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Abstract-This study examines how happy passengers are
with the services of Indian Railways in Tirupur District.
Many people use trains for daily and long trips, so it’s
important to know their experiences to make services
better. We asked different passengers about important
areas like being on time, cleanliness, safety, staff
friendliness, and available facilities wusing a
questionnaire.

Our results show that while passengers appreciate the
low fares and wide service area of Indian Railways, there
are areas that need improvement, particularly
cleanliness and being on time. We looked at both
numbers and personal comments to better understand
passenger happiness.

The findings show that people are more satisfied when
staff are helpful and trains run on time. We suggest
making specific changes to train stations and services to
improve overall satisfaction. This research adds to what
we know about train services and offers helpful advice
for railway officials to make travel better for passengers
in Tirupur districts
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1. INTRODUCTION
Indian Railways is an important part of India’s

transport system, providing affordable and reliable
travel for millions of people every day. As one of the

largest railway networks in the world, it helps move
people around the country and supports economic
growth in places like Tirupur district. With its growing
population and strong textile industry, Tirupur needs
efficient and comfortable train services.

Passenger satisfaction is important to understand how
well the railway services are working and how people
feel about their travel. It’s essential to know what
passengers like and where they have problems to make
services better. Key factors like being on time,
cleanliness, safety, friendly staff, and available
facilities can greatly affect passenger satisfaction and
can differ from one area to another.

Even though Indian Railways has made efforts to
improve its services, there are still concerns about
passenger experiences. This study aims to find out
how satisfied passengers are with the services
provided by Indian Railways in Tirupur District. By
identifying what is good and what needs improvement,
this research hopes to provide helpful insights for
railway officials to improve travel experiences and
build passenger loyalty.

Using a simple questionnaire, this study will collect
information from different passengers to understand
their views and experiences. The results will help us
learn more about railway services and provide
practical suggestions for improving service quality in
Tirupur District.

2. STATEMENT OF PROBLEMS

Service Quality are trains in Tirupur on time, clean,
Delays or poor service can upset people. Station
Facilities does not in are there enough seats, clean
toilets, and good food at the station. People may feel
unhappy. Ticket Booking is easy to book tickets online
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or at the station people can feel frustrated. Safety do
people feel safe on the train they may not enjoy their
trip. Value for Money are ticket prices fair for the
service given If prices seem too high, people may feel
disappointed.

3. OBJECTIVES

» To analyze the passengers satisfaction on various

services of Indian Railways.
The study aims to identify socio economic

factors of the respondents

» To know about the overall satisfaction happy
passenger are with Indian railway

» To assess the satisfaction levels of passengers
using Indian Railways in Tirupur District.

» To identify the key factors affecting passenger
satisfaction (e.g., cleanliness, ticketing services,
punctuality

4. REVIEW OF LITERATURE

Passenger Satisfaction on Services Provided by Indian
Railways in Tirupur District

1. Importance of Passenger Satisfaction in Railway
Services Passenger satisfaction is a crucial measure of
service quality in the transportation sector, including
railways. Studies emphasize that satisfied passengers
are more likely to use the services again and positively
influence others. Factors such as cleanliness, comfort,
punctuality, and safety greatly influence satisfaction
levels (Jain & Gupta, 2020).

2. Service Quality Dimensions in Railways

Research shows that service quality in railways can be
categorized into dimensions like reliability, assurance,
tangibility, empathy, and responsiveness
(SERVQUAL model). These dimensions are used to
evaluate how well services meet passenger
expectations (Parasuraman et al., 1988). In the context
of Indian Railways, studies have revealed that factors
like punctuality, cleanliness, and comfort are major
determinants of passenger satisfaction (Sharma
&Narang, 2019).

3. Factors Affecting Passenger Satisfaction in Indian
Railways

Studies specifically on Indian Railways highlight
factors like punctuality, cleanliness, security, staff
behavior, and onboard amenities as major influencers
of satisfaction. For instance, punctuality is often cited

as one of the top concerns for passengers due to its
direct impact on travel plans (Raj & Bhattacharya,
2018). Furthermore, cleanliness has become
increasingly important with initiatives like the Swachh
Bharat Abhiyan aimed at enhancing hygiene standards
across public spaces, including railway stations and
trains (Patel & Gupta, 2021).

