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ABSTRACT  

Transportation is a very essential factor for the economic development because in the current 

scenario a proper transportation facility forms part of a good logistics. Transportation has always 

had a direct impact to the growth of the economy because the economy is continuously getting 

dependent on the increasing capacity and the rationality of the transport. Railway transportation is 

a means of conveyance by which passengers and goods (or) cargos are transported using special 

purpose wagons, high capacity wagons, bigger train loads, closed circuit rakes which facilitates 

round the clock operations with a significant focus to render customer satisfaction. Indian 

Railways is the best economical transportation that is suitable for long distance traveling and 

movement of bulk cargos. Having said this, Southern Railways is considered to be one of the best 

zones in the Indian Railways. This study mainly aims in understanding the passenger’s level of 

satisfaction in terms of service quality offered by the Southern Railways and also to investigate the 

passengers experience on the service quality rendered by the Southern Railways. This research 

mainly focuses on the Service Quality rendered in Tier – 1 cities like Chennai, Coimbatore, 

Bangalore, Hyderabad etc.  For the purpose of this study 194 responses were effectively captured 

by applying convenient sampling method and hypotheses are being tested and suitable 

interpretations are made thereupon.  

Key Words: Southern Railways, Passengers Satisfaction, Passengers Experience, Service Quality. 
  

INTRODUCTION 

Indian Railways is the backbone of our nation’s transportation. Indian railways have come a very 

long way from where it was first introduced in the year 1830. Indian Railways was first introduced 

in India for the purpose of transporting freight (or) cargos. The first ever passenger train ran from 

Bombay to Thane in 1853. In the year 1951 the entire system was nationalized into one unit and 

from there on wards we call it the “Indian Railways” subsequently becoming one of the largest 

networks in the world. The system has been functioning for several decades till now serving the 

purpose of its inception. The Indian Railways network connects the social, cultural and economical 
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fabric of the country and covers the whole of country ranging from north to south and east to west 

removing the distance barrier.  

 

Indian Railways is the world's eighth biggest employer and has 1.331 million employees by the 

end of 2015-16. In 2015–2016 Indian Railways had revenues of 1.683 trillion (US$26 billion) 

which consists of 1.069 trillion (US$17 billion) freight earnings and 442.83 

billion (US$6.9 billion) passengers earnings. It had an operating ratio of 90.5% in 2015-16. By the 

end of 2015-16, IR's rolling stock comprises over 251,256 Freight Wagons, 70,241 Passenger 

Coaches and 11,122 Locomotives (39 steam, 5,869 diesel and 5214 electric locomotives). It 

is fourth largest railway network in the world comprising 119,630 kilometres (74,330 mi) of total 

track and 92,081 km (57,216 mi) of running track over a route of 66,687 km (41,437 mi) with 

7,216 stations at the end of 2015-16. In 2015-16, IR carried 8.107 billion passengers annually or 

more than 22 million passengers a day and 1.101 billion tons of freight annually. Indian Railways 

is divided into 17 zones, which are further sub-divided into divisions. Each zonal railway is made 

up of a certain number of divisions, each having a divisional headquarters.  

 

The Southern Railways, headquartered at Chennai, Tamil Nadu, is one among the 17 zones of 

Indian Railways. It is the earliest of the Indian Railways created in independent India. It was 

created on 14th April, 1951 by merging three state railways, namely, the Madras and Southern 

Mahratta Railway, the South Indian Railway Company, and the Mysore State Railway. The South 

Indian Railway was originally created during the British colonial times as Great Southern India 

Railway Company founded in Britain in 1853 and registered in 1859. Its original headquarters was 

in Tiruchirappalli (Trichy) and was registered as a company in London only in 1890. Southern 

Railway has six divisions such as Chennai, Tiruchirappalli, Madurai, Palakkad 

Thiruvananthapuram and Salem. It covers the states of Tamil Nadu, Puducherry, Karnataka, 

Kerala, and small parts of Andhra Pradesh. This zone of the Indian Railways differs from the other 

zones in India in that its revenue is derived from passengers and not from freight. 

Transport Mobility is one of the most basic and important aspect of any economic activity as it 

satisfies the basic need of going from one location to the other. The transportation sector is an 

economy is a very important component of the economy which has direct impact on the 

development and the welfare of populations. When transport systems in an economy are efficient, 

they contribute to the economic and social opportunities that result in positive multipliers effects 

such as better employment and additional investments along with accessibility to markets. 
 

