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  A STUDY ON QUALITATIVE ASSESSMENT OF 

SERVICES OF THE SOUTHERN RAILWAYS IN 

SOUTH TAMIL NADU 

 

SYNOPSIS 
 

1. INTRODUCTION  

A well-knit and co-ordinated system of transport plays an important role in 

the sustained economic growth of a country. The present system in our country 

consists of several modes of transport including rail, road, coastal shipping and air 

transport. An economical and effective transportation system, comparatively fast 

and safe towards movement of men, machines and materials from one place to 

another is inevitable for our economic development1. The introduction of railways 

revolutionized the process of development and whose services are fast, safe, 

reliable, popular and widely accepted to all general masses.  

Indian Railways' contribution to national integration has been unparalleled. 

It has knit India together by connecting all the regions, and almost all the states, in 

a single transport network. The Indian Railways has always played a unique role 

in meeting the transportation needs of the common man, while simultaneously 

serving as a critical infrastructure facilitator for the carriage of goods.2 

Indian Railways are one of the largest and busiest rail networks in the 

world. It is an important form of public transportation in the country. Its 

operations are characterized by a dominance of traffic and long haul of bulk 

commodities. Since their inception, 155 years ago, the railways in India have been 

contributing significant share to the growth of Indian economy. The social and 
                                                           
1 Bahri Brother “Master Guide of Railway Establish Rules and Labour Laws” Sanjive 

Malhotra for Bahri Brothers, New Delhi, pp 2-4, 2007. 

2 Indian Railways Vision 2020, New Delhi, Government of India, December 2009.pp. 2-

4. 
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economic development of the country also depends to a large extent upon Indian 

Railways. 

The Indian Railways have interesting historical turnaround in its fortunes in 

recent years largely due to the responsiveness of the organization to align itself to 

the strategy of striking unit cost and higher social obligations as a common carrier 

by providing affordable transport service to the masses. 

Apart from this, there is also intense competition between railways and 

roads with substantial investment to improve the highway network in India. For 

the most part, the highways being improved parallel to the high density railway 

routes. In addition larger capacity and modern technology trucks that offer the 

advantage of high speed, reliability and lower unit cost in its own way. Thus, the 

railways need to substantially improve the quality of service, customers focus and 

service profile to meet the challenges of more intense competition in the transport 

market. 

2. STATEMENT OF THE PROBLEM 

 The services of the Southern Railways are many. The development cannot 

be predicted, without any improvement in the solving passengers’ issues such as 

hygiene, safety and the like. The study includes all sections of passengers 

travelling in Express and Passenger trains in second class, I class, AC III Tier, AC 

II Tier and chair car. There is a dearth of research work in the areas as there are no 

studies being carried out to elicit opinions of passengers on services provided by 

the Southern Railways. The development in the Southern Railways has also been 

rapid. Modernization and technological up-gradation of its services have made the 

Southern Railways occupy the prime place in the Indian Railways. 

 The Indian Railways has been the prime movers to the nation and have the 

distinction of being one of the largest railway systems in the world under a single 

management. Railways being the more energy efficient mode of transport are 

ideally suited for movement of bulk commodities and for long distance travel. As 
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compared to road transport, the railways have a number of intrinsic advantages. 

Railways are five to six times more energy efficient, four times more efficient in 

land use and significantly superior from the standpoints of environment impact 

and safety. The Indian Railways, therefore, rightly occupy pride of place in the 

growth and development of the nation. The Government has dedicated and 

declared the year 2002-2003 as the ‘Passenger Amenities Year’. 

 In view of the above, the Southern Railways are expected to provide safe, 

fast and comfortable service at reasonable prices and good behaviour towards 

customer; it should also focus towards amenities provided and the service profile 

that meets changing customer’s requirements. 

As the market needs change and competition becomes more intense, Indian 

Railways has to reinvent itself to continue playing an important role in the Indian 

transport market. Hence, the Indian Railways are expected to change its insides 

aiming provision of high quality service in line with the changing atmosphere and 

hectic competitions and maintain and increase the share through market research. 

So, a study on the attitude of the passengers towards Southern Railways about the 

services offered and other amenities provided is felt necessary.  

Thus an attempt is made in the present study to derive opinion on the 

provision of the Railway services and consequent satisfaction among passengers. 

Hence the study deals with all the services offered and facilities provided by the 

Southern Railways along with the satisfaction level and suggestions of the 

passengers to improve the services and facilities in the Southern Railways.  

3. SCOPE OF THE STUDY 

 The researcher has undertaken this study with the specific focus on 

analysing the growth and magnitude of a variability in number of passengers 

travelled, number of trains in service in Southern Railways. The factors motivating 

the passengers to make use of the services of Southern Railways and to examine 
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the problems faced by the sample respondents while availing the services of 

Southern Railways are also covered. 

