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Abstract: Customer satisfaction and retention is one of the key determinants to measure the quality of products
or services and hence the organizational performance. Due to the growing importance of quality in our life,
customers desire to enjoy a relatively better quality of products or availing superior quality services has been
increased. Pakistan is the sixth highly populated country of the world and its rapid population growth also
contributes to an increase of people’s traveling demands. In Pakistan, train is the cheapest and comfortable
mode of traveling especially for long distances. This paper aims to investigate the passengers’ perceptions
about the service quality of rail transport system in Pakistan while traveling between the major cities especially
from Lahore to Karachi, Multan, Peshawar and Rawalpindi. A modified SERVQUAL instrument including eight
service quality constructs: empathy, assurance, tangibles, timeliness, responsiveness, information system, food
and safety and security were employed to measure the passengers” perceptions about the service quality of
railways. Out of 700 respondents, only 493 were selected and these respondents were frequent railway traveler
on these routes. Results indicate that passengers perceive that quality of services delivered to them is not
satisfactory.
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INTRODUCTION Service sector has realized that service quality is the

Quality is one of the key parameters in order to successful in the market [3] and many other researchers
measure the performance of the products or services and had emphasized that quality initiatives in the service
even it is one primary indicator to organizational sector had resulted in gaining sustainable competitive
performance. Earlier quality was considered only for the advantages [4,5,6,7]. According to [1], it is evident from
manufacturing sector but during the last couple of the EBSCO academic electronic database that only 15
decades there is a tremendous growth in service sector studies had been conducted during 1989 to 1991 and 198
around the globe and concept of quality has arisen in this studies were conducted during 1997-1999 and 138 studies
sector. It is evident from the literature that now service through 1999-2001, which indicates that concept of
sector has become one of the fastest growing sectors in service quality has been increasingly important topic for
the global economy and the major reason is that now the the service industry. Hence, service quality is a subject
American economy has become a service economy [1]. that gains considerable interest of both the academicians
Manufacturing and construction sector in United States and the service providers. Now the Service organizations
employed 19.1% of the labor force which had been had started putting their maximum effort towards
reduced from 26.1% in 1979 whereas service sector had customer-focused services and thus continuous
employed 70% of the U.S labor in 1992 [2]. Service sector performance improvement.
is growing in almost all the economies of the world and As customer perception plays a significant role in
the similar growth trend can also be seen in the Pakistan. order to measure service quality of the service provider
According to statistics division of Pakistan (2010-11), and hence the performance of the organization. It is also
over half of the GDP is contributed by service sector evident from the literature that superior quality of services
(53.3%). helps  to  gain  customer  satisfaction,  loyalty,  increased

main source of gaining competitiveness and remains
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market share and thus increased productivity and delivered by the transport sector in particular. Uniqueness
performance [8-14]. of this study is that there is no such work had been

In order to measure how customers perceive about evident from the literature on this topic. Structural
the quality of public transport, there are some evidence equation modeling (SEM), one popular technique, was
from the literature that customers (passengers) perceive: employed to explore the relationship among the service
that reliability, timing, frequency and fare [15, 16], quality attributes and passengers’ satisfaction.
cleanliness and comforts [17, 18], transport network and
coverage which also includes the stoppages [15, 19], Literature Review
safety issues [20, 21] and information system [22] are Service Quality: With the increase in service sector
considered to be important factors in order to evaluate the around the globe, it was realized that there must be an
service quality. Evidences suggested quality of services instrument that should be used to measure the service
leads to enhanced productivity and thus increase quality of the organization in order to measure the
profitability, positive word-of-mouth, market share, return organizational performance. The concept of service
on investment and ultimately reduced costs that benefits quality got considerable attention in earlier marketing
the customers [23]. This trend of evaluating the customer literature due to its intangible in nature both in defining it
requirements and delivering services according to and measuring [24]. The most commonly used definition
customer requirements is now seen in the developing of service quality is the organization ability to meet and
countries. exceed the customer expectations. According to [25],