LITERATURE REVIEW 

G. Raghuram Rachna Gangwar (2007),  found that the Indian Railways need to interact with 

industry specific needs on regular basis. They have high potential for special purpose wagons, high 

capacity wagons, closed circuit rakes; bigger train loads are given considerable focus based on the 

customer requirements in order to satisfy them. 
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Vishnuvarthan S. and Dr. A. Selvaraj (2012), suggested that provision of water vendoring 

machines, pay and use toilets, good retiring rooms with modern furniture, effective lightning, 

platform shelters at stations, enquiry counters and signage are to be provided effectively to fulfill 

the requirements of the railway passengers. The Indian Railway can satisfy their passengers when 

the services being offered are performed above their expectation. 

Mr. P.Vimal Kumar,Mr. Jitin.P( 2014), found that there is a need for integration of passengers 

concerns in the railway operations, planning and other processes that will have good impact on the 

services offered. The study addressed that passenger concerns are to be handled effectively and 

monitor the maintenance and create good quality services. 

Dr. K .Vanitheeswari  S. Nagaligam   S. Nagapriya  K.Mathan Kumar (2017), revealed that 

six factors out of twenty were extracted viz Technological development, Passenger amenities, 

Comfort, Safety, Minimum fare and better infrastructure facilities. The factors that are found had 

high associations. Kaisar-Meyer-Olikin measure indicated that the corrections between the 

variables are high and explained by the other variables. The researchers found out the factors that 

influences the train travel of the passengers. 

Anand K Sharma & Mathew J Manimala (2008), researched and found out that there were 
internal as well as external causes that declined the Indian Railway performance. The budgetary 

support from the Central Government has been declining and its financial situation did not pave 
way for higher budgetary support to the Ministry of Railways.   
 

Anbupriya, Dr. S Subadra(2016), referred the railways to be most commonly used transport. It’s 
absolutely suitable for ling distance travels at economic cost and bulk movement of commodities. 

Southern Railway is one of the best zones in Indian Railways. The study focused on satisfaction of 
service quality of Southern Railways which included demographic profile and travel details of 400 
respondents.  Convenient sampling method and hypotheses were tested and the results were given. 

 
Kalavathi and Rekha (2011), used chi square test, percentage analysis and ANOVA to measure 

the level of passengers’ satisfaction on amenities provided by southern railways in Coimbatore. It 

was found that majority of the respondents have reserved their tickets through station counter prior 

to 3-6 days of travel. The services must be provided at world class level to make the passengers to 

enjoy the travel and it will improve thereby increase the level of satisfaction of the passengers.  

 

Nair. K. Sanal et al., (2014), mainly focused on the perception of passengers towards the level of 

satisfaction of services provided by Indian railways and determine the level to which passengers 

are satisfied with the service. To find out the significance of association between the demographics 

and the variables F test was used. The experience varied significantly from one respondent to 

another which indicates their difference in experiences. The study concluded that Indian railways 

should not be privatized. 

Geetika and Shefali Nandan (2010), found that service quality is viewed as the determinant of 

customer satisfaction. The researcher considered different dimensions of service quality in the 

study. The components of service quality at various railway platforms were identified. Factor 
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analysis was used to identify the important factors of customer satisfaction with service quality and 

study was exploratory in nature. The findings revealed that five factors are considered important 

for determining satisfaction with railway platforms, the most important of which were identified 

are refreshments and behavioral factors. 

Parasuraman, Zeithaml and Berry, Service quality in simple words is the differences between 

expectation and competence along the important quality parameters. Parasuraman, Zeithaml and 

Berry have spotted ten specific criteria’s that are applicable for Passengers ‟  Evaluation of the 

Quality of Services: Reliability, Responsiveness, Tangibles, Information, Assurance, Empathy, 

Food plazas, Timeliness, Understanding the Passengers and Service Accessibility”. 

Zeithaml, Parasuraman, and Berry, They are the one to come up with Proposed a Service 

Quality Scale (SERVQUAL), a generic instrument that has 8 dimensions of service quality: 

Reliability,  Responsiveness, Assurance, Empathy and Tangibles, these dimensions were found to 

have high correlation. 

Anand K Sharma & Mathew J Manimala (2007), Highlights that there are external as well as 

internal causes for the decline in the performance of Indian Railways as a whole. 

Asian Business Review (2004), this research paper outlines that India is considered to be the latest 

Asian economy to reach the "tiger" status, India is spending billions of dollars funded by the Asian 

Development Bank to upgrade its infrastructure to aid better service quality. 

