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Abstract 

The Government of Tamil Nadu introduced omnibus services in 1980. This was introduced with the intention of providing 
the semi - urban population with the required transport facilities to go to urban areas for their business, marketing activities, education 
and other urgent needs. Moreover, omnibuses have to be constructed as per the specifications in the terms of seating capacity, number 
of drivers and conductors and so on mentioned by the Government. Omnibuses play a significant role in travelling across the long-
distance places. Omnibus operators have gained a positive image for their services in terms of safety, punctuality, careful handling, 
special care of passengers and goods. 
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1.1 Introduction 

The Planning Concussion, in consultation with this Ministry, has advised the State Government to set up a Road Transport 
Corporation under the Transport Corporations Act and the matter is under the consideration of the State Government. Operation of 
nationalized transport services through a Corporation is favoured so as to achieve Rail-road coordination, and to ensure operation on 
business lines. Tamil Nadu, a state in south India, has a highly developed, dense and modern transportation infrastructure, 
encompassing both public and private transport. Its capital and largest city is Chennai (formerly known as Madras), is well – 
connected by land, sea, air and serves as a major hub for entry into South India.Tamil Nadu has an extensive road network. The state 
highways road network covering about 153 km per 100 km area, which is bigger than the country’s average road network coverage of 
103 km per 100 kmarea. 

 
1.2 The History of Transportation in India 

India’s transportation sector plays an integral role in the growth and development of an economy. Transport is a key essential 
for specialization – allowing production and consumption of products to occur at the different locations. Serving a land area of 3.3 
million square kilometer and a population of 1.22 billion. India’s transport system is one of the largest transport systems in the world. 
In most developing countries transport demand increases somewhat faster than the GDP and India is no exception. During the 1990s, 
India’s economy grew about up by 6.27% a year and its total transport demand grew about 10% a year, while the transport sector has 
grown at a healthy rate of 10% a year, this is the sector that has the greatest possibilities to hold back India’s GDP growth target of 
8%. Economic growth has always been dependent on raising the capacity and rationality of the transport. 

 
1.3. Statement ofthe Problem 

Nowadays because of the rapid population, the demand for omnibus is growing and gaining importance. Omnibus service 
such as passenger’s buses contributes a major service with regard to the public transports in India. In response to growing concerns 
from passengers about the need for better quality of service, the omnibus service is increasingly realizing the significance of passenger 
centered philosophies and thereby, seeking ways to develop and provide better passenger service.What is the perception of the 
passengers on the various services provided by the omnibus service providers? 

 
1.4. Objectives of The Study 
 To measure the passengers’ perception about the service provided by omnibus service providers in Coimbatore district. 

 
1.5. Scope of The Study 

In Tamil Nadu the omnibus service provider performs a significant and vital role as it fulfills social obligations. Nowadays 
the needs and wants of the people have enlarged to a greater and vast extent. The mobility of the people from one place to another has 
also increased highly. As a result, the need for travel through omnibus has become more popular among all classes of the people of the 
state. It is suited for long as well as short distance and convenient for all age groups. Hence there is a need to analyze passengers’ 
attitude towards the service and performance of omnibus service providers in the state. 
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1.6. Hypothesis 
             Hypothesis testing begins with an assumption made about the parameter. Hypothesis is a supposition made. It is a quantitative 
statement about the population. In this study, suitable hypotheses were framed and tested for their significance at 5% level. 
 
1.7. Research Methodology 
 Research is an art of scientific investigation. The validity of a researcher depends on the systematic method of collecting the 
data and analyzing them in a sequential order. It deals with the systematic method comprising of declaring the problem, formulating a 
hypothesis, collecting the facts or data, analyzing the facts and reaching certain conclusions. Certain conclusions are in the form of 
solution(s) towards the problems concerned. It’s also the certain generalizations for some theoretical formulation. 
 