4. OBJECTIVES OF THE STUDY 

The main purpose of the study is to analyse the level of satisfaction of 

passengers with the services provided by the Southern Railways. The following 

are the specific objectives:- 

 

1. To highlight the various amenities provided by the Indian Railways 

to the passengers. 

2. To study the Socio - Economic characteristics of the Sample 

Respondents in the study area. 

3. To find out the factors motivating the passengers to make use of the 

services of Southern Railways. 

4. To study the perception of the sample respondents about the quality 

of services provided by the Southern Railways and the association 

of service quality with personal factors. 

5. To examine the various problems faced by the sample respondents 

while availing of the services of Southern Railways. 

5.   HYPOTHESES OF THE STUDY 

 Based on the objectives of the study, following hypotheses are framed to be 

tested that, “there is no association between the respondent category and their 

attitude towards Comfortability, Safety Travel, Economy, Reservation Facility, 

Infrastructure Facility, Luggage, Distance of Travel, Speed, Canteen, Technology, 

Customer Relationship Management and Communication and Retiring Services”.  
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 There are no major problems faced by the passengers while travelling in 

the train in the study area on, Ticket Reservation and Booking Counter, Safety 

Factor in Rail Transport, Inadequate Police Personnel, Level Crossing in 

Railways, Disturbance of Beggars inside the Compartment and Smoking inside the 

Compartment and Changing Seats for Disabled Persons. 

6.  GEOGRAPHICAL COVERAGE 

 The Southern Railways comprises six divisions namely Chennai, 

Tiruchirapalli, Salem, Madurai, Palghat and Trivandrum. 

The Southern Railway, headquartered at Chennai, Tamil Nadu, is one of 

the 17 zones of the Indian Railways. It is the earliest of the 17 Zones of the Indian 

Railways created in independent India. It was created on 14 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 in the British colonial times as Great 

Southern India Railway Co. 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. 

The Southern Railways covers the states of Tamil Nadu, Kerala, 

Puducherry and small portions of Andhra Pradesh and Karnataka. More than 500 

million passengers travel on the network every year. This Zone of the Indian 

Railways differs from the other Zones of India in that its revenue is derived from 

passengers and not from freight. Chennai Central, Coimbatore City Junction, 

Madurai Junction, Tirunelveli Junction, Tiruchirappalli Junction and 

Thiruvananthapuram Central are the most important and the most profitable 

stations under the Southern Railways Division.  

The most profitable route comprises Chennai Central - Arakkonam - 

Katpadi Junction (Vellore) - Jolarpet Junction - Salem Junction -Erode Junction - 

Tirupur Junction - Coimbatore city Junction - Thrissur -Ernakulam Junction - 
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Trivandrum Central, Chennai Egmore - Chengalpattu -Viluppuram - 

Tiruchirappalli - Dindigul- Madurai Junction - Tirunelveli -Nagercoil - 

Trivandrum Central, Mangalore Central - Calicut – Shornur Junction. For better 

administrative control and improved development and operational reasons, the 

Railway Board approved the creation of a new Railway Division with Salem as 

headquarters in 2005 to improve railway infrastructure and facilities and introduce 

better train services, thus satisfying the long-felt needs of railway passengers in 

and around surrounding areas and thereby providing better conveniences to rail 

travellers. Tirupur Junction and Erode Junction are also included in the Salem 

division. It is now the fourth largest of all the seven divisions of the Southern 

Railway and was carved out of the Coimbatore, Palakkad and Tiruchirapalli 

divisions. A large section of this railway zone is broad gauge lines, and only a 

small section is Metre gauge lines.  

The main improvements currently in this railway zone are to convert all 

lines to broad gauge, improvement of stations, platform covering, better catering 

stalls and an automated signalling system to avoid accidents. Chennai Central 

station handles two lakh passengers every day. Seven stations namely Chennai 

Egmore, Coimbatore North, Erode Junction, Salem Junction, Tiruchirappalli 

Junction, Madurai Junction, and Palakkad have been scheduled for upgrading. 

Chennai Central, Trivandrum Central, Madurai Junction, Coimbatore City 

Junction and Ernakulum Junction Railway Stations are being upgraded to world-

class standards.  

Out of the six divisions of the Southern Railways, the study covers the two 

important divisions of Southern Tamil Nadu namely Madurai and 

Thiruvananthapuram. 

