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Abstract  
The application is used to power the online booking system. This project presents a review of the 
software programmed "A study on passenger satisfaction towards online booking in IRCTC 
application" as it should be used in an online booking in IRCTC application, a facility that is used to 
reserve seats, cancel reservations, and various types of route inquiries used to secure quick 
reservations. The study's main goal is to determine passenger satisfaction with the IRCTC 
application's online booking feature. A total of 150 people were surveyed. The sample was chosen 
using a convenient sampling procedure, and the data was evaluated using simple percentage and likert 
scale analysis. The study demonstrates that social economic variables such as passenger satisfaction 
with online booking in the IRCTC application are influenced by social economic variables such as 
age, education, occupation, and family's monthly income earning. 
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1. Introduction 
An internet booking framework, at its generally 
fundamental level, is programming that permits 
an expected traveler to timetable and pay for a 
movement or administration straightforwardly 
through your site. That infers that everything is 
done on the web, from the second a traveler 
chooses to book through choosing a day, time, 
and paying for the booking, significantly 
bringing down the weight in your group and 
taking out the chance of twofold reserving. 
Passengers can book using a variety of online 
means, including mobile, with advanced systems 
like ours, considerably extending the potential 
for your business and better utilizing an 
inexorably friendly web. 
 
 
 

1.1 Statement of the Problem 
They require an online booking approach due to 
their hectic schedules as members of the public 
in a fast-paced environment. The number of 
people queuing in front of ticket desks in train 
stations has risen dramatically over time. India 
Railways has introduced online ticket booking 
facilities to alleviate the daily commuter stress 
and minimise overcrowding at ticket counters. 
For passengers, ticket reservations at the counter 
are insufficient and inconvenient. Passengers are 
having difficulty getting tickets from ticket 
counters in a timely manner. As a result, they 
prefer to book tickets online. There are a plethora 
of options for booking train tickets online. As a 
result, it is necessary to investigate the efficiency 
and degree of consumer satisfaction, as well as to 
identify the problem and find remedies to it. 
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1.2 Objectives 
1. To investigate and analyses the 

utilization of online railway ticket 
booking services. 

2. The passenger's level of satisfaction will 
be measured. 

3. To discover the issues that customers 
have with online railway ticket purchase. 
 

2. Literature Review 
Many nations' economies are turning out to be 
progressively dependent on the assistance area. 
Conveying quality help is viewed as an essential 
methodology for progress and endurance in the 
present worldwide serious environment 
(Parasuraman et al., 1985; Reich held and Sasser, 
1990; Zeithaml et al., 1990). Indeed, even open 
area associations are under expanding strain to 
offer excellent types of assistance and increment 
effectiveness (Randall and Senior, 1994). 
(Robinson, 2003). 
With regards to taxpayer supported organizations 
and their quality prerequisites, client needs and 
assumptions are moving. In any case, progress in 
open area administration quality is humble, 
exasperated by issues in assessing results, 
expanded public and press examination, an 
absence of attentiveness to act for arbitrary 
reasons, and a need that decisions be made as per 
the law. 
Administration quality is portrayed by 
Parasuraman et al. (1988) as an association's 
ability to meet or surpass client assumptions. It's 
the disparity between what clients anticipate 
from administration and what they really get 
(Zeithaml et al., 1990). 
Clients' assumptions are contrasted with their 
perspectives on help given by suppliers to decide 
apparent assistance quality (Zeithaml et al., 
1990). 

Whenever assumptions surpass execution, saw 
quality misses the mark concerning assumptions, 
bringing about client disappointment 
(Parasuraman et al., 1985; Lewis and Mitchell, 
1990).In their study "Service quality of south 
Indian railway determines of satisfaction in 
trains," Sheeba.A. A and Dr. K. Kumuthedevi 
(2013) found that service quality may be 
described as a consumer's impression of how 
well their service needs are met. The study's goal 
is to discover the factors that Indian railways 
supplied for train passengers. With the help of 
the questionnaire, they were able to achieve their 
goal. The statistical research revealed that safety 
and security are the most critical factors in 
determining consumer happiness. 
Dr.U. Sirnivasa Roa (2018) "Passenger 
Satisfaction with Indian Railway Catering and 
Tourism Corporation Limited (IRCTC) Catering 
Services" According to the survey, Indian 
railways have the largest volume of hospitality 
and catering services in the world, serving 22 
million passengers every day. The level of 
passenger satisfaction with Indian railways' food 
service. The information was gathered from both 
primary and secondary sources. To avoid 
overcharging, typical meals should be priced in 
multiples of Rs.10. Environmental and historical 
preservation are important to me. Conclusion 
The mandate of IR will be to establish effective 
quality assurance processes to ensure that 
passengers receive high-quality, hygienic 
cuisine. 
 
3. Research Methodology 
The research was carried out in Bhilai and Durg. 
A questionnaire was created for the study and 
given to the respondent. With a Likert scale, the 
questionnaire was open-ended. This 
questionnaire was written in English. The 
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questionnaire was given to responders face to 
face. Some of these were filled after a brief 
discussion on the topic of study. 
 
3.1 Objective of Study:- 
The principle objective of this study is:- 

1. Determine the amount of passenger 
satisfaction using online IRCTC 
reservations. 

2. To understand the numerous factors that 
affect passenger satisfaction with IRCTC 
online reservations. 

3. To determine the most important element 
impacting passenger satisfaction with 
IRCTC online reservations. 

 
4. Data Analysis 

 
Table: 1 Descriptive Statistics 

 

 
Table: 2 Coefficients 

The accompanying components essentially 
affect Overall Experience of Customers with 
IRCTC online Reservation: 1.Convenience, 
2.Availability of Information, 3.Safe Payment, 
4.Information Credibility, 5.Service Charges, as 

the worth of Sig. is under 0.05 for all of the 
previously mentioned classifications. 
Process span and Transaction Process Credibility 
fundamentally affected Customers' Overall 
Experience with IRCTC Online Reservation, 
since the worth of Sig. is more noteworthy than 
0.05 for these two boundaries. 
 
5. Conclusion 
Travelers are currently very much aware of the 
IRCTC's internet based reservation framework, 
which is involved by the informed populace for 
their itinerary items and ticket buy. The IRCTC 
online reservation framework is incredibly 
convenient for explorers, and therefore, it is very 
famous, with its prevalence developing 
continuously. 
Be that as it may, there are sure issues with this 
framework, for example, a high measure of 
ineffective exchanges and incessant server down 
and server crashing issues. 
The framework keeps on neglecting to convey 
smooth assistance in the midst of criticalness, 
like while booking TATKAL tickets. IRCTC 
ought to continue to attempt to further develop its 
server execution and installment passage. 
IRCTC demonstrated accuracy for online ticket 
buying, knowing that it is one of the most 
important aspects of arranging any trip or 
vacation. 
In the event of a change in plans, one can update 
their ticket bookings online and choose for a 
cancellation. 
All confirmations and cancellations can be 
received via email and cell phone. This study's 
contribution is the discovery of characteristics 
that influence passenger satisfaction with train 
system services. 
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