1.8. Sampling Design 

The universe in this case is defined as the entire population making use of omnibus services in Coimbatore District. By using 
Purposive Sampling Method, the passengers are selected in all the zones in Coimbatore District. The Coimbatore District is divided 
into 5 zones, namely central, east, west, north and south. The number of passengers using omnibus service varies every day. The 
passengers include all sections of people who use omnibus service for official purpose, personal purpose and also for other purposes. 
Hence, a definite, statistically, sound sample was not feasible. The sample passengers are mobile population and remain busy in 
boarding their omnibus, listening to announcements, enquiring to collect required information. 

 
1.9. Review of Literature 

Tanuja Kaushik and Kakolisen1 (2014) in their study entitled “Operational Analysis of City Bus Service in Gurgaon” have 
assessed the existing operational activities of city bus services in Gurgaon. It is found that bus stops are too far off from the starting 
point or destination point of the passengers and insufficient frequency of bus service or timings lead to lack in efficiency of city bus 
operation. Debabrata Datta and Souvik Dhar2 (2014) in their article entitled “Pricing of Bus Services in an Overcrowded City – A 
Suggested Policy” have examined the role of seat reservation in intra-city bus transport with a higher price from the point of view of 
social welfare maximization and have stated that pricing in public bus transport depends on occupancy and on average operational 
cost per kilometer. Neelam J. Gupta et.al.3 (2014) in their article entitled “Review of Feeder Transport System at Public Transport 
Terminals Towards Sustainability” have found that the city road networks and building more roads encourage more people to use cars 
instead of using public transport. Sumandevi4 (2014) in her study entitled “Appraisal of Performance of State Road Transport 
Corporations with Special Reference to Revenue Management – A Case Study” has discussed the sources of revenue in SRTCs taking 
a case of Uttar Pradesh State Road Transport Corporation (UPSRTC) and has compared UPSRTC with other SRTCs in the process of 
generating revenue.  

 
1.10. Analysis and Discussion 
 This study aims to assess the measure the passengers’ perception about the service provided by omnibus service providers in 
Coimbatore district. 
 

Table No: 1 
Details of Age and Passengers Perception 

 
 
Age 

Agreeability score on Passengers’ perception  

 
Mean 

Range  
SD Min Max 

Below 20 years 3.44 1.62 4.76 0.44 
21-40 years 3.55 1.86 4.86 0.49 
41-60 years 3.50 1.62 4.86 0.47 
Above 60 years 3.44 1.62 4.76 0.44 
Overall 3.50 1.62 4.86 0.47 
 F val.(df:3,926) = 5.40* 

  *- significant at 5 % level  Source: Primary data  
 
The analysis of variance showed that there is a significant difference in the overall mean score among age groups of the 

respondents. The overall mean score of agreeability on Passengers’ perception ranged from 3.44 to 3.55 and it is higher in 21-40 years 
of age group of respondents. 
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Table No:  2 

Showing Gender and Passengers’ Perception 
The below table consists of the Z test showed that there is a significant difference in the overall mean score of perception 

among gender groups of the respondents. The overall mean score of agreeability on Passengers’ perception ranged from 3.44 to 3.55 
and it is higher among female group of respondents. 

 
 
Gender 

Agreeability score on Passengers’ perception 
 
Mean 

Range  
SD Min Max 

Male 3.44 1.62 4.76 0.44 
Female 3.55 1.86 4.86 0.49 
Overall 3.50 1.62 4.86 0.47 
 Z=2.21>1.96 * 

  *- significant at 5 % level   Source: Primary data 
 
1.11. Testing of Hypothesis 

There is no significant difference in the mean score of agreeability on passengers’ perception about omnibus service 
providers among the respondents. 

 
Anova Table 

SOURCE DF S S M S F calval F tab val 
Between groups 20 1225.609 61.280 63.01** .1.87 
Within groups 19509 18974.890 0.973   

 **- Significant at 1 % level 
 

Since the F is significant the null hypothesis of no difference in the mean scores of agreeability on Passengers’ perception 
about omnibus service providers among the respondents is rejected and there is a significant difference in the mean scores of 
agreeability among the respondents. The mean scores of agreeability on passengers’ perception about omnibus service providers 
among the respondents are furnished below. 

