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Aim: In the present study analyze the passengers’ satisfaction with private bus services in Mayiladuthurai. Objectives: To determine the 

level of passenger satisfaction with private bus transportation operations in the research area. Analysis: This study analyses the various 

dimensions of passenger satisfaction with private's bus services. Sampling: The researcher is exploring a random model as a result. Finding: 

It highlights the perception level of satisfaction of private bus passengers and the need for various improvements. Summary: According to 

the report, private bus passengers are satisfied with both statutory safety levels incurred. So, various strategies should be developed to 

overcome the level of discontent in the particular location are presented. As a consequence, passengers' satisfaction with private bus services 

in Mayiladuthurai the researched region should be improved study. 
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INTRODUCTION  

Road transportation is necessary in human existence to 

achieve a range of goals. The city's growth and mobility 

from one area to another are closely linked. The major 

purpose of this research is to investigate the passengers 

satisfaction of private bus transport services in 

Mayiladuthurai. The current economic development 

process, as well as the rapid growth of cities, relies heavily 

on-road transportation. Road transportation is the most 

significant mode of transportation since mobility is inherent 

in human nature. This simply refers to a person's movement 

from one location to another in search of comfort, daily 

necessities, and a for his bread and butter. It is impossible to 

overestimate the importance of road transportation in human 

life. It is capable of transporting people or materials from 

one location to another, and Mayiladuthurai private bus 

Transport has played a significant role in this regard for 

ordinary people in villages and cities. It is necessary for bus 

vehicles to arrive at their destination. Since independence, 

passenger road transport in India has risen significantly, 

establishing itself as a unique industry with great future 

potential. In a metropolitan area, a city, or a village, 

transportation is critical. Mayiladuthurai population has 

grown rapidly in recent decades due to the availability of 

work opportunities, education, and tourism attractions in the 

surrounding area. Due to the growing population, public 

transportation is under tremendous strain to provide people 

with the mobility they require to pursue their various 

objectives. Today, urban transportation has become a major 

issue in major cities; transportation is essential for 

enhancing trade, maintaining national relationships, and 

allowing individuals to improve their quality of life. The 

current state of the world is largely due to advancements in 

transportation technology. Mayiladuthurai passenger 

transportation has a bright future ahead since it is 

developing at a rapid speed, which is vital for transferring 

people from one part of the city to another. 

The bus transportation service is growing in importance in 

several countries. In today's globally competitive 

environment, providing excellent service is seen as a critical 

strategy for success and survival. Bus transportation 

agencies in the government are under growing pressure to 

improve service and efficiency. Passengers’ wants and 

expectations are changing when it comes to government or 

private services and their quality criteria. The purpose of 

this study is to investigate service quality concepts and how 

they are implemented in public and private bus 

transportation in the Mayiladuthurai District. Using a basic 

comparison technique, the study investigates the gap 

between passengers' general expectations of service and 

their assessment of the service given by a single service 

provider. The goal of this research is to evaluate how 

closely customer service expectations and front-line staff 

perspectives on customer expectations align. This method 
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has been widely used to assess the quality of private-sector 

services, but it has been used less frequently in government 

services. Firms are now competing to provide services to 

society in every marketing environment and all over the 

world. The service provided differs depending on the 

economic circumstances. In the Indian economy, both the 

public and private sectors provide services. 

 

Scope of the Study  

This study was conducted to determine passengers’ 

satisfaction with private bus operations. The interview 

schedules were created based on a survey of passenger 

satisfaction. The major goal of this study is to determine the 

level of passenger satisfaction among passengers in private 

bus operations. The survey also looks into all aspects of 

passengers’ satisfaction in private bus operations. 

 

Need for the Study  

A satisfied passenger is a valuable asset in any service 

company, and providing effective service is the best way to 

cut through the competition and keep up with globalization, 

privatization, and other business trends. To stay afloat, 

private bus transportation must enhance its operations. The 

current study focuses on enhancing passengers’ job 

satisfaction and improving private bus services by 

increasing passengers’ satisfaction. In a rural location, road 

passenger transportation is critical. The bus provides this 

vital kind of transportation. If any services industry is to 

compete, it must achieve economic success, especially as 

globalization and privatisation become more prevalent. The 

operation of the private bus must be improved. 

