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Abstract— E-service is an ICT based efficient service process which eliminates hassle of age-old manual service process. 
With a view to transparency, effectiveness and reduce customer harassment, Bangladesh railway introduced e-service in it 
ticket service in 2009. 25% railway tickets are now sold through SMS and online E-Ticketing services. Before this process, 
passengers had to visit railway stations to collect ticket which was time and cost consuming. Moreover, citizens needed to wait 
long time in queue to reach ticketing counters. After implementation of E-ticketing services, passengers collect ticket without 
visiting railway station through E-Ticketing which potentially save service delivery time, cost and number of passengers’ 
visits to stations. This study was conducted to evaluate whether E-Ticketing saves time, cost and number of visit of the service 
recipients. Based on 384 samples, the study revealed that average time reduced by 75% in E-Ticketing than manual process, 
average cost reduced by 84% to collect ticket in E-Ticketing and no visit is required as passengers use own mobile or 
computers to generate tickets. In terms of satisfaction 19% people were very satisfied, 62% were satisfied and 17% were 
moderately satisfied. 
 
Index Terms—E-Service, E-Ticketing, TCV.  
 
I. INTRODUCTION 
 
The transport system of Bangladesh consists of roads, 
railways, inland waterways and airs. Bangladesh 
railway is one of the most safe, reliable and time 
efficient transport services. Before riding a train it is 
necessary to buy a ticket. People face many problems 
in buying tickets. In manual system of ticketing, they 
need to visit the railway station to buy an advance 
ticket 2 or 3 days before starting journey which was 
cost consuming. The availability of the ticket was 
limited due to black marketing. To collect a ticket it 
was needed to stand in long queue for a long time. 
Sometimes in spite of standing in a long queue for a 
long time people had not got their desired ticket. In 
spite of many hassles, people were bound to face these 
bored situations.    
 
However, considering these hassles faced by people, 
government introduced E-Ticket through SMS on 
March 2009 and later on May 2012 it introduced 
through online. Now people no need to stand in long 
queue. The ticket collection process is simple, reliable 
and secured, very little charges for accessing the 
service, works on all handsets, simple user guided 
menu- book ticket, search for stations, trains, 
availability. It avail the passengers with faster, simpler 
and more flexible ticketing system. Access to 
Information (a2i) program revealed that Bangladesh 
Railway has sold 2,039,224 tickets online and total 
transaction for the e-ticket system was recorded at 
USD 10 million approximately till 2015. The 
Bangladesh Railway has saved USD 1.6 million 
through the e-ticketing system. 

In the international context, several works have 
conducted on Railway E-Ticketing service. Among 
them Heneberg Dominik, Maike Puhe, Mohamed 
Mezghani, Pooja Gautam are remarkable. However, 
as a new service in Bangladesh, no study has been 
found regarding this issues rather a previous study of 
access to information (a2i) program, prime ministers; 
office of Bangladesh. This study was conducted with 
broad objective of evaluating previous ticket service 
and E-Ticketing service from comparative TCV 
(Time, Cost and Visit) perspective. The study also 
explores the service recipients’ attitude towards 
E-Ticketing service.  
 
