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Abstract

The Indian Telecommunication enterprise has grown into one thousand million-greenback industry. on this tremendously
competitive enterprise, it isn't always simply doing some thing right that subjects, however it's also critical that a
corporation is doing nothing wrong. Making profit no longer stays the sole reason of organizations, as focus now a day is
on patron pride. therefore, it's far important for every business enterprise to research the existing level of satisfaction of
their customers, as to bridge any gaps between the expectations of the patron and the products or services provided via the
company. customer pleasure with numerous services presented by using cellular smartphone provider providers is a
essential aspect in the telecommunications industry. It without delay influences consumer loyalty and the general
achievement of the vendors. customers. nowadays assume seamless and dependable connectivity, high-velocity statistics
offerings, excellent customer service, and competitive pricing. cell cellphone provider providers are continuously striving
to fulfill and exceed those expectations to enhance consumer satisfaction. The pleasant of community coverage and get in
touch with reception is a fundamental determinant of user satisfaction. A dependable community ensures that customers
could make and receive calls, send texts, and get right of entry to the net with out disruptions or dropped calls. speedy and
regular data services, such as 4G and 5G connectivity, also are pivotal in meeting the demands of modern-day phone
customers.

When customers encounter a problem or have a question; they expect immediate and effective support from their mobile
phone provider. This is a descriptive study carried out in Krishnagiri district of Tamil Nadu. The study is mainly based on
primary data collected from the mobile phones of customers in Krishnagiri district. The main objective of this study to
investigate user satisfaction with mobile phone providers is a multifaceted concept that includes network quality, customer
support, and price. To remain competitive in this industry, providers need to continuously improve their services to meet
and exceed the evolving expectations of their customers.

Keywords: Satisfaction, Mobile Phone, Data Services, Communication Quality, Network Availability, Service Provider,
Customer Service, Call Costs, Network Connectivity

Introduction

Telecommunication is the transmission of information over significant distances for communication. Earlier
telecommunication used visual signals such as beacons, smoke signals, beacon telegraphs, signal flags, optical heliographs,
and audio messages through lung horns conveyed by coded drum beats or loud whistles. In the modern electrical and
electronic era, telecommunication includes the use of electrical devices such as telegraphs, telephones, and teleprinters,
radio and microwave communications, the use of optical fiber cables and associated electronic devices, and the use of
orbital satellites and the Internet. Telecommunication Services in India: India has consistently maintained its position as
one of the world's leaders in terms of size and growth rate of its mobile phone industry. The widespread adoption of 4G
networks and the imminent introduction of 5G technology has made highspeed Internet connectivity widely available,
facilitating digital inclusivity across a wider demographic. Mobile services were launched in India in 1995. Licenses were
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issued in 20 counties and four metropolitan areas roughly contiguous to the state. In the early days, there was a lot of
turmoil in the mobile sector, but the new Telecommunications Policy of 1999 put an end to that turmoil. Mobile phone
services then became widespread, but not without problems. However, 15 years later, in 2015, the number of customers
exceeded 900 million. The annual customer growth up to 2015 was 4,444 for both GSM and CDMA networks.

The field of communication has an extensive and monumental historical background. Smoke signals were one of the earliest
methods of long distance communication. The use of this particular form of communication was very important in ancient
times when there were only a few towns and villages that were geographically dispersed. In the earlier times, musical
instruments such as drums and horns were used as a means of communication. Optical and visual communication was
achieved through the use of flags, lights, and custom-built towers. Telegraph, radio, television, telephone, and the Internet
are technological achievements that have arisen during the development of civilization and industrial society. The first
practical landline telephone was manufactured in 1876 by Alexander Bell Graham and Elish Gray. Commercial telephone
networks were developed in New Haven and London in 1878 and 1879.

THE GROWING TELECOMMUNICATIONS MARKET

These organizations offer the highest quality of service available. Most of the growing telecommunication’s markets offer
the option of number portability. The company is a new entrant in the fast growing telecommunications market in South
Asia. Every mobile operator strives to expand its customer base by offering better products and services compared to its
competitors. Mobile Number Portability (MNP) allows customers to switch mobile phone providers while keeping their
existing phone number. Consumers can avail of the Mobile Number Portability (MNP) service only if the company
provides the necessary information to avail it.