This study aims to investigate the customers service quality is the result of customer comparison
(passengers) perceptions about the service quality of between expected services and the perceptions how these
only available public rail transport system in Pakistan. services were performed. If the expectations are greater
Demand for public transportation is high due to its rapid than performance, customers are less likely to feel
population growth. Trains, a major public transport, in satisfied about the quality of services delivered by the
Pakistan hold a unique position in the transportation organization [26].
sector of country and are considered to be the key The first comprehensive service quality model was
determinant for the national growth. Transportation sector developed by [26] and later it was refined by [27]. This
is still passing through its transformational stage as it is model got considerable attention since it was first
still insufficient to serve the fastest growing 170 million introduced to measure the service quality based on
population of Pakistan. However, still with inadequate customer expectations; what the customer expect about
resources transportation sector is one of the growing the service and perceptions; what they actually received
sectors of Pakistan economy and contributing 10.0% of [28]. This work on service quality had been credited to
GDP. There is a growth in the road networks, development Parasuraman, Berry and Zeithaml [29]. Initially, [26]
of new national highways and an additional motorways identified ten dimensions of service quality namely:
network; but rail transport system was lacking from the tangible, reliability, responsiveness, communication,
development and growth process. Most of the railway credibility, security, competence, courtesy, understanding
tracks were built before 1947 during the British rule in and access based upon the study of focus group. In the
Indo-Pak. Rail transport system is a public sector rail present study, a modified SERVQUAL instrument was
transport service known as Pakistan Railways and is one employed to measure the service quality of railways.
of the oldest systems and is administered by the federal
government of Pakistan and runs under ministry of SERVQUAL: Due to intangible in nature service quality
Railways. Pakistan railways are commonly referred to as is difficult to measure as compare to products and the
the “life line of the country”, by making movement of characteristics of service appears to be difficult and
people and freight thought Pakistan at large scale. considered as a complicated task [27, 30]. The first
Currently, all major cities of Pakistan are connected with comprehensive service quality model  was  coined by
rail transport network. During the couple of decades the [26]. He further stated that service quality is  influenced
rail transport system is towards its worst decline. by five gaps and earlier this model was known as gap
Therefore, there is a dearth of research to measure the model. Difference between customer expectations and
service quality in Pakistan in general and to measure the management perceptions about the customer expectations
passengers’ perception about the quality of service were represented as ‘gap 1’, the difference between the
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management perceptions about the customer expectations H : Tangibles of a rail transport system have a significant
and then translate these perception in to service quality
specification was represented as ‘gap 2’, difference
between the actual services delivered by the front line
service employees on daily basis and the management
specifications is represented as ‘gap 3’, the difference
between the service delivery and what is promised to
consumers in external communication is represented as
‘gap 4’ and finally the difference between customer
expectations and perceptions were represented as ‘gap 5’.
SERVQUAL instrument was based on ‘gap 5. Later on [26]
came out with the 10 dimensions of service quality. These
ten dimensions were then reduced to 5 dimensions
namely; empathy, assurance, tangibles, reliability and
responsiveness and these five constructs were further
represented by 22 items. Today, SERVQUAL is most
commonly used model in order to measure the service
quality and it had been used in almost all the countries
and in all types of industries [31]. According to [31],
SERVQUAL  has  been  successful used in healthcare,
fast food, banking, telecommunication, retail chains,
information systems, library services and many countries
around the globe like; USA, China, Australia, Cyprus,
Hong Kong, Korea, South Africa, Netherland and UK. 

Rail Transport System in Pakistan: Rail transport system
is the main public transport system in Pakistan and is
administered by the Federal Government of Pakistan
namely, Pakistan Railways. Rail transport system is
connected with all the major cities of the country. Rail
transport system is aiding movement of the people with
lowest fare and the source of transportation from big
cities like Lahore, Rawalpindi, Peshawar, Multan, Karachi
and Quetta. Especially on these routes, a number of non-
stop trains are operated in order to minimize the time and
reduce the distances. According to year book Pakistan
Railways, it carries about 178,000 people daily and about
74, 933 thousand passengers during the year of 2009-2010.
Pakistan Railways is hence labeled as “life line of the
country” is then true. The total length of the rail tracks is
about 11,713 kilometers in Pakistan.

