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Customer Satisfaction & Service Quality in Passenger 
Transport: A Case Study of Jalgaon

The economic development of any country largely depends on the transport activities. Among the 
various modes of transport available, the road based transport is widely accepted because of its 
peculiar advantages. In India, both the State Road Transport Undertakings (SRTUs) and private 
operators provide public road transport services. Customer satisfaction is considered to be the 
most important factor whether it is meant for a product or a service. In case of failure to satisfy 
customers, company will be replaced by others and when industries offering various services, 
have to be more vigilant because there is a special attitude that plays an important role attracting 
and retaining the customers. Service quality can help service providers not only in improving their 
competitive positioning in the market but can also be used as a valuable tool for enhancing 
customer satisfaction. This research has proposed to investigate the effects of customer's service 
quality and customer satisfaction. Trust and customer satisfaction are significantly and positively 
related to customer loyalty. Customer satisfaction has found to be an important factor in passenger 
transport. Keeping this in view, the researchers intended to highlight that how service quality 
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