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Abstract— Indian railways or railway transport may be a
necessary a part of Indian transport. It’s appropriate for the
all (upper, middle, lower) category peoples as a result of
honest is moderate comparison to different transport. A study
of the service quality address traveler issues a lot of
effectively and at a similar time it also effectively monitor the
creation and maintenance of a decent quality services. By
using convenience sampling a survey of 100 passengers of
Indian Railway in was administrated using a structured form.
Customer satisfaction and retention is one in all the key
determinants to measure the quality of services and therefore
the Indian Railway performance. India is that the Second
highly populated country of the planet and its fast growth also
contributes to a rise of people’s travel demands. In Indian
traveler trains is that the most cost-effective and comfy mode
of travel. This thesis aims to analyze the passenger’s
perceptions regarding the service quality of trains and Nagda
Junction-of -Western-Railway-zone in Indian Railway. A
modified SERVQUAL instrument using this thesis as well as
5 service qualities constructs Tangible, Responsiveness,
Assurance, Reliability and Empathy to measure the
passenger’s perceptions regarding the service quality of
Nagda Junction of Western Railway zone in Indian Railway.
100 respondents were chosen and these respondents were
frequent railway somebody on these routes. Results indicate
that passengers understand that quality of service delivered to
them is not satisfactory of Nagda Junction of Western
Railway zone in Indian Railway.
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I. INTRODUCTION

In this chapter begin by presenting general facts concerning
the service quality and passenger (customer) satisfaction of
Indian Railway. At the moment the aim of this thesis is
provided and the way we have restricted our analysis. At the
top of the chapter present the disposition of the thesis.

Railway is extremely well-liked sector of
transportation  follow in India  due  tolow cost
accounting and pleasant journey. It created an

excellent contribution to resolve the communication demand
still because the employment issues that have a
major result within the economy of India. an service
oversized cluster of peoples are engaged with this subsector
from employees to government level to control the entire
system. Therefore making certain need quality of for the
passenger of all teams is that the main challenge for this
sector. Targeting this challenge to spot satisfaction state of
affairs concerning this service quality is that the main aim of
this study.

A. Motivation

The Indian government is enterprise many initiatives as to
upgrading its aged railway infrastructure and enhances its
quality of service and passenger satisfaction. The Railway
Ministry  has declared plans to invest 905,000
crore (US$141 billion) to upgrade the railways by 2020. |
take pride in presenting this necessary document in
Parliament, as secure.

There are a lot of reasons concerning importance of service
quality and passenger satisfaction given as following.

— High speed and Semi high speed Rail.

—  Safety Upgrade.

—  Wi-fi Enabled Stations.

—  Tickets Availability.

— Bio-toilets.

B. Limitation

This analysis could be a passenger satisfaction of service

provided by Indian Railway in train and station and major

service quality and service standards supported customer data
survey. This thesis also limits the coverage space only to
passenger railway service.

— The study is especially based on the data given by the
sample respondents, and also the factors given by them
are subject to their beliefs and perspective.

— Due to time and economic constraints of the analysis,
range of respondents has been restricted to 100.

— Since the data collected from the respondents are
subjected to their opinion and perception.

— The study primarily covered the western railway Nagda
junction, therefore it should be vary in different junction.

C. Obijective

There are numerous prospects and challenges for Indian

Railway. Numerous opportunities exist for governmental

organizations to supply important standard infrastructures

that will improve the efficiency of Service Quality &

Passenger (Customer) Satisfaction.

The Main objectives are following

— To measure the level of satisfaction of the passengers
regarding the services offered by the rail system in
Nagda junction.

— To provide suggestions to boost the satisfaction of
passengers of the rail system.

— Tostudy the varied issues faced by the passengers during
their train journey and station area.

Il. REVIEW OF LITERATURE

Most of the literature material is consists of Research papers
from different journals, the others are from books. During this
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chapter various Research papers from different journals are
selected, the references shows the brief data of those
Research papers. These Research papers are found by
searching the key word "Service Quality & Passenger
Satisfaction of Indian Railway" on Science Direct, Google
scholar, Emerald, Springer etc.

