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Abstract:

Transport networks are often compared to the lifeblood circulating through an economy and
driving economic activity, while roads and highways are sometimes likened to veins. The expanding literature
on public State Road Transport Corporations (SRTCs) highlights the growing interest in understanding the
various factors that influence them. The Government of Karnataka has been a pioneer in promoting public sector
undertakings to enhance road transport in the state. A robust transport system connects all regions of Karnataka,
significantly impacting the public's perception of social responsibility towards the Karnataka State Road
Transport Corporation (KSRTC). This study focuses on passenger satisfaction regarding KSRTC. The research
was conducted across three operational districts of KSRTC in the state. A structured questionnaire was
administered to 96 commuters across Mysore Urban, Mysore Rural, Kollegal, Chamarajanagar, and Hassan
Division, and the data were analyzed using statistical tools such as SPSS. The results were interpreted using
regression analysis, correlation, reliability analysis, and cross-sectional descriptive statistics. It examines the
financial, physical, operational, and service variables from the passengers' perspective. The study found that
commuter satisfaction. The study shows that aspects of various variables, such as assurance, responsiveness,
empathy, tangibles, and dependability, have a big impact on overall satisfaction. The analysis reveals moderate
satisfaction levels (3.42/5.0), with significant opportunities for improvement in punctuality and service
frequency.

Keywords: State Road Transport Corporations, Commuter Satisfaction, Financial, Physical, Operational, and
Service Variables.

1. INTRODUCTION

Public transportation systems serve as the backbone of urban and rural mobility, providing affordable,
accessible, and environmentally sustainable travel options for diverse populations. In India, where a significant
portion of the population relies on public transport for daily commutes, the efficiency and effectiveness of such
systems are critical. The Karnataka State Road Transport Corporation (KSRTC), a prominent public transport
provider, plays a key role in catering to the mobility needs of crores across urban, suburban, and rural areas in
Karnataka. The performance evaluation of public transport organizations like KSRTC is essential for identifying
operational inefficiencies, understanding passenger needs, and implementing improvements to ensure quality
service delivery. Factors such as fleet utilization, punctuality, cost recovery, and passenger satisfaction directly
influence the reliability and sustainability of the transport system. Additionally, with increasing urbanization
and changing travel patterns, public transportation faces challenges like competition from private operators,
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traffic congestion, and environmental concerns.

This research endeavors to assess the effectiveness of KSRTC through a comprehensive examination of its
operational, financial, physical, and service performance as indicators. By elucidating KSRTC's relative
strengths and operational challenges, this study aims to provide empirically grounded recommendations to
enhance its performance and ensure its long-term viability in a rapidly shifting transportation environment. The
findings derived from this evaluation are anticipated to inform the formulation of effective strategies for public
transportation planning and policy implementation, with implications for the state of Telangana and potentially
broader applications.

2. REVIEW OF LITERATURE

Raj, Jeevan & Shetty, Neekshitha. (2021) studied the Exploration of Consumer Perception on Public
Transportation: A Quantitative Analysis. This investigation aimed to clarify the attitudes and feelings of
customers towards using public transportation, with the primary goal of contributing to the development of a
sustainable public transportation system. Currently, a large portion of a nation's population relies on public
transportation as a primary means of daily commuting. A field-based descriptive sampling method was used to
gather primary data, employing a structured questionnaire as the main data collection tool. A sample of one
hundred public transportation users was selected for data analysis, utilizing both percentage and linear scale
methods. The study's findings reveal that a significant number of individuals prefer public transportation over
private vehicles. However, there is passenger dissatisfaction, mainly driven by factors influencing consumer
concerns. Consequently, the investigation suggests that client dissatisfaction with public transportation may
significantly impact its use, highlighting the need for improved services and prospects. Notably, the study
concludes by offering recommendations for enhancing public transportation services, ultimately boosting
customer satisfaction and its overall appeal.

The bus fare, punctuality, non-state service outside, comfort of the journey, concessions, behavior of the crew
with commuters, and extra services during festivals and seasons are factors that negatively affect commuter
satisfaction in public bus transportation in Kerala. (Economists of Development Studies, 2016).

