events and incentive packages for Indian Railways,
PSUs, the Education Department and other prominent
institutions. During FY2020-21, IRCTC conducted
one-day cruise event tour on the Hooghly river for 88
employees of M/s Braithwaite & Company Limited with
lunch and live music on 30" January, 2021.
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The Ministry of Railways nominated IRCTC as the single
window agency for online booking of all trains and
coaches on a charter basis. IRCTC operated 94 (25 trains
and 69 coaches) charters in the financial year 2020-21 for
various tourist groups. The website for online booking of
FTR Trains/ coaches is www.ftrirctc.co.in.

Hill and Heritage Charters

IRCTC actively promotes the five Hill Railways of
India viz Nilgiri Mountain Railway (NMR), Darjeeling
Himalayan Railway (DHR), Kalka-Shimla Railway, Kangra
Valley Railway and Matheran Railway. IRCTC operates
hill charters over Kalka-Shimla, Nilgiri Mountain Railway
and Darjeeling Himalayan Railways — UNESCQO’s World
Heritage Sites. IRCTC operated one Hill Charter on the
Kalka-Shimla section with 12 passengers in FY2020-21.

Luxurious Railway Saloon Car

| AN
-

The Ministry of Railways decided to open the bookings
of its fleet of luxurious saloon coaches to open market
and has entrusted IRCTC with the task of marketing
and booking of these special rail products. A Saloon
Car generally has a living room, two air-conditioned
bedrooms — one twin bedroom and the other similar
to AC First Class coupe with attached baths, dining
area and a kitchen. Optional services like attendant,
catering, pick and drop is arranged as per demand of
the tourists. During FY2020-21, IRCTC has successfully
operated 29 saloon charters across India in comparison
to 33 saloon cars operated successfully in the previous
year

Online booking of Retiring Rooms at Stations and
Hotel Booking

@® |RCTC has been providing the convenience
of booking of retiring rooms online to Railway
passengers having confirmed PNRs across 545
Railway stations through the IRCTC tourism portal.
Passengers can also book Retiring Rooms on
the go on Android and I0S mobile Apps. Hourly
booking is also available at 48 stations. About 65%
of total retiring room bookings are done online.
20% of the bookings are being done through
mobile apps. Due to Covid-19, online booking has
been opened at 54 stations only.

@® [RCTC has started upgrading and managing
services of Retiring Rooms at 17 Railway stations,
they are Sealdah, Rajinder Nagar, Tata Nagar,
Udupi, Madgaon, Ahmedabad, Vadodara, Thivim,
Lucknow, Jaipur, Gorkhpur, Tirucharpalli, Madurai,
Kachiguda, Tirupati, Bilaspur and Palakkad. The
upgraded retiring rooms have hotel-like facilities
including AC, wifi, TV, geyser, linen, sofas etc.

@® In FY2020-21, total bookings were at 10,121 and
total revenue recorded was ¥ 81.89 lakh.
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Adventure Tourism

IRCTC launched and operated Adventure Tour
packages for the first-time in FY2019-20. During FY
2020-21, IRCTC operated one Adventure Tour - Trichy-
Tawang - which covered Guwahati- Dirang- Tawang-
Sangthi Valley- Guwahati with six passengers.

Online Bus booking

IRCTC has started providing bus ticket bookings on
bus.irctc.co.in with which IRCTC now has all three
modes of transport viz. Rail, Air and Bus on its online
platform, making it a one-stop solution for travel
needs. IRCTC has tied up with various bus transport
organisations such as M/s Abhi Bus and M/s Red Bus
in January 2021. The Bus booking service is available
for 22 states and 3 UTs as of now.

IRCTC Mobile Apps

The Company has the mobile apps in the name of
“IRCTC Air and “IRCTC Tourism”. The IRCTC apps are
available for Android and IOS users. Customers are
using the app easily to book their choice of travel and
tourism product on the App. A Mobile App has also

been developed on Android as well as the iOS platform
for Maharajas’ Express to simplify the recording of guest
feedback system and promotion of off-board excursions

Tourism Portal

The portal offers on-line booking of Tourist Trains, Air
tickets, tour packages - be it through rail, air or land,
hotel, saloon cars, AC tourist trains, event management,
etc. To be at par with the user friendliness and facilities
which other OTAs offer, IRCTC has revamped its
tourism website. Total bookings in 2020-21 was at
27,905 with 83,573 passengers with a gross revenue
0f ¥ 39.06 crore.
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Online Feedback Module

IRCTC started taking online feedback of tourists/
passengers travelling or availing service of IRCTC
tourist trains, packages, etc. through Tablets during the
course of the tours, to get the actual feedback which
is to be used for taking necessary action or steps to
make the product better. IRCTC Tourism department
has circulated four tablets to each zone for a regular
online feedback module.

Part-Payment Facility

Online and offline customers can now utilise the part-
payment facility to book their tourism packages and
plan their journeys in advance without blocking the full
amount.

Online Hotel Booking

IRCTC had integrated accommodation partners (Hotel,
Home stay, Bed and Breakfast, PGs, Dormitories,
paying Guest Houses, Yatri Nivas, holiday Homes,
start up etc.) for online booking through https://www.
hotel.irctctourism.com or ‘irctctourism’ mobile apps —
Android and 10S Prominent Hotels available on IRCTC
Hotels website are -

Park Hotels Sterling Holidays
Oyo Rooms Svelte Hotels
Pride Hotels Uberoi Anand
Lords Hotels Dorota House
Oga Hotels MP Tourism

Comopolitian Hotels
Ginger Hotels
IRCTC Guest House,Katra

HRANI (North India)
Le Roi Hotels
Polo Tower group

Customers now can book more than 2251 hotels across
over 244 cities with a starting tariff of as low as ¥ 600/-.
Most hotels are located near railway stations, airports
and city centres and most hotels offer no cancellation
charges if cancelled before 24 hrs of the check—in.

Various important hotel associations of the country
nominated by MOT for awarding star category
classification to Hotels/Restaurants such as Hotel
Association of India (HAI), Indian Heritage Hotel
Association (IHHA) and Federation of Hotels And
Restaurant Associations of India (FHRAI) and other
regional hotel associations etc have already associated
with IRCTC for online booking of hotels.

Tourism Planning

IRCTC has been developing and introducing new
tourism products continuously amidst the changing
business scenario and changing customer preferences
due to the ongoing pandemic. This strategy, besides
attracting a wide range of customers, will also enable
the company to stabilise and increase its growth with
changing dynamics of time.

Due to the ongoing pandemic of Covid-19, the tourism
and hospitality business has been facing unprecedented
challenges to survive. To overcome these challenges
and create new business opportunities in the market,
the company is trying to be more dynamic and flexible
towards its approach in doing business.

However, specific thrust areas identified by the
Company for the coming financial year 2021-22 are:-

@® Customised Holiday Packages: Due to the
ongoing pandemic, group travel is expected to
remain restrained for a long time. Hence, IRCTC
will plan and develop more customised holiday
packages as per the requirements of customers
for small groups of family and friends.

@® Direct tie-up with Hotels and Transport
Companies: IRCTC has initialised direct tie-up with
hotels and online hotel booking portals as well
as transporters to provide competitive package
prices to the passengers. IRCTC shall continue to
do so in the times to come to pass on maximum
benefits to its customers.

@ Online Bus Booking: IRCTC has tied up with M/s
Abhi Bus and M/s Red Bus, for facilitating online
bus ticket booking for passengers and is in the
process of continuously developing the portal,
making it a more seamless experience to book
tickets.

@® Deluxe Tourist Trains: IRCTC plans to utilise the
rake of the Buddhist Special Train for operating
more Deluxe Tourist Trains and on various tourist
itineraries across the country.

@ Pilgrim Special Tourist Trains: IRCTC is planning
to launch and operate Pilgrim Special Trains
to various important tourist and pilgrimage
destinations in India. The rake will be of a mixed
composition of five coaches of non-AC sleeper
class and five coaches of 3AC.

@® Adventure Tourism: IRCTC will continue to
operate various Adventure Tour packages to the
North East. More such packaged are in the pipeline
for other parts of India also. The adventure tour
packages would involve various activities such as
biking, hiking, mountaineering, etc.

@® Passenger Trains: IRCTC is planning to operate
more premium corporate passenger trains in 10
different clusters identified by the Indian Railways
on a PPP model or independently. IRCTC also
plans to take charge of other trains available with
the Indian Railways under the brand Tejas Express,
for bookings, operation and management.

@® Cruise Packages: Once the International travel
restrictions on out-bound tourists are reduced or
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removed, IRCTC will focus on launching packages
with Cruise liners for major cruise packages
across the globe. IRCTC plans to block seats/
cabins in cruises and sell them in the domestic
and international market.

@® River Cruise Packages: Over the period of time
when in-bound and domestic tourism starts,
IRCTC will launch packages with reputed cruise
companies in the country offering Luxury River
Cruise Tours. These tours will be offered to the
guests of Maharajas Express also.

INTERNET TICKETING

IRCTC pioneered internet-based rail ticket booking through
its website which accounted for 79.63% of the total reserved
tickets booked online on Indian Railways in 2020-21. On an
average, 4.80 lakh tickets were sold daily through IRCTC'’s
website and Mobile App during 2020-21. The site offers round-
the-clock ticket booking services, except for a 35-minute break
from 23:45 hrs to 00:20 hrs.

Ticket booking during the year was low due to the lockdowns
condition imposed in the country on public movement. Further,
bookings were totally stopped w.e.f. 15.04.2020 to 11.05.2020
due to unforeseen adverse circumstances in the wake of
the Pandemic. Passenger Train operations were completely
stopped by Indian Railways from 22.03.2020 to 12.05.2020 and
only a skeletal service through Special Trains were operated
post 12.05.2020 with some increase during the festival period
when a few special trains were inducted.

Service Charge/Convenience Fee

IRCTC was levying a Service Charge @ X 20 + Tax per ticket
for Non-AC Classes and X 40/- + Tax per ticket for AC Classes,
on the Reserved Rail Tickets booked through its platform till
2211.2016. The service charge was withdrawn by the Ministry
of Railways form 23.11.2016 to 31.08.2019 as an initiative for
promotion of digital transactions.

IRCTC E-Ticketing Service Charge/Convenience Fee
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IRCTC started collection of Convenience Fee on e-ticket
bookings w.ef. 01-Sep-2019 at the rate of X 15/- + GST per
ticket for Non-AC Classes and ¥ 30/- + GST per ticket for AC
Classes (including First Class/FC). For BHIM/UPI payments,
the Convenience Fee is being charged at a reduced rate of
T 10/- + GST per ticket for Non- AC Classes and ¥ 20/- + GST
per ticket for AC Classes. Due to the Pandemic, the bookings
during FY2020-21have been dropped by 42.35% over FY2019-
20. Therefore, there has been a substantial decrease in the
Convenience Fee also.

Internet Ticketing Statistics
a. No. of E-Tickets and Passengers Booked

A total of 1740.46 lakh tickets have been booked in
2020-21 as compared to 3019.04 lakh in 2019-20. In
total, 3052.67 lakh passengers got booked on E-Tickets
in 2020-21 as compared to 522962 lakh passengers in
2019-20. The ratio of Passenger to Ticket during the year
was 1.75:1. The number of tickets booked during the year
has reduced drastically due to the countrywide lockdown
conditions. Train services were being restored to normalcy,
but unfortunately it was then that the second Covid wave
hit the country.

Tickets Vs Passengers

2020-21 3053 -42%
— 1740 -42%
2019-20 5230 -6%
3019 -6%
2018-19 4950 -14%
2842-15%
201718 4340-16%
—— 2466- 18%
2016-17 3731-4%
pee———— ) (093- 5%
2015-16 3596- 9%
——— 1993- 9%
2014-15 3288-18%
[r—1830- 16%
000 O 1000 2000 3000 4000 5000 6000

B No of Passengers M Total Ticket Booking

b. E-ticketing Revenue

During the year 2020-21, a total amount of ¥17,761.60 crore
was collected as Ticket Fare from the users as E-ticketing
revenue, which is 47.84% less than last year’s collection of
334,054.74 crore.

Ticket Fare Collected (% in Crores)
39 6%
16% 34055
35000 5%

32070
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24485
25000 | 20621 23393 -48%
20000 17762
15000
10000

5000

201415 2015-16 2016-17 2017-18 2018-19 2019-20 2020-21
-5000

40000

o

64 Indian Railway Catering and Tourism Corporation Limited



MOU Targets 2020-21 and achievements thereof:

Integrated 12 Inventory Providers
with more than 100 Hotels.

1. Hotel Booking on IRCTC Tourism Portal with integration of hotel chains,
Inventory providers and state government guest houses (10 Nos.) .

2. Loyalty Scheme for Tejas Trains by 31,.12.2020 I Achieved on 10-Oct-2020

MBIAIBAQ 81010d10D)

38 Booking for Agents on Mobile by IRCTC by 31.01.2021 Achieved on 13-Jan-2021

4. Bus Booking on IRCTC Tourism Portal by 31.01.2021

New Initiatives taken during 2020-21

Disbursement of refunds to the tune of more than
¥ 2300 Crores to the customers due to large scale
cancellation of trains by Indian Railways in three to
fourtrenches in the wake ofthe Covid-19 pandemic
had been a great challenge for the organisation.
This amount had to be timely processed on
account of the cancellation of Passenger Trains by
the Indian Railways w.e.f 21.03.2020 t0 14.08.2020.
The problem was compounded due to the Work
From Home (WFH) system introduced for staff
due to the complete lockdown in the country from
22.03.2020 onwards and threw a major challenge
to the Company to process the refund of cancelled
trains in time, which involved coordination with the
Indian Railways, banks, payment aggregators and
Principal Service Providers (PSPs) of various Retail
Service Providers/RSPs (Agents) of B2B /Internet
Café Schemes and through the B2C scheme. Due
to changes made in the refund rules by the Ministry
of Railways to grant full refund for cancelled
trains even for already cancelled tickets, several
technical changes had been made in the system
in the Work-From-Home mode of functioning for
this purpose. In some cases, a special refund was

I Achieved on 29-Jan-2021

also involved as flushed out PNRs could not be
processed by the PRS for a refund.

Information related to Covid-19 norms, Covid-
Appropriate  Behaviour and State Advisories
about various updates on the cancellation of trains
and refund processes were disseminated to the
customers through alerts, pop-ups on the IRCTC
Website and Mobile Apps and through SMSes.

The AR (Assam Rifles) of Central Paramilitary Forces
e-ticketing system was commissioned for booking
reserved rail e-tickets for AR personnel (w.e.f 06-
Oct-2020). In the past the e-ticketing system had
been developed for CRPF, NDRF & NSG also
bringing a major relief to these Central Paramilitary
Forces in handling their reserved train ticket
requirements and associated digital accounts.

Launch of IRCTC — SBI Co-branded Credit Card
on Rupay Platform on 28-Jul-2020

@ In pursuance of the Hon’ble Prime Minister’s
vision of ‘Aatma Nirbhar Bharat,, ‘Digital India’
and towards fulfilment of the mission of the
Hon’ble Minister for Railways in achieving
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greater self reliance, IRCTC and SBI have
together launched a new Co-branded
Contactless Credit Card on the RuPay Platform
of NPCI.

@® The card was dedicated to the service of the
nation by the Hon’ble Minister for Railways
and the Minister for Commerce and Industry
Sh. Piyush Goyal on 28™ July, 2020.

ViJAY KUMAR H"'Pay

PLATINUM

~
8y
IRCTC

MR, RAJNISH KUMAR

SHRI. PIYUSH GOYAL
ALY TR £ B AT A

osBicard

@® The Card is designed to reward Frequent travelling in the IRCTC Tejas Trains by using IRCTC
Railway  Travellers, wherein the new SBI Co-branded Premier Card. The benefits given
Co-branded Credit Card offers the rail to the passengers of IRCTC Tejas Trains are as
passengers maximum savings proposition on under:

their travel, together with exclusive benefits
on retail, dining and entertainment as well as
transaction fee waivers. There is no online
transaction charge for booking e-tickets
through these cards on the IRCTC website
and Mobile Apps.

@® The IRCTC SBI Credit Card on RuPay platform o
is fully indigenous, developed by IRCTC & SBI
Card on the RuPay platform of NPCI.

@® Equipped with Near Field Communication
(NFC) technology, whereby the users can
expedite their transactions at the POS
machines by just tapping the card on the
machines without swiping it.

® Loyalty Scheme for Tejas Trains: The Loyalty
Scheme for Tejas Trains has been launched w.ef.
10.10.2020. In the Loyalty Scheme, benefits will be
given to the passengers who book their tickets for

Welcome Benefit of 500 Reward points
include the first user who books the IRCTC
Tejas Train Tickets using the IRCTC SBI Co-
branded Card, will be awarded within 45 days
of boarding the train.

15 Reward points per ¥ 100 spent will be
awarded on IRCTC Tejas Trains (for self
Travel). Each Reward point is equivalent to
T 1/-. This in a sense provides 15% cash back
to users on booking IRCTC Tejas Trains (a
high-end product) in the Delhi-Lucknow-Delhi
& Ahmedabad-Mumbai-Ahmedabad sectors.

1500 additional Reward points on 25 IRCTC
Tejas Train bookings within a year (for self
Travel). These points will be in addition to the
Loyalty points earned by users for individual
Tejas Train bookings.
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This Loyalty Scheme will encourage the passengers
to adopt IRCTC Tejas trains for their travel, once Tejas
train operations are restored and will also promote
the IRCTC SBI Co-branded Card in the process.

initiative, which promises to transform the service
delivery experience offered to travellers.

@ [RCTC being a first contact point for travelling
citizens with the Railways, need for New Ul was
felt to further enhance user personalisation and
facilitation of the IRCTC Website and Mobile
App with more user-friendly features and more
comfortable navigation. This work has been
carried out despite the pandemic restrictions. The
look and feel of the interface has been changed
with a simplified and appealing design.

Launch of IRCTC New User Interface on 31-Dec-2020

@® [RCTC has been constantly putting in its efforts
to enhance the customer experience and
convenience while booking reserved rail e-tickets
through its Website and Rail Connect Mobile Apps.

MBIAIBAQ 81010d10D)

@® A much-needed push has come in the form of
IRCTC’s New e-Ticketing Interface — A Digital India
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Agent Booking On Mobile Phones: The Agent
booking on Mobile Phones was launched w.e.f. 13-
Jan-2021. IRCTC authorised Retail Service Providers/
RSPs (Agents) who are registered through Internet
Cafés and B2B Principal Service Providers (PSPs) are
now facilitated with e-ticket bookings on their mobile
phones. The login authentication of the RSPs is
being done through OTPs on their registered mobile
numbers. The objective of implementing the agent
booking on mobiles was to bring e-ticketing service
at par with m-Commerce market trends where in any
transaction can be done on the mobile phone also
by the users. With the implementation of this feature,
IRCTC Agents (RSPs) who have been otherwise

booking e-tickets through their desktops can now
book e-tickets on their mobile phones as well.

Bus Integration: IRCTC has launched bus service on
its microsite www.bus.irctc.co.in on 29-Jan-2021. Bus
booking of the state road transports as well as private
operators are now available through IRCTC with more than
50 thousand bus operators covering 22 states and three
Union Territories including Kashmir. This service will also
enable last mile connectivity to the Railway Passengers. It
is expected that this business will grow substantially and
provide multimodal transport on a single platforms viz.
Trains, Flights and Bus for customers’ convenience and
choice of mode of travel through IRCTC.

frete @ LTy

BT

£ Book Bus Ticket

Depart From Going To

Departure Date

Highlights of Internet Ticketing during 2020-21

@® The total number of tickets booked was 1,740.46
lakh, 57.65% of last year despite Covid-19
restrictions on public movement.

@ Total train ticket fare for online e-ticketing during
the year was ¥17,761.60 crore.

@® 591 crore Mobile App (on Android & iOS)
Downloads till 31t March, 2020.

@® The average Mobile App bookings during 2020-
21 were 2.21 Lakh tickets per day, compared
to 3.86 lakh tickets in 2019-20. 46% of IRCTC
e-tickets have been booked through the IRCTC
Rail Connect Mobile App during FY2020-21.

@® About 79.63% of the reserved rail tickets were
booked online in 2020-21, compared to 72.75% in
2019-20. There has been continuous increase in
online booking share over the years.

@® Timely processing of refunds to the customers

to the tune of more than ¥ 2300 crores due to
cancellation of trains by the Indian Railways in the
wake of the Pandemic.

@® Launch of IRCTC - SBI Co-branded Credit Card on

RuPay Platform on 28-Jul-2020

@® New user interface with enhanced features was
launched on 31-Dec-2020

@® OTP-based login authentication for Retail Service
Providers under B2B & Internet Café Schemes
was launched on 13-Jan-2021.

@® Booking of e-tickets by Agents on Mobile Phones
was launched on 13-Jan-2021.

@® Hotels, Retiring Rooms, bus booking, meal
bookings — are all available on a single IRCTC
platform along with train and air ticketing.
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Growth of Online Reserved Rail Ticketing

Oline Ticketing Share (%)
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Segment-wise Online Ticket Booking Share

B % Internet Ticketing

S. Segment Total| Booking| %age
No. Booking | Amount (3| Share
(Nos. in| in Crores) | of Tkts.
Lakhs)

1 IRCTC Mobile 808.47 7,370.33 46%
App Normal User

2 IRCTC Website 360.92| 4,282.90 21%
Normal User

3 B2CNormal User | 279.58 2,358.13 16%

4 Retailer 26215 3,118.54 15%
(B2B & ICS)

5 G2G 29.33 631.69 2%
Total 1740.45| 17,761.59( 100%

2%

B |RCTC Mobile App Normal User
IRCTC Website Normal User
16% W B2C Normal User

W Retailler
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Data & Cyber Security

The Company relies on state-of-the-art technologies to
ensure that the confidentiality, integrity and availability of all its
online services and its data are adequately secured from the
prevailing cyber security threats. The Company safeguards its
data with advanced security systems and successfully defends
the system against malicious virus or other cyber threats.

IRCTC E-Ticketing System is a well-protected system, equipped
with industry-standard state-of-the-art security technologies
for protection from cyber threats and data theft. This includes
Network Firewalls, Network Intrusion Prevention System and
Web Application Firewalls etc. The website runs on an Extended
Validation (EV) SSL/TLS Certificate that provides end-to-end
data encryption between the website and its users. Sensitive
data like user ID/passwords is stored in encrypted form in the
database.

On-line payment on E-ticketing system is fully secured as Credit/
Debit Card data of users are not captured or stored in the IRCTC

system. All online payment integration, including net banking
and Credit/Debit Card are implemented on the URL-redirection
model wherein all users are redirected to concerned banks/
payment gateway websites for the on-line payment process,
fully eliminating any chance of Credit/Debit card data leakage
at the IRCTC end.

This year, the company has also refreshed the ICT Infrastructure
forits Travel & Tourism and Catering services, and has deployed
a number of cyber security solutions viz. Web Application
Firewalls, Privileged Identity Management, Secure Email
Gateway and Malware Sandboxing solutions with the objective
of enhancing its cyber security posture.

Showing its commitment toward cyber security, the company
has approved the project of Compliance Audit for Payment
Card Industry Data Security Standard (PCI DSS) in March 2021
for its Travel & Tourism business. PCI DSS Compliance for the
Travel & Tourism business is expected in year FY2021-22.
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PACKAGED DRINKING WATER (RAIL NEER)

As on 31 March, 2021, IRCTC has 14 operational plants located
at Nangloi, Danapur, Palur, Ambernath, Amethi, Parassala,
Bilaspur, Sanand, Hapur, Mandideep, Nagpur, Jagiroad, Maneri
and Sankrail, of which the plants at Amethi, Parassala, Sanand,
Hapur, Mandideep, Nagpur, Jagiroad, Maneri and Sankrail
which operate under the PPP model.

Performance of Rail Neer plants during FY2020-21as compared
with FY 2019-20 is tabled hereunder:

Financial Year Production| Turnover Plant
(bottlesin | (% Incrore) | Utlisation
Crore) (%)
2020-21 7.53 69 19.45%
(Approx.)
2019-20 27.50 23799 79%

Quality: Rail Neer Plant at Nangloi, Danapur, Palur and Bilaspur
are accredited with ISO: 9001- 2015 quality management system
certification and Rail Neer Plant, Ambernath is accredited with
1ISO:22000-2015 certification.

The result of the tests carried out by the accredited laboratories
on Rail Neer Packaged Drinking Water indicates that the quality
of Rail Neer conforms to European Economic Community (EEC)
norms for pesticide residue.

During 2020-21, a new Rail Neer plant at Una (Himachal
Pradesh) has been set up.

L

Technology/Capacity upgradation:

To combat design duplication and consequent sale of
spurious water, a hologram has been embedded on the
Rail Neer bottle as a safety feature.

