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 i i i i i i i i i i i i i i i i i i i i i i I                                                                             ABSTRACT 

 
The iIndian irailways iprovide ithe iprimary imode iof itransportation ifor igoods iand ipassengers. iIndian 

irailways iare ian iimportant icomponent iof ithe isocial, ipolitical iand ieconomic ilifetime iof ia icountry. 

iIndian irailways itransportation inetwork ihas iplayed ian iimportant irole iin imaking iIndia iin ito ia ination. 

iThis inetwork ihas inot ionly iintegrated imarkets ibut ialso ipeople iacross ilength iand iwidth iof ithe icountry. 

iIt ihas ibound ithe ieconomic ilifetime iof ithe icountry iand ihelped iin iaccelerating ithe ievent iof ithe iindustry. 

iIndian irailway iis ione iamong ithe ifast igrowing iservice isectors iwhich ioperate itrains iin iand iaround 

idifferent iparts iof ithe icountry. iIt ioffers ivarious ifacilities ito ithe ipassengers iand imaking isincere iplan ito 

ienrich iand iimprove ithe iinfrastructure iarrangement iwithin ithe irespective ijunction. iThe ibenefits iof inew 

itechnology iand iadvancement iof iatomization ihave ibeen itaken iinto iaccount ifor iproviding ivarious 

iservices ito ithe iIndian ipassengers. 

 

The iimportance iof ievaluating ithe icustomer ireaction iin itransport iservices icannot ibe iignored. iIn iall 

ideveloping icountries, itransport imodes ineed ito ibe icompete iwith ione ianother i, iand ione iamong ithe 

imatter ibeing iencountered iis ito irealize iinter-model ico-ordination iwithin ithe ieverywhere iinterest iof ithe 

ieconomy. iThe iprimary iaim iof isatisfying ithe icustomer idoesn't iseem ito ibe ione iamong ithe iprincipal 

iobjectives iof irailways iin iactual ipractice. iThe igeneral iimage iof ithe iorganization ias ijudged ifrom ithe 

iperception iof ithe icustomer iis inot ivery iimpressive. iThe irelation ibetween ithe irailways iand itherefore ithe 

icustomer iis icomplex iin inature iand iconcerns inot ionly ian ioutsized in iumber iof irules, ibut ialso ithe ivaried 

itires iof ifunctions. iIt iis inecessary iat ithis istage ito ipoint ithe iareas iof iconflict iand ienhancement ibetween 

irailways iand itherefore ithe icustomer. i i i i i
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  INTRODUCTION 

 

Indian iRailway iis ithat ithe isecond ilargest irailway iwithin ithe iwhole iworld. iIndian irailway iis ione iamong ithe 

iforemost ieffective inetworks iestablished iin i1853 ito iwork iboth, ilong idistance iand isuburban irail isystems ion ia 

imulti-gauge inetwork iof ibroad, imeter iand inarrow igauges. iThe iIndian iRailway ihelps ito iunite ithe iintegral, 

isocial, ieconomical, iand icultural ifoundation iof iour icountry. iIndian irailway ihas iaround i114,500 ikilometers iof 

irailway itrack iwith i7500 irailroad istation. iThis iRailway icarries iapproximately i32 imillion ipassengers iand ia 

icouple iof i8 imillion iplenty iof ifreight idaily. iThe ipresent iIndian irailways iare ifaced iby ichallenges iof imarket 

ichanging iand iincreasingly idemand iin icapacity, icompetition imay ibe ia ikey ithink iabout iachieving iimproved 

iproductivity, ilower iprices iand ihigher iquality iof iservices iand iproducts ithat irespond ito ithe ichanging ineeds iof 

ithe icustomers. iA icertain idegree iof icompetition iexists ibetween irail iand iroad itransport, ibut ithe iextent iof 

icompetition ivaries iwidely iwith ivolume, idistance iand icustomer ineeds iregarding itransit itime, ireliability iof 

iservice iand ivalue iof igoods. iIndian irailways ican iprovide ithe irequired icustomers ifocus iand icompete ieffectively 

iwith iroad iprovided iits ireliability, iproductivity iand iefficiency iare ienhanced. i 

 

