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Urban Public Bus Transport System in Navi Mumbai:
A Comparative Study of the Quality of Service

‘o uban population in India is
sing rapidly. The number of
milion plus cities In India gnm
tonfold from § In1951 o 53 in 2011,
India has 4 mega ciies and 19
metropoitan cities which together
account for one third of the urban
population.  As a result o
ubanization, the wansport demand
has incroased substantially.

A good ensponaton eysem e
essential for ined ~economic.
gowh and can significantly
contiibute to it An mmm pan.c
tansportation  system is.
essental for \manmg e ity o
ife of the community.

Conveniance is the key word for
passengers in making choice
alternatives avalable for travel in
ciles as well as in smaller towns and
travel timo, travel comfort, availabilty

of seat and effortless boarding and
alighting. It is essential for bus

these factors in order to make the
public transport viable and aftractive
in the cities.

Increasing land prices. in the cities
forces people 1o look at suburbs for
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residential purpose. This situation
domands need of efficient public
transport  syslem  for  better
mmm.ly The availabilty of public
buses in India does not match well
with vmnm\l of demand and the
quality of sorvico is also poor. The
public transport system to a large

Urban Public Bus transport
Undertakings should undertake
various area wise periodic surveys
.g. origin and destination survey,
loading survey waiting time
survey, vacant seat survey, efc
under proper guidance and
supervision. The findings of which
‘would help to decide operations
and introduce improvement in
service quallly. The survey would
also enable 1o redesign the routes,
iprepare bus schedules understand
the commuter's expectations and
determine the level of service
quality as well as efficient bus
utilization.

extent has falled to mest the demand
in atiacting commotors from  their
personaized mode of transport. The
personalized  transpont  thersfore
became and

convenient  modo  of transport,
resulting In congestion and pollution,

‘Quaity of Servics
Adoeptable levels of service will
difor very cons ono

greatly influenced by income levels;
imo,

and cimatic condtions, availabilty of
emative  modos, traditional
standards, public atiitudes and ethnic
ristics, There is no sel of
standards that could bo universally
sppld o the aualty of bus servcs

Public Bus Transport Services
cummly. Navi Mumbal residents

four public bus
Immpcﬂ agencies, hien operate
services between Mumbai - Navi

Navi Mumbai Muncipal Transport
(NMMT),  Bihenmumbei  Eloctric
Supply and  Transpon (BEST),
Maharashtra State Road Transport
Cororaion ~ (MSRTC-ST), _and
Kalyan-Dombivall  Municipal  Trans-
port (KDMT).

Objectives

xpectal
quality of service of Urban Public
Bus Transport Undertakings in Navi
Mumbal. 2. To assess the study of
the quallty of service of Urban Public
us Transport Undertakings in Navi
Mumbai.

Methodology
The dala generaled for study
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Table-1
Responses to Travel Attributes.

Types of service

Porcont Responses
d Fair

Atributes Provider Poor
Punctuality
1 577 6182 12.41
2 1482 4647 3871
3 658 324 55.18
4 1235 4124 6.01
Reliability
1 1o 742 818
2 1083 50 20.47
3 735 5484 a7
4 747 4094 5159
Comfort andConvenience
1 1412 6550 20.20
2 1000 5300 37.00
3 876 4694 44.30
4 853 4412 4735
Courtesy of bus crew/(crew heip)
1 2088 6100 1412
2 2359 6353 12.88
3 277 st 19,82
4 2050 4529 34.12
Adequacy of bus service
1 1230 6020 27.41
2 941 4582 4477
3 829 5 56.71
4 906 4006 50.88
Safety of bus travel
1 0142 4847 21.41
2 2553 4059 33.88
3 1782 2088 52.30
4 2535 a2 30.53
Route Network
1 1770 5065 2265
2 1235 4065 47.00
3 1165 3441 53,04
4 e12  97.08 s3.82

‘Type of Service provider: 1. BEST, 2. NMMT,3. KDMT, 4. ST
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whereby data was collected by

administering  intos schodules.
sample rulnnndnnlx were.

selocted by using Purposive Quota

Accidental sampling technique

Data Collection

The primary data was collected
from public bus users through
structured questionaire, administored
1o a total 1700 bus users from
ummm location of Navi Mumnzl

formation  regarding  personal
pmﬁle el protle, ana - thir
opinions about qually of senice
provided by uan public bus
transport  undertakings  in  Navi
Mumbai has been collected thiough
survey.

