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Delhi Metro Rail Corporation is in its 20th year as a company and 13th years of operations of the Metro network. 
Delhi Metro has been instrumental in ushering in a new era in the sphere of mass urban transportation in India. 
The swanky and modern Metro system introduced comfortable, air conditioned and eco-friendly services for 
the first time in India and completely revolutionised the mass transportation scenario not only in the National 
Capital Region but the entire country. Our activities have increased in size, scale, geographical coverage and 
diversity. 

From a very humble beginning with first corridor between Shahdara and  
Tis Hazari in Delhi of 08 kilometres and 06 stations in December, 2002,  
we now boast of a network of 193.23 kilometres, 147 stations including  

10 interchange stations in Delhi-NCR region spread over 03 states.

Having constructed a massive network of 193.23 kilometres in record time, the DMRC today stands out as a 
shining example of how a technically complex infrastructure project can be completed before time and within 
budgeted cost. Our network is one of the most intensively used in Delhi & NCR.

Leader’s Speak
Statement by Shri Mangu Singh, Managing Director, DMRC
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During the reported period (financial year 2013-14) total ridership  
catered was 801.7 million with average punctuality of trains at 99.90%.  
During this period we also registered our highest ever daily ridership of  

2.651 million on 19th August 2013 which was further bettered on  
08th September 2014, with a new landmark by carrying more  

than 2.887 million passengers on a single day.

These high ridership figures represent the tremendous faith and confidence that the people of the entire National 
Capital Region have posed in the Delhi Metro as a safe, fast and a reliable means of transportation. We are 
committed to remain number one in India and among top three metro systems in Asia in terms of Safety, 
reliability, punctuality, quality and customer responsiveness. We have a vision of delighting our customers by 
surpassing their expectations. The year 2013-14 has been a challenging year for operations in terms of meeting 
the ever increasing demand and expectations. We effectively met the demand by inducting more cars, increasing 
peak hour frequency, adding AFC gates, DFMDs, X-Bis Machines. We are striving hard to automate the ticketing 
process in line with the international practices. In the reporting year we have implemented innovative schemes 
on online recharge of smart cards, Auto top up combo cards with ICICI, Point of Sale (POS) to recharge smart 
card through Debit/Credit card.
 To address the issue of last mile connectivity we have developed ‘Halt & Go’ infrastructure at 44 stations. This 
is the result of the customer centric approach adopted by us. The Customer Satisfaction Survey conducted by 
Delhi Metro in line with European Standard EN13816 has shown improvement in level of satisfaction in most 
of the parameters. 

We have been ranked 2nd among 18 international metro systems in  
terms of overall customer satisfaction in an online customer survey conducted 

among the commuters of those metro systems by ‘Global Metro  
Benchmarking Groups’, ‘NOVA and CoMET’ in May, 2014.

The year 2013-14 has thrown a major challenge when the concessionaire of Airport Express Line abandoned the 
project on June 30, 2013 after giving merely 3 days’ notice. Keeping the interest of public in mind, we took over 
the operations of Airport Express Line with effect from July 1, 2013 without any disruption in the services. Over 
the time, we have taken several customer friendly steps to improve the ridership of the airport line like increasing 
frequency, early start of trains, increasing parking space, availability of feeder buses, increasing awareness about 
the line etc. As a result there has been24% increase in ridership and 31% increase in revenue of Airport line in 
March 2014 as compared to June 2013. 
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We have also contributed tremendously on the environment front by 
becoming the first ever railway project in the world to claim carbon credits 

for regenerative braking. DMRC has also been certified by the United Nations 
(UN) as the first Metro Rail and Rail based system in the world to get Carbon 

Credits for reducing Green House gas emissions as it has helped to reduce 
pollution levels in the city. In the month of January, 2014, the Delhi Metro 

became the first ever Metro and Railway system in the world to be registered 
with the prestigious Gold Standard foundation, which is a globally accepted 
certification standard for carbon mitigation projects. Further, Delhi Metro  

has been registered as the world’s first transport sector project under  
the Program of Activities (PoA).

This has made the DMRC the managing entity of all other metros in the country for fast tracking Clean 
Development Mechanism registration of all the upcoming rail-based metro systems in India.

Our Project - “Energy Efficiency measures in DMRC Phase II stations”  
was registered for this award winning certification as the energy efficiency 

measures undertaken by us in 51 station buildings of Phase II qualified  
under the criterion verified by the Gold Standard auditors.

We have also set up a roof solar power plant at the Dwarka Sector 21 Metro station which is producing 500kwp 
power.
 During the year we have taken up consultancy assignments in India and abroad. We have prepared Detailed 
Project Reports (DPRs) for all the Metro Systems coming up in India. Recently we have been appointed as 
General Consultants to Dhaka Metro jointly with Japanese and UK companies. We have also been awarded the 
work of Management of Consulting Services for Jakarta Metro in joint venture with PADECO Co. Ltd. Japan, 
Oriental Consultant Co. Ltd. Japan and 5 companies from Indonesia. 
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At construction front also we are quite busy in constructing a route length of 159.327 km having 107 stations of 
Phase-III of Delhi MRTS. The work at all sites is progressing at a brisk pace. On 26th June 2014, we commissioned 
the 1st section of Phase-III – a section of 3.23 kilometres from Central Secretariat to Mandi House for passenger 
services. Although the progress of the work has been quite satisfactory, the timely completion of the projects 
would remain main priority of the project wing of the organisation. 
 One of the major causes of concern for the organisation is its financial sustainability. The cost of energy is 
increasing sharply due to steep rise in the rates of electricity. The cost of energy amounts to 40.36% of the total 
cost of Operations &Maintenance. The operating ratio (ratio of O&M expenditure to revenue) has increased to 
64 in 2013-14 from 56.3 in 2012-13. Fares have not increased since 2009. We have huge loan liability which we 
have to pay back from our own resources. We are focussing on increasing the revenue from operational and non-
operational sources to neutralise the effect of sharp increase in electricity tariff but with limited success only. The 
coming years are going to be extremely challenging for O&M as well as project wings. The demand just before 
commissioning of phase III of the project (2016) is projected to be substantially high. After commissioning of 
phase III of the project, the demand is estimated to be redistributed over the new lines. Although the orders 
for new coaches have been placed, the delivery of new coaches in Green &Violet line will materialize in 2014-
2015 and 2015-16 respectively while that in Red, Yellow and Blue line is going to start by the end of 2016 only. 
The O&M has to find out innovative means to meet the demand without relying on addition of new cars. The 
financial sustainability of the organisation is at stake, we need to make concerted efforts to increase our revenue. 
The project wing has to deliver the project within the target dates as any delay would not only cause cost overrun 
but also result into loss of revenue. The goal of the organisation for year 2014-15 is to improve the operational 
performance and to deliver the projects in time. 
 DMRC thanks TERI for its continual support in the endeavor of the preparation of DMRC’s first Sustainability 
and CSR Report ‘in accordance’ with the GRI G4 Sustainability Reporting Guidelines. DMRC is also looking 
forward for the next steps in this engagement which will be extremely helpful in developing the capabilities of 
DMRC in the arena of Sustainable Development and Corporate Social Responsibility.
 I feel immense pleasure in sharing with you the first Sustainability cum CSR Report of DMRC for the year 
2013-14.

Mangu Singh
Managing Director, DMRC



LEADER’S SPEAK
DELHI METRO RAIL 
CORPORATION

SUSTAINABILITY 
APPROACH

CORPORATE 
GOVERNANCE

OPERATIONAL 
PERFORMANCE

6    DMRC Sustainability Report 2013–14



ECONOMIC 
PERFORMANCE

ENVIRONMENTAL 
PERFORMANCE

SOCIAL  
PERFORMANCE

TALENT 
MANAGEMENT

GRI CONTENT  
INDEX

Delhi Metro Rail Corporation    7

DELHI METRO RAIL CORPORATION



LEADER’S SPEAK
DELHI METRO RAIL 
CORPORATION

SUSTAINABILITY 
APPROACH

CORPORATE 
GOVERNANCE

OPERATIONAL 
PERFORMANCE

8    DMRC Sustainability Report 2013–14

SUSTAINABILITY 
APPROACHLEADER’S SPEAK

About the Company
The Delhi Metro Rail Corporation (DMRC) is 
headquartered in New Delhi, India. It was registered 
under the Companies Act 1956 in the year 1995, with 
equal equity participation from the Government of the 
National Capital Territory of Delhi (GNCTD) and the 
Central Government. The organization is implementing 
the construction and operation of a world - class Mass 
Rapid Transport System (MRTS), since its inception. 

The Delhi Metro network consists as at the end of 
2014, 193.23kilometres of a rail network which consists 
of 147stations including 10 interchange stations and six 
stations in the Airport Express Link. The network has 
now crossed the boundaries of Delhi to reach NOIDA 
and Ghaziabad in Uttar Pradesh and Gurgaon in 
Haryana. DMRC has 216 train sets of four, six and eight 

coaches. Originally a Master Plan for Delhi Metro was 
drawn up consisting of 8 lines with 245 kms of network 
to be implemented by 2021. However, in view of the 
growing demand and extension of metro services to 
Uttar Pradesh and Haryana states, the revised Plan 
consists of 12 Lines, covering a total distance of about 
482.144kms to be implemented in 4 Phases by 2021.
 Apart from the construction, operation and 
maintenance of the Delhi Metro, DMRC is also providing 
consultancy services for the development of metro 
services in other states of India and abroad. In addition, 
DMRC does property development & related business. 
This enables DMRC to raise and mobilize resources for 
the project as well as helps them in making operations 
more sustainable.

Hon’ble Minister of MoUD (GOI) inaugurating 
Central Secretariat – Mandi House Section
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Delhi Metro  
Rail Corporation  
Limited (DMRC)

Headquarters

Mission

Scale of 
Organization as 
of 31st March 

2014

Areas of 
Operations

Vision

Product and 
Services

Ownership and 
Legal Form

Metro Bhawan, 
Fire Brigade Lane, 

Barakhamba 
Road, New Delhi

Delhi National 
Capital Region 

(NCR)

Mass Urban 
Transportation

Commuting experience 
in the Delhi Metro to be 

customers’ delight

Total Revenue and Net 
Worth of the Company 

stands as 319,80.18 Millions 
and 1,883,91.37 Millions 

respectively.

DMRC was registered on 3rd May 1995 
under the Companies Act, 1956 with equal 

equity participation of the Government 
of the National Capital Territory of Delhi 
(GNCTD) and the Central Government to 

implement the construction and operation 
of a world- class Mass Rapid Transport 

System (MRTS).

•  To cover the whole of Delhi and adjoining areas with a metro network by the year 2021
  •  To serve the customers including the “differently abled customers” with passion
  •  To sustain the image of being Number One in the transportation sector in India and to be 

among the top 3 Metro Rail Systems in Asia with regards to:
 o Safety
 o Reliability
 o Punctuality
 o Quality
 o Responsiveness to Customer
• To make Delhi Metro Self-Sustainable

Organizational
Details
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Organizational Supply Chain
As a company, DMRC provides safe, reliable and punctual 
public transportation services for commuters and in 
tandem undertakes construction work to expand its 
network. DMRC associates with various agencies for 

provision of services pertaining to the maintenance, 
operations, construction and security. The diagram 
depicts the Supply Chain of DMRC.

Awards Won by DMRC

Awards for Engineering

• Safari India Magazine’s Award for ‘Convenient and Fast Travel’, 2013
• Japan International Cooperation Agency (JICA) President’s Award 2012
• CNBC TV18-Essar Steel Infrastructure Excellence Awards, 2011 – for the ‘Best Urban Infrastructure Project’
• ACECC Outstanding Civil Engineering Project Award, 2010.
• Dainik Bhaskar India Pride Award, 2010 for India Image Enhancement/ Creating a Global Brand
• Most Improved Metro Award at the 3rd Metro Awards Ceremony in London in March, 2010. 
•  National Award in 2000 by the Indian Institute of Bridge Engineers (IIBE)  for the Metro Rail Bridge across the 

Yamuna for using the most innovative construction engineering techniques 
• CPBIP Award for developing / Introducing latest technology for speedy constructions of infrastructure projects.
• ABP News’ Best City Awards, 2014
• Skoch Order of Merit at Skoch Renaissance Awards, 2014

Environmental Awards

• ‘Best Clean Development Mechanism Award’ at the Institute of Urban Transport (IUT) Awards, 2011
• National Conservation Awards – Second Prize in Zonal Railways category, 2008.
• Golden Peacock Environment Management Award 2005
• Environmental Partnership Programme in 2004
• ISO 14001 EMS (Environmental Management System) Certification during construction 
•  Integrated ISO 14001 & OHSAS 18001 during operation. (Delhi Metro has received this recognition consistently 

since 2002)
• Environment Leadership Award by the United States – Asia
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Corporate Communications Recognitions

•  Delhi Metro ranked among top 10 most influential companies in India by a London based consultanct y - TLG 
Partners

• 1st Best Corporate Film at the Public Relations Society of India (PRSI) Awards, 2012.
•  National Film Awards, 2011 (Rajat Kamal) awarded in the ‘Best Promotional Film – Non-Feature films’ category to 

DMRC’s Documentary titled ‘The Dream Fulfilled – Memories of the Engineering Challenges’.  
•  2nd Best Corporate Website, 3rd best Corporate Brochure, 3rd Best Corporate Film at the Public Relations Society 

of India (PRSI) Awards, 2011. 
• Stevie Distinguished Honoree Award, 2010 to the Metro Citizens’ Forum volunteers programme. 
•  Best Corporate Website, Best Corporate Brochure and Best Corporate Film Award by the Public Relations Society 

of India (PRSI) in 2007
•  The Japan Bank for International Cooperation (JBIC) in 2007 recognizes DMRC’s Public Relations department as 

a Centre of Excellence
•  Outstanding Performance in Public Relations by Shri Anuj Dayal, CPRO, DMRC - by the Public Relations Society 

of India (PRSI) - Delhi Chapter in 2003
• Best Exhibition Display Award at the Delhi Trade Fair, 1998. Awarded by DSIDC
• Silver Medal for Excellence in Display at the India International Trade Fair, 1998 by ITPO
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Stakeholder Engagements
Given the nature of the organization, DMRC 
engages with a variety of stakeholders- 
from its customers to its business partners 
and suppliers, the regulators, the local 
communities and the Environment. The 
schematic depiction shows the varied vehicles 
for engagement across the stakeholder 
groups adopted by DMRC.

Stakeholder Engagement Vehicles

Name of 
Stakeholder

Expectations Vehicle for Engagements

Passengers • Safe, Reliable & Punctual Services
• Timely and Punctual Completion of Projects
• High standards in travel environment

• Customer surveys
• In-station personal assistance
• In-station communication mediums
• Online Grievance Redress
• Customer Helpline

Regulators • Submission of required documents for approvals on new 
railway and property construction

•   Legal compliance in operations, projects and property
•   Observe town planning regulations and guidelines with due 

consideration of community aspirations

•   Environmental Impact Assessment 
statements

• Regulatory compliance reports

Staff • Competitive remuneration
• Job security
• Career and professional development
• Personal development
• Performance recognition

• Staff consultation& interaction
• Divisional/departmental meetings
• Staff surveys
• Recruitment drives
• Annual performance appraisal
•   Skills training, people development, 

career guidance
• Staff Development Programme
• Information mediums
• HR Initiative – “Aapke Dwaar”

Business Partners, 
Contractors and 
Suppliers

• Contract opportunity for new rail projects
• Continued partnering activities

•   Partnering programs, contract and site 
meetings, seminars

Environment •   Sustainable management of the environment
•   Optimization of natural resource use
•   Innovation to protect natural environments and biodiversity
•   Restoration of key natural resources impacted by operations

•   Protective measures and equipment
•   Risk assessments
•   Energy Saving Measures in Operations

Community •   Social aspirations incorporated into new rail lines and 
properties

•   Societal inclusion

•   Social Impact Assessments for Projects
•   Public announcements, press releases
•   Community Interaction Programmes
•   Street Dramas (Nukkad Naataks)

Lenders •   Judicious Utilization of Funds
•   Completion of Projects as per Schedule
•   Achieve Operational Efficiency
•   Transparency in Processes

•   Interim Assessments
•   Report Submission for Financial and 

Physical Progress
•   Quarterly Progress Report
•   Continuous Monitoring

DMRC

Environment Staff

Regulators

PassengersLenders

Community

Business Partners,  
Contractors and Suppliers
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Materiality Evaluation
The materiality evaluation at DMRC is based on 
aspects and topics that impact the organization and its 
stake holder’s on economic, environmental and social 
parameters. The approach used for the preparation of this 
sustainability report is the utilization of the information 
furnished by DMRC. There have also been intense rounds 
of discussions and interviews with DMRC officials. Based 
on these deliberations with the senior management 

and committees, a thorough stakeholder analysis was 
performed.
 Inputs from the various stakeholder engagement 
processes were drawn to support the identification and 
management of economic, environmental and social 
impacts, risks and opportunities. The following table 
narrates the material aspects monitored and reported by 
DMRC during the preparation of this report.

Materiality Matrix for DMRC

Material Issues Scope Reason for Materiality of Issue

Corporate Governance • Compliance with all applicable legislations

• Code of conduct and ethics

• Safeguards to practice anti-corruption

Stakeholder expectations on the company’s 
adherence to integrity, governance and good 
business practices are extremely high. Corruption 
in any form can be a significant deterrent to the 
above. It is vital for DMRC that the company 
affairs are conducted in a fair and transparent 
manner.

Safe Reliable & Punctual 
Services

• Train reliability ,punctuality and safety

• Last mile connectivity

• Safety Audits and Inspection Schedule

• Disaster Management Plan

DMRC has evolved a customer centric culture, 
which ensures safe, reliable & punctual services. 
Last Mile Connectivity is considered important 
for an effective Transport system. Disaster 
Preparedness is emphasised upon by DMRC.

Economic performance • Economic Value generated and distributed

•  Risks and opportunities related to climate 
change

Economic performance is a key to building a 
sustainable organization and carrying the benefits 
to the associated stakeholders.

Material Environmental Issues

Energy • Energy management

• Optimized energy consumption

• Use of renewable energy

The environmental footprint for DMRC is 
proportional to the energy consumption. This 
also has a direct implication to the operational 
costs, and overall exposure to fluctuations in 
energy supply and prices. DMRC has instituted a 
company level Policy to integrate and promote use 
of renewable energy in its operations.

Emissions • Managing GHG emissions As a responsible company, DMRC aims to manage 
its footprint on greenhouse gas emissions through 
leadership initiatives within the industry sector of 
mass rapid transit system.

