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ABSTRACT 
 

 Pakistan Railways Freight System (PRFS) is better, safer and cheaper cash cow but 

clients normally prefer freight transportation through roads network which is more costly, 

risky. This paper explores clients’ knowledge and employees’ perception to probe the  

poor performance of PRFS. Five theoretical effects characterize the present mechanism: 

(1) customer satisfaction with responsibility and speed of PRFS performance; (2) rates 

comparison; (3) attention to clients’ feedback; (4) information system regarding delivery 

of items; and (5) need to improve services. These five effects establish the fact that the 

better the level of these effects is, the better is the PRFS performance level. The analysis 

shows that the lack of attention to clients’ feedback strongly impacts the transport service. 

The shift to road freight transport is not due to freight rates rather due to delay in service 

and poor attention to feedback mechanism. The results help an insight in the challenge of 

PRFS performance and need to be considered for devising a strategic PRFS policy for 

future.  
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1. INTRODUCTION 
 

 In order to ensure an understanding of the performance today, there exists a need to 

assess the efficient freight transport by the systems employees and users. This can only be 

learnt on the basis of (1) customer satisfaction with responsibility and speed of PRFS 

performance; (2) rates comparison; (3) attention to clients’ feedback; (4) information 

system regarding delivery of items; and (5) need to improve services. Trucking is currently 

preferred in Pakistan as a mode of freight transportation. Improved roads network, just in 

time transportation, decreasing shipment sizes have enabled the user to shift from railways 

to trucks (Blanquart, C. & Burmeister, A. 2009). 
 

 Automated driving in trucks is taking place in the world. Once it is introduced in 

Pakistan, it will help in decrease in energy consumption. This helps in anticipation that 

road capacity will increase, transportation cost may decrease and finally, reliability is 

enhanced (Müller, S. & Voigtländer, F. 2019). Pakistan has started with initiatives such as 
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loading capacity, increased spatial connectivity, better platform models for freight 

allocation with a promise to deliver better services and thus, increased the road transport 

efficiency. This trucking system signals high alert for railway’s present and future. This 

will further hurt the railway’s traditional performance. The practice of public departments’ 

inefficiency in Pakistan has led to major shift of clients from railways to roads.  
 

 The improvements in the trucking system is a result of private sectors’ interest in profit 

and service oriented retention of clients as against public sector railways. Considering these 

options, this paper asserts that the train should perform better than the trucks. The fact that 

the operations of trains is in a closed environment and they are managed centrally. On the 

other hand, trucks are operating on the roads in an open environment. Multiple road users 

and external influences do have their impact on trucks. Whereas, railways enjoy long-

lasting experience. 
 

 The development in railway freight system in the world can be seen from the Next 

Generation Train freight concept. There exists autonomous individual freight wagons for 

the last station (German Aerospace Center (DLR), NGT Cargo, 2019). The first driverless 

freight train, in Australia, is operational since mid-2019 (RioTino, 2019). Whereas in 

Pakistan, the traditional PRFS is on the decline. This understanding may help in developing 

better mechanism for the strategic decisions to make railways a preferred mode of freight 

transportation than roads.  
 

 Pakistan Railways claims to have a very secure, customer-oriented, clients’ friendly 

pricing policy, serviceable and functional marketing system. The possible efforts are made 

to increase revenue through efficiency, innovation and modernization. A reliable way of 

judging clients satisfaction is through the company record. The consistency in availing the 

services shows the reliability of a service provider. The record shows negative performance 

i.e. decrease in weight carried in succeeding years (Pakistan Year Book 2017). The data 

available shows downward trend in time and region (Table 1 & 2).  
 

Table 1 

Tonnage Carried by PRFS from 2008 – 2013 

S# Year Weight Carried / Tons Decrease/ tons from Previous Year 

1 2008-09 6,937,000/ –––– 

2 2009-10 5,836,000/ 1,101,000/ 

3 2010-11 2,616,000/ 3,220,000/ 

4 2011-12 1,323,000/ 1,293,000/ 

5 2012-13 1,076,000/ 247,000/ 
 

Table 2 

Tonnage Carried by Railways in the South Asia Region 

Country 

Rail freight tonnage (millions) 

1997 

-1998 

2002 

-2003 

Average Annual Growth Rate 

(percentage) from 1997-1998 – 2002-2003 

Bangladesh (1996-2002) 