STATEMENT OF THE PROBLEM

In the modern era, mobile networks play a vital role in both business and people's lives. Mobile phone services are used by
everyone, regardless of gender, income, educational background, age, etc. Apparently, most customers are not completely
satisfied with the existing telecommunication services, whether the mobile users are prepaid or postpaid. To ensure that
mobile users get the maximum benefit from telecommunication services while spending on their learning environment, it
is important to analyze the impact of the provision of service quality, network coverage, SMS quality, mobile internet
customer service, advertising programs, etc. Therefore, it is important to analyze the customer satisfaction towards various
services in the telecommunication industry. Keeping this in mind, this study aimed to investigate the various mobile
services among mobile phone users in Krishnagiri district.

OBJECTIVES OF THE STUDY:

1. To investigate the socio-economic background of the sample participants.

2. To study the customer knowledge regarding mobile communication services.

3. To analyze the relationship between socio-economic background of the respondents and their satisfaction.

4. To determine the impact of various services in the telecommunication sector on the growth of the mobile communication
industry.

5. To determine customer preferences towards mobile phone providers.

SCOPE OF THE STUDY

This research study will help telecommunication service providers understand customer expectations and requirements and
provide better services. Respondents from Krishnagiri district participated in this study. The objective of this study is to
enhance the efforts of the telecommunication sector in providing various services to the customers.

LITERATURE REVIEW:

Gautam and Kumar (2011) studied the factors of service quality, price, promotion, product quality and availability and
customer perception that help consumers in choosing a mobile phone provider among competitors in the market. Primary
data was collected randomly from respondents in National Capital Region of India using convenience sampling technique.
Of thel20 questionnaires received, the target group completed 120. Competition among service providers is not only
through improving network quality but also through retaining existing customers using various techniques such as discounts
and special offers. The study concludes that in addition to service quality and price, product quality and availability,
promotions significantly influence the choice of mobile service provider in the competitive Indian telecommunication
market.
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Joshi (2011) investigated the service quality and customer satisfaction of various service providers in the
telecommunication sector. The study used mobile subscribers of selected service providers Airtel, BSNL, Vodafone, Tata
Indicom, Reliance and Spice operating in Chandigarh, Panchkula and Mohali regions. A total of 720 people were
interviewed to collect primary data. The gender of the respondents was examined, with 63.8% being male and 36.2% being
female. The results showed that customers above 45 years of age have lower mobile phone usage compared to those in the
lower age group. Furthermore, the results showed that there is a relatively high level of instability among mobile customers,
especially Tata Indicom customers. It can be concluded that customer perception towards service quality and customer
satisfaction varies from one service provider to another.

Shah (2012) studied the impact of motivation on subscription decision of a particular service operator and provides
guidelines to mobile operator marketers to expand their subscriber base. Primary data was collected using structured
questionnaire through survey methodology and the study sample consisted of a total of 150 mobile users from Bardoli
region of Gujarat. The study showed that mobile phone customers consider two factors as most important while selecting
a

particular mobile phone operator namely “Service charges and tariffs” and “Network quality”. It further showed that
majority of the respondents select their mobile phone provider based on recommendations from family, colleagues and
friends.

SUBSCRIBER BASE OF THE MOBILE TELEPHONY
Service 2015-16 | 2016-17 | 2017-18 | 2018-19 | 2019- 2020- 2021-22 | 2020- 2023-
Provider 2020 2021 2023 2024
Airtel 37.14 41.12 48.11 51.12 55.12 65.14 68.47 70.14 80.45
Reliance 28.06 38.12 42.40 50.11 5542 58.43 67.85 70.15 90.12
Vodafone | 26.12 32.14 42.11 51.24 61.24 70.13 77.45 80.16 98.42

Idea 14.12 16.14 20.16 30.18 40.25 43.15 46.85 88.21 110.11
BSNL 30.12 40.23 48.64 53.14 60.15 70.46 84.12 97.12 112.15
Tada 16.45 20.14 25.34 43.02 51.12 65.12 77.15 85.12 89.12
Aircel 5.54 10.12 18.12 36.15 41.12 48.52 5291 58.15 60.23