Madurai - The second largest revenue earner in the Southern Railway after 

the Chennai division, Madurai serves as both an important railway station and 

division in South Tamil Nadu. Madurai, like Chennai, has a Mono-Rail project 

which is in the planning stage. 
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 The Sivagangai Railway Station is located at the Outskirt of Sivagangai 

town. The train station falls on the Manamadurai   -Trichirappalli broad 

gauge line. Almost every daily Express train or long-distance trains has a halt in 

the station. Despite Sivagangi being one of the important railway stations in 

Madurai Division, the railway station has only 3 platforms and no starting trains 

from the Town. About 10000 passengers travel to Sivagangi per day despite not 

being a railway station.  The nearest airport to the station is the Madurai 

International Airport situated 50 km, west of the city. The nearby stations are the 

suburbs of Melakonnakulam towards the south and Panangudi towards the North. 

 Tirunelveli Junction (station code: TEN) serves the city of Tirunelveli in 

the Indian state of Tamil Nadu and is owned by the Madurai Railway division. 

The Nellai Express - a super-fast train connecting Tirunelveli and Chennai 

Egmore - runs packed almost throughout the year. Any train passing through the 

station halts at one of the five platforms, regardless of destination. Tirunelveli 

Junction is one of the oldest and most popular stations on the Indian Railway 

network. It was built in the year 1893. It is one of the Famous Junction in TN.  

 Tirunelveli Junction railway station is one of the oldest railway stations in 

India. The line from Tirunelveli to Sengottai was opened in 1903; the connection 

to Quilon, which was completed later, was the most important trade route to 

Travancore Province in the British India. The city is connected to major cities in 

all four directions: Madurai and Sankarankovil to the North, Nagercoil to the 

South, Sengottai and Kollam to the West and Tiruchendur to the East. Tirunelveli 

is also connected to major Indian cities with daily service to Chennai, Coimbatore, 

Tiruchirappalli, Madurai, Salem, Ernakulam, Trivandrum,  Mumbai, Guruvayur, 

Howrah, Delhi and Ahmedabad. There is daily passenger service to Madurai, 

Tiruchendur, Tiruchirapalli, Mayiladuthurai, Palghat and Kollam. 

 The nearest airport to Tirunelveli is Tuticorin Airport (TCR) located at 

Vaagaikulam in Thoothukkudi District, 22 km (14 mi) east of the city, which 

offers daily flights to Chennai. The nearest international airports are Madurai 

https://en.wikipedia.org/wiki/Railway_station
https://en.wikipedia.org/wiki/Broad_gauge
https://en.wikipedia.org/wiki/Broad_gauge
https://en.wikipedia.org/wiki/Madurai_International_Airport
https://en.wikipedia.org/wiki/Madurai_International_Airport
https://en.wikipedia.org/wiki/Tirunelveli
https://en.wikipedia.org/wiki/Tamil_Nadu
https://en.wikipedia.org/wiki/Nellai_Express
https://en.wikipedia.org/wiki/Tirunelveli
https://en.wikipedia.org/wiki/Chennai_Egmore
https://en.wikipedia.org/wiki/Chennai_Egmore
https://en.wikipedia.org/wiki/Tuticorin_Airport
https://en.wikipedia.org/wiki/Thoothukkudi
https://en.wikipedia.org/wiki/Madurai_Airport
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International Airport, 150 km (93 mi) away and Thiruvananthapuram International 

Airport (TRV), about 130 km (81 mi) away.  

Thiruvananthapuram - The capital of the state of Kerala, 

Thiruvananthapuram (Trivandrum) is one of the most important cities of Southern 

India. It is Kerala's Information Technology hub and controls a majority of the 

state's software exports. Under the Southern Railways, the 'Evergreen City' is en 

route the longest train route in India, between Kanyakumari in South India to 

Dibrugarh is North East India. 

 The Thiruvananthapuram- Nagercoil –Kanyakumari railway line was 

opened on 15 April 1979 and was then under Madurai Division. Thivandrum 

division was formed on   second October 1979 carving out certain sections from 

Madurai division. The Meter Gauge sections of Madurai division were retained, 

while all the newly laid Broad Gauge Sections of Madurai Division were 

transferred to Trivandrum Division. Thus, the Thiruvananthapuram-Nagercoil-

Kanyakumari BG lines were transferred to Trivandrum loop Division. It was then 

mentioned that when the Nagercoil-Tirunelveli line is completed, the sections 

falling under kanyakumari district and Tirunelveli District would be transferred 

back to Madurai Division. The Nagercoil-Tirunelveli line was converted into BG 

line on 8 April 1981 and ever since people from South Tamil Nadu been 

demanding the merger of Kanyakumari BG line with Madurai Division. 

 Kanyakumari (formerly known as Cape Comorin) is a city of 

the Kanyakumari district in the Indian State of Tamil Nadu. It is the southernmost 

city of peninsular/contiguous India. Kanyakumari has been a city since 

the Sangam period and is a popular tourist destination. 