India (1998-2003) 

Pakistan (1999-2000) 

Sri Lanka (1996-2003) 

2.5 

445.5 

5.4 

1.1 

0.9 

542.7 

4.8 

1.6 

-9.1 

3.6 

-5.6 

6.5 
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 Once installed, the railway setup is functional for a longer period of time i.e. over 
generations as compared to the other means of transport. Such elements of permanence 
prove to be trustworthy, convenient and reliable for clients. China and India are 
continuously improving the standards of their railways freight systems so that they are 
updated and ensure more reliability to stabilize the customer volume (Sharma, & Kumar, 
2014). Be the purpose to maintain the performance and efficiency of an organization or to 
improve it, it is necessary to look for all the measures that account for the motivation of its 
workforce. Therefore, this research addresses the question of PRFS performance from 
employees’ and clients’ perspectives.  

 

2. EMPLOYEES AND CLIENTS’ PERCEPTION 
 

 The employees perspective relating to their activities, self-work progress, open culture, 
trust, visible and supportive environment to implement quality management, quality 
philosophy, customer centred, alignment to strategic vision are quite active areas of 
research. The basic understanding of employees’ perception to performance can be 
visualized through their required behavior and competencies. It includes individual 
responsibilities and expected objectives. This ensures an alignment between individuals’ 
behavior and individual goals. It also observes alignment between individual goals and the 
strategic organization goals (DeNisi and Murphy, 2017). This paper explores and validates 
the employees’ perception regarding customer satisfaction with responsibility and speed of 
PRFS performance; rates comparison; attention to clients’ feedback; information system 
regarding delivery of items; and need to improve services. These five effects help in 
understanding that the better the level of the five effects is, the better is the level of PRFS 
performance. Understanding employee perception on these areas can help devising policies 
for developing a better performance mechanism necessary to uplift the railways freight 
system in line with the other countries and global requirements. Considering that PRFS has 
a public management system design, the service quality to be achieved as perceived by 
employees may be in line with the existing needs. The study seeks to evaluate the influence 
of employee perception on PRFS performance. 
 

 Similarly clients’ perception regarding the service quality centers around their 
understanding of the services received. Customer satisfaction refers to the extent to which 
the expectations of a customer are met by a company/ organization or a service provider 
(Jiang, Xu, Cui, Zhang, & Yang, 2019). However, an institution or service provider is 
confident in terms of the quality of services it provides to its worthy customers, the client’s 
satisfaction and the extent to which a client repeats hiring an organization for providing the 
same service has its own importance that cannot be denied. Without a proper performance 
episode, the organization cannot envision growth in its volume and in future market share. 
This cannot be ensured without undertaking the clients’ perception.  
 

 PRFS provides freight services at cheaper rates to its clients, still the shift from PRFS 
to trucks is on. This is known as competing by product quality through better service 
delivery mechanism and availing the opportunity. Pakistan Railways remains a liability as 
it is one of the public organizations. Client interface for freight service provision, which is 
affecting the acceptance of services needs to be explored. This study, therefore, articulates 
and empirically validates the perceived quality and level of general satisfaction with PRFS 
services of clients. In addition, the study is useful as it determine the correlations between 
the factors influencing clients’ perception regarding quality and their overall general 
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satisfaction with PRFS services. To undertake this accurately, the study specifically seeks 
to: examine the effect of customer perception on responsibility and speed of PRFS 
performance; compare the rates of PRFS with those of trucks; attention paid to clients 
feedback on the services provided; effectiveness of information system on the delivery of 
goods and services; and ascertain the need to improve the system.  
 

 Employees face the customers and are instrumental to ensure their satisfaction. They 
must be made well aware of all the research processes, activities, inferences and findings 
to avoid any false commitments with the clients, or any possible disinformation as per the 
provision of services is concerned (Renda, 2018). Similarly, mong the factors responsible 
for measuring organization performance, customer satisfaction is chiefly measured to make 
the customer look into the heart of the serving organization (Arafat, M. 2019). 
Organizations measure customer satisfaction regularly to know the customer needs and to 
develop a performance improvement activity. This practice helps in developing an insight 
into the existing standards of service and making future decisions about planning the 
policies that cater to improve the stability of the company. In the light of the mentioned 
facts, this study aims to analyze the employees and customers’ level of satisfaction with 
PRFS. This investigation helps inform the customers’ mindset about the competence of 
PRFS and the efficiency of its services from the customers’ viewpoint.  