Christoph Wolff (2001), this research paper summarizes that Indian Railways has to give a deep 

thought to separate tangential areas, such as manufacturing and catering, from its core business of 

providing logistics service for freight customers and passenger service. Our Country has the 

world's most vertically integrated rail system. 

Nick Thijs and Patrick Staes (2008), the researchers suggest a common platform for the 
exchange of views, experiences and benchmark practices to improve the quality, performance and 

competitiveness of Indian railways. 
 
Vanniarajan.T and A.Stephen, (2012), “Railqual and passengers Satisfaction: an empirical study 

in Southern Railway”. This article has identified the important RailQual attributes that directly 
relates to satisfaction of passengers. The important Railqual factors are reliability, assurance and 

empathy. The intangible aspects of service performance of Indian railways has had a strong, direct 
and positive impact on the passengers in terms of favourable attitude and image. 
 

Chang Ee Ling and Cyril De Run.,(2009), “Satisfaction and Loyalty: Customer Perception of 

Malaysian Telecommunication Service Providers”. This study intends to understand and 

investigate the factors that determine and influence Customers’ Satisfaction and Customer Loyalty 

in Malaysian Telecommunication Services. A two-part research method is carried forward in this 

research paper. Findings indicate that important variables for satisfaction included, supporting 

services, product (handy, reliable, coverage, friends and family lines) and promotional efforts. 

Sumana Gupta, Rabindranath Datta, (2012), "Prioritizing service attributes for quality up‐
gradation of Indian railway stations", the researcher proposes a method that indicates the level 
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of importance and satisfaction which other known methods of service quality assessment do 

not provide clearly. In total, six attributes related to passenger services of Indian railway 

station are considered. 

Sumana Gupta, Rabindranath Datta, (2016), "A methodology for component level 

improvement of passenger facilities at the Howrah railway station in India", this paper brings 

into light a methodology to evaluate the component-level contributions for individual attributes 

of service quality at Indian railway stations. This can be used toward prioritizing the railway 

station facilities for their improvements that will lead to higher passenger satisfaction. 

Dr. Arash Shahin (2016) SERVQUAL and Model of Service Quality Gaps:A Framework for 

Determining and Prioritizing Critical Factors in Delivering Quality Services: The research paper 

deals with the concept of service quality and demonstrates the model of service quality and the 

gaps. SERVQUAL is an effective approach that has been researched and its impact in the analysis 

of the customer satisfaction, expectations and perceptions has been highlighted.  

STATEMENT OF THE PROBLEM  

This study is about Indian Railways which aims to understand satisfaction derived by passengers 

that is contributed by various factors. In early days the satisfaction of a person can be measured 

with just few parameters, however nowadays it is based on so many criteria’s. It starts with a 

passenger entering the railway station from the boarding station till he leaves the station of his 

destination. Indian Railways provide many services to the passengers who travel in the train. The 

following questions were raised in the mind of researcher. The railways came up with a notification 

that, “IR recovers only 57% of cost of travel on an average”, which precisely means that On an average, 
railways bears 43% cost of your travel. 

1. What factor plays a vital role in satisfying the Passenger?  

2. What is the level of satisfaction of passengers towards the services offered by Southern 

Railways?  

For these questions the researcher has taken a birds eye view to analyse the data collected; inferred 

and resulted significantly. 

OBJECTIVES 

The following are the objectives framed for the present study: 
 To identify the satisfaction derived by the passenger on the various services availed by 

them. 

 To identify the critical areas where railways need to take corrective measures to achieve a 

landmark in providing service quality.  

 To have a close look and understanding on the satisfaction obtained by the passengers to 

some of the newly introduced schemes.  

 To analyse the perception of the passengers on the long going debate of “Privatisation of 

Railway Stations” 
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 The study also aims to analyse the satisfaction level of the passenger for the 43 % of 

subsidy  they receive from their booking.   

 

RESEARCH HYPOTHESIS 

The research was carried out with an intention to collect 200 responses; however we were able to 

collect only 194 responses due to the availability of the commuters at the time when the data is 

collected. The data obtained are analyzed by using frequency tables, correlation and regression. 

Result of research showed that services offered by railways have positive impact, however still 

measures have to be taken to improve the service quality that will have a definite significant 

impact on the satisfaction level of the passengers.  

H1:- There is significant relationship between the service factors and the satisfaction level of the 

passengers. 

H0:- There is no significant relationship between the service factors and the satisfaction level of 

the passengers. 