7. METHODOLOGY 

 The present study is both analytical and descriptive in nature. Survey 

method was followed to collect primary data from the sample respondents through 

a well-constructed interview schedule. For framing the theoretical back round 

about the theme of the research, secondary data were used. 

https://en.wikipedia.org/wiki/Madurai_Airport
https://en.wikipedia.org/wiki/Thiruvananthapuram_International_Airport
https://en.wikipedia.org/wiki/Thiruvananthapuram_International_Airport
https://en.wikipedia.org/wiki/Kanyakumari_district
https://en.wikipedia.org/wiki/India
https://en.wikipedia.org/wiki/States_and_territories_of_India
https://en.wikipedia.org/wiki/Indian_subcontinent
https://en.wikipedia.org/wiki/Sangam_period


9 
 

8. SAMPLING DESIGN  

 Since the geographical area is confined to Southern part of Tamil Nadu, 

respondents were chosen from Madurai, Sivagangai, Thirunelveli and 

Kanyakumari districts. According to the guidelines given by NABARD, a sample 

size of 400 to 500 may be sufficient to draw valid inferences for a study in Social 

Sciences Research. Therefore on consultation with the officials of the Southern 

Railways and experts in social science research, a sample size of 600 persons was 

fixed. Selection of individual respondents was made in such a way that there were 

at least 150 persons from each Southern district of Tamil Nadu. Preference was 

given to those who utilise railway services frequently. The categorized sample 

respondents are depicted in Table 1.1. 

TABLE 1.1 

Sample Design 

Divisions Distant / Area Business Employee 
Agriculturists 

and Others 

Total no. of 

Respondents 

 

Madurai 

Madurai 40 50 55 150 

Sivagangai 41 52 56 150 

Thirunelveli 42 52 58 150 

Thiruvanant

hapuram 
Kanyakumari 45 54 55 150 

Total 168 208 224 600 

 

9. COLLECTION OF DATA 

 The study is descriptive in nature based on survey method. The entire data 

required for the study were collected in two stages. The primary data related to the 

passengers of Southern Railways were collected by interviewing the passengers 

with the help of the interview schedule.  Secondary data were obtained from 

records of the Railway Board, Zonal and Divisional headquarters, RBI Bulletin, 

CAG Report, Railway Budget, Railway Gazette, Railway Year Book, Salient 
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features of SR, Annual Publications, Pocket Book of Southern Railway, various 

publications of Railway departments like IR Magazine, Safety Magazines, Annual 

Reports and Accounts and Study Reports by the Railway Board. 

10. PERIOD OF THE STUDY 

The primary data were collected through a pre-structured interview 

schedule from February 2017 to December 2017. Secondary data were collected 

for a period of ten years from 2007 - 08 to 2016 - 17. 

11. FRAME WORK OF ANALYSIS 

After the collection of data, the filled in interview schedules were edited. A 

master table was prepared to sum up all the information contained in the interview 

schedule. The classification of tables had been made for analysis. While analyzing 

the data the following tools were applied: 

 Percentage analysis was used to study the socio-economic characteristics   

of sample respondents. To study the trend in growth of number of passengers 

using the services of Southern Railways, simple Regression analysis has been 

used. In order to find the growth rate in Passengers, the Compound growth rate has 

been calculated using the semi-log of exponential function.  To study the 

magnitude of variability, the co-efficient of variation has been computed. Factor 

analysis was used to find out the reasons for preferring train travels.   

 KMO and Bartlett’s tests were also conducted to ensure the appropriateness 

of factor Analysis method and Sampling adequacy. Reliability test of Cronbach’s 

alpha were used to measure the reliability for a set of two or more constructs and 

reasons for preferring train travels.  

12.  LIMITATION OF THE STUDY 

The study was carried out in Southern Tamil Nadu of the Southern 

Railways Zone. Thus, its finding cannot be generalized to other areas due to 

geographical variation.  
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 The study is purely based on the Passengers Opinion. The researcher felt 

that the passengers might have expressed their opinion spontaneously, which may 

limit the validity of the study due to memory bias.  Respondents’ opinion may 

change from time to time and the responses are subject to variation depending 

upon the situation and attitude of the respondents at the time of the survey. 

13.  CHAPTER SCHEME 

The first chapter titled, “Introduction and Design of the Study” deals with 

the Introduction and Design of the Study. It includes the introduction about the 

Indian Railways, the statement of the problem, the objectives of the study, review 

of literature, hypotheses, methodology, limitation and layout of the study. 

The second chapter titled “Indian Railways – An Overview” covers the 

history, number of passengers travelled, no of trains in the Southern Railways and 

the various amenities provided by the Southern Railways. 