Data Analysis and Interpretation
Trip Information: Out of the total

abould1 percent of bus commutors
are in the age group of 1825 and
45percentare in the age grow of 26-
50 About 43 percent of the
commuters surveyed were using bus
for serice and business purposes
and 35 percent for education

Travel Attributes: Seven fravel
attributes. ke punctualty, rolabiy,

safely and route network elc wero
considered to ascertain quality of bus

Travel  attnbutes have b
grouped  with  three  satisfaction
fovels: () good and above, fair and
poor.  Percentage of  responses
representing  various  satisfaction
levels for travel attributes have boan
shown in Table-1,
The perceniage of  responses
arlous satistaction lovels.
for rave ates bave baen shown
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Table-2 understand  the  commuter's
Weighted Attributinal Rating (W.A.R) of Attributes. expectations and determine the levol
of service quality as el as efficient
Attributes. WAR._of bus utiization.
BEST  NMMT  KDMT sT

2. Bus servico should be made
Punctuaiity 6782 5807 5661 5566 commuler oriented by rendering the
service according 1o the needs and

Reliability 6544 5632 5500 s2e ol PRI enten.
Gomfort & Convenience 6150 5660  s4s4 5304 3, T ot n s
Courtesy of bus crew/ (crew help) 7278 6686 6473 6141 ould

wmu.mw and sty the reports
Adoquacy of bus service 5944 5481 5187 5345  gumited by wrafic stafl to improve
Safoty of bus travel 7631 6344 5669 6403 e senice qualty and passenger

vlume.
Route Network 6255 5554 5387 5288

o Transpor

Total WAR 46583 41164 39381  39.404 vnﬂenmm o nako proper
Average W.AR (Calculated) 6656 5880 5627 5620  amangement for bus cloaning facity

for the buses in the workshop.

5. There should be good co-
in Table-l. The comparative study Good & Above = 10 ordination among  NMMT, BEST,
has showsd that more % of e KOMT, and ST for inteccity travel
respondents are satisfiod with the - betwoen Mumbai, Navi Mumbai and

Poor = 4

Thare. Theso. should complement
The present study (Table-2) has  ach other rather than competing
revealed that BEST buses have been

Weighted Attributinal rating  rated better than NMMT, KDMT, and
(WAR) of umel alrbuios Mo ST in respoc of quelly of e proty SO0 U0 Soon Ecnomc
been calculated by using the  Sorico NMMT bus service has been  Navi Mumbai, Kidoskar Consutant Lid.
{okning ‘soumon:

rated better as compared lo KDMT

Re

once

n and ST. KOMT nas boon rated as ., 2 CFT. Pupe 200 e
WAR.E (P,*Q)/100 fovestn tho quaty of 0 somis. ot o bt Papr s
Suggestions
Where ogeet 3. Valdy .G 2003 ‘Geoprply of
i Utmn oulc Bus tanwpon T in Inda'. Concept
= Quanitatve value sssigned to : ;
T TG et oaslg Undorakings amot - unammor  PAHANR0 Compa: New Do

Q = Percontage of commuters for the
corresponding satitaction level
1 = Number of satisfaction levels
conversion  of
qualtative  values of  satisfaction
lovels into quantiativ values,
tollowing  values  have  been
assigned:

various area wise periodic Surveys
©g. origin and destination survey,
loading survey walling time survey,
vacant seal suvey, etc umer proper
guidence and

findings of which would mu o
dedide operations and mmm
improvement in servico qually.
survey_would also enable to vadusm
the routes, piopare bus schedules
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