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ABSTRACT 

The “Academic Discourses” on “Public and Private” partnerships in “Infrastructure 

Development” often involve the issues of “User’s Perceptions and “Employee Satisfaction” as 

two different ideologies work together. Multi party (private builders, developers, employees and 

users) work arrangements in infrastructure development owe a history of conflict and anxieties 

across the existing literature. Commuter utilizing PPP run bus terminals were found to be more 

satisfied vis-a-vis the commuters across Non-PPP run organizations in transport sectors across 

Punjab. With regard to bus terminals, the “Maintenance” of service levels matter and this factor 

was observed to dominate and exhibit maximum possible variance. The access coverage and 

volume capability needs to be retained and enhanced in order to reap the benefits of public 

private mode of bus terminal operations. 
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I. INTRODUCTION 

 

Sound infrastructure has been recognized world over as most effective stimulator for industrial & 

economic development of any country. The socio-economic development of any country is 

measured by the status of its infrastructure and allied services. It is therefore very important not 

only to build but also maintain and continuously upgrade appropriate level of infrastructure in 

the country. Broadly, infrastructure can be defined in terms of physical and social infrastructure; 

where physical infrastructure facilitates growth; social infrastructure has a direct impact on the 

quality of life. Infrastructure is a wide notion that is connected to all facets of the economy and 

human life. The term infrastructure has been used since 1927 to refer collectively to the roads, 

bridges, rail lines and similar public works that are required for an industrial economy to 

function. Transport communications, sewage, water and electrical systems all form part of the 

infrastructure. These systems tend to be investments at high cost. In general, it is location-

specific infrastructure that cannot be shifted from location to location. However, the term 
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infrastructure is also used to refer to the basic architecture of any system; mechanical, social, 

political or cultural. The expanded definition of infrastructure includes transport (e.g. roads, 

railways, ports and airports), public utilities (e.g. electricity and water supply), public services 

(e.g. fire service, flood protection, police), national services (e.g. the defence, monetary and 

postal systems, and the legal and regulatory system) along with soft infrastructure, which denotes 

institutions that maintain the health and cultural standards of the population (e.g. public 

education, health and social welfare). 

1. Types of Infrastructure 

On the basis of the above background, following are the key areas of infrastructure       

development which have been categorized under physical and social infrastructure: 

2. Physical Infrastructure 

Physical infrastructure refers to the basic physical structures required for an economy to function 

and survive like Civil Aviation, Industrial Infrastructure (Special Economic Zones and Industrial 

Parks), Ports, Posts, Power, Railways, Roads & Over Bridges and Telecommunication.          

3.  Social Infrastructure 

Social infrastructure is foundational services and structures that support the quality of life of a 

nation, region, city or neighborhood. This includes any infrastructure that goes beyond basic 

economic functions to make a community an appealing place to live like Education, Health & 

Family Welfare, Tourism & Culture, Urban Infrastructure- Urban Public Transport, Urban 

Drinking Water & Waste, Solid Waste Management, Urban Energy Management and Urban 

Environment. 

4. Present Scenario & Initiatives 

We are currently facing a lot of infrastructure provisioning issues in the public sector. The  way 

in which infrastructure was developed and provided through the public sector has caused to 

many issues i.e. inefficiency of operations, inadequate maintenance, financial inefficiency, lack 

of responses to user’s demands, neglect of the environment etc. These concerns have also been 

shared by the World Bank in the World Development Report on infrastructure as the major 

factors hampering the provision of infrastructure services in India. 

While Governments have been essentially the primary providers of infrastructure services for 

most of 20
th

 century, it is often forgotten that the early development of railways and toll roads in 

many developed countries was due to the initiative taken by private entrepreneurs. Infrastructure 

development in Punjab with the help of private participation is commendable. Punjab has been 

divided into three regions i.e. Malwa, Majha and Doaba. There are twenty two districts in 

Punjab. Out of twenty two districts, thirteen districts are covered under Malwa region, five 

districts are covered under Doaba region and four districts are covered under Majha region. In 