II. LITERATURE REVIEW 
 
Vision-21 is designed by Bangladesh government to 
digitalize in all sector of government services. With a 
view to fulfill this agenda recently, the government of 
Bangladesh has introduced a large number of 
e-services. Railway e-ticketing is one of them. An 
electronic version of the paper ticket is E-Ticket. It is a 
digital ticket system. Once the ticket is purchased 
either from own mobile or through the mobile cash 
points, passengers will receive an e-ticket 
with e-ticket number in their mobile phone as reply 
SMS. Passengers can go to source/starting station just 
an hour before the journey time and take printed ticket 
by mentioning the e-ticket number and his/her mobile 
number (which was used for mobile ticketing). Now 
total 25% tickets are reserved for both SMS and online 
system. The service is available on Dhaka, 
Chittagong, Rajshahi and Sylhet routes. Two mobile 
company Banglalink and Grameenphone started 
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E-Ticketing system at inter-city train by SMS on 
March 2009. It is necessary to complete a registration 
process through mobile phone to get this service. For 
registration at first going to the mobile message 
option, need to send a SMS to 1200 writing TKET. If 
registration is completed, a four digit pin number is 
sent to the concern mobile number from mobile 
company. Then concern client need to refill his or her 
mobile with necessary taka to get ticket. 
E-Ticketing reduces corruption in getting ticket. 
Manual ticket is paper based which can be modified or 
duplicated with modern image processing and 
printing technology. E-Ticketing prevents such 
fraudulent behavior (Heneberg, 2008). Meenakumari 
(2015) in a study mentioned that E-Ticketing 
improves the service quality as well as enables ease of 
use, flexible mode of choice, save time and money. 
Mezghani (2008) in a study found that “In public 
transport, e-ticketing systems are not only means of 
payment but process huge amount of information 
which offer a large range of possibilities to make 
public transport easier to use, to manage and to 
control. E-Ticketing avail the service recipients to buy 
ticket in a more convenient way since the service is 
available in any geographical location including 
home, and any time of the day, any day of the year 
(Karami, 2006). Besides, online ticket service 
provides the relevant information about the service 
and no manpower is needed to provide this service. 
The following table presents the literature on 
e-ticketing. 
 

Table 1: Literature Review on e-ticketing 

 

 
 
However, in Asia and other parts of the world where 
the connection speed and availability is poor may find 
it hard to access the website of book tickets (Abdullah 
& Kadhim, 2016). On the other hand in much of the 
less developed part of the world, besides internet 
connectivity, the limited knowledge and access to 
technology can also hinder the chances of using this 
service. As a result, many people in the developing 
world still use the traditional method of purchasing 
tickets from the offices of travel agents. Railway 
E-Ticketing avails the people to collect ticket without 
facing difficulties as well as saves time, cost and 
number of visits. As a new service in Bangladesh, it 
has many challenges. Some initiatives should take to 
make this service more citizens responsive.  In another 
study of Access to Information(a2i) program entitled 
‘TCV Analysis of Bangladesh Railway E-Ticketing 
System (2014) found that passengers were 
complaining about paucity of tickets, long waiting 
periods at railway stations to collect ticket and faced 
harassment in manual process.  
 
III. METHODOLOGY 
 
The study is about railway E-Ticketing. From 2009 to 
2016 about 5 lacs people received E-Ticketing service 
in whole country. Therefore these 5 lacs people were 
the study population who received E-Ticketing 
service. Among them 384 sample size were 
determined using sample size formula. These 384 
samples were selected using simple random sampling. 
Data were collected through semi-structured 
interviews and according to availability of 
respondents, a total of 384 interviews were conducted 
over phone. Data entry or importation was done 
concurrently with data collection. Data was analyzed 
in SPSS software. Data were reviewed, edited and 
cleaned by performing a series of frequency and data 
checks.  
 
IV. FINDINGS 
 
This study was conducted to evaluate E-Ticketing 
service from TCV perspective. Study revealed that 
E-Ticketing service saved service recipients time, cost 
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and number of visits. Study also showed that E-Ticket 
took less time and effort than manual process. 

 
Figure 1: Way of collecting railway ticket 

 
Figure 1 revealed the way of collecting railway ticket. 
According to the figure about 16% service recipients 
collect ticket through online whereas 9% service 
recipients collect the ticket manually. On the other 
hand, 75% informants collect ticket in both processes 
according to their convenient time. 

 
Table 2: procedures of Collecting E- Ticket 

 
Table 2 provides the information about the procedures 
of collecting e- ticket. From the above table it is seen 
that 70% respondents mentioned that collect ticket 
through online whereas 30% respondents collect 
ticket through SMS. It is also an indication of the 
percentages of online user.  
 