The Research papers from different sources provide
various perspectives to the research questions. It’s interesting
to find out how researchers don’t continually hold a similar
idea even on a same issue. Moreover, some books are referred
in order to get a scientific definition. Overview of various
Service Quality & Passenger (Customer) Satisfaction is given
in the references it included Service Quality, Passenger
(Customer) Satisfaction, Survey Methodology, Reliability &
Validity (Cronbach Alpha, Guttman Lambda). Indian
Railways isn’t using on the top of methodologies in unison
however largely these are used separately. It should be found
that, if it utilizes the mixture of Service Quality, Passenger
Satisfaction, Survey methodologies it’ll improve results. The
next step is to identify that what elements influence the
performance of “the Service Quality & Passenger (Customer)
Satisfaction in Indian Railway: A Case Study of Service
Offered by The Indian Railway in Nagda Junction of Western
Railway Zone”.

A. Gap in Literature

As we know that service quality and passenger satisfaction of
Indian railways is most important transport of every category
person. Passenger satisfaction is very challenging and very
difficult task of Indian railway.

“Service quality and passenger satisfaction of Indian
railway: A case study of service offered by the Indian railway
in nagda junction of western railway zone” used a survey
methodology of passenger satisfaction. According to this
methodology respondent collect of station by the help of
survey and data collect to the help of respondent by
questionnaire through measure the level of satisfaction. This
thesis proposes ideas by combination of methodologies like
Survey Method, Reliability and validity test (Cronbach’s a &
Guttman X).

I1l. PROBLEM FORMULATION

Today’s peoples are largely to like the rail transport but, in
spite of this, Indian Railway lost its market share in Freight
and traveler phase because of lack of traveler responsiveness
and poor public perception traveler service. The passengers
expect lots services from the Indian Railways but the railway
providing few of the service in smart quality and lots of its
service not smart. Once the Indian Railway isn’t full fill the
traveler expectation, the passengers are instantly exchange to
a different mode of transportation services. The railway
traveler earnings weren’t smart in past few years onwards.
Indian railway is to boost their service in world category, as
a result of the traveler perception a lot of services from
service suppliers.
— What is the level of satisfaction of the passengers
regarding the services offered by the rail system in
Nagda junction?

—  What is the various issues faced by the passengers during
their train journey and station area in Nagda junction?

— To provide suggestions to improve the satisfaction of
passengers of the rail system in Nagda junction?

IV. SAMPLING DESIGN & METHODOLOGY

This study is a research supported on survey method. The
present study is confined to Nagda junction. By using
Convenient Sampling technique, the passengers are selected
from the Nagda junction of Western Railway Zone. The study
is relies on primary data collected through structured
questionnaire from 100 passengers in Nagda junction of
Western Railway. The service qualities were analyzed using
various statistical tools. This study solve by the help of IBM
SPSS Statistical Software version23 and using various Tools
for Analysis given following us:

—  Survey Method

— Reliability and Validity Test (Cronbach’s a & Guttman

A)

V. COLLECTION OF DATA

In the present study, both primary and secondary data are
used. The present study is largely based on the primary data.
Required primary data have been collected from 100
passengers in Nagda junction in the course of interview with
the help of railway passenger’s questionnaire through survey
methodology with well-structured Interview Schedule. The
secondary information is those that have already been
collected and more established statistical method. The
secondary information was collected through Annual Reports
of Ministry of Railways, White book on the Indian Railways
printed by Railway Ministry, Reports of accountant and Audit
General of India, varied problems with RBI Annual Bulletins,
and information from Central Statistical Organization, Indian
Railways Year Book of varied years, periodicals and through
websites.

VI. AREA OF STUDY & PERIOD OF THE STUDY

The Area of study is Nagda junction of Western Railway in
India. The required primary data have been collected through
a survey method on railway passengers from March 2017 to
December 2017.