Use of Handheld Terminals (HHT) for monitoring Rail Neer
distribution operations in plants.

Rail Neer Carrying and Forwarding Agencies (CFAs) have
been empowered to issue invoice through Handheld
Terminals (HHTs) to licensees, enabling live record and
reconciliation of sale and supply of stock to trains and
catering units in one plant as a pilot project. This has

simplified the process of bill settlement in real time,
rendering accurate results every time. It has also resulted
in savings in stationary and offers time for reconciliation.
Further, the data has been proposed to be populated
on IRCTC’s server to assess performance of Rail Neer
operations and utilise it as a decision-making tool.

ON TRACK

Average daily requirement of Packaged Drinking Water
on Indian Railways is approx. 18-20 lakh litres/day. IRCTC’s
production capacity is around 14.08 lakh litres/day, spread
over fourteen working plants. With the commissioning of
six more plants, capacity will be enhanced to approx 18.4
lakh litres/day, and it will be operational by 2021-22. It is
considered adequate for meeting the current demand from
Indian Railways. Commercial operation of newly set up rail
Neer Plant at Una has started on 371 July, 2021.

Rail Neer Plant at Bhusawal (Maharashtra) is in advanced
stages of completion and Rail Neer Plants at Mallavalli near
Vijayawada and Simhadri near Vishakhapattanam are in
civil construction phase. All these plants are expected to
be commissioned in FY2021-22.

Further, setting up of two more plants at Bhubaneswar and
Kota are under the tendering process.

Water Vending Machines

IRCTC provides purified, chilled and potable drinking water
to railway passengers at an affordable rate (@ R 5/- per 1 litre)
through Water Vending Machines (WVMs), installed at various
railway stations, thereby reducing pollution on account of lesser
consumption of plastic bottles.

Till 31t March 2021, your Company has cumulatively installed
1926 Water Vending Machines. Out of 1194 stations of category
of Al, A, B and C, a total of 685 stations have been provided
with WVMs, covering around 97% of A-1 category stations.

HUMAN RESOURCE DEVELOPMENT

The Human Resource Development (HRD) function in IRCTC
has been designed in a way to adopt the latest methods to
constantly update the knowledge, ability, skills and productivity
of the employees. IRCTC firmly believes in the resource-based
theory, which emphasises that investment in people adds to the
value ofthe company. HRD also ensures putting the right people
to the right task to get the maximum output. The employees
are provided appropriate guidance for transformation of their
knowledge into skills. The employees are encouraged to
engage as partners in the organisation which creates a healthy
and harmonious environment for achieving the aims/objectives
and targets of the corporation.
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As on 31t March, 2021, the Company had total manpower

» Staff Welfare Measures in IRCTC during the Covid-19
pandemic

Onfollowing dates, RT-PCR Testing Camps were organised:

strength of 2296 with the following details:

Category No. of Employees .
Regular Employees 1372

Deputationists 45

On Contract 305”

Out-sourced 574%

*Engaged on contract basis for mobile catering supervision for a period of two
years.

#Engaged through manpower agency for supplying support services.

The percentage of women employees, SC/ST/OBC employees,
persons with disabilities and ex-servicemen out of regular
employees of the Company is mentioned below:

No. of
Employees

% of total no. of
regular employees

Category

Women employees "3 8.23
SC Personnel 263 1916
ST Personnel 73 532
Other Backward Classes 341 24.85
Persons with Disabilities 12 0.87

Employee Welfare

Human Resources being a very vital organ in the organisation, there
is a need for welfare activities which helps in keeping the morale
and motivation of the employees high to retain the employees for
a longer duration. The Human Resources (HR) Department took
the following welfare measures during 2020-21:-

» Comprehensive Group Insurance Scheme: Earlier
coverage of accidental death as well as natural death under
the Comprehensive Group Insurance Scheme amounted to
60 months basic pay plus Dearness Allowance, which has
now been enhanced to 70 months basic pay plus Dearness 7.
Allowance for all employees, including deputationists
working in IRCTC.

(1372) 3.

S. COVID Testing Schedule No. of Testing
No. (approx.)

1. 14415 July, 2020 316

2. 16" Sept., 2020 198

3. 14" Oct, 2020 184

4. 24" Nov., 2020 192

Not a single regular or outsource employee was
retrenched during the lockdown period and thereafter.
All the outsource personnel were granted ¥ 2,000/-
as ‘Pandemic relief’ in the month of March, 2020,
after lockdown to mitigate the hardship faced due to
outback of pandemic.

An expenditure of ¥16,46,544/- (up to 31.03.2021) has
been incurred towards the medical treatment of IRCTC
employees for Covid-19 virus-related ailments.

Daily sanitisation of offices/work places is being done
twice a day and deep sanitisation is being done after
working hours. Covid Kits viz. masks, gloves, face-shield,
sanitizers & medicines, were distributed amongst the
staff. Contactless hand-sanitiser machines were installed.

Medical Equipments worth ¥ 5.00 lakh, like oxygen
concentrators, oxygen cane, Oximeter, thermometer
etc. have been procured for the medical emergency of
staff and their family members.

The IRCTC website as well as the Mobile-App was
updated with Covid-related instructions. Placards,
for spreading awareness about the pandemic, were
displayed in office premises.

Training programmes on Covid awareness and other
managerial modules were organised for employees
and Licensee Catering Staff:

SN Name of the Programme Attended by Duration Dates No. of
Participants

1. Training on Prevention of COVID-19 for Licensee Catering 30-45 min. June-July, 2020 1076
onboard Licensee Catering Staff - by Staff
IRCTC Internal Resource Person

2. Online Training on COVID-19 Awareness E-0 and above 2 days July-Aug, 2020 100
for Executives — by M/s Bureau Veritas employees

3. Online Training on COVID Awareness for Supervisors 3 days July-Aug, 2020 83
Tourism Supervisors — M/s TUV Nord

4. Online Training on COVID Awareness for Supervisor 3 days July-Aug, 2020 107
Catering Supervisors — M/s AIHTM (ITDC)
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SN Name of the Programme Attended by Duration Dates No. of
Participants

5. Online Training on COVID Awareness for Workmen 3 days Oct-Nov, 2020 300
Workmen — by M/s AIHTM (ITDC)

6. Online training on GeM (Govt. e-market Supervisors & Half day 31.09.2020 50
place) for CO & NZ Executive & above -0110.2020

7. Online training on GeM (Govt. e-market Supervisors & Half day 1910.2020 23
place) for SCZ Executive & above

8. Online training on GeM (Govt. e-market Supervisors & Half day 20.10.2020 18
place) for EZ Executive & above

9. Online training on GeM (Govt. e-market Supervisors & Half day 2110.2020 24
place) for SZ Executive & above

10. Online training on GeM (Govt. e-market Supervisors & Half day 2110.2020 22
place) for WZ Executive & above

1. Sexual Harrsment of Women at Supervisors & Half day 25-26 Nov,2020 55
Workplace - by Adv. Smita Bankoti Executive & above

12. Breaking the Glass Ceiling - by FCTD Supervisors & 3 day 9-11 Dec, 2020 32

Executive & above
13. Motivational Workshop Asst. Managers & 1day 30 Jan, 2021 140
above

14. Communication & Team Work - by Neeti Supervisors & 2 day 23-26 Feb, 2021 42
Phool Executive & above

15. Empowerment of Women through Supervisors & Half day 12 March, 2021 26
Spirituality Executive & above

16. Leadership Getting Result - by Jaipuria Executive & above 1 10 hrs Feb - March, 2021 30
Institute

Total 2128

»  Engagement of Apprentices: As per the Ministry of Skill
Development and Entrepreneurship guidelines, IRCTC is
fulfilling its obligation of engaging apprentices for training
in the band of 2.5% to 10% of the sanctioned strength. For
this period of training, a stipend is paid to each apprentice
as per directives of the Ministry of Skill Development &
Entrepreneurship. But, due to the pandemic, the fresh
engagement of apprentices could not take place during
the year FY2020-21. However, the tenure of the previous
apprentices was extended as per guidelines of the Ministry
of Skill Development & Entrepreneurship.

) Alternative Method of Medical Treatment: To promote
the alternative method of medical help, IRCTC is providing
free consultation services of Homeopathy Physicians to
the employees of the Corporate Office and North Zone.
Homeopathic treatment has helped a large number of staff
and their families in treating day-to-day illness i.e. common
cough, cold and prevention of seasonal diseases.

Industrial Relations

During the year, the Industrial Relations in the Company have
been cordial without loss of any man-days. The Corporation has

an effective grievance machinery for redressal of the complaints/
grievances of its employees. An effective work culture has
been established in the company through empowerment,
transparency, decentralisation and practice of participative
management.

Particulars of Employees

As per provisions of Section 197(12) of the Companies Act, 2013
read with the Rule 5(2) and 5(3) of the Companies (Appointment
and Remuneration of Managerial Personnel) Rules, 2014, every
Company is required to give a statement showing the names
and other particulars of the employees drawing remuneration in
excess of the limits set out in the said rules in the Annual Report
of the Company.

However, as per notification dated June 05, 2015 issued by the
Ministry of Corporate Affairs, Government of India, Government
companies are exempted from complying with provisions of Section
197 of the Companies Act, 2013 and Rules made thereunder.

Your Company is a Government company, therefore, such
particulars have not been included as a part of the Directors'
Report.
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USE OF INFORMATION TECHNOLOGY (IT) /ERP

During the year, the Company has successfully implemented
the upgraded version of Oracle ERP Release 12. Modules
like Financial, Purchasing, Inventory, Procurement Contract,
Database, ARCS (Account Reconciliation Cloud Services) with
enhanced functionalities are implemented in the Company
on a pan-India basis. All official data of the organisation has
been maintained electronically in a secure environment with
user’s access rights control. The company also implemented
an E-office system. IRCTC has appointed an agency for
designing, operating & maintenance of water supply chain
management system software to be implemented in all 14 Rail
Neer plants across India. Testing on a pilot project basis at
the Rail Neer Plant Nangloi has been done successfully. The
in-house developed of software application for online vendor
empanelment for READY TO EAT & PAD items has been
successfully implemented. A management tool for maintaining
transparency & to ensure timely payment of vendor bills, Bill
Tracking System has implemented in the organisation. Server
hardware has been collated at the data centre to maintain
uniformity of crucial applications being accessed globally by
IRCTC employees as well as the general public. Procurement
through the tendering process at Government E-marketing
portal was done for the first time in IRCTC and the same is
being followed so far. The Company also has a hardware and a
software set up for conducting meetings / discussion / seminar
/training etc. through Video Conferencing systems.

Access Management System - To control the entry in office
premises an access management system with face recognition
feature was implemented. The first successful run of the Golden
Chariot Express was done and provisioning of IT assets for
efficient working from home operations during the pandemic
was done.

VIGILANCE

The Vigilance Department is at present headed by a full-time
Chief Vigilance Officer. The Vigilance Department of IRCTC
consists of 12 officials including CVO. During the year, emphasis
continued on ‘Preventive Vigilance’ to improve the system and
procedures, thereby increasing transparency, accountability
and reducing the scope for discretion.

During the year 2020-21, the Vigilance Department investigated
in detail 8 complaints and 30 complaints were forwarded to the
concerned departments for necessary action. Nearly 180 e-mails,
complaints from various sources, were also processed. Total 43
Preventive/Surprise checks resulted in the recovery of a fine of
% 29,48,290/- from catering licensees, e-ticketing agents etc.
Suitable punitive action was also taken against the erring
officials. On the recommendations of vigilance, two system
improvements were implemented by the various departments
of IRCTC. Regular exchange of views between the CMD, the
CVO, Directors and other senior management was established

for better co-ordination and overall improvement in Vigilance
functioning. CVC and his officials were consulted regularly for
effective flow of instruction/guidelines. Further, a “Bill tracking
System” was introduced. E-tendering in catering contracts has
been implemented for both open and limited tenders. Forensic
Audit of bid documents submitted by the bidders has been
started, based on suggestion by Vigilance.

As per the directives of the Central Vigilance Commission (CVC)
the Vigilance Awareness Week was observed at IRCTC from
27" October, 2020 to 2™ November, 2020 with the theme
“Satark Bharat, Samriddh Bharat (Vigilant India, Prosperous
India)” and all employees took the “Integrity Pledge”. Various
programmes/ competitions/ seminars were conducted in all
the offices of the IRCTC with a view to create awareness about
preventive measures through a system improvement.

Integrity Pact

IRCTC has implemented the integrity pact programme in line
with the recommendations of the Central Vigilance Commission
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with an objective to ensure that all activities and transactions
between a Company or Government departments and their
Suppliers are handled in a fair, transparent and corruption-free
manner. IRCTC has adopted the Integrity Pact. One Independent
External monitor has been appointed in IRCTC with the approval
of the CVC. A coordinator has also been appointed for Integrity
Pact which is now being used in all the tenders which are
beyond the identified threshold values.

Whistle-Blower Policy/ Establishment of Vigil Mechanism

Disclosure regarding establishment of vigil mechanism
is included under the Corporate Governance Report at
Annexure-“B”.

CORPORATE SOCIAL RESPONSIBILITY

The Company has been actively engaged in various CSR
activities over the years, encompassing the entire gamut of
social welfare / upliftment activities across the nation. The
Company has identified thrust areas under CSR, which inter alia
include healthcare and sanitation, education and empowerment
of women and socially / economically backward groups, etc.
During the year, the Company spent the entire budget of 310.44
crore on various CSR activities. A report on the Company’s CSR
activities as per the provisions of the Companies Act along
with the CSR highlights for the year is annexed at Annexure-
“C” to the report. The composition of the CSR Committee is

provided in the Corporate Governance Report. The CSR vision
Document of the Company can be accessed at the website
of the Company on the web link https://www.irctc.com/assets/
images/CSR-Vision-Document.pdf

COMPLIANCES UNDER APPLICABLE LAWS/
REGULATIONS

Right to Information Act, 2005

An elaborate mechanism has been set up throughout the
Company to deal with matters relating to The Right to Information
Act 2005. As required under the RTI Act, detailed information
is hosted and regularly updated on the official website of the
Company, ie https//www.irctc.com/rti.html which inter-alia
includes details of CPIOs / APIOs/Appellate Authorities, third
party audited reports on mandatory disclosures, etc. To deal
with RTI applications in a fast track mode, IRCTC generates one
Unique Registration No. (URN) for each application and the same
is replied by the concerned CPIO/PIO well within the prescribed
time limit

The Company has aligned with the online RTl portal launched by
DoPT, Govt. of India, and all the applications/ appeals received
through the portal are disposed off through the portal only. The
Quarterly Reports / Annual Reports are submitted, within the
prescribed timeline, on the website of the Central Information
Commission, i.e., www.cic.gowv.in.

During 2020-21, a total of 2304 cases under the RTI Act, 2005 were received and all the applications were disposed off in a timely

manner.
Particulars No. of applications | Received during the No. of cases Decisions Decisions
received as year [including cases | transferred to | where requests/ | where requests/
transfer from other | transferred to other | other PAs u/s | appeals rejected | appeals replied
PAs u/s 6(3) PAs] 6(3)
Requests 59 2304 462 6 1789
First Appeals 0 129 6 0 127

Presidential Directives
No Presidential Directive was received during the year.
Rajbhasha (Official Language)

The Company is committed to implementation of Hindi in day-
to-day functioning at its various offices / locations/ units. The
provisions of Official Language Act, 1963 and Rules notified
thereunder are complied with in letter and spirit. In order
to increase the pace of development and use of Hindi, the
Department of Official Languages has been constituted in the
IRCTC’s Corporate Office for coordination in all matters related to
the progressive use of Hindi as the official language. In addition,
the Company has also nominated Official Language Officers and
Assistant Official Language across all the zonal offices

The Company also provides the facility of a library in all the Zonal
offices as directed by the Department of Official Language.

Communications received in Hindi and any application, appeal or
representation written or signed by an employee in Hindi is replied
to in Hindi. Various activities were undertaken during the year, such
as organising workshops, training, meetings, various competitions
etc. for outstanding and noteworthy contribution in Rajbhasha,
number of incentives and reward schemes are in force.

A Hindi week was organised from 14" September, 2020 to
21t September 2020 in the Corporate Office in which various
competitions, such as Hindi dictation, Hindi Essay, Hindi noting and
drafting, Hindi Typing and SelfHindi story & Poem writing competition
were organised, where a large number of participants took part.
Winners were awarded cash prizes along with a Certificate.
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During the year, the Corporate Office of IRCTC was inspected
by the Second Sub-Committee of Parliament Committee on
Official Language. The Committee, after a detailed inspection,
expressed satisfaction and appreciation of the official language
related work of the Corporate Office.

Disclosure Requirement under Sexual Harassment of Women
at Work Place Act (Prevention, Prohibition and Redressal
Act) 2013

The provisions of the Sexual Harassment of Women at Workplace
(Prevention, Prohibition and Redressal) Act, 2013 and the rules
thereon are being strictly complied with. The Company is committed
to the prevention of sexual harassment of women at workplace
and takes prompt action in the event of reporting of such incidents.
In accordance with the Act, to provide protection against sexual
harassment of women at workplace and to maintain their safety,
IRCTC has nominated the Internal Complaints Committee(s) with
the composition as required under the Act, at the Corporate Office
as well as Zonal offices of the company.

During the year, no complaint of sexual harassment was
received by the Company.

Procurement from Micro and Small Enterprises (MSEs)

In line with the Public Procurement Policy of the Government
of India, as amended, the Company is required to procure
minimum 25% of the total procurement of Goods and Services
from MSEs, out of which 4% is earmarked for procurement from
MSEs owned by SC / ST entrepreneurs and 3% from MSEs
owned by women. The procurement from MSEs was as under:

Parameters Targets Actual
Total Procurement from 25% 2317%
MSEs (General, Reserved

SC/ST & Women

Procurement from 4% (Sub- Nil
Reserved target

SC/ST MSEs out of 25%)
Procurement from Women 3% (Sub- 2%
owned target

MSEs out of 25%)

The deficit under the targets and sub-targets was due to non-availability of

vendors.

Several initiatives are being undertaken to identify the
entrepreneurs for procurement of goods and services from
MSEs owned by SC / ST enterprises viz., Launch of SC/ST hub/
link to provide support to SC/ST Entrepreneurs. The Hub/link
will support existing SC/ST entrepreneurs and enterprises in
technological upgradation and capacity building thereby enabling
them to effectively participate in IRCTC procurement processes.
The aim is to provide professional support to Scheduled Caste
and Scheduled Tribe Entrepreneurs to fulfil the obligations under
the Central Government Public Procurement Policy for Micro
and Small Enterprises Order 2012, adopt applicable business
practices and leverage the Stand-Up India initiative.

In exercise of powers conferred by Section 9 of the Micro, Small
and Medium Enterprise Development Act, 2006 (27 of 2006),
the Central Government issued instructions that all CPSEs
shall be required to get themselves on boarded on the Trade
Receivables Discounting System (TReDS) platform, set up as
per the notification of the Reserve Bank of India.

In compliance with the above instruction, your Company is on
the TReDS platform to facilitate financing of trade receivables of
MSEs by discounting of their receivables and realisation of their
payment before the due date.

Memorandum of Understanding with Department of Public
Enterprises

The Company is expecting "Very Good" rating based on the
outcomes achieved with reference to the key performance
indicators (KPIs) enshrined in the Memorandum of Understanding
(MoU) for the financial year 2020-21.

Knowledge Management System

Aiming to achieve significant pinnacle through a common
knowledge management portal, which helps in identifying,
creating, organising, distributing and transferring vital
knowledge among employees within and across organisations,
the SAMANVAYA platform has been developed by the
Department of Public Enterprises. IRCTC is an active member
on the platform and updates the details related to the Company
regularly.

Likewise, the DRISHTI Dashboard has been created as a part
of Vision New India 2022 to reform the role and responsibilities
of CPSEs through real-time monitoring of their action plans,
derived from the challenges posed out of the CPSE Conclave.
The company has fed the information on the portal and regular
updation is also being done.

COMPLIANCES UNDER COMPANIES ACT 2013

Annual Return

As required under the provisions of the Companies Act, 2013,
the Annual Return is hosted on the Company's website and can
be accessed from the link https://www.irctc.com/Annual%20
Return.html.

Deposits

The Company has not accepted or invited any deposits from the
public under Chapter V of the Companies Act, 2013 read with
Companies (Acceptance of Deposit) Rules, 2014 during the year
under review. Therefore, the information required to be reported
under Rule 8 (5) (v) of Companies (Accounts) Rules, 2014 is NIL.

Further, as provided in Secretarial Standards, information
regarding details of National Company Law Tribunal (NCLT)/
National Company Law Appellate Tribunal (NCLAT) orders
with respect to depositors for extension of time for repayment,
penalty imposed, if any is also NIL.
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Particulars of Loans & Guarantees Given, Investments Made
and Securities Provided

During the year, the Company has not provided any loan, made
any investment; or provided any guarantee under section 186 of
Companies Act, 2013 read with Companies (Meetings of Board
and its Powers) Rules, 2014. Therefore, the information to be
reported under section 186 of the Companies Act 2013 is NIL.

Contracts and Arrangements with Related Parties

The Company did not enter into any contract / arrangement
/ transaction with related parties under Section 188 of the
Companies Act, 2013 read with Companies (Meetings of Board
and its Powers) Rules, 2014 during the year under review. The
attention is also invited to Note 44 to the financial statements
and Form AOC-2 prescribed under clause (h) of sub-section (3) of
Section 134 of the Companies Act 2013 and Rule 8 of Companies
(Accounts) Rules 2014 is enclosed as Annexure- “H”.

Internal Financial Control System

The Company has in place an internal control system which is
commensurate with size, scale and complexity of its operations.
Internal audit constitutes an important element in overall
internal control systems of the company. The scope of work
of the internal audit is well defined and is very exhaustive to
cover all crucial functions and businesses of the company. The
internal audit of the company is carried out by the independent
professional firm appointed for this purpose.

In addition to Internal Audit, M/s S.K. Gujarati, Chartered
Accountants were engaged for certification of internal financial
control (IFC) for FY 2020-21, in accordance with the provisions
of Companies Act, 2013.

The report of Internal Auditor and Internal Financial Control
was placed before the Audit Committee for the consideration
and deliberations. Details of the internal control system are
provided in the Management Discussion and Analysis Report
given at Annexure-"A".

Risk Management

The Company has formed a Board Level Risk Management
Committee and the details of the composition, meetings held
and terms of reference are included under the Report of
Corporate Governance.

The Company also has a below Board Level Risk Management
Committee constituted of majorly GGM level officers, including
GGM (Finance), IRCTC as Chief Risk Officer (CRO). The functions
of the Committee are to identify the risks related to the specific
business segments of IRCTC in order to establish an appropriate
risk management framework in the Company.

During quarterly meetings of below Board Level Risk
Management Committee, various risks have been identified

and deliberated at the Board level committee. The major risks
identified are as mentioned below:
i) Pandemic Risk

i) Dependence Risk

(

(

(i) Competition Risk

(iv) Human Resource Risk
(v) Cyber Security Risk etc.

The details of the identified risks with their mitigation strategies
is mentioned in the Management Discussion & Analysis Report
enclosed as Annexure-“A”.

Significant and Material Orders

There are no significant or material orders passed by the
regulators or courts or tribunals impacting the going concern
status and the Company’s operations in future.

Secretarial Standards

The Company has complied with Secretarial Standards issued
by the Institute of Company Secretaries of India to the extent
applicable.

Investor Education & Protection Fund (IEPF)

The details of unpaid / unclaimed dividend and shares
transferred to the IEPF in compliance with the provisions of
the Companies Act, 2013 has been provided in the Corporate
Governance Report.

Reporting of frauds by Auditors

The Auditors in their report for the year have not reported any
instance of fraud committed by the officers/employees of the
Company.

Credit Rating of Securities

During FY 2020-21, the Company has not received any credit
rating by the rating agencies. Further details are mentioned in
the Corporate Governance Report.

Corporate Insolvency Resolution process initiated under the
Insolvency and Bankruptcy Code, 2016

The Company has no information to disclose under above.
Failure to implement any Corporate Action

The Company has implemented all Corporate Actions
successfully within  prescribed timelines. Therefore, the
Company has nothing to report under this.

Green initiatives in Corporate Governance

In line with relaxations extended by MCA and SEBI due to the
Covid-19 pandemic and in furtherance of the ‘Green Initiative’,
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the Company has effected the delivery of Notice of the AGM
and the Annual Report through electronic mode to those
Members whose e-mail IDs were registered with the respective
Depository Participants viz. National Securities Depository
Limited and Central Depository Services (India) Limited. Further,
as a part of green initiative, the agenda for the meetings are sent
through electronic mode ensuring encryption and password
protection.