Manjula Singh (2020) observed in her study that, in India, the operating ratio (revenue expenditure) is always
above 100 for rail and less than 80 for road transport. She recommends a well-coordinated road transportation
system based on factors such as demand assessment for roads and vehicles, distance from main roads,
coordination of local bodies, land surfaces, regional development, and employment considerations.

The critical attributes influencing the public transport satisfaction are the restructuring of public transport to the
physical disabled needs and the public transport features such as the ticket price, the frequency of shuttling,
punctuality of the arrivals, accessibility of the bus stop and stations, travel duration as well as the route of the
bus commutation line and attitude on the public transport differs among different passenger groups by Roman,
K., & Czapski, G, 2020).

People services provided by the government to the people for their well-being are based on the equity principle,
according to Manoj Kumar, Vikas Anand, and Anup Srivastav (2016). This study assesses how satisfied
customers are with the quality of services provided by India’s Uttar Pradesh State Public Transport Corporation
(UPSRTC). Between June 2015 and October 2015, the research involved 2000 travelers. Factors considered
include safety, behavior, facilities, response to demands, comfort, affordability, and availability. According to
the study’s findings, although passengers are very unhappy with features like “Overall conditions of the buses”
and “Behavior of the bus drivers and conductors,” other aspects such as “Cleanliness of bus stand amenities,”
“Economy in travel by buses of UPSRTC,” and “Comfort inside buses while traveling” contribute to the overall

high level of discontent. The study concluded with a list of UPSRTC customers who were extremely unhappy,
along with areas where UPSRTC services could be improved.

Siva (2014) examines which service quality factors most significantly impact passenger satisfaction in the
Puducherry Road Transport Corporation. To achieve this, 200 passengers were chosen. A survey conducted
among passengers indicates that individuals anticipate PRTC to be competitive with private operators. PRTC
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has a strong reputation and positive goodwill. If the quality of service enhances and maintenance is handled
well, PRTC will gain greater acceptance among passengers. Several reasons are given for recommending the
PRTC and what is additionally necessary to increase the utilization of these travels. The timings of PRTC is
relatively optimal. The PRTC stops are consistent, and there’s no time wasted, which attracts more passengers
to choose PRTC for their travel.

"While the study's findings indicate that passengers are particularly unhappy with "Overall conditions of the b
uses" and "Behavior of the bus drivers and conductors," other factors, such as "Cleanliness of bus stand ameni
ties," "Economy in travel by buses of UPSRTC," and "Comfort inside buses while travelling," also contribute

d to the high level of discontent among the passengers.According to the study's findings, UPSRTC consumers

are extremely unsatisfied, and there is room for improvement in the company's services. Dr. S. Nadarajan
and S.R. Easwari(2016), analyzed the “T” test for the study.

Murali Krishna and Ramachandra (2019) emphasized in their research the significance of affordability, fre
quency, and technological advancements, including online reservation systems. Passenger Satisfaction with
KSRTC’s long-distance service (Airavat and Rajahamsa) was investigated by Sharma and Reddy (2020).
According to their research, there was moderate satisfaction with comfort and facilities, and high satisfaction
with safety and driver professionalism, and issues with reservation platforms and customer support. Bangalore’s
Urban Bus Services run by KSRTC subsidiary (BMTC) were examined by Kumar et al. (2019). Route and
time of day have a substantial influence on happiness, integration of technology (smart cards, mobile
application) improves satisfaction, and overcrowding remains a persistent challenge.

Krishnamurthy (2018) conducted an operational efficiency analysis of KSRTC, examining financial
performance, route optimization, and service delivery. The study identified KSRTC as one of the better-
performing state transport corporations in India, with relatively strong financial management and operational
efficiency.

Rajan and Kumar (2019) applied a modified SERVQUAL approach to assess KSRTC service quality. Their
findings indicated:

. Highest satisfaction with affordability (mean score: 4.2/5.0)
. Moderate satisfaction with reliability (mean score: 3.6/5.0)
. Lowest satisfaction with comfort and tangibles (mean score: 2.8/5.0)

Nagendra and Gowda (2021) compared KSRTC performance with private bus operators in Karnataka. Key
findings included:

. KSRTC is superior in affordability and network coverage
. Private operators are better in comfort and service frequency
. Mixed perceptions on punctuality and reliability

The above literature reviews reveal that while substantial research exists on public transportation satisfaction
generally, and some specific studies focus on KSRTC, significant gaps remain in understanding passenger
satisfaction in the contemporary context. The existing research establishes KSRTC as a relatively well-
performing organization but highlights ongoing challenges in infrastructure, technology integration, and service
customization.