Punjab 11 bus terminals and 9 industrial training institutes are working with the help of private 

participation. Out of the 11 bus terminals, five are under Malwa region, three are Majha region 
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and three are under Doaba region. Similarly in case of industrial training institutes, out of 9, four 

are under Malwa region, two are Majha region and three are under Doaba region. Even in India, 

private participation in telecommunication is not a phenomenon of the nineties- private 

companies were the major provider of telecommunication services till these were nationalized in 

1943. Throughout the World, the private sector remained active in provision and operation of 

various infrastructure sectors though this has been generally overshadowed by the dominance of 

the public sector. Inefficiency of operations and inadequate maintenance can be easily witnessed 

in the Indian context as wastes in agriculture products comes to 30% simply because of poor 

infrastructure in terms of handling, poor storage and poor transportation. 

However, there are numerous challenges in infrastructure development today. These are project 

structuring, risk assessment & management, project financing, project management and 

regulatory and institutional framework. It calls for evolving businesslike approach to manage 

infrastructure, promote competition, involve stakeholders, put in place public private partnership 

and create regulatory institutions resulting in improving asset creation efficiency, asset 

management efficiency and service delivery efficiency to develop infrastructure. The role of 

Government would be that of regulator rather than controller of ensuring fair play and level 

playing ground for all stakeholders. 

5. Public Private Partnership  

There is no single internationally accepted definition of what PPP is (World Bank, 2006). The 

PPP is defined as the transfer of investment projects traditionally carried out or financed by the 

public sector to the private sector (IMF, 2004). The PPP is described as the transfer of 

investment projects traditionally carried out or funded by the public sector to the private sector. 

The PPP is sometimes referred to as a joint venture that finances and operates a government 

service or private business venture through a public partnership and one or more private sector 

organizations. Typically, in order to construct and retain the asset, a private sector consortium 

creates a special company called special purpose vehicle (SPV). 

Thus, PPP combines private-sector capital growth and sometimes public-sector capital to 

enhance public-sector facilities or asset management (Michael, 2001). The PPP may encompass 

the entire spectrum of solutions from personal involvement to pure non-recourse project 

financing through service contracting and revenue sharing partnership arrangement, while it may 

sometimes include only a small variety of project type. 

6. Public Private Partnership (PPP) – Definition  

According to World Bank, “Public Private Partnership is a cooperative venture between public 

and private sector, built on the expertise of each partner that best meets clearly defined public 

needs through common resources, shared risks and rewards.” 
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According to European Commission, “Public Private Partnership is an agreement between 

private sector and public sector who have agreed to work cooperatively to achieve specific goals, 

with shared authority and responsibility, joint investment of resources and shared risk-taking.” 

According to United Nations, “Public Private Partnership refers to innovative methods used by 

the public sector to contract with the private sector who brings capital and its ability to deliver 

projects on time and with in budget, while the public sector retains the responsibility to provide 

these services to the public in a way that benefits the public and delivers economic development 

and improvement in the quality of life.” 

In the Indian context, the term PPP is used very loosely while at the international arena, the PPP 

is adopted for developing public assets in various forms as explained in the above Table.  

According to the Ministry of Finance, Government of India, the PPP project means a project 

based on a contract or concession agreement, government or statutory entity on the one side and 

private sector company on the other side, for delivering infrastructure service on payment of user 

charges. The Planning Commission of India has defined PPP as ―mode of implementing 

government programmes/schemes in partnership with the private sector. It provides an 

opportunity for private sector partnership in financing, designing, construction, operation and 

maintenance of public sector programmes and projects. In addition, Greenfield Investment in the 

infrastructure development has also been given more encouragement in India. 

II. REVIEW OF LITERATURE 

A research (Osei, 2017) observed the incidence of the stakeholder’s perceptions about working 

with public sector and that the critical success factors were identified as legal dispute resolution 

mechanism, service delivery, timely rectification of reported operational problems, stakeholder 

consultation(Hedman, 2008), streamlining of approval process and effective changes of 

shareholdings in private consortium. The study across Ghanaian project managers (Osei, 2017) 

revealed that mindsets often clash and the public office bearer’s mindset for private sector 

participation needs change and review. 