Pakistan Rail transport system is also connected with
two neighboring countries like India and Iran. Recently,
another agreement has been made between Pakistan and
Turkey to start a train service between Islamabad-Tehran-
Istanbul to connect these two countries through roads.
On the basis of the above discussion and through
literature review the following eight hypotheses were
developed.

11

effect on passenger satisfaction

H : Tangibles of a rail transport system have no01

significant effect on passenger satisfaction

H : A high level of perceived rail transport empathy has12

a significant effect on passenger satisfaction

H : A high level of perceived rail transport empathy has02

no significant effect on passenger satisfaction

H : Safety measures taken by the rail transport has a13

significant effect on passenger satisfaction.

H : Safety measures taken by the rail transport has no03

significant effect on passenger satisfaction.

H : Effective information system of rail transport has a14

significant positive impact on passenger satisfaction

H : Effective information system of rail transport has no04

significant positive impact on passenger satisfaction

H : Food availability in the train and on the platform has15

a significant effect on passenger satisfaction

H : Food availability in the train and on the platform has05

no significant effect on passenger satisfaction

H : A high level of perceived assurance about the trains16

has a significant effect on passenger satisfaction

H : A high level of perceived assurance about the trains06

has no significant effect on passenger satisfaction

H : Response to passengers and their complaints has a17

significant effect on passenger satisfaction

H : Response to passengers and their complaints has no06

significant effect on passenger satisfaction

H : Arrival and departure of trains at the promised time18

has a significant effect on passenger satisfaction

H : Arrival  and  departure  of  trains  at  the promised08

time has  no  significant  effect  on  passenger
satisfaction



World Appl. Sci. J., 18 (3): 361-369, 2012

364

Methodology: This research was carried out by to measure Out of 700 questionnaires, 207 questionnaires were
the service quality of Pakistan Railways based on incomplete or the respondents were not using nonstop
passengers’ perceptions that are frequent travel on trains and thus rejected. Therefore, a total 493
nonstop trains operated from Lahore to other big cities questionnaires was used in the study and thus providing
such as, Rawalpindi, Multan, Peshawar and Karachi. A a very good response rate of 70.42%. Personal efforts
modified SERVQUAL instrument was used to develop the were made in order to collect the data along with a team of
questionnaire for evaluation of service quality of Pakistan students from Bachelor of Business administration (BBA).
Railways on the basis of passenger’s perceptions. This As the questionnaire was developed in English and thus
questionnaire consists of eight constructs which include to get an accurate response student assisted the
tangibles, assurance, timeliness, responsiveness, respondents in case of any confusion about the question.
empathy, safety, food, communication are representing Major reason for selecting the train as a mode of journey
the independent variables and passenger satisfaction is from Lahore to Karachi especially is that a very few
used as dependent variable. Five point Likert scale from alternatives are available due to long distance, however
highly satisfied “5” to least satisfied “1” was employed in between the other cities the people with families, prefer to
the present study. Reliability and validity of the data was travel through trains due to less fair and ease of traveling.
measured using confirmatory factor analysis. Relationship As only trains are operating in public sector and provide
between latent and exogenous variables was analyzed compensations in fares, whereas, no other road transport
using SEM through AMOS 16.0 and SPSS 17.0. SEM is an mean buses are operating under public sector. Therefore,
effective and most commonly used technique in most of cheap fares, easy to travel with families and luggage on
the management, social sciences studies. SEM is an long distances are the major reason of the selection of
effective model testing technique that is path analytic train system. The demographic of the present study is
which includes both the latent and exogenous variables presented as below Table 1.
[32]. Table 1 shows that majority of the respondents was

A total 700 questionnaires were distributed among male (73%). The highest numbers of respondents were of
the passengers traveling from Lahore to other cities of the age group between 26-30 years. 44% of the passengers
country on fast moving and nonstop trains. travel   for    business    purposes    and    while    44%   of