 
The below table and below chart showed that among 21 agreeability scores on Passengers’ perception about Omnibus service 

providers, the mean scores ranged from 3.17 to 4.27 and the statement ‘The omnibus service providers use Up-to-date equipment & 
technology’ secured higher mean score and stood at the top position, followed by the statement ‘The omnibus service providers are 
always polite towards their passengers’ which secured next higher mean score and stood at the second position, and the statement ‘The 
quality of omnibus service is highly commendable’ secured next higher mean score and stood at the third position and finally the 
statement ‘The omnibus service providers are not  willing to help the passengers’ secured least score and stood at the last position. 

 
Table No:3 

Agreeability Scores on Passengers’ Perception About Omnibus Service Providers 

S. No. Factors Mean score of 
agreeability Rank 

  1 The omnibus service providers use Up-to-date equipment & technology 4.27 1 
The physical facilities in the omnibus are good 3.69 4 
The quality of omnibus service is highly commendable 3.72 3 
Professionals are employed in the omnibus service. 3.42 11 
The omnibus service provider always keeps their promises 3.40 13 
The omnibus service provider are always gentle and reassuring 3.30 20 
The omnibus service providers are always dependable 3.43 9 
The passengers get remedies for their complaints at the first instance 3.31 18 
The omnibus service providers maintain accurate records 3.45 7 

 The omnibus service providers are always punctual in operating their buses 3.35 15 
 The omnibus service providers fulfill the requests of the passengers 3.33 16 
 The omnibus service providers are not willing to help the passengers 3.17 21 
 The omnibus service providers are always polite towards their passengers 3.99 2 
 The omnibus service providers maintain good trust among their passengers 3.65 5 
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 The omnibus service providers always focus on the safety of their passengers 3.61 6 
 The omnibus service providers provide miscellaneous support to their passengers 3.37 14 
 The omnibus service providers provide individual attention to their passengers 3.45 8 
 The omnibus service providers provide convenient operating hours 3.31 19 
 The omnibus service providers help to satisfy the best interest of their passengers 3.42 12 
 The omnibus service providers float different packages during festive occasions. 3.43 10 

 The omnibus service providers take care of the personal needs o the passengers 
during the journey 3.32 17 

Source: Primary data 
 

Chart No :3.1 
Agreeability Scores on Passenger’s Perception About Omnibus Service Providers 

 
 
1.12. Suggestions to The Omnibus Service Providers 
 Omnibus service providers should follow simple methods of ticket booking on online. 
 Omnibus operators have to charge reasonable additional rates while the passengers book tickets through online. A valid e-ticket 

may be offered to the passengers. 
 The rules and regulations relating to refund of money at the time of cancellation of travels have to be informed to the passengers 

and the refund has to be done according to the prescribed rules. 
 Reasonable fare has to be fixed by the omnibus operators so as to induce the passengers to prefer omnibuses for travelling. 

 
1.13. Conclusion 
 Nowadays, people have started preferring luxury rather than mere comfort. To satisfy the desires of the passengers, the 
omnibuses are designed with Hi-tech facilities such as low flooring, internet facility, Wi-Fi connectivity, individual TVs, pantries, 
Wide LCD screens, reading lights and audio speakers, etc. The implementation of the online ticket booking system has inherent 
benefits for the bus service providers. Though private bus operators have started online bookings, they need to upgrade their systems 
to a higher level. An increased adoption to online booking facility will enhance the number of passengers thereby increasing the 
revenues which will result in better profitability. A satisfied employee can deal better with the customers and help in increasing 
customer satisfaction fostering a harmony between the employees and the organization. The success of every business depends upon 
the management but the glorious success depends upon the employee’s satisfaction. Omnibus operators have to take necessary steps 
for improving the satisfaction of employees in order to get their full participation in the work and to compete in the competitive 
market. 
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