The research on PPP (Rashid, 2010) in the education sector has been focusing on school 

education as well as university education. A recent research (Angelis, 2014) explored the 

relationship between improvements in quality vis-a-vis introduction of public private 

arrangements and observed the incidence of substantial improvements (Muralidharan, 2006) in 

coverage, affiliations as well as acceptance along with marked improvement in skill levels of the 

incumbent students. 

PPP arrangements have been observed to bring together contrasting mindsets across public and 

private sectors. Employee based perceptions of job satisfaction (Gupta, 2018) have been 

observed to suffer in case of such Public Private Partnerships. The employee based notions of 

satisfaction have been dismal and have been observed to be subject to values that are being 

promoted across the organizational cultures. A study (Buelens, 2007) on differences in work 

motivations in public and private organizations(Kjeldsen, 2018) revealed that mindset based 
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differences eventually prevail and the private sector employees (Desmidt, 2018) were observed 

to be more satisfied than the ones in public sector enterprises.  

1. Objectives of the Study 

(1) To study the user’s satisfaction level in Public Private Partnership bus terminals in Punjab. 

(2) To study the employee’s satisfaction level in Public Private Partnership bus terminals in 

Punjab. 

(3) To provide suggestions & recommendations on the basis of the finding of the study. 

 

III. RESEARCH METHODOLOGY 

Reliability evaluation: Bus Terminals 

The “Respondent” generated data was assessed for internal homogeneity with aid of reliability 

assessment tool in SPSS. Cronbach Alpha was leveraged to ascertain the respective internal data 

driven consistency amongst the responses as collected with aid of likert based questionnaire. The 

loading sub scale items were assessed for consistency examination across scales “User’s 

Perceptions” with regard to bus terminals, and “Perceptions with regard to Employee 

Satisfaction” across Bus Terminals. The responses highlighted the satisfactory state of internal 

consistency amongst the responses. 

With regard to “Bus Terminals”, the cronbach was calculated with regard to two aspects: user 

and employee satisfaction. The purpose was to ascertain the responses and their respective 

internal consistency. With regard to commuters or the users of the bus terminals in Punjab, these 

responses were evident. 

IV. DATA ANALYSUS AND DISCUSSION 

User perspective 

With regard to “User’s Perceptions Regarding Bus Terminal”, the cronbach was observed to be 

0.908 which is dominantly in satisfactory range of 0.50 to 0.99.The correlation assessment as 

part of cronbach alpha examination ascertains the presence of cross item impact. This is 

tantamount to observing that the users (daily commuters) observed the reliability index of 0.908 

signifying satisfactory achievement of internal consistency of the responses. 

Table 1: Cronbach Alpha for commuters: Bus terminals in PPP 

Reliability Statistics 

Cronbach's Alpha Cronbach's Alpha 

Based on 

Standardized Items 

No. of Items 

.908 .912 49 
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Employee Perceptions 

With regard to employee satisfaction across bus terminals, the cronbach was observed to be 

0.924 which is dominantly in satisfactory range of 0.50 to 0.99.The correlation assessment as 

part of cronbach alpha examination ascertains the presence of cross item impact. This is 

tantamount to observing that the employees observed the reliability index of 0.924 signifying 

satisfactory achievement of internal consistency of the responses. 

      

                         Table 2:Cron Bach Alpha for Employees: Bus terminals in PPP 

Reliability Statistics 

Cronbach's Alpha Cronbach's Alpha 

Based on 

Standardized Items 

No. of Items 

.924 .925 56 

 

Structural Equation Modeling 

The structural equation modeling assists in determination of the linkages across the input and the 

output variables. The regression weights as achieved across the AMOS output help interpret the 

pattern of relationships across the constituent variables in current research activity. The structural 

equation modeling (Nachtigall, 2003)is used to examine the pattern of relationships that possibly 

exist amongst the factors. The literature reflects on the presence of structural parameters across 

hypothesized underlying model. The observation of structural relationships between the latent 

variable is being observed to lead to a system of regression equations that pictorially depict the 

regressive dependencies across the factors as assumed for the study. The path diagrams in turn 

represent the relationships that possibly exist amongst the latent variables and their observable 

indicators. The rationale for use of SEM is essential in this research as this will ascertain the 

determination of the linkages that exist across all the three aspects of the topic as assumed for 

research and analysis. The research based analysis points towards the incidence of the impact 

across factors concerned. 