Water • Sustainable water consumption The Delhi NCR is a water stressed zone. DMRC 
aims to rationalize use of water and practice water 
conservation measures in its operations and 
projects.

Biodiversity • Assessment of biodiversity loss

• Compensatory afforestation

DMRC is conscious of the unavoidable losses 
owing to its construction. To manage and mitigate 
the impacts, DMRC partners with relevant 
agencies to undertake compensatory afforestation 
in the Delhi NCR. Re-routing wherever feasible has 
been undertaken in the planning stage.
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Material Issues Scope Reason for Materiality of Issue

Waste • Inventorization of waste

• Management of waste

DMRC has been encouraging the culture of 
reuse, recycling and responsible disposal of 
waste. DMRC has developed a baseline and is 
progressively implementing operations wide waste 
management policy.

Material Social Issues

Social Performance • Community impact

• Community involvement

• Social contract

DMRC has followed the highest levels of 
disclosure with all the stakeholders. Compliance 
with the laws of the land is ensured. Continuous 
efforts are made by DMRC to frame, review 
and upgrade standards on social and cultural 
development. A high level of community 
involvement creates long term, enduring 
partnerships that contribute to creating a 
stable environment for the company’s business 
operations. DMRC has operational Old age & 
Children’s homes

Talent Management • Employee Demographics

• Employee Benefits

• Training and Education

Employees enable a company to innovate, 
differentiate and succeed. The workforce at 
DMRC comprises of highly talented individuals 
from across various technical disciplines. In the 
continuous endeavour to attract and retain talent, 
DMRC focuses on talent management programs 
for recruitment, development and retention.

Tree Transplantation

Auto Coach wash plant
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Delhi Metro Rail Corporation has been rightly certified by the 
United Nations as the first Metro rail and rail-based system 

in the world to get “carbon credits for reducing greenhouse gas 
emissions” and helping in reducing pollution levels in the city 

by 630,000 tonnes of every year.

Let me congratulate all the members of DMRC for operating 
and maintaining a clean, safe and efficient transport system 

for the citizens of Delhi and other commuters.

Dr APJ Abdul Kalam 
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Overview
Stakeholder expectations on the company’s adherence 
to integrity, governance and good business practices 
are extremely high. Corruption in any form can be a 

significant deterrent to the above. It is vital for DMRC 
that the organizational affairs are conducted in a fair and 
transparent manner. The following section demonstrates 
how these issues are addressed within the organization.

DMRC CultureDMRC CultureDMRC CultureDMRC Culture
• All Employees shall be committed to DMRC’s Mission and provide secure commuting experience to commutersAll Employees shall be committed to DMRC’s Mission and provide secure commuting experience to commutersAll Employees shall be committed to DMRC’s Mission and provide secure commuting experience to commutersAll Employees shall be committed to DMRC’s Mission and provide secure commuting experience to commuters
• Ensure optimal and smooth waiting transition at stationsEnsure optimal and smooth waiting transition at stationsEnsure optimal and smooth waiting transition at stations
• To serve all stakeholders with pride, perfection and dignity and make it easier to do business with DMRCTo serve all stakeholders with pride, perfection and dignity and make it easier to do business with DMRCTo serve all stakeholders with pride, perfection and dignity and make it easier to do business with DMRCTo serve all stakeholders with pride, perfection and dignity and make it easier to do business with DMRC
• To sustain “Leaner the better’ and ‘we mean business attitude by being effective, responsive, transparent and courteousTo sustain “Leaner the better’ and ‘we mean business attitude by being effective, responsive, transparent and courteousTo sustain “Leaner the better’ and ‘we mean business attitude by being effective, responsive, transparent and courteousTo sustain “Leaner the better’ and ‘we mean business attitude by being effective, responsive, transparent and courteous
• To keep the ‘trains’ and ‘premises’ spotlessly cleanTo keep the ‘trains’ and ‘premises’ spotlessly clean
• The staff having public interface shall be smartly dressed, punctual, polite &emphaticThe staff having public interface shall be smartly dressed, punctual, polite &emphaticThe staff having public interface shall be smartly dressed, punctual, polite &emphaticThe staff having public interface shall be smartly dressed, punctual, polite &emphatic
• To maintain full transparency in all decisions and transactionsTo maintain full transparency in all decisions and transactionsTo maintain full transparency in all decisions and transactionsTo maintain full transparency in all decisions and transactions
•   No inconvenience, ecological or environmental degradation or endangerment to public life shall be caused during construction No inconvenience, ecological or environmental degradation or endangerment to public life shall be caused during construction No inconvenience, ecological or environmental degradation or endangerment to public life shall be caused during construction No inconvenience, ecological or environmental degradation or endangerment to public life shall be caused during construction No inconvenience, ecological or environmental degradation or endangerment to public life shall be caused during construction 

activity
• All structures of DMRC will be aesthetically planned and well maintainedAll structures of DMRC will be aesthetically planned and well maintained
• DMRC will constantly strive to cut waste relentlesslyDMRC will constantly strive to cut waste relentlessly
• DMRC shall strive to improve in whatever they doDMRC shall strive to improve in whatever they do

Code of Value and Ethics
DMRC follows strict codes of conduct and discipline 
policies in the organization. The guiding document that 
elaborates all of these codes is highly exhaustive document. 
This code sets out the day-to-day behaviour expected 
of all employees in their relationships with colleagues, 
customers, suppliers and any other stakeholder involved 
in the Group’s business. It contains specific guidance on 
what is expected of employees, and is intended to help 

them resolve various dilemmas that may arise in their 
work.
 DMRC follows strict codes of ethics that resound 
throughout their organization. These codes form an 
inherent part of the culture and ethos of DMRC. The values 
of DMRC are deep rooted ideas and feelings that manifest 
themselves as behaviour throughout the workforce of 
the organization. The following box item represents an 
essence of the entire DMRC Code of Conduct Policy. 

DMRC’s Code of Ethics

Clause 1 - National 
Interest

DMRC shall not undertake any project or activity to the detriment of the wider interests of the 
communities in which it operates.

Clause 2 - Equal 
opportunities employer

DMRC shall provide equal opportunities to all its employees and all qualified applicants for employment 
without regard to their race, caste, religion, colour, ancestry, marital status, gender, sexual orientation, 
age, nationality or disability.

Clause 3 - Gifts and 
donations

DMRC and its employees shall neither receive nor offer or make, directly or indirectly, any illegal 
payments, remuneration, gifts, donations or comparable benefits that are intended or perceived, to 
obtain favours for the conduct of its business.

Clause 4 - Health, safety 
and environment

DMRC shall strive to provide a safe, healthy, clean and ergonomic working environment for its people.

Clause 5 - Quality of 
products and services

DMRC shall offer services of world class quality standards, consistent with the requirements of its 
customers, while striving for their total satisfaction. The quality standards of the services shall meet 
applicable national and international standards.

Clause 6 - Corporate 
citizenship

DMRC shall be committed to good corporate citizenship, not only in the compliance of all relevant laws 
and regulations but also by actively assisting in the improvement of quality of life of the people in the 
communities in which it operates.



ECONOMIC 
PERFORMANCE

ENVIRONMENTAL 
PERFORMANCE

SOCIAL  
PERFORMANCE

TALENT 
MANAGEMENT

GRI CONTENT  
INDEX

Corporate Governance    21

Clause 7 - Third party 
representation

Agencies having business dealings with DMRC, such as consultants, contractors and vendors, shall 
not be authorized to represent DMRC without the written permission of DMRC.

Clause 8 - Ethical Conduct Every employee of DMRC shall deal on behalf of the company with professionalism, honesty and 
integrity, while conforming to high moral and ethical standards. Such conduct shall be fair and 
transparent and be perceived to be so by third parties.

Clause 9 - Regulatory 
compliance

Employees of DMRC in their business conduct shall comply with all applicable laws and regulations, in 
letter and spirit, in all the territories in which they operate. If the ethical and professional standards of 
applicable laws and regulations are below that of the Code, then the standards of the Code shall prevail.

Clause 10 - Concurrent 
employment

Consistent with applicable laws, an employee of DMRC, shall not, without the requisite, officially 
written approval of the company, accept employment or a position of responsibility (such as consultant 
or a director) with any other company, nor provide freelance services to anyone.

Clause 11 - Conflict of 
interest

An employee of DMRC shall always act in the interest of the company, and ensure that any business or 
personal association which he/she may have does not involve a conflict of interest with the operations 
of the company and his/her role therein.

Clause 12 - Securities 
transactions and 
confidential information

An employee of DMRC and his/her immediate family shall not derive any benefit or counsel, or assist 
others to derive any benefit, from access to and possession of information about the company or 
group or its clients or suppliers that is not in the public domain and thus constitutes unpublished 
insider information.

Clause 13 - Protecting 
company assets

The assets of DMRC shall not be misused; they shall be employed primarily and judiciously for the 
purpose of conducting the business for which they are duly authorized.

Clause 14 - Integrity of 
data furnished

Every employee of DMRC shall ensure, at all times, the integrity of data or information furnished by 
him/her to the company.

Clause 15 - Reporting 
Concerns

Every employee of DMRC shall promptly report to the management, when she/he becomes aware of 
any actual or possible violation of the Code or an event of misconduct, act of misdemeanor or act not 
in DMRC’s interest.

Clause 16 - Immunity Every employee of DMRC shall be law abiding and will not embarrass the organization by any form of 
misconduct.

Zero Tolerance Policy
Being a culture organization, it is in DNA of DMRC to always behave and act according to Values & Ethics policy, ‘Mission’ and 
‘Culture’ of organization. Therefore, it is expected of DMRC employees to adhere to and comply with all given legislations and 
regulations as well as setting benchmarks to act and behave in society- always with highest possible ethics.

Objective of the Policy of Zero Tolerance:
“Zero Tolerance” is meant to a law, policy or practice that 
provides for imposition of severe penalty for a prescribed 
offence or behaviour without making exception for 
extenuating circumstances (Ref: The Free Dictionary). The 
objective of the policy is to define a deterrent punishment 
in case of violation of identified infraction/misconduct, 
after following due procedure before imposition of 
the prescribed penalty, with statutory compliance of 
reasonable opportunity, principle of natural justice, etc

The usual procedure of DMRC Conduct and D&A 
Rules is applicable for framing of charges and the required 

steps therein till finalization of D&AR Inquiry and decision 
by the Disciplinary Authority/Appellate Authority etc. is 
also scrupulously followed.

Applicability:
The Policy of Zero Tolerance acts as a guiding force for 
the Disciplinary Authority to decide about the quantum 
of punishment in such cases. It acts as a binding force on 
the regulation of conduct/behaviour of all the employees 
of DMRC.
1.  Keeping the above in view, the following misconduct 

are listed under DMRC –“Policy of Zero Tolerance”:
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 4 .1 Indulging in overcharging by -
  4.1.1 Issuing undervalue tokens.
  4.1.2 Under charging of Smart Card.
  4.1.3  Not depositing money collected from 

customers.
  4.1.4  Embezzlement of money meant for 

refunding to the customers.
  4.1.5  Collecting penalty without issuing receipt 

or charging more than the amount 
indicated in the receipt.

 4. 2 Misappropriation of DMRC funds.
 4.3 Misuse of “ Travelling Authority on Out}7”
 4.4  Subletting DMRC Quarter/official 

accommodation.

 4.5  Making false and fraudulent claims i.e. Medical, 
LTC, TA/DA, GH/HH/Hard duty allowance, etc.

 4.6  Theft - Stealing or abetment in stealing DMRC 
property for personal gains.

 4.7  Indulgence in any anti national/subversive 
activity.

Governance Structure within DMRC
The Board of Directors of Delhi Metro is the governing body 
having 8 internal members including managing director and 
9 external members. The internal directors are responsible 
for day to day running of the system as well as long term 
planning. The external members are various post holders 
nominated by central and state governments. The external 
members change with the transfer of the post holders.
  
Sensitive Posts Identification by DMRC
In order to ensure that the employees posted in sensitive 
positions, i.e. posts involving frequent public interaction 
do not remain at the same position for an unduly long 
period of time. The employees posted in the departments 
of Operations and Maintenance, Stores, Recruitment are 
transferred from their posts on the completion of 4 years. 
The employees who are dealing with contracts and tenders 
are transferred from their respective posts on completion 
of 3 years.

Name of the Officer/Designation (External)
As on 31st March 2014

1.0 Shri Shankar Aggarwal 
Chairman, DMRC Ltd & Secretary (UD) 
MoUD, Nirman Bhawan, New Delhi-110011

2.0 Shri D.M. Spolia 
Director, DMRC Ltd & Chief Secretary (GNCTD) 
Delhi Sachivalaya, I.P. Estate, New Delhi-110002

3.0 Smt. Naini Jayaseelan
Director, DMRC Ltd & Member Secretary (NCRPB) 
India Habitat Centre, New Delhi-110003

4.0 Shri Balvinder Kumar
Director, DMRC Ltd & Vice Chairman (DDA) 
Vikas Sadan, New Delhi-110023

5.0 Dr. M.M. Kutty
Director, DMRC Ltd & Principal Secretary  
(Finance, GNCTD) Delhi Sachivalaya, I.P. Estate,  
New Delhi-110002

6.0 Shri C.K. Khaitan 
Director, DMRC Ltd & Joint Secretary (UT) 
MoUD, Nirman Bhawan, New Delhi-110011

7.0 Shri Gyanesh Bharti
Director, DMRC Ltd & Secretary-cum-
Commissioner (Transport, GNCTD), Transport 
Department, 5/9, Underhill Road, Delhi 110054

8.0 Shri V.K. Jain
Director, DMRC Ltd & Additional Member (Works) 
Railway Board, Ministry of Railways, Rail Bhawan,  
New Delhi-110001

9.0 Shri Ramesh Chandra
Director, DMRC Ltd, Metro Bhawan,  
Fire Brigade Lane, Barakhamba Road,  
New Delhi – 110001

Name of the Officer/Designation (Internal)
As on 31st March 2014

Common Address: DMRC Ltd, Metro Bhawan, 
Fire Brigade Lane, Barakhamba Road, 
New Delhi - 110001

10.0 Dr. Mangu Singh
Managing Director

11.0 Shri H.S. Anand
Director (Rolling Stock)

12.0 Shri Jitendra Tyagi
Director (Works)

13.0 Shri S.D. Sharma
Director (Business Development)

14.0 Shri D.K. Saini
Director (Project & Planning)

15.0 Shri Sharat Sharma
Director (Operations)

16.0 Shri K.K. Saberwal
Director (Finance)

17.0 Shri A.K. Gupta
Director (Electrical)
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Grievance Redress Mechanism
Although the ridership and metro network length has 
increased, the numbers of complaints about DMRC has 
decreased. The decrease in number of complaints is despite 
the fact that DMRC encourages its employee in hassle free 
lodging of complaints by valued commuters. The decrease 
in number of complaints can be attributed to the proactive 
approach adopted by DMRC to bring in improvement in 
all areas of passenger service, positive resolution to issues 
raised by commuters and motivating frontline staff to deal 
customers with empathy and genuinity. The following 
table captures the number of passengers per complaint, 
which has gone down significantly over the year.

Year Number of 
Complaints

Number of 
Passengers

Number of 
Complaints 
per Million 
Passengers

Number of 
Passenger 

per 
Complaints

2012-
13

284956 702.95 
million

419.5 2383.2

2013-
14

242696 801.7 
million

302.7 3303.2

All the complaints raised on the DMRC forum are 
addressed by the management. Most of these complaints 
have been resolved by DMRC to the satisfaction of its 
valued customers. 

External Associations
Delhi Metro Rail Corporation Ltd. (DMRC) has been 
associated with CoMET and Nova Benchmarking groups 
of world metros since 2006. DMRC was part of the Nova 
group of metros till 2014 and due to rapid expansion of its 
network and growth (presently over 193 Kms of network 
and operating around 800 million passenger journeys 
annually), it has been elevated to CoMET group of metros 
from January 2015 onwards. CoMET is a group of mature 
and larger metros of the world. Being part of CoMET 
and Nova Benchmarking groups has helped DMRC in 
expanding its knowledge pool and adoption of some of the 
best practices followed by the other world metros which 
are part of the same group. The key objective is to identify

and share good practices with in a confidential framework. 
This is achieved through comparing performance between 
metros, detailed research on topics of common interest, 
and meetings where research and mutual challenges are 
discussed. Research of such a nature and the adoption of 
best practices from other Metro systems in the network 
have enabled DMRC to improve upon its performance. 
 The CoMET and Nova Communities have been 
functional for 20 years as the participants have realised 
significant benefits of sharing best practices in reducing 
costs, increasing revenues, and improving safety, reliability, 
and quality of metro systems. DMRC has shared their 
knowledge and experiences with other CoMET and Nova 
members and their responses have been invaluable in 
analysing and addressing the grey areas and shortcomings 
within DMRC. Many of DMRC’s queries have been 
resolved through mutual correspondence and there has 
been a constant improvement in the metro services. Some 
of the practices adopted by Delhi Metro from Nova Forum 
are mentioned below:
a)  Flexible shifts for Train Operators (drivers) to 

increase driver productivity. 
b)  Outstation stabling of trains to save driver’s time 

and hence increase driver productivity.
c)  Multiple Driver Relief Points to increase 

Productivity of Drivers.
d)  Installation of Automatic Ticket Vending Machine 

at metro stations to reduce staff employed for ticket 
vending passenger convenience. 

e)  Coasting mode in trains as far as possible & during 
off-peak hours in ATO-enabled lines to increase 
energy efficiency.

f)  Mock drills during non-revenue hours to avoid 
inconvenience to passengers.

The following are some of the practices which are planned 
to be implemented by the Delhi Metro in the near future:
a) Driverless/Unmanned Train Operation
b) Platform Screen Doors at stations 
c)  Use of LED display in trains to increase energy 

efficiency.



LEADER’S SPEAK
DELHI METRO RAIL 
CORPORATION

SUSTAINABILITY 
APPROACH

CORPORATE 
GOVERNANCE

OPERATIONAL 
PERFORMANCE

24    DMRC Sustainability Report 2013–14



ECONOMIC 
PERFORMANCE

ENVIRONMENTAL 
PERFORMANCE

SOCIAL  
PERFORMANCE

TALENT 
MANAGEMENT

GRI CONTENT  
INDEX

Operational Performance    25

OPERATIONAL PERFORMANCE

•  193.23 kilometers Total Length of the Delhi Metro Network.

•   On the 8th September 2014, more than 2.88 Million passengers 

were carried on a single day.

•   73.6% Increase in Ridership of the Delhi Metro in three years 

after completion of Phase-2.