Source: TRAI Reports

Customer’s preference towards mobile network service provider

Weight 7 6 5 4 3 2 1 Total Weight | Rank

Rank I I 11 v v VI vl

Service Provider

BSNL 70 69 81 51 83 71 74 500 70.78 v
495 403 410 208 248 145 73 1982

AIRTEL 85 85 70 57 63 59 81 500 74.17 I
630 480 360 220 189 116 82 2077

IDEA 80 95 75 43 65 57 85 500 73.96 I
555 575 370 177 195 114 85 2071

TATA 82 63 80 74 65 75 61 500 71.21 v
570 382 405 292 195 148 62 1994

VODAFONE 70 78 60 82 38 82 90 500 70.10 VI
520 443 325 308 114 162 91 1963

RELIANCE 70 89 53 65 75 86 62 500 72.10 11
532 498 560 265 240 162 63 2020
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AIRCEL 50 70 72 82 85 88 53 500 69.60 VII
399 378 360 328 255 176 53 1949
The above table shows various mobile phone providers and the respondents are asked to rate the providers. Based on the
rating provided by the respondents, weightage is assigned to determine the most preferred mobile provider. It can be seen
that among the respondents, Airtel is ranked first with a score of 74.17, Idea is ranked second with a score of 73.96, Reliance
is ranked third with a score of 72.10, Tata is ranked third with a score of 73.96, BSNL is ranked fourth with a score of
71.21, and Vodafone is ranked fifth with a score of 70.78 and sixth with a score of 70.10. The least preferred is Aircel,
ranked seventh with a score of 69.60. It can be concluded that majority of the respondents rated Airtel, Idea and Reliance
Networks the highest while selecting a network provider.

Research methodology:

Sampling layout This have a look at is empirical research primarily based on survey approach. The records accumulated
for the take a look at consists of each primary and secondary. The facts had been accrued from direct non-public interview.
To choose a hundred and twenty pattern respondents for this take a look at, a stratified random sampling method changed
into used.

Data Collection:

For the present observe, number one and secondary records were used, required number one records have been accrued
from 120 pattern respondent with the aid of the use of “pre- examined and well-dependent interview time table” and
secondary facts amassed from journals, newspapers, net and so forth and the primary-hand facts has been gathered from
the clients in  Krishnagiri District. ~ The secondary facts turned into gathered from the Indian magazine of marketing,
Southern Economist and telecom sectors in India.

Questionnaire design:
Dependent Questionnaire with each open ended questions is used. right care has been taken to make sure that the statistics
wishes suit the targets which in flip match the statistics gathered via the questionnaire.

Strategies of analysis:
statistics gathered thru interview agenda had been offered in a master table and sub table were prepared from it. The
statistical strategies consist of sample rating technique, simple percentage evaluation are used.

Limitations of the Study:

Ttime and value constraints, the examine is constrained to a sample of handiest a hundred and twenty respondents.
The respondents consisted of humans from various tiers of schooling and lessons and subsequently at some point
of the interview manner the language was certainly modified.

7

<« The location of have a look at become restricted to in Krishnagiri District for this reason the consequences might

o
o
not necessarily be proper for other geographical areas.

Table- I Mobile Phone Users

Mobile user No: of Respondents Percentage
Business man 65 54
Education 35 29.3
House hold 20 16.7
Total 120 100

The above table shows various mobile phone user the highest percentage is Business man for their day-to-day Business
Activities. The least preferred is House Hold Customer for the day to day living activities.
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Chart - 1
Chart Title
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The above Chart shows various mobile phone user the highest percentage is Business man for their day-to-day Business
Activities. The least preferred is House Hold Customer for the day to day living activities.