VII. ANALYSIS

A total 100 questionnaires was used in the study and thus
providing a very good response rate of 100%. Personal efforts
were made in order to collect the data along researcher. As
the questionnaire was developed in English and thus to get an
accurate response researcher assist the respondents in case of
any confusion about the question. Major reason for selecting
the Nagda junction are available due to home stations of
researcher, however between the other cities the people with
families, prefer to travel through trains due to less fair and
ease of travelling. As solely trains are operative in publically
sector and supply compensations in fares, whereas, no
different road transport mean buses are operative under
public sector. Therefore, cheap fares, easy to travel with
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families and luggage are the major reason of the selection of Sr. .
train system. No Variable N | Items | Mean S.D.
The depicts the all variable of respondent are shown 1 Tangible 100 8 23.3200 | 5.92696
in table 4.3.1. The gender distribution of the respondent 2 | Responsiveness | 100 5 15.1700 | 4.61674
passengers groups was quite uneven, with 76 percent male 3 Assurance 100 5 12.4000 | 4.50365
respondents and 24 percent female respondents. The model 4 Reliability 100 | 5 | 12.5200 | 4.52486
age group of the respondents was 20- 30 years (42 percent), 5 Empathy 100 5 13.2500 | 4.26253
followed by 30- 40 years (32 percent), 40 and above (16 Customer
percent), and below 20 years (10 per cent). 6 Satisfaction | 100 | 3 3.7300 | .97292
Sr. Variable | Particulars Frequenc Perc%?tag Table 4.3.2: Total Descriptive Statistics Data
0. y e %
Male 76 76% B. Cronbach's Alpha (o) Test & Guttman Lambda (%)
1 Gender Female 24 24% Analysis Test
Below 20 10 10% 1) Result Indication Table
20-30 42 42% Cronbach’s Alpha (o) & .
2 Age 30-40 32 32% Guttman Lambda () | 'mternal Consistency
40 & above 16 16% 0a>0.9 Excellent
No formal 0 0.9>0>0.8 Good
education 10 10% 0.8>0>0.7 Acceptable
School 0 0.7>0>0.6 Questionable
. level 10 10% 0.6>a=>05 Poor
3 Educatio College 0.5> Unacceptable
n Level g 58 58% Skl P
level Test: 1
Others 52 52% 2) Cronbach’s Alpha (o)
Student 38 38% lte | Cronbac Internal
Business Construct | Dimension ms s o Consisten
/Professiona 32 32% cy
Occupati [ S Questiona
1 on Employed 20 20% e ] S ble
Others 10 10% Responsive 5 668 Questiona
Table 4.3.1: Depicts the All Variable of Respondent ness ' ble
(N=100) (Sgira\lllliifl A urance 5 714 Acceeptabl
VIII. RESULTS & DISCUSSION Reliability 5 710 Acceeptabl
A Be_llablllty &V_alldlty Test o - A 560 Questiona
Statistical Analysis: To measure the reliability of the mpathy 5 : ble
instrument Cronbach Alpha & Guttman Lambda was Customer
calculated as reliability and validity of the instrument which (Passenge Overall _
plays a significant role while performing the statistical r Customer 3 619 Questiona
analysis and consistency in the results and reliability of the Satisfactio (Passenger) ble
data. stated that a value of Cronbach Alpha & Guttman n Satisfaction

Lambda greater than 0.70 is acceptable. This analysis is
aimed to explore the link among the service quality of Indian
Railways and also the passenger’s perceptions regarding
quality of services delivered to them. A changed
SERVQUAL instrument was wont to develop the
questionnaire for analysis of service quality of Indian
Railways on the idea of passenger’s perceptions. This
questionnaire consists of five constructs which include
tangibles, responsiveness, assurance, reliability, empathy
Information are representing the independent variables and
passenger satisfaction is used as dependent variable. Five
point Likert scale from highly satisfied “1” to highly
dissatisfied “5” was scientist within the current study.
Reliability and validity of the data was measured using SPSS
Statistics Analysis V23 an effective and most commonly used
technique in most of the management.

Hence this Table result shows the Overall Customer
(Passenger) Satisfaction o = 0.619 is Questionable then this
Test result shows the more improvement is required. The
Overall Customer (Passenger) is not satisfied.