•   Car Kilometers between incidents & passenger journeys on time 

per total number of passenger journeys are improving.
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Overview
DMRC has evolved a customer centric culture, which 
ensures quality of service by providing for optimal and 
smooth waiting transition for passengers at metro stations. 
DMRC has a practice of benchmarking itself with respect 
to other metro services around the world, so as to have a 
fair idea of where they stand. These performance indices 
also, help them in improvising their operations and 
continuously strive for a better performance.

Precautionary Approach followed at DMRC
Delhi Metro is one of the few metros systems in the 
world having an operational profit from the first day. It 
has achieved operational profit without government 
subsidies. This was enabled by a systematic precautionary 
approach taken by DMRC in organization build up, 
system selection, employee skill enhancement, operating 
as per standard operating procedures and alternate 
revenue resources from property development. 
 The following table shows the various areas of DMRC’s 
operation where they are following precautionary 
approaches.

Precautionary Approach followed by DMRC

Design Approach

Civil Structures As Delhi lies in the Seismic Zone IV which is classified as High Damage Risk Zone with a zone factor of 
0.24, earthquake resistant design of structures for earthquakes of intensity 7 on Richter scale has been 
adopted.

Rolling Stock In case of fire, it is safe for passengers to pass through the coach on fire as the underfloor of the coach 
is rated for 30 min FRP.

Train Control System Continuous Automatic Train Control (CATC) System of working has been adopted for movement of 
trains between stations and between depot and the main line. The CATC system works on the principle 
of target speed and target distance with Cab Signaling by means of continuous transmission between 
trackside and train through suitable approved means, ensuring safe movement of all trains under 
all operating conditions by continuously generating a safe operating envelope defined by the limit of 
movement authority (LOMA) and the  maximum safe speed. 

Tracks The tracks used in Delhi Metro System are subjected to intensive usage with very little time for day-
to-day maintenance. CWR track is currently being used in the DMRC Network which does not undergo 
longitudinal deformation due to temperature variation.

Operations

Usage of Environment 
Friendly Technologies

The Traction & Auxiliary Power Supply System chosen keeping in mind ease of handling, environment 
friendly nature and higher regeneration of energy.

Saving Energy by Using 
Efficient Technology

Ventilation and Air-Conditioning System for supplying fresh air and keeping the ventilation using the 
most efficient technology.

Leadership in GHG 
management 

Use of regenerative braking system – the first project in the world to be registered with UNFCCC.

Modernizing Operation 
Facilities

Internal Preservation for all operation related equipment. Maintenance of Stores Depots for Internal 
preservation of Equipment.

Investment

Developing Skilled 
Manpower

Continuous skill enhancement trainings are imparted and employee has to qualify evaluation process to 
obtain competency certificate prior to commencement of respective duties.

Promoting Metro Rail 
Transport

Promotion of Feeder Buses to provide last mile connectivity, Usage Unifare Smart Cards to commuter 
travel experience convenient.
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Status of Delhi Metro Operations
As on date, the Delhi Metro boasts of a network of 193.2 
kilometres coverage including Airport Express Line. 
These are divided between 7 lines covering Delhi and 

the surrounding areas. There are a total of 147 stations, 
some of which are above the ground while others are 
underground or at the ground level. The following gives 
the details of the railway network and the stations.

DMRC Network Particulars

Line Name Route Name Number of Stations Length in Km.

Under 
Ground

Elevated At Grade
Total 

Number

Red Line (Line 1) Dilshad Garden-Rithala 0 20 1 21 25.0

Yellow Line (Line 2) Jahangirpuri-Huda City Centre 20 14 0 34 44.9

Blue Line (Line 3) Noida City Centre-Dwarka Sector 21 4 39 1 44 49.9

Blue Line (Line 4) Yamuna Bank-Vaishali 0 7 1 8 8.7

Green Line (Line 5) Kirti Nagar-Inderlok-Mundka 0 15 1 16 18.4

Violet Line (Line 6) Badarpur Border- Mandi House 6 12 18 23.3

Orange Line (Airport Express Link) 5 1 0 6 22.7

Total 35 108 4 147 193.2
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Ridership Trends
On 25th December 2002 Delhi  
Metro Rail Corporation  
started its operations in  
the National Capital  
Region. In the year  
2013-14, DMRC has  
completed eleven years of  
its service to the people of the  
New Delhi. From a mere 8.5  
kilometres, the corridor has  
increased to a network length of  
193.23 kilometres. During the year  
2013-14 DMRC has registered the highest ever daily 
ridership of over 2.651 million. On the 8th September 
2014, more than 2.887 million passengers were carried 
on a single day. This was a milestone in the ridership 
trends for the Delhi Metro.

193.23 
Kilometers

Total Length of the Delhi 
Metro Network

Ridership Trends for the Delhi Metro  
(Year Wise)

Comparison of Network Length & Ridership Trends  
Year Wise

After the completion of Phase 2 of  
the Delhi Metro (2010 – 2011)  
the ridership has increased  
from 460 Million to 801  
Million in a short span  
of 3 years. This translates  
to a percentage growth of  
73.6%. This phenomenal  
increase in the ridership  
indicates the acceptance of  
Delhi Metro as a highly  
preferred mode of transport  
amongst the residents of Delhi  
and the surrounding areas. 

73.6%
Increase in Ridership after 

completion of Phase  
2 of the Delhi  

Metro

DMRC has undertaken intensive analysis of the capacity 
trends of the Delhi Metro network in its operational 
years. These studies have revealed various facts and trends 
that have encouraged DMRC to constantly improvise 
on their service to commuters. The following graphical 
representations show the analysis of these trends and 
DMRC has adapted itself to them.
 It is evident from the perfomance metrics that there 
is an increasing trend in the passenger Kilometres per 
Capacity Kilometres. This indicates the utilisation of the 
capacity of the Delhi Metro. However, very high value in 
these trends indicates the overcrowding in trains which 
is not desirable. DMRC is taking necessary steps to take 
these values to a favourable trend.

Performance Metrics - Comparison of Kilometers  
per Capacity Kilometers 
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The punctuality position, Car Kilometres between 
incidents & passenger journeys on time per total number 
of passenger journeys are improving due to emphasis 
given on preventive maintenance, increase in availability 
of block hours for maintenance, better training of staff 
and other such measures. (see performance metrics on 
passenger journeys on time)
 A comparison of operational performance key 
indicators reveal improvement in all parameters despite 
the fact that the ridership and usage of assets have 
enhanced and criteria for determining the loss of the 
punctuality has been changed from 60”delay to a 59”delay. 
On one hand number of instances of deboarding, trip 
cancellation, delay of trips and withdrawal of trains has 
reduced and on the other side there has been significant 
increase in the punctuality. This has been achieved by 
significant reduction in the number of failures causing 
loss of punctuality and reliability in financial year  
2013-14 as compared to previous financial year. Strict 
regimes of preventive maintenance were followed, 
despite the fact that the ridership and usage of assets  
have enhanced.

Performance Metrics - Comparison of Passenger Journeys  
on Time per Total number of Passenger Journeys

Train Service Quality Parameters

Financial Year 2012-13 2013-14 % Change

Deboarding 45 42 -6.66

Trips Cancelled 1384 638* -53.90

Trips Delayed 1224 1023* -15.94

Trains Withdrawn 250 146 -41.6

Punctuality 99.89% 99.90% +0.01

*More than 14% of the cases are attributed to external factors such as 
theft, suicide, unauthorized usage of Passenger Alarm System etc.

Performance Metrics - Comparison of Million Car Kilometers 
between Incidents

Performance Metrics - Comparison of Total Commercial 
Revenue/Operating Cost

The million Car Kilometres between incidents shows 
the incident free million Car Kilometres. A higher value 
of million Car Kilometres between incidents indicates 
better operational performance. DMRC has been taking 
the appropriate measures for increasing the safety of 
employees and commuters.

The commercial revenue per operating cost is declining in 
spite of growth in total commercial revenue. It is because 
of significant increase in rate of electricity per unit over 
last 5 years, increase on cost of staff and maintenance 
after the end of Defect Liability Period (DLP) of assets. 
However, DMRC is taking effective measures to increase its 
commercial revenue by means of property development.
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Improving Customer Convenience

Increasing the Average Speed
DMRC focuses on improving the overall customer 
experience by using different means. Increasing the speed 
of trains ensures that duration of journey is short. Efforts 
have been made in the direction of improving the average 
speeds of the trains. This has been done by rationalisation 
of the dwell time at the stations and reducing the run time 
between two stations. With concerted efforts, DMRC was 
able to increase the average speed of the trains in one of 
the busiest line from 33 kmph to 36 kmph which was a 
tremendous improvement of 10%. Improved speed has 
not only reduced the travel time but also improved the 
availability of the rakes and consequent reduction of 
headway. A comparison of average speed for different 
lines is given below:

Percentage Variation in the Average Speed of  
Metro Line Wise

Metro Line Average speed (KMPH)

2013 2014 % variation

Red 34.38 36.03 4.58%

Yellow 34.3 35.22 2.61%

Blue 31.92 32.84 2.80%

Green 32.79 32.79 0.0%

Violet 34.07 36.16 5.78%

On the Green Line, there was no change in the speed 
between the two years. On the Green Line, trains run in 
ATO-5 mode. This mode is an energy saving mode. The 
speed of the trains has been consciously not increased due 
to low demand.

Making Token Purchase Easier
Attention has also been paid by DMRC to improve the 
quality of customer experience on the stations. This 

has been done by making efforts in the direction of 
eliminating manual interface for customers. Automatic 
Ticket Vending Machines have been installed. These 
machines have drastically cut down queues for purchase 
of journey tokens. 39 New machines have been installed 
in the Metro Network during the year 2013.
 Points of sale machines enable  
commuters to use their  
debit and credit cards  
to make purchase of  
metro tokens. The idea  
is to make travel  
convenient for people  
who do not carry cash  
and increase the reach of  
customers served. 200 of  
these machines were  
installed in the Metro Network
 More X ray Baggage scanners have also been 
introduced in the metro network so as to speed up the 
process of luggage checking. This helped in decentralising 
traffic load in peak hours.

 DMRC has taken many initiatives like these to increase 
the quality of service provided by them. In the following 
sections, it is seen how these efforts have manifested 
themselves in form of customer reviews and ratings.

Percentage Variation in the Average Speed of  
Metro Line Wise

Ticket Vending Machines 

X Ray Baggage Scanner
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Smart Cards 
The quality of smart cards has been improved by 
making suitable changes in the specifications. Business 
rules have been revised to discourage passengers from 
returning cards daily, to reduce the rate of defacing of 
cards. Recharging of Contactless Smart Cards from Web 
(internet) started from May, 2013. 
 DMRC and ICICI bank launched a dual unified card 
recently. This card can be used as a debit/credit card as 
well as a smart card for the metro travelling. Users can 
top-up these cards at 54 stations of the Delhi Metro. The 
facility of Auto Top-Up of Metro smart cards through the 
Automatic Fare Collection (AFC) was started at the Entry 
gates at the 54 Metro stations. With this new facility, the 

commuters’ smart card is automatically topped at entry 
gates of stations whenever the balance in the cards falls 
below Rs. 100. The commuters are now able to recharge 
their smart cards by sending a text message to a designated 
number. 

Mobile Application
Delhi Metro launched the ‘Smart Phone Mobile 
Application’ on the 22nd August2013. This application 
provides important information to the commuters like 
fare and journey time from one station to other station, 
nearest station information and additional information 
regarding metro stations. This helps commuters in 
planning their journey.

Fixed Women Only Car
Delhi Metro reserved the first car of every train as the 
‘Women Only’ w. e. f. Oct 2, 2010. However, the problems 
were faced at the terminal stations as the location of 
Women Car changes due to reversal of trains. In the Green 
and Violet lines, DMRC earmarked a fixed coach for 
ladies in either direction while on rest of lines the first 
coach in the direction of travel is reserved for ladies. 
Due to this, boarding and de-boarding at terminal stations 
has become convenient. In the Yellow line, stopping points 
for both 6-car & 8-car trains have been made common 
for the convenience of the passengers especially women 
commuters. 



LEADER’S SPEAK
DELHI METRO RAIL 
CORPORATION

SUSTAINABILITY 
APPROACH

CORPORATE 
GOVERNANCE

OPERATIONAL 
PERFORMANCE

34    DMRC Sustainability Report 2013–14

Occupational Health & Safety
DMRC stresses on occupational health and safety 
procedures in Operations and Maintenance. The possible 
hazards during operations& maintenance like Electrical 
Hazards, Fire Hazards, Safety from Train Operation and 
safety from Road Vehicles are addressed comprehensively 
in the rules and regulations of DMRC. During the civil 
work, the safety may breach during maintenance of track 
or viaduct, maintenance at stations, platform (Elevated 
or Underground), maintenance at circulating areas, 
maintenance at train depots, office building, other premises 
such as Roads, drainage, bore wells, tanks and emergency 
attention in case of flooding, building /structure collapse 
are dealt with by giving training to employees and staff as 
per the standard operating procedures. 
 Hazards which occur due to the electrical installations 
are such as Electric Shock, Electric Burns, Fires and 
Explosions, Other Hazards- Persons Falling from Height, 
Dropping of Tools and other objects are addressed by 
adhering to the following precautions.

1. Earthing the wires
2. Usage of Low Voltage Supply for tools/lighting. 
3. Isolating the Transformers
4. Double Insulating the Cables 
5. Using Over Load Protection 
6. Using Flame proof equipment
7. Protection against Static Electricity
The General Hazard Control Measures that are followed 
during construction and operations are:
1. Use of National Standards
2. Observance of Rules and Regulations
3. Putting Testing and Inspection Procedures in place
4. Usage of Marking and Warnings
5. Use of Personal Protective Equipment
The various measures of precautions that DMRC uses to 
protect their staff and workers have shown their efficacy 
in the operations of DMRC. The following data conveys 
this. The absentee rate has reduced from the year 2012 – 
13 to 2013 – 14.

Rate of Injury Data at DMRC

Type of Injury Number of Injuries Number of Lost Days Absentee Rate

2012–13 2013–14 2012–13 2013–14 2012–13 2013–14

Accidental 35 37 1029 947 0.039% 0.032%

DMRC officials counseling workers 
on Health and Safety aspect
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Hygiene & Cleanliness
DMRC holds high regard for public convenience and 
hygiene. This is evident in the way DMRC has made 
immense efforts in cleaning and rejuvenating the 
existing infrastructure and laying foundation for the 
infrastructure development for cleaner, more hygienic 
metro stations. The following sections elaborate through 
definitive examples the efforts of DMRC towards hygiene 
& cleanliness in last one year:
•  Reformulation of Housekeeping, and Maintenance 

Tenders – All the old tenders documents were 
revised as per latest requirements and specifications. 
New tenders were invited and works awarded for 
maintenance and housekeeping works of stations. This 
has streamlined the working of O&M and day to day 
complaints are attended promptly. 

•  Special Cleanliness Drives inside and at circulating 
areas of stations was carried out in coordination with 
Civic agencies. Cleanliness at stations was among the 
top 5 parameter on the basis of ranking by customers.

•  Mechanized Housekeeping – New housekeeping 
contracts were awarded to give impetus on use of 
more machines to improve quality of cleanliness. 

•  Restructuring of Housekeeping manpower is carried 
out periodically to make sure there is intensive cleaning 
at the stations and the cleanliness standards are 
maintained. The allocation of staff has been reviewed 
and restructured ensuring adequate staff availability 
for intensive cleaning jobs during non-revenue hours.

•  Formulation of the Waste Management Policy – In 
order to achieve better waste management and fast 
disposal of waste guidelines have been formulated for 
retention and disposal of waste from stations and other 
offices. The Policy ensures that scrap is generated and 
disposed off only after fully extracting any residual 
economic worth. Responsibility and retention of waste 
disposal have been articulated under the Policy. 760 
truckloads of waste construction material/debris from 
under platform, ventilation & air condition shafts have 
been removed from station. Recycle and reuse culture 
have been put in place.

Customer Satisfaction Survey
DMRC has evolved a customer centric culture, which 
ensures quality of service by providing for optimal and 
smooth waiting transition for passengers at metro stations. 
It is in DMRC’s culture to make the metro self-sustainable 
and commuter-friendly. The following data shows the 
rating of DMRC operations on various parameters.

Customer Satisfaction Survey Results for 2014

Use of Machines for cleaningRevamped Utilities
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ECONOMIC PERFORMANCE

•  A year on year increase in its operating profit 

•  5 Revenue Streams of DMRC other than Transport Services

•  23.09 minutes is the average time saving for a DMRC commuter 

•  5 On-going Detail Project Report Preparation as Consultancy Services

•  Revenue from property development has partly funded project costs
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SUSTAINABILITY 
APPROACHLEADER’S SPEAK

The Company’s commitment in the area of economic performance is encapsulated in its continuous efforts to sustain 
DMRC’s leadership position as India’s most valued and renowned corporations in the field of Mass Rapid Transit System. 
A sustained double digit annual growth in revenue and ridership of Delhi Metro is testimony to its growing market in 
passenger transport sector in NCR. The company aims to achieve world class performance by creating a growing value for 
the Indian Economy and the Company’s Stakeholders at large. Economically, DMRC also endeavours to achieve leadership 
in each of its Business Segments within a stipulated time frame and to achieve a healthy Return on Capital Employed 
(ROCE) as against the Cost of Capital Employed (COCE) along with fulfilling its social commitment. Given the challenges 
faced by the economy in a globally competitive environment, DMRC’s wealth generating capability has been on the rise and 
thereby delivers superior and sustainable stakeholder value. The Company’s strategy is to ensure that it’s businesses is world-
class and internationally competitive in the Indian market in the first instance and progressively in the global markets.

Disclosure of Management Approach 
Economic Performance

Statement by Shri K.K. Saberwal, Director (Finance), DMRC
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Overview
Delhi Metro Rail Corporation has witnessed tremendous 
growth since the time its operations have begun. This 
growth in operations has translated into significant 
positive changes in financial performance for DMRC over 
the years. There has been an immense effort by DMRC to 

quantify the non-economic benefits it has accrued over 
the years for the commuters, the environment and the 
economy of the nation in general. The following section 
emphasises on the economic performance of DMRC over 
the years on both the direct and non-direct economic 
benefits that the metro rail has yielded.

Performance
DMRC has shown a year on year increase in its EBDIT- 
Earning before Depreciation, Interest & Taxes. The 
table below demonstrates EBDIT by way of numbers 
and graphically, the profitability of the organization. 
Profitability is an indicator of the degree of acceptance of 
the Delhi Metro by the residents of Delhi and the trust 
they place in its operations and functioning.