Table 1: Demographics of the study

Variable Frequency Percentage Variables Frequency Percentage

Gender Age

Male 359 73% 20-25 90 19%

Female 134 27% 26-30 161 33%

Total 493 100% 31-35 140 28%

Profession 36-40 49 10%

Student 83 17 40 and above 51 10%

Employees 191 39% Total 493 100%

Business 219 44% Type of Journey 

Total 493 100% Single 81 16%

Qualification Family without kids 103 21%

Matric 81 16% Family with kids 309 63%

F.Sc/F.A 53 11% Total 493 100%

BA/B.Sc 139 28% Travel from Lahore to:

Master’s 197 40% Rawalpindi 163 33%

MS/Mphil 23 5% Peshawar 39 8%

Total 493 100% Multan 68 14%

Karachi 223 45%

Total 493 100%
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Table 2: Descriptive Statistics

Mean Std. Deviation N

Tangible 2.8769 .62394 493

Empathy 2.8266 .73656 493

Assurance 2.8438 .63363 493

Safety 2.8208 .83571 493

Information 2.7248 .84651 493

Food 2.8107 .76700 493

Responsiveness 2.8337 .94714 493

Timeliness 2.6917 .93066 493

the respondents were highly educated with master degree
(16 years of education). 63% of the respondents was
traveling with families and children or traveling with their
friends. The highest number of travelers were from Lahore
to Karachi which are 68%, 33% passengers were traveling
from Lahore to Rawalpindi, 14% of the passengers were
traveling from Lahore to Multan and the lowest number of
respondents were traveling from Lahore to Peshawar
which was only 8%.

Table 2 provides the descriptive statistics of mean
and standard deviation of service quality dimensions
regarding customer satisfaction. Results indicates that
passenger perceive that the quality of service delivered to
them is not satisfactory.

Statistical Analysis: To measure the reliability of the
instrument Cronbach Alpha was calculated as reliability
and validity of the instrument which plays a significant
role while performing the statistical analysis and
consistency in the results [33] and reliability of the data
[34]. [35], stated that a value of Cronbach Alpha greater
than 0.70 is acceptable. The Cronbach Alpha for this
study is 0.78 providing an acceptable value. This research
is aimed to explore the relationship among the service
quality of Pakistan Railways and the passenger’s
perceptions about quality of services delivered to them.

SEM model was employed to explore the relationship
among the service quality attributes and passenger
satisfaction. The test for goodness of fit of this proposed
model is quite satisfactory. The values of the chi-square
is 976.291, degree of freedom is 401, p-value is. 000
indicating that specified model is correct and the
departure of the data from the model is significant at the.
05 level, value of normed chi-square is 2.435 provides a
value between 1 and 3 indicates that the proposed model
is a satisfactory representation of the entire set of
relationships [36], value of comparative fit index (CFI) is
0.201 which is quite low indicating a quite good fit as the
values of CFI ranges from 0 to 1 and the values above 0.95
indicating a well fit model [37, 38]. Value of the root mean

Fig. 1: Path Diagram of proposed Model



World Appl. Sci. J., 18 (3): 361-369, 2012

366

square error (RMSEA) for this model is 0.065 indicating a
reasonable estimate fair fit. As value of the root mean
square  error  less than 0.05 indicates a close fit and a
value not more than 0.08 represents a reasonable
estimation or fair fit [39,40] and values between 0.80 and
1 provides a poor fit [41,42]. The goodness of fit index
(GFI) is 0.734 providing a good fit. However, all the values
are within a suitable range providing that proposed model
is a good fit. 

We use 6 items to describe the latent variable
tangible and all these items have p-value less than
0.05 which provides insights that all the items gave
significant results in defining the latent variable
tangible and this latent variable has standardized
coefficient 0.42 with p-value 0.000 providing an
insights that tangibles has a significant on passenger
satisfaction.
Latent variable empathy is represented by four items
and all of these items have a significant p-value but
this latent variable has a standardized regression
weight-0.10 and insignificant p-value 0.345 shows
that empathy has a negative impact on passenger
satisfaction.
Latent variable assurance is represented by six items
and has significant p-values; however this latent
variable has a very low standardized regression
weight 0.05 with insignificant p-value 0.60 shows that
assurance has a negative impact on passenger
satisfaction.