Test -2
3) Guttman Lambda (]
Internal

Construct Dimension Itim Gt']tgbma Consistenc

y.
Tangibility | 8 | .682 Q”etflte'ona
_ Responsiven 5 668 Questiona

Service €ss ble
Quality Assurance 5 .714 | Acceptable
Reliability 5 .710 | Acceptable
Empathy | 5 | .660 Q”eslte'ona
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Customer
(Passenge Overall
9 Customer Questiona
r) 3 .619
. . | (Passenger) ble
Satisfacti . .
on Satisfaction

Hence this Table result shows the Overall Customer
(Passenger) Satisfaction a = 0.619 is Questionable then this
Test result shows the more improvement is required. The
Overall Customer (Passenger) is not satisfied.

IX. CONCLUSION

In this chapter, collected data has been analyzed through
different method lies which are explained in three problems.

The first problem, what is the level of satisfaction of the
passengers regarding the services offered by the rail system
in Nagda junction? The second problem, what is the various
issues faced by the passengers during their train journey and
station area in Nagda junction? In third problem, to provide
suggestions to improve the satisfaction of passengers of the
rail system in Nagda junction?

Finally a comparison chart of all three problem of
Nagda Railway Station of Western Railway has been
presented.

Sr.

and station area in Nagda
junction?

No Problems Conclusions & Result
To measure the passenger perceptions regarding the quality of services delivered
during travelling or creating travelling arrangements, a modified SERVQUAL
instrument was used. 5 service quality constructs comprised of 31 variables were used.
. Statistical analyses of this study provide us an insight about the passenger satisfaction
What is the level of - . - . - -
. - about the service quality of rail transport system in India. The mean responses against
satisfaction of the Il th h ; I . . £ Reliabili
assengers regarding the all the parameters used to measure the service quality ment!ongd in test of Reliability
1 Pass . and validity test (Cronbach’s a & Guttman A) result showing in the tables Test-1 &
services offered by the rail 2in ch hich indi )
system in Nagda junction? Test- inc apter 5. which in |cat(_es. o
' 1) Service construct of Responsiveness & Assurance — value .714 & .710 Satisfied
but
2) Service construct of Tangible, Reliability & Empathy — value .682, .668 & .660,
Not Satisfied.
3) Then result Overall Customer (Passenger) Satisfaction — value .619 not satisfied.
Basic facilities: the result provided from the statistical analysis supported that the
determinant of following are :
. N 1) Tangible is most vital issue to see the satisfaction of the customer is not satisfied.
What is the various issues . - o . . h
(The variables are Catering facility & Drinking Water on the train & station,
faced by the passengers itaion facility of trai
during their train journey Sanltalor) act lty_o traln): . . r
2 2) Responsiveness is most important factor to determine the satisfaction of the

customer is not satisfied.( Behaviour of the porters, sanitary workers, Service by
the railway doctors & Responsiveness of railway police)

3) Empathy is most important factor to determine the satisfaction of the customer is
not satisfied.(Convenient business hours, Mental and physical support from the
staff & Understand the requirements of the passengers)

To provide suggestions to
improve the satisfaction of
3 | passengers of the rail system
in Nagda junction?

SUGGESTIONS:

— Comprehensive attempt to implement the qualified services to the customers.

— Focus on vital service quality factors like Basic facilities, Hygiene and Safety-
Security, which are considered paramount factors as far as concerned to the in
train passengers.

— A comprehensive study with an attempt to collect the factors along with all
relevant variables so as to get the overall satisfaction level of the customers on
service quality.

— By installing more reservation counters to help the passengers to reserve their
tickets in short period of time better customer satisfaction can be achieved.

— Western Railways has to modernize the Railway stations through latest
technology in enquiry counters like microphone to answer online queries.

— Providing concessions in train fare and increasing the number of trains & General
Coach of train will help the passengers to utilize more train travels.

— Good amenities, quality food and medical aids (Railway Doctors) should be
provided to enlarge the number of long distance travelled passengers.

Table 9.1: Shows Various Problems & How They Are Achieved. & Conclusion of This Study
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