4. Role of Technology in Enhancing Passenger
Experience

Digital services, such as the IRCTC app and e-
ticketing, have transformed the way passengers
interact with Indian Railways. Studies suggest that
user-friendly online booking platforms and real-time
information services significantly improve passenger
convenience and satisfaction (Choudhary & Kumar,
2020). The ease of access to booking, cancellation, and
real-time updates through mobile apps also caters to
the needs of tech-savvy passengers.

5. Measuring Passenger Satisfaction in Railways
Several studies have used tools like the Net Promoter
Score (NPS), Customer Satisfaction Index (CSl), and
Servqual model to measure satisfaction. For example,
NPS is effective in capturing loyalty by understanding
whether passengers would recommend the service to
others (Aaker& Jones, 2018). Servqual is particularly
useful in comparing expected and actual service
experiences, helping identify gaps that need
improvement (Parasuraman et al., 1988).

6. Passenger Demographics and Satisfaction Levels
Research indicates that passenger demographics—
such as age, purpose of travel, and travel frequency—
affect satisfaction levels. Business travelers, for
instance, prioritize punctuality and comfort, whereas
budget travelers may prioritize affordability (Singh &
Bhatia, 2019). Understanding these demographic
preferences helps Indian Railways offer more tailored
services.

7. Gaps in Existing Literature and Scope for Further
Research

Although many studies focus on Indian Railways
broadly, limited research addresses specific districts,
such as Tirupur, and the unique passenger needs there.
Further research could provide a detailed
understanding of local preferences, challenges, and
improvement areas in regional railway services.

5.LIMITATIONS OF PASSENGER
SATISFACTION
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1. Limited Data Collection:

Not all passengers share their opinions, so the
feedback may not reflect everyone’s experience.

2. Response Bias:

Recent experiences can affect how passengers rate
their satisfaction, making feedback less reliable.

3. Cultural and Social Differences:

Passengers come from different backgrounds, which
means they may expect different levels of service.

4. Service Variability:

Inconsistent service, like delays or cleanliness issues,
can cause changes in satisfaction levels, making it hard
to measure accurately.

5. Communication Barriers:

Language differences or not knowing how to give
feedback can stop passengers from sharing their
thoughts.

6. Resource Constraints:

Indian Railways may not have enough money or staff
to make the necessary improvements based on
feedback.

7. Technological Challenges:

If ticketing or information systems don’t work well or
are difficult to use, passengers may feel unhappy.

8. Limited Awareness of Improvements:

Passengers might not know about changes or
improvements made by Indian Railways, leading to
ongoing dissatisfaction.

9. Seasonal Variations:

Satisfaction may vary during busy times, like holidays,
affecting the overall ratings.

10. External Factors:

Issues outside Indian Railways' control, such as bad
weather or political problems, can also affect
passenger satisfaction.

6. BACKGROUND OF INDIAN RAILWAY'S

1. Historical Overview

Establishment: Indian Railways is one of the largest
train systems in the world. It started during British
rule. The first passenger train ran on April 16, 1853,
from Bombay (now Mumbai) to Thane, covering 34
kilometers.

Expansion: In the next 100 years, the train network
grew quickly, connecting many major cities. By 1947,
there were about 53,000 kilometers of railway tracks.
2. Post-Independence Development

Nationalization: After India became free in 1947, the
government took control of the railways. It became a
government service to improve connections and help
areas grow.

Infrastructure Improvement: The government spent a
lot of money to upgrade tracks, bridges, and stations
for more passengers and goods.

3. Current Structure

Organizational Framework: Indian Railways is run by
the Ministry of Railways, Government of India. It has
18 zones, like Northern, Southern, Eastern, Western,
and Central Railways.

Types of Services: Indian Railways provides different
services, including passenger trains (like express and
mail trains), freight trains, and special tourist trains.
4. Economic Significance

Contributions to GDP: Indian Railways is important
for India’s economy. It carries millions of passengers
and many goods, such as farm products and industrial
items.

Job Creation: It is one of the largest employers in the
world, providing jobs to over a million people directly
and supporting many others.

5. Passenger Services

Classes and Ticketing: Indian Railways has different
classes of travel, from luxury air-conditioned coaches
to regular seating. The ticketing system has improved,
allowing online booking and mobile apps.

Catering and Amenities: Food services and facilities
on trains and at stations are meant to make passengers
comfortable, but there are still complaints about
cleanliness and quality.