Particulars relating to conservation of Energy, Technology
Absorption and Foreign Exchange Earnings and Outgo etc.

The details pertaining to Conservation of Energy and
Technology Absorption; and Foreign Exchange Earnings and
Outgo, as required to be disclosed under Section 134(3)(m) of
the Companies Act, 2013 read with Rule 8 of the Companies
(Accounts) Rules, 2014 is given as under:

All out efforts and initiatives are taken by IRCTC to minimise
adverse environmental impacts from its operations, products &
services by using processes, practices, materials and products
that avoid, reduce and control pollution. Compliance with the
relevant environmental laws and effective operation of the
various pollution control facilities are ensured at all the plants/
units for ensuring a safe and clean environment and to reduce
the dependence on conventional energy sources.

Further, in its catering operations, the Company has adopted
several innovative techniques to save energy and water in its
Base kitchen at NDLS by shifting on Piped Natural Gas based
cooking instead of traditional LPG cylinder and re-using of RO
waste water in cleaning, washing and bathrooms at BK-NDLS.
IRCTC also replaced 3x36 watts/2x40 watts light with energy
efficient 28 watt LED light fixtures.

The details on the above are mentioned in the Business
Responsibility Report enclosed as Annexure — “D”.

Technology absorption-

Details are mentioned below in the table:

S. Particulars Status
No.
(@) the details of technology imported; NIL
(b) the year of import; NA
(c) whether the technology has been fully NA
absorbed;
(d) if not fully absorbed, areas where NA
absorption has not taken place, and the
reasons thereof;

» Expenditure incurred on Research and Development

Your Company does not undertake exclusive research
projects as it does not have the presence in such a domain.

However, to improve the technical capability and enhance
competence, some methods and techniques have been
developed and innovative systems have been introduced
for its business segments.

» Foreign exchange earnings and Outgo

The Foreign Exchange earned in terms of actual inflows
during the year and the Foreign Exchange outgo during
the year, in terms of actual outflows, compared to previous
year is mentioned below:

(X in Crore)
Particulars 2020-21 2019-20
Foreign Exchange Earning 9.85 43.32
Foreign Exchange Outgo
Foreign Travelling Expenses 0.01 0.47

Retirement of Directors by rotation

As per the Companies Act, 2013 the provisions in respect
of retirement of Directors by rotation will not be applicable
to Independent Director. Also, presently, the Company has
not any Independent Directors on its Board. In view of this,
no Independent Director is being considered to be retired
by rotation but all other directors will be retiring by rotation.
Accordingly, one third among all other directors namely Shri
Neeraj Sharma, Executive Director (PM), Railway Board and
Government Nominee Director is liable to retire by rotation and
being eligible, offers himself for reappointment.

Policy on performance evaluation of Directors

The provisions of Section 134(3)(p) of the Companies Act,
2013 require a listed entity to include a statement indicating
the manner of formal evaluation of performance of the Board,
its Committees and of individual Directors. However, the said
provisions are exempt for Government Companies. IRCTC being
a Government Company under the administrative control of the
Ministry of Railways is also exempted from the above mentioned
provisions of Companies Act.

In IRCTC, the evaluation of performance of Functional Directors
includes self-evaluation by the respective functional directors
and subsequent assessment by CMD with final evaluation by
the Ministry of Railways.

The performance evaluation of CMD includes self evaluation
and final evaluation by the Ministry of Railways.

In respect of Government nominee directors, their evaluation
is done by the Ministry of Railways as per the procedure laid
down. Since, independent directors are appointed by the
administrative ministry, their evaluation is also done by the
Ministry of Railways and Department of Public Enterprises.
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CUSTOMERS’ FEEDBACK

IRCTC @
Published by Akash Vats @- 13 June 2020 - @

A surreal landscape surrounded by snow-capped #Himalaya, #Leh in #Ladakh region is among the coldest
deserts in the #waorld, Perched at a height of over 11,000 ft above sea level, Its rugged #terrain offers
opportunities for activities like #camping, #trekkin... See more

#AToZOfIndiaTravel

Set your spirit free in

A IRCTC®

%% Published by Akash vz @- 11 June 2020-@

As the highest waterfall in #Karnataka & the 2nd highest plunge #waterfall in #Asia, the mighty #JogFalls on the
#SharavathiRiver is about 253m high. Surrounded by emerald green forest, it is a popular #weekend #getaway
destination among #adventure traveller.. See more

JOINT VENTURES/SUBSIDIARIES

The company’s only Joint Venture with Cox & Kings Limited,
with 50:50 equity in the name of Royale Indian Rail Tours
Limited (RIRTL), was incorporated on 27" November, 2008 with
an objective to acquire, furnish, maintain, manage and operate
luxury trains and to market holiday packages with such luxury
trains as an integral part.

Accordingly, a luxury train having 23 coaches was manufactured,
fabricated and funded by the company and was marketed in
the name of Maharajas’ Express and was leased to the Royale
Indian Rail Tours Limited (RIRTL) for the purpose of running,
operating and managing the luxury tourist train for a period of
15 years. However, due to certain issues between the equity
partners, the lease of the luxury train was withdrawn and the
JV Agreement dated 10" December, 2008 was terminated on

A~ [RCTC @
H

52 published by Akash Vats @ - 8 April 2020 - @

#IRCTC with the help of local autharities was able to distribute 19.50 tonne of
welfare meals across 29 locations in the country today. #FightAgainstCorona

Distribution 0f 19.50 Tonne Of Welfare Meal
Across 29 Locations

KUR CK IRCTC RO BBS/SCZ;
Day 10,08.04 2020~
“Humanity" rigns over
*Locked Down' situation |

2 IRCTC &
%2 published by Akash Vats @ - 30 May 2020- @

In the last one month, passengers travelling onboard #Shramik Special Trains have been served with over 1
crore meals and over 1.34 crore #RailNeer bottles by #IRCTC PAN India.

|HETC has provided over

1crore meals and 1.34 crore
packaged drinking water bottles
to the migrants travelling in
Shramik Special trains

12" August 2011. The Hon’ble Supreme Court permitted IRCTC
to operate the said luxury train. Cox & Kings Limited initiated
arbitration proceedings seeking restoration of Joint Venture
Agreement. The arbitration is at the final argument stage before
Arbitral Tribunal.

IRCTC has also filed a petition against Royale Indian Rail Tours
Limited (RIRTL) and Cox & Kings Limited and others before National
Company Law Tribunal (NCLT) (erstwhile Company Law Board)
under sections 388B, 397,398, 399 and 403 of the Companies Act,
1956 and the said petition is subjudice and listed for arguments.
NCLT has declared the said company (RIRTL) to be in managerial
dispute. Details of the Joint Venture are covered in the notes to
accounts of the financial statements for the periods ending 31
March, 2021 vide note no. 37.3 and 45. The parties have also taken
permission from the NCLT for not holding the Board and General
meetings of RITRL without its approval in July, 2013.
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CONSOLIDATION OF FINANCIAL STATEMENTS

As mentioned in the paragraph above, the Board meetings and
general meetings have not been held in RIRTL since financial
year 2010-201, due to pending dispute with Cox & Kings
Limited. Therefore, the consolidation of financial statements as
required under section 129(3) of the Companies Act 2013 could
not be done as also explained and disclosed vide Note No.
45 of the Notes to accounts of the financial statements for the
period ending 31t March 2021.

AUDITORS
Statutory Auditor

Under Section 139(5) of the Companies Act 2013, Comptroller &
Auditor General of India has appointed M/s P. R. Mehra & Co.,
Chartered Accountants as Statutory Auditor of the Company to
audit the financial statements for the financial year 2020-21. The
details of payment made to Statutory Auditor during financial
year 2020-21 on consolidated basis is mentioned below:

Particulars

Statutory Audit Fees, Tax Audit Fees
and Limited Review Fees

Amount (% in crore)
3 0.23 Crores

Secretarial Auditor

Pursuant to Section 204 of the Companies Act, 2013 read with
Companies (Appointment and Remuneration of Managerial
Personnel) Rules, 2014, IRCTC has appointed M/s Amit Agrawal
& Associates, an independent firm of practicing Company
Secretaries to conduct Secretarial Audit for the financial year
2020-21.

The Secretarial Audit Report for the financial year ended March
31, 2021is enclosed as Annexure-“F” to this report.

Internal Auditor

As per the Section 138 of the Companies Act, 2013 read with
Rule 13 of Companies (Accounts) Rules 2014, the Company has
appointed M/s S. Ramanand Aiyer & Co., Chartered Accountants,
an independent accounting firm to undertake the assignment of
internal audit for FY2020-21. The details regarding scope and
functions of the firm is placed in the Management Discussion
and Analysis Report.

Cost Auditor

The business segments of IRCTC are not covered under Cost
Audit Rules notified by Ministry of Corporate Affairs. However, the
Company conducted the cost audit of cost records maintained
by the Rail Neer Plants on a voluntary basis only through M/s R.J.
Goel & Co. as the Cost Auditor for the year 2020-21.

COMMENTS OF COMPTROLLER & AUDITOR
GENERAL (C&AG) OF INDIA

The Comptroller & Auditor General of India has undertaken
supplementary audit on the financial statements of the Company
for the year ended 31 March, 2021 under Section 143(6) of the
Companies Act, 2013.

The comments of the C & AG on the Annual Accounts of the
Company for the year ended 371 March, 2021 shall also form
part of this report.

DIRECTORS’ RESPONSIBILITY STATEMENT

The Board of Directors of the Company in pursuance of section
134 (5) of Companies Act, 2013 confirms that:

(i). in the preparation of the annual accounts, the applicable
accounting standards have been followed along with proper
explanation relating to material departures;

(i). the Directors have selected such accounting policies
and applied them consistently and made judgments and
estimates that are reasonable and prudent so as to give a
true and fair view of the state of affairs of the company at
the end of the financial year and of the profit or loss of the
company for that period,

(iii). the Directors have taken proper and sufficient care for
the maintenance of adequate accounting records in
accordance with the provisions of this Act for safeguarding
the assets of the company and for preventing and detecting
fraud and other irregularities;

(iv). the Directors have prepared the annual accounts on a
going concern basis; and

(v). the Directors have devised proper systems to ensure
compliance with the provisions of all applicable laws and
that such systems were adequate and operating effectively.

DIRECTORS AND KEY MANAGERIAL PERSONNEL
(KMPs)

The Chairman & Managing Director (CEQO), Director (Finance)
/ (CFO), Director (Catering Services), Director (Tourism &
Marketing) and Company Secretary are Key Managerial
Personnel (KMPs) of the Company.

The following changes have taken place in the Board of
Directors and Key Managerial Personnel of your Company since
the last Annual General Meeting:

Appointment:

1. In accordance with the Ministry of Railways’ letter dated
03 February, 2021, Smt. Rajni Hasija (DIN: 08083674),
Director (T&M), IRCTC took over the additional charge of
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the post of CMD, IRCTC, in addition to her own duties, for a
period of 3 months w.e.f. February 3, 2021 or till appointment
of the regular incumbent to the post or until further orders
whichever is the earliest. The additional charge has been
further extended by Ministry of Railways, Government of
India vide its letter dated 30" April, 2021 until further orders.

Cessation:

1. Shri Sachin Chaturvedi (DIN: 07960871), Independent
Director ceased to be a member on the Board of the
Company, due to completion of his tenure of three years
on 9" October, 2020.

2. Shri Comal Ramachandran Sundaramurti (DIN:
07965899), Independent Director ceased to be a member
on the Board of the Company, due to completion of his tenure
of three years on 121" October, 2020.

3. Shri Mahendra Pratap Mall (DIN: 02316235), Chairman &
Managing Director, ceased to be a member on the Board
of the Company, due to his superannuation on 31 January,
2021.

4. Ms. Sarita Deshpande (DIN: 08098222), Independent
Director ceased to be a member on the Board of the
Company, due to completion of her tenure of three years on
28" March, 2021.

The following Directors are holding office as on the date of the report:-

S. Particulars
No.

Date of Appointment

1. Smt. Rajni Hasija (DIN: 08083674)

Director (Tourism & Marketing) & CMD (Additional Charge) w.e.f. 03.02.2021

2. Shri Ajit Kumar (DIN: 07247362)
Director (Finance)

3. Shri Neeraj Sharma (DIN 08177824)
Part-time Government Director

4. Shri Vinay Srivastava (DIN: 08638850)
Part-time Government Director

From 18" May, 2018 onwards
From 29" May, 2020 onwards
From 12" July, 2018 onwards

From 20" March, 2020 onwards
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The Board of Directors of your Company wishes to record their
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Covid-19 pandemic.
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particularly the Ministry of Railways, the DIPAM, the Ministry of
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and statutory authorities for their valuable guidance and support
extended to the Company from time to time. The Board is also
thankful to all its stakeholders, including bankers, investors,

members, customers, consultants, auditors, contractors, vendors,
etc., for their continued support and confidence reposed in the
Company.

The Board would like to place on record its appreciation for the
valuable guidance and significant contribution made by Shri M.P.
Mall, Shri Sachin Chaturvedi, Shri C.R. Sundaramurti and Ms. Sarita
Deshpande, during their tenure on the Board of the Company.

For and on behalf of Board of Directors

(Rajni Hasija)
Chairman & Managing Director
DIN: 08083674

Date: 12.08.2021
Place: New Delhi
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Annexure-"A" to the Directors’ Report

Management Discussion and Analysis Report

INDUSTRY OVERVIEW-STRUCTURE &DEVELOPMENT

The Indian Railways (IR) is the economic artery of India spanning
over a network of 67580 route km. It operates 9,146 freight
trains; 13,523 passenger trains and manages more than 8000
stations. The network is the second' largest in the world under
a single management and provides an economical mode of
transportation for commodities and passengers. IR employs
more than 1.4 million people and is the 8" largest employer
in the world. The IR contributes significantly to nation-building
efforts and acts as a facilitator for urbanisation and integration
of economy, culture, and polity.

During the pandemic, Indian Railways completely suspended
their passenger train services due to the lockdown, only the
second time since its inception in 1853. To maintain the supply
of essential commodities, it introduced Special Parcel Trains
which continued operations even beyond the lockdown
period. Till December 25, 2020, the Indian Railways operated
7,267 special trains to transport more than 6 lakh tonne of
consignment.! Shramik special trains were also introduced with
the objective of helping migrant workers, pilgrims, and students
stranded in various Indian states during the lockdown. 4621such
trains were deployed in the four months from May to August
2020."In FY2021, the IR carried 924.82 million tonnes of freight
and 443.3 million passengers till December 2020, making it the
fourth largest freight carrier and the largest passenger carrier
in the world.?

Passenger earnings

(in US$ billion)
FY 16 R 6.90
FY 17 6.76
FY 18 R 6.90
FY 10 7.55
FY 20 7.25

In line with making India self-reliant and a 5 trillion-dollar
economy by 2025, Indian Railways has embarked on a
mission to transform the industry with a focus on infrastructure
development, safety, and private sector involvement. The
Government, in its Union Budget FY2022 allocated 1.1 trillion
for the Indian Railways with a CAPEX of ¥ 1.07 trillion.?

The IR strives to consistently improve the punctuality of its
mail and passenger trains to ensure customer satisfaction and
enable passengers to reach their destination on time.

Indian Railways is estimated to register a gross revenue of
% 217,460 crore in FY21%. Freight earnings, covering a significant
portion of the revenue, remained at ¥ 81764.68 crore in Q3
FY2021. Passenger earnings in the same period stood at
% 6718.3 crore® due to the countrywide lockdown and general
restrictions on movement. In November 2020, the Indian
Railways acquired  10,657.66 crore (US$ 1.44 billion) from cargo
loading, reporting an increase of 4% compared to the previous
year. Indian Railways also announced that 40% of the dedicated
freight corridor (DFC) will be opened for traffic by the end of
FY2021 and the project is expected to be completed by June
2022.

Trends in passenger volumes

(in US$ billion)
FY 16 R 810
o 17/ e — 8.22
A = e —— 8.29
FY 19 L —— 8.44
FY 20 B 6.99

" http://loksabhaph.nic.in/writereaddata/Updates/EventLSS_637507486117917184_Final%20Indian%20Railways.pdf

2 Economic Survey of India 2020-2021
3 Union Budget 2021-22

4 https://prsindia.org/budgets/parliament/demand-for-grants-2021-22-analysis-railways

® Indian Railways Monthly Evaluation Report 2020
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Investment in Railway Sector

Major investments and developments by Indian Railways in
FY2021:

High-Speed Rail Projects: The National High-Speed Rail
Corporation Limited (NHSRCL) collaborated with L&T to plan
and develop 47% of the construction work for the Mumbai-
Ahmedabad bullet train project. Additionally, Jindal Steel and
Power Limited (JSPL) developed heat-treated rails suitable for
high-axle and high-speed load applications. These rails are
used for high-speed corridors, bullet trains, and Metro rail. The
Railways also intends to introduce AC coaches for trains running
at a speed of more than 130kmph, to improve passenger
experience in high-speed trains.

Public-Private Partnerships: Amazon India partnered with
Indian Railways during the pandemic to operate Parcel Special

15% 1%
10%

5%

0%
-5% -
10% -
15% -

2013-14
201415
2015-16
2016-17
201718
2018-19
2019-20
2021-22BE*

1 % Growth in freight volume B % Growth in passenger volume

Trains for transporting consignments during the lockdown. In
October 2020, Amazon India helped to complete the first train
journey to deliver goods between Mumbai and Delhi as part of
its logistic deal with Western Railways. The deal aims to transport
an estimated 2,712 tonne of goods for 113 days in FY2021,
generating a revenue of ¥ 2 crore (US$269.93 thousand).

Enhancement Projects: Indian Railways completed eight major
capacity enhancement projects amidst the pandemic. These
included three critical development projects with a consolidated
length of 68 km, upgradation of the railway line from Jhajha
in Bihar to Pandit Deen Dayal Upadhyaya Junction in Uttar
Pradesh, a stretch of 389 km, three other critical projects for a
stretch of 45 km, and a newly-constructed port connectivity line
of 82 km to Paradip.

Additional trains during Covid-19: During the lockdown and
even when train services started, various passengers were

.
: l' | ;lll
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stranded in places where they had travelled to. Due to heavy
demand for railway tickets, the waitlist was enormous. To tackle
this challenge, the Indian Railways introduced the ‘Clone Train
Scheme’ in September 2020 and intended to run these trains
for waitlisted passengers.®

Government Initiatives for Indian Railways

Even amidst the pandemic, the Indian Railways remained
operational and helped to maintain the supply of essential
commodities and services. To revamp its infrastructure and
offer better facilities to travellers, the Government aims to
enhance the capacity of the railway network and significantly
improve experiences. Some of the initiatives undertaken by the
Government include the following:

® The National Rail Plan aims to increase the modal share
of railways in transportation through infrastructure
development and capacity expansion, to fulfil increased
demand for railway services by 2050.

® The Government has allowed private participation for
operating passenger trains to improve punctuality, reliability

and maintenance of the railway network. It is expected to be a
revenue-sharing model and 109 pairs of origin destinations, in
12 clusters, have been selected for the bidding. It is expected
to attract¥ 30000 crore of investments from the private sector®

® To ensure passenger safety and prevent Covid-19 infection,
the Indian Railways developed Post-Covid coaches with
copper-coated handles and locks, hands-free water tanks
and flushes.

® To reduce the use of plastic, the Ministry of Railways is
encouraging the sale of tea in earthen pots ‘Kulhads'.

® The Ministry of Railways also confirmed collaborations
with other modes of transport to develop a multi-modal
transportation network.

® A feasibility study on seven bullet train projects was
approved by the Ministry of Railways.

® Toencourage FDIlinvestments, the Government has started
a Project Development Cell (PDC).

Zin crores

2019-20 2020-21 2021-22 CAGR

Actuals Revised Budget (19-20 to 21-22)

Gross Budgetary Support 67,842 29,250 1,07,300 26%
Internal Resources 1,321 3,875 7,500 138%
Extra Budgetary Resources 78,902 83,292 1,28,567 13%
Total 1,48,064 1,61,692 215,058 21%

Source: Expenditure Profile, Union Budget 2021-22; PRS.

E-Booking Industry

In recent times, consumers prefer to make travel bookings
on their own, particularly via online travel aggregators (OTA).
These online companies offer the comfort of booking from
home and often entice consumers with package deals and
price-saving options. As a result, many travellers have turned
away from traditional brick-and-mortar travel agencies to online
alternatives. The Indian Railways also facilitates online ticket
bookings through its e-booking portal.

The recent pandemic has affected the online travel market
severely and this is likely to have an impact in the future as
well. As countries implemented travel restrictions, national and
international tourism came to a halt. Meanwhile, companies
in the online travel industry also felt the negative effects of

the pandemic and relied on intercity taxi bookings and other
essential services to hedge against declining revenues.®

Food Catering Services

India is exhibiting high growth potential in the food delivery
business due to rising income, growing consumption and
changing lifestyle preferences. As more and more people
enter the country’s burgeoning job market, the time to prepare
home-cooked meals reduces significantly. It continues to add
an impetus to the food catering sector. The on-demand and on-
the-go segment of food delivery is a natural extension of the
services provided by this sector to people who are travelling
long distance via trains. The industry is expected to grow to
% 5,99,784 crore at a CAGR of 9% by 2022.

5 IBEF:https://www.ibef.org/industry/indian-railways.aspx
7 https://pib.gov.in/PressReleasePage.aspx?PRID=1681727
& https:/pib.gov.in/PressReleseDetailm.aspx?PRID=1637428

“https://www.mckinsey.com/~/media/mckinsey/industries/travel%20transport%20and%20logistics/our%20insights/the%20travel%20industry%20turned%20upside%20
down%20insights%20analysis%20and%20actions%20for%20travel%20executives/the-travel-industry-turned-upside-down-insights-analysis-and-actions-for-travel-

executives.pdf

ONRAI
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Due to the nationwide lockdown, the food catering service
was severely affected. Food aggregators faced losses of up to
25% in their businesses. As per the NRAI, the restaurant and
food industry suffered losses of approximately ¥ 80,000 crore
in 2020. While the restaurant business struggled to stay afloat,
alternatives of using healthy food on their menu helped certain
restaurants to revive business after the lockdown. Demand for
vegetarian and fresh food dominated and the preference for
local ingredients increased considerably.

Following the closure of all refreshment rooms and food plazas
in railway stations, rail catering services were deeply affected.
Barring tea and coffee sales by licensed vendors, onboard
catering services were completely closed. However, certain
fast-food units and vending machines were available for use
on railway stations and e-catering services at certain railway
stations resumed in early 2021.

Packaged Drinking Water

Packaged drinking water is one of the most common items sold
across the country. No seminars or conferences are complete
without packaged drinking water. The pandemic dealt a severe
blow to the sector with sales reducing by 50%. Tweaking their
delivery model, the bottled water companies adopted direct-
to-consumer selling models and delivered packaged drinking
water through online apps. Foraying into the direct selling
market is not easy, but many companies took this step to acquire
customers and make up for their losses. The packaged drinking
water market in India is valued at $24 billion as of 2019 and is
expected to reach $60 billion by the end of 2023". However, a
30% contraction has been noticed in this segment due to the
pandemic.

Travel and Tourism

The pandemic is estimated to have a debilitating impact on
the Indian travel and tourism sector, which includes hotels,
travel agencies, tour operators, family entertainment venues,
restaurants and all forms of transportation.”? The global travel
and tourism industry is estimated to lose US$3.4 trillion (approx
¥ 248.37 trillion) and 121.1 million jobs for the baseline scenario
are expected to be at risk. The Indian tourism industry too is
anticipated to witness a loss of US$16.7 billion (approx ¥ 116.88
billion), affecting approximately 50 million jobs.

The tourism industry in India has been an important growth
driver for the economy, in terms of GDP share and employment
generation. It was also the worst-hit during the pandemic.
India’s rich cultural heritage and diverse geographic landscape
makes it an attractive destination for tourists from all over
the world. The country is bestowed with 38 UNESCO - World
Heritage sites, beautiful beaches and snow clad mountains that
offer the perfect mix of travel options. With an ever-increasing
millennial population, higher disposable incomes, and more
affordable options for travel and accommodation, tourism
trends have largely shifted from destination-based tourism to
experience-based tourism. The lockdowns and restrictions on
international arrivals to India coincided with the peak travel
season between March and April. Being largely integrated with
the local economy, the spill-over effects were felt across broad
business segments.

The number of foreign tourist arrival to India between January
and March 2020 was 2.46 million, down by 22.6% in comparison
to the same period in 2019. A total of 8,37,721 tourists arrived on
e-Tourist Visa during the same period, registering a negative
growth of 7.7% in comparison to 2019."