Table 3: Media of collecting E-Ticket 

 
Finding showed that about 50% informants stated that 
used own laptop in collecting E-Ticket while 25% 
informants used customer care. According to the table 
3, 21% service recipients cited used own laptop for 
E-Ticketing whereas only 1% cyber cafes.  
 

Table 4: Advantages of collecting ticket in both procedures 
(multiple responses) 

 

Table 4 depicts the advantages of collecting ticket in 
both procedures. According to the table about 84% 
service recipients opined that less time needed to 
collect ticket in E-ticketing service while it was 4% in 
manual service. In E-Ticketing service 63% 
respondents cited that less cost required to 
E-Ticketing service whereas there is no such type of 
facility in manual service. From the table it is seen that 
54% respondents mentioned that faced less 
harassment collecting E-Ticket whereas it was only 
5% in manual service. It is not needed to stand in line 
(4%) in E-Ticketing but it cannot imagine in manual 
procedure. 
 
Table 5: Challenges of collecting ticket through both procedures 

(multiple responses) 

 

 
 
Table 5 illustrates the disadvantage of collecting ticket 
through both procedures. The above table indicates 
that 67% service recipients cited E-Ticketing was 
more difficult process where it was 11% in manual 
service. Service recipients considered E-ticketing as a 
difficult process because to print the soft copy and 
collect hard copy they needed to visit e-booth (railway 
station).  In E-ticketing service 60% respondents 
opined less internet speed. About 42% service 
recipients in E-Ticketing mentioned monthly ticket 
collection restriction whereas it was 1% in manual 
process. In E-Ticketing one person can collect ticket 
three times in one month. About 11% service 
recipients in E-Ticketing exposed more harassment 
while this was 57% in manual process. About 5% 
respondents in E- Ticketing mentioned more time 
needed whereas this was 52% in manual service 
process. As people needed to visit railway station and 
most of the time needed to stand long queue so more 
time needed in manual process. In E-Ticketing 1% 
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respondents opinioned more cost needed while this 
was 53% in manual service process. 

 
Figure 2: Satisfaction level after receiving railway E-ticket 

service 
 
From figure 2 it is seen that 19% service recipients 
were very satisfied , others were satisfied (64%) and 
rest of them were moderately satisfied (17%) in 
receiving E-Ticketing service. It is an indication that 
satisfaction level is very promising in E-Ticketing 
service. 
 

Table 6: Reasons behind the satisfaction of the respondents in 
both procedures (Multiple Response) 

 

 
 
There are some reasons behind the satisfaction level in 
both procedures. Finding revealed that 87% service 
recipients were satisfied due to less time in 
E-Ticketing service whereas this was 33% in manual 
process. About 66% respondents in E-Ticketing were 
satisfied because of less cost. In E-Ticketing service 
51% respondents were satisfied due to less harassment 
while this was 33% in manual process. Therefore it 
can be said that E-Ticketing service is highly 
appreciated by the service recipients. 
 

 
Figure 3: Total time required to collect ticket in both procedures 

From TCV perspective, time is very important. Figure 
3 provide the information about total time required to 
collect ticket in both procedure. In E-Ticketing 68% 
service recipients opined that collected ticket within 
15 minutes which is not possible in manual process. In 
contrast, about 25% service recipients in E-Ticketing 
cited it took 30 minutes in collecting ticket whereas 
this was 2% in manual process. About 7% service 
recipients mentioned it took 1 hour 50 minutes in 
E-Ticketing while it was 43% in manual process. 
 

 
Figure 4: Total cost required to collect ticket in both procedures 
 
Study revealed, about 90% respondents cited it took 25 
taka to collect ticket in E-Ticketing while this was 
10% in manual process. According to the graph 7% 
service recipients mentioned it 50 taka to collect 
E-ticketing whereas it was 25% in manual process. On 
the other hand, 3% respondents in E-Ticketing and 
50% respondents in manual process exposed it 
required 200 taka to collect ticket. The USD to 
Bangladeshi taka exchange rate is 1 USD = 78.3202 
BDT on April 2016. 
 