 

Significance of the Study 

In towns, cities, and metros, a large number of people utilize 

bus services and enjoy the benefits of buses in all cases. The 

bus has become a need for maintaining economic stability 

since it provides high-quality service and consumer 

happiness. 

 

REVIEW OF LITERATURE  

According to this study, only one factor – quality and 

perceived value – has a direct or indirect impact on 

passenger satisfaction. The results of this study are 

consistent with previous research on transportation. The 

present study found that passenger expectation towards 

private bus service has a direct and significant impact on 

perceived quality, perceived value and passenger 

satisfaction level. In other words, passenger expectation not 

only has a direct impact on their level of satisfaction, but 

also has an indirect impact on passenger satisfaction through 

perceived quality and perceived value. This finding is 

consistent with those of Shen et al and Zhang et al. The 

findings also confirmed the positive influence of perceived 

quality on perceived value and passenger satisfaction, 

reported in various previous researches. Lai, W et.al, 

Weinstein, A and Paramita, P Similar to the evidence 

provided by previous studies, the structured questionnaire 

used in this study justifies the significant and positive 

influence of perceived value on satisfaction with private bus 

service. Therefore, passenger expectation, perceived quality 

and perceived value can be considered as antecedents of 

passenger satisfaction with private bus service in 

Mayiladuthurai. Among the three factors affecting 

passenger satisfaction level of Mayiladuthurai private bus 

service, quality was found to be the strongest determinant of 

satisfaction among passengers. This finding is consistent 

with recent works in the field of public transportation. It is 

evident that passengers using omni bus services are highly 

satisfied with private bus in this environment as the service 

is beyond their expectations. In other words, higher quality 

of service leads to higher satisfaction with private bus 

services. According to Ibrahim et al. Punctuality, number 

of journeys per day, ticket price or pass types, cleanliness 

and comfort in bus and station, safety in transit and station, 

customer service and many other important elements of 

service quality. Perceived service quality and passenger 

satisfaction have been shown to influence private bus 

transport. The study also found that passengers are more 

satisfied with private bus service if they feel that the journey 

with a private company is good value. In this study, value is 

composed of perceived cost (monetary) and perceived 

benefits (non-monetary) as presented by Borhan et al. Low 

cost of travel, short travel time and comfort during travel are 

indicators that contribute to the perceived value of public 

transport in general and private bus transport in particular. 

As these factors have a direct effect on passenger 

satisfaction, they should be seriously addressed in an effort 

to increase passenger satisfaction with private bus services. 

Dharmaraj. R., Malarkodi. M The present study articles 

state thought to permit the usage of special buses during 

festival seasons. More coins and changes must be brought 

by the conductors to give to the passenger. Private bus 

drivers are being less aggressive with elderly passengers. 

The private sector is offering more services in the early 

morning and late at night. Private sectors are a good 

opportunity to get to the point because the majority of 

passengers are employees and students. The additional buses 

are permitted during business hours in the private sector. 

Every passenger enjoys the bus’s cleanliness, improved 

condition, and safety. The availability of simple online bus 

ticket booking should be improved. Conclusion The 

majority of passengers choose private bus travel because 

private bus tickets may be purchased online. Additionally, 

offer fans and any available seats. Every bus may feature a 

radio, music system, or a way to play videos. To ensure the 

long-term existence of the transportation sectors by bringing 

in more customers. Every tactic should be used privately. 

More buses are available to travel to rural and interior 

locations. Additionally, this should be done during periods 

of heavy traffic to prevent congestion and related accidents. 

For people who are physically challenged and the elderly, 
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specific benches and/or seats must be set aside. 