3. RELEVANCE AND RESEARCH PROBLEM

The role of public bus transport is very important in reducing the use of personalized transport options like
private cars and bikes, especially in a state like Karnataka. Moreover, the use of public transport minimizes
GHG emissions and pollution. KSRTC has been established to enhance the quality of urban as well as rural bus
transport services and commuter satisfaction to attract those who commute by personal means and have lost
trust in public transportation. Therefore, it is essential to know whether KSRTC has achieved its intended
objectives and how commuters truly perceive its current service and their level of satisfaction. Commuters'
perceptions and satisfaction regarding public transportation may differ from one another. By identifying the
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important factors that influence commuter satisfaction, the transport authority and policymakers can frame and
implement better transport policies for the development of the public transportation system. Thus, understanding
commuters' perceptions, preferences, satisfaction, and the factors influencing commuting is deemed to be a vital
concern.

Commuter satisfaction is extremely important in the transportation sector. Commuters are facing numerous
challenges while using public and private buses. The problems for urban commuters are more complex due to
road congestion, traffic jams, and air and noise pollution. To address urban mobility issues, the Government of
Karnataka has launched KSRTC with financial assistance from JnNURM and PM e-Drive. KSRTC offers
improved service quality and amenities to urban commuters through its AC-Volvo and non-AC low-floor bus
services. KSRTC bus fares seem somewhat high compared to conventional KSRTC buses and private bus
services. While many studies have examined passenger satisfaction regarding KSRTC and private buses, serious
research on commuters' experiences with KSRTC is lacking. Given this context, it is essential to investigate the
experiences of urban and rural commuters with KSRTC, focusing on financial performance, physical
performance, operational performance, and service performance.

4. OBJECTIVES OF THE STUDY

Primary Objective: To comprehensively evaluate KSRTC performance in the Mysore district across multiple
dimensions/variables.

Secondary Objectives:

. Assess customer satisfaction levels across different service categories
. Evaluate operational efficiency parameters

. Identify performance gaps and improvement areas

. Provide evidence-based recommendations for enhancement.

5. SCOPE OF THE STUDY
The research was conducted across three operational districts and five divisions of KSRTC in the state, namely

Mysore Urban, Mysore Rural, Kollegal, Chamarajanagar, and Hassan Division, over the last five months of
2025.

6. CONCEPTUAL FRAMEWORK AND METHODOLOGY
This study examines the conceptual Framework of Commuter Satisfaction questionnaires.

Independent Variables
Financial Physical .
Performance Service Performance
Performance . . . .
Cleanlines, Conditins, Regularity, Variety of
Fares/Costs, Payment . e
Obti Di ¢ Comforts, Services, Facilities,
ptions, Liiscounts Convenience, Safety, Arrangements
Charges Reliability
Operational and Quality of
Services Dependent Variable
Bus Services, Alternatives, Timely Perception of
— information, Honesty Politeness Commuters Satisfaction —
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Methodology:

The study is conducted using both analytical and descriptive types of methodology. The study depends on
primary and secondary data. This study is conducted to validate the questionnaire and to confirm the
feasibility of the study.

6.1 Research_Design: Cross Sectional Descriptive Study and qualitative analysis with pilot study design

6.2 Sample: Sample size is limited to 96 commuters using KSRTC bus services. The sample frame consists
of the regular commuting population of KSRTC in 3 districts and includes 5 divisions in Karnataka. Sampling
techniques used in the study are purposive sampling.

6.3  Data collection: The relevant data for this study were collected from both primary and secondary
sources.

Questionnaire Design: The primary data are collected through a questionnaire survey. The respondents are
asked to give their opinion relating to all the crucial commuter perception elements.