CONCEPTUAL FRAMEWORK 
The conceptualization of the study was be driven by seven key dimensional variables on service 

quality practices and customer satisfaction in Railway Industry.  

 

 

 

 

 

 

 

 
 

 

 

 

 

METHODOLOGY 

Participants 

 In total 194 passenger responses were collected from various Tier -1 railway stations. The 

questionnaires were distributed among the passengers in the waiting hall of the railway stations. 

They were requested to participate in the survey, which comprise questions related to their 

satisfaction about railways during their travel by considering few service quality aspects like 
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Various Services Provided, Fare and other charges, Ticketing and other facilities, Facilities at 

platforms and Stations, Facilities in trains & Complaint Handling Mechanism. They were also 

requested to provide their demographic information.  

 
Results and Discussions  

TABLE 1  DEMOGRAPHIC PROFILE OF THE RESPONDENTS 

Demographics 

AGE 
Percentage GENDER Percentage OCCUPATION Percentage 

BELOW 30 74.7 MALE 73.2 STUDENT 48.5 

30-39 4.1 FEMALE 26.8 SALARIED 32.0 

40-49 7.2 Total 100.0 PROFESSIONAL 13.9 

50-59 11.3     OTHERS 5.7 

ABOVE 60 2.6     Total 100.0 

Total 100.0     

FREQUENCY IN 

WHICH PASSENGERS 
AVAIL RAIL 

SERVICES Percentage 

PURPOSE OF 

JOURNEY Percentage 

TYPES OF 

TRAIN YOU 
FREQUENTLY 

USE Percentage 

DAILY 5.2 STUDY 6.2 PASSENGER 17.5 

WEEKLY 7.2 EMPLOYMENT 16.0 EXPRESS 39.2 

OCCASIONALLY 75.3 PERSONAL 58.8 SUPER FAST 38.1 

  RARELY 12.4 TOUR 19.1 JAN SHATABDI 5.2 

Total 100.0 Total 100.0 Total 100.0 

 

 Age:  
Out of which a majority of 74.7 % are below the age group of 30 years. Following this majority 
scale comes the age group of 50 – 59 years which stands at 11.3 %. Only 22 respondents out of the 

194 were identified in the age group of 30 -39 & 40 -49 respectively, which forms part of 4.1% 
and 7.2 % respectively. Only 5 respondents were identified as senior citizens and they form part of 

2.6 %.  

 Gender: 

Out of which a majority of 73.2 % of the respondents were Male and the Remaining 26.8 % were 
female respondents. 

 Occupation: 

Our majority respondents belonged to the category of students (48.5%) followed by salaried 
people (32 %) followed by professionals (13.9 %) and other category people for about 5.7 %.  

 Frequent availability of train services:  
It was identified that people using trains occasionally were more compared to the other daily and 

weekly commuters. 

 Purpose of Journey: 

It is very clear that people travelling for the personal purpose are more contributing to 58.8 % of 

the total respondents comparing to others.  

 Types of Journey frequently used: 
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It is very clear that Express trains and Super Fast trains are the highly preferred by the respondents. 

A very few respondents amounts to 5 % prefer the Jan SHATABDI.  

  

TABLE 2 LOW FARE COMPARING TO OTHER TRANSPORTS 

 

LOW FARE COMPARING TO 

OTHER TRANSFORT No of respondents Percentage 

EXCELLENT 45 23.2 

VERY GOOD 78 40.2 

GOOD 59 30.4 

SATISFACTORY 12 6.2 

Total 194 100.0 

 

 
The satisfaction level of the passengers with respect to low fare of the transport comparing to the 

other mode of transport is fairly good. Hence we can say that there is almost high level of 

satisfaction with respect to this parameter.  

 

TABLE 3 COMFORTS TO THE PASSENGER 

COMFORTS TO THE PASSENGER No of respondents Percentage 

EXCELLENT 17 8.8 

VERY GOOD 60 30.9 

GOOD 67 34.5 

SATISFACTORY 40 20.6 

POOR 10 5.2 

Total 194 100.0 

 

 

The satisfaction level of the passengers with respect to comforts during the transport is fairly good. 

However 20.6 % of the respondents fall under the category of satisfactory. Hence we can say that 

the level of comforts during such transport can be increased to facilitate a better level of 

satisfaction.  

