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Abstract 
The aim of this study is to figure out what factors are most important in explaining different level of 
satisfaction concerning passengers with regard to TNSTC (Salem Ltd.), problems faced by such 
passengers and to provide suggestions to over come the problems in Salem District. 
The state road transport undertaking have a place of prominence in the road transport sector. They 
perform very vital road in the daily life of millions of our country men. During 2014-15, the STUs 
carried more than 2500 croes passengers in a year nearly 7 croses each and every day. Though there 
was considerable improvement in the overall operational perfarmeance and the level of passengers 
satisfaction, there financial position of STU in india had been far from satisfactory. 
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Introduction 
Transport is a crucial driver of development, bringing socio-economic opportunities within 
the reach of the poor and enabling economies to be more competitive. Transport 
infrastructure connects people to jobs, education and health services; it enables the supply of 
goods and services around the world and allows people to interact and generate the 
knowledge that creates long term growth. The efficient transport system fulfils the social and 
economic needs and also plays a vital role in the overall development of the country. The 
global wave of privatisation, which originated in the United Kingdom in the 1980s and 
subsequently spread almost in all other countries of the world, has stimulated considerable 
debate on the rationality of denationalising its public enterprises in India. In July 1991, the 
Government of India set into motion, a new economic industrial policy after discarding the 
old Nehruvian line of socialistic pattern. Since then, various policy statements pronounced by 
the Government of India had paved the way for the adoption of the policy of Economic 
Liberalization. A paradigm shift in the Indian Public Sector had also become inevitable to 
meet the challenges thrown open by the tremendous growth of Private Sector. The Public 
Sector Enterprises (PSEs) had been beset with serious problems like sluggish growth, low 
productivity, inadequate emphasis on research and development, inefficient working capital 
management etc.  
The State Road Transport Undertakings have a place of prominence in the road transport 
sector. They perform very vital role in the daily life of millions of our country men. During 
2014-15, the STUs carried more than 2500 crores passengersin a year, nearly 7 crores each 
and every day. Though there was considerable improvement in their overall operational 
performance and the level of customer satisfaction, their financial position of STUs in India 
had been far from satisfactory. During the year 2014-15, All STUs put together earned the 
revenue of Rs.5103353.33 lakhs against expenditure of Rs. 5942647.83 lakhs, thus resulting 
into the loss of Rs. 839294.5 lakhs during the year 2014-15.The same trend had been 
prevailing among all the TNSTCs. The total revenue of the STUs had increased from 
Rs.203567 lakhs in 2004-05 to Rs. 5103353.33 lakhs in 2014-15. This increase in revenue 
did not produce corresponding increase in profit. Instead, the loss increased form Rs.21699 
lakhs in 2004-05 to 10, 81, 016 lakhs in 2014-15. Evaluation of TNSTCs performance had 
revealed that they had been incurring huge loss due to rising cost which was caused by the  
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strong bargaining power of the trade unions, administered 
pricing and tax revision. This scenario forced the 
government to revert back to privatization from 
nationalization.  
Increase in the size of population and rapid urbanization has 
accelerated the travel demand and raised the number of 
private motor vehicles. In addition to congestion, private 
motorization is also affecting the safety of vulnerable road 
users, high consumption of non-renewable resource and 
causes serious threat to the quality of human environments 
(Greene, D. L., & Wegener, M. (1997) [2]. Growth in 
number of motor vehicles can not be matched by the 
increase in road space, as there are limits to the road space 
in a city. At the same time, there was declination in the 
public transport vehicles due to the rise in the motor 
vehicles (Agarwal, O.P (2006) [3]. Overcrowding, slow 
operations and poor maintenance of vehicles were the main 
problems of these vehicles. Therefore, improvement in the 
public transport becomes the integral part of the sustainable 
transport system in the mere future. By keeping this in mind, 
the present study focuses on identifying the level of 
passengers’ satisfaction and dissatisfaction area towards 
public transport and the problems faced by them in Tamil 
Nadu State. 
 
