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Suh: &&R.AY: trssile of guidelines foi- refund *f tick*l a*':ount tc the pessensers Cueto cancellation of service by Corporati*n or en-route .failures *n:l ot*er
scenarios.* Reg,

**-*

Often complaints are received fron'r the ;:xsseng*rs for
amount on genuine rs&sons viz., a) cancellati*n of service, b) Up-gri:$;ii*i: / $ev.,il-
gradatio-n of senuice,- c) En-rout* failures etc,, trn this reg*rd, the f*ito&lr.rg gxide'l;;"rrrs ;;e
issued for refu*d of 

. 
tlcket amount ta the passenger in cnse of n*l proii*;n,3 *lt*r**le

service, on the following scenarios.

3") Cance$$a*ion / Up-gnadat6on .,{ **wxr*grada&*erm *f sex.w$ee I Nsrx-&us.,x"rt;p *rf
service at other end Bus Stati*s.! :

Xn case of cancellation ol service as per the existing ruies the p&sse nq€rs shall not ne
allowed to travel in any other service or other type of bus cn lhe bssis cf iickel oI
cancelled service.

Likewise in case of up-gradation / Down-gradati*n of seruic* i.e., i'*i, exa:::p{e, lrr
place of Indra service, Super Luxury Eervice is *perat*<i, *il {:he pass*ngers lvl,i..
booked tirkets f*r trndr* s*rvic* are n*t nll*wecJ tc ti-av*l in $i.rper L*xury uelr;.*.

l{e*{e, the f*llsrrying system shali br aiioptecl in cas* *i i\**-*p*reli*n i:f ser,:ilt dre:
tc ab*v* i'easons for refuncl *f tieket arn*unL"

Frocedure..

:.. In ease of non-avi:il*i:ility of a particr.:{*r iype sr' si:$ for *: serujc(, it fis; L. ,rr,
canc*lled and full &rnoilfit shall b* refu*eled t* tl"re p6seci:re;t as l.;-i- lt{.,
guidelin*s lssued thr*ugh the Cir No S3l)01"3 datedl"$.i1.?* j.3"

2. The p&$sensers may book tickets es psr their choice ii': othsr services *r
temporarily introduced service in piace of regular service,

The 
,passenEer. should not be allowed to travel in the upgraded/downgradecl

service,, on the strength of the alrendy purchased tickel, r:n*er any
circumstances.

trf for any reason, the servire is canceiled **d r:*l xpcatecl in $l}il.s, if nn.y
r:laim for refuncl is reeeived tiren concern*cJ Dl4 wilt be h*l* r-*sp*nsibis,
l'lowever, in such e&ses/ to avoid inconveni*nce lo lh* p6sser1sers. ;:cli*n
shall b* taken as rnenti*ned h*reunder:

a) trn case $f e-tickets, the refu*d wiil b* ari"ar:ged by the calJ {entr* r-ef;nds
tearr based on the certillcalion irom rhe Dl.,l./conce rned.

bi in case of tickets bosked through S2C franchisees, the fii-ms shell subn:il
the details of arnount payable tr: Nhe psssenEers on mcnthly iresis !n lhe
prescribed format. After verifying the details with the factual data, the
amount payable to BZC franchlsees shall be recsrnffien{ieci Lo Acccunir
Department fcr audit and lo adjust the ar-nount to szc franchisees as !op-
up amount"

4.
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c) In case of pre-printecl lickels issuecl at Bus stfiNio$s and tl-re tickels bookedthrough *r! l:.:1,,=, il: Cilt Centre pers*n*et shalt pnovide the ph*nenumber & e-mail id of ihe Dl"l co;tc*rnerJ enrj request'tire p::s*ngi]l-s t*conlact the DM for re[un,c. The l]lvl shall obt*in Lhe ceiails cf ihe iick*tE
*j:tt?*ge for returid by hancJ or by tranir*r-rlng ih* eiigirie *r-:-r*r.:*t ioure uank afcount of the pass€nger, after pr"e_audil.