 

2.1 Conceptual Model of PRFS 
 This paper conceptualizes freight rates mediating impact between the relationship of 
customers’ feedback, responsibility and speed, need to improve, and information system, 
and PRFS performance. Freight rates have direct impact on PRFS performance. Customer 
feedback, responsibility and speed, need to improve and information system has direct 
impact on PRFS performance (Fig. 1). 
 

 
Figure 1: Conceptual Model for PRFS Performance 

 

3. RESEARCH DESIGN, POPULATION AND SAMPLE OF THE STUDY 
 

 This is a cross-sectional study that explores the perception of PRFS employees and 

clients regarding PRFS performance on the developed construct. The total target 

population for the study comprises approximately a) 10,020 customers of PRFS calculated 
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on the basis of average of daily visits of the customers and 13,035 employees at three major 

divisions i.e. Lahore, Multan and Peshawar. A total of 250 employees and 250 clients were 

planned from the target population through random sampling technique from the three 

divisions with less than 10% standard errors (SE) on division level and less than 5% 

standard error on overall level. 
 

 The received responses in questionnaires are back checked and incomplete one is 

rejected. Some respondents did not return the questionnaires and they are treated as non-

responded. In case of any confusion or logical mistake, the respondents are contacted too 

make possible corrections (Table 3).  

 

Table 3 

Responses Collected from Sample Employees and Clients of Pakistan Railways 

Division 

Employees Clients 

Response Achieved 
Response 

Rate % 
Response Achieved 

Response 

Rate % 

Lahore 125 86 68.8 100 97 97 

Multan 81 54 66.7 85 63 62.3 

Peshawar 44 30 68.2 65 33 60 

Total 250 170 68 250 193 77 

 

3.2 Designing the Questionnaires  

 The discoveries in the literature review led this research to collect the opinions of 

employees and clients regarding the PRFS’ Performance for designing the questionnaire. 

Accordingly, the researcher visited twenty employees and ten different clients of PRFS and 

had discussions with them about their opinions regarding the PRFS’ performance. After 

the discussion the questionnaire items were determined and the questionnaires for PRFS 

employees and clients were prepared. The Linguistics were contacted to check the 

appropriateness of the language of the questionnaires. Then pilot testing procedure from 

20 employees and 20 clients helped improve the contents of the questionnaire. 
 

 Based on the sample size of the study and its parameters, this paper is an attempt in 

reduction of the number of parameters for measurement. For the customer satisfaction with 

the responsibility and speed; freight rates comparison; information system regarding 

deliver of items; need to improve services scales, and PRFS performance, this paper 

follows the procedure (Mathieu and Farr 1991) and developed a subscale which consists 

of four items, five items, four items, three items and six items respectively for each of them 

. For the attention paid to clients’ complain scale (customer feedback), this paper follows 

the procedure described by Williams and Anderson (1994) and created single item 

indicator on the Likert scale ranging from 1 to 5 (1 = strongly disagree up to 5 = strongly 

agree).The survey designed required 5 minutes of respondents. The respondents are 

informed regarding the use of information for only research purposes. 

 

3.3 Demographic Variables 

 In data analysis through SPSS, the demographic describes them in terms of their ages, 

their local backgrounds, their gender and their education. The trend shows that 94.2% 

employees and 75.8% clients are above 25 years of age. Thus the survey is more reliable, 
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as it establishes the maturity of the respondents. Similarly, most of the respondents belong 

to urban areas and possess graduation and above qualification. This helps in reliance of 

data (Table 4). 

 

Table 4 

Respondents Demographics 

Attribute 
Employees Clients 

Frequency Percentage Frequency Percentage 

Age 
Up to 25 10 5.8 47 24.2 

Above 25 160 94.2 147 75.8 

Background 
Urban 153 90.1 149 76.4 

Rural 17 8.9 35 23.6 

Gender 
Male 160 94.2 179 92.3 

Female 10 5.8 15 7.7 

Education 
Undergraduate 49 29 65 41.5 

Graduate & above 121 71 129 58.5 

 

3.4 Study Variables from Employees and Clients’ Perspective 

 Employees perception (agree and strongly agree) regarding customer satisfaction with 

the responsibility and speed (64/170, 37.7%); freight rates (153/170, 90.1%); attention paid 

to clients (145/170, 85.3%); information system regarding delivery of items (115/170, 

67.6%); need to improve services (145/170, 85.3%); and PRFS performance (23/170, 

13.8%). Although enjoying a cutting edge with freight rates, the dissatisfaction of 

employees with PRFS performance is very serious and there exists a need to look into it.  