The third chapter titled, “Socio – Economic Characteristics of Sample 

Respondents’ deals with the personal factors which are responsible for fixing the 

level of satisfaction on the services of Southern Railways.  

The fourth chapter titled “Factors Motivating the Passengers to Prefer 

Railway Services”, analyses the important factors responsible for passengers who 

preferred Southern Railways over other models of transport. 

The fifth chapter titled “Perception of Passengers about Services offered by 

the Southern Railways” explains the key dimensions of service quality and the 

level of satisfaction of the passengers about service offered by the Southern 

Railways. 

The sixth chapter titled, “Problems faced by the Sample Respondents while 

Availing the Services of Southern Railways” focuses the problems faced by the 

sample respondents while availing of the services offered by the Southern 

Railways 
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The seventh chapter titled, “Summary of Finding, Suggestions and 

Conclusion” presents the findings of the study, suggestions made as the result of 

this research and the conclusion. 

14. SUMMARY OF MAJOR FINDINGS 

Overview and Growth of Passengers travelled, and Number of Trains in 

Southern Railways 

The passengers traveled in different classes in Indian trains from 2007-08 

to 2016-17. Among the major classes travelled by the passengers, Second Class 

Non – A/C is holds First Rank with an average of 6928.787 lakhs, followed by 

Sleeper Non- A/C ranked with an average of 400.649 lakhs. There is a decline 

trend in preference for Executive Class by the passengers. Passengers have a 

preference for the Second Class Non – A/C and Sleeper Non- A/C though cheaper. 

The travel classes of passengers in India during the 2007 -08 to 2016-17 

had decreased at the rate of -59.22 per cent per annum. It is also inferred from the 

analysis that, the Travel classes’ wise passengers travel in A/C. Chair Car had 

increased at the rate of 28.23 per cent per annum  

All travel classes of passengers train in India had experienced a variation of 

10.36 per cent. There was also a variation of 55.36  per cent is found in Executive 

Class, 31.08  per cent in A/C. Chair Car, 25.07  per cent in A/C. 3 Tier, 21.04  per 

cent in A/C. First Class, 20.16 per cent in First Class Non - A/C, 19.25 per cent in 

II A/C. Sleeper, 16.27 per cent in Sleeper Non – A/C and 9.73 per cent in Second 

Class Non - A/C. On the whole average rate of variation in travel classes of 

passenger trains in India during the period under the study between 2007 - 2017 

was 10.36 per cent.  

The passenger travel in Metre gauge trains from the 2007 -08 to 2016-17 

had shown an increase of 59.221 per cent per annum.   
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 It  is found that among the major classes travel by the passengers is Second 

Class Non – A/C is holds First Rank with an average 7179.529 lakhs, followed by 

Sleeper Non- A/C ranked with an average 620.230 lakhs, , A/C 3 Tier ranked third 

with an average of 99.157. There is a decline in preference for Executive Class by 

the passengers. Passengers have a preference for the Second Class Non – A/C and 

Sleeper Non- A/C though cheaper. 

It is reveals that the passengers carried in Metre gauge during the 2007 -08 

to 2016-17 had shown an increase at the rate of 61.064 per cent per annum.  It is 

also evident that the average passengers carried in Metre gauge train had 

experienced a variation of 128.06 per cent.  

It is found that the travel classes of passengers in India during the 2007 -08 

to 2016-17 had increased at the rate of 9.65 per cent per annum.  It is also seen that 

the average the all travel classes of passengers train India had experienced a 

variation of 12.69 per cent.   

The passengers kilo Metres travel in different classes in Metre Gauge trains 

from 2007 -08 to 2016 -17. It is also understood that the average of passengers 

carried in Metre gauge train had experienced a variation of 155.59 per cent.  

There is a decline in preference for non-suburban tickets in Metre gauge by 

the passengers. Passengers have a preference for suburban in broad gauge. The 

passengers using season tickets during the 2007-08 to 2016-17 had increased at the 

rate of 1.86 per cent per annum.   

In the broad gauge, the non-suburban holds first rank with an average 

777.740 Crores.  

It is also inferred that, the kilometres travelled by  passengers using season 

ticket in Metre gauge non suburban is at the rate of negative with 96.34  per cent 
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per annum, broad gauge suburban at the rate of 8.39  per cent per annum followed 

by 4.95  per cent per annum in broad gauge non suburban. 

  On the whole average rate of variation in kilometres travelled by 

passengers with season tickets during the period under the study between 2007 – 

2017 was 10.07 per cent. 