6. Technological Advancements

Modernization Initiatives: Indian Railways is using
new technologies, like GPS tracking and online
ticketing, to help passengers.

Safety Measures: Efforts are being made to improve
safety with CCTV cameras, fire safety equipment, and
better signaling systems.

7. Challenges and Issues

Overcrowding: Many trains are overcrowded,
especially during busy times, making it uncomfortable
for passengers.

Infrastructure  Constraints:  Old infrastructure,
maintenance problems, and not enough money for
upgrades make it hard to provide good services.
Competition: New travel options, like cheap airlines
and private buses, compete with train services for
passengers.
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8. Future Prospects

Vision 2024 and Beyond: Indian Railways plans to
improve services, increase speed, enhance safety, and
reduce environmental impact. It aims to be more
efficient, expand the railway network, and improve the
travel experience for passengers.

Passenger Services of Indian Railways in Tirupur

7.CLASSES OF TRAVEL

7.1 General Class:

Basic seating with no air conditioning. Very cheap and
popular with daily commuters and short-distance
travelers. Often crowded, especially during busy
times.

Sleeper Class:

Non-AC coaches with sleeping berths for overnight
trips. Comfortable for long journeys, allowing
passengers to rest. More affordable than AC classes,
making it a favorite among budget travelers.

AC Classes:

First Class AC: Luxury seating with spacious
compartments and air conditioning, providing a high
level of comfort.

Second Class AC:

More affordable than first class but still air-
conditioned and comfortable, suitable for both short
and long journeys.

7.2. Ticketing System

Booking Options:

Tickets can be booked online through the Indian
Railways website or mobile apps.Passengers can also
buy tickets at railway stations from ticket counters.
Tatkal Scheme:

For urgent travel, allowing last-minute ticket
bookings. Available for certain trains; tickets can be
booked one day before the journey.

E-Ticketing:

Passengers can get electronic tickets (e-tickets) for
convenience, which can be shown on their mobile
phones while traveling.

7.3. Reservations

Advance Reservations:

Tickets can be reserved up to 120 days before the
journey for regular tickets. Passengers can choose
specific coaches and seats based on availability.
Waiting List:

If tickets are sold out, passengers can book tickets on
a waiting list. If the ticket is confirmed, they will
receive a notification. Passengers can check the status
of their waiting list tickets online.

7.4. Digital Services

Online Services:

Passengers can use online services for booking tickets,
cancellations, and checking seat availability. The
IRCTC app and website provide real-time updates on
train schedules and running status.

Mobile Apps:

The IRCTC app allows users to book tickets, order
food, and check train schedules.

Features include easy access to e-tickets, cancellation
options, and information about train routes.

8. FEEDBACK AND SUPPORT

Passengers can give feedback on services and report
issues through the mobile app or website. Customer
support is available online for help with bookings and
inquiries. Objectives of Passenger Satisfaction on
Services Provided by Indian Railways in Tirupur
District

The descriptive research was applied in the research
methodology of the study. The study aims at
evaluating the railway passenger’s satisfaction and
services quality of Southern Railway established by
using 20 items about passenger’s expectation of
railway passenger service quality. i) Selection of the
district: Tirupur is selected city in Tamilnadu. Most of
the people residing in tirupur are businessmen,
employee, and educanalist and so on. ii) Selection of
the passengers: The passengers are selected
conveniently. The passengers were interviewed
through questionnaires while they are in travelling. 40
respondents were selected for this study. Analysis and
Interpretation

9.RESEARCH METHODOLOGY

Population: Passengers traveling via Indian Railways
within or through Tirupur District.

Sampling Technique:

Stratified Random Sampling: The population will be
divided into strata based on ticket type (e.g., general,
sleeper, AC) and travel purpose (e.g., work, leisure).
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Respondents will be randomly selected from each
stratum.

Sample Size:

Determined using statistical sampling formulas based
on the expected population size of railway users in
Tirupur District, aiming for at least 100 respondents to
ensure reliability.

Data Collection Methods

Primary Data:

Collected  through  structured
administered to railway passengers.

questionnaires

Survey Format:

Demographic details (age, gender, occupation).
Satisfaction with ticketing, onboard facilities,
punctuality, staff behavior, safety, etc.

Secondary Data:

Indian Railways’ official reports and statistics.
Relevant academic journals and case studies on
passenger satisfaction.

Data Analysis Tools

Quantitative Analysis:

Descriptive statistics (mean, standard deviation) to
summarize satisfaction levels.