Objectives of the Study   
 To measure the level of satisfaction of passengers of 

Tamil Nadu State Transport Corporation Ltd.  

 To analyse the problems faced by the passengers of 
Tamil Nadu State Transport Corporation Ltd. 

 
Sampling  
A Quota sampling method is employed to elicit the 
necessary information from the passengers of Salem, 
Namakkal, Krishnagiri and Dharmapuri Districts. The 
sample size of 600 was divided among 4 Districts equally. 
Therefore, sample size from each Districts were 150 while 
collecting the data and unstructured interview method has 
been followed in each district. 
 
Reasons for Preferring to Travel by TNSTC 
In order to understand the attitude of the passengers towards 
the services of TNSTC, non-parametric Friedman’s test has 
been used to find out the significant difference in the 
preference of passengers.  
The results of Friedman’s Chi-Square test showed that there 
was a significant difference (P<0.05) found in the Reasons 
for Preferring to Travel by TNSTC. The mean ranks 
revealed the fact that the ‘Safe Journey’ was the prime 
reason for preferring to travel by TNSTC. Hence, Prompt 
and timely service, No other way, Connectivity to other 
mode of transport (in case of a break - down), Low Fare, 
Cleanliness and Better treatment of Drivers and Conductors 
were also considered as other factors which influenced the 
preferences of passengers in the buses of TNSTC. 

 
Table 1: Reasons for Preferring to Travel by TNSTC 

 

Reasons Mean SD Mean Rank Chi-Square Sig. 
Cleanliness 2.6755 1.53282 2.76   

Connectivity to other mode of transport (in case 
of a break –down) 3.6206 1.68102 3.68   

Low Fare 3.2879 1.50842 3.35   
Better treatment of Drivers and Conductors 2.6406 1.68936 2.72 1048.08 .00 

No other way 4.7537 1.63684 4.81   
Safe Journey 5.5574 1.73890 5.63   

Prompt and timely service 4.9767 1.90511 5.05   
 

Table 2: Expectations of Passengers from TNSTC 
 

Expectations Mean Std. Deviation Mean Rank Chi-Square Sig. 
Colourful Exterior painting 1.82 .668 5.54   

Low fare 2.05 .706 6.55   
Point to point services to be increased 2.03 .781 6.45   

Good Audio/Video system 1.96 .760 6.09   
Cushion Seats 2.08 .807 6.55 149.656 .000 

Cell phone charging &Wi-Fi Facility 1.87 .795 5.62   
Regular cleaning of buses 2.03 1.410 6.02   

 
The results of Friedman’s Chi-square test showed that there 
was a significant difference found in the Expectations of 
Passengers from TNSTC (P<0.05). The mean ranks 
revealed that the passengers expected low fare, cushion 
seats, increase the Point to point services, Good 
Audio/Video system, Regular cleaning of buses, Cell phone 
charging and Wi-Fi Facility and Colourful exterior painting. 
As the respondents need more relaxation and spend their 
time productively, they need more facilities in the 
corporation buses.  
 
 

Passengers’ Satisfaction towards the services of TNSTC 
Satisfaction is a person’s feelings of pleasure or 
disappointment. The level of satisfaction of passenger is 
depends on the performance expectations. If the 
performance falls short of the expectations, the passenger is 
dissatisfied. If the performance matches the expectations, 
the passenger is satisfied. If the performance exceeds 
expectations the passenger is highly satisfied or delighted. 
The level of satisfaction of passengers might be varied with 
the services offered by the public corporations. In this 
connection, t- test has been used to find out the significant 
difference in the satisfaction of passengers.