Tourism is a significant source of foreign exchange earnings
(FEE) for the economy. During the reference period (January-
March 2020), the foreign exchange earnings from the tourism
industry stood at ¥ 44,203 crore, compared to X 52,378 crore in
the same period in 2019.

After the lockdown was lifted, demand revived as people
yearned for short trips after months of staying at home. The
Ministry of Tourism constituted a National Tourism Taskforce
comprising concerned stakeholders, to meet the challenges
posed by the Covid-19 pandemic. The Ministry has also started
the National Integrated Database of Hospitality Industry
(NIDHI) to facilitate information exchange and ease of doing
business.” Government schemes like ‘Dekho Apna Desh’

" https://www.financialexpress.com/brandwagon/how-packaged-drinking-water-brands-are-trying-reach-consumers/2093106/

2 https://www.grantthornton.in/globalassets/1.-member-firms/india/assets/pdfs/travel-and-tourism-in-times-of-covid-19.pdf

S Ministry of Tourism — Market Research and Statistics

" https://pib.gov.in/PressReleaselframePage.aspx?PRID=1665204
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continued even during the pandemic with a series of webinars
on domestic tourist hotspots. With many western countries still
restricting travel, domestic tourists are expected to bring the
travel and tourism industry back on track in FY2021- 22. The
Ministry of Tourism also developed the System for Assessment,
Awareness & Training for Hospitality Industry or the SAATHI
initiative to implement SOPs/guidelines for the safe operation of
restaurants, B&Bs, hotels, and other hospitality units during the
pandemic. The Government is also promoting tourism in North-
Eastern India and developing infrastructure including airports
and bridges to facilitate travel. Other initiatives by the Ministry
of Tourism:

® Incredible India Tourist Facilitator (IITF) Certification
Programme, a digital initiative of the Ministry of Tourism, was
launched to create a pool of locally trained professionals to
enhance the overall experience of tourists and to generate
local employment opportunities.

® The Incredible India website was launched in all six UN
languages — Chinese, Arabic, English, French, Russian and
Spanish to attract tourists from the region.

® Ministry of Tourism has initiated photography/ videography
of important tourism and cultural sites using drone cameras
during the lockdown to get the best footage.

® 17 new projects are planned, including the launch of
seaplane services from Ahmedabad to the Statue of Unity.

® Various projects were undertaken and inaugurated under
the umbrella schemes of PRASHAD and Ek Bharat Shrestha
Bharat.

® Swadesh Darshan Scheme, launched by the Ministry
of Tourism, Government of India, for the integrated
development of 15 theme-based tourist circuits like Buddha
Circuit, Coastal Circuit, Desert Circuit, Eco Circuit, Heritage
Circuit, Sufi Circuit, Himalayan Circuit, North East Circuit,
Krishna Circuit, Ramayana Circuit, Rural Circuit, Spiritual
Circuit, Tirathankar Circuit, Wildlife Circuit and Tribal Circuit.
The scheme aims to promote, develop and harness the
potential of tourism in India.

Initiative by IRCTC:

® Issued SOP to contain spread of Covid-19 for operation of
passenger trains, Tourist trains & tour packages i.e. Thermal
screening, sanitisation of coaches, luggage, etc.

® Direct tie-ups with hotels & transportations companies for
launching of affordable packages.

® Safety kit consisting of sanitizer, gloves, surgical mask, etc.
are provided to all tourists.

® TheNewnormal-onlinetraining to all tourists and hospitality
staff of IRCTC provided for hygiene and cleanliness after
the post-Covid scenario.

Enjoy a drive —
between sea & the rive

MARAVANTHE
BEAC

Karnataka

www.irctctourism.com | @@
' T

T
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COMPANY OVERVIEW - A Smooth Run

Incorporated on September 27, 1999, the Indian Railway
Catering & Tourism Corporation (IRCTC), is an extended arm of
the Indian Railways to upgrade, professionalize and manage
the catering and hospitality services at stations, on trains and
other locations.

IRCTC as a Public Sector Undertaking, provides a single window
solution to all travel, tourism, internet ticketing and hospitality
related services. It has completely redefined travel and tourism
in India. With a host of services ranging from online ticket
bookings, to hotel and flight bookings, the online portal meets
varied travel needs with just a few clicks. IRCTC also promotes
domestic and international tourism with special tour packages
and advanced e-ticketing services.

IRCTC is the only entity authorised by the Indian Railways to sell
railway tickets online, provide catering services on trains, and
deliver packaged drinking water at railway stations and trains
in India. The company operates through four major divisions -
Catering & Hospitality, Internet Ticketing, Travel & Tourism, and
Packaged Drinking Water (Rail Neer), offering a comprehensive
range of products and services that meet the needs and
expectations of millions. Some of the highlights of the aforesaid
business segments are mentioned below:

1. E-Ticketing:

The IRCTC e-Ticketing System was migrated to the Next
Generation E-Ticketing System (N-GeT) on 28-Apr-2014
to enhance the capacity of e-ticket booking. The capacity
was enhanced from 2000 to 7200 tickets per minute. The
Online Ticketing System has been upgraded continuously
for enhanced capacity and security of the system. At
present, the NGeT system has a capacity to book more
than 26,000 tickets per minute with a record booking of
26,458 tickets in a minute.
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IRCTC’s e-ticketing services now account for 79.63% of
reserved tickets on Indian Railways booked online. The
remaining tickets are being booked through the Passenger
Reservation System (PRS) being manned by Railway
employees.

IRCTC Rail Connect App (Mobile Ticketing):

To mark further presence in mobile internet of the country,
IRCTC launched the IRCTC Rail Connect Mobile App on
Android Platform on the NGeT system in January 2017
Through IRCTC Rail Connect Mobile App on Android &
iOS Platforms, a total of 8.08 crore tickets were booked,
which is 46.45% of the total tickets booked online. The
daily average booking on the Mobile App has been 2.21
Lakh tickets during FY2020-21. Mobile ticketing this year
has been on the lower side due to a drop in the overall
passenger traffic as a result of the Covid-19 Pandemic
restrictions in the entire country, affecting rail movement.

IRCTC Payment System:

Payment options and successful transaction rates are critical
for the success of the e-commerce industry. IRCTC over
the years has developed and nurtured a robust system of
payment gateways with various payment options such as
Net Banking, Credit Card, Debit Card, Wallets, Cash Cards,
BHIM/UPI, Scan and Pay, Pay-On-Delivery / Pay- Later, etc.
for the IRCTC website application and other dedicated web
applications and App. Even, foreign users can book tickets
using their International Credit Card (Issued outside India)
on the available Payment Gateways provided by Atom
Technologies and ITZ Cash Card along with other Multiple
Payment Options.

The transaction on IRCTC’s website is completely safe
and has been certified by VISA, VeriSign, RuPay, American
Express, Safe Key, mVisa, UPI and Master Secure etc. Bank
Account or Card Account details of users are not saved in
the servers of IRCTC at the time of booking tickets, thereby
ensuring prevention of any misuse.

Tatkal Scheme for Reserved Tickets:

The Tatkal charges have been fixed as a percentage of
fares at the rate of 10% of the basic fare for second class
and 30% of the basic fare for all other classes subject to
minimum and maximum limits. Tatkal tickets are issued for
the actual distance of travel, instead of end-to-end, subject
to the distance restrictions applicable to the train. The
same Tatkal berth/seat may be booked in multiple legs
till preparation of the charts. At the time of preparation of
charts, the unutilised ones are released to the General RAC/
Waiting list passengers. Tatkal facility is also available in the
Executive Class of Shatabdi Express trains by earmarking
10% of the accommodation available i.e. 5 seats per coach.
Tatkal booking opens at 10 AM for AC Classes and 11 AM for

Non-AC Classes one day in advance of the actual date of
the journey, excluding the date of the journey. The scheme
is available on www.irctc.co.in and IRCTC Rail Connect
where customers can book tickets on the Tatkal scheme
seamlessly.

VIKALP Scheme:

Travellers who have been put on the waiting list, irrespective
of a booking quota or concessions, can choose maximum
five trains under this scheme. It does not confirm a berth,
since it depends on the availability of seats in the given train.
There is no refund or extra fare charged for these changed
trains, including the Tatkal prices. Either all passengers of a
PNR opting for this scheme will be transferred to alternate
trains in the same class or none will. Once confirmed in
an alternate train, the cancellation charges apply as per
the usual rules. A person can be transferred to any train
available within the window as per selection made by the
user. The train list once selected under VIKALP can be
changed or updated only once.

IRCTC — SBI Co-branded Credit Card on RuPay Platform:

In pursuance of the Hon’ble Prime Minister’s vision of ‘Aatma
Nirbhar Bharat, ‘Digital India’ and towards fulfiiment of
mission of Hon’ble Minister of Railways in achieving greater
self reliance, IRCTC and SBI have together launched a new
co-branded Contactless Credit Card on the RuPay Platform
of NPCI. The card was dedicated to the service of nation by
the Hon’ble Minister of Railways and Minister for Commerce
and Industry Sh. Piyush Goyal on 28" July, 2020.

® The Card is designed to reward Frequent Railway
Travellers, wherein the new Co-branded Credit Card
offers the rail passengers maximum savings proposition
on their travel together with exclusive benefits on retail,
dining and entertainment as well as transaction fee
waivers.

® The IRCTC SBI Credit Card on RuPay platform is fully
indigenous, developed by IRCTC & SBI Card on RuPay
platform of NPCI.

VIJAY KUMAR

PLATINUM
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® Equipped with Near Field Communication (NFC)
technology whereby the users can expedite their
transactions at the POS machines by just tapping the
card on the machines without requiring to swipe the
card.

® This card will be featured with Common Mobility card
features which will be used for access across metros/
buses/transport system pan India.

BHIM/UPI Payment Mode:

For those users, who make online payment for e-tickets
through BHIM/UPI payment mode, Convenience Fee is
charged at a reduced rate @ ¥ 10/- + GST per ticket for
Non- AC Classes and % 20/- + GST per ticket for AC Classes
(including First Class), to promote digital payments, thereby
fulfilling the Digital India mission of the Government of India.

Travel Insurance:

IRCTC introduced the Travel Insurance for Indian Citizens
(above five years) who book their e-tickets through the IRCTC
Website Application only. The travel insurance provides
accidental coverage to the passengers during their travel
over Indian Railways. In case of an accident due to collision
between trains, derailing of the train carrying passengers
or any other kind of train accident, the passengers or the
nominee can claim compensation. The coverage of the policy
will be on a PNR basis and will include death, permanent total
disability, permanent partial disability as well as hospitalisation
charges during stay at hospitals. This travel insurance, up to
310 lakhs, is provided to passengers who opt for it by paying
a very small premium of ¥ 0.49 per passenger.

Senior Citizen Concession:

Indian Railways grants concession for fares of all classes of
Mail/ Express/ Rajdhani/ Shatabdi/ Jan Shatabdi/ Duronto
group of trains to Male Senior Citizens of minimum 60
years and Female Senior Citizens of minimum 58 years.
The element of concession is 40% for men and 50% for
women.

To reduce its huge subsidy burden, the Indian Railway
has now given senior citizens the option of foregoing
concessions on the purchase of reserved class tickets. If
the user wishes to book tickets without the Senior Citizen
concession, the usermay selectthe “Forego Full Concession”
option under “Option for Senior Citizen Concession” section
of the Passenger Details form and if the user wishes to
avail 50% concession, the user may select the “Forego
50% Concession” option under “Option for Senior Citizen
Concession” section of the Passenger Details form. The
facility for the Senior Citizen concession is available since
the beginning of e-ticketing services of the Indian Railways.

10. Concessional Bookings:

1.

12.

13.

The concessional booking facility is also available for
Journalists and Divyang (Physically challenged) passengers
for booking of online tickets on the IRCTC Website and
Mobile Apps using ID cards provided by the Indian Railways.

Online Booking for Railway Pass Holders:

Online booking of Reserved Rail ticket using the Railway
Pass has been implemented for Railway employees who
are in service. Convenience Fee and Travel Insurance is
not applicable for these bookings.

Bus Integration:

IRCTC has launched a Bus Service on its microsite www.
bus.irctc.co.in on January 29, 2021. The booking of State
Road Transport buses as well as Private Operators are
now available through IRCTC with more than 50,000 bus
operators covering 22 states and three Union Territories,
including the Kashmir region. This service will also enable
last mile connectivity to the Railway passengers. It is
expected that this business will grow substantially and
provide multimodal transport system on a single platform
viz. trains, flights and bus for customers’ convenience and
choice of mode of travel through IRCTC.

Rail Catering:

Indian Railways issued the New Catering Policy in 2017,
which has now been implemented and the entire mobile
catering of trains has been transferred to IRCTC for
improvement in quality of catering services and on-board
meal experience of the passengers. However, due to
Covid-19, the Company served Ready-to-Eat (RTE) foods
in trains through the Pantry Car or Train Side Vending
contracts, as mentioned elsewhere in the Directors’ Report.
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14.

15.

16.

Water Vending Machine:

IRCTC has been mandated to set up water vending
machines on railway stations. The Company have also
installed water vending machines (WVMs’) at railway
stations to provide purified, chilled and portable drinking
water to passengers at affordable rates.

1926 Water Vending Machine (WVM) has already been
commissioned at 685 stations.

Vistadome Coach:

Indian Railway’s first Vistadome coach with glass ceiling
LED lights, a large observation window at the lounge, 360
degree rotatable seats for better viewing, electronically
operated automatic sliding doors ceramic tiled toilets, a
mini pantry and service station, a wide side door for entry
of physically challenged passengers is being operated in
the picturesque Araku Valley located in Andhra Pradesh.
Vistadome coaches are also being operated between
Mumbai and Goa. The Railways plans to introduce more
Vistadome coaches in various Hill sections and Heritage
Railways of India such as Kalka-Shimla, Patalpani -
Kalaikund sector etc. IRCTC has also been providing
hospitality-related services to these segments. Special
tourism packages have also been planned.

Executive Lounges at Railway Stations:

The New Delhi Railway Station already has a plush and
revamped executive lounge, equipped with a massage
centre, 5D movie theatre, business centre, recliners,
complimentary drinks and buffet, and a spa and health
centre. The Indian Railway Catering and Tourism Corporation
(IRCTC) had to launch 50 such executive lounges at various
railway stations across the country, out of which six have
been commissioned and have been received very well by
the passengers and the travel and hospitality fraternity.

A foreigner can also book his ticket using an International
Credit Card (Issued outside India) on the available Payment
Gateways provided by Atom Technologies and also
through ITZ Cash Card Multiple Payment Options.

CORE COMPETENCIES/STRENGTHS

IRCTC is the only Company authorised to sell railway tickets
online;

It has become a ‘One-Stop Solution’ in the travel industry,
offering a range of services including online ticketing, tour
packages, packaged drinking water and catering;

IRCTC is the only company to distribute packaged drinking
water across all stations as well as trains in India. The
Company has also installed ATVM’s for selling mineral
water at lower prices;

IRCTC is the only authorised entity to provide catering
services in trains. To expand its services, the company has
installed food plazas/stalls across all stations in India in a
bid to increase its market share. The company’s relentless
focus on quality food drives it to deliver hygienic food
prepared by professionals;

The company has a strong presence in the travel and
tourism industry with special trains running for domestic
and international travellers, showcasing India’s rich cultural
heritage. The company has also tied up with private entities
to position itself as a one-stop solution for customers in the
tourism and hospitality industry;

The Company’s strong leadership and expert management
team offers strength to deliver strong financial results and
constant growth, year after year.

CONSTRAINTS/THREATS

Any adverse change in policy of the Ministry of Railways;

Any failure to maintain or enhance consumer awareness of
our brand,;

Inability to implement our growth strategy successfully
including in relation to Catering, Travel and Tourism, internet
— ticketing business;

Declines or disruptions in the travel industry;

Fluctuations in operating costs and impact on our financial
results;

Any non-compliance with, or changes in, regulations
applicable to us may adversely affect our business;

Seasonal changes that may affect the demand for our
products and services;

Any adverse claims, media speculation and other public
statements relating to the food quality, catering facilities
and service;

Prevailing regional or global economic conditions and
political situation in India or in countries in the region or
globally; and

Increase in competition and other factors affecting the
industry segments in which our Company operates.

OPPORTUNITIES

High growth rate in Hospitality & Tourism segment;
Growth in online business;

IT and E-Governance;

Joint Venture with other Government bodies;

Benchmarking international standards in mobile catering
through multilateral collaborative agreements with foreign
railways and mobile catering players.
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BUSINESS SEGMENT OVERVIEW - Core Strength

1.

Internet Ticketing: IRCTC currently has a monopoly
on online ticketing services for the Indian Railways. It
was introduced to make ticket bookings safe, easy and
convenient for customers, to completely remove the hassle
of waiting in queues. With a transaction volume of more
than 14.5 million per month and 2.6 million logins per day,
the Company operates one of the most highly populated
and transacted websites in the Asia-Pacific region. As of
March 31,2021, more than 0.83 million passengers travelled
on Indian Railways on a daily basis, which consisted of
approximately 79.63% of Indian Railways’ tickets booked
online. Online ticket bookings on IRCTC can be carried out
at any time of the day, throughout the year.

NGeT System: The next generation e-ticketing (NGeT)
system interface of IRCTC has been launched with
numerous passenger-friendly features, offering a clutter-
free experience with easier log-in, site navigation and
enhanced security. Therefore, ticket bookings have
increased from 7200 per minute in 2014 to more than 26,000
tickets per minute, as on March 31, 2021. The Company has
also built a new data centre to increase the capacity and
inflow of daily bookings. The internet — ticketing system
is designed and operated in conjunction with the Centre
for Railway Information Systems (CRIS), the IT arm of Indian
Railways. The Company has a strong customer database
and leverages the same to cross-sell and add value to its
products to enhance customer engagement and derive
top-line growth.

New User Interface (Ul): IRCTC has been constantly
contributing to enhance the customer experience and
convenience while booking reserved rail e-tickets through
its Website and Rail Connect Mobile App with the aim of
retaining its customer base. Keeping in mind the same,
IRCTC has launched the New User Interface of e-ticketing
Website and Mobile App with modified functionalities and
some additional features. Revamping of IRCTC e-ticketing
user interface is a Digital India initiative, which promises
to transform the service delivery experience offered
to travellers. Further, the New Interface for e-ticketing
enhances user personalisation and facilitation of the IRCTC
Website www.irctc.co.in and the IRCTC Rail Connect Mobile
Apps (Android & iOS Platforms) with user-friendly features
and more comfortable navigation, which is secured with
advanced data systems and processes. The look-and-feel
of the interface has been changed with a simplified and
appealing design. This work has been carried out despite
Covid-19 pandemic restrictions.

Catering Business: It is the continuous endeavour of
Indian Railways to provide quality and hygienic food to

passengers. IRCTC was formed with the main objective of
improving Catering and Tourism services. The Company
provides food catering services to passengers of Indian
Railways, on trains and stations. To make catering services
easily available, the company introduced e-catering
services through IRCTC’s mobile application, ‘Food on
Track’, and its e-catering website. The Company provides
catering services through mobile catering units, base
kitchens, cell kitchens, refreshment rooms, food plazas,
food courts, train side vending, and Jan Ahaars spread
across the Indian Railways network. Catering services are
divided into two categories:-

Mobile Catering: This business segment involves
catering services on trains, offering meals booked
through the mobile app or website. Services are
provided on trains like Rajdhani, Shatabadi, Duronto,
Gatiman, Tejas and Vande Bharat trains and on express
trains with or without pantry cars. In trains without
pantry cars, meals are served through train-side
vending services. A network of base kitchens support
the supply of meals on mobile trains, in accordance
with the Catering Policy 2017. As of March 31, 2021, e—
catering is available at approximately 202 stations and
served by more than 650 food outlets.

Static Catering: This segment includes off-board
catering services offered to stations with fast food
units, food plazas, Jan Ahaars, refreshment rooms,
base kitchens, and at executive lounges and other
facilities at station premises, including budget hotels
and Rail Yatri Niwas. As of March 31, 2021, the company
managed 56 Jan Ahaars, 176 refreshment rooms,
17cell kitchens and 11 base kitchens. The company also
operates 134 food plazas and 146 fast food units and
increased the total number of operational units to 287.
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Packaged Drinking Water (Rail Neer): The Company
has a monopoly to manufacture and distribute packaged
drinking water at all railway stations and in trains across India.
The Company sells its packaged drinking water under the
brand ‘Rail Neer. Currently, the company operates 14 ‘Rail
Neer’ plants located at Nangloi, Danapur, Palur, Ambernath,
Amethi, Parassala, Bilaspur, Hapur, Ahmedabad, Bhopal,
Guwahati, Nagpur, Jabalpur and Sankrail. With an installed
production capacity of approximately 141 million litres per
day, it caters to approximately 70% of the current demand of
packaged drinking water at railway premises and in trains.

To increase its market share and to meet the growing
demand, the company has been authorised to construct new
Rail Neer plants at Una, Bhusawal and Vijayawada. Of which,
the Rail Neer plant at Una (Himanchal Pradesh) has been
set up and its commercial operation has already started on
31t July, 2021. Further, three new Rail Neer plants have been
approved at Bhubaneswar, Visakhapattanam and Kota. Rail
Neer plant at Visakhapattanam will be commissioned by
2021-22 and Rail Neer Plants at Bhubaneswar and Kota are
likely to be commissioned by 2022-23.

Travel and Tourism: As per the requirements of Indian
Railways, IRCTC provides a wide array of Travel and Tourism
services. The Company’s footprint is spread across major
tourism sites and it is perfectly placed to provide online
booking facilities for hotels, railway tickets, air tickets and
holiday packages. IRCTC has, therefore, firmly established
its position among India’s leading travel and tourism
companies, catering to diverse travel needs.

The Company also offers customised hotel and tourism
packages to meet varied customer requirements. It also has
lounges, hotels and retiring rooms, rated 4 star and above,
to offer maximum comfort and convenience. It also has tie-
ups with OYO rooms and hotels along with other properties
to cater to customer demands. Its Railway tourism package
provides specially curated Heritage Special, Buddhist Special,
Pilgrimage Special, and Bharat Darshan trains to attract
domestic and international tourists, to showcase India’s
rich cultural heritage. It also operates luxury trains like the
Maharaja Train to offer truly exclusive travel experiences. With
a diversified portfolio, the company is also planning to enter/
expand into other segments such as helicopter travel, medical
tourism and others in the near future.

IRCTC is a reputed brand in the travel industry in our
country, and as a team, is in all preparedness to gradually
commence tourism activities from October 20 onwards
adhering to and ensuring all safety health protocols issued
by the Government of India and travel restrictions issued by
the respective state governments and guidelines from time
to time. Travel advisories have been uploaded in the IRCTC
tourism portals www.irctctourism.com and are periodically
updated as a ready reckoner to our valued guests. A
periodical review on the pandemic situation across the
country and outside along with the feedback from our
valued guests, all necessary changes in the tour operations
will be facilitated to foray & enter the new norm for travel &
tourism in the post Covid scenario.

FUTURE OUTLOOK - Chugging Ahead
The Vision and Mission of the Company are as follows:
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”.

Mission

“IRCTC will establish itself as a leader in the area(s) of hospitality
services, Travel and Tourism, packaged drinking water, and
Internet Ticketing by providing value-added products and
services for passengers, tourists and other customers, targeting
IR and Non-IR related services alike, building a resilient business
portfolio that is scaleable and based on core competencies”.

The Company is recognised by the Indian market as one of the
leading brands in railway catering and intermnet ticketing. The
Company’s goal is to continue to establish itself as the leader in
other business segments including travel and tourism packages and
packaged drinking water. With value-added products and services for
passengers, tourists and other customers, targeting both railway and
non-railway related services and the like, IRCTC continues to build a
business portfolio based on its core competencies in offering catering
and related services to Indian Railways.

To provide value-added services to its stakeholders, IRCTC has
planned various initiatives in financial year 2021-22, including,
monetisation of Chatbot Services & Train Information Enquiry
Services through Third-Party Organisations/Operators, National
Rail Museum booking website and Mobile App, provisions
for issuance of digital bills and cashless payments in trains,
ticket booking through Chatbot, EMI-based payment on the
e-Ticketing Mobile App, online corporate travel services for
Govt./PSUs, automated payments to hotels & bus aggregators/
vendors to reduce payment time, launch of wellness packages
and tie-ups with five wellness institutions/yoga centres/hotels,
etc, agent booking module for luxury tourist trains (Maharajas',
Golden Chariot and Buddhist tours) etc.
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RISK AND CONCERNS - Robust Strategies

The Company operates in a dynamic environment and, therefore, continuously assesses and identifies risks to efficiently mitigate
them and ensure business sustainability. IRCTC’s risk management committee monitors risks arising from various functions and
operations, and adopts robust and effective strategies to ensure best business outcomes.