 
Figure 5: Total visit required to visit to collect ticket in both 

procedures 
 
In Figure 5 it is seen that 79% informants cited no visit 
required to collect ticket in E-Ticketing as they use 
their own mobile or computer which is impossible in 
manual process without visiting. According to figure, 
it was needed to 1 visit (21%) to collect ticket in 
E-Ticketing while this was 82% in manual process. In 
contrast, 18% respondents exposed that 2 or 3 visits 
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needed to collect ticket in manual process which was 
more time and cost consuming. 

 
Figure 6: Average time, cost and visit in both procedures 

 
Figure 6 illustrate the average time, cost and number 
of visits in both procedures. Comparing with manual 
process, in E-Ticketing average time has been reduced 
by 75%. Similarly, average cost reduced by 84% to 
collect ticket in E-Ticketing than manual process.  In 
E-Ticketing no visit required as most of the cases 
people use their own computers. In E-Ticketing 
average time save 1 hours 30 minutes, average cost 
save 127 taka than manual process. 
 
Socio-Economic impact of railway E-Ticketing 
According to the finding it is seen that railway 
E-Ticketing saves time, cost and number of visits of 
the service recipients.  To scrutinize how people spend 
their save time and cost, most of them cited that they 
spent their save time in their work/job, for household 
activities such as in taking care of their children. 
Spent save cost for study medicine and educational 
expense. 
 
The service recipients also informed that because of 
E-Ticketing they are habituating in online service, 
increasing the capacity for using ICT. Therefore the 
country is becoming digitalized. Furthermore due to 
E-Ticketing increasing the number of public transport 
usage; reduction of traffic congestion.  
 

 

 
 
CONCLUSION 
 
From TCV perspective, E-Ticketing has been 
considered as one of the most successful service 
process. It ensures the quality service with limited 
cost. E-Ticketing give the service recipients free from 
hampering other activities. However, although 
E-Ticketing saves the TCV of the service recipients 
but service recipients face some difficulties such 
monthly ticket collection restriction, less internet 
problem and it considered as a difficult procedure. To 
overcome these difficulties it is imperative to increase 
the allocation of percentage of E-Ticketing, increase 
the speed of internet and make this service more 
user-friendly. Toward digitalization Railway 
E-Ticketing is a good initiative. It is a milestone 
toward digital Bangladesh. Railway E-Ticketing has 
proved to be an easy, cost efficient and convenient 
service. It is eliminating the long time waiting in long 
queue to collect ticket. People can collect ticket using 
their own mobile or computer. It appears as a 
transparent and TCV saving process. Now online 
access has increased vastly in Bangladesh and people 
prefer online service than manual service. Railway 
E-Ticketing avail the people to collect ticket with less 
cost, less time and without visiting. This digitalization 
of ticket service encourages people to journey by train 
as well as increasing revenue of the country from this 
sector. Comparative analysis between manual and 
E-Ticketing showed to collect ticket manually 
required more TCV than E-Ticketing. Therefore it is 
imperative to raise awareness among service 
recipients of Bangladesh railway to use E-Ticketing.  
 
ACKNOWLEDGEMENTS 
 
This work was supported by Government of 
Bangladesh, UNDP and USAID. The authors, 
therefore, gratefully acknowledge their technical and 
financial support. 
 
REFERENCES 
 
[1]     Abdullah, M. N., & Kadhim, E. H. (2016). Airline Mobile 

Reservation Development. development, 3(10). 

http://iraj.in


International Journal of Management and Applied Science, ISSN: 2394-7926                                                    Volume-3, Issue-7, Jul.-2017 
http://iraj.in 

Assessing E-Ticketing Services of Bangladesh Railway through the Tunnel of TCV+ Model 
 

75 

[2]     Alexander, M., & Hamilton, K. (2015). A ‘placeful’station? The 
community role in place making and improving hedonic value at 
local railway stations. Transportation Research Part A: Policy 
and Practice, 82, 65-77. 