 
 
 



 

~ 556 ~ 

International Journal of Applied Research 
 

Table 3: One-Sample Statistics for Passengers’ Satisfaction with TNSTC Service 
 

Variables Mean Std. Deviation t Sig. 
Behaviour of driver 2.49 .956 -13.144 .000 
Facilities in the Bus 3.12 1.031 2.887 .004 

Safe Journey 3.67 1.179 13.841 .000 
Cleanliness 2.79 .936 -5.624 .000 

Speed 2.86 1.056 -3.205 .001 
Reliability of Service 2.71 .974 -7.206 .000 

Behaviour of Conductor 2.50 1.044 -11.641 .000 
Time Management 2.72 1.052 -6.556 .000 

Fare 2.60 1.028 -9.446 .000 
Frequency 2.83 1.112 -3.670 .000 

Seat Availability 3.08 1.273 1.570 .007 
Information about bus routes and timings 3.15 1.272 2.887 .004 

 
The mean values of twelve variables of Passengers’ 
Satisfaction with TNSTC Service ranged from 2.49 to 3.67 
with consistent standard deviation. The ‘t’ test value of the 
twelve variables of Passengers’ satisfaction with TNSTC 
Services found statistically significant at 5 percent level. 
This showed that the passengers felt safe at the time of 
travelling in TNSTC bus. In addition, the passengers of 
TNSTC were satisfied with the Information about bus routes 
and timings.  
The sample passengers were classified under different 
clusters based on the satisfaction with the services of 
TNSTC. K-means cluster analysis was applied to identify 
heterogeneous groups of passengers. This analysis was 
helpful in identifying different groups into clusters of 
homogeneous qualities.  
 

Table 4: Final Cluster Centre Based on the level of satisfaction 
 

Variable 
Cluster 

1 2 3 
Level of Satisfaction 34.29 24.88 44.46 

 
Number of Cases in each Cluster 

 

Clusters Number of Passengers Percent 
High 277 46.2 
Low 117 19.5 

Medium 206 34.3
Total 600 100.0 

 
The final cluster centre revealed that there existed three 
heterogeneous groups of passengers based on the level of 
satisfaction with the services of TNSTC. The first cluster of 
passengers (46.2 percent) were highly satisfied with the 
services of TNSTC, 34.3 percent of the passengers were 
moderately satisfied and 19.5 percent of them were in the 
low level of satisfaction with the services of TNSTC. 
It was understood that the second cluster was called a poor 
cluster indicating low level of satisfaction of passengers 
with the services of TNSTC. The third cluster was called 
moderate cluster symbolizing the moderate level of 
satisfaction of passengers with the services of TNSTC. The 
first cluster was called as a high cluster in which the 
passengers have high level of satisfaction of passengers with 
the services of TNSTC. 
 
Problems encountered by the passengers of TNSTC  
The passengers in the study area encountered various 
problems while travelling in TNSTC. Mean scores have 
been obtained to know the density of the problems. Then, 
these mean scores of problems have been compared with the 
demographic profile of the passengers in the study area to 

find the mean difference between the samples and among 
the samples by applying ANOVA. 
 

Table 5: Problems Encountered by the Passengers of TNSTC 
 

Problems Mean 
Uncleanness 5.40 

Discourtesy of the crew 4.02 
Pilferage of change by the Conductor 5.09 

Improper maintenance 5.91 
Over Crowding 3.59 

Low speed 5.66 
Very old buses 4.93 

 
The mean values revealed that the passengers of TNSTC 
were expressed their dissatisfaction with the improper 
maintenance of buses followed by Low speed, uncleanness, 
Pilferage of change by the Conductor, Very old buses, 
Discourtesy of the crew and Over Crowding. Improper 
maintenance secured the mean scores constituting 5.91.  
 
Conclusion  
A good Public Transport System must be easy, fast, safe and 
also affordable. Tamil Nadu has a well-established 
transportation system which connects all parts of the state. 
The bus fare in Tamil Nadu is the lowest among all the 
various states in the country. The present study revealed the 
level of satisfaction of passengers on information about bus 
routes and timings. However, most of them have either 
moderate or low level of satisfaction towards the services of 
TNSTC. Maintenance of buses, efficient crews and 
congenial relationship with the passengers were the main 
requirements to promote the level of satisfaction of 
passengers towards the services of TNSTC. 
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