Indian iservice isector ihas iwitnessed ia iserious iboom iand iis ione iamong ithe imain icontributors ito iboth 

iemployment iand ivalue iin irecent itimes. iThe iweightage iof iservice isector iis ian iindication ithat iin inear ifuture, 

iIndia’s iGDP igrowth iwill ibe iinfluenced iconsiderably iby ithe iservice isector. iFuture iof ithe iservices iand itheir irole 

iwithin ithe ieconomy ilooks ilikely ito icontinue ito igain iin istrength. iThe imarketers iwithin ithe inew imillennium iwill 

istill iview iservice imarketing ias ia icritically iimportant iarea ifor ihis ior iher isurvival iwithin ithe imarket ialbeit 

ivarious ifactors icontribute ito ithe igrowth ior iconstraints ion ithe ifuture iof ithe iservice ieconomy. iThe iactivities 

iunder ithe ipurview iof ithe iservice isector iare iquite idiverse. iThe iinfrastructures iincluding itrading, itransportation 

iand icommunication, ifinancial, iland iand ibusiness iservices, icommunity, isocial iand iprivate iservices icome iwithin 

ithe igambit iof ithe iindustry. iTransport, ithus iis ia icrucial iinfrastructure iwithin ithe ieconomy iof iIndia. iIt iassumes ia 

igreater irole iin ideveloping icountries isince iall ithe isectors iof ithe ievent iare iclosely idependent iupon ithe iexistence 

iof isuitable itransportation inetwork. iThus, ian iefficient itransport isystem imay ibe ia ipre-requisite ifor ieconomic 

idevelopment iof ia irustic. iThe ievident ieconomic iprocess iin iIndia iover ithe ilast i20 iyears ihas iincreased idemand 

ifor iall itransport iservices, iparticularly iland itransport ithrough iroad iand irail. iThe idevelopment iof irailways iis ione 

iamong ithe ilandmarks iwithin ithe iprogress iof ihuman icivilization. 

 i 
Recent iChanges iin iIndian iRailways: 

1. iAll imajor istations iare iwitnessing ia igood iinfrastructure iupgrade iwith iWi-Fi iand ipersonalized iservice ito imake 

ithe ijourney ismooth. iProper iand iregular imaintenance iof istations iare iwidely iundertaken. 

2. iAll imajor iconnecting iroutes iare inow ielectrified, idissolving ithe iengine itrains. iThis igives ifaster itrain iservice. 

3. iNew iand itrendy itrains iare icoming iup, iwhich iincludes iAC ilocal itrain iin iMumbai isuburb ito imake ithe ijourney 

ihassle ifree. iThe iplan ito irun ibullet itrain ibetween iMumbai iand iAhemdabad iis iin ifast itrack imaking iit ipossible ito 

ireach ithe idestination ifaster. i 

 i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i 
 i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i 

 

 

 

 

 

 
 i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i 
 i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i  
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                                                                                             i iDATA iCOLLECTION 

 
 

Data icollection imethods: iThe isuccess iof iany iproject ior imarket isurvey idepends iheavily ion ithe iinfo 

icollection iand ianalysis. iIt iis inecessary ithat ithe iinfo icollected imay ibe ia ireliable idata iso ias ito irealize ithe 

iresearch iobjectives. iAll idata isources ican ibe iclassified iinto itwo: 

 

• iPrimary iData- iPrimary idata iis igathered ifrom idirect iobservation ior idata ithat iis ipersonally icollected. 

iIt irefers ito ithat idata iwhich iis icollected ifor ia ispecific ipurpose ifrom ithe ifield iof ienquiry iand iare ioriginal 

iin inature. iFor ithe iproject iprimary idata iwere icollected imainly ithrough isurvey imethod, iusing ithe itool 

iquestionnaire. i(50 iindividuals) 

 

• iSecondary iData iare ithose iwhich iare ialready icollected iby iothers ifor ia iselected ipurpose iand iare 

isubsequently iused ifor iapplication iin iseveral iconditions. iIt iis ithe isecond iuser iinformation iabout ian 

ioccasion ithat ihas inot ibeen ipersonally iwitnessed iby ithe iresearchers. 

 

The iuse iof isecondary idata isaves itime iand imoney. iThe ipurpose iis ito iincrease ithe iaccuracy iof ianalysis. 

iHere ithe isecondary idata iwas iobtained ifrom-Various itext ibooks, iregisters, imagazines, ijournals, 

iDissertations ietc.
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 i i i i i i i i i i i i i i i i i                                                         i i iResearch iMethodology 

 
The imethodology iadopted iin ithe ipresent istudy iincludes ithe iresearch idesign, ithe isampling itechnique, iand ithe 

icollection iof idata iand itools iof ianalysis. iA idescriptive icross isectional isurvey ibased iquestionnaire idesign iwas 

iused ias iresearch idesign. iThe ipresent istudy iwas isupported iboth iprimary iand isecondary idata. iWell-structured 

iand ipre itested iquestions ibased ion ithe ivariables icontained iin ithe iinterview ischedule iwere iused ifor icollecting 

iprimary idata iby ipersonal iinterview imethod. iThe iquestions icontained iin ithe iinterview ischedule iwere imainly 

idichotomous iquestions iand ifive ipoint iLike iscale iquestions. iSecondary idata ihave ibeen icollected ifrom ibooks, 

ijournals, inewspapers, iperiodicals, ireports, iand iinternet. iStatistics itools iused iin ithis istudy iis isimple ipercentage 

ianalysis iand iweighted iaverage ianalysis. 