Gowri. K According to this report, passengers are satisfied 

with bus services. It has been determined that most travelers 

prefer bus transportation to get from Pollachi to Coimbatore, 

and they typically arrange for private buses because they are 

less expensive. The provision of transportation services is 

essential for human progress. To satisfy the traveling public, 

bus operators must provide effective services. Additionally, 

it has been noted that passengers frequently encounter 

issues. As a result, bus operators should work to put the 

suggestions for problem prevention into practice in order to 

better serve the travelling public. It is advised that 

regulations pertaining to passengers' safety and comfort be 

prioritized in order to keep current passengers and draw in 

new ones. More people were using buses every day, so it 

was important to keep them in good condition as well as the 

bus stands. This helped to draw in new customers and keep 

existing ones travelling by bus, which ultimately helped the 

industry survive. For the convenience of the customers, they 

can offer additional bus facilities on important occasions. 

Rash driving should be prevented in order to provide 

outstanding bus service, which requires better bus service 

quality. The majority of the responders go on business trips. 

The bus may stop at intervals for passenger needs in order to 

improve travel for other purposes. The government bus 

should have entertainment options so that more people can 

ride it and avoid becoming stressed out while doing so. 

Alexandre Sukhov., et.al According to our research, high 

levels of overall travel satisfaction are linked to various 

combinations of satisfaction with service quality qualities, 

and overall travel satisfaction naturally depends on safety. 

Following the intervention, there was a noticeable 

improvement in overall travel satisfaction, which created a 

situation where nearly every aspect of service quality had to 

provide high satisfaction for the users to feel high overall 

travel pleasure. Thus, we demonstrate that total travel 

pleasure is produced from combinations of contentment 

with a number of different service quality attributes rather 

than being connected with satisfaction with a single service 

quality feature. Previous research has demonstrated a 

relationship between total travel satisfaction and satisfaction 

with the following public transportation service quality 

attributes: reliability/functionality, information, 

courtesy/simplicity, comfort, and safety. According to 

recent studies, the significance of these factors for travel 

enjoyment varies depending on the situation, necessitating 

new methods for better understanding these connections. 

We find that high travel satisfaction occurs in the interaction 

between service quality attributes, identify different 

configurations of satisfaction with service quality attributes 

leading to high travel satisfaction, and demonstrate how 

context affects overall travel satisfaction by analysing user 

survey data before and after an intervention in public 

transport services in a Swedish city. We come to the 

conclusion that comprehending the complexity of travel 

pleasure can be done well by adopting a configurational 

approach. 

 

Objectives of the Study 

The objectives of the present study is to determine the level 

of passenger satisfaction related to private bus transportation 

services in the research area. 

 

Hypothesis 

Demographic variable does not have a significant bearing on 

passenger satisfaction. 

 

METHODOLOGY 

The study has experimental and empirical in nature, both 

primary and secondary data has used. Total population 

method has used for the sampling to collect the data. The 

structured questionnaire has prepared for the purpose of 

collocation of data and all the data has presented in 

meaningful tables by using SPSS.  

 

 

 

TABLE 1: DEMOGRAPHIC VARIABLES 

1. Age-wise classification of the Respondents  

Variable Frequency Percentage 

25 Up to year 161 50.5 

26-40 year 86 27.0 

41-55 year 72 22.6 

Total 319 100.0 

2. Gender wise classification of the Respondents  

Variable Frequency Percentage 

Male 140 43.9 

Female 173 54.2 

Third gender 6 1.9 

Total 319 100.0 

3. Qualification level-wise classification of the Respondents 

Variable Frequency Percentage 
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Illiterate 21 6.6 

SSLC 20 5.6 

HSC 41 12.9 

Technical / ITI 39 12.2 

Graduates 40 12.5 

Worker  58 18.2 

Office staff 99 31.0 

Total 319 100.0 

4. Frequency of Bus Travel-wise Classification of the Respondents 

Variable Frequency Percentage 

Daily 182 57.1 

Frequently 39 12.2 

Occasionally 98 30.7 

Total 319 100.0 

5. Price of Bus Tickets - wise Classification of the Respondents 

Variable Frequency Percentage 

Rs. 10 to 20 19 6.0 

Rs.20 to 25 144 45.1 

Rs. 25 above 156 48.9 

Total 319 100.0 

6. Travel-wise Classification of the Respondents 

Variable Frequency Percentage 

below 10 travels 20 6.3 

10-20 58 18.2 

20-30 115 36.1 

30-40 126 39.5 

Total 319 100.0 

Source: Primary data 

RESULTS AND DISCUSSION  

Shows that out of 319 respondents, 50.5 percent of the 

respondents are identified as 25 up to year age group. This 

category of the passengers’ is the predominant age group. 