2) Deviation of route course.sf a service :

In case of devlation of ioute course of * sen,ic* i.e., for *xarnpl*.; servieeil'lo'3499) operated by'Nal"sipatnanr Depot o* roure lJarsir;atr:*rn tc l-{ydrr*bacj viaJangareddy Gudem-Kharil'il&r'Y'!.instead of regular rnoi* &*rue *f vi* vijaynwnda, th*passengers" boolqed tickets.fol.the sanre service f,or tire :ournev";;-;:*A"to uv.n,cannot perform Journdy.* ,

In this iase, the $e;"vic* cannot be shown as ca*c*lled and the pes;er:6*r hnsti: be refund*d ticket amount manually. At present,- ti*u" sur stnNi*n *L:thoritjes ar*providing alternate travel in another bus cf sanre typ*. This ryill l*mp*rarily s,3!ve ir*purpose' Bul the passen$ers have a rhoire t,: rtiim lh* tickst,:r:sr-rri. l;v lul*i.ccornplaint aEaln even afler evailinq elie;-nale fr-ai:sil 
"",.-"S., 

,n] j,r' ;d::;ailthorlties' Hence in such cases foriowing system shail be adonted.

Ploteduie:

'4 rnanuscript register shall be mainlained rvilh thc det;;is L:f ri:: iert*v*r"pass*nsers d*e tn variot-ts operationa! pro*lerns oiz., ei d*viati*n ol $us b] $*ii1, *fse|-vic* f*i" more than 2 r"*rs ;:nd s:.:rh p*ssenger:'rr,;;i-;;'r;;-;,;1}"*Ircrn*.e
:f:TT:.:Tln::m**r by $.re sus Sreric* r'l**uq*i/ nrpor Manas*rlAt-l,i c*ncerned.Inere rrlay be cases.wher*ir": the pesserrger rnay not ire wi{ling in ira"*l-iir'vi*r* *rthe d*lay in the service. Dctails of'',o.,hethir rhe passengJr nas b*en pr*videei/av;:il**

;fffX* 
arr8n$ernent or not has to be crrtereiJ in the r*grster *iong ,,,,itn tie ti*k*i

Ir: ease cfl subsequ*nt ciain: by
prccedure shall be adopted.

rht pesseit!jei- fo;- r*funrj ih* frrli*,,;rrrt

a) In case of e-tickets, tl:e refxnd will be arranged by th* call centre r*fr.:nds isdr*based on the .*tiiri.ution- r*in the DM/;*.n.n**. The Diil sh*I criv* *r*certificari*r"rs dr*.ry abtaining rhe deraiis *g*ir,rrlE -on-tr-"*r;; il;';-:5g1.i!*rrlronn the en*r*utg sxs station where the ma*uscript reglsrer is ryr.:inln:r:*j.bJ In case of tickets booked throuEh Bic iranchise*s, the prlce,jure ,nr*11tifiic{:itsm*1 of 4{b) sh*il be f*il*wed,
c) In eese of pre-printecl tickets issued at sus srati*ns and ihe ti[ksi$ i:*ck*dlhrough ATB Agents, the proe**ure mentiotr*d iienr-l cf a{c) shall be f*lJovr,**d,

3) En-route faiiure of service;
trn *ns* *f failure of servlce en-r*uie and *r.:i'r-!:r*viclng *f eilerl*Ls lrans$*r,tarrangen.:*nr ro the paiseng*i", 

-;r 
;il;; ,ir*$*-',* beir-.g *rrang*d ro ri:*passenger5 for the untrave{eri port;on frcnr rhe :icxr irr,:-;e.,;*te si*ge.