 

Table 5 

Employee Perception of PRFS Performance 

Variable 
S.Disagree Disagree Neutral Agree S.Agree 

Fr %age Fr %age Fr %age Fr %age Fr %age 

Customers’ satisfaction 

with the responsibility 

and speed 

80 47 24 14.1 2 1.2 54 31.8 10 5.9 

Freight rates cheaper 

than other means 
5 2.9 10 5.9 2 1.2 54 31.9 99 58.2 

Attention paid to clients’ 

complaints 
5 2.9 18 10.6 2 1.2 95 55.9 50 29.4 

Information system 

regarding delivery of 

items 

5 2.9 48 28.2 2 1.2 65 38.2 50 29.4 

Need to improve services 5 2.9 18 10.6 2 1.2 95 55.9 50 29.4 

PRFS performance 77 45 65 38.2 5 2.9 8 4.8 15 9 

 

 Clients’ perception (agree and strongly agree) regarding customer satisfaction with the 

responsibility and speed (89/193, 46.1%); freight rates (179/193, 92.7%); attention paid to 

clients (65/193, 33.6%); information system regarding delivery of items (66/193, 34.2%); 
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need to improve services (172/193, 89.1%); and PRFS performance (73/193, 37.8%). 

Clients’ dissatisfaction with performance and information system regarding delivery of 

items are serious areas of concern. Interestingly, both employees and clients have 

agreements on PRFS poor performance.  

 

Table 6 

Clients’ Perception of PRFS Performance 

Variable 
S.Disagree Disagree Neutral Agree S.Agree 

Fr %age Fr %age Fr %age Fr %age Fr %age 

Customers’ satisfaction 

with the responsibility 

and speed 

84 43.5 19 9.8 1 0.5 83 43 6 3.1 

Freight Rates Cheaper 

than other means 
3 1.5 5 2.6 6 3.1 58 30 121 62.7 

Attention paid to clients’ 

complaints 
64 33.1 33 17 31 16 31 16 34 17.6 

Information system 

regarding delivery of 

items 

63 32.6 41 21.2 23 11.9 51 26.4 15 7.8 

Need to improve services 3 1.5 7 3.6 11 5.7 
12

4 
64.2 48 24.9 

PRFS performance 48 24.9 51 26.4 31 16 58 30 15 7.8 

 

Table 7 

Employees Mean, SD and Correlations among Study Variables 

Variables Mean S.D 1 2 3 4 5 6 

1. Customer satis. with 

the resp. and speed. 
3.59 0.38 1      

2. Cheaper freight rates 3.50 0.33 .578** 1     

3. Attention paid to 

clients’ complaints 
4.75 0.60 .521** .371** 1    

4. Inf. system of items 

delivery 
2.68 0.49 .405** .34** .385** 1   

5. Need to improve 

services 
3.75 0.45 .638** .439** .597** .426** 1  

6. PRFS performance 1.85 0.68 -.432** -.37** -.38** -.42** -.438 1 

Correlation is significant at the level 0.01 level (2- tailed). 
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Table 8 

Clients Mean, SD and Correlations among Study Variables 

Variables Mean S.D 1 2 3 4 5 6 

1. Customer satis. with 

the resp. and speed. 
3.59 0.38 1      

2. Cheaper freight rates 3.50 0.33 .578** 1     

3. Attention paid to 

clients’ complaints 
4.75 0.60 .521** .371** 1    

4. Inf. system of items 

delivery 
3.54 0.49 .405** .340** .385** 1   

5. Need to improve 

services 
3.75 0.45 .638** .439** .597** .426** 1  

6. PRFS performance 2.31 0.57 -.343** -.31** -.29** -.31** -.27* 1 

Correlation is significant at the level 0.01 level (2- tailed). 