Socio - Economic Characteristics of Sample Respondents 

It is found out that of the 600 sample respondents, 360 respondents are 

male (60%) and 184 respondents are female (30.7%). It is observed that more 

number of male are engaged  in business a maximum of (66.7%)  per cent of 

respondents are male doing business, followed by (61.5%)  per cent of male 

respondents are employees. In both the factors 53.6 per cent of the respondents are 

agriculturists and others. 

 A Majority of 408 respondents were between the age group of 20- 40 years, 

followed by 120 respondents who were below the age group of 20 years. 

 It is observed that 372 (62.0%) respondents are married and 228 (38.0%) 

respondents were unmarried. Out of the total respondents 168, (52.4%) of the 

married respondents are doing business and 80 (47.6%) respondents were 

employees followed by 26.9 per cent who were unmarried respondents.   

 It is found that a majority of 260 (43.3%) respondents were graduates, 

followed by 164 (27.3%), 132 (22.0%), and 44 (7.3%) of the respondents who 

have studied up to Higher secondary and secondary grade and Eighth standard 

respectively. 

 It is observed that, of the sample respondents, 272 (45.3%) belong to Back 

ward Class and 156 (26.0%) Most Backward Class, followed by 104 (17.3%). 68 

(11.3%) Scheduled Class and Forward Class Community respectively. It is 
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observed that more number of respondents was agriculturists and others where a 

maximum of 224 (100%) respondents belong to Backward Class Community, 

followed by 52 (23.2%)  Most Backward Class, 40 (17.9%) Scheduled Class and 

28 (12.5%) were Forward Class Community.  Of respondents were employees of 

208 (100 %). 92 (44.2%) of them were Backward Class 52 (25%) were Scheduled 

Class, 40 (19.2%) were Most Backward Class & 24 (11.5%) were belong to 

Forward Class community. 

 Out of 600 respondents  284 (47.3%) of the respondents reported that their 

monthly income is above Rs. 10000 – 30000, followed by 26.7 per cent , 18.7 per 

cent, 4.7 per cent and 2.7 per cent of the respondents have noticed that their 

monthly  income  is less than 10000, Rs 30000 – 50000 , 50000 - 100000 and 

above 100000 respectively. 

Out of 600 respondents, 296 (49.3%) belong to urban area. 160 (26.7%) 

were belong to rural & 144 (24%) were belong semi – urban area. 

 It is observed that  out of 600 sample respondents, 268 respondents have 3 

members in their family, 156 (26 %) respondents have 4 members, 116 (19.3%) 

have above four members in their family and 60 (10%) respondents have two 

members in their family. 

 It is observed that 256 respondents’ family members are using the railway 

services, followed by 200 respondents in both family and single person, 104 

respondents in single and 40 respondents were group of passenger category using 

railway services. 

 It is evident that 296 respondents have travelled in II class sleeper, 136 

respondents in seated compartment, 108 respondents were travelling by 1st Class 

and 24 respondents, were using A/C Two Tier. 
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  It is evident that 74.7 per cent purchase ticket for reserved compartments, 

followed by 22 per cent unreserved and 3.3 per cent purchase season tickets, 

It is evident that a majority of 50 per cent of the respondents preferred long 

distance, followed by 38 per cent both long and short distance and 12 per cent for 

short distance. 

 A majority of 56 per cent of the respondents have reported that they were 

aware of the timing of various trains in their place, followed by 264 (44 %) not 

aware of the timing of train. 

 It is evident that majority of the respondents have reported that 292 (48.7 

per cent) were booking their tickets through internet, followed by 29.3 per cent 

booking at counter, 14.7 per cent booking all the way and 7.3 per cent booking by 

agents. 

It is evident that the majority of 34 per cent of the respondents reported that 

they were using cash for payment, followed by 29.3 per cent were using net 

banking, 14.7 per cent debit card, 12 per cent were using all the mode and 10 per 

cent were using credit cards. 

 It is observed that of the 600 respondents, 228 respondents are frequently 

using train, 152 respondents, occasionally using and 36 respondents were very 

frequently using train. 

It is found that of the 600 sample respondents, 264 respondents were using 

train for personal purpose, 148 for pleasure tourism, 52 were using for 

employment and 48 were using for both education and pilgrimage purpose and 40 

were using for business purpose. 
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Factors Motivating the Respondents to Prefer Railway Services 

 Six factors in the case of all the three categories of respondents from 

Business, Employee and Agriculturists  that motivates respondents to choose the 

railways  based on quality of services that have been offered identified as safety 

and security, technology, comfort, distance of travel, cost effectiveness and 

infrastructure facility.   