House hold

Table — I MOBILE PHONE SERVICE PROVIDER- WISE

Mobile Phone Service Provider No: of Respondents Percentage
BSNL 40 33.33
AIRTEL 22 18.33
IDEA 18 15
TATA 9 7.5
VODAFONE 11 9.16
RELIANCE 13 10.83
AIRCEL 7 5.83
Total 120 100

The above table shows various mobile phone Service Provider given Various Services to the Customer for Increase their
Standard of Living. The highest percentage 33.33 % of Quality Service Provider is BSNL Telecommunication. The least
Service Provider is Aircel Mobile Phone Service Provider 5.83 %. Therefor the Researcher give suggestions all the

Telecommunication industry must provide quality service the customer for their satisfaction.

Chart — 11
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No: of Respondents

= BSNL = AIRTEL IDEA TATA = VODAFONE = RELIANCE = AIRCEL

The above Chart shows various mobile phone Service Provider given Various Services to the Customer for Increase their
Standard of Living. The highest percentage 33.33 % of Quality Service Provider is BSNL Telecommunication. The least
Service Provider is Aircel Mobile Phone Service Provider 5.83 %. Therefor the Researcher give suggestions all the
Telecommunication industry must provide quality service the customer for their satisfaction.

FINDINGS OF THE STRUDY:

Almost 70% of the clients belong to male category.

Commonly 50.% of the clients are doing Agricultural activity.

Almost 75% of the customers belong to man or woman circle of relatives.
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Nearly 70% of the customers are operating in the rural vicinity.

SUGGESTIONS OF THE STUDY:

As noted within the future of Indian telecom and on the premise of the number one research and secondary studies, the
following suggestions may be concluded: decreasing the tariff plans of provider companies will increase extra opposition.
Bringing extra up gradation in VAS for the betterment of the users. improvement of community infrastructure in each the
urban and rural area. more FDI inflows can be more desirable. greater Direct to home (DTH) services will provide
advantages to the clients. businesses can provide new and one-of-a-kind schemes to their customers. enhance records
services on constant and cord line offerings. Increase in net speed on cellular can be the standards for the operators.

Conclusion

India has one of the world’s largest telecommunication networks. The telecom tale continues to be the satisfactory proof
of the efficacy of the reform’s manner. mobile smartphone provider companies play a pivotal function in the modern
telecommunications landscape, connecting individuals and organizations in an ever-evolving digital global. It discusses
the dynamic nature of the enterprise, the competitive environment, and the elements that have an impact on client options.
in just six years, the range of cellular subscribers has long gone up from just about 1,000,000 to a hundred million, a
subscriber base that best 4 other nations china, the us, Japan, and Russia can boast of none can doubt the correlation among
this explosive boom in numbers and the steep decline in the price of the cellular telephone and of its utilization. looking on
the competition fashion, plainly soon in destiny, rural colleges could be having wide bank and net facilities as their part of
studies as well as routine lives. there is availability of internet facility in lots of villages. but quickly it will be taught in
secondary and higher secondary colleges in all villages and numerous fee introduced offerings have made the marketplace
extra completive and made clean for the customers, Implementation of quantity portability and 4G generation had solved
many problems and made easy and cozy for the clients.

Reference

Library Progress International | Vol.44 No.3 | Jul-Dec 2024 15584



B. Balaji, V. Senthilkumar

<> Balmer, R. (2014). Competition and investment in telecommunications and media markets.

<> Publisher Roberto Balmer pp.75-81.

<> Gautam Vikas and Kumar Mukund (2011), “An Empirical Investigation of Factors Determining the Consumers’
Choice of Mobile service Providers”, Isletme Arastirmalari Dergisi, Vol. 3, No. 4, pp:3-17.

<> Joshi Sandhya (2011), “A Study of Service Quality and Customer Satisfaction across various Service Providers
in the Telecom Sector”, Indian Journal of Marketing. Vol. 56, No. 3, pp:55-68.
<> Shah Chintan (2012), “Consumer Preferences for Mobile Service Providers: An Empirical Study in Bardoli”,