Among the 26-40 years 27.0 percent of respondents, 41-55 

years 22.6percent of respondents. The passengers’ age 

group of 25 up to years (50.5 %) is determined to be the 

most prevalent because private transportation is used by bus 

passengers’ service. It is clear from the infer that the 

majority of the passengers’ are male 43.9 percent, 

54.2percent of them female only Third gender 1.9 percent. 

Its concludes that gender analysis shows male (54.2) 

passengers’ would be higher compared. It is infers that most 

of the respondent hold qualification level wise classification 

of the respondents office staff level 31.0 percent, 18.2 

percent of the respondent are worker, 12.9 of the 

respondents are HSC, 12.5 of the respondents are Graduates, 

12.2 percent of the respondents are Technical /ITI, 6.6 of the 

respondents are Illiterate, 5.6 of the respondents are SSLC 

qualification. It denote that the passenger are the 

qualification 31.0 percent for their office staff level. The 

researcher infers that 57.1 percent of the respondents are 

daily travel bus group, 30.7 percent of the respondents are 

occasionally travel bus group, 12.2 percent of the 

respondents are frequently travel bus group. Its concludes 

that bus travel analysis shows daily (57.1) passengers’ 

would be higher compared. It is infers that most bus tickets 

48.9 percent of the respondents are 25 above bus travel 

tickets price,. 45.1 percent of the respondents are 20 to 25 

bus travel tickets price, 6.3 percent of the respondents are 10 

to 20 bus travel ticket price. The passengers’ tickets price 

group 48.6 percent of the respondent are 25 above bus travel 

tickets price group. The researcher infers that 39.5 percent 

of the respondents 30 -40 passenger long time travel, 36.1 

percent of the respondents are 20- 30passenger limited 

travel, 18.2 percent of the respondents are 10- 20 medium 

time travel, 6.3 percent of the respondents are below 10 

travel short time travel. Its concludes that bus travel analysis 

shows 39.5 percent of the respondents are 30-40 passenger 

long time travel. Passenger Satisfaction - Wise 

Classification of the Respondents Opinion of the respondent 

about Passenger Preferences time as explained in the table.2. 
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TABLE 2: Passenger Satisfaction  