TABLE 4 ORDINARY TICKET FARE 

ORDINARY TICKET FARE No of respondents Percentage 

HIGH 6 3.1 

MODERATE 152 78.4 

LOW 33 17.0 

VERY LOW 3 1.5 
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Total 194 100.0 

 
The satisfaction level of the passengers with respect to Ordinary Ticket Fare of transport is fairly 

good. Hence we can say that there is almost high level of satisfaction with respect to this 

parameter.  

TABLE 5 EXPRESS TICKET FARE 

EXPRESS TICKET 

FARE 

No of respondents Percentage 

HIGH 59 30.4 

MODERATE 126 64.9 

LOW 9 4.6 

Total 194 100.0 

 

The satisfaction level of the passengers with respect to Express Ticket Fare of transport is fairly 

good. Hence we can say that there is almost high level of satisfaction with respect to this 

parameter. 

 

TABLE 6 A/C CLASS FARE 

A/C CLASS FARE No of respondents Percentage 

VERY HIGH 26 13.4 

HIGH 134 69.1 

MODERATE 34 17.5 

Total 194 100.0 

  

 

The satisfaction level of the passengers with respect to A/C Ticket Fare of transport is fairly good. 

Hence we can say that there is almost high level of satisfaction with respect to this parameter. 

  

 

TABLE 7 SLEEPER CHARGES 

SLEEPER CHARGES No of respondents Percentage 

VERY HIGH 3 1.5 

HIGH 35 18.0 

MODERATE 142 73.2 

LOW 14 7.2 

Total 194 100.0 

  

 
The satisfaction level of the passengers with respect to Sleeper Charges Ticket Fare of transport is 

fairly good. Hence we can say that there is almost high level of satisfaction with respect to this 

parameter. 
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TABLE 8 TATKAL CHARGES 

TATKAL CHARGES No of respondents Percentage 

VERY HIGH 75 38.7 

HIGH 69 35.6 

MODERATE 50 25.8 

Total 194 100.0 

 
The satisfaction level of the passengers with respect to TATKAL charges could be a cause of 

concern. As 38.7 % of the respondents feel that the charges are “VERY HIGH” and 35.6 % of the 

respondents feel that the charges are fairly on the HIGHER side.  

 

TABLE 9 CANCELLATION CHARGES 

CANCELLATION 

CHARGES 

No of respondents Percentage 

VERY HIGH 51 26.3 

HIGH 75 38.7 

MODERATE 68 35.1 

Total 194 100.0 

  

 

The satisfaction level of the passengers with respect to Cancellation charges could be a cause of 

concern. As 38.7 % of the respondents feel that the charges are “HIGH” and 26.3 % of the 

respondents feel that the charges are “Very High”. 

 

TABLE 10 BOOKING OF TICKETS THROUGH IRCTC 

 

BOOKING OF TICKETS THROUGH IRCTC No of respondents Percentage 

HIGHLY SATISFIED 35 18.0 

SATISFIED 97 50.0 

MODERATE 54 27.8 

DISSATISFIED 8 4.1 

Total 194 100.0 

 

The satisfaction level of the passengers with respect to booking of tickets through IRCTTC is 
cause of concern. As 50 % of the respondents feel that booking tickets through IRCTC is 
convenient and is satisfactory. 18 % of the respondents figuring up to 35 feel that they are highly 

satisfied. However 28 % of the respondents feel that they the service of booking via IRCTC is just 
moderate and it needs improvement. 4% of the respondents are totally dissatisfied with the 

ticketing process via IRCTC.  
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TABLE 11 BOOKING OF TATKAL TICKETS THROUGH IRCTC 

BOOKING OF TATKAL TICKETS 

THROUGH IRCTC 

No of respondents Percentage 

HIGHLY SATISFIED 11 5.7 

SATISFIED 61 31.4 

MODERATE 84 43.3 

DISSATISFIED 30 15.5 

HIGHLY DISSATISFIED 8 4.1 

Total 194 100.0 

  

 

The satisfaction level of the passengers with respect to booking of TATKAL tickets through 
IRCTTC is extreme cause of concern. As 31.4 % of the respondents feel that booking TATKAL 

tickets through IRCTC is convenient and is satisfactory. 5.7 % of the respondents figuring up to 
just a mere 11 feel that they are highly satisfied. However 43.3 % of the respondents feel that they 
the service of booking via IRCTC is just moderate and it needs improvement. 4.1% of the 

respondents are totally dissatisfied with the TATKAL ticketing process via IRCTC. 
 