International Journal of Marketing and Technology, Vol. 2, issue 8, pp: 269-288.
Parasuraman, A., Zeithaml, V.A., Berry, L. (1985). A Conceptual Model of Service Quality
and its Implications for Future Research. Journal of Marketing, 49, 41-50
Lehtinen, U., Lehtinen, J.R. (1991). Two Approaches to Service Quality Dimensions. The
Service Industries Journal, 11(3), 287-305
Chaubey, D.S., Tariq Zafar, S.K. Dr. and Hasan, S.M., (2011), “Mobile Phone Users* Behaviour and Service
Uses: A Study of Consumers of Uttrakhand State”, Annals of Management Research, Vol.1, No.1, September, pp. 5-21.
Farzana Q. Habib, Alliah Hanim M.Salleh and Nor Liza Abdullah, (2011). “Service Switching
behaviour among Mobile Phone Users”, Yogyakarta, The 2nd International Symposium
in Service Management, Indonesia, 26 — 30 July.
Silky Vigg Kushwah and Ahuti Bhargav (2014), “Service Quality Expectations and Perceptions of Telecom Sector
India”, International Journal of Advancements in Technology,
Vol. 5 No. 1, pp. 1-10.
MuthuKrishnaveni. R., (2018), “A study on telecom service in India”, Research Explorer -
International Journal, Vol. 6, No. 20, pp. 1-3.
Lonkila, M. and Gladarev, B. (2008). Social networks and cell phone use in Russia: local
consequences of global communication technology. New Media Society, 10(2), 273-293.
Michalakelis, C, Varoutas, D. 86 Sphicopoulos, T. (2008). Diffusion models of mobile
telephony in Greece. Telecommunications Policy, 32(3-4), 234-245.
Mishra, H.G. and Mahajan, C. (2008). Determination of potential for customer satisfaction
and dissatisfaction in mobile handsets using kano model. Indian Journal of Marketing, 38
(11), 8-13.
Batra, G. S. and Marwaha, A.S. (2008). Indian telecommunication policy and reforms: Impact
on cellular mobile industry. Political Economy Jou malof India, 17(1),81-93
Leppaniemi, M. and Karjaluoto, H. (2008). Exploring the effects of gender, age, income
and employment status on consumer response to mobile advertising campaigns. Journal of
Systems and Information Technology, 10(3), 251-265.
.Zhou, Y. (2007). Addictive, dependent, compulsive? A study of mobile phone usage. 20th
Bled conference emergence: Merging and Emerging Technologies, Processes, and Institutions, June 4 - 6, 2007;
Bled, Slovenia
Sridhar, V. (2007). Growth of mobile services across regions of India. Journal of Scientific
& Industrial Research, 66, 281-289.
Arora, H. (2008). Nomo phobia the right time to recognize and deal with it. Marketing
Mastermind, 8(11), 21-25
SEKAR, S., BALAKRISHNAN, S., SOUNDARRALJ, P. L., KANNAN, P., MISHRA, A., DHANASEKARAN,
P., & MISHRA, I. (2023). Assessing the Impact of Agrotourism Initiatives on Rural Development and Community-based

X3

*

X3

*

X3

*

X3

*

7
0’0

7
X4 0’0

7

*

X3

*

X3

*

o =
DX

X3

*

X3

*

X3

*

X3

*

X3

*

X3

*

X3

*

X3

*

X3

*

X3

*

X3

*

X3

*

X3

*

X3

*

X3

*

7
0’0

7
X4 0’0

7

*

X3

*

X3

*

X3

*

Agricultural Management. Journal of Environment & Bio-sciences, 37(2).

X Goswami, 1., Balakrishnan, S., Vinotha, C., Chopra, R., Sivakumar, V., & Chetan, D. M. (2023). Gender And
Politics: Examining Women's Representation And Empowerment. Journal of Namibian Studies: History Politics Culture,
33, 1980-1994.

X Mahalakshmi, M., Kalpana, M. S., Balakrishnan, M. S., Lalpriya, M. L., & Kowsalyadevi, M. G. (2022).
Perception of garment exporters on letter of credit in tirupur city. International Journal of Early Childhood, 14(03), 2022.
X Saranya, R., Suryakumar, M., Sharma, A., Karthika, M., & Gopinathan, R. (2022). A STUDY ON EMPLOYER

BRANDING FOR HOSPITALS WITH REFERENCE TO COIMBATORE. Journal of Pharmaceutical Negative Results,
1401-1408.