Risk Type Definition of Risk Mitigation Strategies

Pandemic Risk

Dependence
Risk

Competition

Risk

Human
Resource Risk

Cyber Security
Risk

Business
Continuity Risk

Afterthe outbreak of Covid-19in 2020, there
were global lockdowns and restrictions on
travel and various operations imposed by
the respective governments worldwide.
The second wave has further brought
about uncertainty of the duration of this
phenomenon, and threatens people and
businesses worldwide.

The Company’s business and its revenues
are substantially dependent on the policies
of the Ministry of Railways and operations
of Indian Railways. Any policy change
or any adverse decision may affect the
revenue of the Company for e.g. in 2016
the decision to scrap service fee affected
the Company’s revenue.

If the Gol or the Ministry of Railways opens
up the market for private players then the
Company can lose its market monopoly. Intense
competition may have an adverse impact on
the Company’s operation and profitability.

The Company operates in a labour intensive
industry and hires contract labour to provide
certain services. Worker strikes or demand for
increased wages and benefits may adversely
affect the profitability of the Company. Further,
the loss of Key Managerial Personnel or
difficulty in retaining talented employees may
affect the business operation of the company.

Security breaches, whether instigated
internally or externally, could materially
and adversely harm the business. Secured
transactions over the internet are essential
for the Company’s business operations.
Hacking of customer data or cyber threats
can resultin massive loss of revenue and hurt
the Company’s brand image significantly.

Loss of business due to unscheduled
withdrawal of passenger rail services for
considerable period of time for reasons
such as regional or national lockdown
to curb the spread of a pathogenic
contagious outbreak.

IRCTC has systems in place due to the experience of the
pandemic in 2020, beginning with the strict adherence
to Covid-19 protocols to maintain safe and operational
environments. Special training to ensure maximum
protection from Covid-19 infections are given to employees
serving in segments with duties involving contact with
customers or passengers. We have also in place detailed
Standard Operating Procedures to aid in combating the
risks along with automation of several manual processes.

As a Central Public Sector Enterprise (CPSE), the company is
authorised by the Government to offer various products and
services to the public on behalf of Indian Railways, as well as
receive operative support from the Ministry of Railways from
time to time. Any work related to railways is offered to IRCTC
on a priority basis due to its reach and scale of operations.
Therefore, regular supply of orders and contracts from Gol
has a positive impact on the company and its revenue streams
remain diversified owing to its extensive service portfolio.

The experienced management of IRCTC is perfectly poised
to make strategic decisions that augur well for the Company
and also guides the Company to efficiently deal with
competition from private players.

The Company considers its human resource as a key
asset and, therefore, follows a policy to encourage, retain
and promote talented employees through performance
evaluations at regular intervals. It also offers competitive
remuneration packages and opportunities for professional
growth. To mitigate the risk of inadequate manpower, the
Company has also collaborated with third-party contractors
to provide human resources as and when needed.

The company relies on state-of-the-art technologies to ensure
that the Confidentiality, Integrity and Availability of all its online
services and its data are adequately secured from prevailing
cyber security threats. The Company safeguards its data with
advanced security systems and successfully defends the
system against malicious virus or other cyber threats. Regular
Information Security Audits are conducted through CERT-In
empanelled external Information Security Audit Agencies.

The company’s management team continuously monitors
key local and global developments to identify Covid 19
associatedrisk. The company has deliberated onits learnings
from interventions taken in the backdrop of covid 19 situation
in India in 2020, and is now better equipped to deal with the
subsequent waves. Moreover, the company has identified
few market adjacencies and market diversification.
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Risk Type Definition of Risk Mitigation Strategies

Financial Risk

Technology
Risk

Quality Risk

Risk from
counterfeit
products

Consumer
Preference
Risk

Environment
Risk

Regulatory
Risk

Financial mismanagement or negligence
could negatively impact the business
operations, financials and any ongoing
projects.

The Company relies on advanced
technology to smoothly operate its
systems. Any technical glitch, interruption,
or system failure may result in loss of
revenue as nearly 26000 tickets are
booked through its website, every minute.
It is likely to affect the Company’s brand
image and may result in lower revenues.

The food and catering service must
adhere to quality standards prescribed by
the authorities. Any adverse claims, media
speculation or other public statements
related to the food and service quality
could materially and adversely affect the
Company’s reputation and corporate
image, or otherwise affect its ability to
efficiently conduct business operations.

Counterfeit products, passed off by others
using our brand name could decrease
market share and negatively impact the
brand image.

A significant portion of the Company’s
revenue is derived from the sale of food that
is characterised as North Indian, Punjabi,
or South Indian. Any change in consumer
preference could have an adverse effect
on the Company’s operations.

The Company’s packaged drinking water
is served in plastic bottles and non-
biodegradable wraps are also used for food
packaging. The choice of the ingredients
poses an environmental threat that needs
to be efficiently mitigated.

The Company operates in industries that
are subject to extensive national and
state environmental laws and regulations
which govern the discharge, emission,
storage, handling and disposal of a variety
of substances that may be used in or
result from its business operations. It also
includes health and hygiene requirements
for disposal of food waste.

The Company has a dedicated team of professionals
which monitors all financial transactiosn entered into by
the company. The company follows financial prudence and
scientific methodologies for any project evaluation and
keeps a close watch on financial markets to anticipate any
risk and adapt accordingly.

The Company relies on world-class technology to mitigate
such risks and its next generation, e-ticketing website
has the capability to book more than 26000 tickets per
minute with record booking of 26,458 tickets per min.
The Company also has back-up systems and contingency
plans to prevent critical data losses and ensures smooth
operations and services across its business processes.

The Company has started selling only RTE (Ready to
Eat meals) to make available hygienic & quality meals in
pandemic situation. The Company has quality control checks
in place to ensure service of hygienic food.

The Company has a strong policy against using its brand
for any purpose without its permission and legal actions are
taken against those violating the trademark. The company
keeps a strong vigil by spreading awareness, providing
complaint centre by toll free number or written complaint
and surprise inspections.

With the introduction of RTE only policy, it has become easier
to change and modify the menu from time to time, to meet
consumer preferences, tastes and purchasing habits.

Indian Railways has been instructed to take steps to
minimize plastic waste and ensure proper disposal of such
products. As an effort to reduce its environmental impact,
the Company has installed ATVMs to collect plastic water
bottles for recycling purposes.

The Company continuously keeps track of regulatory
norms and accordingly obtains licences, approvals, permits
and registrations to undertake its business activities.
Application for renewal licences and registrations are also
carried out from time to time to carry out business as usual.
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FUTURE STRATEGIES TO MEET THE CHALLENGES

Since IRCTC, is a hospitality sector company, the Company
has made following strategies (long term and Medium term) to
overcome the challenge posed by Covid-19:

1.

Travel and Tourism

While itis predicted that domestic and international tourism is
likely to resume any time once the restrictions are reviewed
& lifted as well as vaccination done in countries, starting
from August 2021. Tourism department have been initiated
following preparatory measures to prepare the IRCTC staff
and the infrastructure to meet with the new set of demands/
expectations of guests and regulatory framework:

» Standard Operating Procedure (SOP) for taking
preventive measures: Standard Operating Procedure
(SOP) based on the guidelines issued by MHA & MHFW
on preventive measures for Tourist Trains / Tours to
contain spread of COVID-19 & dealing with emergencies
have also been issued and implemented.

» Employees Training: 300 members including
Executives & staff at all levels are undergoing online
training on various aspects related to workplace
hygiene, personal hygiene, sanitation protocols, guest
handling, etc. The training programmes have been
organised through reputed organisations viz. TUV Nord
India, Bureau Veritas and Indian Tourism Development
Corporation (ITDC).

» Vaccination to officers & Staff: In tie-up with M/s
Appollo Hospital, a special drive has been conducted to
vaccinate officers and staff along with relatives.

» Safety Kits and sanitisation: Provided safety kit to
passengers of tourist trains which includes facemask,
hand sanitizer, gloves, etc. and santisation of luggage,
passenger and cabins of the train are done at every
entry level for safety of passengers.

» Guidelines for the new normal: A Handbook has been
created incorporating broad guidelines for tourism
segment within IRCTC. This handbook is being circulated
among the existing database of IRCTC to keep the
patrons informed of the changes/modifications proposed
for the new normal and also uploaded as a travel advisory
in the tourism portal www.irctctourism.com.

» Infrastructure changes: While it is difficult to bring much
infrastructure changes in trains, an exercise is underway
to plan changes to reduce touch points, install UV lights,
UV sanitisation, air-conditioning filters etc. in the Tourist
Trains viz. Maharajas' Express, Golden Chariot and
Deluxe Tourist Trains.

IRCTC will plan different strategies for the following two
broad categories:

a. Essential, Corporate & Pilgrimage Travel: Direct
Tie-up with hotels, transportation companies is being
done across various categories within India, promotion
of online bus booking will be done, Tie ups for Road
bridging (Fleet operators for Charters, journey Tickets
for standalone /small family groups etc) and with Self
Driven Car companies, Defining Sanitization Protocols
based on Govt. Guidelines, capitalizing on PSU/Govt.
business. Promotion of pilgrim special train along
with Bharat Darshan tourist trains for future as best
affordable product with all inclusive services.

b. Non-Essential & Leisure Travel: Planning to launch
more customised packages as well as adventure tour
packages. "Work from Hotel" concept will be promoted
with competitive pricing due to direct tie-ups. Ties
ups with hotels at destinations in IRCTC’s zones,
needs to be made to plan fixed departure programs,
promotion of customized travel with air tickets, local
transport, sight-seeing and hotels, Tie ups with mid
segment players both in transport, hotels and ground
arrangements, promotion of “PLAN YOUR OWN
TRIP”, where guests are given options of destinations,
followed by flights, followed by hotels, followed by
local transport, followed by local tours etc.

Internet Ticketing

Despite continuity of COVID 19 Pandemic for 2" year with
more intense 2" wave, IRCTC with its optimistic outlook
has planned to bring into its system some new projects
which not only promise to promote IRCTC Brand name but
also proves the company’s expertise and adaptability to
latest innovative technologies in vogue in the market place.
At the same time, it is also anticipated to earn revenues
through new businesses for IRCTC.

Following are some future projects to be undertaken by
Internet Ticketing :

a. Monetisation of Chatbot Services by extending to
Third Party Organisations. Having gained experience
in running Chatbot enquiry service on its e-ticketing
platform, IRCTC will now extend Al based Chatbot
services (like Al Chatbots, VoiceBots, VideoBots,
Virtual Assistants, Intelligent RPA, and Bots etc) to
government and private organizations across various
verticals & functions.

Al powered multi-format, multi-lingual and multi-
channel Virtual Assistant will help organisations save
operational/support cost and generating additional
revenue, besides enhancing customer adoption,
engagement and satisfaction.

b. National Rail Museum Booking Website and Mobile
App: IRCTC will develop a Website and Mobile App
along with integration of multiple payment gateways
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for the online ticket booking of National Rail Museum
entry/ride tickets. (Presently physical ticket booking is
under the management of NRM). Online ticketing for
entry to NRM will avoid long queues at the entry gates,
reduce the cash handling at NRM, fetch the visitors
data automatically and also promote digitalization and
cash free transactions. It will also provide various MIS
reports as per the requirement of NRM.

IRCTC will also develop a Mobile application for validity/
confirmation by scanning the QR code tickets. IRCTC
will also fecilitate booking at the different ride counters
through Point of Sale machines. Museum ticketing for
Railways and verification of rides by QR code, will be
a new venture for IRCTC and will also earn additional
revenue to IRCTC.

Ticket Booking Through Chatbot: Ask DISHA (Digital
Interaction to Seek Help Any Time) is an Al powered
multi-format, multi-lingual and multi-channel Virtual
Assistant, presently providing enquiry services to
IRCTC users. This platform will be extended for booking
e-tickets by IRCTC users. This channel will enable
IRCTC to further permeate online ticket booking to its
users and envisages to become a more user friendly
platform. This type of ticket booking will help the users
to new business adoption & also enhance customer
satisfaction. This may add new set of users on IRCTC
E-ticketing platform which at present are not able to
book tickets in online mode. The following features
will be made available on e-ticketing through Al based
Chatbot Ask DISHA:

) Ticket Booking

) Ticket Cancellation
) Availability Check
) Fare Check

) Trains Between Stations

EMI Based Payments on e-Ticketing Mobile App:
In this Service, the high value tickets purchased
by the customer on IRCTC, using their credit card/
debit card, can be converted into EMI payments by
converting transaction amount into a number of equal
monthly instalments (EMIs). This essentially means that
customers have converted the transaction amount
(dues) into a loan and have opted to pay it via EMIs
over a fixed number of months as chosen. EMI amount
includes a portion of the principal outstanding and
interest component, which customer need to pay
every month until the full amount is paid. This may help
more number of customers to purchase high value
tickets (upper classes) on IRCTC as the customer need
not pay total fare of the ticket immediately in one go
at the time of ticket booking. Service will be provided
through integration of EMI payment service providers
for booking reserved rail e-tickets on IRCTC Rail

Connect Mobile App. This may help users financially
in the current market scenario, badly impacted by
Covid-19 Pandemic

e. Automated Payments to Hotels & Bus Aggregators/
Vendors to reduce payment time: With the increase
in Hotel integrations on Tourism portal, manual process
of making payments to Hotel Aggregators/Bus Vendors
has become cumbersome and time consuming. There is
need to automate the process of payments to the Hotels
and Bus providers on a timely basis for the circulation
of money in the existing market scenario and to keep
the Service Providers’ trust on IRCTC. The payment
automation solution for the timely payments would also
enable IRCTC to bring in automation of the reconciliation
and payment process to its vendors. This would help the
Hotel and Bus booking business ventures of IRCTC to be
viable and enhance the IRCTC Tourism brand.

f. Train Information Enquiry Services to Third Party
Operators: Train Information Services will be provided to
Third Party Operators for dissemination of Authentic Train
information (Availability and fare, Trains between Stations,
Cluster Station List, Train Schedule, Boarding Stations
List, PNR Enquiry, etc.) on their respective platforms to
the customers. This service will be integrated with those
firms who do not intend to provide online rail ticket
booking service, but are interested in providing train
related information to their customers. This will not only
enhance the customer convenience and satisfaction but
also enable to create a new revenue stream for IRCTC,
without levying any cost to the customers.

RAILNEER

To overcome current situation, to increase its market share
and to meet the growing demand, the company is planning
to setup new Rail Neer Plants. Construction of new Rail Neer
plants at Bhusawal, Vijayawada, and Vishakhapattanamis
are underway. Further, three new Rail Neer plants have been
approved at Bhubaneswar, Visakhapattanam and Kota. Rail
Neer plant at Visakhapattanam will be commissioned by
2021-22 and Rail Neer Plants at Bhubaneswar and Kota are
likely to be commissioned by 2022-23.

The Company is also exploring backward integration
through setting up preform manufacturing unit in existing
Rail Neer Plants.

CATERING

Adhering to its continuous endeavour to provide quality,
safe, value and hygienic food to passengers, the Company
is keeping pace with phase-wise lifting of lockdown to fulfil
the catering and hospitality needs of the passengers both
on-board and off-board through its bouquet of catering
and hospitality. Catering in Railways especially On-board
the trains might witness radical changes due to changes
customer preferences. Some amendments are already in
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discussion like:

1. Discontinuation of inclusion of catering charges and
services inthe fare of premium trains like Rajdhani, Shatabdi,
Duranto, Gatiman. Vande Bharat, Tejas etc. Passengers
will be able to pick options from available alternatives like
buying RTE food on the train, bringing in their own food,
order from e-catering, take away from static units at railway
stations etc. None of the currently operational trains have
meals included in the fare.

2. Conversion of pantry cars into point of sales for various
customer amenities and travel needs.

3. Aggressively working on the E-catering segment, which
might see an upward trend if prepaid trains are converted
into post paid trains.

4. Gradually opening its Refreshment Rooms, Cell Kitchens,
Food Plaza & Fast Food Units in a phased manner, strictly
following SOPs as prescribed by Ministry of Health and
Family Welfare (MoHFW) from time to time

5. Training of Employees in order to sensitise the frontline as
well as supervisory staff of Catering Department, online
training programs have been designed

We are confident of winning the confidence of passengers
by adopting to best industry practices, technological tools
and ensuring compliance of safety norms.

INTERNAL CONTROL SYSTEMS - Process Excellence

Internal Controls are systematic and procedural steps adopted
by an organisation to mitigate risks, primarily in the areas of
financial accounting and reporting, operational processing and
compliance with laws and regulations.

Internal Controls (ICs) are essentially risk mitigation steps taken
to strengthen the organisation’s systems and processes, as
well as help to prevent and detect errors and irregularities. The
actual steps of mitigation (e.g., review, approval, physical count,
segregation of duty, etc.) are referred to as ‘Control Activities’.

The Company has engaged an independent external firm,
comprising Chartered Accountants as Internal Auditor. The
internal audit assignments are carried out on a half-yearly basis.
The Internal Audit carries out extensive audits throughout the year
covering each and every aspect of the business. The Company
has also hired another firm of Chartered Accountants to issue the
Independent Auditor’s Report on the Internal Financial Controls
over Financial Reporting for the Company under Clause (i) of Sub-
Section 3 of Section 143 of the Companies Act, 2013.

The report issued thereupon has been attached along with the
Standalone Financial Statements. The Audit Committee reviews
the internal control systems with the Internal Auditor and
Statutory Auditor before the Financial Statements are placed
before it for recommending to the Board for approval.

DISCUSSION ON FINANCIAL PERFORMANCE WITH RESPECT TO OPERATIONAL PERFORMANCE

FINANCIAL HIGHLIGHTS

The total Revenue decreased by 62.91% from ¥ 2342.41 Crores to ¥ 868.68 Crores in financial year 2020-21. Profit before tax
reduced by 64.24% from ¥ 729.58 Crores to ¥ 260.89 Crores in financial year 2020-21. The profit after tax reduced by 62.99% from
¥ 51311 Crores to ¥189.90 Crores in financial year 2020-21. The comparative performance of major financial parameters during the

financial years 2020-21and 2019-20 is given below:

R in Crores)
Particulars F.Y. 2020-21 F.Y. 2019-20 Change (%)
Revenue from operations 783.05 2264.31 (65.42)
Profit before interest, depreciation, exceptional items and tax 275.43 778.44 64.61
(EBIDTA)
Less: Interest and Finance Charges 815 976 (16.50)
Less: Depreciation 46.28 40.21 15.10
Profit before tax (PBT) before exceptional items 22149 728.47 (69.60)
Exceptional items : Loss(-)/Gain(+) 39.40 m 3449.54
Profit before tax (PBT) after exceptional items 260.89 729.58 (64.24)
Less: Provision for taxation 70.99 216.48 (67.21)
Profit after tax (PAT) 189.90 5131 (62.99)
Dividend (as a % of Equity share capital) on cash basis 25% 38.98 35.87
Final dividend — on cash basis (as a % of Equity share capital) 25% 38.75% (35.48)
Net-worth 1466.95 1313.82 11.66
Earnings Per Share () 11.87 32.07 (62.99)
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SEGMENT-WISE PERFORMANCE

R in Crores)
Particulars F.Y. 2020-21 F.Y. 2019-20 Change (%)
Segmental Operative Revenue
Catering 223.41 1033.23 (78.38)
Railneer 57.24 22196 (74.21)
Internet Ticketing 448.56 619.80 (27.63)
Tourism 53.85 295.24 (81.76)
State Teertha 0 94.09 (100)
Segmental Profit
Catering (84.30) 107.33 (178.54)
Railneer (5.36) 51.40 (110.42)
Internet Ticketing 353.22 492.68 (28.31)
Tourism (70.38) 10.58 (765.55)
State Teertha 0 14.38 (100)

ANALYSIS OF FINANCIAL RATIOS:

Details of significant changes (i.e. change of 25% or more as compared to the FY 2020-21) in key financial ratios, along with detailed

explanations thereof is as follows:

Particulars F.Y. 2020-21 FY 2019-20 Change (%)
Debtors Turnover (No. of Days) 25173 125.40 (100.74)
Inventory Turnover (No. of Days) 3.05 1.57 (94.26)
Interest Coverage Ratio NA NA -
Current Ratio 177 1.61 9.96
Debt Equity Ratio NA NA -
EBIDTA Margin (%) 3176 33.23 (4.42)
Net Profit Margin (%) 21.86 2191 (0.20)
Return on Net Worth 12.95 39.05 (66.85)

MATERIAL DEVELOPMENT IN
RESOURCES - Asset Watch

HUMAN

Our human capital is our most important asset. To retain
the best talent, the Human Resource department of your
Company focuses on designing and implementing various
HR policies, procedures and programmes to develop and
upgrade knowledge, skills, creativity, aptitude and talent of the
employees

IRCTC believes that only a motivated workforce can mitigate
the challenges put to the business environment. Your Company
firmly believes that “Leadership and Learning are indispensible
to each other” Preparing employees for tomorrow is being
given a major thrust for effectively taking up challenges.
Focus is now on discharging new roles and responsibilities.
Employees in the mid-level and senior managerial positions are
also encouraged to enrol in various programmes conducted by
renowned institutes like IIM and MDI.

Overall 2128 employees were trained during the Financial

Year 2021 on various contemporary technical and managerial
modules. IRCTC also aspires to ensure the health and safety
of its employees along with maintaining a conducive work
environment.

The Company took all the requisite steps to create an enabling
environment for the employees to enhance their domain
knowledge as well as to help them to work from home due in
light of the Covid-19 pandemic.

The Company has successfully maintained an attractive
employee attrition rate, by offering competitive remuneration
packages, acknowledging and rewarding talented employees
and providing opportunities for growth. As on 31*March 2021,
the Company has a total of 1372 full time regular employees
across all its business segments.
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Disclaimer

Certain statements in the MDA section concerning future
prospects may be forward-looking statements which involve
a number of underlying identified / non-identified risks and
uncertainties that could cause actual results to differ materially.
In addition to the foregoing changes in the macro-environment,
a global pandemic like Covid-19 may pose an unforeseen,
unprecedented, unascertainable and constantly evolving
risk(s), inter-alia, to the Company and the environment in which
it operates. The results of these assumptions made, relying
on available internal and external information, are the basis
for determining certain facts and figures stated in the report.
Since the factors underlying these assumptions are subject
to change over time, the estimates on which they are based
are also subject to change accordingly. These forward-looking

statements represent only the Company’s current intentions,
beliefs or expectations, and any forward-looking statement
speaks only as of the date on which it was made. The Company
assumes no obligation to revise or update any forward-looking
statements, whether as a result of new information, future
events, or otherwise.

For and on behalf of Board of Directors

(Rajni Hasija)
Chairman & Managing Director
DIN: 08083674

Date: 12.08.2021
Place: New Delhi
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Annexure - “B” to the Directors’ Report

Report on Corporate Governance

1.0 COMPANY’S PHILOSOPHY ON CORPORATE

GOVERNANCE

“Good Corporate Governance, it’'s about being proper
and prosper” - Toba Beta

Corporate Governance in the business context refers to
the systems of rules, practices, and processes by which
companies are governed. The Corporate Governance
model followed by a specific company is the distribution
of rights and responsibilities by all participants in the
organisation.

Indian Railway Catering and Tourism Corporation Limited
(IRCTC) believes that Corporate Governance is a set
of guidelines to help fulfil its responsibilities towards
its stakeholders i.e. investors, customers, vendors, the
Government, employees, associates and society.

It is a voluntary code of self-discipline to ensure
transparency, accountability and integrity. The Company
has taken the initiatives to develop and establish a reliable
system of Corporate Governance to enhance the long-
term value of the Company’s stakeholders. At IRCTC,
Corporate Governance is not solely restricted to regulatory
or structural remedies but is considered as an approach to
sustainable development. At IRCTC, it is a culture, which
is based on trusteeship, transparency, empowerment,
accountability and corporate ethics.

The Company meets its legal duties under the provisions
of the Securities and Exchange Board of India (Listing
Obligations and Disclosure Requirements) Regulations, 2015
(SEBI'LODR), in addition to the provisions of the Companies
Act, 2013 and Guidelines on Corporate Governance
for Central Public Sector Enterprises (CPSEs) issued by
Department of Public Enterprises (DPE), Ministry of Finance,
Government of India.

The purpose of corporate governance is to help build
an environment of trust, transparency and accountability
necessary for fostering long-term investment, financial
stability and business integrity, thereby supporting stronger
growth.

Governance ensures everyone in an organisation
follows appropriate and transparent decision-making
processes and that the interests of all stakeholders
are protected. On the basis of above mentioned, the
Company’s philosophy on Corporate Governance is:

“To enhance stakeholders’ value in the long run by
ensuring fairness, transparency, disclosures and reporting
that not only comply with statutory regulations but also
promote ethical conduct throughout the organisation”.