 
TABLE 12 OPINION ON NEWLY INTRODUCED VIKALP SCHEME 

OPINION ON NEWLY INTRODUCED 

VIKALP SCHEME 

No of respondents Percentage 

HIGHLY SATISFIED 3 1.5 

SATISFIED 59 30.4 

MODERATE 104 53.6 

DISSATISFIED 23 11.9 

HIGHLY DISSATISFIED 5 2.6 

Total 194 100.0 

 
The satisfaction level of the passengers with respect to newly introduced VIKALP Scheme is 

moderate. However 30.4 % of the respondents fall under the category of satisfactory. Hence we 
can say that the drawbacks of this newly introduced scheme have to looked upon to facilitate a 

better level of satisfaction. 

 
TABLE 13 OPINION ON AUTOMATIC UPGRADATION SCHEME OFFERED WHILE 

BOOKING THE TICKETS 

OPINION ON AUTOMATIC UPGRADATION 

SCHEME OFFERED WHILE BOOKING THE 

TICKETS No of respondents Percentage 

HIGHLY SATISFIED 19 9.8 

SATISFIED 72 37.1 

MODERATE 95 49.0 

DISSATISFIED 3 1.5 

HIGHLY DISSATISFIED 5 2.6 

Total 194 100.0 
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The satisfaction level of the passengers with respect to automatic ticket up gradation scheme is 

moderate. However 37.1 % of the respondents fall under the category of satisfactory and 9.8 % of 
the respondents fall under the category of highly satisfied.  

 

Table 14 PRIVATISATION OF PLATFORMS INITIAVTIVE IS WELCOMED 

PRIVATISATION OF PLATFORMS 

INITIAVTIVE IS WELCOMED No of respondents Percentage 

HIGHLY WELCOME THE INITIATIVE 39 20.1 

GOOD INITIATIVE TO BE CONSIDERED 109 56.2 

NOT SURE ABOUT THE INITIATIVE 35 18.0 

I DO NOT SUPPORT THIS INITIATIVE 11 5.7 

Total 194 100.0 

 

 
Privatisation of platforms has been a very major topic of discussion. It was understood from the 

study that 56.2 % of the responses have considered the privatisation initiative to be a good 
initiative, wereas 20.1 % of the respondents highly welcome the initative. A very minor portion of 
18 % of the respondents felt that they are not aware about the initiative and only 5.7 % of the 

respondents had to say that they do not support the initiative.  
 

TABLE 15 TYPES OF OFFENCES FACED DURING TRAIN JOURNEYS 

TYPES OF OFFENCES FACED DURING 

TRAIN JOURNEYS No of respondents Percentage 

PUBLIC NUISANCE 20 10.3 

SEAT CORNERING 51 26.3 

THEFT OF PROPERTY 13 6.7 

OTHERS 39 20.1 

NO COMPLAINTS FACED AS SUCH 71 36.6 

Total 194 100.0 

 

TABLE 16  METHODS USED TO LODGE SUCH COMPLAINTS WITH THE 

RAILWAYS 

METHODS USED TO LODGE SUCH 

COMPLAINTS WITH THE RAILWAYS 

No of 

respondents Percentage 

COMPLAINT BOOK KEPT WITH TRAIN OR 
STATIONS 

10 5.2 

COMPLAINT BOOK KEPT WITH TTR DURING 

TRAIN JOURNEY 
23 11.9 

WRITTEN COMPLAINTS TO HIGHER OFFICIALS 14 7.2 

COMPLAINTS THROUGH E-MAIL 4 2.1 

ORAL COMPLAINTS 52 26.8 

DID NOT RAISE OR REGISTER ANY COMPLAINTS 91 46.9 

Total 194 100.0 
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TABLE 17 RESPONSE RECEIVED FOR THE REGISTERED COMPLAINTS 

RESPONSE RECEIVED FOR THE REGISTERED 

COMPLAINTS No of respondents Percentage 

NOT ACKNOWLEDGED 53 27.3 

ACNOWLEDGE WITH USUAL EXCUSES 
24 12.4 

ASSURANCE RECEIVED TO TAKE CORRECTIVE 
ACTION 14 7.2 

CORRECTIVE ACTION TAKEN IMMEDIATELY 
12 6.2 

NO RESPONSE RECEIVED 91 46.9 

Total 194 100.0 

Complaint handling has been a major cause of concern when it comes to customer satisfaction in 
railway industry. Atmost care has to be taken care while handling complaints and quick redressal 

mechanism has to be deployed to ensure that passengers are more satisfied.  