 The factor analysis has been applied and each factor had more than one 

variable, each variable is expressed as a linear combination of the underlying 

factors. The amount of variance a variable shares with all the other variables 

included in the analysis is referred to as communality and all the attributes that are 

formed under each factor, there is high association as the Cronbach’s Alpha value 

is more than 0.5 in all the factors, the data collection instrument is reliable and 

dependable. 

Perception of Passengers about Service Offered by the Southern 

Railways 

  The significant difference is identified as F test value is significant on two 

factors namely ‘spacious seat’ and ‘travelling strain is lesser’.   

 The majority of 59.6 per cent of employees are in the index range of 75 to 

100 per cent followed by 48.2 per cent in agriculturist category in the index range 

of 75 to 100 per cent. If implies that the impact of comfortability attitude towards 

service quality is high in all category of respondent. 

 The significant difference is identified as F test value is significant on six 

factors at one  per cent level of significance, regarding safety measures such as fire 

extinguishers, emergency exits, warning on criminal boards, Toll free security 

lines, Police patrolling, prohibition of beggars entry are provided perfectly. It is 
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concluded that there is a significant difference among respondent category of the 

six variables towards safety. 

The majority of the respondent falls in the index range of 50 to 75 

signifying that safety is a major factor in determining the mode of transport they 

choose. 

 The mean score is higher in concession availability. The respondents have 

high perception towards concession availability in railway. F test is significant at 

one per cent level of significance on the factor canteen facility.  It is concluded 

that there is significant difference between the respondent category and attitude 

towards economy regarding canteen facility.  

The F test value is not significant and hence it is inferred that there is no 

association between the respondent categories regarding the factor economy of 

train travel. 

 The F test reveals that all test values are significantly greater than 3. This 

depicts that the respondents have agreed with all the fifteen factors of Reservation 

facility.   

The F test is significant at one per cent level of significance on the factors 

“information about ticket availability and seat confirmation and Quick Booking.     

 The majority of the employee category respondent falls in the Reservation 

facility index of 50 to 75 per cent signifying 76.9 per cent. It is clear that any time 

booking of ticket and Takkal system on emergency is their important factor for the 

preference of railway transport by its passengers. 

 There is association between category of respondent and attitude towards 

Infrastructure as the F test value is greater than the table value, hence not 
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significant and the Hypothesis is rejected in three factors at five per cent level of 

significance. 

The majority of business class respondent 88.1 per cent in the 

Infrastructure Facility index range of 50 to 75 per cent. It is clear that 

Infrastructure Facility is the major factor in choosing the railway transport by its 

passengers. 

Analysis of F test shows that there is a significant difference between 

category of respondent and attitude towards luggage. 

The majority of 71.4 per cent respondents are Agriculturists fall in the 

Luggage index of 50 to 75 per cent denotes that Luggage facility is the main factor 

for having chosen the rail transport. 

   At one per cent level of significance, five factors are significant such as 

reaching destination on time, rest in travel, to enjoy scenery, speed travel.   

 The majority of all the three categories of sample respondent fall in the 

index range of 75 to 100 per cent signifying that speed is the major factor in 

determining the mode of transport preference. 

The factors “Catering services are good” and Regional foods are available 

are significant among the Eight variables and have high perception on these 

factors. 

 The significant difference is identified as F test value is significant on five 

factors at one  per cent level of significance, regarding cleanliness, price list 

display, and reasonable price.    

  It is found that there is no significant difference between respondent 

category and price of food items. 
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The majority of 71.4 per cent of Business class respondent lie in the index 

range of 50 to75 per cent signifying that canteen facility is also the major factor in 

preference of Railway passengers. 

The F test shows that there is no significant difference between that the 

respondent category and attitude of passengers towards Technology up gradation 

in Indian Railway. 

 The F test reveals that the mean scores are significantly greater than 3.00. 

In reveals that the factors considered for customer relationship management are 

crucial.  

 Timely communication to passengers is efficient as the mean score values 

are significantly greater than 3. It depicts that the factors considered for 

communication efficiency are crucial.   

The majority of business class respondents of 66.7 per cent fall in the index 

range of 50 to 75 per cent signifying that communication efficiency is the crucial 

factor considered by the passengers. 

 The positive regression co-efficient denotes that one per cent increase in 

independent variable factor would influence positively the mode of choosing their 

travel. 

 The quality variables are independent variables and passengers profile is 

dependent variable. It implies that one per cent change in the quality attributes 

would result in the travel mode by the passengers. 

  It is clear that there is significant relationship between the variables except 

the variables “Community and Area of resident and marital status”. In all other 

factors there is positive regression co- efficient denotes significant at one per cent 
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increase in independent variable would influence positively the mode of choosing 

their travel. 

   There is negative regression co–efficient denotes not significant on the 

factor “Community” and Area of residence and Martial status, indicates 

relationship between the dependent and independent variable is not significant.   