Operating Profit (EBDIT) Trend at DMRC

Operating Profit (EBDIT) trend of DMRC

Year Operating profit (EBDIT) 
(In Rs Millions)

2010-11 7504.96

2011-12 9333.52

2012-13 10278.38

2013-14 10620.83

Direct 
Economic 
Benefits

Economic  
Value  

Generated

Operating Costs 
excluding employees 
cost (Including other 
Expenditure and Prior 
Period Items excluding 
employee benefit cost)

Revenue 
Generated 

(Total)

Employee 
Wages and 

Benefits

13612.49 
Million

18042.41 
Million

2165.57 
Million

2220.42 
Million

8112.8 
Million

8400.4 
Million

2983.93 
Million

3316.94 
Million

26874.80 
Million

31980.18 
Million

Payments to 
the Providers 

of Capital

Economic 
Value 

Distributed

Operating 
profit before 
depreciation  

and tax

2012–13

2013–14
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It has been very innovative on the part of DMRC to have 
created streams of revenues apart from transportation 
services. These streams add to the profitability to the 
organization as well as added value to the day to day lives 
of commuters. Feeder buses are one such example of these 
alternate revenue streams. Operated by DMRC on certain 
routes, they provide last mile connectivity to commuters 
as well as contribute to DMRC’s revenues. The following 
table details the revenues realised from sources other than 
transport services.

Sources of Income for DMRC in the years  
2012 – 13 & 2013 - 14

Source of Income Income 2012 – 13
(In Million Rs)

Income 2013 – 14
(In Million Rs)

Feeder Buses 15.44 15.44

Rental Earning 2991.95 2790.16

Lease Income 458.81 609.49

Consultancy Income 342.25 525.93

External Projects 
(Jaipur + Kochi)

8176.20 11930.71
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5
Revenue Streams  

Apart from Transport 
Services

Delhi Metro is continuously adding the fleet of buses (Feeder Buses) to widen its 
availability across the city. The organization has already placed order for 400 additional 
buses. By August 2015, Delhi metro would be operating 517buses on 80 routes. 
 The operation of the feeder buses in consultation & at the behest of the State Transport 
Authority, Delhi and with the approval of Delhi Government in November, 2007. Initially 
117 mini buses running on 14 routes were deployed connecting 18 Metro Stations. 
From then on, DMRC is also in the process of procuring 400 buses through selected 
operators. As on date 25 standard floor and 81 low floor buses are operational. These 
buses are provided with CCTVs, SMS alert and GPS Systems. Fare collection is planned 
to be through hand held validators. The broader vision behind all of these initiatives is to 
maximise customer convenience.
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Airport Express Line – Delhi Metro Network
The operations of Airport Express Line were taken over by 
DMRC with effect from July 1, 2013 as it was abandoned 
by the concessionaire. In line with the mission to cover 
Delhi and adjoining areas, every effort is being made to 
popularise the services of Airport Express Line to turn it 
around and to integrate it seamlessly with DMRC network 
and Indian Railways.
 To popularise the Airport Express Line the many 
steps have been taken up such as the headway has 
been improved from 15’ to 10’30” during peak hour 
and maximum speed of the trains has been increased 

to 80 Kmph from 70 kmph. Also a dedicated path way 
connection has been developed for smooth transfer of 
Indian railway passengers to airport Line and vice versa. 
A feeder bus service from Delhi Aero city Metro Station to 
T1 terminal has been provided for passengers of Domestic 
airport for hassle free travel. The total train trips have been 
increased from 148 to 168 Seamless Interchange facility 
from Dwarka Sec-21(Airport Line) platform to Dwarka 
Sec-21(Blue Line) platform has been introduced in Aug 
2013. Also to facilitate commuters Parking facility started 
at Delhi Aerocity Metro station w.e.f Sept 1, 2013.



28.00
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Property development & related business
Apart from construction, operation and maintenance 
of Delhi Metro, DMRC also does property development 
&related business. This enables DMRC to raise and 
mobilize resources for the project as well as helps them 
in making operations more sustainable. The objective is 
to supplement fare box collections and finance project 
cost. This development also makes the stations look 
more attractive and aesthetic. The activity includes 
but is not limited to development of hotels, Modern 
Office Buildings, shopping malls, Multi-level parking 
on stations, advertising, semi naming rights, telecom 
Businesses and other small built up shops and Kiosks. Due 
to easy connectivity, increased accessibility and security, 
Delhi metro space has enticed big brands to set up their 
stores and activities in the premises of the metro station 
complexes. Some of such brands are-Big Bazar, Vishal 
Mega Mart, Reliance Fresh, McDonalds, KFC, Café Coffee 
Day, Nirula’s, Dominos’s Pizza, Pizza Hut, Comesum, 
Vodafone, Reliance, Idea, Airtel, Tata Indicom and ATMs 
of leading public sector and private banks. These activities 
have helped DMRC to generate revenue from property 
development and part fund project costs - Phase-I(7% 
of the project cost) Phase-II(5.59% of the project cost) 
&Phase-III (7.34% of the project cost).DMRC values 
Property Business and Property Development are means 
for Metro to remain financially sound.
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Consultancy Services by DMRC
Delhi Metro Rail Corporation is presently providing 
consultancy for the construction of metro services 
in Kochi (Kerala), Ahmedabad (Gujarat), Jaipur 
(Rajasthan) and Lucknow (Uttar Pradesh). DMRC 
is also providing consultancy for the Operation 
and Maintenance of metro for Jaipur Metro Phase-
1A Project. This is an indication of how DMRC is 
proving to be an example for other states to develop 
similar metro systems. The organizational culture and 
ethos has managed to create a lot of trust within other 
metro systems by way of its efficient and transparent 

means of operation and existence. The preparation of 
the Detailed Project Reports (DPRs) for all the Metro 
Systems coming up in India is mostly being done by 
DMRC. DMRC has submitted DPRs for Bengaluru, 
Hyderabad, Kolkata, Mumbai, Ahmedabad, Ludhiana, 
Pune, Navi Mumbai, Lucknow, Chandigarh, Kozhikode 
and Thiruvanathapuram. 
 Construction has already started on Metro Projects in 
ten cities, in addition to Delhi/NCR viz. Mumbai, Navi 
Mumbai, Kolkata, Chennai, Bangalore, Hyderabad, Jaipur, 
Kochi, Lucknow and Ahmedabad. DMRC is also the Interim 
Consultant to Lucknow Metro and Ahmedabad Metro.

5
Ongoing Detail Project 

Report Preparation  
as Consultancy 
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However, DMRC's consultancy purview today no 
longer remains confined only to the preparation of the 
Detailed Project Reports (DPRs) for Metro systems in 
various Indian cities. DMRC has been entrusted with 
the construction of Metro in Jaipur, Kochi and Noida- 
Greater Noida on deposit terms, by the respective State 
Governments of Rajasthan, Kerala and Uttar Pradesh.

DMRC has also been awarded the work of Management 
of Consulting Services for Jakarta Metro in joint venture 
with PADECO Co. Ltd. Japan, Oriental Consultant Co. 
Ltd. Japan and 5 companies from Indonesia.

Familiarization with MRT System at DMRC Training 
Institute for delegation from DKI & MRT/Jakarta
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The following table gives an illustrative view of the various consultancy projects that DMRC involved in. The geographical 
range of these projects is massive and speaks volumes about the trust that is placed by other metro systems in DMRC and 
it operations.

Sl. No Name of the Study / DPR Corridor Client Organisation

1 Preparation of DPR for Badarpur - 
Faridabad Extension

Badarpur to YMCA Chowk Govt. of Haryana

2 Preparation of DPR for Mundka - 
Bahadurgarh Corridor

Mundka- Bahadurgarh Govt. of Haryana

3 Preparation of DPR for NOIDA 
Extension of Delhi Metro

Delhi Border - Sector -32 NOIDA NOIDA

4 Preparation of DPR for Gurgaon 
Extension of Delhi Metro

Arjangarh–Sushant Lok HUDA

5 Preparation of DPR for Extension of 
Delhi Metro to Ghaziabad

Extension of Rithala - Inderlok- Shahdara- Dilshad 
Garden line to Ghaziabad New Bus Adda

GDA

6 Preparation of DPR for Bangalore 
Metro Phase-1

Line No 1 : Mysore Road to Baiyappanhalli  
(East West Corridor) 
 
Line No. 2 : Yeshwantpur to Jaya Nagar  
(North South Corridor) 
 
Yeshwantpur – Hesaraghatta Extension 
RV Road Terminal to Puttenahalli Extension

Total of 2 Lines

BMRCL

7 Mumbai Metro Master Plan 
Preparation of DPR for Mumbai 
Metro Phase-I 
 
 
 
 
 
 

Line No. 1 :  
Versova - Andheri – Ghatkopar 
 
Line No. 2 :  
Colaba – Bandra - Charkop 
 
Line No. 3 :  
Bandra – Kurla -Mankhurd
 
Total of 3 Lines 

MMRDA 
 
 
 
 
 
 
 
 

8 Preparation of DPR for Hyderabad 
Metro

Line No 1 : Miyapur–Chaitanya Puri 
 
Line No. 2 : Secunderabad – Falaknuma 
 
Line No. 3.: Tarnaka – High-tech city- Nagole 
 
Total of 3 Lines

Govt. of Andhra Pradesh

9 Preparation of DPR for Chennai 
Metro

Corridor 1, Washermanpet - Airport 
 
Corridor 2, Chennai fort - St. Thomas mount 
Extension of Corridor1 from Washermanpet to Wimco 
Nagar
 
Total of 2 Lines

Govt. of Tamilnadu
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Sl. No Name of the Study / DPR Corridor Client Organisation

10 Preparation of DPR for East –West 
Corridor for Kolkata Metro

New Das Nagar – Salt Lake City– Sec-V 
 
Howrah Station - Salt Lake Sector V  
(revised alignment)

Govt. of West Bengal

11 Feasibility Study for Thiruvananthapuram Rail based MRTS. Govt. of Kerala

12 Preparation of DPR for Kochi Metro Alwaye – Petta Govt. of Kerala

13 Preparation of DPR for Metro Rail 
System for Ahmedabad

Line No 1 : Akshardham – APMC Vasana 
 
Line No 2 : Ahmedabad - Thaltej 
 
Total of 2 Lines

Govt. of Gujarat

14 Preparation of DPR for Metro Rail 
System for Ahmedabad

Line No 1 : Barjedi – Ahmedabad - Kalol 
 
Line No 2 : Ahmedabad - Naroda 
 
Total of 2 Lines

Govt. of Gujarat

15 Preparation of DPR for Bangalore 
Airport High Speed Rail link

From City Airport Terminal at Police Ground along 
NH-7 to New International Airport, Bangalore

Infrastructure 
Development Corporation 
(Karnataka) Limited

16 Feasibility Study -Connectivity to New Hyderabad International Airport, Hyderabad. Hyderabad International 
Airport Limited (HIAL)

17 Preparation of DPR for Hyderabad 
Airport High Speed Rail link

Begumpet Airport to Hyderabad  
International Airport at Shamsabad

Hyderabad International 
Airport Limited (HIAL)

18 Preparation of DPR for Ludhiana 
Metro

Line No 1 Ayali Chowk to BBMB Power House

Line No 2: Gill Village to Rohan Road Chung
 
Total of 2 Lines

PIDB

19 Preparation of DPR for Pune Metro Pune Metro 
Corridor-1 PCMC – SWARGATE
Corridor-2 VANAZ – RAMVADI

PMC

20 Feasibility Study for the introduction of Suburban Services in Ernakulam& Kozhikode cities. Govt. of Kerala

21 Preparation of DPR for NOIDA - 
GREATER NOIDA 

Noida Sector-32, City Centre to Pari Chowk, Greater 
Noida

NOIDA

22 Preparation of DPR for Proposed 
Dwarka to Najafgarh Metro

Dwaraka to Najafgarh Govt of Delhi

23 Preparation of DPR for Proposed 
Metro Rail Systems from 
Gandhinagar to proposed GIFT City 
and Dholera SIR at Ahmedabad

From Gandhinagar to proposed GIFT City and Dholera 
SIR at Ahmedabad

GIDB

24 Preparation of DPR for Navi Mumbai 
Metro

Navi Mumbai Metro
Belapur- Taloje- Khandeswar Corridor 

CIDCO
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Sl. No Name of the Study / DPR Corridor Client Organisation

25 Preparation of DPR for Bangalore 
Metro Phase-II

Bangalore Metro Phase-II
(i) R.V. Road to Bommasandra,
(ii) 4- extensions of Phase-1 Corridors
(iii) IIMB –Nagavara

BMRCL

26 Preparation of DPR for Proposed 
Metro Rail extension to NSCBI 
Airport

Salt Lake Central Park Metro Station to NSCBI Airport Govt. of West Bengal

27 Preparation of DPR for Kalindikunj 
to Botanical Garden

Kalindikunj to Botanical Garden corridor NOIDA

28 Preparation of DPR for YMCA Chowk 
to Ballabhgarh

YMCA Chowk to Ballabhgarh corridor Haryana Govt.

29 Preparation of DPR for Noida - 
Greater Noida Metro 

Noida - Greater Noida Metro corridor Greater NOIDA 

30 Review of Pre feasibility Study by 
M./s RITES and preparation of DPR

Shastri Park –Trilokpuri Monorail corridor GNCTD

31 Preparation of DPR for Jaipur Metro Line-1 Durgapur to Ambabari, and
Line-2 Mansarover to Badi Chaupar

Govt. of Rajasthan

32 Preparation of DPR for Lucknow 
Metro 

Line-1 Amausi to Munshi Pulia
Line-2 Lucknow Rly Station to Vasant Kunj

Govt of UP

33 Preparation of DPR for Preparation 
of Chandigarh Metro

Capital to Gurudwara Singh Shaheeda
Transport Terminal to Grain Market

Govt. of Punjab/Haryana/ 
Chandigarh

34 Preparation of DPR for Pre feasibility 
study of Bhopal Metro

Lalghati –Platinum Plaza
Karod-Kalan-Habibganj RS
Suruchi Nagar -BHEL

Govt. of MP

35 Pre feasibility study of Indore Metro MR 10 to Bypass x
MHOW Rd Bypass to Sukhlia
Niranjanpur to Bypass(2)

Govt. of MP

36 Preparation of DPR for Kozhikode 
Light Metro

M.C. Hostel to Meenchanda Kerala Govt.

37 Preparation of DPR for 
Thiruvananthapuram Light Metro

Technocity to Karmana Kerala Govt.

37 Preparation of DPR of NAGPUR 
Metro

Automatic Square to MIHAN
Prajapati Nagar to Lokmanya Nagar

Nagpur Improvement 
Trust

38 Preparation of DPR for Phase-IV 
corridors (103.93km)

Aerocity to Tughlakabad Corridor
Lajpat Nagar to Saket-G Block Corridor
Inderlok to Indraprastha Corridor
Janakpuri West to R.K. Ashram Corridor
Mukundpur - Maujpur
Rithala - Bawana - Narela

GNCTD
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ENVIRONMENTAL PERFORMANCE

•   Energy consumption per Passenger Kilometer has decreased by 

5.06% in 2013-14 

•   Implemented Auto Train Hold which allows only one train in a 

tunnel section and helps in reducing the unscheduled stoppages 

•  Non Traction Energy Consumption has decreased by 4.70%

•   DMRC has become the first ever Metro system in the country 

to install ‘Roof Top Solar Power Plants’ at its Metro stations

•   371 rain water harvesting structures (RWHS) are provided in 

Depots, Stations, Viaducts and the Metro Bhawan.

•  85% Survival Rate of Trees Planted by DMRC
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SUSTAINABILITY 
APPROACHLEADER’S SPEAK

DMRC endeavours to maximize natural resource usage efficiencies across its operations by attempting to create positive 
environmental externalities. This is being achieved by appropriate mechanisms such as framing requisite policies, 
implementing systems that verify compliance and a work environment that fosters innovation. The Company focuses on 
the following aspects in its drive to continuously improve environmental performance: a) Optimise the energy usage in 
operation by matching the demand with the supply b) Maximize water usage efficiency and rain-water harvesting. c) Aim 
for zero accident in operations and projects d) Minimize waste generation and maximise recycling e) Development of 
standardised work practices for effective energy management. f) A low carbon growth path by reducing specific energy 
consumption and increasing the contribution from renewable sources of energy. The awards and certifications in the field 
of Environment Conservation and Sustainable Development listed in this Report are a testimony to DMRC’s commitment 
and progress towards creating positive environmental externalities. The Company’s business has internalized good 
environmental practices and no instances of statutory infringements have been recorded. 

Disclosure of Management Approach 
Environmental Performance

Statement by Shri Sharat Sharma, Director (Operations), DMRC
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Overview
DMRC places paramount importance on protecting 
the Environment. DMRC has formulated Policies 
on Environmental, Energy Management, Water 
Management, Waste Management, Quality, QEHS and 
Solar Energy Policies which guide the various activities 
that take place under its Project and Operation & 
Maintenance (O&M) Division. The Environmental Policy 
requires DMRC to comply with relevant environmental 
legislation and regulations. The results accomplished 
by the implementation can be seen in the year on year 
increase in energy efficiency, the usage of renewable 
energy in operations, re-plantation of trees in affected 
areas and the restoration of water bodies. For construction 
related activities, DMRC has made an Environmental 
Management Manual. This manual is an integral part 
of all contracts that DMRC awards and all contractors 
are vigorously pursued to implement the requirements 
contained therein. DMRC ensures that environmental 
regulation and legislations are adhered to. Reduction in 
the usage of conventional sources of energy has resulted 
in financial savings for DMRC. The following section 
demonstrates the results of implementation of these 
policies in the year 2013 – 14.

Energy Conservation at DMRC
DMRC uses energy broadly for following two purposes:
•  Traction Energy is that component of energy, which is 

used for operating the trains and powering lighting & 
ventilation inside trains.

•  Non Traction Energy is the energy which is primarily 
used for lighting, ventilation, elevators, escalators at 
stations and inside tunnels.

The net energy consumption along the different metro 
lines is shown in following figure.
Concerted efforts have helped to keep a check on energy 
consumption, especially traction energy, despite the fact 
that available rakes/cars in the Red, Yellow and Blue lines 
are increased 16%, 9% and 18% respectively. The increase 
in traction energy and passenger KM and Car KM for the 
last two years is presented below:

Energy Consumption Data Year Wise

Year TOTAL  
(MVAH)

Traction
(MVAH)

% Auxiliary 
(MVAH)

%

2012-13 597 371 62 226 38

2013-14 633 409 65 225 35

Net Energy Consumption (in kVAH)

As is evident from performance metrics there is a sustained 
improvement in energy consumption per passenger 
Kilometres due to many measures taken by DMRC to 
improve energy efficiency of the system. The details of 
some of these measures and strategies are detailed in the 
relevant sections.

