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For any OEM, 
customer loyalty 
is like gold. When 
a customer sticks 

to buying its vehicles, in 
good times as well as not 
so good, the OEM benefits 
from assured business. This 
buying habit is critical for 
the commercial vehicle 
sector, more so in the 
passenger bus segment in 
India which is dependent 
on business from State 
Transport Undertakings 
(STUs). For Tata Motors, 
the CV and bus market 
leader, its loyal customers 
are helping it maintain 
sustained growth, critical 
to sales, given the cyclical 
nature of the bus market. 
One such customer is the 
Pune-based Tirupati Travels 
& Goods Service (TTGS).

TTGS makes for a 
captivating story of a bus 
fleet operator which began 
life as a small transport 
solution provider with just 
three cars in 2004 for IT 
major Wipro. Fast forward 

15 years and the company 
has metamorphosised into 
one of India’s biggest bus 
fleet operators with no less 
than 600 buses. The growth 
catalyst proved to be the 
booming IT industry, which 
increased its staffing multi-
fold over the years.    

After continuing its 
cab business for a couple 
of years, TTGS expanded 
into full-fledged bus 
services for corporate 
staff transportation in 
FY2007. Like any start-up, 
it entered into business 
with its first major MNC 
client ‘SAS’, which gradually 
swelled into a list of 60 
marquee corporate clients 
including Wipro, Infosys, 
Tech Mahindra, General 
Motors and John Deere. The 
company says it fetches and 
drops nearly 8,000-10,000 
staff every day in Pune city 
alone.       

Speaking to Autocar 
Professional on the 
company’s speedy growth, 
Nikhil Kande Patil, 

The bulk of the 
demand is for 
Starbus and 
Cityride models, 
deployed for intra-
city application 
or transporting 
school students 
and corporate 
staff.

How Tata Motors’ bus 
business is benefiting 
from brand loyalty

continued support of not 
just the sales teams but even 
the top management.” 

Tata Motors also 
acknowledges the 
importance of such 
customers, who are also 
brand ambassadors. 
Commenting on the 
CV major's long-term 
partnership with TTGS, 
RT Wasan, vice-president, 
Marketing & Sales, Tata 
Motors, says, “Tata Motors 
has had a longstanding 
association with Tirupati 
Travels & Goods since 2003. 
With an extensive fleet size 
of 800 vehicles, they have 
been the first ones who 
have adopted innovative 
practice for their customer 
satisfaction through the 
Tata bus fleet, providing 
customised features like 
AC, pushback seats,3-point 
seatbelts, air suspension in 
Ultra vehicles, GPS tracking 
of vehicles, route mapping 
of employees with timely 
notifications on vehicle 
status. We look forward to a 
continued association with 
them.”

Brand loyalty as a hedge 
against sales downturn
Institutional buyers, 
including large private 
fleet operators and STUs, 
account for a quarter of 
Tata Motors’ bus business. 
Due  to the consistently 
rising growth graph, they 

have acted as a hedge 
against the cyclical slump 
in the overall bus market 
in the past 24 months. 
The bulk of the demand 
is for Starbus and Cityride 
models, which are deployed 
for intra-city application or 
carrying regular commuters 
like school students and 
executive staff.

Other than the trusted 
Tata brand, what is helping 
the company retain fleet 
operators as customers is 
the lower maintenance 
costs, quality aftersales 
and workshop support, 
and higher resale value 
of Tata Motors buses. 
Competitively priced quality 
spare parts supply also 
helps fleet operators to run 
their operations efficiently 
as they have to necessarily 
transport staff on time and 
ensure they reach their 
homes safely.  

Reminiscing about 
the early years, Patil 
says, “When we started 
the staff transportation 
business, it was completely 
unorganised, there was 
a lack of quality service 
providers and smaller 
fleet sizes was the norm. 
With growing demand for 
such services, companies 
began awarding business 
to more reliable and quality 
fleet operators, who not 
only had the experience 
of running a business but 

were committed to make 
investments in modern 
and comfortable buses 
in a professionally-run 
operation. Also, the growing 
awareness about ensuring 
employee comfort sees 
companies like MNCs 
insisting on AC buses from 
fleet operators. So, demand 
is now shifting from non-AC 
to AC buses as also for 
reclining seats, mobile 
charging, Wi-fi, GPS and 
tracking devices.” 