IRCTC, in its governance framework, strives to attain the
highest standards of ethical and responsible conduct of
business to create value for all stakeholders. We believe
that any meaningful policy on Corporate Governance must
empower the executive management of the Company. At
the same time, governance should create a mechanism of
checks and balances to ensure that the decision-making
powers vested in the executive management are used with
care and responsibility to meet stakeholders’ aspirations
and societal expectations. To attain the goals and targets
of Corporate Governance, your Company is guided by the
following key values:

» Zeal to excel and zest for change;

b Integrity and fairness in all matters;

»  Respect for dignity and potential of individuals;
»  Strict adherence to commitments;

»  Ensure speed of response;

»  Foster learning, creativity and teamwork;

»  Loyalty and pride in IRCTC

2.0 BOARD OF DIRECTORS

Companies with a good corporate governance system,
together with an experienced board that has a growth-
mindset and sustainability concerns, are better positioned
to prosper, both in the short term and on the long run. The
Board of Directors of the Company comprises Executive,
Nominee and Independent Directors of varied professional
backgrounds. Independent Directors help maintain the
independence of the Board and separate the Board
functions of governance from that of business management.
The Board of Directors of the Company constantly
endeavours to set goals to align with the Company’s Mission
and Vision and functions in accordance with the provisions
of the Companies Act, 2013, SEBI (LODR) Regulations, 2015,
Articles of Association, Guidelines issued by Department
of Public Enterprises (DPE) and other directions/ guidelines
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issued by the Government of India from time to time, as
applicable to the Company.

IRCTC is a "Government Company" under the administrative
control of the Ministry of Railways, Government of India, with
67.40% of the total paid up share capital of the Company
being held by the President of India (through the Ministry of
Railways). As per the Atrticles of Association of the Company,
the power to appoint/nominate Directors on the Board of the
Company vests with the President of India, Government of
India, acting through the Administrative Ministry.

In terms of the Articles of Association of the Company, the
strength of our Board shall not be less than three Directors
or more than fifteen Directors. These may be either whole-
time or part-time (official/non-official) Directors.

Composition of the Board

As on 31 March, 2021, the Company’s Board consisted of
four Directors, of whom two are Executive Directors (with
one woman director) and the remaining two are Government
nominee Directors (representing Ministry of Railways). The
Company complied with the mandatory requirements of
the SEBI (LoDR) Regulations 2015, Companies Act, 2013
and the DPE Guidelines on Corporate Governance during
the year 2020-21, except the requirement pertaining to the
Composition of the Board and their Committees with respect
to requisite number of independent directors on the Board of
the Company w.e.f 31 January 2020. The Company has taken
up the issue with the Ministry of Railways, Government of India,
i.e., the appointing authority, from time to time, for appointment
of the requisite number of independent directors, including
Independent Women Director on the Board.

a. Composition and category of the Board of Directors as on March 31, 2021

SI. Name of Directors along with Director Identification
No. Number (DIN)

Position

Whole Time Directors (Functional) (Executive)
1. Smt. Rajni Hasija
(DIN: 08083674)
2. Shri Ajit Kumar
(DIN: 07247362)
Government nominee Directors (Non-Executive)
3. Shri Neeraj Sharma
(DIN: 08177824)
4. Shri Vinay Srivastava
(DIN: 08638850)

Director (Tourism & Marketing) &
Chairman & Managing Director (Additional Charge)
Director (Finance) & CFO

Executive Director (Passenger Marketing), Ministry of
Railways
Executive Director (PSU), Ministry of Railways

During financial year 2020-21, the following changes
occurred in the composition of the Board of the
Company:

1. Shri Sanjeeb Kumar, ED/F(PPP), Railway Board,
relinquished the additional charge of Director
(Finance), IRCTC w.ef 5" May 2020, on being
appointed as Director (Finance)/RVNL on
immediate absorption basis.

2. Shri Ajit Kumar (DIN: 07247362) was appointed
as Director (Finance)/IRCTC (Additional Director)
w.ef. 29" May, 2020, in accordance with Ministry
of Railways’ Order dated 29" May, 2020.

3. Shri Sachin  Chaturvedi (DIN:  07960871),
Independent Director on the Board of IRCTC,
completed his tenure of three years on 9" October,
2020.

4. Shri Comal Ramachandran Sundaramurti (DIN:
07965899), Independent Director on the Board of

IRCTC, completed his tenure of three years on 12"
October, 2020.

5. Shri Mahendra Pratap Mall (DIN: 02316235),
Chairman & Managing Director, IRCTC,
superannuated on 31 January, 2021.

6. In accordance with the Ministry of Railways’ letter
dated 3 February, 2021, Smt. Rajni Hasija (DIN:
08083674), Director (T&M), IRCTC took over the
additional charge of the post of CMD, IRCTC,
in addition to her own duties, for a period of 3
months w.e.f. February 3, 2021 or till appointment
of the regular incumbent to the post or until further
orders whichever is the earliest. The additional
charge has been further extended by the Ministry
of Railways, Government of India vide its letter
dated 30" April, 2021 until further orders.

7. Ms. Sarita Deshpande (DIN: 08098222),
Independent Director on the Board, completed
her tenure of three years on 28" March, 2021.
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Resume of Directors proposed to be appointed / re-
appointed

As per Regulation 36 of SEBI (Listing Obligations and
Disclosure Requirements) Regulations, 2015, brief
resume of the Director retiring by rotation and seeking
appointment /re-appointment indicating nature of
their experience in specific functional areas, names
of Companies in which they hold directorship and
membership/ chairmanship of Boards/ Committees
are appended to the notice calling the 22" Annual
General Meeting of the Company.

Further, brief profile of Directors of the Company is
available on the website of the Company at web link
https://www.irctc.com/board-of-directors.html

Skills/ Expertise/ Competence identified by the
Board of Directors as required in the context of the
business

IRCTC is a Central Public Sector Enterprise under
the administrative control of the Ministry of Railways,

formed with the objective to upgrade, professionalise
and manage the catering and hospitality services
at stations, on trains and other locations and to
promote domestic and international tourism through
development of budget hotels, special tour packages,
information & commercial publicity and global
reservation systems. The key qualifications required
by the Board are in the field of Catering, Hospitality,
Travel and Tourism, Marketing, Finance, etc.

Being a Government Company, the appointment/
nomination of all the directors (Whole-Time/
Government Nominee/ Independent Directors) is
made by the President of India through the Ministry of
Railways. A table summarising the key qualifications,
skills, expertise and attributes of the Directors of
IRCTC, as identified by Administrative Ministry i.e.
Ministry of Railways, Government of India and/or Public
Enterprises Selection Board (PESB) is placed below:

Sl. Type of director
No.

Required expertise/skill

1. Whole-Time Directors
i) Chairman & Managing Director | Mandatory:

Desirable:

Experience:

ii) Director (Finance) Mandatory:

Institution.

The applicant should be a graduate with good academic record from a
recognized University/ Institution.

Applicants with Technical/ MBA qualifications will have added advantage.

Applicant should possess adequate experience at senior level of management
in a large organization of repute.

Applicants with experience in Hospitality / Tourism / IT / Finance /Marketing will
have added advantage.

Railway related experience in above areas would be an added advantage

(i) The applicant should be a Chartered Accountant or Cost Accountant or a full
time MBA/PGDM with good academic record from a recognized University /

(ii) Officers of Organized Group ‘A" Accounts Services [i.e. Indian Audit and
Accounts Service, Indian Defence Accounts Service, Indian Railway Accounts
Service, Indian Civil Accounts Service, Indian P&T Accounts & Finance
Service and Indian Cost Accounts Service] working in the appropriate level
are exempted from these educational qualifications.

(iii) Further, applicants from the Central Govt/Armed Forces of the Union/All
India Services, will also be exempted from the educational qualifications
as per (i) above provided the applicants have ‘the relevant experience’ as
mentioned in Para 4(iii) below.

In respect of applicants from Organized Group ‘A" Accounts Services/Central
Government/Armed Forces Of the Union/All India Services, Chartered
Accountant/Cost Accountant/MBA/PGDM will be a desirable educational
qualification.
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Sl.

Type of director

Required expertise/skill

No.

Experience:

(i) The applicant should have at least five years of cumulative experience at
a senior level during the last ten years, in various aspects of Corporate
Financial Management and Accounts in an organization of repute.

(i) Applicants from Organized Group ‘A" Accounts Services should have at least
five years cumulative experience at a senior level during the last ten years in
the area of Corporate Financial Management/Accounts.

(ifl) “The relevant experience’ in respect of applicants from Central Government/
Armed Forces of the Union/All India Services would include at least seven
years of cumulative experience at a senior level during the last ten years in
the area of Corporate Financial Management/Accounts.

iii) Director (Tourism & Mandatory:
Marketing) The applicant should be a graduate with good academic record from a
recognized University/ Institute.

Desirable:

Applicants with Tourism/ Travel/ MBA qualifications will have added advantage.

Experience:

The applicant should have at least five years of cumulative experience in

marketing/ business development in rail tourism/ travel/ hospitality sector

during the last ten years in an organization of repute
iv) Director (Catering Services) Mandatory:

The applicant should be a graduate with good academic record from a
recognized University/ Institution.
Desirable:
Applicants with Technical/ MBA qualifications will have added advantage.
Experience:
The applicantshould have adequate experience ata seniorlevel of management
in an organization of repute, out of which at least five years during the last ten
years should have been in Services and Hospitality Industry. Applicants with
experience in management of rail catering services, management of transport
and travel related business, on board services, F&B proven, ability in managing
multidisciplinary teams, HRD and contract related activities will have added
advantage.

Experience in modern management techniques, use of information technology

and ability of enhancing productivity through economies of scale, logistics

management, procurement and inventory control and

Outsourcing is desirable.

2. Government Nominee Director As may be decided by the Government of India (Ministry of Railways)
(Part-time Official) Director
(2 Directors)

3. Independent Directors (Part-time As may be decided by the Government of India (Ministry of Railways)

non-Official) Director (6 Directors)
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List of core skills /expertise/competencies actually available with the Board

All the members of the Board of the Company possess requisite skills, expertise and competencies required for assisting

in effective and efficient functioning of the company.

In the table below, the specific areas of focus or expertise of individual Board Members (as on March 31, 2021 and thereafter)

have been highlighted:

Name of Director

Key qualifications of the Board

Area of expertise

Travel &
Tourism /

Financial
Management
Catering &
Hospitality/

IT Sector
expertise

Corporate
Planning &
Strategy

Risk Leadership Board Business
Management Practices | Development
and
Governance

Smt. Rajni Hasija,
Director (Tourism &
Marketing) & CMD
(Additional Charge)
Shri Ajit Kumar,
Director (Finance)

v

Shri Neeraj Sharma,
ED (PM), Railway Board
Shri Vinay Srivastava,
ED (PSU), Railway Board

X X
NERANEAN

X X

X X
X X
X X
X X

Age limit and tenure of Directors

The age limit of the whole time Directors, including
Chairman & Managing Director is 60 years, who are
appointed generally for a period of five years from
the date of taking over of the charge till the date of
superannuation or till further orders from the Government
of India, whichever event occurs earlier.

Government Nominee Directors representing Ministry
of Railways, Government of India, cease to be Director
from the Board of the Company at the discretion of
nominating authority or on ceasing to be officials of the
Ministry of Railways, Government of India.

Independent Directors are appointed by the Ministry
of Railways, Government of India usually for tenure of
three (3) years. As required under Regulation 46(2) (b)
of the Listing Regulations, the terms and conditions of
appointment of Independent Directors are available
on the Company’s website at web-link https://www.
irctc.com/assets/images/T&C-for-Appointment-of-
Independent-Directors.pdf.

Procedure Adopted For Board Meetings/Committee
Meetings

The Company Secretary, in consultation with the
Chairman of the Company and Chairman of the
respective Board Committees, prepares the agenda
and supporting papers for discussion at each Board
meeting and Committee meetings, respectively.

Members of the Board or Committees are free to
suggest any item to be included in the agenda, in
addition to their right to bring up matters for discussion
at the meeting with the permission of the Chairman.
Information and data that is important to the Board to
understand the business of the Company in general
and related matters are tabled for discussion at
the meeting. Agenda is circulated in writing to the
members of the Board well in advance of the meeting.

Additional meetings are also convened as and when
required. In case of exigency, resolutions are passed
by circulation as provided under the Companies Act,
2013, which are noted at a subsequent meeting of the
Board or Committee thereof.

The Company also offers video conferencing facility
to the Directors to enable them to participate through
video conferencing, in case they are not able to attend
in person, as may be permitted under law.

The meetings of the Board of Directors are generally
held at the Company’s Registered Office in New
Delhi. The detailed agenda notes, along with other
explanatory statements, are circulated generally
at least 7 days before the day of meeting among
the members for focused discussion and effective
decision-making during the meeting. However, the
agenda items containing unpublished price sensitive
information and agenda at shorter notice are tabled
at the relevant meeting of Board/ Committee, with the
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permission of Chairperson and all Directors present
during the meeting.

The Company Secretary attends all the meetings of the
Board and Committees and prepares draft minutes of
such meetings, which are duly circulated to members
within fifteen days of the conclusion of the meeting
for their comments. The directors communicate their
comments on the draft minutes within seven days from
the date of circulation thereof. A statement of comments
received from directors is placed before the Chairman
& Managing Director/Chairperson of the respective
Committee for consideration and approval thereof.
The approved minutes of proceedings of each Board/
Committee meeting are duly recorded in the minute
book within thirty days of conclusion of the meeting.

For follow up mechanism, an Action Taken Report (ATR)
on the decisions of the Board/Committee is placed in
subsequent meetings of respective Board/Committee,
which helps in effective review of decisions taken.

Information placed before the Board of Directors

The Board has complete access to all information
pertaining to the Company. If required, senior
management officials are also called during the
meeting to provide additional inputs on the matters
being discussed by the Board/Committee. The
information usually provided to the Board for its
consideration includes the following:

Annual operating plans and budgets and any
updates.

ii. Capital budgets and any updates.

iii. Quarterly results and its operating divisions or
business segments.

iv. Minutes of meetings of audit committee and other
committees of the board of directors.

v.  The information on recruitment and remuneration
of senior officers just below the level of board of
directors, including appointment or removal of
Chief Financial Officer and the Company Secretary.

vi. Show cause, demand, prosecution notices and
penalty notices, which are materially important.

vii. Fatalorserious accidents, dangerous occurrences,
any material effluent or pollution problems.

viii. Any material default in financial obligations to and
by the listed entity, or substantial non-payment for
goods sold by the listed entity.

ix. Transactions that involve substantial payment
towards goodwill, brand equity, or intellectual
property.

x. Compliance of various laws by the Company.

xi. Action taken report on matters desired by the
Board.

xii. Disclosure of interests made by directors to the
Company.

xiii. Quarterly report on Corporate Governance filed
with the Stock Exchanges.

xiv. Quarterly report on investors Grievance redressal
filed with the Stock Exchanges. All other
information required to be presented to the Board
for information or approval.

xv. Non-compliance of any regulatory, statutory or
listing requirements and shareholders service
such as non-payment of dividend, delay in share
transfer etc.

Disclosure of Relationship between directors inter-se

None of the Directors of the Company are related
inter-se. The power to appoint/nominate Directors on
the Board of the company vests with President of India
acting through Ministry of Railways.

Number of shares and convertible instruments held
by non-executive directors

As disclosed by them, none of the non-executive
directors held any share of IRCTC during FY 2020-21.

Web-link for Familiarization Programme/Training
programme for Directors

Upon appointment, the newly appointed Directors
are provided a welcome kit detailing their roles and
responsibilities and necessary information on their legal
and regulatory obligations and orientation with respect
to the Company’s vision, mission, strategic direction,
core values, financial matters and business operations
is given through necessary documents/brochures,
reports and internal policies including Annual reports,
Memorandum and Articles of Association, MOUs
between IRCTC and Ministry of Railways which help
familiarise them with the Company’s procedures,
practices and risk profile. Orientation is mandatory for
newly-appointed Directors on the Company’s Business
and its activities. The details of such familiarisation
programmes are disclosed on the company’s website
https://www.irctc.com/assets/images/DETAILS-OF-
FAMILIARIZATION-PROGRAMMES-TO-IRCTC'S-
BOARD-OF-DIRECTORS.pdf.

In addition, the Company has formulated a Training
Policy for Board Members of the Company, which is
available at web link https://www.irctc.com/assets/
images/training_policy_for_directors_irctc-new.pdf.
The Company’s Directors are nominated from time to
time to attend on various relevant topics organized by
DPE, SCOPE and other prestigious institutions.
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The attendance of each director at the Board Meetings held during the year 2020-21 and at the last AGM

Sl. Directors Name alongwith Director Number of Board meetings Attendance
No. Identification Number (DIN) Meeting held Meetings at the last AGM*
during respective Attended (held on
tenures of 27.10.2020)
Directors
1. Shri Mahendra Pratap Mall 5 5 Present

(DIN 02316235)
Chairman & Managing Director
(up to 31.01.2021)
2. Smt. Rajni Hasija 6 6 Present
(DIN 08083674)
Director (Tourism & Marketing) and Chairman &
Managing Director
(Additional Charge w.e.f. 03.02.2021)
3. Shri Ajit Kumar 6 6 Present
(DIN: 07247362)
Director (Finance) (w.e.f. 29.05.2020)
4. Shri Neeraj Sharma 6 5 Absent
(DIN 08177824)
Executive Director (PM), Railway Board
5. Shri Vinay Srivastava 6 5 Present
(DIN 08638850)
Executive Director (PSU), Railway Board
6. Prof. Sachin Chaturvedi 3 3 NA
(DIN: 07960871)
(up to 9™ October, 2020)
7. Shri Comal Ramachandran Sundaramurti 3 3 NA
(DIN: 07965899)
(up to 12" October, 2020)
8. Ms. Sarita Despande 6 6 Present
(DIN: 08098222)
(up to 28" March, 2021)

*Pursuant to the General Circular dated May 5, 2020 read with Circulars dated April 8, 2020 and April 13, 2020 issued by the Ministry of Corporate Affairs
(“MCA Circulars”) and SEBI Circular dated May 12, 2020, the 21t Annual General Meeting of IRCTC was held through Video Conferencing/Other Audio Visual
Means.

Details of Directorships, and Memberships/ Chairpersonships of Committee in other companies as on 31 March 2021

S. Directors Name along with Director Number of Number of Committee Membership(s) held in
No. Identification Number (DIN) Directorships Other companies as on 31.03.2021 (including
held in other IRCTC)
Companies as on As As Member**
31.03.2021* Chairman*™*
1. Shri Mahendra Pratap Mall NIL NA NA

(DIN 02316235)
Chairman & Managing Director
(up to 31.01.2021)

2. Smt. Rajni Hasija NIL NIL 2
(DIN 08083674) (Audit Committee)
Director (Tourism & Marketing) and & (Stakeholders
Chairman & Managing Director (Additional Relationship/ Grievance
Charge) w.e.f. 03.02.2021) Committee) IRCTC
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* Does not include Directorship in Section 8 Companies and Foreign Companies.

S. Directors Name along with Director Number of Number of Committee Membership(s) held in
No. Identification Number (DIN) Directorships Other companies as on 31.03.2021 (including
held in other IRCTC) Q
Companies as on As As Member** §
31.03.2021* Chairman** §_
3. Shri Ajit Kumar NIL NIL NIL %
(DIN: 07247362) 3
Director (Finance) (w.e.f. 29.05.2020) %‘
4 ShriNeeraj Sharma NIL 1 1 z
(DIN 08177824) (Audit Committee) (Stakeholders
Executive Director (PM), Railway Board IRCTC Relationship Committee)
IRCTC
5. Shri Vinay Srivastava i) Rites Limited 3 2
(DIN 08638850) ii) Rail Vikas Nigam (Stakeholders (Audit Committee of
Executive Director(PSU), Railway Board Limited Grievance Railtel Corporation of 7
iii) Konkan Railway Committee) IRCTC | India Limited and IRCTC g..
Corporation Limited Audit Committee Limited) o
iv) Railtel Corporation & Stakeholders <
of India Limited Grievance _E
Committee of RITES g
Limited &
6. Prof. Sachin Chaturvedi i) Reserve Bank NA NA
(DIN: 07960871) Information
(up to 9" October, 2020) Technology Private
Limited
7. Shri Comal Ramachandran Sundaramurti NIL NA NA
(DIN: 07965899) =
(up to 121" October, 2020) S
8. Ms. Sarita Despande NIL NA NA a
(DIN: 08098222) g
(up to 28" March, 2021) o
§
w

** For the purpose of reckoning the limit, Chairmanship/Membership of Audit Committee and Stakeholders Relationship/Grievance Committee alone has been
taken into consideration.

Name of the listed entities where the person is a director and the category of directorship

Name of Director Name of listed entity

Shri Vinay Srivastava 1. RITES Limited
2. Rail Vlkas Nigam Limited

3. Railtel Corporation of India Limited

Category of Directorship

Government Nominee

Notes:
()  The Company being a CPSE, all Directors are appointed/ nominated by the Government of India.

(i) Directors/KMPs do not have any pecuniary relationships or transactions with the Company (except remuneration,
including sitting fees, as they are entitled) ;

(iiiy None of the directors of the Company held office of director at any point of time in more than ten (10) public companies
including seven (7) listed companies.

(iv) None of the directors of the Company is a member in more than ten (10) committees or a chairperson of more than five
(5) committees across all the companies in which he is a director.

(v) None of the whole-time directors of the Company serve as an independent director in any other listed company.

(vi) Video-conferencing facilities are also used to facilitate Directors at other locations to participate in Board/Committee
meetings as per Secretarial Standards.
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m. Number of Board meetings along with the dates

The Board of Directors met six times during financial year 2020-21. The details of Board Meetings held during 2020-21 are

given below:

Sl. Board Meeting Date of Meeting Board Strength No. of Directors present % of

No. Number In Person | Through Video | Attendance of
Conferencing | Board Meeting

1. *o7*n 10" July,2020 8 3 5 100

2. 108" 18" August, 2020 8 3 5 100

3. 109" 11" September, 2020 8 3 5 100

4. 10" 12" November, 2020 6 4 0 66.6

5. 28" January, 2021 6 5 1 100

6. 12" 24" March, 2021 5 3 2 100

*In view of the difficulties arising due to resurgence of Covid-19, 107" Board meeting was held in accordance with SEBI Circular No. SEBI/HO/CFD/CMD1/
CIR/P/2020/110 dated June 26, 2020 read with Circular No. SEBI/HO/CFD/CMD1/CIR/P/2020/38 dated March 19, 2020 and MCA General Circular No. 11/2020

dated March 21, 2020.

During the financial year 2020-21, no meeting could
have been held in tourist destinations in accordance
with the requirement of Department of Public
Enterprises OM F. NO. 18(17)/2005-GM dated 18" July,
2018 due to the surge in Covid-19 cases across India.

n. Board Independence

During FY2020-21, all the Independent Directors on
the Board of IRCTC provided a declaration that they
met the criteria of independence in accordance with
the provisions of Section 149(7) of Companies Act,
2013, Schedule IV and Regulation 16 of the Securities
and Exchange Board of India (Listing Obligations and
Disclosure Requirements) Regulations. In the opinion
of the Board, the Independent Directors have requisite
integrity, expertise, specialised knowledge, experience
and proficiency.

Further, none of the Directors are debarred from
holding office as Director by virtue of any order of the
Securities and Exchange Board of India or any other
authority.

o. Detailed reasons for resignation of an independent
director

None of the Independent Directors have resigned from
the Company before the expiry of his/her tenure during
the financial year 2020-21. However, the tenure of all
the three independent directors, namely, Prof. Sachin
Chaturvedi, Shri Comal Ramachandran Sundaramurti
and Ms. Sarita Deshpande was completed on 9"
October, 2020 12" October, 2020 and 28™ March,
2021 respectively.

3.0 COMMITTEES OF BOARD

To facilitate the expeditious consideration and arriving at
decisions with focus on the affairs of the company, the

Board has delegated certain matters to the committees of
the Board set up for the purpose. The details of Committees
of the Board are mentioned below:

1. Audit Committee;

Nomination & Remuneration Committee;
Stakeholders Relationship/Grievance Committee
CSR and SD Committee;

Risk Management Committee;

Investment Committee;

No s W

Share Transfer Committee;

During the year, the Committees of the Board of Directors
as mentioned above were reconstituted from time to time
due to the change in composition of the Board of Directors
of the Company.

There was no instance during the year, where the Board
had not accepted the recommendation(s) of committee(s)
of the board, which is mandatorily required to be
recommended by the committee(s) for the approval of the
Board of Directors.