But, in the changed sceirario of issue r:f lickeis fr*m yaricxs ni*rics {cpticounters, ATB cOunters, B2c,franchisees & e-tickering), th*r* is nn clarii; i;,.:;field, f*r refund of .untraveieei portion of ricker *n,*u#io"'*.i.r,-r,it"l"l,,J r;cii*rsissued through *nrine) and refunding untraveJ*c p*r.tisn ri(i{*r amor:rr ic i:r*:passengsrs purclrased iickets throug,r cr:irriuctor ,l TIl,j i:i said servirr.
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l[^f.:xrsengers of fairr-rre serv!ce "hoicring tickers pr,:rci:;:se<_i ihr-cr;gr iirl /oPRS(RTC) counter 1- AT.B agent /B2C /E-ticketinq" (who riave no{. provici*rJ alternatelransil) shall be rafundsd only basic fare (noi snrrcgsslroll ) for unrravereclportion of the ticket amount dury takinq back the ticket (for audit purpcse) andrecording the data in the foliowrng forr-naL.

ilirnce, th* iollolvinq systrnt
,:rt-.-,J,-lta.

Frsredure:

ai

' Pr.rrChaScd i :l
'l

ni .-.. ilefui":rJ r,f5t itckrll
lto I t\o

th rough
CNDITIM/OPRS
I ATB lSzC /

e-Ticket

_rou rney proie itlLot 
;ri,,1,1j ,'1f S.r.l

of tic[ef . urtraveitec]

ruiirru t'tull' ; por-ticn i rut
, ; ticket tare I en

From To

;-;t
ci

tss*nger
nd UID

$igriatx.le"* *f
Condt ,/ Srlv*r

Since

Therefor*, aii the Field
cr*w for arranging r*fund to
sc*pr for inconvenjence to the

Sigmatune *S
llep*t $up*l-vis*s-

Managers are advrsecj
lhe passengers as per
passenEers.

Si6l:stur* *{
$*p*t ei*rkrr,&*fr

uouun.i'll: fi-fff:Jj,t::"',?,13j'-T.T::j.-:i::u ry*t*"sers wirr reserve sears !n

::,Tt lj-ll: rhe ,earby, depot au*roiiiy ;;; ;;;;;;;il$;;il:aC'ise tc the concerned depots outy 'rurnisil; ;;;-d;;_;,;ihe details of iailr.rre bl

^ ^^-J --- - l> d, tu :ctit l:f It
:s andpassenEer-wise licket pa*icu lars,

if' there is no Depot is svailable nearby, the conductor / Driver shejl hi*s t*r:ote down the ticket detairs on a paper and'subr-nio ,r-.,* ,I*'* ir'"rl*'[i'ooi'*nCIpas$ensers rnay be requested ro contalt ihe sM for refirnd. ?fue sM shx!? err*rxge:'ef'qxmd by hxnd on by transfe-rring the rc*fucsrd e{'}"r${.Irxt to tlxe b*n$c a*qcscsnt *fthe passenger, after pre-audit. 
sr"vu!!L (v Lrru ud'lr{ decoLsr

lo *Cucale lhe Bus Slaiiun Siafl and
the above guidelines wjth*L:t giving

TO
Al[ $l.egiona8 Managers,

Copy to:
Director (V&S), FA & CAO, ED (E), ED (IT)
to Corporation for information. '

!\ \*

3&s$qy s$es$-qffixry&gr$6e:'q: q 1 1 k-

rD {A&p) & Hr (i{R} & Medical) &. Sec

&us Stati*n $upervisors f*r rla.
fci- nrcse sary acti*n
c::-cu i.: rs.

fil fn (Zones) *nd HCDs for informatipn.
DS to VC & 11D for information.
Cf iIT), CfM, CA & CM (A&S) for information.
*t: ly:TYsr Qy CAOs/AOs for necessnry acri*n,
R&0/t-{0 for inf*rm atinn.
f i !*q:t Managers, ATM,s of Eus statinns, anrl
f! llaltjc In-charges and a[ Squac Irr-chargrs IPC {Training} to inriude in th* i.,tonlhiir inrje} *f