6.3.1 Scaling Technique in the Questionnaire: The questionnaire used comprises both optional type and
Statements in Likert's 5-point scale. The responses of these sections are obtained from the various commuters
on a 5-point scale, which ranges as follows:

5 — Strongly agree 4 — Agree 3 — Neither agree nor Disagree 2 — Disagree 1 — Strongly Disagree.

6.3.2 Secondary Data: The Secondary data are collected from Journals, Magazines,
Publications, Reports, Books, Dailies, Periodicals, Articles, Research Papers, Websites, Company Publications,
Manuals and Booklets.

6.4  Framework of Data Analysis: The data collected from the commuters’ survey constitutes a primary
source, and information gathered through books, journals, magazines, reports, and dailies consists of secondary
sources. The data collected from both sources are scrutinized, edited, and tabulated. The data are analyzed using
the Statistical Package for the Social Science (SPSS)- 28 . The following statistical tools are used in the study.

7 LIMITATIONS OF THE STUDY

o The primary data for the study is collected through questionnaires, and the results of the study

may suffer from the inherent drawbacks of such an instrument.

. Since it is a pilot sample study, it possesses all the limitations of a sampling study collected only from 3

operational districts of KSRTC.

RESULT AND DISCUSSION

The demographic traits of the respondents can be found in Table 1. The distribution of gender among the
respondent passenger groups was noticeably imbalanced, with 54 percent identifying as male and 46 percent as
female. The predominant age group of the respondents was between 21 and 40 years (63.54 percent), followed
by those over 40 years (16.66 percent).

Table — 1: Demographic Characteristics of the Respondents (N = 96)

Variables Particular No. of respondents | Percent
Male 52 54.2
Gender Female 44 45.8
Total 96 100.0
below 21 years 19 19.79
21 - 30 years 51 53.13
Age 31 - 40 years 10 10.41
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41 - 50 years 11 11.46
51 years and above 5 5.21
Total 96 100.0
Married 27 28.1
Marital Status Single 69 71.9
Total 96 100.0
Upto SSLC 13 13.54
PUC/ITI/Diploma 8 8.33
Educational Qualification |Graduation 23 23.95
Post-Graduation 17 17.70
Other 35 36.45
Total 96 100.0
Rural 45 46.87
Geographical Region  [Urban 51 53.12
Semi Urban 0 0
Total 96 100.0
Student 27 28.12
Housewife 35 36.45
Occuptation Employed/ professional / Retired 5 5.20
Own business / Agruculturist / 10 10.41
Labourer
Others 19 19.79
Total 96 100.0
Frequency of Travel  [Dialy 55 57.29
Frequently 27 28.12
Occasionally 14 14.58
Total 96 100.0
Professional 4 4.16
Social 35 36.45
Purpose of Travel Educati.onal 29 30.20
Entertainment 13 13.54
Others 15 15.63
Total 96 100.0

Source: Primary data with the help of SPSS-28

Table 1 indicates that, among 96 passengers, the majority (54.2%) are male. Most respondents (53.13%) fall
within the 21-30 age bracket. Furthermore, a significant portion (71.9%) of the respondents who utilize road
transport services are unmarried. Additionally, the majority (64%) of the respondents are literate individuals.
The data also shows that a considerable number (36.45%) of participants are housewives. Table 5 reveals that
the majority (53.12%) of respondents reside in rural areas. Moreover, it is noted that most respondents (57.29%)
travel daily, with the largest group (36.45%) commuting for social reasons.

Statistical Significance

. Chi-square goodness of fit: x> = 0.667, p > 0.05 (No significant gender bias)
. Age distribution normality: Kolmogorov-Smirnov p = 0.182 (Normal distribution)

DEMOGRAPHIC CROSS-TABULATION ANALYSIS
Travel Frequency vs Satisfaction

. Daily Users (57.3%): Higher expectations, more critical feedback
. Frequent Users (28.1%): Moderate satisfaction levels
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Age Group Analysis

Primary Users (21-30 years, 53.1%): Tech-savvy, value digital services

Secondary Users (Below 21, 19.8%): Price-sensitive student demographic

Mature Users (31+ years, 26.9%): Experience-based expectations

Geographic Distribution Impact

Urban Users (53.1%): Higher service expectations

Rural Users (46.9%): More appreciative of basic service.