 

Research iDesign: iResearch idesign iis ithat ithe iblue iprint ifor iinquiry iof iwork ithat iguides ithe iresearcher iduring ia 

iscientific iway itowards ithe iachievement iof ithe iobjectives. iSurvey imethod ihas isupported ithe iresearcher ito ifind 

ithe iperception, iusage, iand iawareness iof ifood idelivery iapps iamong ithe icustomers. 

 

Sample iDesign: iSampling idesign iis iimperative iin ievery iscientific istudy. iHence, idecided ito icollect ithe idata 

ithrough imulti istage iSampling. 

 

Sample: iA iSample iof i50 icustomers iboth imale iand ifemale idrawn ifrom inearby idistrict ihave igive iback ithe iduly 

ifilled iup iquestionnaire iRespondents ihave ibeen itaken ias ithe isample isize. 

Tools ifor icollecting idata: iA iresearch itool iplays ia imajor irole iin iany iworthwhile iresearch ias iit iis ithe isole ifactor 

iin idetermining ithe isound idata iand iin iarriving iat iperfect iconclusions iabout ithe imatter ior istudy iavailable, iwhich 

iultimately, ihelps iin iproviding isuitable iremedial imeasures ito ithe iissues iconcerned. 
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 i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i iRESULT iANALYSIS 

 
The iResult iAnalysis iconsists iof ia isurvey iconducted iwith ithe ihelp iof iquestionnaires. iThe 

iquestionnaire iwas ifilled iby i50 iindividuals iof idifferent iage igroups iwho itravel iby itrain iat ileast 

ionce iin ia iyear. 
 i i 
 

1. iAge iGroup: 

 
 

The iquestionnaire iwas ifilled iby ipeople iwith iages ibetween i(15-65). iThe imaximum inumber iof 

irespondents iare ibetween ithe iage i20-30. 
 

 

 

2. iPurpose iof iTravel iby irespondents: 
 i i i i i

 i50% iof ithe irespondents itravelled idue ito ipersonal ireasons, inot ispecifically imentioning ithe i 

ireason.
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3. i iFrequency iof itravel iin itrains iby ithe irespondents: 

 

 
 
The imaximum iNumber iof irespondents itravelled ionly ia ifew itimes iin ia iyear. 
 
 
 
 
4. iClass/Category iof ithe itrain icoaches ipreferred iby ithe irespondents: 
 
 i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i 
 i i

 
 

 

Most iof ithe iRespondents ipreferred iA/c i3 iTier icoach/class ibecause iit igets ithem ithe iabsolute 

iservices iwhich ithey iwould irequire iwith ia isense iof isecurity iand icomfort iat ithe isame itime. iThe 

isecond imost ipreferred icoach/class iwas ithe iSleeper iClass ias iit iis ieconomical iand iat ithe ivery isame 

itime iusually isuitable ishort itrips iwhich iusually itake ia ifew ihours. i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i 

i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i 
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5. iThe irefreshments iand ifood iquality irated iby ithe irespondents ias iper itheir iexperience: i

 
Most iof ithe irespondents ifelt ithat ithe iservice iprovided ithe ivendors iis inot iup ito ithe imark, ican 

ibe iimproved iand ithe irailway iauthorities ishould itake ithe imatter iseriously ias ihygiene iis 

isometimes icomprised iat imany ismall istations. 
 