4.0 AUDIT COMMITTEE

a.

Terms of reference

The terms of reference of the Audit Committee specified
by the Board are in accordance with the Section 177 of
Companies Act, 2013 read with Regulation 18 and Part C of
Schedule Il of SEBI (LODR) Regulations, 2015, are as under:

(i) oversight of the Company financial reporting process
and the disclosure of its financial information to ensure
that the financial statement is correct, sufficient and
credible;

(i) recommendation to the Board for remuneration of
statutory auditors
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(iiiy approval of payment to statutory auditors for any other
services rendered by the statutory auditors;

(iv) reviewing, with the management, the annual financial
statements and auditor’s report thereon before
submission to the board for approval, with particular
reference to:

a. matters required to be included in the director’s
responsibility statement to be included in the
board’s report in terms of clause c of sub-section
(3) of Section 134 of the Companies Act, 2013;

b. changes, if any, in accounting policies and
practices and reasons for the same;

c.  majoraccounting entriesinvolving estimates based
on the exercise of judgment by management;

d. significant adjustments made in the financial
statements arising out of audit findings;

e. compliance with listing and other legal
requirements relating to financial statements;

f.  disclosure of any related party transactions;
g. modified opinion(s) in the draft audit report;

(v) reviewing, with the management, the quarterly
financial statements before submission to the board
for approval;

(vi) reviewing, with the management, the statement of
uses / application of funds raised through an issue
(public issue, rights issue, preferential issue, etc.), the
statement of funds utilized for purposes other than
those stated in the offer document/ prospectus/ notice
and the report submitted by the monitoring agency
monitoring the utilisation of proceeds of a public or
rightsissue, and making appropriate recommendations
to the board to take up steps in this matter;

(vii) reviewing and monitoring the auditor’s independence
and performance and effectiveness of audit process;

(viii) approving or any subsequent modification of
transactions of the listed entity with related parties;

(ix) scrutinising inter-corporate loans and investments;

(X) valuation of undertakings or assets of the listed entity,
wherever it is necessary;

(xi) evaluating internal financial controls and risk
management systems;

(xii) reviewing, with the management, performance of
statutory and internal auditors, adequacy of the internal
control systems;

(xiii) reviewing the adequacy of internal audit function,
if any, including the structure of the internal audit
department, staffing and seniority of the official
heading the department, reporting structure coverage
and frequency of internal audit;

(xiv) discussing with internal auditors of any significant
findings and follow up there on;

(xv) reviewing the findings of any internal investigations
by the internal auditors into matters where there is
suspected fraud or irregularity or a failure of internal
control systems of a material nature and reporting the
matter to the board;

(xvi) discussing with statutory auditors before the audit
commences, about the nature and scope of the audit
as well as post-audit discussion to ascertain any area
of concern;

(xvii)looking into the reasons for substantial defaults in
the payment to the depositors, debenture holders,
shareholders (in case of non-payment of declared
dividends) and creditors;

(xviii) reviewing the functioning of the whistle blower
mechanism;

(xix) approving the appointment of the chief financial officer
after assessing the qualifications, experience and
background, etc. of the candidate;

(xx) Carrying out any other function as is mentioned in the
terms of reference of the audit committee.

(xxi) reviewing the utilisation of loans and/ or advances from/
investment by the holding company in the subsidiary
exceeding ¥ 100 crore or 10% of the asset size of the
subsidiary, whichever is lower including existing loans
/ advances / investments existing as on the date.

Review of Information by Audit Committee
The audit committee reviews the following information:

1. management discussion and analysis of financial
condition and results of operations;

2. statement of significant related party transactions
(as defined by the audit committee), submitted by
management;

3. management letters / letters of internal control
weaknesses issued by the statutory auditors;

4. internal audit reports relating to internal control
weaknesses;
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appointment, removal and terms of remuneration of b.

the chief internal auditor shall be subject to review by

the audit committee.

statement of deviations:

Composition of the Committee

The Committee has been reconstituted as and when there has
been a change in directors. The Committee was reconstituted
latest on 29" March, 2021. As on 3T March, 2021, the Audit
Committee comprised of the following members:

a) Quarterly statement of deviation(s) including report

of monitoring agency, if applicable, submitted to S. Name of Members Position
stock exchange(s) in terms of Regulation 32(1) of No.
SEBI (LODR) Regulations, 2015. 1. Shri Neeraj Sharma Chairman
b) Annual statement of funds utilized for purposes Part-time Government Director
other than those stated in the offer document/ 2. Shri Vinay Srivastava Member
prospectus/notice in terms of Regulation 32(7) of Part-time Government Director
SEBI (LODR) Regulations, 2015. 3. Smt. Rajni Hasija Member
Director (Tourism & Marketing) &
CMD (Additional Charge)

c. Meetings and Attendance during the year

The Audit Committee met 6 (six) times during the financial year 2020-21. As per Companies Act, DPE’s Guidelines on Corporate

Governance and SEBI LODR, not more than 120 days was elapsed between two consecutive meetings during the year.

The details of Audit Committee Meetings held during the year 2020-21 are given below:

S. Audit Committee Meeting Date of Meeting Committee Strength No. of Members present

No. Number

1. *bH4h 101 July, 2020 4 4

2. bhh 18" August, 2020 4 4

3. be" 11" September, 2020 4 4

4. 57" 12" November, 2020 4 3

5. 58" 28" January, 2021 4 4

6. 59" 24" March, 2021 4 4

* In view of the difficulties arising due to resurgence of Covid-19, 54" Meeting of Audit Committee was held in accordance with SEBI Circular No. SEBI/HO/CFD/

CMD1/CIR/P/2020/110 dated June 26, 2020 read with Circular No. SEBI/HO/CFD/CMD1/CIR/P/2020/38 dated March 19, 2020 and MCA General Circular No. 11
/2020 dated March 21, 2020.

Attendance of each member at the Audit Committee meetings held during 2020-21is as under:

SI. Name of Members Position Number of Meetings

No. Held Attended % of

during the Attendance
tenure of In Through video
Director | person| conferencing

1. Shri C.R. Sundaramurti Chairman (upto 12.10.2020) 3 0 3 100%
Independent Director

2. Prof. Sachin Chaturvedi Member (upto 09.10.2020) 3 0 3 100%
Independent Director

3. Ms. Sarita Deshpande Chairperson (since 6 3 3 100%
Independent Director 1310.2020 to 28.03.2021)

4. Shri Neeraj Sharma Chairman (w.e.f 29.03.2021) 6 0 5 83%
Part-time Government Director

5. Shri Vinay Srivastava Member (w.e.f1310.2020) 3 0 3 100%
Part-time Government Director

6. Smt. Rajni Hasija Member (w.e.f1310.2020) 3 3 0 100%
Director (Tourism & Marketing) &
CMD (Additional Charge)
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5.0NOMINATION AND

Mrs. Suman Kalra, Company Secretary & Compliance
Officer is the Secretary to the Committee.

Director (Finance) & CFO is a permanent invitee to the
meetings of Audit Committee.

The meetings are also attended by the GGM (Finance),
Internal Auditor, representative of Statutory Auditors/
Cost Auditors as special invitees, as and when required.
Senior functional executives are also invited subject to
their requirement to provide necessary inputs to the
Ccommittee.

All the recommendations of the Audit Committee were
accepted by Board of Directors during 2020-21.

REMUNERATION
COMMITTEE

As per Section 178 of the Companies Act, 2013 and
Regulation 19 of SEBI (LODR) Regulations, 2015, the
Company is required to constitute the Nomination
and Remuneration committee. However, MCA vide its
notification dated 05.06.2015 has exempted Government
Companies from applicability of Section 178 (2), (3), & (4)
of the Act which deals with appointment, remuneration
and evaluation of performance of directors etc. Similar
exemption from SEBI for applicability of Regulation 19 is still
awaited.

IRCTC has constituted a Nomination and Remuneration
Committee (NRC) to review and approve pay and
allowances including Performance Related Payments (PRP)
payable to Board level and below Board level executives
within the framework of the DPE Guidelines.

Terms of reference

The role of the nomination and remuneration committee,
inter-alia, is as under:

(i) identifying persons who may be appointed in senior
management’ in accordance with the criteria laid
down, recommend to the Board, their appointment and
removal;

(i) Recommending to the board, all remuneration, in
whatever form, payable to senior management;

(i) Deciding the Annual Bonus/ Variable pay pool/
Performance related pay and policy for its distribution
across the executives and non-unionized supervisors,
within the prescribed limits and as per the guidelines
issued in this regard by the Government of India.

(iv) Formulating and modifying of schemes for providing
perks and allowances for executives;

(v) Formulating a new scheme of compensation to
executives and non-executives as the case may be;

(vi) Framing suitable policies and systems to ensure that
there is no violation, by an employee of any applicable
laws in India or overseas, including:

a. The Securities and Exchange Board of India
(Prohibition of Insider Trading) Regulations, 2015,
or

b. The Securities and Exchange Board of India
(Prohibition of Fraudulent and Unfair Trade
Practices relating to the Securities Market)
Regulations, 2003; and

(vii

Performing such other activities as may be delegated
by the Board and/or are statutorily prescribed under
the Companies Act, 2013, SEBI Regulations and DPE
Guidelines or any other law in force.

#Applicable only w.rt appointment of senior management. “Senior
Management” shall mean officers /personnel of the Company who are
members of its core management team excluding Board of Directors
and shall include all members one level below the Chief Executive
Officer / Managing Director / Whole time director / Manager (including
CEO / Manager, in case they are not part of the board) and
specifically includes Company Secretary and Chief Financial Officer

(CFO) (below the Board level) and the functional heads.
Composition of the Committee

The Committee has been reconstituted as and when
there has been a change in directors. The Committee
was reconstituted latest on 29" March, 2021. As on 31
March, 2021, the Nomination and Remuneration Committee
comprised the following members:

S. Name of Members Position

No.

1. Shri Neeraj Sharma Chairman
Part-time Government Director

2. Shri Vinay Srivastava Member
Part-time Government Director

3.  Smt. Rajni Hasija Member
Director (Tourism & Marketing) &
CMD (Additional Charge)

Mrs. Suman Kalra, Company Secretary & Compliance
Officer is the Secretary to the Committee.

GGM (HRD) is permanent invitee to the Meeting of the
Nomination and Remuneration Committee.
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c. Meeting and Attendance during the year
The Nomination and Remuneration Committee met once during the financial year 2020-21. The details of which are given below:
S. Nomination & Remuneration Date of Meeting Committee Strength No. of Members present
No. Committee Meeting Number
1. 18" 9™ July, 2020 4 4
The details of the meetings of the committee held during the financial year 2020-21 and attendance by the members are as
under:
Sl. Name of Members Position Number of Meetings
No. Held Attended % of
during the Attendance
tenure of In Through video
Director | person| conferencing
1. Shri C.R Sundaramurti Chairman (upto 121" 1 0 1 100%
Independent Director October, 2020)
2. Prof. Sachin Chaturvedi Member (upto 9" October, 1 0 1 100%
Independent Director 2020)
3. Ms. Sarita Deshpande Chairperson (w.e.f 13" 1 0 1 100%
Independent Director October, 2020 upto 28"
March, 2021)
4. Shri Neeraj Sharma Chairman 1 0 1 100%
Part-time Government Director (w.e.f. 29.03.2021)
5. Shri Vinay Srivastava Member (w.e.f 13" October, 0 0 0 -
Part-time Government Director 2020)
6. Smt. Rajni Hasija Member (w.e.f 29" March, 0 0 0 -
Director (Tourism & Marketing) & 2027)
CMD (Additional Charge)
d. Performance Evaluation of Board Members 6.0REMUNERATION OF KEY MANAGERIAL
Ministry of Corporate Affairs (MCA) vide its circular dated PERSONNEL (KMPS)
June 5, 2015 has exempted Government Companies from Remuneration of Whole-time (Executive) & KMPs
the provisions of section 178(2) of the Companies Act, 2013,
which requires performance evaluation of every director by Being a Central Public Sector Undertaking and Government
the Nomination & Remuneration Committee. The circular Company, the whole-time directors are appointed by the
further exempted Govt. Companies from the provisions of President of India through the Ministry of Railways and draw
Section 134 (3) (p) of Companies Act 2013, which provides remuneration as per Industrial Dearness Allowance (IDA)
about manner of formal evaluation of its own performance pay scales pre-determined by the Government and as per
by the Board and that of its Committees and Individual the terms and conditions of their appointment issued by the
Director in Board’s Report, if directors are evaluated by the Government.
Ministry which is administratively in-charge of the Company
as per its own evaluation methodology. The details of the remuneration paid to Key Managerial
Personnel (KMPs) of the Company during the financial year
Details with respect to Performance Evaluation of Board 2020-21 are given below:
Members are mentioned elsewhere in the Directors Report.
(in%)
S. Name of Salary Perks Other Performance | Contribution [ Contribution Total
No Directors Benefits Award to PF to NPS/ FSC
1. Shri Mahendra 60,41,561 - 3,89,955 14,52,879 3,21,014 2,56,196 84,61,605
Pratap Mall
Chairman &
Managing Director
(upto 31.01.2021)
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(inR)

No

Name of
Directors

Salary

Perks

Other
Benefits

Performance
Award

Contribution
to PF

Contribution
to NPS/ FSC

Total

Smt. Rajni Hasija
Director (Tourism
& Marketing)

Shri Ajit Kumar
(Director Finance)
(w.ef. 29.05.2020)
Smt. Suman Kalra
Company
Secretary&
Compliance
Officer

Shri Ajai
Sirivastava

CFO (up to
09.07.2020)

Total

39,06,484

323,630

23,08,772

7,24,666

1,61,95,113

9,60,364

715,270

1,84,393

2,05,226

20,65,253

379,219

13,54,786

377,873

3,01,558

72,80,284

32,903

10,56,796

2,54,719 -

6,05,560

1,37,742

35,50,967

310,412

1,93,721

44,093

12,4713

4741742

34,46,686

11,44,630

2,50,74,947

Remuneration to Government nominee Directors

The Government nominee Directors nominated on the Board by Ministry of Railways, do not draw any remuneration from the
Company for their role as director, but draw their remuneration under Central Dearness Allowance (CDA) pay scales from the
Government of India as government officials.

Remuneration of Independent Directors

The independent Directors are not paid any remuneration except sitting fees of ¥ 15,000/- for attending each meeting of the
Board or Committee thereof as fixed by Board which is within the limits prescribed under the Companies Act, 2013 and rules
thereunder. The details of the sitting fee paid to Independent directors during the year 2020-21 are given below:

(in%)
SI. Name of Independent Director Sitting fee* Total
No. Board Meetings Committee
Meetings
1. Prof. Sachin Chaturvedi 45,000/- 75,000/- 1,20,000/-
Independent Director
(up to 09.10.2020)
2. Shri Comal Ramachandran Sundaramurti 45,000/- 1,05,000/- 1,50,000/-
Independent Director
(up 10 12.10.2020)
3. Ms.Sarita Deshpande 90,000/- 2,25,000/- 3,15,000/-
Independent Director
(up to 28.03.2021)
Total 1,80,000/- 4,05,000/- 5,85,000/-

*In addition to sitting fee, Independent Directors are also reimbursed boarding/lodging/conveyance expenses incurred for attending meetings of the Board/
Committees.
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7.0 STAKEHOLDERS RELATIONSHIP/ GRIEVANCE
COMMITTEE

dividends and ensuring timely receipt of dividend
warrants/annual reports/statutory notices by the
shareholders of the company.

a. Terms of Reference
Composition, Meeting and Attendance
The role of the Stakeholders Relationship/Grievance ' _
Committee as specified as in Part D of the Schedule Il of The Committee has been reconstituted as and when
SEBI (LODR) Regulations, 2015, is as under: there has been a change in directors. The Committee was
reconstituted latest on 29" March, 2021. As on 31 March,
() Resolving the grievances of the security holders 2021, the Stakeholders Relationship/ Grievance Committee
of IRCTC including complaints related to transfer/ comprised of the following members:
transmission of shares, non-receipt of annual report,
non-receipt of declared dividends, issue of new/ S. Name of Members Position
duplicate certificates, general meetings etc. No.
1. Shri Vinay Srivastava Chairman
(if) Re\A/ievaof measures taken for effective exercise of Part-time Government Director
voting rights by shareholders. 2. Shri Neeraj Sharma Member
(il) Review of adherence to the service standards adopted Part—time. C.Eover.r.wment Director
by IRCTC in respect of various services being rendered 3. Smt. Rajni Ha?sua ‘ Member
by the Registrar & Share Transfer Agent. Director (Tourism & Marketing) &
CMD (Additional Charge)
(iv) Review of the various measures and initiatives taken
by IRCTC for reducing the quantum of unclaimed Mrs. Suman Kalra, Company Secretary& Compliance Officer
is the Secretary to the Committee.
The Committee met once during the year 2020-21. The details of which are given below:
S. Stakeholders Relationship Date of Meeting Committee Strength No. of Members present
No. /Grievance Committee
Meeting Number
1. 2M 12" November, 2020 3 3
The details of the meetings of the Committee held and attendance by the members are as under:
S. Members Position Number of Meetings
No. Held Attended % of
during the Attendance
tenure of In Through video
Director | person| conferencing
1. Prof. Sachin Chaturvedi Chairman 0 - - -
Independent Director (up to 0910.2020)
2. Shri Vinay Srivastava Chairman 1 0 1 100%
Part-time Government Director (w.e.f. 10.10.2020)
3. Ms. Sarita Deshpande Member 1 1 0 100%
Independent Director (up to 28.03.2021)
4. Smt. Rajni Hasija Member 1 1 0 100%
Director (Tourism & Marketing)
5. Shri Neeraj Sharma Member (w.e.f 29.03.2021) 0 - - -
Part-time Government Director
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c. Redressal of Investors’ Grievance

The Company addresses all complaints, suggestions and grievances of the investors expeditiously and resolves them within
specified timeline.

No request for share transferis pending beyond 30 days. All requests for de-materialisation of shares processed and confirmation
communicated to investors and Depository Participants normally within 10-12 working days by RTA.

37 grievances were received from the shareholders and all of them were disposed off during the Financial Year 2020-21

d. Settlement of Grievances

Investors may register their complaints in the manner stated below:

SI. Nature of Complaint Contact Action to be taken
No.
1. Dividend (Interim Dividend) and| Alankit Assignments Limited, Letter on plain paper stating the
matters pertaining to IPO/OFS; Address: 4E/2 Jhandewalan Extension nature of complaint and shall mention
For Physical Shares- New Delhi — 110055 Folio/ DPID/ Client ID No; lodging of
Change of address, status, Bank| Phone No.OVl- 42541234/ O11- 42541954 original shares and other documents/
account, mandate, ECS mandate etc. | Fax No: O11- 42541201 Instruments as the case may be.
Web site : www.alankit.com
e-mail: virenders@alankit.com
rta@alankit.com and jksingla@alankit.com
2. Forshares held in Demat- Depository Participant (DP) with the As per instructions of respective DP.
Change of address, status, Bank| Shareholder is maintaining his/her
account, mandate, ECS mandate etc.| account.
3. Complaints of any other category Company Secretary On plain paper stating nature of
Indian Railway Catering and Tourism complaint, folio/DPID/Client ID No.,
Corporation Limited. Name and address, email ID and
Phone: 011-23327746 contact details.
investors@irctc.com
8.0 CSR AND SD COMMITTEE

a. Terms of Reference

The Terms of Reference of CSR and SD Committee as specified in Companies Act, 2013 and Rules made thereunder is placed
below:

To formulate and recommend to the Board, a CSR policy which will indicate the activities to be undertaken by the Company
in accordance with Schedule VII of the Companies Act, 2013;

To review and recommend the amount of expenditure to be incurred on the activities referred to in clause (i);

To monitor the CSR policy of the Company from time to time;

To recommend/review CSR projects / programmes / proposals, falling within the purview of Schedule VIl of the Companies

Act, 2013;

To assist the Board of Directors to formulate strategies on CSR initiatives of the Company;

Any other matter as the CSR Committee may deem appropriate after approval of the Board of Directors or as may be
directed by the Board of Directors from time to time.

b. Composition, Meeting and Attendance

The Committee has been reconstituted as and when there has been a change in directors. During the year, The Committee was
reconstituted latest on 29" March, 2021. As on 31t March, 2021, the CSR & SD Committee comprised of the following members:

S.

No.

Members

Position

1.

Smt. Rajni Hasija

Director (Tourism & Marketing) & CMD (Additional Charge)

Shri Neeraj Sharma

Part-time Government Director
Shri Ajit Kumar

Director (Finance)

Chairperson

Member

Member
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Mrs. Suman Kalra, Company Secretary & Compliance Officer is the Secretary to the Committee.

Mr. Sandip Trivedi (GGM HRD), being the nodal officer of the CSR & SD Committee is permanent invitee to the meetings of the

Committee.

The Committee met 4 (Four) times during the year 2020-21. The details of which are given below:

S. CSR & SD Committee Meeting | Date of Meeting Committee Strength No. of Members present

No. Number

1. 29" 9™ July, 2020 4 4

2. 30" 11" November, 2020 4 3

3. 3¢ 28" January, 2021 4 4

4 32 24" March, 2021 4 4

The details of the meetings of the Committee held and attendance by the members are as under:

SI. Name of Members Position Number of Meetings

No. Held Attended % of

during the Attendance
tenure of In Through video
Director | person| conferencing

1. Shri Mahendra Pratap Mall Chairman 3 3 0 100%
Chairman & Managing Director (up to 31.01.2021)

2. Smt. Rajni Hasija Chairperson 1 1 0 100%
Director (Tourism & Marketing) & (w.e.f 01.02.2021)
Chairman & Managing Director
(Additional Charge)

3. Shri Ajit Kumar Member 3 3 0 100%
Director (Finance) (w.e.f.1310.2020)

4. Shri Neeraj Sharma Member 4 0 3 75%
Part-time Government Director

5. Prof. Sachin Chaturvedi Member 1 0 1 100%
Independent Director (up to 0910.2020)

6. Ms. Sarita Despande Member 4 3 1 100%
Independent Director (up to 28.03.2021)

9.0RISK MANAGEMENT COMMITTEE

(vi) Suggestimprovements to risk managementtechniques
and lift management awareness.

a. Terms of Reference
(vii) Provide quarterly updates to Board through the
The Terms of Reference of Risk Management Committee Audit Committee on the current risk management
in accordance with provisions of SEBI (LODR) Regulations, procedures and status of key risks.
2015, in brief, is mentioned below:
(viii) Monitor emerging issues and share best practices.
()  Ensure compliance with Risk Management Policy.
(i)  Review adequacy and effectiveness of business risk () Monitor business risk reporting
management (X) Ensure communication of policies and standards to
(i) Review the organization wide risk portfolio and successive levels of management
consider it against the risk appetite.
(xi) Consideration of any other item which may be
(iv) Define the risk appetite for the company. Advice delegated in this regard by the Board of Directors.
business units / support functions on risk initiatives.
(xii) Any other role assigned for the Committee due to
(v) Review and approve changes in the risk appetite of changes/modification in the Companies Act. 2013,
the company. SEBI Regulations and DPE Guidelines.
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b. Composition, Meeting and Attendance

The Committee has been reconstituted as and when there has been a change in directors. During the year, The Committee was

reconstituted latest on 29" March, 2021. As on 31t March, 2021, the Risk Management Committee comprised the following members: g
o
S. Members Position §
No. %
1. Smt. Rajni Hasija Chairperson §
Director (Tourism & Marketing) & CMD (Additional Charge) %
2. Shri Neeraj Sharma Member z
Part-time Government Director
3. Shri Ajit Kumar Member

Director (Finance)

Shri Gaisingam Kabui, GGM (Finance) as Chief Risk Officer and Law Officer are permanent invitees to the meetings of the

Committee.
=
Mrs. Suman Kalra, Company Secretary& Compliance Officer is the Secretary to the Committee. =3
c
=4
The Committee met twice during the year 2020-21. The details of which are given below: é
o]
S. Risk Management Committee | Date of Meeting Committee Strength No. of Members present %
No. Meeting Number g_
0
1. 9" 9" July, 2020 5 5
2. 10" 10" November, 2020 4 3

The details of the meetings of the Committee held and attendance by the members are as under:

SI. Name of Members Position Number of Meetings -
No. Held Attended % of 3
during the Attendance a
tenure of In Through video 2
Director | person| conferencing g
1. Shri Mahendra Pratap Mall Chairman 2 2 0 100% %
Chairman & Managing Director (up to 31.01.2021) %
2. Smt. Rajni Hasija Chairperson 2 2 0 100% ¢
Director (Tourism & Marketing) & (w.e.f 01.02.2021)
Chairman & Managing Director
(Additional Charge)
3. Shri Neeraj Sharma Member 2 0 1 50%
Part-time Government Director
4. Prof. Sachin Chaturvedi Member 1 0 1 100%
Independent Director (up to 0910.2020)
5. Ms. Sarita Deshpande Member 2 1 1 100%
Independent Director (up to 28.03.2027)
6. Shri Ajit Kumar Member 0 - - -
Director (Finance) (w.e.f 29.03.2021)

10.0 OTHER FUNCTIONAL COMMITTEES

The Committee consists of Chairman & Managing Director,
Director (Finance) and Director (Catering Services). The
meetings of the committee are held as and when required,
and are attended by all the members.