Table 6: Results of Hypothesis Testing

Path Hypothesis Results

Satisfaction(dept) <--- Tangibles H Rejected01

Satisfaction(dept) <--- Empathy H Support02

Satisfaction(dept) <--- Safety H Support03

Satisfaction(dept) <--- information H Support04

(dept)Satisfaction <--- Food H Support05

Satisfaction(dept) <--- Assurance H Support06

Satisfaction(dept) <--- timeliness H Support07

Satisfaction(dept) <--- responsiveness H Support08

We use two items each to discusss the two latent
varibles responsiveness and timiliness respectively
and both of these latent varibale has a positive
standarized regression weights but providing an
insignificant p-values. These results indicates that
passengers provides dissatifaction with latent
variables timeliness and responsiveness.
We use three items each to represent the three latent
variables food, information and safety respectively.
Safety and inforamtion has a negative regression
weights, whereas food has a positive regression
weight but all these three construct has insignificant
p-value representing passenger’s dissatisfaction
with these construct.

Summarizing the above results obtained from the
estimated path diagram indicates that all the latent
variables have insignificant impact on satisfaction and
thus accepting our null hypothesis.
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Only tangibles have a positive and significant impact on people who came to receive or drop the passengers at
passenger satisfaction  and  thus  rejecting  our  null platforms. As rail transport system was one of the best
hypothesis. Table 4 represents all results of testing public transport systems in Pakistan and it was
hypothesis. established during the British rule in Pakistan in 1861and

To examine the bivariate relationship among the after independence in 1947 it started operation
independent variables used to measure the service quality government of Pakistan and way then know as Pakistan
of rail system in Pakistan a Pearson correlation analysis Railways. Earlier majority of the cities of Pakistan were
was carried out. Table 3 provides the results of correlation connected with the railway tracks and still only source of
analysis of the studied variables and it have been transportation from Lahore to Karachi and from Lahore to
observed that correlation coefficient for the studied Quetta.
variables are ranging from 0.467 to 0.250. During the last couple of years the rail transport

Results indicate that there is a positive and system is declining day by day and for the last couple of
significant relationship among the service quality years it had stopped operations in many of the cities due
constructs. Highest and significant correlation is among to lack of planning and wrong strategies and now it has
tangibles and empathy with (r=0.467 and p<0.01). It become more worst. Safety measure had not been taken
means that improvement in the tangibles means properly; poor information system and the passengers
cleanliness at platforms, in the coaches, comfort at had to face a lot of problems before, after and sometime
coaches helps to increase the individual care of the during traveling and our findings validate these facts. The
passengers among employee involved at all levels of personals involved in the operations of rail transport
transport operations. The weakest and significant system looks to be de-motivated and don’t try to make
relationship is among timeliness and information provided any efforts to provide comfort during any emergencies or
to passengers (r=0.191 and p<0.01). even in routine dealings with the passengers. 

RESULTS AND DISCUSSIONS that passenger perceive that rail transport system, the

Main objective of this study was to examine and quality of services that can meet their expectations. It is
assess the quality of services delivered to the passengers also evident that visible efforts by Pakistan Railways
by the only public transport of the country. To measure should be in place to improve or upgrade the rail transport
the passenger perceptions about the quality of services system. In summary service quality of rail transport is
delivered during traveling or making traveling regarded as critical indicator that would enhance its
arrangements, a modified SERVQUAL instrument was customer’s satisfaction.
used. Eight service quality constructs comprised of 31 However, findings of this study will helpful for the
variables were used. Statistical analysis of this study managers in strategy making and future planning. There
provides us an insight about the passenger are some limitations of this study as it was conducted in
dissatisfaction about the service quality of rail transport one city and with a limited number of respondents
system in Pakistan. The mean responses against all the therefore, results of this study cannot be generalized.
parameters used to measure the service quality mentioned
in table 2 are 1 which indicates that majority of the REFERENCES
respondents showed dissatisfaction. The overall structure
equation model build to study the service quality of rail 1. Fatma Pakdil and Timothy N. Harwood, 2005. Patient
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