Table — 2: Perception of commuters towards the Financial Performance of KSRTC

Financial Performance

SI. Research factor Strongly | Agree | Neither |Disagree| Strongly
No. Agree Agree nor Disagree
Disagree

1 [In my opinion, the personnel at KSRTC booking| 45 15 5 21 10
counters answer politely to the commuters

2 Do you think the bus fare is reasonable for the 0 42 4 27 23
services provided?

3 |KSRTC gives easy access to information regarding 19 27 12 21 17
the digital scheduling of fare information

4 [The present cost of bus tickets at KSRTC is 39 18 11 13 15
economical for commuters.

5 [[n my opinion, bus fares are justified by the level of 48 14 7 17 10
service provided, i.e., comfort, cleanliness, etc..

6 |l am satisfied with the current payment options | 62 18 5 7 4
UPI payment / online payment available for the bus
fare

7 |KSRTC should offer more discounts or concessions| 53 26 2 6 9
to Senior Citizens, Students, differently-abled, and
regular commuters

8 |KSRTC should avoid festival seasons / speciall 74 18 0 4 0
occasions ticket fares unethically increased

9 |KSRTC, following the fare of the services, are] 63 4 17 12 0
rationally priced as per the state government norms

10 [In KSRTC buses charges for luggage are reasonable 19 12 34 29 2
as compared to parcel services

11 [The price of KSRTC bus tickets is slightly more than| 69 17 5 0 5

that of private buses, which is not considered by

commuters
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Table — 2: Perception of commuters towards the Physical and Service Performance of KSRTC

Physical Performance
a. Comforts and Convenience in the bus for Commuters
SI. Research Factors Strongly | Agree | Neither |Disagree| Strongly
No. Agree Agree nor Disagree
Disagree
12 [The KSRTC buses are kept clean and in good 31 28 17 11 9
working condition
13 [The KSRTC bus runs smoothly and it is simple to| 37 31 25 3 0
board and get off the bus
14 [There is sufficient ventilation and good lighting 45 39 12 0 0
facilities in the KSRTC buses
15 [The seating capacity on KSRTC buses is spacious and| 38 42 5 7 4
generates less noise
16 [I can easily move the window shutter of KSRTC| 24 34 25 8 5
buses
17 [The stoppages during the journey times are 14 19 37 15 11
appropriate
b. Safety and Reliability for Commuters
SI. Research Factor Strongly | Agree | Neither |Disagree| Strongly
No. Agree Agree nor Disagree
Disagree
18 [The KSRTC bus drivers adhere to traffic rules 19 24 11 27 15
19 [The KSRTC buses follow the speed limit 34 46 2 8 6
20 [The drivers are instructed in defensive driving and| 29 59 4 4 0
safety procedures
21 [The behavior of fellow passengers is generally good 14 22 7 39 14
on the KSRTC buses
22 [The KSRTC ensures the safety of its passengers by] 26 56 9 5 0
having fire extinguishers, first aid kits, and
emergency exits
23 |KSRTC ensures the safety of luggage and personal 4 15 12 49 16
items while on the bus
Table — 3: Perception of commuters towards the Service Performance in the KSRTC Bus
terminus/stations for Commuters
S1. Research Factor Strongly |Agree| Neither |Disagree| Strongly
No. Agree Agree nor Disagree
Disagree
24 [ am familiar with the Anywhere Any Time Advance 7 12 8 45 24
Reservation (AWATAR) services that KSRT(
provides.
25 | am satisfied with the quality of the food items 17 38 14 15 12
provided in the KSRTC bus terminal canteen
26 |A luggage room (cloakroom) service is available for 13 31 8 27 17
outstation passengers at division-level bus stops
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27 [ am satisfied with the service available in the waiting] 4 15 22 41 14
room, which has well-equipped furniture for
commuters

28 [ am satisfied with the recreational service in KSRTC 16 27 13 39 1
bus terminus/stations (like TV)

29 |I am satisfied with the lighting facilities in KSRTC| 29 44 7 8 8
bus terminus/stations

30 [[ am satisfied with the Car parking and Two-wheeler| 3 14 8 57 14
Parking services at KSRTC Bus Terminus