 

TABLE 18  OVERALL SATISFACTION 

 

OVERALL SATISFACTION No of respondents Percentage 

HIGHLY SATISFIED 9 4.6 

SATISFIED 74 38.1 

MODERATE 98 50.5 

DISSATISFIED 10 5.2 

HIGHLY DISSATISFIED 3 1.5 

Total 194 100.0 

 
The overall satisfaction level of the passengers stands at moderate level with 50.5 % of the 

respondents falling under the moderate category and 38.1 % of the respondents falling under 

satisfied category. 

TABLE 19 CORRELATION 

Factor R Sig Result 

Fare & Other Charges  
 

-0.001  0.989  Since the Significant Value is above .5 it is not 
contributing to the satisfaction level.  

 

Ticketing & Facilities at 

Counter  
 

0.462  
 

0.000  
 

Positive Relationship  
 

Facilities at Platforms and 

Stations  
 

.675  

 

0.000  

 

Positive Relationship  
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Facilities in Train  
 

0.623  
 

0.000  
 

Positive Relationship  
 

Complain Handling  

 

-0.197  

 

0.006  

 

Negative relationship  

 

Service Provided  
 

0.554  
 

0.000 Positive Relationship  
 

Privatisation -.100  
 

0.164  
 

Negative Relationship  
 

 

 

 

The overall satisfaction lies on the factors like service provided in the station, ticket booking 
facility to enjoy your travel in train, and the facilities inside the train.  

* = significance at 5%level  

Hypothesis (H0): There is no significant effect of independent factors on railway systems. 

There is a significance difference between overall satisfaction and independent factors of railway 

system , hence there is no relationship between variables. 
 

  

TABLE 20 REGRESSION 

 

Model Summary 

 

Model R R Square Adjusted R Square Std. Error of the Estimate 

1 .733(a) .537 .517 .50596 

 

* = significance at 5%level  

Hypothesis (H0): There is no significant effect of independent factors on railway systems. 

 

 
Correlations 

                 

    
OVERALL 
SATISFACTION 

Tot 
Demo 

TotSvc
Pvd 

Tot 
Fare 

Tot 
FktFac 

TotPlt
frm 

Tot 
Pvt TotTrnFac 

Tot 
Complaint 

OVERALL 

SATISFACTION 
Pearson 

Correlation 1.0000 -0.0527 0.5538 -0.0010 0.4617 0.6750 

-

0.1004 0.6225 -0.1966 

  

Sig. (2-

tailed)   0.4659 0.0000 0.9885 0.0000 0.0000 0.1637 0.0000 0.0060 

  N 194.0000 194.000 194.000 194.000 194.000 194.000 194.00 194.000 194.0000 
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Independent 

Variable 
R R Square 

Adjusted R 

Square 
Beta F Sig 

Fare & 

Other 

Charges 

0.001 0.000 -0.005 -.001 .000 .989 

Ticketing & 

Facilities at 

Counter 

.462 .213 .209 .462 52.029 .000 

Facilities at 

Platforms 

and Stations 

.675 .456 .453 .675 160.718 .000 

Facilities in 

Train 
.623 .388 .384 .623 121.503 .000 

Complain 

Handling 
-.197 .039 .034 -.197 7.721 .006 

Service 

Provided 
.554 .307 .303 .554 84.94 .000 

Privatisation -.100 .010 .005 -.100 1.955 0.164 

 

The regression results also show that the variables such as Total of Demography, Total of Service 

Provided, Total of Fare, Total of Ticketing & Facilities,  Total of Privatisation are statistically 

significant (p>0.05) since the p value is greater than 0.05. 

 

TABLE 21 ANOVA 

 

Model Summary 
Mode   Sum of Squares df Mean Square F Sig. 

1 Regression 54.868 8 6.858 26.791 .000(a) 

  Residual 47.359 185 .256     

  Total 102.227 193       

 

 (*=H0 accepted at 5% significance level) 

Hypothesis (H0): There is a no significant difference between overall satisfaction and independent 

factors of railway system. 

From the following table, the researcher found that there is no significant difference between overall 

satisfaction and independent factors of railway systems, hence the null hypothesis is rejected and it 
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inferred as that there is a significant relationship between overall satisfaction and outcomes. 