“The current ratio 
between AC and non-AC 
buses stands at 40-60 
percent, which is likely to 
witness a major change over 
the next few years in favour 
of AC buses,” adds Patil. 

TTGS’ fleet of buses 
consists of 32-, 50- and 
70-seaters with the most 
preferred ones being 32- and 
50-seaters, which are easier 
to manoeuvre in highly 
trafficked cities. TTGS’ 
buses are a mix of chassis 
and fully built buses as per 
the specific needs of its 
clients and customised to 
their requirements. TTGS 
clients typically sign 1-, 3- or 
5-year contracts. This also 
means while some buses 
are exclusively deployed for 
clients with specific travel 
needs, others are shared 
with firms wherein the 
usage pattern is similar.

Managing a 600-strong 
bus fleet, 60-plus clients 

and 24x7 operations can 
be quite a task but TGGS 
has structured its business 
in various divisions to 
handle every aspect. “We 
have ensured operational 
responsibilities are 
shared among various 
teams including fleet 
maintenance, availability 
of fuel, compliance and 
making certain the drivers 
are on time,” says Patil. 
To optimise costs, faster 
turnaround of vehicles and 
control over operations, 
the company has opened 
its own workshop for fleet 
maintenance.

Among the challenges 
it faces is getting — and 
retaining — trained drivers, 
also a bugbear for most 
CV operators. Hence, the 
firm ensures they are 
compensated well, both 
monetarily as well in ample 
rest time.  This has resulted 
in low attrition and some 
drivers have been with TTGS 
since inception. “Over the 
last 15 years, we have grown 
substantially but there is 
still a largely unaddressed 
market potential in Pune. 
Once we are at a peak in our 
business in this city, we will 
look to expand into other 
markets. This may happen 
over the next few years,” 
says Patil. Clearly, there’s no 
need to ask questions as to 
which brand of buses he will 
be looking to buy then. n

Given the cyclical nature of the bus business, Tata Motors is targeting fleet operators to ensure  
sustained growth. Tirupati Travel & Goods Services, which  transports  nearly 10,000 corporate staff 
every day in around 600 Tata buses  in Pune city, is one such example. Kiran Bajad has the details. 

Tirupati Travel & Goods 
Services owns nearly 350 
Tata Motors buses and has 
contracted an equal number to 
cater to its diverse client base.

Nikhil Kande Patil, MD, Tirupati 
Travel Goods & Services (seen 
with his father Anil Kande Patil, 
who founded the company): 
"Tata Motors will remain our 
key partner for our next phase 
of growth. "

managing director, TTGS, 
said, “We started with cabs 
in the first few years but 
discovered new demand 
for bus services.  MNCs had 
begun to scout for service 
providers with a large 
fleet with bigger buses to 
transport a sizeable number 
of employees. This is why 
we decided to expand into 
the bus services business. 
Today, our bus operations 
are in excess of 70 percent 
with the balance in small car 
services. While we own 50 
percent of our buses, all our 
cabs are on contract as we 
don’t own them.”

At present, TTGS owns 
nearly 350 buses and has 
contracted an equal number 
to cater to its diverse client 
base, with operations 
running 24x7 operations 
with customised services. 

Tata Motors: partner  
in progress 
What stands out about TTGS 
is its complete trust in buses 
made by Tata Motors. Since 

inception, the firm has been 
buying buses exclusively 
from the market leader. 
When queried about this 
preference for a single OEM, 
Patil says, “In the early years, 
our business started with 
Tata Motors buses as they 
were the only big player 
back then. This relationship 
has become stronger over 
time as we have received full 
support from Tata on every 
aspect of our business and 
enabled us to grow rapidly 
over the past 15 years. 
Thus, we never look at any 
other OEM despite several 
advances by the rival OEMs.”

Patil’s conviction in the 
Tata Motors brand is not 
due to the  competitive 
pricing of the buses but also 
round-the-clock support in 
service and maintenance, 
and flexibility in offering 
customised buses to suit 
varying customer needs. 
Patil says, “Tata Motors will 
remain our key partner for 
our next phase of growth. 
That’s because of the 

Competitive 
pricing, 24x7  
service support, 
low maintenance 
costs and 
customised buses 
have won Tata 
Motors a long-
term customer.

Tata Motors' RT Wasan: 
"Tirupati Travels & Goods 
has been among the first to 
adopt innovative practice for 
customer satisfaction through 
the Tata bus fleet providing 
customised features."