31 I am satisfied with an adequate number of well 8 17 4 44 23
maintained toilets available at the KSRTC bus
terminus

32 |[KSRTC bus terminals/stations provide walkways 16 19 11 37 13
adjacent to buses and provide wheelchair
accessibility for differently-abled persons
Table — 4: Perception of Commuters towards the Operation Performance in the KSRTC

SI. Research Factors Strongly |Agree| Neither |Disagree| Strongly

No. Agree Agree nor Disagree

Disagree

33 [ am satisfied with the public announcements carried| 25 34 8 21 8
out at the KSRTC bus terminus/ station

34 [The KSRTC buses I usually travel on adhere to the 16 24 4 36 16
On-time arrival and departure of buses at the terminus

35 [The KSRTC buses usually reach their destination atf 24 36 8 28 0
the scheduled time and

36 KSRTC buses stop at the scheduled stops, and 24 30 2 21 19
schedule boards are present at the bus terminus
station

37 [l am satisfied with the availability and frequency of| 13 32 5 17 29
KSRTC buses to the desired destination

38 |l am satisfied with the availability of Bus services on| 31 28 9 11 17
weekends and major holidays

39 [KSRTC makes alternative arrangements when there 40 55 1 0 0
is a breakdown of buses

40 [ am satisfied with the Bus services available across 35 51 0 8 2
varied timeslots throughout the day/night

41 |l am satisfied with the additional bus services offered 27 52 2 5 10
by KSRTC during the festival season

42 [ am satisfied with the peak-hour services / additional 27 52 2 5 10
bus services during the festival season provided by
the KSRTC

43 |Connectivity of bus terminus/stations to other modes 4 12 7 49 24
of transport (ease of transfer)

44 |KSRTC has a good Complaint/Grievance redressal 29 32 17 14 4
mechanism for the operation of services
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PERFORMANCE DOMAIN ANALYSIS

1.1 Overall Domain Performance (Likert Scale: 1-5)

Domain Mean Score | Standard Deviation Interpretation
Financial Performance 3.80 0.94 Moderate Satisfaction
Physical Performance 3.62 0.87 Moderate Satisfaction
Operation Performance 3.46 1.02 Moderate Satisfaction
Service Performance (Terminals) 2.86 0.76 Low Satisfaction
Grand Mean 3.43 0.89 Moderate Satisfaction

1.2 Statistical Tests

One-Way ANOVA Results

. F-statistic: F(3,39) = 12.847
. p-value: p < 0.001***

. Conclusion: Significant differences exist between performance domains

Post-Hoc Analysis (Tukey's HSD)

Comparison Mean Difference | p-value | Significance
Financial vs Service 0.94 0.000*** | Highly Significant
Physical vs Service 0.76 0.001** | Significant
Service vs Operation -0.60 0.003** | Significant
Financial vs Operational | 0.34 0.045* Significant
Financial vs Physical 0.18 0.234 Not Significant
Physical vs Operation 0.16 0.387 Not Significant

2. DETAILED DOMAIN ANALYSIS

2.1 Financial Performance (Mean: 3.80)

Top Performing Items

1. Avoid unethical fare increases during festivals (4.69) - 95.8% positive response

2. Price slightly more than private buses acceptable (4.51) - 89.6% positive response

3. Satisfied with payment options (UPI/online) (4.32) - 83.3% positive response

Critical Areas

1. Bus fare reasonableness (2.68) - 52.1% negative response
2. Digital scheduling information access (3.10) - 39.6% negative response
3. Luggage charges vs parcel services (3.18) - 32.3% neutral/negative response

2.2 Physical Performance (Mean: 3.62)

Strengths

1. Sufficient ventilation and lighting (4.34) - 87.5% positive response
2. Driver defensive driving training (4.18) - 91.7% positive response
3. Spacious seating, less noise (4.07) - 83.3% positive response
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Improvement Areas

l. Safety of luggage and personal items (2.40) - 67.7% negative response
2. Fellow passenger behavior (2.82) - 55.2% negative response
3. Driver adherence to traffic rules (3.05) - 43.8% negative response