 

3.6 Structural Model  

 The items of the constructs are analyzed on the basis of reliability, discriminant and 

convergent validity. For these validities, Anderson & Gerbing, (1988) propose the two-

stage approach. Following this approach, we tested the measurement validity of each 

construct appearing in the structural model. This precedes the estimation and test of the 

structural paths of these hypotheses.  
 

 The results of CFA indicate that loading of all items is significant. The lowest t-value 

is 8.6 on the corresponding construct (Table 9). Indicators of a pairwise comparison of the 

constructs establishes the discriminant validity. These indicators show that the latent trait 

correlations between these constructs are significantly different from one another. The 

support for convergent validity is established through significant loading estimates and the 

high construct reliabilities (Bagozzi & Yi, 1988). The latent variables discriminant validity 

is checked through χ2 difference tests. For each pair of constructs, the restricted model (the 

correlation = one) is significantly weak as compared to the freely estimated model.  
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Table 9 

Confirmatory Factor Analysis (Clients) 

Construct Indicator Estimate (t value) SMC 

Cust. Satisfaction 

CS1 0.92 (n/a) 0.87 

CS2 0.94 -26.35 0.92 

CS3 0.96 -24.16 0.89 

CS4 0.94 -22.4 0.85 

Freight Rates Comparison 

FR1 0.81 (n/a) 0.66 

FR2 0.84 -13.07 0.71 

FR3 0.86 -13.49 0.74 

FR4 0.83 -19.43 0.68 

FR5 0.87 -13.77 0.76 

Inf. Sys of Items Delivery 

IS1 0.87 (n/a)  0.61 

IS2 0.87 -30.75 0.66 

IS3 0.9 -10.6 0.58 

IS4 0.88 -11.53 0.58 

Need to Imp. Services 

NIS1 0.71 (n/a)  0.5 

NIS2 0.75 -9.41 0.56 

NIS3 0.68 -8.6 0.47 

PRFS Performance 

PRP1 0.89 (n/a)  0.8 

PRP2 0.92 -19.66 0.86 

PRP3 0.91 -18.62 0.82 

PRP4 0.91 -19 0.83 

PRP5 0.93 -20.2 0.87 

PRP6 0.89 -17.86 0.79 

Attention Paid AP1 0.9 (n/a) 0.81 

 

 Chi-square =1325.7 with df = 823, p-value 0001, RMSEA = .063; SMC: Squared 

Multiple Correlation. Note: t-values in brackets; t-values greater than 1.96 are significant; 

Estimate values are standardized values. 
 

 Fig. 2 is based on employees’ perception. The figure shows that the response variables 

provide good explanations for each explanatory variable. In this paper, the structural model 

is estimated with the help of the information received from the measurement model. The 

model shows a good fit: Chi-square = 1257.7 with df = 795, p-value 0001, RMSEA = .059; 

SMC: Squared Multiple Correlation. Note: t-values in brackets; t-values greater than 1.96 

are significant; Estimated values are standardized. 
 

 In the structural model, the six items are found to be highly correlated. This helped in 

improvement of the model fit. Comparative Fit Index (CFI) = .950, The Tucker– Lewis 

Index (TLI) = .944, Normed Fit Index (NFI) = .877, and Root Mean Squared Error of 

Approximation (RMSEA) = .059 reflect a good model fit. 
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Chi square =1257.7(p<.0001) df = 795 CFI =.950 TLI = .944 NFI = .877 RMSEA = .059 

* Significant at the p-value of 0.05 or less 

Figure 2: Employee’s Perception Model Linking Customers’ Feedback, 

Responsibility and Speed, Need to Improve and Information System to 

PRFS Performance using SEM. These are understandardized 

regression coefficients: only significant ones are presented (P<.05). 

Standard errors in parenthesis. 

 

 

 
Chi square =1325.7(p<.0001) df = 823 CFI =.960 TLI = .974 NFI = .897 RMSEA = .063 

* Significant at the p-value of 0.05 or less 

Figure 3: Clients’ Perception Model Linking Customers’ Feedback, 

Responsibility and Speed, Need to Improve and Information System to 

PRFS Performance using SEM. These are unstandardized regression 

Improve coefficients; only significant ones are presented (p<.05). 

Standard errors in parenthesis. 
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 Figure 3 is based on clients’ perception survey. This shows the overall structural model 

estimation. The estimation uses the information obtained from the measurement model. 