Library Progress International | Vol.44 No.3 | Jul-Dec 2024 15585



B. Balaji, V. Senthilkumar

X Balakrishnan, S., Punithavalli, R., Padmapriya, G., Priya, Y., Gnanaselvi, G., & Manopriya, V. (2024).
Empowering Women Entrepreneurs: Catalysts for Sustainable Business Growth. Telematique, 23(01), 492-496.
X Moorthy, K. S., Balakrishnan, G., Kumar, S. S., Raja, L., & Vijayalakshmi, A. (2024). Embracing Circular

Economy Principles for Sustainable Green Supply Chain Management in Manufacturing Industries. In Convergence of
Human Resources Technologies and Industry 5.0 (pp. 85-110). IGI Global.

<> Maheswari, P., Vinodhini, R., & Vijayan, S. (2022, August). Analysis of supply chain management in BOP
markets. In AIP Conference Proceedings (Vol. 2460, No. 1). AIP Publishing.

<> Nithya, C., & Maheswari, P. A study on central depository services (india) limited. Turkish Journal of
Physiotherapy and Rehabilitation, 32(3).

<> Sahila, C., & Nithya, C. A Study on Role of Entrepreneurship in Regional Development. The Journal of Oriental
Research Madras.

<> Ramkumar, M. G., & Srinivasan, C. (2022). FMCG Consumers’ Psychology Towards Goods and Services Tax
Rates in India. Journal of Positive School Psychology, 6(3), 9381-9387.

> Choudary, D. Y. L., & Chitra, S. (2012). Women Empowerment Thorough Self Help Groups A Case Study of
Kancheepuram District In Tamilnadu. International journal of management (IJM), 3(2), 309-318.

> Vengatesan, G., & Sudarshan, M. R. (2017). Usage of WhatsApp among college students in Coimbatore city.

X Joshi, S., Balakrishnan, S., Rawat, P., Deshpande, D., Chakravarthi, M. K., & Verma, D. (2022, December). A

Framework of Internet of Things (Iot) for the Manufacturing and Image Classification System. In 2022 [ 1th International
Conference on System Modeling & Advancement in Research Trends (SMART) (pp. 371-375). IEEE.

X Kamalaveni, M., Ramesh, S., & Vetrivel, T. (2019). A review of literature on employee retention. International
Journal of Innovative Research in Management Studies (IJIRMS), 4(4), 1-10.

<> Anjani, P. K., & Dhanapal, D. (2012). IMPACT OF EMPLOYEE COMMITMENT ON READINESS FOR
CHANGE IN BANKING SECTOR IN SALEM DISTRICT. Global Management Review, 6(3).

X Kumar Arora, T., Kumar Chaubey, P., Shree Raman, M., Kumar, B., Nagesh, Y., Anjani, P. K., ... & Debtera, B.
(2022). Optimal facial feature based emotional recognition using deep learning algorithm. Computational Intelligence and
Neuroscience, 2022(1), 8379202.

X Kamalaveni, M. S., Megala, A., Venkatesan, G., & Sumsudeen, K. S. JOB STRESS AND ITS IMPACT ON THE
WORK PERFORMANCE OF WOMEN EMPLOYEES IN IT COMPANIES WITH SPECIAL REFERENCE TO
CHENNAL

<> Balakrishnan, S., & Vidya, B. (2024). Unveiling the Role of ChatGPT in Higher Education: A Qualitative Inquiry
into its Implementation among Teaching Faculties in Chennai, India. Multidisciplinary Science Journal, (Accepted
Articles).

X Santhini, M. S., Bharathi, M. R. J., & Priya, G. M. (2012). A Study on Customers Satisfaction towards Selective
Sony Products with Special Reference to Coimbatore City. IOSR Journal of Business and Management (IOSRJBM) e-
ISSN, 28-32.

X Chaudhary, J. K., Kapila, D., Hasan, D. S., Shafeeq, M., & Vishwakarma, S. K. (2023, November). A Novel credit
card fraud detection feature selection system using machine learning. In Proceedings of the 5th International Conference
on Information Management & Machine Intelligence (pp. 1-5).

Library Progress International | Vol.44 No.3 | Jul-Dec 2024 15586