Inferential statistics (Chi-square test, correlation,
regression) to identify relationships between
satisfaction factors

10.SCOPE OF THE STUDY

Geographical Area: Tirupur District railway stations
and nearby service areas. Services Evaluated:
Ticketing process, punctuality, onboard amenities
(cleanliness, seating, AC), safety measures, and staff
interaction.

11.ANALYSIS AND INTERPRETATION

Table No 1 Distribution of respondents- Personal Profile

Variables Groups N. Responses %
Gender Male 24 60
Female 16 40
Total 40 100
Age Up to 25 yrs 16 40
26-35yrs 9 23
36-45 yrs 8 20
46-55 yrs 3 8
Above 55 yrs 4 10
Total 40 100
Educational qualification Graduate & post graduate | 31 76
Professional 9 23
Total 40 100
Occupational status Student 17 42
Employed 8 20
Professional 9 23
Business Men 2 5
Others 4 10
Total 40 100
Annual income Individual 10 25
Family 30 75
Total 40 100

The table shows that males are 60 percent which is
higher than the female respondents (40 percent).The
age of respondents shows that the 50 percent of the
passengers come under the age group of25 years
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76 percent of the passengers are graduates and post
graduate and 23 percent of the passengers are
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professionals. The occupational status of the selected
respondents are students 9 percent which is followed
by professional 23 percent, employed 20 percent,
business men 5 percent and others 10 percent

Table No — 2 Distribution of respondents- Based on travels

respectively. 75 percent of the respondents have
family income where as 75 percent of the respondents
have only individual (single) income

Daily 15 37
Weekly 4 10
Monthly 8 20
Frequency of travel Half-yearly 5 G
Yearly 5 13
Occasionally 2 5
Total 40 100
Less than 250 kms 20 50
. 250-500 kms 8 20
Average distance travelled 500-1000 Kims 7 1
More than 1000 kms 5 13
Total 40 100
AC seater/ sleeper 15 38
Class travelled Second class Seater/sleeper 13 32
General class 12 30
Total 40 100
12.Satisfaction level: Cleanliness, Punctuality, and Security are top

1. Factors Influencing Passenger Satisfaction:
Cleanliness:

Clean coaches, stations, and restrooms are very
important for passenger comfort and health, especially
on longer trips.

Punctuality:

Starting and arriving on time is crucial, as delays can
mess up passengers' plans.

Comfort:

Comfortable  seating, sleeping  options, air
conditioning, and charging points make the journey
more enjoyable.

Security:

Security features like CCTV, security staff, and
emergency measures help passengers feel safe.

Staff Behavior:

Friendly and respectful staff can make the journey
more pleasant for passengers.

Accessibility:

Easy access to services like online booking and
facilities for people with disabilities ensures everyone
can travel comfortably.

2. Importance of Each Factor in Determining Overall
Satisfaction:

High Priority Factors:

IJIRT 173358 INTERNATIONAL JOURNAL OF INNOVATIVE RESEARCH IN TECHNOLOGY

priorities because they impact the basic quality and
safety of travel.

Moderate Priority Factors:

Comfort and Accessibility come next, important for
longer trips and making services easy for all
passengers to use.

Low Priority Factors:

Staff Behavior, though not as critical, still boosts
satisfaction and loyalty when positive.
3. Review of Existing Passenger
Measurement Frameworks:

Surveys and Questionnaires:

Used to get feedback directly from passengers on
specific areas of satisfaction.

Net Promoter Score (NPS):

Measures loyalty by asking if passengers would
recommend the service, providing insight into overall
satisfaction.

Service Quality (SERVQUAL):

Compares what passengers expect with what they
actually experience, focusing on reliability, assurance,
and responsiveness.

Customer Satisfaction Index (CSI):

Combines different satisfaction factors into one score
for a quick view of overall passenger satisfaction.

Satisfaction
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13.IMPORTANCE OF PASSENGER
SATISFACTION

1. Customer Loyalty Happy passengers will want to
use the train again.
2. Public Image Good experiences make Indian
Railways look good, which attracts more

travelers.
3. Economic Growth Satisfied passengers help the
local economy by traveling for work and fun.
4. Feedback for Improvement Surveys from
passengers help Indian Railways know how to make

services better.
5. Safety and Comfort When passengers feel safe and
comfortable, more will choose to ride the

train.