Performance Metrics - Comparison of Total Energy 
Consumption per Passenger Kilometers
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Traction Energy Consumption for DMRC in the year 
2013-14 has increased by 10.33% compared to 2012-
13. The reason for this increase is the introduction of 
additional coaches and consequent increase in the car 
Kilometres during the year FY 2013-14. The increase 
in the total Car Km during this period has been 8.39%.  
The Traction energy consumption pattern for the years 
2012 – 13 & 2013 – 14 & month wise increase in the car 
Kilometres’ over last two financial years is presented below:

Traction Energy Consumption (in MVAH)

Car KM (in Lacs)

Although there has been an increase in the traction energy 
consumption, the average consumption per car kilometre 
has decreased by 0.22% in 2013 – 14 as compared to the 
previous year. Also, the energy consumption per Passenger 
Kilo meter has also decreased by 5.06% in 2013-14 as 
compared to previous year. Performance Metrics show this 
in traction energy consumption per passenger kilometer.

Performance Metrics - Comparison of Traction  
energy per Car Kilometers

Traction energy Per Car kilometre indicates the traction 
energy consumption for a coach to move for one km.  
There has been sustained improvement in traction 
energy/car km due to energy efficiency measures adopted 
by Delhi Metro.
 This decrease in the energy  
usage per passenger kilometer  
can be attributed to the  
efficiency achieved in  
the operations of the  
Delhi Metro by usage of  
energy efficient technology  
and processes. Some of these  
innovations in technology and  
processes are also listed below:

1.  Automatic Train Operation (ATO) System - In ATO 
system of operations, motoring and breaking of the 
train is controlled by the system. The energy can be 
saved by operating the train in coasting mode (neither 
motoring nor breaking) to the extent possible between 
two stations. Delhi Metro has adopted coasting mode of 
operations in ATO system to save energy. The time lost 
in running the trains in coasting mode is made up by 
reducing the dwell time (stopping time) at the stations. 

2.  Automatic Train Protection (ATP) System - In 
ATP system, motoring and breaking of the train is 
controlled manually by the train operator (driver). The 
system protects against over speeding and stopping at 
a safe distance from the obstruction. In ATP system 
of train operations, the energy efficiency of traction 
energy depends upon the way of driving by individual 
train operators. The train operators are trained to 
drive the train in maximum coasting mode without 
compromising on the punctuality of the trains.  In 
2013-14, Delhi Metro has installed Coasting Boards to 
guide the train drivers to drive the train in coasting in 
non ATO enabled lines.

3.  Outside Stabling of Trains - The trains are inducted 
from the train depots in the morning to start the 

5.06%
Reduction in energy 

consumption per 
Passenger  
Kilometer
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revenue services and sent back to the depots in 
the night after completion of revenue services for 
maintenance of the trains inside the depots. Every 
train is required to undergo scheduled inspection 
after every 72 hours. The unnecessary movement of 
trains which are not due for inspection to and from 
the depots results into wastage of energy. To save 
this energy Delhi Metro has decided to increase the 
number of trains stabled on main line during night. 
The measure has also resulted in saving of the train 
operators and increased the maintenance time of the 
line infrastructure. A comparison of trains stabled 
on main line per day in March 2013 & March 2014 is 
presented as under:

Period Trains stabled on main lines

March 2013 17

March 2014 26

4.  Controlling Unscheduled Stoppages of Trains 
- Sometimes trains stop between stations due to 
bunching of trains or any other reason. These are 
called unscheduled stoppages as these are not part 
of the time table of the trains. The Unscheduled 
stoppages results wastage of traction energy as extra 
energy is used in stopping and starting the trains. The 
main reason of unscheduled stoppages is more than 

desirable number of trains in a section. Delhi Metro 
in 2013-14 has decided to implement the Auto Train 
Hold which allows only one train in a tunnel section 
and helps in reducing the unscheduled stoppages.

5  Adjustment of Dwell Time - The stopping time of 
the train at a station is called dwell time. The extra 
dwell time results into low average speed while less 
dwell time may be inconvenient to the passengers 
boarding or alighting the train. The extra dwell time 
also results into loss of energy due to opening of 
train doors for more time. The dwell time at stations 
needs to be rationalized keeping in view above factors. 
Delhi Metro has analyzed the dwell time of all the 
stations and reduced it keeping in mind the number of 
passengers dealt with at the station. 

The following factors have helped in reducing the dwell 
time at the stations:
a.  Introduction of high capacity trains (6 car and 8 car) 

and consequent increase in train doors to allow early 
boarding & alighting of the passengers. A 4 car train 
has 16 doors; a 6 car train has 24 doors & a 8 car train 
has 32 doors. 

b.  Prior information of the composition of train arrival, 
so as passengers can relocate themselves safely.

c.  Interlacing of high capacity trains to ensure smooth 
clearance of passengers

d.  Introduction of additional trains in peak of peak hours

Display of number of coaches at platforms for next arriving train
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Non Traction Energy Consumption for the year 2013-14 
has decreased by 4.70% compared to 2012-13. Some of the 
steps taken to reduce Non-Traction Energy Consumption 
are listed below:
•  Number of trips in Underground  

portion of Line-2 has been  
decreased, thus the  
corresponding Air  
Conditioning load has  
reduced proportionately.

•  Station lighting and  
switching has been done  
as per day’s requirement/ 
geographical design/passenger  
movement.

•  Station ventilation (AC of UG section) is done as per 
the season/ambient temperature/passenger flow.

•  Working of escalator and lift is done in energy saving 
mode

•  Operation of Lift and Escalator has been rationalized 
in accordance with passenger flow.

• Replacement of MH light in to LED Light.
The graphical representation below shows the extent to 
which Non Traction Energy has been reduced as a result 
of the measure taken by DMRC to make their operations 
more energy efficient.
 In the domain of lighting, maintaining standard lux 
(lumen per sq. meter) levels at station are of utmost 
importance since it is critical as it relates to safety during 
emergencies. But unmanned area can be controlled through 
door switches in order to save energy. A brief of LUX 
level at different area as per DMRC standards is as under.

Non-Traction Energy Consumption (in MVAH)

4.70%
Reduction in  

Non-Traction Energy

Level of Lighting at different areas

Area Description Lux Level

Platform Area (General) 250

Auxiliary Substations 200 – 300

Operation / Control rooms 500

ECS & Ventilation Plant Rooms 200

Subways 250

Staircases/Escalators 150

Underground Track Area & cable galleries 20

Toilets 150-200

Tunnel 20
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Foot-fall of each station hugely varies on day-to-
day and time-to-time basis according to the stations 
location and vicinity.  Each station has Lifts almost 
adjacent to the escalators for alternative for the needy. 
This gives scope for altering or rescheduling the speed 
and operational timings of the escalators so as to save 
the energy while taking care of passenger comfort.

Nominal Width  
Meter

Rated Speed m/s

0.5 0.65

0.6 4500 persons/h 5850 persons/h

0.8 6750 persons/h 8775 persons/h

1 9000 persons/h 11700 persons/h

The Energy Consumption in Depots for the year 2013-14 
has increased by 12.85% compared to 2012-13. More cars 
require more maintenance. Hence energy consumption 
units in depot have increased.

Energy Consumed in Depots (in MVAH)

Following section enumerates steps are taken towards 
energy conservation during design and operation stages 
of the Delhi Metro:
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Design Stage
1.  Usage of regenerative braking resulting in Traction 

Energy saving of about 30-40%. 
2.  Reduction in Tare weight of coach by usage of Stainless 

Steel.        
3. Usage of Variable Voltage Variable Frequency Drives.                                                                
4.  Selection of 25 kV AC traction, which results in 

reduction of equipment sizing and hence lower energy 
losses in the equipment.                                                                          

5.  Maintaining the power factor near unity by providing 
capacitor banks.        

6.  Selection of Energy Efficient VAC equipment like 
Screw Chillers.          

7.  Energy Saving by Adoption of 1% design criterion 
which implies that the design temperature shall not be 
exceeded for 99% times during summer season.                            

8.  Usage of the HVAC closed system where the 
conditioned air gets re-circulated.   

Operation Stage
1.  Usage of LED, CFL's or T-5, T-8 lights with electronic 

ballasts.  
2. Avoiding unnecessary lights usage during daytime.                           
3. Provision of a timer for lighting circuit. 
4.  Provision of a limit switch with door opening to 

control the lighting of technical rooms.
5. Individual control for each light in the service room. 
6. Judicious operations of the Water Pumps.

Energy Conservation Measures: CDM Project 
on Regenerative Braking
The CDM project on Regenerative Braking was the first 
project in the world to be registered with the CDM by 
DMRC. It was registered with UNFCCC on the 29th 
December 2007. The project activity is to install low 
GHG emitting rolling stock having regenerative braking 
system in Delhi Metro Rail Corporation (DMRC). This 
activity replaces the conventional electro-dynamic 
rheostat braking technology installed in other metro 
systems with regenerative braking technology fitted 
rolling stock. The regenerated electrical energy due to 
this braking technology is fed to Over Head Equipment 
(OHE) that reduces the consumption of equivalent grid 
electrical energy required by the powering trains, thereby 
conserving electrical energy and subsequently leading to 
GHG emission reduction. 

Variable Refrigerant Volume (VRV)

Variable Voltage Variable Frequency Drive

Traction motor as mounted on Bogie and Axle
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•  DMRC gets 430,000 CERs for a 10-year crediting 
period up to December 2017; this translates to Rs 1.80 
crore per year for 10 years.

•  The project activity contributes to the environmental, 
social issues locally and globally through :

 o  Reduction in the Green House Gases Emissions
 o  Reduction in SOx and NOx Emissions 
 o  Provision of an environmental friendly technology 

for upcoming metro systems in the country.
DMRC’s CDM project titled “Metro Delhi, India” 
(Registration Number 4463) and was registered with 
UNFCCC on 30th June 2011 during the construction of 

the phase 2 of the Delhi Metro. Crediting period for this 
project is from 30th June 2011 to 30th June 2021. DMRC 
has earned a total of 72697 CERs (Carbon Emission 
Reduction) in the first year of the project.
•  The project replaces trips made by conventional 

transport modes such as bus, car, bike, auto etc with 
metro, by being a more efficient, faster, safer, reliable 
and environmental friendly means of transport.

•  The metro has as main environmental aspect that the 
resource efficiency of transporting passengers in Delhi 
is improved i.e. emissions per passenger kilometer are 
reduced compared to the situation without project.

In a research study conducted by the Central Road 
Research Institute (CRRI) in May 2007 and August 2009, 
the following are some of the ways in which Delhi Metro 
has contributed to the Environment and Social Habitat of 
Delhi:
•  Reduction in Travel Time approximately 28 minutes 

per trip for passengers 
• Reduction in the number of accidents 
•  Reduction in GHG Emissions (4,57,615 CO2 

equivalent tonne annually)

• Reduction in Air Pollution - 179613tonne annually
• Reduction in Noise Pollution
• Reduction in Energy Consumption by 21.29%
•  106493 tonne fuel (Cost of fuel saved is Rs 1588 

Crores/Year)
• 117249 Vehicles off the road daily.
•  Economic Benefit (EIRR) of 23.31% and Financial 

Profile (FIRR) is 7.42%

Converter Inverter used in DMRC Trains
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Use of Renewable Energy
Keeping with the objectives of National Solar Mission 
DMRC is committed to establishing and promoting 
sustained use of Solar Energy to reduce greenhouse gas 
emissions and related impacts of climate change. DMRC 
has a policy to use renewable sources to meet its energy 
requirement in order to reduce its dependence on fossil 
fuels. A solar policy has been framed in this regard. 
DMRC is aiming at generating a total of 20 MW of Solar 
Power. As a pilot project, an initiative has been taken to 
install Solar Panels on the roof tops of some of the Metro 
Stations.
 The first solar module of Delhi Metro’s inaugural ‘Roof 
Top Solar Power Plant’ was installed at the Dwarka Sector 

21 Metro station. The plant, with a capacity of 501 kWP 
was commissioned on 27th June 2014. With this DMRC 
has become the first ever Metro system in the country to 
install ‘Roof Top Solar Power Plants’ at its Metro stations. 
The power produced from this plant will be used to 
cater the power requirements of DMRC at this station. 
DMRC is also exploring the possibility of installing more 
such plants at its stations, depots, parking lots as well 
as residential complexes. The power generated by these 
plants will be used for operational requirements, which 
include station lighting and other loads. This is expected 
to bring down the consumption of power from national 
grid, which can then be used by other consumers.

Renewable Energy Generation at DMRC Stations

Details of the Present Solar Power Installation

Station Name Dwarka Sector-21 Yamuna Bank Anand Vihar Pragati Maidan Metro Enclave, Saket

Stage of 
Implementation

Implementation 
Stage

Implementation 
Stage

Implementation 
Stage

Implementation 
Stage

Implementation 
Stage

Installed Capacity 500 kW 1500 kW 115 kW 85 kW 50 kW

Roof Top Solar Power Plant at Anand Vihar Metro Station

Inauguration of Roof Top Solar Power Plant 
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Water Conservation
The National Water Mission to conserve water, minimise 
wastage and ensure equitable distribution commits 
itself to manage water resource for better efficiency and 
sustainable consumption is also being addressed by 
DMRC. Concerted efforts are being made to reduce water 
consumption. An action plan has been developed to 
implement Water Policy. The following actions are been 
taken up to conserve water:

Recharge of Ground Water
•  Provision of Rain water harvesting- 371 rain water 

harvesting structures (RWHS) are provided in Depots, 
Stations, Viaducts and the Metro Bhawan. These have 
the potential to harvest 148.05 Million litres of rain 
water per annum.

•  In the current financial year i.e. 2014-15, 99 additional 
rain water harvesting structures are planned. These 
are designed to harvest around 21.38 Million Litres 
per annum.

Reuse of Sewage Water
•  Waste water is used for gardening purpose in depots 

and Metro Bhawan after treatment through Effluent 
Treatment Plant (ETP) and Sewage Treatment Plant 

(STP). Total treated water from STP/ETP being reused 
in depots is 144.5 KL/D (Kilo litres per day) and in 
colonies is 260 KL/D. At Metro Bhawan 20 KL/D 
waste water is utilized for gardening purposes after 
treatment through STP.

•  The effluent from sewage treatment plant at 5 Metro 
stations (Chattarpur, Ghitorni, Arjangarh, Sultanpur 
and Huda City Center), each having capacity of 25 
KLD from which 10 KLD is being used for flushing  
of toilets.

•  At Shastri Park Metro Station, it has been planned to 
connect outlet pipe of roof truss gutter to nearby raw 
water tank/fire   water tank through distribution pipe 
for more utilization of rain water. At a small scale, this 
experiment has already been carried out at Kashmere 
Gate Metro Station and is in progress at Mundka 
depot.

•  Possibility is being explored to utilize 5 lakhs litres 
of seepage water collected per day at underground 
stations.

DMRC rejuvenated the Sarpakar Lake which is located 
in the Rock Garden near the ridge area in Delhi. This 
tremendous effort is an example of how the organization 
fulfils its responsibility in developing the flora around 
their area of operations.

DMRC helped in the Rehabilitation of the dried Sarpakar Lake situated in Rock Garden Ridge area, Rajpur Road

DMRC has made efforts to use the water for washing the 
metro coaches, judiciously. The auto wash plant is used to 
wash DMRC trains from outside automatically. The speed 
limit of the train is 3-5kmph. There are 7 such installations 
in the DMRC Network. The following is the sequence of 
operation of wash stations at Auto Wash Plant 

1. Pre-wet by spray nozzles.
2. Application of detergent with water brush.
3. Rinsing with rinsing brush by re-cycled water.
4. Rinsing with rinsing brush by fresh water.
5. Spray of water by nozzles with fresh water.
6. Spray of water by nozzles with RO water.
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Tree Plantation
DMRC has a policy to plant 10 saplings for every tree that is required to be felled. In 
order to ensure that the correct type of saplings are planted and maintained, DMRC has 
engaged the services of Forest Department, Govt. of Delhi. All expenses towards this end 
are borne by DMRC. So far in construction Phases I, II & III, DMRC felled 47,855 trees and 
consequently, the department of Forest has planted 5, 04,251 number of trees on behalf of 
DMRC. In addition to the compensatory afforestation, DMRC has taken care to transfer 
fully grown and mature trees to places which are construction free. With its planning skills 
DMRC was able to save up the felling of numerous trees. So far in Phase I, II & III, DMRC 
has transplanted a total of 7,130 trees at various locations.