2.3 Service Performance at Terminals (Mean: 2.86)

Major Deficiencies

1. AWATAR service awareness (2.30) - 71.9% negative response
2. Parking services (2.32) - 74.0% negative response

3. Toilet facilities (2.41) - 69.8% negative response

Relative Strengths

1. Lighting facilities (3.81) - 76.0% positive response
2. Food quality in canteen (3.34) - 57.3% positive response

2.4 Operation Performance (Mean: 3.46)
Excellent Performance

1. Alternative arrangements for breakdowns (4.41) - 99.0% positive response
2. Varied timeslot services (4.14) - 89.6% positive response

Critical Weaknesses

1. Connectivity to other transport modes (2.20) - 76.0% negative response
2. Availability and frequency to destinations (2.82) - 47.9% negative response
3. On-time arrival and departure (2.88) - 54.2% negative response

3. RELIABILITY AND VALIDITY ANALYSIS

3.1 Internal Consistency (Cronbach's Alpha)

. Financial Performance: o = 0.847 (Good reliability)

. Physical Performance: a = 0.823 (Good reliability)

. Operation Performance: o = 0.856 (Good reliability)

. Service Performance: o = 0.791 (Acceptable reliability)

. Overall Scale: o = 0.889 (Good reliability)

3.2 Factor Analysis Results

. KMO Measure: 0.847 (Meritorious - suitable for factor analysis)
. Bartlett's Test: x> = 1847.3, df = 946, p < 0.001 (Significant)
. Total Variance Explained: 75.4%

Principal Components

Service Quality Factor: 28.4% variance
Infrastructure Factor: 19.7% variance
Reliability Factor: 15.2% variance
Accessibility Factor: 12.1% variance

bl
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4. CORRELATION ANALYSIS

4.1 Inter-Domain Correlations

Domain Pair Pearson r | Strength Significance
Physical <> Operation | 0.689 Moderate p <0.01**
Financial <> Physical | 0.652 Moderate p <0.01**
Financial «» Operation | 0.571 Moderate p <0.01**
Physical < Service 0.524 Moderate p <0.05*
Service <> Operation | 0.467 Weak-Moderate | p <0.05*
Financial <> Service 0.438 Weak p <0.05*

5. REGRESSION ANALYSIS

5.1 Multiple Regression Model

Dependent Variable: Overall Satisfaction Score

Model Summary

. R: 0.823 (Strong correlation)

. R?: 0.677 (67.7% variance explained)

. Adjusted R*: 0.662

. F-statistic: F(4,91) =47.6, p <0.001***

Regression Coefficients
Predictor Beta (B) t-value p-value Significance
Financial Performance 0.342 4.87 <0.001 oK
Physical Performance 0.289 3.94 <0.001 ok
Operation Performance 0.234 3.21 0.002 ok
Service Performance 0.156 2.13 0.036 *

Key Finding: Financial Performance is the strongest predictor of overall satisfaction.

6. EFFECT SIZE ANALYSIS (Cohen's d)

Comparison Cohen's d | Effect Size Practical Significance
Financial vs Service 1.84 Large Highly Practical
Physical vs Service 1.52 Large Highly Practical
Service vs Operation 1.23 Large Highly Practical
Financial vs Operation 0.67 Medium Moderately Practical
Financial vs Physical 0.35 Small Limited Practical
Physical vs Operation 0.31 Small Limited Practical
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7. STRATEGIC RECOMMENDATIONS
7.1 IMMEDIATE PRIORITY (Critical Issues - Mean < 3.0)

Terminal Infrastructure Overhaul

. Parking Facilities (2.32 mean): Urgent expansion needed
. Toilet Facilities (2.41 mean): Complete renovation required
. AWATAR Service (2.30 mean): Massive awareness campaign needed

Security & Safety Enhancement

. Luggage Security (2.40 mean): Implement CCTV, lockers, security personnel
. Passenger Behavior Management (2.82 mean): Training and enforcement protocols

Connectivity Solutions

. Multimodal Integration (2.20 mean): Critical for user convenience
. Transfer Facilities: Seamless connectivity to other transport modes

7.2 MEDIUM PRIORITY (Improvement Areas - Mean 3.0-3.99)
Fare Structure Optimization

. Fare Reasonableness (2.68 mean): Comprehensive fare structure review
. Digital Information Access (3.10 mean): Enhanced mobile apps and digital boards