 
 

6. iOpinion iand iratings iof irespondents ion ithe ioverall iticketing iprocess: 

 
 
 i i i i i i i i i 
 i i i i i i i i i i i i i i i i i i i i i i i i i i i i i

 
 
Most iof ithe irespondents ifelt ithat ithe iticketing iprocess icould ihave ibeen imuch ifaster iif ithe 

irailway idepartement ihad imore icounters iand iquick iticketing iprocess ias imany ifelt ithat ithe 

iprocess itook ito ilong iand ithe igovernment iofficials iare isometimes itoo ilazy ito iact iquickly 

iwithout iunderstanding ithe isituation ieach ipassenger ifaces. 
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7. iRespondents iwere iasked ito irate ithe iattitude iand ibehavior iof ithe iticketing istaff i: i 
 

 
 
 
The iattitude iand ibehavior iof ithe iticketing istaff iwas iconsidered igood iand ifair iby ithe 

irespondents, ibut inot iexcellent ias ithere iis istill iroom ifor iimprovement iin iregards ito iprovide 

ibetter iservices iat iall itimes. 
 
 
 
8. iThe icleanliness iand ilavatory ifacilities iat ithe istations iand iin itrains irated iby ithe 

irespondents: 
 
 

 
 
The irespondents iwere inot isatisfied iwith ithe iservices iprovided iat ithe istations ias ia igood 

inumber iof irespondents ieither irated ithem ias ifair ior ipoor. 
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10. iThe irespondents iwere iasked ito irate ithe iservices iand ipunctuality iof ithe itrains: i 

 

 

 

 
 

46% iof ithe irespondents ithink ithat ithe iservices iprovided iby ithese itrains iare ibelow iaverage iand 

ithis ishould ibe iimproved ias iin ithis ifast ipaced ilife ione iis ivery ibusy iand ievery iminute icounts. 

 

 

11. iThe irespondents iwere iasked ito irate ithe ionline iservices iof iIndian iRailways: 

 
 i 

 i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i 
50% iof ithe irespondents iwere iquite ihappy iwith ithe ionline ior iwe ican isay iE-services iof iIndian 

iRailways iand ialso irated iis iat iits ione ithe ibest iservice iprovided iby ithe iauthorities. 
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FINDINGS 

 

Using ithe iPrimary iand iSecondary idata, ithe ifollowing 

ioutcome ihas ibeen iderived: 
 i 
 

 

1. iIt iwas ifind ithat iaround i6% iof ithe irespondents iare itravelling iin ithe itrain ifor iemployment ipurposes 

iand iabout i80% iof ithem iare iusing ipassenger itrains ifor ithe ijourney. iIt iwas iclear ifrom ithis ithat ithe 

ipeople iprefer irail iservices ito iother imodes iof itransport idue ito ithe ilow-ticket ifares. 

 

2. iAmong ithis ipeople iprefer ipassenger itrains ito isuperfast iand iexpress itrains. i46% iof ithe ipassengers 

iare ihighly idissatisfied iwith ithe ipunctuality iof itrains ias ithey iare inot iable ito ireach itheir idestination 

itimely. iWith iaccelerating ipace iin imodernization, ia itraveler iexpects ienhanced iamenities ifrom 

iRailways. i 

 

3. iHowever, iin ireality iit iwas ifinding ithat ipeople iare idissatisfied iwith ithe iamenities iavailable iat ithe 

istation iand iin itrains. iAround i53% iof ithe irespondents iare idissatisfied iwith ithe icleanliness iin ithe istation 

i& i52% iin ithe itrain. i30% iof ithe irespondents iare iof ithe iopinion ithat ithe idrinking iwater ifacility iboth iat 

ithe istation iand iin ithe itrain iis inot isufficient. iThe ifacilities iof iwaiting iroom ifor ithe ipassengers iare 

imoderate i(32%). i 

 

4. iThe icondition iof ipay i& iuse itoilets iis ivery ipathetic. i52% iare idissatisfied iwith ithe ifacilities iin imost iof 

ithe istations iit iwas ipoorly imaintained. i 

 

5. iApart ifrom ithis, ithe irespondents ialso igave itheir iopinion iregarding ihandling iof icomplaints iand 

ibehavior iof irailway iemployees. i60% iof ithe irespondents isuffered ifrom ipublic inuisance iin ithe itrain i& 

i48% iof ithem isuffered ifrom iseat icornering. iAll ithe iaffected ipersons ihave ilodged icomplaints ithrough 

ivarious imodes. 