Problems Faced by the Respondents while availing the Services of 

Southern Railways 

It is found that the parametric mean values are greater than 3 mean values 

ranging from 2.8810 to 3.7885. This implies that the respondents have agreed with 

all the statements of attitude towards lack of infrastructure. Hence it is concluded 

that the passengers have strong expectation towards railways infrastructure 

management system. The application of F test revealed that the various factors of 

Railway infrastructure emphasized correct appraisal system to enhance the 

performance and commitment of the passengers. 

Based on F test the study indicated that the calculated F test values are 

higher than the table value. Therefore the null hypothesis is rejected at one per 

cent level if significance. Hence it is concluded that lack of infrastructure is the 

most significant problem the respondents face during the journey. The Mean 

ranking shows that No convenient parking facility and lack of entertainment 

facility are the major constraints faced by the respondents. 

F test is significant at 5 per cent level of significance, on the factor 

measures taken by Railway administration in fulfilling Accommodation facility. 

 Respondents face the most significant problem due to long queue at the 

Booking as well as season time ticket Booking. Long queue is the major problem 

of the respondents. 
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The majority of Employee class of respondent 69.2 per cent falls in the 

index range of 50 to 75 per cent signifying that adequate ticket availability is the 

crucial factor considered by the passengers. 

 The respondents opine that major consideration should be given to safety 

aspect. They face major problems concerning stolen of luggage, No luggage 

scanners, No safety Audit No adequate staff to for safety related activities and No 

public Awareness program regarding security system. 

The majority of all the three categories of passenger fall in the index range 

of 50 to 75 per cent signifying that safety is the major constraint in selecting mode 

of transport. 

 The mean score is higher in agriculturists at 78.6 per cent. Hence 

inadequate police personnel are the major constraint in ensuring safety in rail 

transport. 

The mean score are greater than 3. The respondents have agreed with all 

the factors. Hence it is concluded that factors considered regarding the problems in 

level crossing are crucial.   

It has been found that major problems are faced due to gate lamp and 

indicators are not working all the time and unmanned level crossing causes major 

accident. 

   The mean score is higher at 50 to 75 per cent index signifying that the 

respondents face major problem by beggars inside the compartment and that 

passengers feel uneasy due to smokers and drinkers. 

The researcher has studied the important factors responsible for problems 

faced by respondents. Such as lack of infrastructure, Non – availability of ticket, 

lack of safety and security system due to inadequate police personnel and 
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uneasiness due to beggars and transgender. In the total index range is higher in 

Agriculturist and employee and business class which is in the range of 50 to 75 per 

cent index. Hence it is clear that attention of railway department is highly required 

on the factors taken for study. 

The seven variables showing negative standardized beta Co – efficient 

depicts that the passengers are not satisfied with these factors. These factors 

signify the main constraint in choosing the mode of transport.  

 The variable “Inadequate police personnel” is the main factor, which is not 

significant at five per cent level of significance. It concludes that adequate police 

personnel are the prerequisite perception of respondents. 

15. SUGGESTIONS 

 Automatic ticket vending machine should be user friendly 

 Wi-Fi facility should be introduced in all type of trains 

 A separate dining hall is needed to have food for the passengers 

 A special (or) luxury train can be operated to attract the tourist in summer 

vacation 

 GPS  based digital display should be fixed in coaches for showing upcoming 

stations 

 Appointing private agency to collect fine from people spiting (or) making 

railway property dirty, will be a good one 

 Government should allocate more funds to upgrade the railway every year 

 Safety and security for the protection of passengers should be improved in 

trains and stations. 

a. Height of the platform should be increased to compartment entrance 

b. Facility for cloth changing should be provided in trains and stations  

c. Separate area should be allocated for checking passengers and luggage 
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d. Separate compartment is required only for Handicapped and old aged 

people 

 Children’s menu, baby foods, baby boards, should  be made available for 

travelling with mother 

 Well planned crowd management system is needed to control the crowd during 

peak hours, festival seasons 

16. CONCLUSION 

 The various dimensions of service quality identified in this research and 

from the data collected it was evident that there was a definite and clear distinction 

between the perceptions of different categories of passengers. The Agriculturist 

and other class of respondents were mostly of the opinion that the Indian Railways 

passenger service is the cheapest and most convenient mode of transport and there 

is no alternative to substitute it. The business class respondents feel that 

maintaining punctuality and availability of tickets on demand is the most criteria 

for their journey by the railway. The Employee class of respondents opine that 

good catering facilities, personal attention from staff throughout journey, some 

form of entertainment to make journey interesting are the important factors 

influence them to choose this mode of transport.  

 

 

 

 