The model shows a good fit: Chi-square = 1325.7 with df = 823, p-value 0001,  

RMSEA = .063; SMC: Squared Multiple Correlation. Note: t-values in brackets; t-values 

greater than 1.96 are significant; Estimate values are standardized values. 
 

 In the structural model, the error terms of six items within the same construct are found 

to be significantly correlated. Model fit improved by allowing these error terms to correlate 

with each other. The fit indices show a good model fit: Comparative Fit Index (CFI) = .960, 

The Tucker– Lewis Index (TLI) = .974, Normed Fit Index (NFI) = .897, and Root Mean 

Squared Error of Approximation (RMSEA) = .063. 

 

3.4 Hypotheses Testing  

 Hypotheses are tested using estimation of structural equation modeling. An analysis of 

employees’ perception reveals that there exists a positive significant impact of customer 

feedback on cheaper freight rates. The results of hypotheses are encouraging as they show 

a significantly positive impact (β = .15, t = 2.34 and p.05). Similarly clients perception 

regarding customer feedback on cheaper freight rates is on higher side with significant 

positive impact (β = .23, t = 3.34 and p.05). Thus, employees and clients perceive that 

customers feedback positively relate to cheaper freight rates.  
 

 As per employees’ perception, H2 posits the impact of responsibility and speed of 

PRFS on cheaper freight rates. The results show a significantly positive impact (β = .28,  

t = 4.08 and p.05). Similarly clients perception regarding responsibility and speed of PRFS 

on cheaper freight rates is on higher side with significant positive impact (β = .32, t = 5.08 

and p.05). Thus, employees and clients perceive that responsibility and speed of PRFS 

positively relate to cheaper freight rates.  
 

 H3 posits the impact of need to improve on cheaper freight rates. The results indicate a 

significantly positive impact (β = .21, t = 3.29 and p.05). Similarly clients perception 

regarding responsibility and speed of PRFS on cheaper freight rates is on higher side with 

significant positive impact (β = .28, t = 4.29 and p.05). Thus, employees and clients 

perception regarding the need to improve positively relate to cheaper freight rates.  
 

 In H4, the study posits (employees’ perspective) the impact of information system 

regarding delivery of items on cheaper freight rates. The results exhibit a significantly 

positive impact (β = .11, t = 1.71 and p.05). Similarly clients perception regarding the 

impact of information system regarding delivery of items on cheaper freight rates is on 

higher side with significant positive impact (β = .21, t = 3.17 and p.05). The result is that 

employees and clients perceive that information system regarding delivery of item 

positively relate to cheaper freight rates.  
 

 Employees’ perception, regarding H5 posits the impact of cheaper freight rates on 

PRFS performance. The results exhibit a significantly positive impact (β = .62, t = 6.14 

and p.05). Similarly clients perception regarding the impact of cheaper freight rates on 

PRFS performance is on higher side with significant positive impact (β = .61, t = 10.12 and 

p.05). As a result, employees and clients perceive that cheaper freight rates relate to PRFS 

performance.  
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3.5 The Mediating Impact of Cheaper Freight Rates between the  

Relationship of Foundation and Response Variables 

 This study seeks to determine the mediating impact of cheaper freight rates between 

customer feedback and PRFS performance. The indirect effect of cheaper freight rates on 

PRFS performance needs to be more significant than the direct effect of customer feedback 

on PRFS performance. This may help demonstrate the mediating impact of cheaper freight 

rates for improving PRFS performance.  
 

 Another additional model is included for the empirical validation of mediation. We 

added an indirect path from customer feedback to PRFS performance. This followed the 

comparison of the chi-square values of the proposed model (Bagozzi & Yi, 1988). Chi-

square difference tests exhibited that the fit is clearly improved due to the addition of an 

indirect path at the 0.05 level (proposed model: χ2 = 1257.7 with df. 795 vs. alternative 

model: χ2 = 1257.5 with df. 794). The total effect of customer feedback on the basis of 

employee perception on PRFS performance is 0.77, with an indirect effect of 0.15 and a 

direct effect of 0.62 and the total effect on the basis of clients’ perception on PRFS 

performance is 0.84, with an indirect effect of 0.23 and a direct effect of 0.61. Therefore, 

from employees and customers perspective, cheaper freight rates mediate the relationship 

between customer feedback and PRFS performance.  
 