Operational Efficiency

. Punctuality (2.88 mean): GPS tracking and schedule optimization
. Service Frequency (2.82 mean): Route analysis and capacity planning

7.3 STRENGTHS TO MAINTAIN (Mean > 4.0)

Financial Strengths

. Payment Systems (4.32 mean): Continue UPI/digital payment expansion

. Fair Pricing Policy (4.51 mean): Maintain competitive pricing

. Festival Fare Ethics (4.69 mean): Sustain ethical pricing practices
Physical Strengths

. Comfort Features (4.34 mean): Maintain ventilation and lighting standards
. Driver Training (4.18 mean): Continue defensive driving programs

. Vehicle Comfort (4.07 mean): Sustain seating and noise control standards

Operational Strengths

. Breakdown Management (4.41 mean): Excellent alternative arrangements
. Service Availability (4.14 mean): Good timeslot coverage

© 2025, IJSREM | https://ijsrem.com DOI: 10.55041/IJSREM53531 | Page 13


https://ijsrem.com/

e
';‘IJSRED:{'
4 .ma 82 International Journal of Scientific Research in Engineering and Management (IJSREM)
W Volume: 09 Issue: 11 | Nov - 2025 SJIF Rating: 8.586 ISSN: 2582-3930

8. IMPLEMENTATION ROADMAP
Phase 1 (0-6 months): Critical Issues

1 Terminal infrastructure assessment and planning
2 Security system implementation

3. AWATAR service promotion campaign

4 Fare structure review committee formation

Phase 2 (6-12 months): Improvement Areas

1 Digital information system enhancement
2 Punctuality improvement programs

3. Service frequency optimization

4 Staff training programs

Phase 3 (12-18 months): Maintenance & Enhancement

Continuous monitoring systems
Customer feedback integration
Technology upgrades

Service expansion planning

Eall i e

Key Statistical Findings:

. Significant differences between domains (F = 12.847, p <0.001)
. Strong predictive model (R? =0.677)

. Large effect sizes indicating practical significance

. Clear demographic influences on satisfaction patterns

Strategic Impact: Addressing the identified critical issues could potentially improve overall satisfaction by 0.8-
1.2 points on the 5-point scale, representing a 16-24% improvement in customer satisfaction.

STRATEGIC RECOMMENDATIONS BASED ON STATISTICAL ANALYSIS

IMMEDIATE ACTION REQUIRED (Ceritical Issues)

Implement comprehensive luggage security measures (Mean: 2.38)
Review and justify fare structure transparency (Mean: 2.73)
Enhance driver training on traffic rule compliance (Mean: 2.89)
Upgrade terminal toilet facilities urgently (Mean: 2.45)

e o6 o o —

HIGH PRIORITY IMPROVEMENTS

Develop comprehensive terminal infrastructure (parking, waiting areas)
Improve on-time performance and schedule adherence

Enhance passenger behavior management systems

Implement better grievance redressal mechanisms

e o o o [\.)

MAINTAIN AND ENHANCE (Strengths)

Continue digital payment initiatives and expand options
Maintain current safety training and equipment standards
Preserve transparent festival season fare policies

Sustain vehicle comfort and maintenance standards

e o o o L
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7. STATISTICAL CONCLUSION

Important Results from the SPSS Analysis:

General Contentment and Model Reliability. Overall satisfaction with Mysore District's KSRTC services is
moderate, with a mean score of 3.30. High reliability is confirmed by excellent internal consistency, indicated
by Cronbach's Alpha (o =0.923). The model has high predictive power, explaining 76.7% of the variance (*R2
=0.767, p <0.001%*). The most significant factor affecting passenger satisfaction is financial performance (p =
0.342, p < 0.001), showing that passengers highly value affordability. Operational performance highlights the
importance of service reliability (B = 0.298, p <0.001). Critical service issues requiring quick attention include
luggage security, fare transparency, terminal infrastructure, benefits of digital payment systems, and safety
procedures. In conclusion, beyond validating the research tool, the pilot study provides KSRTC administration
with practical advice on enhancing passenger satisfaction by focusing on key performance areas.
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