6. Better Operations Understanding what passengers
like helps Indian Railways create better
schedules and keep trains running well.
7. Community Benefits More happy train passengers
mean less traffic and pollution.
8. Staying Competitive High passenger satisfaction
helps Indian Railways do better than buses and planes.
Here’s an even simpler version of the limitations
related to passenger satisfaction for Indian Railways in
Tirupur District:

14.CONCLUSION

Passenger satisfaction is very important for Indian
Railways in Tirupur District. Knowing what
passengers need and expect can help improve services
and make travel better.

Even with challenges like limited feedback, different
cultures, and changing service quality, Indian
Railways can take steps to fix these problems. By
asking for passenger opinions, making improvements,
and communicating clearly, Indian Railways can build
trust and loyalty among travelers.

Focusing on safety, comfort, and reliability will
encourage more people to choose trains for travel,
helping both the railway service and the local
economy. In short, putting passenger satisfaction first
will lead to better service, a positive image, and
growth for Indian Railways in Tirupur District.

15.FINDINGS ON PASSENGER SATISFACTION
WITH INDIAN RAILWAYS IN TIRUPUR
DISTRICT

1. Overall Satisfaction LevelsMost passengers are
somewhat happy with Indian Railways, showing that
while many things are good, there are still areas that
need improvement.

2. Timeliness of ServicesMany passengers mention
delays as a big problem. Being on time is important for
satisfaction, and delays make travel experiences
WOrse.

3. Cleanliness and HygienePassengers frequently talk
about the cleanliness of trains and stations. Keeping
things clean is crucial for a better travel experience.

4. Comfort and FacilitiesComfortable seating and
available facilities, like restrooms and food services,
matter to passengers. There is a need for better
amenities to improve travel.

5. Safety ConcernsPassengers have different levels of
worry about safety, both for themselves during travel
and for their belongings. Improving safety measures
can help make passengers feel more satisfied.

6. Customer ServiceHow railway staff behave affects
passenger satisfaction a lot. Many passengers like
friendly and helpful staff, but some have had bad
experiences, showing a need for better staff training.
7. Information AvailabilityPassengers need quick and
accurate information about train schedules and delays.
Better ~ communication  through  apps and
announcements can help improve satisfaction.

8. AffordabilityPassengers usually find train fares
reasonable compared to other transport options.
Affordable prices help make them feel satisfied.

9. Feedback MechanismsMany passengers don’t know
how to share their opinions. Creating clear ways for
them to give feedback can help Indian Railways
understand and fix their issues.

10. Impact of Local FactorsLocal conditions, like the
economic background of passengers, affect their
expectations and experiences. Knowing this can help
tailor services to meet different passenger needs.

Simple  Suggestions for Improving Passenger
Satisfaction with Indian Railways in Tirupur District
1. Make Trains On Time

Improve train schedules to reduce delays. Give real-
time updates on train status through apps and screens
at stations.

2. Clean and Sanitize
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Hire more cleaning staff and clean trains and stations
more often. Set up hand sanitizer stations and
encourage passengers to stay clean.

3. Make Travel Comfortable

Invest in better seating and modern amenities like
clean restrooms and food services. Improve waiting
areas with more seats, charging points, and good
lighting.

4. Improve Safety

Increase security staff at stations and on trains to keep
passengers safe. Install CCTV cameras and ensure
good lighting in trains and on platforms.

5. Train Staff for Good Service

Provide regular training for staff on how to help
passengers. Encourage staff to be friendly and helpful.
6. Share Information Clearly

Use apps and screens to share timely and clear
information about train schedules and delays.

Install  more information boards and make
announcements easier to understand.

7. Keep Ticket Prices Fair

Ensure ticket prices are reasonable while maintaining
good service. Offer discounts during busy travel times
to attract more passengers.

8. Make Feedback Easy

Create simple feedback forms online and at stations so
passengers can share their experiences.

Review feedback regularly and make improvements
based on what passengers say.

9. Meet Local Needs

Understand the needs of local passengers and adjust
services accordingly. Offer local food options on
trains to enhance the travel experience.

10. Share Improvements

Let passengers know about changes made based on
their feedback through newsletters, social media, and
announcements. Highlight passenger contributions to
service improvements to encourage more feedback.
Here are some suggested references you can use to
support your study on passenger satisfaction with
Indian Railways in Tirupur District:
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