S. No. Variables  HS SA U DS HDA Total  Mean 

1.1 Medical first and facility in the bus  No 89 64 68 52 46 319 3.69 

% 27.8 20.0 21.3 16.3 14.4 100 

1.2 Information when there is a change in schedule  No 97 69 89 43 21 319 3.86 

% 30.4 21.6 27.8 13.7 6.5 100 

1.3 Availability of coach attendant/helper in the bus No 75 165 46 16 17 319 3.40 

% 23.5 51.7 14.4 5. 5.3 100 

1.4 Frequency of bus service in your route No 45 98 86 36 54 319 3.27 

% 14 30.7 26.9 11.2 16.4 100 

1.5 Frequency of bus service during peak hours No 86 98 45 32 58 319 3.27 

% 26.9 30.7 14.1 10. 18.1 100 

1.6 Condition of the bus during the rainy season No 169 68 47 25 10 319 3.01 

% 52.9 21.3 14 7.8 3.1 100 

1.7 Working condition of the windows No 74 156 40 23 26 319 3.42 

% 23.1 48.6 12.5 7.2 8.1 100 

1.8 Space available for luggage   No 86 74 62 75 22 319 3.63 

% 26.9 23.1 19.4 23.5 6.8 100 

1.9 Frequency of bus service in uneconomic routes No 77 73 46 58 65 319 3.05 

% 24.1 22.8 14.4 18.8 20.3 100 

1.10 Audio and video facilities on private bus  No 89 166 25 20 19 319 3.40 

% 27.8 52.0 7.8 6.2 5.9 100 

1.11 Provision of the leg of leg footrest rest   No 156 40 36 60 27 319 4.42 

% 48.9 12.5 11.2 18.8 8.4 100 

1.12 Convenience of seating arrangements   No 188 41 40 21 28 319 3.15 

% 58.9 12.8 12.5 6.5 8.7 100 

1.13 Frequency of late night bus service  No 45 98 63 21 43 319 2.90 

% 14.1 30.7 19.7 6.5 13.4 100 

1.14 Frequency of bus service on festive occasions  No 46 86 78 51 56 319 2.31 

% 14.4 26.9 24.4 15.9 17.5 100 

Source: Primary data 

 

According to the table.2 that out of 319 respondents, 58.9 

percent of the respondents Hight satisfied are Convenience 

of seating arrangements 52.0 percent of the respondents 

satisfied are Audio and video facilities on private bus, 52.9 

percent of the respondents satisfied are Condition of the bus 

during the rainy season, 51.7 percent of the respondents 

satisfied are Availability of coach attendant/helper in the 

bus, 48.9 percent of the respondent hight satisfied are 

Provision of the leg of leg footrest rest, 48.6 percent of the 

respondents satisfied are Working condition of the windows, 

30.7percent of the respondents Satisfied are Frequency of 

bus service in your route, will be flowed satisfied are 

Frequency of bus service during peak hours and Frequency 

of late night bus service, 30.4 percent of the respondents 

hight satisfied are Information when there is a change in 

schedule, 27.8 percent of the respondents hight satisfied are 

Medical first and facility in the bus, 26.9 percent of the 

respondents hight satisfied are Space available for luggage 

and flowing Frequency of bus service on festive occasions, 

24.1 percent of the respondents Hight satisfied are 

Frequency of bus service in uneconomic routes It denote 

that 30.4 percent of the respondents are Hights satisfied with 

recreation and mean score 3.86 indicates that Information 

when there is a change in schedule. 
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Table 3: ANOVN results of gender and private bus passenger satisfaction travels study 

Variables Gender No. Mean S.D. F Value Sig. 

Medical first and facility in the bus Male 140 3.59 .718 4.238 .905 

Female 173 3.76 1.28 

Their gender 

  

6 4.0 .89 

Total 319 11.35 2.888 

Information when there is a change in schedule 

 

Male 140 4.18 1.33 2.723 0.69* 

Female 173 3.65 1.26 

Their gender 6 .983 1.32 

Total 319 8.813 3.19 

Availability of coach attendant/helper in the bus Male 140 3.914 1.349 2.389 0.24* 

Female 173 2.994 1.153 

Their gender 6 3.333 1.366 

Total 319 10.241 3.868 

Frequency of bus service in your route, monthly passes and half charges Male 140 3.321 1.460 3.581 .982 

Female 173 3.237 1.408 

Their gender 6 3.166 .9831 

Total 319 9.724 3.8511 

Condition of the bus during the rainy season Male 140 2.914 1.128 4.124 0.668 

Female 173 3.104 1.788 

Their gender 6 3.000 2.190 

Total 319 9.018 5.106 

Audio and video facilities on private bus  Male 140 3.678 1.145 3.832 0.668 

Female 173 3.242 1.624 

Their gender 6 2.500 1.643 

Total 319 9.42 4.412 

Provision of the leg of leg footrest rest  

 

Male 140 3.592 1.031 7.888 0.221 

Female 173 3.647 1.256 

Their gender 6 4.333 1.032 

Total 319 11.572 3.319 

Frequency of bus service on festive occasions  Male 140 3.542 .892 1.773 0.93* 

Female 173 2.676 .939 

Their gender 6 2.500 1.224 

Total 319 8.718 3.055 

Frequency of bus service in uneconomic routes 

 

Male 140 3.185 1.232 4.232 0.658 

Female 173 3.549 1.348 

Their gender 6 4.166 .752 

Total 319 10.90 3.332 

Online ticket booking traveling buses using me  Male 140 3.321 1.259 1.643 .49* 

Female 173 2.797 1.624 

Their gender  6 1.833 1.169 

Total 319 7.951 4.052 

Source: Computed data 

 