 

 

TABLE 21 FACTOR ANALYSIS 

KMO AND BARTLETT'S TEST 

 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .718 

Bartlett's Test of Sphericity Approx. Chi-Square 692.191 

Df 231 

Sig. .000 

 
 
The above table indicates Kaiser Meyer Olkin (KMO), the value of KMO is 0.718 and there is a 
significant difference between the Occupation and the Factors (Service Provided, Fare & Other 

Charges, Ticketing & Facilities, Facilities at Platforms and Stations, Facilities in train, 
Privatisation & Handling of Complaints) and therefore there is a relationship between the two 
variables. 
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The above chart represent the scree plot for factor analysis here 7 components are extracted. 

 
FINDINGS AND IMPLICATIONS 

 
The following are the major findings of this research study:-  
 

1) The fare charged can be reconsidered to some extent to facilitate a better customer 
satisfaction.  

2)  The advance booking period can be revised to suit the better convenience of the 
passengers.  

3) Number of reservations counters in the Tier -1 stations and specifically where more 

passenger ticket booking is more, the number of counters can be increased.  
4) Still many people feel dissatisfied with the ticket booking via IRCTC for TATKAL tickets 

specially. The Indian Railways have to come up with a mechanism to address this issue at 
the earliest to attain satisfaction from the passengers.  

5) The newly introduced VIKALP scheme has received a fairly positive sign across various 

demographic people.  
6) Basic amenities in the platforms should be improved like cleanliness, availability of fans 

etc. 
7) Availability of waiting rooms and claock rooms and retiring rooms needs to be enhanced to 

achieve high levels of satisfaction. 

8) Maintenance of the train coaches needs to be enhanced as much as possible, to achieve 
better satisfaction levels.  

9) Improvement in the quality of the catering services offered has to be given importance. A 
benchmark quality has to be set forth and effective measures have to be taken across to 
achieve the set standards.  

10) Many respondents felt that mobile and laptop charging point could be made available at 
each berth in a sleeper class train so that it could be used by all the passengers travelling. 

Instead of having only one charging point for an entire coupe.  
11) One of the most negative aspects contributing to the satisfaction levels in this forum is the 

grievance handling mechanism. Grievance handling should be taken seriously and a proper 

redressal mechanism has to be put in proper place to aid a benchmark level of satisfaction.  
12) During this research it was noticed that a fair amount of respondents are in support of the 

Privatisation of the Railway platforms. But there exists a small line of thought. 
Undoubtedly the privatisation will lead to a better quality, but what will happen to the cost. 
The respondents are in a fear that privatisation might lead to increase in the cost of the 

following:-  
a. Platform Ticket Rate 

b. Retiring Rooms & Clock Rooms 
c. Waiting Halls 
d. Parking Charges in the railway stations etc..  

 
Undoubtedly few passengers are ready to pay for the premium in price, in case of a 

privatisation, however it will definitely have an impact on the lower middle class group of 
people who largely depend on this mode of transportation.  
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CONCLUSION 

 
The Indian government is planning to invest Rs. 905,000 crore (US$141 billion) to upgrade the 

Indian Railways by 2020. Many lined up projects like Semi- Speed Rails and High Speed Rail are 
in plans. Along with this expansion of locomotive factories is also under plans.  

Here are the 10 things you need to know about the green future of Indian trains: 

1. Introduction of high-speed trains (350kmph), from the current highest speed of 160kmph, 

along with the provision of a ultra high-speed wireless corridor along IR's network. 

2. Through the elimination of 6,113 Unmanned Level Crossings (UMLCs),it is estimated that 
an reduction of 66 per cent in accidents is expected.  

3. Combining technology and passenger experience, an integrated app to provide all Railways 
affiliated services including ticketing, taxi etc. will be launched. 

4.  With a plan of setting up 2 lakh screens across 2,175 stations, they intend to build a 
dedicated platform for not only advertisements but also to generate passenger information. 

5. The fuel consumption of the Railways cost $4.7 billion in the last financial year. The 

Railway Minister has called for an energy and water audit to minimize the environmental 
impact and to reduce costs. 

6. The railway company wants to source at least 10% of its total energy consumption from 
renewable energy by 2020. It is currently collecting data from its first test: a solar panel-
enabled coach. 

7. The hope is to come up with a solar policy for procuring 1000 megawatt solar power in the 
next five years. Currently, the solar panels on the coach in the trial generate 17 units of 
power per day, enabling the lighting system. 

8. There are also plans to build solar power plants in 200 train stations. Solar energy could 
help power railways at remote locations and reduce reliance on diesel as less diesel 

generators would be needed. 

9. In order to reduce electricity consumption, all the railway stations across the country will 
switch to LED usage. 

10. All coaches in the railways will be equipped with discharge-free bio toilets. 
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