With regard to perceptions of users across Bus Terminals in PPP and Non-PPP mode, these 

structural equation modeling based outcomes were observed: 

 

 

 

Path Diagram 
Estimate S.E. C.R. P Label 

H7 Bus Terminal 

Performance 
<--- 

Volume 

Capability 
.341 .085 4.028 *** par_32 
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H8 Bus Terminal 

Performance 
<--- Safety .100 .060 1.656 .098 par_33 

H4 Bus Terminal 

Performance 
<--- Tidiness .099 .169 .586 .558 par_34 

H5 Bus Terminal 

Performance 
<--- 

Maintenance 

Levels 
.061 .053 1.150 .250 par_35 

H6 Bus Terminal 

Performance 
<--- 

Quality of 

Personnel 
.204 .072 2.839 .005 par_36 

H1 Bus Terminal 

Performance 
<--- Affordability .091 .077 1.175 .240 par_37 

H3 Bus Terminal 

Performance 
<--- Consistency .165 .069 2.397 .017 par_38 

H2 Bus Terminal 

Performance 
<--- Access .141 .070 2.015 .044 par_40 

 

In simpler terms, the user’s perceptions of “Volume” across current bus terminals; was observed 

to lead to 0.341 times increase in perceptions of constructive performance of bus terminals. The 

user’s sense of “Safety” while operation was observed to lead to 0.1 times increase in 

perceptions of constructive performance of bus terminals. The user’s perceptions of “Tidiness” 

across current bus terminals; was observed to lead to 0.099 times increase in perceptions of 

constructive performance of bus terminals. The user’s sense of “Maintenance Levels” was 

observed to lead to 0.61 times increase in perceptions of constructive performance of bus 

terminals. The user’s sense of “Quality of Personnel” was observed to lead to 0.204 times 

increase in perceptions of constructive performance of bus terminals. The user’s sense of 

“Affordability” while operation was observed to lead to 0.091 times increase in perceptions of 

constructive performance of bus terminals. The user’s sense of “Consistency” while operation 

was observed to lead to 0.165 times increase in perceptions of constructive performance of bus 

terminals. The user’s sense of “Access” while operation was observed to lead to 0.141 times 

increase in perceptions of constructive performance of bus terminals. The hypotheses were hence 

vindicated on the basis of cross –factor path based relationships as mentioned here: 

 

H Hypothesis Statement Est Outcome 

H7 There is significant impact of perceptions of 

“Volume Capability” on “Bus Terminal 

Performance”  

.341 

Supported 

H8 There is significant impact of perceptions of .100 Supported 
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“Safety” on “Bus Terminal Performance”  

H4 There is significant impact of perceptions of 

“Tidiness” on “Bus Terminal Performance”  
.099 

Supported 

H5 There is significant impact of perceptions of 

“Maintenance Levels” on “Bus Terminal 

Performance”  

.061 

Supported 

H6 There is significant impact of perceptions of 

“Quality of Personnel” on “Bus Terminal 

Performance”  

.204 

Supported 

H1 There is significant impact of perceptions of 

“Affordability” on “Bus Terminal Performance”  
.091 

Supported 

H3 There is significant impact of perceptions of 

“Consistency” on “Bus Terminal Performance”  
.165 

Supported 

H2 There is significant impact of perceptions of 

“Access” on “Bus Terminal Performance” 
.141 

Supported 

 

With regard to perceptions of employees across Bus Terminals in PPP and Non-PPP mode, these 

structural equation modeling based outcomes were observed: 

 