Tree Plantation Data for DMRC Construction Phase 1, 2 & 3

Phase of 
Implementation

Trees Permitted 
to Fell

Actual Trees 
Felled

Trees 
Saved

Trees 
Replanted

No of Trees 
Transplanted

Location of plantation

Phase-l 14505 13858 647 39600 3584
Isapur (old), Kakrola, Najafgarh 

Drain

Phase-ll 24453 17997 6456 304651 3052

Mungeshpur, Sultanpurdabas, 
KharkharjatmalQutubgarh, 

Rajokrinalah, RewlaKhanpur, 
Mukhmelpur, Najafgarh, Isapur, 
Kakrola, Ayanagar, Hindon cut

Phase-lll 16001 Under 
Process

- 34350 494 Khakharjatmal-iv, Ayanagar, 
Savada

85%
Survival Rate of Trees 

Planted by DMRC

Tree Plantation 
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Continuous assessment is done about the age and status of the planted saplings. An assessment of this nature helps in 
knowing the efficacy of the sapling plantation programs. The following table is a sample survey done by DMRC to know the 
age of the planted saplings during different phases of their construction:

Name of Area Year of 
Plantation

Number of 
Saplings Planted

Variety of Saplings Planted Survival Rate 
of Saplings

Isapur (Old) 2000 – 2004 26100 Pipal, Dhak, Jangal, Jalebi, Bakai, Arjun 80%

Mungeshpur 2007 – 2008 13000 Shisham, Neem, Pilkhan, Papdi, JangalJalebi 100%

SultanpurDabas 2007 – 2008
2010 – 2011

25000 Arjun, Shisham, DesiKikar, Neem, Papdi 60%

KharkhariJatmal 1 2007 – 2008 23000 Shisham, Neem, Cassia semia, Lasoda, Papdi 100%

KharkhariJatmal 2 2009 – 2010 30000 Bakain, Sheesham, Pilkahn, Neem, Arjun 80%

KharkhariJatmal 3 2010 – 2011 8000 Neem, Bakin, Sheesham 83%

KharkhariJatmal 4 2011 – 2012 5000 Shisham, Cassia semia, Jamun, Arjun 100%

Qutubgarh 1 2007 – 2008
2010 – 2011

22000 Arjun, Papdi, Shisham, Cassia semia, Bakain 100%

Qutubgarh 2 2008 – 2009
2010 – 2011

12800 Papdi, Amaltas, Shisham, Neem 99%

RajokriNallah 2008 – 2009 10000 Chandni, Papdi, Shisham, Neem, Bakain 30%

RewlaKhanpur 1 2007 – 2008
2010 – 2011

36560 Jamun, Bakain, Shisham, Neem, Lasoda, Pipal, Arjun 65%

RewlaKhanpur 2 2008 – 2009
2010 – 2011

7200 Jamun, Neem, Bakain, Pilkhan, Shisham, Arjun, 
Cassia semia

88%

RewlaKhanpur 3 2009 – 2010 10000 Neem, Arjun, Shisham, Bakain, Amaltas 96%

Mukhmelpur 
(DJB)

2010 – 2011 7800 Neem, Arjun, Bakail, Pilkhan, Shisham 80%

Mukhmelpur 
(Dera)

2009 – 2010 12000 Neem, Arjun, Papad, Pilkhan, Shisham 75%

Najafgarh 2008 – 2009 12000 Shisham, Alstonia, Jamun, Papdi, DesiKikar 75%

Issapur 2007 – 2008 37111

Savada 18000

Kakrola 2000 – 2004 13500

Aya Nagar 2009 – 2010 14500 Shisham, Dhak, Ficus 100%

Aya Nagar 2011 – 2012 11350 Neem, Jamun, Amaltas 90%

Hindan Cat 2007 – 2008 12880 Shisham, Pipal, Semul, Jamun, Pilkhan, Alstonia 99.99%

NH 1 2009 – 2010 10800 Shisham, Pipal, Alstonia, Pilkhal 100%
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Waste Management
In order to achieve better waste management and fast 
disposal of waste, guidelines have been formulated for 
retention and disposal of waste from stations and other 
offices. DMRC considers today’s waste as tomorrow’s 
raw material. The aim of the DMRC Waste Management 
policy is to assess and minimize waste generation, to re-
utilize/ recycle waste and to operate in full compliance 
with applicable environmental laws. DMRC has adopted 
following measures to identify, recycle and reuse the waste:
•  Waste policy formulated in which scrap is generated 

and disposed off only after fully extracting any residual 
economic worth by encouraging recycling & reusing 

•  Responsibility has been fixed for retention & disposal 
of Records 

•  Retention period has been defined based upon 
category of records

• Process for disposal has clearly been defined
•  760 truckloads of waste construction material/debris 

from under platform, ventilation & air-condition 
shafts have been removed from stations

•  Identifying the areas prone to wastages at work place 
and making every possible effort to recycle the waste

•  For the Recycle and re-use of Construction and 
Demolition waste (Generated during the construction 
phase) it is proposed to construct a C&D Waste 
Management facility which is owned by DMRC.

•  Efforts are being made for maximum segregation 
of waste at source viz. recyclable material, e-waste, 
hazardous waste, zero value items, etc. is practiced in 
all operations

DMRC is formalizing a unified waste management plan 
for its O&M. The following is the list of the typical types 
of Wastes generated in DMRC:

Depot Waste
Description of items

Iron, Panto 
Carbon Strips 

&Lubricant 
Metallic Cans 

Broken and 
Unserviceable 

Furniture &  
Wood

Mono 
Links, Lead 

Acid Batteries & 
Aluminium  

Metal

Waste from lathe, 
Rags & Cables

Waste Oil, 
Wheel Discs, 

Brake Discs, Brake 
Pads/Shoes

Old records 
at depots, 

Compressor  
Filters

Released 
glass, Different 

types  
of Rubbers,  

Plastic

Released tube 
lights from trains/

Depot

Station Waste
Description of items

Ladders, 
Pumps, Motors, 
Water Coolers 

&Bearings

Lead acid 
Battery, SMF 

Batteries,  
UPS

Hand  
Rail of Escalator, Step 

Rollers, Tube Lights & CFL/
Lamps

Air Conditioners 
(Indoor/Outdoor/

Complete Unit), Geysers& 
MCB/MCCBs

V3F Drives, Fans, 
Compressor

Mobil Oil, 
Electronic 

Ballasts, LCE 
boards/PCBs

Timers, Capacitors, 
Contactors, Relays, 

Detectors, Indicators, Float 
Switches/Sockets and other 

Plastic Items
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Reduction in Noise Levels
DMRC addressed the issue of noise pollution by installing 
noise barriers at locations where the metro network is 
laid in the vicinity of residential area. Some examples of 
such locations are Lajpat Nagar to Santh Nagar (Line 6 of 
the metro network) and the area between the MG Road 
and IFFCO Chowk Metro Stations (Line 2 of the metro 

network). A noise barrier is an acoustical barrier designed 
to protect the inhabitants of sensitive land use areas from 
noise pollution. There are different types of noise barriers. 
These are used depending on the site conditions and level 
of attenuation required. The following data captures the 
change in the noise level after the installation of noise 
barriers on different locations on the Violet Line.

These results were based on actual study conducted by 
Central Road Research Institute (CRRI). In certain places 
there is an increase in the noise level. This increase in 
higher noise level can be attributed to increase in traffic 
and the road geometry. 

Location Equivalent Noise 
Level

Change 
(approx.)

dB(A)
Stage –I Stage-II

Outside Hostel Premises 74.0 64.7 -9.3

Reception Area GF 
(Outside)

61.0 63.4 +2.4

Corridor First Floor 71.0 60.2 -10.8

In front of Main Bldg. 52.0 57.6 +5.6

Outside Canteen 
premises

68.0 67.4 -0.6

Outside Faculty G.H 52.0 57.6 +5.6

Average -1.2

Location Equivalent Noise 
Level

Change 
(approx.)

dB(A)
Stage –I Stage-II

Near Boundary wall - 65.6 -

Outside School Bldg. 76.0 60.2 -15.8

Inside Reception area 50.0 52.7 2.7

First Floor 50.0 48.0 -2.0

Second Floor 51.0 43.5 -7.5

Third Floor 49.0 44.2 -4.8

Reduction in Noise Level at Metro Stations on Violet Line

Noise Barriers on Via-duct
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SOCIAL PERFORMANCE

•  Most employees hired are in the age bracket of 18 – 30 years

•   DMRC is first mass transit system in the country which is designed  

for differently abled commuters 

•   Total 1170 disabled persons and 6334 elderly people were provided  

assistance during Special Drive 

•   Delhi Metro has opened an ‘Old Age Winter Home’ for male senior citizens

•   DMRC running a ‘Arman - Children’s Home’ for boys at Tis Hazari

•   Delhi Metro is promoting public art, Indian Culture & tourism in Delhi under 

its CSR mandate
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SUSTAINABILITY 
APPROACHLEADER’S SPEAK

DMRC is committed to employee engagement that upholds individual dignity and integrity. DMRC’s employment 
practices are premised on attracting and retaining talent based only on merit. Its capability development agenda ensures the 
deepening and enhancement of the skills of all its employees, through continual and customised training and development 
programmes. All DMRC’s employees operate in a work environment which has been recognized for the quality of its safety 
and health standards. Constant efforts are made to ensure that all human resource policies and statutory compliances 
governing labour practices and decent work in the organization are promptly complied with. Due attention is also paid 
to the periodic review and updating these policies at all department levels and locations. These policies are shared with 
employees and potential employees through training programs, communication sessions, the Company portal etc. The 
primary objective is to nurture a culture of meritocracy amongst a committed and enthusiastic workforce from diverse 
backgrounds. High standards of employment practices enhance the Company’s performance, help to attract and retain 
quality talent, and enhance the equity of the Company as a responsible employer.

Disclosure of Management Approach 
Social Contract and Talent Management

Statement by Shri S.K. Sinha, General Manager, Human Resources, DMRC
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Overview
The objective of the DMRC‘s engagement with its 
stakeholders in the Social arena is to nurture a culture 
of meritocracy amongst an enthusiastic workforce from 
diverse backgrounds. High standards of employment 
practices enhance the Company’s performance and help 
to attract and retain quality talent. This in turn translates 
into financial savings resulting from employee retention 
and reduced cost of recruitment. All of DMRC’s employees 
operate in a work environment which has been recognized 
for the quality of its safety and health standards. This will 
also be evident later in the report where much is talked 
about the health and safety policies along with their 
implementation.

Performance
The Delhi Metro Rail Corporation has grown in its size 
since inception. In the year of reporting DMRC boasts of 
having approximately 8000 Employees. DMRC recognises 
the importance of having diversity with respect to gender 
and age at the workplace. The following table addresses 
the issue of diversity in the governance body of the 
organization.

Diversity in the Governance Body
The following table exemplifies the diversity ratio in the 
governance body of DMRC, both age and gender wise. 

Gender & Age Diversity in the Governance Body  
of DMRC

 Males Females Age Group

Under 
30

30 – 50 50 – 
Above

2012 - 2013 16 1 0 0 17

2013 - 2014 16 1 0 0 17

Employment Trends
DMRC attracts lesser number of female workers than 
the male workers. An important factor for this is that, 
the organization is in a rapidly growing phase and the 
majority of the activity is related to construction. Hence, 
lesser number of females is attracted to this specific 
nature of work. DMRC also boasts of itself to be a highly 
employee friendly organization. As an organization it 
maintains diversity with respect to the age and gender of 
employees. The organization has been growing in scale 
and operation. The following graphical representations 
display the above mentioned trends. The number of new 
hires has been increased in the year 2013 – 14 as compared 
to the baseline year 2012 – 13. The data about hiring of 

new employees from different age groups suggests that the 
organization values young employees.
 

Number of Employees classified by Gender in DMRC

2012 - 2013 2013 - 2014 Percentage 
Change

Male Employees 7098 7689 8.3

Female Employees 478 520 8.7

Total Number of 
Employees

7576 8209 8.3

Gender & Age Diversity in the Permanent Employees  
of DMRC

 Males Females Age Group

Under 
30

30 – 50 50 – 
Above

2012 - 2013 7098 478 4158 3064 354

2013 - 2014 7689 520 4299 3470 440

Employee Turnover Age Group Wise

Employee Turnover Gender Wise
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Employee turnover has increased over the years. The 
reason for this is the niche skill set that is acquired by 
DMRC employees which makes them competent enough 
to work for the operations and maintenance of other similar 
metro networks. Another reason for the high turnover 
rate is the development of similar metro networks in other 
parts of India. These other metro systems are serving as 
an opportunity for people to migrate away from the Delhi 
Metro Rail Corporation.
DMRC believes in encouraging newer and younger talent 
to work in their organizations. This is evident in the above 
shown graphical representation where it is seen that the 
most employees hired are in the age bracket of 18 – 30 
years.

New Employees Hired Age Wise

Organizational Defined Benefit Plan Obligations
DMRC has a unique set of benefits to be offered to their 
employees. The organization believes in retaining talent by 
incentivising employees. The following table enumerates 
some of the organizational benefits offered during the 
reporting year.

Benefits to Full Time 
Employees ONLY

2012 - 2013

Benefits to Full Time 
Employees ONLY

2013 - 2014

Life 
insurance

√ √

Health care √ √

Disability 
and invalidity 
coverage

√ √

Parental leave √ √

Retirement 
provision

√ √

Others Staff Quarters, Group 
superannuation 

scheme, Housing/ 
Vehicle/ Multi 

Purpose/ Festival/ 
laptop Advances etc.

Staff Quarters, Group 
superannuation 

scheme, Housing/ 
Vehicle/ Multi 

Purpose/ Festival/ 
laptop Advances etc.

Welfare activities are funded by the Staff Welfare Fund. Some of the activities which are currently being conducted out of 
that find are listed below:
• Gift on marriage and childbirth
• Scholarship to meritorious children of employees
• Special incentive for education of daughters,
• Hostel subsidy for children studying in prestigious Government Institutes.
• Incentive to employees/awards for outstanding achievements in sports field
• Outstation tours for employees and their families
• Grant for organizing cultural activities,
• Monthly Grant in case of long sickness.
• Diet allowance to employees suffering from cancer 
• Quarterly Grant for Handicapped child
• Monthly pension to the dependent spouse/ parents of diseased employee
DMRC has 1188 quarters for various categories of staff out of which 1145 are under occupation. Approximately 1292 staff 
quarters are under construction. For Executives, lease facility including self-lease is provided by the organization.
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Labor Practices
The contractors of DMRC are to take reasonable steps to 
protect the environment, to avoid injury, avoid damage 
and nuisance to people and property which is resulting 
from pollution, noise and other results of operations. The 
contractor also has to ensure that air emissions, surface 
discharges and effluent from the site during the progress 
of the work will not exceed the limits as prescribed by the 
employer. 
 The contractors hired by DMRC have a Labor Welfare 
Organization, which is responsible for Labor Welfare 
and compliance with the Labor Laws of the Nation. The 
contractor is supposed to prepare and submit compliance 
reports of adherence to labor laws as and when desired 
by the Engineers. The contractor is also responsible for 
providing and maintaining all necessary accommodation 
and welfare facilities as per the prevailing labor and 
welfare laws. Precautions are supposed to be taken to 
ensure the health and safety of the staff. Medical staff, 
first aid, facilities, sick bay and ambulance services are 
available at the site of accommodation. As a responsible 
Principal Employer DMRC observes keen supervision and 
monitoring to ensure the compliance of all the aforesaid 
Labour Practices.

Facilitating Travel for the Differently Abled
Special Drive to facilitate travel for differently abled/Senior 
Citizens carried out during 4 consecutive weekends from 
29-June-2013 to 21-July-2013 and from 15-Nov-2013 to 
30-Nov-2013. During the drive, the differently abled/
Senior Citizens were provided assistance for using DMRC 
system. Total 1170 disabled persons and 6334 elderly 
people were provided assistance during the drive. As 
part of the drive, special teams comprising of Customer 
Relations Assistants (CRA) and guards were deputed 
at these stations, the teams facilitated the entry and 

then seating of the senior citizens and commuters with 
disabilities inside the trains. The concerned commuters 
were advised to contact the Customer Care Centres at the 
stations or the station personnel for any such assistance. 
The Station Managers of the respective stations supervised 
the entire exercise and the Operations Managers, in 
charge of the respective corridors ensure that the drive is 
conducted properly at both the originating stations under 
their purview.
 DMRC is first mass transit system in the country 
which is designed for differently abled commuters as per 
international standards. Every station is provided with 
the ramp, tactile path, special toilets, wide AFC gates for 
wheel chairs, elevators with priority given to differently 
abled. Further, the front line staff at the station has been 
imparted customer care and soft skills training to better 
understand the needs of people with special needs. The 
training on Sign Language has also been imparted to 
Customer Relation Assistants (CRAs) so that they can 
easily serve the ‘deaf and dumb’ customers.
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Whenever a differently abled person reaches the station, 
first he has to come in contact with CISF staff to undergo 
security check. There have been many complaints of 
discourteous attitude of CISF staff. The CISF staff have 
also been imparted the soft skills training to improve their 
behaviour with customers. 
 The helpline number of DMRC has been widely 
circulated so that a needy customer may call the helpline 
to inform DMRC about his/her needs and expected 
arrival at the station. The wheel chair with an attendant 
is arranged at the gate as per the expected time and the 
customer is escorted from gate of the station to the train at 
originating station and again at destination station, he is 
received and escorted up to the exit of destination station.
 There have been few cases of the blind person falling 
on the track. Instructions have been issued that if any 
unattended blind person approaches a station, the CISF 
security person will inform the station staff who would 
ensure that the blind person is escorted till he boards the 
train safely at originating station. At destination station, 
he is received from the train and escorted up to the exit 
gate. 
 Although DMRC has been sensitive to the needs 
of differently abled commuters and incorporated their 
needs in design itself since inception, it is important to 
get the audit of the facilities done through an independent 

agency to find out the gaps in requirement and provision 
of the facilities from the perspective of differently able 
commuters. M/s Samarthayan, an NGO, has done 
accessibility audit of some of our major busy metro 
stations and submitted its recommendations to further 
improve the accessibility at the stations. DMRC is in 
process of implementing necessary improvements at the 
stations and the recommendations of M/s Samarthayan 
are being taken into account in the works of Phase III of 
DMRC also.
 In Phase III stations, the audio warning has been 
provided at the start of the escalator to advice passengers 
specially the differently abled ones to hold the guide 
rails while using the escalator. Further, the instructions 
in Braille have been provided inside the elevators in the 
phase III stations.

DMRC’s Corporate Social Responsibility 
Programs
Delhi Metro Rail Corporation Ltd., being a socially 
responsible organization, accords high priority to 
social issues. Various awareness programmes have been 
conducted by DMRC from time to time to educate its 
stakeholder. It includes knowledge about HIV/AIDS/
STI among labour engaged in the construction work of 
Delhi Mass Rapid Transit System, provision of medical 

Winter Age Home
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facilities and education services 
to its labourers and their 
children, community Interaction 
Programmes to consult local 
residents, Resident Welfare 
Associations and Project Affected 
Persons, a Children’s Home at Tis 
Hazari and a ‘Winter Age Home’ 
at Kalkaji.
 Besides above, with a view 
to support the social activities 
from various Societies / NGO’s to 
promote social awareness among 
commuters at metro stations, 
DMRC framed its policy on 
Corporate Social Responsibility. 
The policy permits display of 
social awareness messages via 
banners, standees and canopies 
at earmarked metro stations, 
generally for a period of 10 days, 
to various social organisations 
/ societies / NGO’s who are 
working in the field of social 
service in India and are non-
profit making organisations.