The test of F value is the private bus passenger satisfaction 

travels practices has found significant of ten percent level 

and there different among the gender of passenger. It shows 

that (7.888, 4.238, 4.232, 4.124, 3.832, 3.581, 2.723, 2.389, 

1.773, 1.643) of the respondents are provision of the leg of 

leg footrest rest, medical first and facility in the bus, 

frequency of bus service in uneconomic routes, condition of 

the bus during the rainy season. audio and video facilities on 

private bus, frequency of bus service in your route, 

information when there is a change in schedule, availability 

of coach attendant/helper in the bus, frequency of bus 

service on festive occasions, Online ticket booking traveling 

buses using me, however the discussed null hypothesis 

rejected. Hence there is possible for informative private bus 

passenger satisfaction programme have been existed among 

the of passenger of in private bus travel. Similar to our 

findings for the pervious passenger satisfaction. Important 

difference are seen only Availability of coach 

attendant/helper in the bus and Convenience of seating 

arrangements, this is especially in the gender of female 

passenger.  

 

FINDINGS, SUGGESTIONS, CONCLUSION 

In the social responsibility of private transport in the 

previous chapter in the present chapter, the researcher 

presents findings of the research derived out of empirical 

analysis on the primary data obtained from the targeted 
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passenger. The application of univariate and multivariate 

analysis thoroughly analyzed the passenger’s satisfaction 

with service quality. Based on this finding suggestions have 

been proposed for improving passengers. 

 

SUMMARY OF FINDINGS 
1. The passengers’ age group of 25 up to years (50.5 %) 

is determined to be the most prevalent because 

private transportation is used by bus passengers’ 

service. 

2. Its concludes that gender analysis shows male (54.2) 

passengers’ would be higher compared. 

3. It denote that the passenger are the qualification 31.0 

percent for their office staff level 

4. Its concludes that bus travel analysis shows daily 

(57.1) passengers’ would be higher compared. 

5. The passengers’ tickets price group 48.6 percent of 

the respondent are 25 above bus travel tickets price 

group. 

6. Its concludes that bus travel analysis shows 39.5 

percent of the respondents are 30-40 passenger long 

time travel. 

7. It denotes that 30.4 percent of the respondents are 

Hights satisfied with recreation and mean score 3.86 

indicates that Information when there is a change in 

schedule 

8. Hence there is possible for informative private bus 

passenger satisfaction programme have been existed 

among the of passenger of in private bus travel. 

Similar to our findings for the pervious passenger 

satisfaction. Important difference are seen only 

Availability of coach attendant/helper in the bus and 

Convenience of seating arrangements, this is 

especially in the gender of female passenger.  

 

SUGGESTIONS 

Nowadays, the majority of respondents are more aware of 

the private bus option. It's important to have a social 

movement to draw travelers. Offering discounts to students 

and working people, introducing innovative measures like 

bus tickets, providing medical attention first and a facility 

on board, and having a coach attendant or helper on board 

Private bus amenities include audio and video systems, 

regular bus service along your route, discounted monthly 

passes, convenient seating options, etc. The success of the 

implementation of the private bus sector's plan is in 

providing comfort to passengers.  

 

CONCLUSION 

According to the article ‘Passengers’ Satisfaction Among 

the Private Bus Transport Services in Mayiladuthurai, 

passengers are satisfied with the services provided to them. 

According to the report, private bus passengers are satisfied 

with both the statutory and safety levels of the passenger. As 

a consequence, passengers' satisfaction with private bus 

services in the researched region should improve. This study 

concluded that the performance of the private bus is good. 

After analyzing the various problems and findings the 

research offered suitable suggestions for better passenger 

satisfaction. So, the private bus sector is suggested to take 

from necessary steps to consider friendly movement, attract 

passengers, and has to adopt new strategies, which will 

automatically highly improve passenger’s satisfaction with 

the private bus in near future. 
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