 Another comparison made in this study is regarding the magnitude of direct and indirect 

effects between responsibility and speed and PRFS performance. The total effect of 

responsibility and speed on the basis of employee perception on PRFS performance is 0.90, 

with an indirect effect of 0.28 and a direct effect of 0.62 and the total effect on the basis of 

clients’ perception on PRFS performance is 0.93, with an indirect effect of 0.32 and a direct 

effect of 0.61. Therefore, from employees and customers perspective, cheaper freight rates 

mediate the relationship between responsibility and speed and PRFS performance. 
 

 Further comparison of direct and indirect impact between need to improve and PRFS 

performance is made. The cumulative effect of need to improve on the basis of employee 

perception on PRFS performance is 0.83, with an indirect effect of 0.21 and a direct effect 

of 0.62 and the total effect on the basis of clients’ perception on PRFS performance is 0.89, 

with an indirect effect of 0.32 and a direct effect of 0.61. Therefore, from employees and 

customers perspective, cheaper freight rates mediate the relationship between need to 

improve and PRFS performance. 
 

 Finally, a comparison of direct and indirect impact between information system and 

PRFS performance is made. The cumulative effect of need to improve on the basis of 

employee perception on PRFS performance is 0.73, with an indirect effect of 0.11 and a 

direct effect of 0.62 and the total effect on the basis of clients’ perception on PRFS 

performance is 0.82, with an indirect effect of 0.21 and a direct effect of 0.61. Therefore, 

from employees and customers perspective, cheaper freight rates mediate the relationship 

between information system and PRFS performance. 

 

4. DISCUSSION 
 

 Performance of an organization, whether financial or strategic, plays a key-role in the 

establishment of an organization (Bataineh, & Alrowwad, 2018). This study in line with 

the theory of self-serving bias proves that employees’ perspective and customer perspective 
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are at variance regarding certain factors of performance and they are similar regarding the 

scope of improvement.  
 

 This research examines the mediating impact of cheaper freight rates between the 

relationship of customer feedback, responsibility and speed, need to improve and 

information system on PRFS performance. The results suggest that cheaper freight rates 

positively mediate the relationship from employees and clients perspective. This section 

discusses the theoretical and practical implications of the study. This study recommends 

the market liberalization in Pakistan through private rail companies in niche markets. Thus 

create price and service sensitivity and healthy competition for organization performance 

improvement. 
 

 This study contributes by recommending some important theoretical implications for 

public sector organization i.e. railways freight system. First, it undertakes a holistic 

analysis of cheaper freight rates by elaborating and assessing the roles of its key 

antecedents — customer feedback, responsibility and speed, need to improve and 

information system. The direct and indirect effects of cheaper freight rates on PRFS 

performance helps in understanding the importance ascribed to PRFS performance.  
 

 Another contribution of this study is to advocate the understanding of employees and 

clients’ perspectives regarding PRFS performance. This is useful in understanding the 

problem. Prior studies are generally limited to either customer or employees’ perception. 

Results on the effects of cheaper freight rates on PRFS performance suggest that previous 

studies fail to meet the standard of consistency regarding the empirical support in the 

relationship between customer feedback, responsibility and speed, need to improve and 

information system and PRFS performance owing to the survey respondents choice. The 

current study indicates that cheaper freight rates in organizations is important for both 

assessing customer feedback, responsibility and speed, need to improve and information 

system and PRFS performance.  
 

 Third, this study develops and empirically validates the construct. For empirical 

validation, it follows direct and indirect paths through structural equation modelling by 

using a construct model.  

 

4.1 Implications of the Study 

 This study offers important direction for further strategists. The introduction of a new 

research paradigm on PRFS performance through the perception of internal and external 

stakeholders i.e., employees and clients’ perceptions is the need of the hour. For visionary 

leaders, an understanding is must that the perception of internal and external stakeholders 

is important to the public sector organization's performance’. This can become a basis for 

strategic planning. Clearly, a major challenge for strategic management is to increase 

employees and clients' involvement to their initiatives in order to ensure maximum 

participation and ownership.  
 