LEADER’S SPEAK
DELHI METRO RAIL 
CORPORATION

SUSTAINABILITY 
APPROACH

CORPORATE 
GOVERNANCE

OPERATIONAL 
PERFORMANCE

74    DMRC Sustainability Report 2013–14

During the policy period from 01.03.2013 to 28.02.2014, following 6 permitted Organisations had carried out social cause 
campaigns at the metro stations:

S. No. Name of Organisation Details of Campaign Period of Campaign

1. Rajyoga Education & Research Foundation Health & De-addiction 01.03.2013 to 10.03.2013

2. World Lung Foundation-South Asia Spreading Anti-tobacco messages 11.03.2013 to 10.04.2013

3. Dera Sacha Sauda Cleanliness and Hygiene 10.09.2013 to 11.09.2013

4. CRY (Child Rights and You) Vote for Child Rights 11.01.2014 to 20.01.2014

5. VSO India Trust Equa-thon 29.01.2014 to 04.02.2014

6. Find a way / AVA Merchandising Solutions 
Private Ltd.

Distribute Gift Vouchers to Women Travellers 01.02.2014 to 28.02.2014

In the subsequent period from 01.03.2014 to 28.02.2015 following 6 organisations were permitted:

S. No. Name of Organisation Details of Campaign Period of Campaign

1. Healthy Aging India ‘Walk-A-Thon’, walk for the benefit of senior 
citizens

01.03.2014 to 05.03.2014

2. ASTHA Children/Persons with Disabilities 11.07.2014 to 20.07.2014

3. Balaji Blind Institution Society Blind School 01.08.2014 to 10.08.2014

4. HOPE Initiative World Hepatitis Day (28.07.2014) 21.07.2014 to 30.07.2014

5. National Foundation for India Declining Child Sex Ratio 21.11.2014 to 30.11.2014

6. Institute of Cytology & Preventive Oncology National Cancer Awareness Day 07.11.2014

For continual support to social causes, the policy is being continued.

Collaboration with Other Organisations
As part of Corporate Social 
Responsibility, Delhi Metro firmly 
believes in collaborating with other 
organizations in its pursuit for 
excellence in public service. Delhi 
Metro has entered into MOUs with 
many organizations to promote public 
art, Indian Culture & tourism in Delhi.
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Public Art in Public places
Culture encompasses all that a 
civilisation stands for, and Art is its 
means to address humanity. Delhi 
Metro believes that promotion of 
Art and Culture helps multicultural 
understanding and conflict reduction, 
as it reaches out where ordinary 
communication fails. DMRC has 
supported a number of initiatives 
in this area, particularly projects 
presenting and highlighting the 
everlasting progressive values of the 
Indian subcontinent in the National 
Capital. Notable projects include:- 

Association with India Habitat 
Centre
IHC is an organization recognized as 
a Centre for Intellectual work as well 
as a vibrant Art and Culture venue. 
DMRC has entered into an agreement 
with IHC for allocation of bare space 
at two prominent locations, one each 
at Mandi House and Jor Bagh Metro 
Stations for display of Art Works.

Display of Art Panels at INA Metro 
Station (started in September 
2010)
The crafts of India gallery at INA Metro 
Station showcases 58 Panels crafted by 
Master crafts persons and Weavers 
from Handloom & Handicrafts sector. 
It has 16 panels of hand embroidery, 
10 panels of hand woven artefacts and 
22 panels of traditional paintings and 
murals depicting crafts, weaving style 
and paintings. The panels which belong 
to the Ministry of Textiles, Govt. of 
India is showcasing the strength of 
Indian tradition of crafts and weaves at 
the Station which would be an excellent 
way to acquaint the commuters with the 
depth and richness of traditional crafts 
and weaves. Select forms of paintings, 
crafts tradition and weaves were 
accordingly chosen, characterizing the 
ethos and styles from across the length 
& breadth of the country depicting the 
richness of its tradition and its diversity.

Art Panel at Mandi House Station

Art Gallery at INA metro station
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Art work at the Stations
Artwork at Janpath metro station
The Art work titled “The ‘Jan’ path …” 
at the Janpath Metro Station is a tribute 
to the three important elements, the 
‘jan (people) and the two historical 
monuments namely “Jantar Mantar” on 
its west and the “Agrasen ki Baoli” on 
its east. This art work has been done on 
the wall at the concourse level facing the 
walking gallery at Janpath station.
Art work at Mandi House
The Indian Council of Historical 
Research (ICHR), Ministry of HRD, 
Government of India has provided two 
suggestive artworks for Mandi House 
Metro Station. These artworks are 
depicting monuments, historical and 
cultural buildings around the Mandi 
House station.

Akshardham Temple Art Panels at 
Akshardham Station
In participation with Akshardham 
Temple, Delhi Metro has displayed 
portraits of the temple at Akshardham 
Metro Station to make the visitors aware 
of rich culture of India. 

Display of Handicrafts at stations
For dissemination of information about 
handicrafts to the general public, DMRC 
has provided space at Udyog Bhawan and 
Race Course metro stations to display 
handicrafts by Handicrafts Museum. 
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Co-operation with National 
Book Trust India
DMRC has signed an MoU with 
National Book Trust India to 
cultivate reading habits among 
metro commuters and employees 
and to promote each other’s 
services. Under the MoU, both 
the organizations have agreed 
to share their premises and 
carry out various promotional 
activities like joint advertising on 
its premises, discounted sale of 
books to metro commuters and 
metro employees, establishment of 
NBT book shops in selected metro 
stations, promotional sale of metro 
smart cards during book fairs/
exhibitions etc. As a pilot project, 
NBT Metro Book Shops have been 
opened at Kashmere Gate and 
VishwaVidyalaya Metro Stations.

Association with Sahitya Akademi
DMRC has signed an MoU with Sahitya Akademi, the 
central institution for literary dialogue, publication and 
promotion in the country that undertakes literary activities 
in 24 Indian languages, including English. As part of our 
Corporate Social Responsibility (CSR), we intend to

promote good taste and healthy reading habits, to keep 
alive the intimate dialogue among the various linguistic 
and literary zones and to organise seminars, lectures, 
symposia, discussions, readings and performances in the 
premises of Delhi Metro for developing a serious literary 
culture. 



LEADER’S SPEAK
DELHI METRO RAIL 
CORPORATION

SUSTAINABILITY 
APPROACH

CORPORATE 
GOVERNANCE

OPERATIONAL 
PERFORMANCE

78    DMRC Sustainability Report 2013–14

Tourism Promotion
Co-operation with Delhi Tourism
With a view to promote tourism in Delhi and attract more 
tourists/commuters to Delhi Metro, a Memorandum of 
Understanding has been signed between Delhi Metro 
Rail Corporation and Delhi Tourism & Transportation 
Development Corporation (DTTDC). Delhi Metro is 
advertising the events of Delhi Tourism. Metro Museum 
at Patel Chowk metro station has been included in the 
itinerary of conducted tours of Delhi Tourism and tourists 
are regularly visiting the museum. Tourists coming from 
different parts of the country as well as foreign nationals are 
being taken from Patel Chowk to INA regularly in metro 
to see the art panels on display at INA metro station. We 
are also planning to open Tourism Information Counters 
at selected metro stations for convenience of tourists/
commuters.
 To further promote tourism related activities, we have 
signed an agreement with M/s Purple UMTC Transit Pvt 
Ltd (PUTPL), the company operating HOHO buses in 
association with Delhi Tourism. Under this agreement, 
tickets of HOHO Buses for Delhi sight seeing service 
shall be made available at 39 selected Metro stations for 
the convenience of tourists visiting Delhi. M/s PUTPL has 
included Metro Museum at Patel Chowk Metro Station in 
their itinerary of daily & weekly sightseeing tours. 
 The Delhi Metro Rail Corporation (DMRC), in 
association with the Embassy of France organized a 

photo exhibition titled “Film Industry: Then and Now” by 
acclaimed photographer Pablo Bartholomew, at the Rajiv 
Chowk Metro station. The exhibition featured a number 
of rare photographs chronicling the evolution of Indian 
Cinema from the silent and black and white era to the 
present. The fortnight long event was unveiled on 4th 
March, 2014 by DMRC’s Managing Director, Shri Mangu 
Singh and the Ambassador of France to India, H.E Mr. 
François Richier at the paid concourse area of the Rajiv 
Chowk Metro station. The exhibition is a part of the Fête 
de la photo (photography festival) initiative of the Embassy 
of France, as part of which similar exhibitions are taking 
place at various locations across eight major cities of the 
country. This event was the first pan-India photography 
festival depicting art in public places.

Nobel Memorial Wall
To refresh the public’s memory about Indian Nobel 
laureates, a Nobel Memorial Wall is displayed every 
year at the Rajiv Chowk metro station in collaboration 
with Swedish Embassy. The wall exhibits portraits 
of Rabindranath Tagore, C.V. Raman, HarGobind 
Khorana, Mother Teresa, Subrahmanyan Chandrasekhar, 
AmartyaSen, Venkatraman Ramakrishnan, and this year’s 
Nobel Peace Prize winner KailashSatyarthi. While some 
of the laureates are well-known, the write-up below the 
portrait throws light on those winners whose life and 
work is known only to people in their field of work.
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Local Communities
Delhi Metro Rail Corporation (DMRC) conducts a 
thorough Heritage & Social Impacts Assessment before 
proceeding to the construction phase. For the construction 
of its corridors, this assessment is of a great value as there 
is construction in areas experiencing population pressure 
due to their proximity to Delhi. An ever increasing demand 
for transport is creating an excessive pressure on the 
existing transport system. With high growth in transport 
demand, congestion on roads has been increasing due to 
phenomenal rise in private vehicles. In order to enable 
DMRC to implement appropriate social measures by 
making clear its procedures and criteria for decision 
making and for meeting the requirements of funding 
agency, the main objective of the social assessment was 

to ensure transparency, predictability and accountability 
in the present study. The study had following objectives: 
• To protect and preserve heritage and monuments.
•  To assess the socio-economic conditions of the 

families/people likely to be affected due to the 
proposed corridors of the metro rail project,

•  To examine potential positive and negative impacts on 
the socio-economic condition of people in the project 
area, 

•  To develop appropriate measures to minimize the 
negative socio-economic impacts, 

•  To prepare Resettlement Action Plan (RAP) based 
on the existing policies, laws and guidelines of the 
government for the loss caused to the project affected 
people.

Care for local community during construction
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The general approach followed for conducting the Social Impact Assessment is represented below in the diagram.

The scope of socio-economic study aims to understand 
the impacts due to the proposed DMRC development in 
the surrounding areas. Based on the site survey, socio-
economic data about project affected families (PAFs) an 
inventory of property is prepared. The project proponent 
then develops measures to safeguard the PAFs from 
the loss occurred due to the proposed project with 
an objective of sustainable development. The study is 
conducted in accordance with the requirement of Japan 

International Cooperation Agency (JICA) and other 
funding Institutions.
 The Resettlement Action Plan (RAP) aims to assist 
the population affected by the project in improving 
their former living standards. It also takes into account 
the various ways in which the negative impacts of the 
project can be minimized by exploring alternative project 
designs. The areas where displacement is unavoidable, 
assistance is proposed to be provided for improving living 
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standards of people who are losing their assets, livelihood 
or other resources. The rationale behind preparing RAP is 
not only to restore and improve the standard of living of 
PAPs but also bring qualitative changes in their livelihood 
generating mechanisms. Considering that the ultimate 
aim of RAP is to improve quality of life of the affected 
persons, it is important to assess the changes brought 
about by the project. National Policy for Rehabilitation 
and Resettlement - 2007 is kept in mind while designing 
the RAP. The JICA guidelines on Environmental and 
Social Considerations are also followed.
 In order to assess the impact, Stakeholder consultations 
were also organized with the families/people likely 
to be affected. This was essential to understand the 
nature of impacts in documenting impacts on assets, 
incomes and livelihood to develop mitigation measures 
and resettlement action plan for the affected people. 
The information compiled are: type of impact, type of 
ownership, social profile of the affected people, poverty 
status, the presence of titleholders and non-titleholders in 
the project area. The views/opinion of the people about 
the project and options for rehabilitation and resettlement 
are also sought. The proposed metro rail project will have 

a number of positive and negative impacts. In general the 
metro rail corridors attempt to bring about the following 
positive impacts: 
• Generate Employment Opportunities
• Economic Growth 
•  Improvement in the means of mobility in the Project 

Area 
• Enhanced safety in travelling 
• Traffic Decongestion 
• Fossil Fuel Usage Reduction
• Reduced Levels of Air Pollution 
• Saving of Foreign Exchange 

The proposed project also has some detrimental impacts 
for a section of people/ project affected families. The 
anticipated negative impacts on these people include:
• Loss of Land,
• Loss of Residential Structures,
• Loss of Commercial Structures,
• Loss of Jobs/Works,
• Loss of Livelihood,
• Loss of Common Property Resources
• Loss of Public Utility structures

Nukkad Natak and engagement with local community
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Relocation and Rehabilitation Plan
DMRC is the executing and implementing agency for 
the proposed four new metro rail corridors in Delhi. 
DMRC is the overall in charge of rehabilitation and 
resettlement issues such as implementation, monitoring 
and execution of land acquisition and resettlement 
issues. The designated engineering department headed 
by Chief Project Manager in DMRC is responsible for 
the assessment of the requirement of land acquisition 
and resettlement based on the engineering design. 
DMRC is responsible for coordinating with other 
concerned government departments for land acquisition, 
planning and implementation of RAP which includes 
the disbursement of compensation, assistance, shifting 
and relocation of affected people. DMRC also arranges/
provides vocational training and other welfare assistance 
to the affected people. DMRC resettles and rehabilitates 
the PAPs occupying the commercial units by constructing 
shopping complexes at the nominated location. However, 
LIG & MIG flats are provided to PAFs occupying 
residential / dwelling by Delhi Development Authority 
(DDA) on recommendation of LAC and approval of Land 
& Building Department, Government of NCT Delhi as per 
R&R policy of Govt. To ensure proper coordination and 
execution of the land acquisition and resettlement issues 
and to ensure coordination with the implementing agency, 
an independent evaluation consultant (Resettlement & 
Rehabilitation) with educational background of master 
in social science i.e. Social Work (MSW) & Sociology or 
an organization with similar expertise, is hired by DMRC 
for mid and end term evaluation of implementation of 
resettlement and rehabilitation activities. The independent 
evaluation consultant reviews RAP implementation in 
light of the objectives, targets, budget and duration that 
is laid down in the plan. DMRC reports to the funding 
agency regarding the progress made on land acquisition 
and implementation of resettlement plan.
 DMRC has a division which is for looking after the 
social safeguards activities. This is headed by Deputy 
Chief Engineer (Land). He/ She co-ordinates with other 
divisions/sections of DMRC on social rehabilitation and 
resettlement issues. Other members of this unit includes 
the concerned Deputy Chief Engineer of the line/ corridor 
referred to as Deputy Chief Engineer (construction), 
Executive Engineer (land) and Executive engineer of 
the concerned line/corridor. DMRC does the overall 

coordination, preparation, planning, implementation, and 
financing of RAP. The Social Management Unit (SMU) of 
DMRC, works closely with other staff of the DMRC and 
specifically looks after the social safeguards issues. The 
SMU ensures that all land acquisition issues are handled 
according to the LA policy/guidelines as it is laid down in 
this report. It also monitors that all the procedural and legal 
issues involved in land acquisition are fulfilled. The SMU 
assists the DMRC in getting all the necessary clearances 
and implementation of the resettlement activities prior 
to start of any civil work. A Social Development Officer 
(R&R) with background of social science is added in 
this SMU for full time to supervise and monitor overall 
activities of RAP and he/she will report day to day 
progress to Deputy Chief Engineer (Land). Some of the 
specific functions of the SMU in regards to resettlement 
management includes the following:
•  Overall responsibility of planning, implementation 

and monitoring of land acquisition and resettlement 
and rehabilitation activities in the Project;

• Ensure availability of budget for R&R activities;
•  Liaison lined agencies support for land acquisition and 

implementation of land acquisition and resettlement
•  Coordinating with line Departments, especially with 

the LAC.

Grievance Redressal Mechanism for Local 
Communities
An efficient Grievance Redressal mechanism is developed 
to assist the Project Affected People (PAP) resolve their 
queries and complaints. Grievances of PAPs are first 
brought to the attention to the SMU, DMRC. Grievances 
not redressed by SMU are taken to the Grievance 
Redressal Committee (GRC). The GRC comprises of the 
Chief Engineer (General), CPM (Construction). The GRC 
addresses the rehabilitation assistance issues. Grievances 
related to ownership rights and land compensation are 
dealt with in court. 
 The main responsibilities of the GRC are to: 
•  Provide support to Project Affected People on 

problems arising from land/property acquisition; 
•  Record the grievances of Project Affected People and 

prioritize these grievances to resolve them; 
• Immediately inform the SMU of serious cases; and 
•  Report to PAPs on developments regarding their 

grievances and decisions of the GRC
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DMRC officials interacting with public

Schematic on Grievance Redressal Mechanism
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TALENT MANAGEMENT

•   DMRC Training Institute is ISO 9001:2008 accredited for  

design, development and delivery of training programmes

•  Regular trainings for different departments across DMRC functions

•  Competency building in the field of rail based urban transportation system



LEADER’S SPEAK
DELHI METRO RAIL 
CORPORATION

SUSTAINABILITY 
APPROACH

CORPORATE 
GOVERNANCE

OPERATIONAL 
PERFORMANCE

86    DMRC Sustainability Report 2013–14

Overview
DMRC has demonstrated its commitment towards 
effective talent management by establishing the DMRC 
Training Institute. The Training Institute is ISO 9001:2008 
accredited for design, development and delivery of 
training programmes. The institute nurtures fresh talent 
and provides them the requisite skills to make them job 
ready. For the existing employees, also DMRC has in place 
various kinds of courses and trainings which enable them 
to refresh their skills. Training and Education

DMRC Training Institute
The Delhi Rail Metro Corporation training institute was 
set up in 2002 in Shastri Park train depot of DMRC. 
The Training Institute has a sprawling campus of 10,000 
square metres and is ISO 9001:2008 accredited for design, 
development and delivery of training programmes. It is 
equipped with state of art training infrastructure, most 
advanced simulators for training in the field of operations 
and maintenance. DMRC develops the staff capabilities 
and competence of not only DMRC employees but also 
employees from other metro systems such as Bengaluru 
Metro, Chennai Metro, Jaipur Metro, Mumbai Metro, 
Rapid Metro, Kochi Metro in India and MRT Jakarta 

internationally along with consultancy services in the 
field of Human Resources Management, Operations and 
Training (Simulators, CBT, Designing Training Modules, 
Conduct of Training etc). The nature of training programs 
offered at the training institute is:
•  Initial Training for induction batches: New candidates 

who are selected through a recruitment process are 
given initial training. This training familiarizes them 
with the organizational mission, vision, knowledge 
of rules and regulations, job acumen so as to prepare 
them for their job profiles. 

•  Refresher Training: The existing employees are trained 
to refresh and enhance their knowledge which keeps 
them abreast with latest updates in the technology, 
systems or processes. 

•  Reshuffling Training: DMRC emphasizes on multi 
skilling concept which requires staff reshuffling 
from one job to the other after a definite period of 
time. Reshuffling training is imparted to the existing 
employees who are to be assigned with different 
responsibility. 

•  Training on Promotion: This training is imparted to 
those promoted employees in order to prepare them 
to assume responsibilities of the higher level job.