 Path Diagram Estimate S.E. C.R. P Label 

H12 
Stability <--- 

Access to 

departmental 

Resources 

0.179 0.046 3.914 *** par_39 

H11 
Stability <--- 

Relationship with 

supervisor 
0.116 0.031 3.718 *** par_40 

H16 Employee 

Satisfaction 
<--- Pay 0.249 0.085 2.942 0.003 par_30 

H13 Employee 

Satisfaction 
<--- Stability 0.316 0.299 1.056 0.291 par_31 

H14 Employee 

Satisfaction 
<--- 

Fair Interpersonal 

Treatment 
0.100 0.063 0.165 0.869 par_32 

H9 Employee 

Satisfaction 
<--- Management Skills 0.432 0.107 4.049 *** par_33 

H10 Employee 

Satisfaction 
<--- Job Conditions 0.206 0.087 2.385 0.017 par_34 
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H15 Employee 

Satisfaction 
<--- Co-Workers 0.138 0.076 1.811 0.07 par_36 

 

Similarly in case of “Employee Satisfaction” dimensions, the following outcomes were 

observed. The structural equation modeling revealed the incidence of the extensive cross factor 

relationships. The employee’s “Access to Departmental Resources” was observed to lead to 

0.179 times increase in prospects for “Stability of Professional Development”. The employee 

based perceptions of “Relationships with Supervisor” was observed to lead to 0.116 times 

increase in prospects for “Stability of Professional Development”. In similar manner, the 

employee perceptions across infrastructure projects executing companies, opinioned that “Pay” 

based expectations seem to lead to 0.249 times increase in sense of “Employee Satisfaction”. The 

employee based perceptions of “Stability of Professional Development” were observed to lead to 

0.316 times increase in sense of “Employee Satisfaction”. Similarly the employee’s sense of 

“Fair Interpersonal” treatment was observed to lead to 0.100 times increase in sense of 

“Employee Satisfaction”. The respective employee based perceptions of management skills was 

observed to lead to 0.432 times increase in their sense of employee satisfaction. In respective 

manner, the employee based perceptions of job conditions was observed to lead to 0.206 times 

increase in sense of employee satisfaction. The employee based perceptions regarding co-

workers was observed to lead to 0.138 times increase in their sense of employee satisfaction.  

The hypotheses were hence vindicated on the basis of cross –factor path based relationships as 

mentioned here: 

H Hypothesis Statement Est Outcome 

H12 There is significant impact of perceptions of 

“Access to Departmental Resource” on 

“Stability”  

0.179 

Supported 

H9 There is significant impact of perceptions of 

“Relationship with Supervisor” on “Stability”  
0.116 

Supported 

H16 There is significant impact of perceptions of 

“Pay” on “Employee Satisfaction”  
0.249 

Supported 

H13 There is significant impact of perceptions of 

“Stability” on “Employee Satisfaction”  
0.316 

Supported 

H14 There is significant impact of perceptions of 

“Fair Interpersonal Treatment” on “Employee 

Satisfaction”  

0.100 

Supported 

H10 There is significant impact of perceptions of 

“Management Skills” on “Employee 
0.432 Supported 
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Satisfaction”  

H11 There is significant impact of perceptions of 

“Job Conditions” on “Employee Satisfaction”  
0.206 

Supported 

H15 There is significant impact of perceptions of 

“Co-Workers” on “Employee Satisfaction” 
0.138 

Supported 

 

V. CONCLUSION 

 Commuter/user satisfaction is key to sustenance of revenues and the overall success of 

PPP infrastructure development in Punjab. In order to realize the positive outcome from 

such initiatives, user friendliness and service provision quotient needs to be emphasized 

heavily. 

 The PPP arrangements seem to facilitate early mutual satisfaction amongst the users and 

the developers alike. Yet stakeholder engagement across the development and operations 

phase is essential to ensure consistent service provision.  

 Cross monitoring is essential to ensure timely delivery of infrastructure services in social 

and economic sectors. 

 Commuter/user ease and convenience and affordability needs to be accessed and 

maintained. 

 Employee satisfaction is crucial for sustained provision of services. 

 Commuter utilizing PPP run bus terminals were found to be more satisfied vis-a-vis the 

commuters across Non-PPP run organizations in transport sectors across Punjab. With 

regard to bus terminals, the “Maintenance” of service levels matter and this factor was 

observed to dominate and exhibit maximum possible variance. The access coverage and 

volume capability needs to be retained and enhanced in order to reap the benefits of 

public private mode of bus terminal operations. 
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