1041 Investment Committee

In accordance with DPE guidelines, the Investment
Committee of IRCTC has been constituted to take
investment decisions for short-term deployment of surplus
funds as per financial delegation(s) of power for this

10.2Executive Board Committee

The Committee of Executive Board has been constituted to

purpose. The decisions taken by the Committee are put up
to the Board of Directors for information.

prepare and draft the policy (ies) of recruitment, absorption
and channels of promotion in IRCTC for employees up
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to E-6 and other issues including new ventures, growth
of business segments, operational performance of the
Company for the purpose of internal analysis etc.

The Committee consists of the Chairman & Managing
Director, Director (Finance), Director (Tourism & Marketing)
and Director (Catering Services).

The Executive Board met 7 (seven) times during the financial
year 2020-21 on 24" June, 2020, 30" June, 2020 27"
October, 2020, 12" November, 2020, 26" November, 2020,
12" January, 2021 and 29" January, 2021. The meetings
were attended by all the members of the Committee.

Mrs. Suman Kalra, Company Secretary is the Secretary to
the Committee.

Senior functional executives are also invited to attend the
meetings of the Executive Board, as and when required.

10.3 Administrative Committee

The Administrative Committee has been constituted to
deal with the matters related to approvals for opening
and closing of bank accounts; approaching the financial
institutions for seeking working capital facilities for the
Company’s projects; and matters including authorizing
the officials for registration with Excise, Income tax and
other applicable authorities and signing and executing
documents on behalf of the company.

The Committee comprises of the Chairman & Managing
Director, Director (Finance), Director (Tourism & Marketing)
and Director (Catering Services).

12.0 GENERAL BODY MEETINGS

Annual General Meeting (AGM)

Mrs. Suman Kalra, Company Secretary & Compliance
Officer is the Secretary to the Committee.

During the financial year 2020-21, 3 (Three) meeting of
Administrative Committee were held on 12" June, 2020,
28" August, 2020 and 21 September, 2020 and all
members of the Committee attended the meeting.

10.4Share Transfer Committee

The Share Transfer Committee considers the requests for
transfer/transmission of shares, issue of duplicate share
certificate, re-materialisation, split, consolidation, renewal
and issue of duplicate share certificates etc.

The Committee comprises of Director (Finance), Director
(Tourism & Marketing) and Company Secretary.

During the financial year 2020-21, 1 (one) meeting of Share
Transfer Committee was held on 5" November, 2020 and
all members of the Committee attended the meeting.

1.0 SEPARATE MEETING OF INDEPENDENT

DIRECTORS

In terms of provisions mentioned under SEBI (LODR)
Regulations, 2015, Section 149 and Code of Independent
Directors of the Companies Act, 2013, and DPE Guidelines,
a separate meeting of Independent Directors was held on
9" October, 2020.

All the Independent Directors attended the said meeting
and the minutes of the meeting were put up to the Board of
Directors.

Details of last three Annual General Meetings (AGM) of the company are as under:

AGM | Financial | Date Day Time Location Whether any Special
Year Resolution Passed
19t 201718 2709.2018 | Thursday 1500 Hrs.| Committee Room (Room Yes
No0.237), 2™ Floor, Rail i. To approve amendment
Bhawan, New Delhi - 110001 in object clause of
Memorandum of Association
of the Company.
ii. To adopt the new set of
Articles of Association of the
Company.
20" 2018-19 28.08.2019 | Wednesday | 1630 Hrs. | Committee Room (Room Yes
No.237), 2" Floor, Rail i. To alter the objects clause
Bhawan, New Delhi - 110001 of MoA
27 2019-20 2710.2020 | Tuesday 130 Hrs. | Through video conferencing | No
(“VC”)/ other Audio Visual
Means(“OAVM”)
(IRCTC Board Room)
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Pursuantto the pursuantto General Circular dated January 13,
2021, read with Circulars dated April 8, 2020, April 13, 2020
and May 5, 2020 issued by the Ministry of Corporate Affairs
(“MCA Circulars”) and SEBI Circular dated January 15, 2021
red with Circular dated May 12, 2020, and in compliance with
the provisions of the Act and the SEBI (Listing Obligations
and Disclosure Requirements) Regulations, 2015 [*SEBI
(LODR) Regulations”], the 22" Annual General Meeting of
IRCTC is proposed to be held through Video Conferencing/
Other Audio Visual Means. The Company will provide the
facility to shareholders to attend the said AGM electronically
and also enable shareholders to exercise their right to vote
through electronic means at the said AGM. Details regarding
participation in the said AGM and other relevant information
is appearing in the Notice of the 22" AGM of the Company.

Postal Ballot: During the financial year 2020-21, no postal
ballot process was conducted and no special resolution was
passed through postal ballot. No special resolution is proposed
to be conducted through postal ballot on immediate basis.

13.0 MEANS OF COMMUNICATION

The Company communicates with its stakeholders through
Annual Reports, Quarterly/ Annual Financial Results, news
releases, presentations etc. and disclosures made on the
Company’s website i.e. www.irctc.com from time to time.

» Annual Reports: The Annual Report containing, inter-
alia, Audited Financial Statements, Board’s Report,
Auditor’s Report, and other important information is
circulated to members and others entitled thereto.
The Company’s Annual Report is also available in
downloadable form on the Company’s website i.e.
www.irctc.com.

» Quarterly/ Annual Financial Results: The Company
regularly intimates un-audited as well as audited
financial results to the Stock Exchanges, immediately
after approval of the Board in accordance with the
time frame specified in SEBI LODR. The results are also
hosted on the website of the Company www.irctc.com
for wider circulation.

» News Releases, Presentations: Official news releases
and official media releases are generally sent to the
Stock Exchanges and are also available on the website
of the Company.

» Newspaper publication: These financial results as mentioned are normally published in the leading English and vernacular
newspapers having nationwide circulation. During 2020-21, quarterly results have been published as follows:

Newspaper edition

Quarter Date of Publication
Q1 ended 30" June, 2020 12-09-2020

Q2 and half year ended 30" 13-11-2020
September, 2020

Q3 and Nine Month ended 31* 29-01-2021
December, 2020

Q4 and Year ended 31 March, 2021 | 30-06-2021

Hindustan Times (English version), Mint (English
version), Hindustan (Hindi version)
Hindustan Times (English version), Mint (English
version), Hindustan (Hindi version)
Hindustan Times (English version), Mint (English
version), Hindustan (Hindi version)
Hindustan Times (English version), Mint (English

version), Hindustan (Hindi version)

» Print / Digital Media: During the Offer for sale,
campaigns were run through print / digital media,
creating investor awareness.

» Website: The Company’s website www.irctc.com
contains a separate dedicated section ‘Investor Relations’
where the information for shareholders is available.
Full Annual Report, Shareholding Pattern, Policies,
MOUs and Corporate Governance Report etc. are also
available on the web-site. Information, latest updates
and announcements regarding the Company can be
accessed at company’s website as mentioned below:

@® Quarterly/ Half-yearly/ Annual Financial Results
@® Quarterly Shareholding Pattern

@® Quarterly Corporate Governance Report

@ Transcripts of conferences with analysts

@ Intimations made to the stock exchanges from
time to time.

@® E-mail ID of the Company Secretary and
Compliance Officer and RTA exclusively for the
purpose of registering complaints by investors has
been displayed on the website under the head
“Investor Relations Investor Contact.”

» Webcast of Annual General Meeting: The Company
has provided live webcast of the proceedings of the 21
Annual General Meeting held on 27" October, 2020.

» NSE Electronic Application Processing System
(NEAPS): The NEAPS is a web-based application
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designed by the NSE for corporates. All periodical/
event-based compliance filings like shareholding
pattern, corporate governance report, media releases,
statement of investor complaints, among others are
filed electronically on the NEAPS.

BSE Corporate Compliance & Listing Centre
(“Listing Centre”): BSE's Listing Centre is a web-based
application designed for corporates. All periodical/
event-based compliance filings like shareholding
pattern, corporate governance report, media releases,
statement of investor complaints, among others are
filed electronically on the Listing Centre.

SEBI Complaints Redress System (SCORES): The
investor complaints are processed in a centralised
web-based complaints redressal system. The salient
features of this system are: centralised database of
all complaints, online upload of Action Taken Reports
(ATRs) by concerned companies and online viewing
by investors of actions taken on the complaint and its
current status.

Designated exclusive email-IDs: The Company has
designated email id investors@irctc.com for Investor
services.

14.0 GENERAL INFORMATION FOR SHAREHOLDERS

December 31, 2021 — Second week of February, 2022
March 31, 2022 — Fourth week of May, 2022

Annual General Meeting - September, 2022

Book Closure

The register of members and share transfer books of the
Company will remain closed from Thursday, the 23 day of
September, 2021to Wednesday, the 29" day of September,
2021 (both days inclusive).

Dividend Distribution Policy

The Company has a Dividend Distribution policy approved
by its Board of Directors. The objective behind the policy is
to broadly specify the parameters that shall be considered
while declaring dividend and the circumstances under
which shareholders of the Company may/ may not expect
dividend and how the retained earnings shall be utilised.
As per the requirement of Regulation 43A of SEBI (LODR)
Regulations, 2015, the policy is uploaded on the Company’s
website at link, https://irctc.com/assets/images/Irctc_
dividend_distribution_policy_31.07.2019_cb_comments_
05.08.2019].pdf and is annexed to the Board’s Report at
Annexure-"D".

Payment of Dividend

The Board of Directors of the Company has recommended

a. Annual General Meeting of the Current Year a final dividend of ¥ 5/- per equity share for the financial
Day: Wednesday year 2020-21 subject to approval by the shareholders in
Date: 29" September, 2021 General Meeting.

Time: 12:30 p.m. (IST) In respect of physical shares, the final dividend will be
Venue: Through Video Conferencing (VC)/Other Audio paid to the members or their mandates, whose names
Visual Means (OAVM) appearing the Register of Members of the Company on

b. Financial Year 22 September, 2021. In respect of dematerialized shares,
the final dividend will be payable to the “beneficial owners”

The Company’s Financial Year is from 1 April to 31 March. of the shares whose names appear in the Statement of

c. Financial Calendar (Tentative) Results for the quarter ending Beneficial Ownership provided by National Securities

June 30, 2021 — Second week of August, 2021 Depository Limited and CentraI‘Depository Services (India)
Limited as at the close of business hours on September

September 30, 2021 — Second week of November, 2021 22" September, 2021. Final Dividend would be paid within
30 days of AGM.

g. Dividend History

Financial Year Total paid-up Total amount of Dividend Date of Board Meeting/ AGM in | Interim / Final

capital (R in Crore) | paid (T in Crore) which Dividend was declared

2009-10 20.00 4.00 24" November, 2009 Interim
R 2.00 per share)
8.61 28" September, 2010 Final
% 4.305 per share)

2010-1 20.00 1216 22" September, 2011 Final
% 6.08 per share)

201112 20.00 4.00 29" March, 2012 Interim
R 2.00 per share)
571 27" September, 2012 Interim
[ 2.855 per share)

201213 20.00 n77 27" September, 2013 Final
(X 5.885 per share)
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Financial Year Total paid-up Total amount of Dividend Date of Board Meeting/ AGM in | Interim / Final
capital (R in Crore) | paid (% in Crore) which Dividend was declared

2013-14 20.00 14.40 1" September, 2014 Final 8
(% 7.20 per share) 3

2014-15 20.00 2613 18" September, 2015 Final %
% 13.065 per share) e)

2015-16 20.00 75.45 27" September, 2016 Final é
(% 37725 per share) =

2016-17 40.00 3750 10" March, 2017 Interim z
R 9.375 per share)
4718 20" September, 2017 Final
R 11.795 per share)

201718 40.00 88.81 27" September, 2018 Final
% 22.202 per share)

2018-19 160.00 60.00 20" December, 2018 Interim (7]
(% 3.75 per share) g..
62.37 28" August, 2019 Final o
(% 3.898 per share) ‘i

2019-20 160.00 160.00 12" February, 2020 Interim %
%10 per share) %
40 27" October, 2020 Final
R 2.5 per share)

Listing on Stock Exchanges

The Company is listed on the following Stock Exchanges.

BSE Limited National Stock Exchange of India Limited -gr'l
Address: Phiroze Jeejeebhoy Towers, Dalal Street, Address: Exchange Plaza, Plot No. C/1, G Block, BandraKurla S
Mumbai — 400 001 Complex, Bandra (East), Mumbai — 400 051 2
Scrip Code: 542830 Symbol: IRCTC %
ISIN : INE335Y01012 ISIN : INE335Y01012 "_3';

2

w

The payment of annual listing fee for the Financial Year 2020-21 has been paid to National Stock Exchange of India Limited and
BSE Ltd. Custodian Fee to NSDL and CDSL for Company’s equity, bearing the code INE335Y01012, has also been paid for the
Financial Year 2020-21.

IRCTC’s Market Price Data and performance in comparison to indices
Comparison of IRCTC share price (from 01.04.2020 to 31.03.2021) with BSE Sensex and NSE Nifty is given below:

i. BSE Sensex and IRCTC Share Price

Month BSE SENSEX IRCTC Share Price at BSE
High Low Close High (%) Low (3) Close (%)
Apr-20 33887.25 27,500.79 3371762 1,509.30 1,031.50 1,323.60
May-20 3284548 29,968.45 32,42410 1,484.00 1190.00 1,409.90
Jun-20 35,706.55 32,34810 34,915.80 1,594.00 1,250.00 1,359.20
Jul-20 38,617.03 34,927.20 37,606.89 1,462.80 1,331.65 1,336.40
Aug-20 40,010.17 36,911.23 38,628.29 1,413.90 1,313.70 1,342.70
Sep-20 39,359.51 36,495.98 38,067.93 1,459.95 1,321.20 1,382.10
Oct-20 41,048.05 38,410.20 39,614.07 1,410.00 1,296.00 1,315.55
Nov-20 44,825.37 | 39,334.92 4414972 1,417.70 1,291.00 1,353.75
Dec-20 47,896.97 4411810 47,751.33 1,793.00 1,335.95 1,437.25
Jan-21 50,184.01 46,160.46 46,285.77 1,523.00 1,417.35 1,457.00
Feb-21 52,516.76 46,433.65 49,099.99 1,810.00 1,45115 1,758.65
Mar-21 51,821.84 48,236.35 49,509.15 2,072.95 1,701.45 1,756.20
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BSE SENSEX

NSE Nifty

Performance of IRCTC Share price in comparison to BSE SENSEX

BSE SENSEX AND IRCTC SHARE PRICE
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NSE NIFTY and IRCTC Share Price
Month NSE NIFTY IRCTC Share Price at NSE
High Low Close High (%) Low (%) Close ()
Apr-20 9889.05 8055.8 9859.9 1509 1031.65 1324.35
May-20 9598.85 8806.75 9580.3 1475 1190 1410.35
Jun-20 1055315 9544.35 103021 1595 1340 1358.65
Jul-20 13414 M51.4 11073.45 1467.8 133215 1335.85
Aug-20 11794.05 10882.25 1387.5 1414 1315.05 1344.25
Sep-20 16181 10790.2 1247.55 1459.9 132115 1384
Oct-20 12025.45 134705 1642.4 1410 129705 1315.20
Nov-20 13145.85 15574 12968.95 1416.85 1290.05 1353.45
Dec-20 14024.85 12962.8 1398175 1800 1336.45 1437.80
Jan-21 14753.55 13596.75 13634.6 1514.90 1417.05 1456.10
Feb-21 1543175 1366175 1452915 1809.95 145115 1759.65
Mar-21 15336.3 16264.4 14690.7 2073 1703 1757
Performance of IRCTC Share price in comparison to NSE NIFTY
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The Company’s securities have not been suspended from
trading, during 2020-21.

Registrar and Transfer Agent for Shares

Alankit Assignments Limited,
Address: 4E/2, Alankit House,
Jhandewalan Extension,

Near Jhandewalan Metro Station,
New Delhi-110055

Email id: rta@alankit.com

Phone Number: 011-42541234

Share Transfer System

Alankit Assignments Limited is the Registrar and Share
Transfer Agent (RTA) of the Company. The transfer of
shares received in physical form is overseen by the RTA
along with the shares received for transfer, transmission,
and dematerialisation etc. The shares for transfer received
in physical form are transferred within the prescribed
timelines, provided the documents are complete and the
share transfer is not under any dispute.

The request received for re-materialisation, consolidation
and issue of duplicate shares are overseen by Committee
for Issue of share certificate. A summary of transfer/

transmission of securities so reviewed are placed at Board
Meetings along with minutes of the Committee for issue of
share certificate. The share certificates duly endorsed are
sent to the shareholders by RTA. Confirmation in respect to
the requests for dematerialisation of shares is sent to the
respective depositories i.e. NSDL and CDSL, expeditiously.

With a view to further expedite the process of transfer
and transmission of shares in physical mode, the Board
of Directors has authorised the Share Transfer Agent to
attend to the transfer/ transmission requests received from
the shareholders.

Pursuantto the Regulation 40 (10) of Listing Regulation-2015,
certificates on a half-yearly basis confirming due
compliance of share transfer formalities by the Company,
certificate for timely dematerialisation of the shares as per
SEBI (Depositories and Participants) Regulations, 1996 are
sent to the stock exchanges.

In addition, a Reconciliation of Share Capital Audit
confirming that the total issued capital of the Company is in
agreement with the total number of shares in physical form
and the total number of dematerialised shares held with
NSDL and CDSL, is placed before the Board on a quarterly
basis. A copy of the Reconciliation of Share Capital Audit is
submitted to the stock exchanges.

m. Shareholding Pattern as on March 31, 2021

Shareholding of various categories as on 31 March, 2021

Category No. of Total No. of % of
Shareholders Shares shareholding

President of India (Government of India) 1 107834434 6740
Mutual Funds 22 12580350 7.86
Alternative Investment Fund 12 27178 017
Foreign Portfolio Investors 98 13078368 817
Financial Institutions/ Banks 2 261775 016
Insurance Companies 14 3417772 214
Resident Individuals 549421 19564653 12.23
NBFC registered with RBI 3 64650 0.04
Bodies Corporate 834 1217250 0.76
Clearing Members 269 536660 0.34
Employees 244 47021 0.03
Non-Resident Indian (NRI) 6020 644096 0.40
HUF 5884 467587 0.29
Trusts 12 14206 0.01
Total 562836 160000000 100
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i)

i)

iv.)

Distribution of IRCTC’s shares according to size of holding as on March 31, 2021

Category No. of Shareholders % of No. of Shares % of Share
Ph. Demat Total holder | Ph. Shares Demat Total Holding
Holders | holders holder shares holding
1to 500 3 559080 559083 99.33 12 16122900 16122912 10.08
501to 1000 0 2321 2321 0.41 0 1699698 1699698 1.06
1001 to 2000 0 828 828 015 0 1192703 1192703 0.75
2001to 3000 0 214 214 0.04 0 529239 529239 0.33
3001to 4000 0 97 97 0.02 0 345739 345739 0.22
4001to 5000 0 42 42 0.01 0 190376 190376 012
5001 to 10000 0 98 98 0.02 0 711708 711708 0.44
10001 to 0 153 153 0.03 0 139207625 | 139207625 87.00
Above*
Total 3 562834 | 562836 100 12 159999988 | 160000000 | 100.00
*Includes President of holding of 107834434 equity shares
Top 10 Shareholders as on March 31, 2021
Category Total No. of % of
Shares shareholding
The President of India 107834434 67.40
Government of Singapore 2805365 175
Life Insurance Corporation of India 1763435 110
Government Pension Fund Global 1520000 0.95
Monetary Authority of Singapore 1352426 0.85
Kotak Funds - India Midcap Fund 801741 0.50
Nippon Life India Trustee Ltd-A/C Nippon India Focused Equity Fund 781507 0.49
Canara Robeco Mutual Fund A/C Canara Robeco Emerging Equities 752028 0.47
Aditya Birla Sun Life Trustee Private Limited A/C Aditya Birla Sun Life Flexi Cap 750000 0.47
Fund
Vanguard Emerging Markets Stock Index Fund, A Series of Vanguard International 701013 0.44
Equity Index Funds
Total 119061949 74.42
Geographical Distribution of Shareholders as on 31 March, 2021
City Name No of Folios/holders % age Holding % age
New Delhi* 31614 5.49 109423307 68.39
Mumbai 54962 9.55 33940862 21.21
Chennai 12750 2.21 608707 0.38
Calcutta 15843 275 793882 0.50
Ahmedabad 13831 2.40 639402 0.40
Bangalore 21600 375 1124400 0.70
Pune 21649 376 7611 0.48
Hyderabad 14334 2.49 620975 0.39
Other Cities 376253 6757 12087354 7.44
Total 562836 100 160000000 100

*Includes President of holding of 107834434 equity shares
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Dematerialization of Shares

The shares of the Company are in dematerialised format
and are available for trading under systems of both the
depositories i.e. National Securities Depository Limited (NSDL)
and the Central Depository Services (India) Limited (CDSL).

Reconciliation of share capital audit confirming that the total
issued capital of the Company is in agreement with the total
number of shares in physical form and the total number of
dematerialised shares held with NSDL and CDSL, is placed
before the Board on a quarterly basis and is also submitted
to stock exchanges within stipulated timelines.

No. of shares held in dematerialised and physical mode
as on March 31, 2021

Category Total Shares| % to Equity
Shares held in physical mode 12 Negligible
Shares in dematerialized 149074884 9317
form with NSDL

Shares in dematerialized 10925104 6.83
form with CDSL

Total 160000000 100

The names and addresses of the depositories are as under:

National Securities
Depository Limited
Trade World, A-Wing,
4" Floor,Kamala Mills
Compound,Lower Parel,

Central Depository
Services (India) Limited
Marathon Futurex,
A-Wing,25" Floor, NM
Joshi Marg,Lower Parel,

Mumbai — 400 013 Mumbai - 400 013

Liquidity: The Company’s Equity Shares are liquid and
actively traded on BSE & NSE. IRCTC shares consistently
rank among the top frequently traded shares. Relevant data
for the average daily turnover for the financial year 2020-21
is given below:

Particulars BSE NSE
Shares (Nos.) 101552 1491559
Value ) 15,53,28162.5| 2119,81,835.8

[Source: This information is compiled from the data available on the websites
of BSE and NSE]

Commodity price risk or foreign exchange risk and
hedging activities

The disclosure under this clause is not applicable to the
Company

Outstanding GDRs/ADRs/Warrants or any Convertible
Instruments

The Company has not issued any GDRs/ADRs/warrants or
any convertible instruments which has impact on equity.
Therefore, there are no GDRs/ADRs/warrants/convertible
instruments outstanding as on 371 March 2021.

Plant Locations/ Operating Units

The Company’s registered and corporate office is situated
in Delhi. Apart from that, the Company operates through
various zonal and regional offices across India along with
its Rail Neer plants. A list of Rail Neer plants and Zonal
offices in different states is available on the website of the
Company.

Address for correspondence with the Registered Office
(Regarding Corporate Governance matters covered
under this report)

Mrs. Suman Kalra,

Company Secretary & Compliance Officer
11" Floor, B-148, Statesman House,
Barakhamba Road, New Delhi110001
Telephone: 91-11-23327746

E-Mail ID: companysecretary@irctc.com
Website: www.irctc.com

List of all credit ratings obtained by the Company

The Company has not obtained any credit rating during
financial year 2020-21.

15.0 OTHER DISCLOSURES

0

(i)

The Company has complied with all requirements of
SEBI (LODR) Regulations, 2015, the Companies Act, 2013,
applicable Secretarial Standards and DPE Guidelines
on Corporate Governance, as amended from time to
time, except for the appointment of requisite number of
Independent Directors for the year, due to which Company
was non-compliant with respect to composition of Board of
Directors and their committees. The Company has already
requested the Ministry of Railways, Government of India,
i.e., the appointing authority, to expedite the appointment
of the requisite number of Independent Directors
including Woman Independent Director on the Board of
the Company, to enable compliance with the applicable
statutory provisions.

Disclosures on materially significant related party
transactions that may have potential conflict with the
interests of company at large: The transactions with
related party are in the ordinary course of business on
arms’ length basis and the disclosure of the same has been
made as per requirement of Companies 