 

6. i iThe iauthorities iacknowledged i32% iof ithe icomplaints iand ithe icorrective iactions ihave itaken iin 

irespect iof iit. iAbout i44% iof ithe irespondents iare iof ithe iopinion ithat ithe ibehavior iof ithe irailway 

iemployees iis imoderate.
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 i i i i i i i i i i i i i i i i i i i i i i i i i I                                                                  SUGGESTION 

 
Based ion ipresent istudy, ithe ifollowing isuggestion ihad imade ito iimprove ithe iservices iof ithe iIndian 

irailways. iIt iis ifound ithat imajority iof ithe irespondents iare inot isatisfied iwith ithe iservices iprovided iby 

ithe iIndian iRailway. iThe iMinistry iof iRailways ihas ito iinitiate ivarious imeasures ito iimprove ithe iservices 

iby iproperly iscrutinizing ithe igrievances iof ithe ipassengers iregularly. iIt imust itake inecessary isteps ito 

iincrease ithe inumber iof iunreserved icompartments iduring ipeak itimes. iThe itrains imust ibe ipunctual iand 

ithe iconstructions iworks ishould ibe icarried iout iwithout iaffecting ithe itiming iof itrains iespecially iduring 

iday itimes. iSpeakers imust ibe iinstalled iproperly iat ithe iplatforms. iToilets ishould ibe iproperly imaintained 

iboth iat ithe istation iand iin ithe itrain. iFurther isteps ishould iadopt ito iensure icleanliness iat ithe istation i& iin 

ithe itrains ito imaximize ithe isatisfaction ilevel iof ipassengers. iThe iintroduction iof imore iticket ivending 

imachines iat ithe ibusiest istation irelieves ithe ipassengers‟ irush iin ithe iplatform. iSome iof ithe isuggestions 

iare ilisted ibelow: 

 

1. iThe iIndian iRailways ican istep iup iits iefforts ito iprovide imore irailway iconnections ibetween idifferent 

istates ito itap ithe igrowing imarket ifor itraveler isat ifair iprices ibecause iairlines iare iluring itheir icustomers 

iwith ilow ifares. 

 

2. iA isystem ican ibe icreated iwhich ican iavoid itrain icollisions iand ithat iwill ireduce ithe inumber iof 

iaccidents& ihence iensure ipassenger isafety. 

 

3. iAll ithe itrains ican ibe iequipped iwith iFire iExtinguishers i& ithe iemployees ishould ibe iwell itrained ion 

iFire iPrevention i& iManagement iMeasures. iThis ican ibe idone iwith ithe ihelp iof imock ifire idrills ialso. 

 

4. iAn iaudio-visual iwarning iabout ithe iapproaching itrains ican ibe iprovided ito iroad iusers ifor ia ibetter i i i 

isafety isystem. 

 

5. iTechnological iup-gradation ican ialso ihelp. iAutomatic iticket ivending iMachines ican ibe iinstalled iin 

iorder ito ifacilitate ipassengers. 
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 i i i i i i i i i i i i i i i i i i i i i i i                                           i i iCONCLUSION 

 
 

 i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i i I   iIndian iRailways 

 

 

The icontribution iof ithis istudy iis ithe iidentification iof ifactors ithat idetermine ipassenger isatisfaction iwith 

ithe iquality iof iservices iprovided iby ithe isouthern irailways. iWith iincreasing idemand iof iservice, ithe 

irailway iauthorities ihad ifailed ito itake inecessary iinitiatives ifor ithe ibetterment iof ithe ipassengers ias iwell 

ias iin ithe iimprovement iof iservices ito ithe ipassengers. iAlthough ihuge inumber iof ipassengers iof idifferent 

iincome igroups ihas idepended ion ithis isector ifor itravel ipurposes, ithere iis ian iurge ifor ifurther 

iimprovement iof ithe ioverall iservices, iso ithat imore ipassengers imay ibe iattracted ito ithis iservice. 

iCustomers iare ithe ireal ikings iin ithe ipresent iworld. iStudy ihad iconducted ito iknow itheir iperception iand 

iopinions. iIt ihad ifound ithat icustomers iare inot ihighly isatisfied iwith ithe iservices iin ithe iIndian iRailways. 

iIf ithe isuggestions ihad iconsidered ipositively, ithen iit iwould icreate ia ihealthy ienvironment ito ithe 

ipassengers iand iIndian iRailways itoo. 

 

Formulation iand iimplementation iof ieffective istrategies iplays ian iimportant irole iin ithe igrowth iof ian 

iorganization. iIn ithis ipaper, imany istrategies iused iby iIndian iRailways ihave ibeen ianalyzed, iand iit ihas 

ibeen iobserved ithat iIndian iRailways iis iimplementing iall ithe istrategies ialmost ieffectively ibut itheir 

imain ifocus iis ion imaintenance iand ipassenger isafety. iIndian iRailway imainly ifocused ion ito iimprove 

iand iadd inew isafety iequipment iso ithat ithey ican iprovide isafety ito ithe ipassengers iin icase iof iany 

iemergency. 
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