[3]     Álvarez-SanJaime, Ó., Cantos-Sanchez, P., Moner-Colonques, 
R., & Sempere-Monerris, J. J. (2016). Rail access charges and 
internal competition in high speed trains. Transport Policy, 49, 
184-195. 

[4]     Arnone, M., Delmastro, T., Giacosa, G., Paoletti, M., & Villata, 
P. (2016). The Potential of E-ticketing for Public Transport 
Planning: The Piedmont Region Case Study. Transportation 
Research Procedia, 18, 3-10. 

[5]     Fu, H., Nie, L., Meng, L., Sperry, B. R., & He, Z. (2015). A 
hierarchical line planning approach for a large-scale high speed 
rail network: The China case. Transportation Research Part A: 
Policy and Practice, 75, 61-83. 

[6]     Gautam, P. (2015). Online Airline Ticketing System. 
[7]     Haneberg, D. (2008). Electronic ticketing: risks in e-commerce 

applications. In Digital excellence (pp. 55-66). Springer Berlin 
Heidelberg. 

[8]     Huiling Fu, Lei Nie , Lingyun Meng , Benjamin R. Sperry , 
Zhenhuan He (2015); A hierarchical line planning approach for 
a large-scale highspeed rail network: The China case. 

[9]     Jade, R., Molková, T., & Kvizda, M. (2015). Role of railways in 
empowering travelers: A case study from the Czech Republic. 
Journal of Rail Transport Planning & Management, 5(2), 31-49. 

[10] Karami, M. (2006). Factors influencing adoption of online 
ticketing. Master Tesis, Lulea. 

[11] Lidén, T., & Joborn, M. (2016). Dimensioning windows for 
railway infrastructure maintenance: Cost efficiency versus traffic 

impact. Journal of Rail Transport Planning & Management, 
6(1), 32-47. 

[12] Martin Kendra, Jaroslav Masek, Jan Panicky, Tomas Skrucany ; 
Proposal of methodology for calculating the quantity of 
validation machines in railway transport: 6th Transport Research 
Arena April 18-21, 2016 

[13] Matthew Alexander, Kathy Hamilton (2015): A ‘placeful’ 
station? The community role in place making and improving 
hedonic value at local railway stations 

[14] Maurizio Arnonea, Tiziana Delmastroa, Giulia Giacosaa, 
Mauro Paolettib, Paolo Villatab (2016) The potential of 
e-ticketing for public transport planning: the Piedmont region 
case study ; Transportation Research Procedia 18 ( 2016 ) 3 – 10 

[15] Meenakumari, J. (2015). Enhanced &Integrated E-Ticketing-An 
One Stop Solution. International Journal, 3(6). 

[16] Mezghani, M. (2008). Study on electronic ticketing in public 
transport. European Metropolitan Transport Authorities 
(EMTA), 56, 38. 

[17] Per Thorlacius, Jesper Larsen, Marco Laumanns; An integrated 
rolling stock planning model for the Copenhagen suburban 
passenger railway:  Journal of Rail Transport Planning & 
Management 5 (2015) 240e262. 

[18] Puhe, M., Edelmann, M., & Reichenbach, M. (2014). Integrated 
urban e-ticketing for public transport and touristic 
sites. European Parliament/STOA–ETAG, Brussels. 

[19] Radhika Jade, Tatiana Molkova , Martin Kvizda (2016); Role of 
railways in empowering travelers: A case studyfrom the Czech 
Republic  

[20] Zuduo Zheng, Simon Washington, Paul Hyland, Keith Sloan, 
Yulin Liu (2016): Preference heterogeneity in mode choice 
based on a nationwide survey with a focus on urban rail.  

 
 
 
 
 

 

http://iraj.in