Classroom training session in progress
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Trainings imparted to DMRC Staff and officers

S. No. Department Designation Training Duration

1. Operation Station Controller/Train 
Operator(SC/TO)

Induction Training 26.5 weeks & 04 weeks Train 
Handling 

Reshuffling Training SC to TO 12 Days

TO to SC 12 Days

SC Refresher Training (RSC) 2 Days

TO Refresher Training (CRT) 2-3 Days

Customer Relation 
Assistant(CRA)

Induction Training 08 Weeks&08 weeks ON JOB 
TRAINING

Refresher CRA 2 Days

SCR trained CRA 1 Week& 1 week ON JOB TRAINING

Refresher SCR trained CRA 2 Days

Chief Controller/Traffic 
Controller/Assistant 
Chief Controller

Induction Training 09 Days& 09 days ON JOB 
TRAINING

Refresher Training 4 Days

2. Maintenance Junior Engineer & 
Maintainers

Common Induction Training (Orientation, 
First Aid/Fire Fighting, GR & Procedures)

4 Weeks followed by professional 
training by respective departments

3. Signaling Junior Engineer Initial Training 20 Weeks

Refresher Training 01 Week

Maintainers Initial Training 13 Weeks

Refresher Training 10 Days

Equipment course for non executives (practical training) 3 Days

4. Telecom Junior Engineer Initial Training 46 Days

Maintainers Initial Training 42 Days

5. AFC System Junior Engineer Initial Training 40 Days

Maintainers Initial Training 36 Days

Telecom & 
AFC System

Junior Engineer/ 
Maintainers

Refresher Training 14 Days

6. Electrical Junior Engineer Initial Training 11 Weeks

Refresher Training 02 Weeks

Tower Wagon Driver Training 01 Week

Maintainers Initial Training 04 Weeks

Refresher Training 01 Week

Reshuffling PSI to OHE 01 Week

Reshuffling OHE to PSI 01 Week

EPIC Training 01 Week
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S. No. Department Designation Training Duration

7. Civil Junior Engineer Initial Training 03 Weeks

Refresher Training 10 Days

Maintainers Initial Training 04 Weeks

8. Rolling 
Stock

Junior Engineer & 
Maintainers

Initial Training 03 Weeks

VCC Training 02 Weeks

Procedure 04 Days

Training through Train Simulators
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Special training
To hone the overall skill of its staff and officers various workshops and special trainings like Executive Development Programme, 
Disaster Preparedness, First Aid, Customer care, Soft skills, Sign Language Training, Spoken English etc. areimparted.

S. No. Special Trainings Participants Duration

1. Disaster Preparedness Supervisors from all O&M Department 2 Days

2. India Sign Language CRA 2 Days

3. DLITE (customer care) Operation front line staff 3 Days

4. Executives Foundation Course Assistant Managers, Dy. HODs 3 Week

S. No. Work Shops Participants Duration

1. Gender Sensitization O&M and Project Staff ½ days

2. Energy Conservation O&M Supervisors 01 Days

3. Passenger marketing Operations Frontline Staff 01  days

4. Housekeeping-cum-cleaning Operations Frontline Staff ½ days

5. Emotional Intelligence Dy. HODs 02 days

6. Trainer Development O&M Supervisors & Executives 2-4 Days

7. Internal Audit O&M Internal Staff 02 Days

Customized Training
As part of resolve of DMRC in contribution to competency building in the field of rail based urban transportation 
system, DMRCTraining Institute offers customized training on special subjects/topics such as Management Development 
Programme, Executive Development Programme and to meet specific need of the organizations associated with rail based 
urban transportation sector. Some of the such trainings are listed below:

Trainings Undertaken in the year 2013 – 14

Date of Training Training Description

11th July 2013 to 01st Aug. 2013 Customised training on ‘One train Only system’ for the DMRC staff to be posted at JMRC and 
JMRC trainees.

18th July 2013 to 20th July 2013 Customised training on ‘Concrete technology and Pile Foundation’ for 24 executives of M/s 
Power Grid Corporation. This workshop generated revenue of Rs. 3,23,597/-

09th Sept. 2013 to 14th Sept. 2013 Management Development Program for 28 participants from Kochi Metro, BMRCL, CMRL, L&T 
Hyderabad. MRVN, RailTel, etc. This program generated revenue of Rs. 8,67,416/-

18th Nov. 2013 to 20th Nov. 2013 Three day Customised training on “Familiarization with MRT system” for 12 member strong 
delegate from MRT Jakarta

02nd Dec. 2013 to 21st Dec. 2013 Three weeks customised training on “Basic Signalling Concept” for 08 executives of DFCC & 
RITES. This training program generated revenue of Rs. 8,08,992/-

06th Jan. 2014 to 11th Jan. 2014 One Week Customised training on “Foundation course on Rolling Stock’ for 20 executives of 
InfoTech. This training program generated revenue of Rs. 9,84,274/-

03rd Feb. 2014 to 07th Feb. 2014 Five days customised training on “Familiarization with Metro Terminology” for 19 executives of 
L&T InfoTech. This training program generated revenue of Rs. 7,79,216/-

03rd Mar. 2014 to 8th Mar. 2014 Management Development Program for 27 participants from Ministry of Physical infrastructure 
and transport, Govt of Nepal, CIDCO Ltd., Chennai Metro Rail Limited, Kochi Metro Rail Ltd., 
RITES Ltd., Nagpur Improvement Trust, Indian green Building Council, Mumbai Rail Vikas Corp. 
etc. This program generated revenue of Rs. 12,44,949/-
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General Standard Disclosures

General Standard 
Disclosure

Disclosure Title
Page Number 
(or weblink)

Identified 
Omissions(s)

Reasons for 
Omission(s)

Explanationfor 
Omission(s)

Strategy and Analysis

G4 - 1

Provide a statement from the 
most senior decision-maker of the 
organization (such as CEO, chair, 
or equivalent senior position) about 
the relevance of sustainability to the 
organization and the organization’s 
strategy for addressing sustainability

2 - 5

Organizational Profile

G4 - 3 Report the name of the organization. 8

G4 - 4
Report the primary brands, products, 
and services.

8, 9

G4 - 5
Report the location of the organization’s 
headquarters.

8

G4 - 6

Report the number of countries where 
the organization operates, and names of 
countries where either the organization 
has significant operations or that are 
specifically relevant to the sustainability 
topics covered in the report.

9

G4 - 7
Report the nature of ownership and 
legal form.

8

G4 - 8

Report the markets served (including 
geographic breakdown, sectors 
served, and types of customers and 
beneficiaries).

8

G4 - 9

Report the scale of the organization, 
including:
•  Total number of employees 
• Total number of operations
•  Net sales (for private sector 

organizations) or net revenues (for 
public sector organizations)

•  Total capitalization broken down in 
terms of debt and equity (for private 
sector organizations)

•  Quantity of products or services 
provided

9

G4 - 10

a.  Report the total number of 
employees by employment contract 
and gender.

b.  Report the total number of 
permanent employees by 
employment type and gender.

69, 70
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General Standard 
Disclosure

Disclosure Title
Page Number 
(or weblink)

Identified 
Omissions(s)

Reasons for 
Omission(s)

Explanationfor 
Omission(s)

c.  Report the total workforce by 
employees and supervised workers 
and by gender.

d.  Report the total workforce by region 
and gender.

e.  Report whether a substantial 
portion of the organization’s work 
is performed by workers who are 
legally recognized as self-employed, 
or by individuals other than 
employees or supervised workers, 
including employees and supervised 
employees of contractors.

f.  Report any significant variations 
in employment numbers (such as 
seasonal variations in employment 
in the tourism or agricultural 
industries).

G4 - 11
Report the percentage of total 
employees covered by collective 
bargaining agreements.

N/A

G4 - 12 Describe the organization’s supply chain. 10

G4 - 13

Report any significant changes 
during the reporting period regarding 
the organization’s size, structure, 
ownership, or its supply chain, 
including:
•  Changes in the location of, or changes 

in, operations, including facility 
openings, closings, and expansions

•  Changes in the share capital 
structure and other capital formation, 
maintenance, and alteration 
operations (for private sector 
organizations)

•  Changes in the location of suppliers, 
the structure of the supply chain, or in 
relationships with suppliers, including 
selection and termination

N/A

G4 - 14
Report whether and how the 
precautionary approach or principle is 
addressed by the organization.

27

G4 - 15

List externally developed economic, 
environmental and social charters, 
principles, or other initiatives to which 
the organization subscribes or which it 
endorses.

23
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General Standard 
Disclosure

Disclosure Title
Page Number 
(or weblink)

Identified 
Omissions(s)

Reasons for 
Omission(s)

Explanationfor 
Omission(s)

G4 - 16

List memberships of associations (such 
as industry associations) and national 
or international advocacy organizations 
in which the organization:
•  Holds a position on the governance 

body
• Participates in projects or committees
•  Provides substantive funding beyond 

routine membership dues
• Views membership as strategic

23

Identified Material Aspects and Boundaries

G4 - 17

List all entities included in the 
organization’s consolidated financial 
statements or equivalent documents.
b. Report whether any entity included in 
the organization’s consolidated financial 
statements or equivalent documents is 
not covered by the report. 

Inside Front 
Cover 

G4 - 18

a.  Explain the process for defining 
the report content and the Aspect 
Boundaries.

b.  Explain how the organization 
has implemented the Reporting 
Principles for Defining Report 
Content.

16  

G4 - 19
List all the material Aspects identified in 
the process for defining report content.

16, 17  

G4 - 20

For each material Aspect, report 
the Aspect Boundary within the 
organization, as follows:
•  Report whether the Aspect is material 

within the organization
•  If the Aspect is not material for all 

entities within the organization (as 
described in G4-17), select one of the 
following two approaches and report 
either:

–  The list of entities or groups of 
entities included in G4-17 for which 
the Aspect is not material or

–  The list of entities or groups of 
entities included in G4-17 for which 
the Aspects is material

•  Report any specific limitation 
regarding the Aspect Boundary within 
the organization

16, 17  
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General Standard 
Disclosure

Disclosure Title
Page Number 
(or weblink)

Identified 
Omissions(s)

Reasons for 
Omission(s)

Explanationfor 
Omission(s)

G4 - 21

For each material Aspect, report 
the Aspect Boundary outside the 
organization, as follows:
•  Report whether the Aspect is material 

outside of the organization
•  If the Aspect is material outside of 

the organization, identify the entities, 
groups of entities or elements for 
which the Aspect is material. In 
addition, describe the geographical 
location where the Aspect is material 
for the entities identified

•  Report any specific limitation 
regarding the Aspect Boundary 
outside the organization

16, 17  

G4 - 22

Report the effect of any restatements 
of information provided in previous 
reports, and the reasons for such 
restatements.

N/A

 This is 
DMRC’s first 
Sustainability 

Report

G4 - 23
Report significant changes from 
previous reporting periods in the Scope 
and Aspect Boundaries.

N/A

  This is 
DMRC’s first 
Sustainability 

Report

Stakeholder Engagement

G4 - 24
Provide a list of stakeholder groups 
engaged by the organization.

14

G4 - 25
Report the basis for identification and 
selection of stakeholders with whom to 
engage.

14

G4 - 26

Report the organization’s approach 
to stakeholder engagement, including 
frequency of engagement by type and 
by stakeholder group, and an indication 
of whether any of the engagement was 
undertaken specifically as part of the 
report preparation process.

14

G4 - 27

Report key topics and concerns that 
have been raised through stakeholder 
engagement, and how the organization 
has responded to those key topics 
and concerns, including through its 
reporting. Report the stakeholder 
groups that raised each of the key 
topics and concerns. 

14
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General Standard 
Disclosure

Disclosure Title
Page Number 
(or weblink)

Identified 
Omissions(s)

Reasons for 
Omission(s)

Explanationfor 
Omission(s)

Report Profile

G4 - 28
Reporting period (such as fiscal or 
calendar year) for information provided.

Inside Front 
Cover

 

G4 - 29
Date of most recent previous report  
(if any).

N/A  

This is 
DMRC’s first 
Sustainability 

Report

G4 - 30 Reporting cycle (such as annual, biennial).
Inside Front 

Cover
 

G4 - 31
Provide the contact point for questions 
regarding the report or its contents.

Inside Front 
Cover

 

G4 - 32

a.  Report the ‘in accordance’ option the 
organization has chosen.

b.  Report the GRI Content Index for the 
chosen option.

c.  Report the reference to the External 
Assurance Report, if the report 
has been externally assured. GRI 
recommends the use of external 
assurance but it is not a requirement 
to be ‘in accordance’ with the 
Guidelines.

Inside Front 
Cover

 

G4 - 33

a.  Report the organization’s policy 
and current practice with regard to 
seeking external assurance for the 
report.

b.  If not included in the assurance 
report accompanying the 
sustainability report, report the scope 
and basis of any external assurance 
provided.

c.  Report the relationship between 
the organization and the assurance 
providers.

d.  Report whether the highest 
governance body or senior 
executives are involved in seeking 
assurance for the organization’s 
sustainability report.

N/A

DMRC plans 
to engage with 

an external 
assurer in the 
second year

Governance

G4 - 34

Report the governance structure of the 
organization, including committees 
of the highest governance body. 
Identify any committees responsible 
for decision-making on economic, 
environmental and social impacts.

22
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Specific Standard Disclosures

Specific Standard 
Disclosure

Disclosure Titlet
Page Number 
(or weblink)

Identified 
Omissions(s)

Reasons for 
Omission(s)

Explanationfor 
Omission(s)

Economic Indicators

DMA: Economic 
Disclosures

38

Aspect: Economic Performance

EC 1
Economic Value Generated and 
Distributed

39, 40

EC 2
Financial Implications and Risks due to 
Climate Change

2 – 5

EC 3
Coverage of Organization’s Benefit Plan 
Obligations

70

EC 4 Financial Assistance from Government 9

Aspect: Indirect Economic Impacts

EC 7
Development and Impact of 
Infrastructure and Services

44 – 49

EC 8 Significant Indirect Economic Impacts 43

Environmental Indicators

DMA: 
Environment 
Disclosures

52

Aspect: Energy

EN 3
Energy consumption within the 
organization

53, 54

EN 4
Energy consumption outside the 
organization

54

EN 5 Energy Intensity 54

EN 6 Reduction of Energy Consumption 54 – 60

EN 7
Reduction in Energy requirements of 
Products and Services

60

General Standard 
Disclosure

Disclosure Title
Page Number 
(or weblink)

Identified 
Omissions(s)

Reasons for 
Omission(s)

Explanationfor 
Omission(s)

Ethics and Integrity

G4 - 56

Describe the organization’s values, 
principles, standards and norms of 
behavior such as codes of conduct
and codes of ethics.

20, 21
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Specific Standard 
Disclosure

Disclosure Titlet
Page Number 
(or weblink)

Identified 
Omissions(s)

Reasons for 
Omission(s)

Explanationfor 
Omission(s)

Aspect: Water

EN 10
Percentage and total volume of water 
recycled and reused

61

Aspect: Biodiversity

EN 11
Land owned, leased, managed in, or 
adjacent to protected areas

63

EN 12
Description of significant impacts on 
biodiversity

63

EN 13 Habitats protected or restored 62, 63

Aspect: Effluents and Waste

EN 22
Total Water discharge by quality and 
destination

61

EN 23
Total weight of waste by type and 
disposal method

64

Aspect: Transport

EN 30
Significant environmental impacts of 
transporting products and other goods

65

Aspect: Environmental Grievance Mechanisms

EN 34
Number of grievances about 
environment impacts filed

23

Social Indicators

Specific Standard 
Disclosure

Disclosure Titlet
Page Number 
(or weblink)

Identified 
Omissions(s)

Reasons for 
Omission(s)

Explanationfor 
Omission(s)

DMA: Social 
Disclosures

68

SUB-CATEGORY: LABOR PRACTICES AND DECENT WORK

Aspect : Employment

LA 1
Total number and rates of new hires by 
gender, region

69, 70

LA 2
Benefits provided to full-time 
employees not provided to temp / 
part-time

70

Aspect: Occupational Health and Safety

LA 6
Rates of injury, diseases, lost days and 
absenteeism

34

LA 7
Workers with high risk of occupational 
diseases

34
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Specific Standard 
Disclosure

Disclosure Titlet
Page Number 
(or weblink)

Identified 
Omissions(s)

Reasons for 
Omission(s)

Explanationfor 
Omission(s)

Aspect: Training and Education

LA 9
Average hours of training per year per 
employee by gender

87, 88

LA 10
Programs for skill management and 
lifelong learning

89

LA 11
Percentage of employees receiving 
regular performance and career 
development reviews

69

Aspect: Diversity and Equal Opportunity

LA 12

Composition of governance bodies and 
breakdown of employees per employee 
category according to gender, age 
group, minority group membership, 
and other indicators of diversity

22

Aspect: Equal Remuneration for Women and Men

LA 13
Ratio of basic salary and remuneration 
of women to men by employee category, 
by significant locations of operation

69

Aspect: Supplier Assessment for Labor Practices

LA 14
Percentage of new suppliers that were 
screened using labor practices criteria

71

LA 15
Significant actual and potential negative 
impacts for labor practices in the 
supply chain

71

Aspect: Labor Practices Grievance Mechanisms

LA 16
Number of grievances about labor 
practices filed, addressed, and resolved 
through formal grievance mechanisms

23

SUB-CATEGORY: SOCIETY

Aspect: Local Communities

SO 1

Percentage of operations with 
implemented local community 
engagement, impact assessments, and 
development programs

79, 80

SO 2
Operations with significant actual and 
potential negative impacts on local 
communities

79

Aspect: Anti-corruption

SO 3

Total number and percentage of 
operations asessed for risks related 
to corruption and the significant risks 
identified

22
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Specific Standard 
Disclosure

Disclosure Titlet
Page Number 
(or weblink)

Identified 
Omissions(s)

Reasons for 
Omission(s)

Explanationfor 
Omission(s)

SO 4
Communication and training on anti-
corruption policies and procedures

22

Aspect: Grievance Mechanisms for Impacts on Society

SO 11
Number of grievances about impacts on 
society filed, addressed, and resolved 
through formal grievance mechanisms

23

SUB-CATEGORY: PRODUCT RESPONSIBILITY

Aspect: Customer Health and Safety

PR 1

Percentage of significant product and 
service categories for which health 
and safety impacts are assessed for 
improvement

34

PR 2

Total number of incidents of non-
compliance with regulations and 
voluntary codes concerning the health 
and safety impacts of products and 
services during their life cycle

34

Aspect: Product and Service Labeling

PR 5
Results of surveys measuring customer 
satisfaction

35