 Second, this study shows that cheaper freight rates is an important phenomenon, which 

needs to be linked to proper feedback mechanism. The cheaper freight rates are not 

becoming an inhibition to shift the clients to trucks. So, PRFS has to improve upon 

customer feedback, responsibility and speed, need to improve and information system in 

order to stay competitive and alive with trucks to ensure performance.  
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 Finally, the more employees and clients perceive an alignment between customer 

feedback, responsibility and speed, need to improve and information system and PRFS 

performance, the more likely they are to think the better performance of the organization. 

There exists a need to replace the production system for better products to ensure returns 

of customers through regaining the lost trust and faith. 
 

 Employees and clients’ feedback mechanism strategically, influences not only 

employees' organizational commitment but also useful in improving its financial 

performance. This is including internal and external stakeholders to assess the operations 

and performance for strategic activities which may result in improvement in profits. 

Ownership of the organization resides when the voice of employees and customers is heard 

and incorporated. This develops a grounded business concept, which can further be related 

to ownership of the patents and development of working skill standards within PRFS. A 

change is mandatory, challenging but fruitful. The paper recommends that on 

organizational level and on divisional level, the structure may be aligned to ensure better 

performance and better decisions. Thus, the willingness to look for new avenues needs to 

align to organizational dynamics and its future requirements. 

 

4.2 Limitations of the Study 

 This study encompasses a number of limitations worth consideration for further 

working. The study uses a sample from three stations of Pakistan Railways i.e. Lahore, 

Multan and Peshawar. This may be a reason for generalization of the results. Second, the 

absence of use of control variables may effect on study results. The study uses only self-

reported answers for PRFS performance. Among the 170 samples from employees and 193 

from clients, some members may be unsure regarding PRFS performance. This factor 

offers opportunities for future research to move in this direction. Longitudinal studies will 

be good to conduct regarding PRFS employees and client’s perspective so that reliable data 

are collected at different times in order to check the variations in the human behavior. Data 

collected from Sindh and Baluchistan too will help explore new areas for research and 

contribute to the development of PR. 
 

 In conclusion, this study challenges researchers, strategic managers and operational 

managers to move toward more sophisticated analysis and designs. The idea that how and 

why employees and clients’ perceptions affect PRFS performance may develop better 

coordinated approach. In order to move forward, additional variables may be introduced. 

This study recommends incorporation of important variables. This may be useful for future 

researcher to achieve a more comprehensive account and develop better processes to ensure 

PRFS performance. Overwhelming preference of trucks on railways in the presence of 

cheaper freight rates is a challenge for PRFS to look into. Looking at the system of the 

PRFS value chain, the mechanism requires alignment and adjustments in the hierarchy, 

e.g. in infrastructure, train equipment, legislation, rotation planning, etc. Finally, PRFS 

may create competition by public private partnership or creating pockets for private 

enterprises to enter this system and thus, make it develop incrementally. This may ensure 

growth and finally PRFS may become sustainable and viable. 
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APPENDIX A 

 

 

MEASUREMENT ITEMS 

 

Customer Feedback (attention paid to clients).  

PRFS makes use of the stakeholder's feedback for improving the performance. 

 

Speed and Responsibility  

PRFS tries to deliver the good in time to its customers.  

PRFS tries to deliver the good with responsibility to its customers. 

PRFS activities are helpful to customers.  

PRFS considers the requirements of its clients.  

 

Cheaper Freight Rates  

PRFS rates are in commensurate with their services. 

PRFS rates are affordable for their customers. 

PRFS rates are cheaper than the trucks freight rates. 

PRFS rates are cheaper than the other cargo companies. 

 

PRFS Information System for Delivery of Goods and Services 

PRFS information system for delivery of goods and services is 24/7 available. 

PRFS information system for delivery of goods and services is active. 

PRFS information system for delivery of goods and services is accurate. 

PRFS information system for delivery of goods and services is smart. 

 

PRFS System Needs to Improve 

PRFS system is similar to the other freight systems. 

PRFS system reinforces its employees for better services. 

PRFS system reinforces its clients so that they repeatedly use their services. 

 

PRFS Performance  

PRFS employees’ performance is relevant to the work. 

PRFS performs according to the need of its customers. 

PRFS has a proper performance mechanism.  

PRFS has competitive advantage in sales growth.  

PRFS has developed a cyclical process to evaluate customers’ satisfaction. 


