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ABSTRACT 

Communication is unavoidable in our life. It was there since the ancient period and stone age 

period. With the technological developments, the communication is channelized and 

envisaged. The modern communication channels are numerous and easy to handle and use. 

Nowadays, most of the people use mobile phones either basic mobiles or smartphones. Due 

to huge demand in the mobile devices market, the telecommunication companies also design 

their marketing strategy. In India, Telecommunication is open for Private companies also. 

The present study is about to find out the customer satisfaction towards services provided by 

private telecommunication companies in India, with special reference to Pollachi town, 

located in Western Tamilnadu state. 150 respondents were chosen on simple random 

sampling. On considering “Go-green” concept, the questionnaire was framed in google forms 

and was shared for collecting response. The collected responses were analyzed.  The results 

indicated that the most (62%) of the respondents are male, about half (42%) of the 

respondents use Reliance jio and the majority (80%) of the respondents wants to continue 

their usage with current network. The customers continue using of the current network due to 

offers. They also mentioned that the customer support executives always resolve their 

problems. Overall satisfaction of the customers about the services provided by private 

telecom companies is good. This study has enough scope to do further research in the 

uncovered areas.  

KEYWORDS: Telecommunication, Private networks, Data packs, Offers, 

Telecommunication companies and so on.  

 

1. INTRODUCTION 

Every year the users of mobile phones are increasing and the telecommunication companies 

are highly competitive to provide the telecom services to their subscribers. These companies 

highly differentiate their services by means of their service quality, tariffs, value added 
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services and so on. So far, the studies analyzed the perceptions of customers towards services 

of telecommunication services and the customers’ opinions about the services provided by 

the telecommunication companies in India. This study especially focuses on the customers’ 

satisfaction towards the services provided by the private telecommunication companies in 

India, with special reference to Pollachi town. In this study, the socio-economic factors, 

requirements of customers and level of satisfaction of customers are to be researched.  

 

2. LITERATURE REVIEW 

Dinesh Kumar Pandiya et.al (2014) conducted a research to understand the customer 

satisfaction towards Telecommunication Service Providers. The study found out the customer 

satisfaction level among Telecom service provider players in the market; this study took 

place in Medical College, Silchar. The analysis showed that the customers were satisfied with 

the services by means of offers, data packs and so on.  

Abdul Aziz et.al (2014) analyzed customer satisfaction towards the service delivery of 

mobile telecommunication networks in Ghana. 1200 respondents were selected from mobile 

subscribers through stratified sampling. The results showed that factors like income level, call 

quality, value added services, call tariffs and network signalling of the networks were 

significant. Those factors also contribute to the overall customer satisfaction of the services 

delivered by the mobile telecommunication networks (MTN’s) in Ghana. Stakeholders in the 

mobile telecommunication industry should take these into consideration and consider them in 

marketing strategy. 

Md Reaz Uddin et.al (2014) conducted a study to determine factors satisfying customers of 

Telecommunication Industry. 300 customers of Grameen Phone, Teletalk, Rabi were selected 

conveniently. The discovered factors are customer service, personal and market factors, 

perceived quality and value, technological advancement and company image. 

Franklin John et.al (2018) undertook a research of whose outcomes indicate that, most of 

the customers are satisfied with 4G. This study also indicated that the customers’ satisfaction 

is comparably slight advanced. Most of the customers are satisfied with the 4G than 3G. One 

of the main problems faced by customers is that only urban areas have high network coverage 

and heavy traffic among networks is being faced. By expanding the network coverage, this 

problem can be resolved. 
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Izyan Munyanti et.al (2018) investigated factors satisfying customers towards mobile 

network service operators or providers in Malaysia. Major factors are Service quality, Tariff, 

Network connectivity, Customer services and Promotion. 163 customers were chosen by 

simple random sampling technique. The analysis suggested mobile service providers to 

concentrate on maintaining and enhancing the services, repurchase interest and 

recommendation of services to others. Thus, the finding of this study helps the telecom 

companies to improvise the quality of services for better and greater customer satisfaction in 

developing new strategies and as a bench-marking. 

 

3. OBJECTIVES OF THE STUDY 

1. To study the socio-economic profile of the respondents. 

2. To find out the reasons for repurchasing intention of customers. 

3. To know the level of satisfaction of customers towards services provided by private 

telecom companies. 

 

4. HYPOTHESIS 

A hypothesis is a proposition or a set of proposition which should be testified to know 

whether to accept or reject. Always, a hypothesis is a tentative statement which is tested with 

statistical analysis.  

Following are the hypotheses of this study.  

H0  There is no relationship between network and rating. 

H1   There is no relationship between reasons for using network and level of satisfaction. 

 

5. TELECOMMUNICATION INDUSTRY 

Telecommunication is a process of transmitting various signs, signals, messages, words, 

writings, images and sounds or information of any nature or form through wires, radio, 

optical or other electromagnetic systems. It happens when there is exchange of information 

between participants including the use of technologies. Information is transmitted through a 

media called “Transmission Media” include physical media or electromagnetic radiation. 

Those transmission paths are always split into communication channels. The term 

telecommunications is used in its plural form as it is involved various and different 

technologies. 
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A telecommunications network is a collection of transmitters, receivers, and communications 

channels which send messages from one to another. Some of the digital communications 

networks shall contain one or more routers which work together to transmit information to 

the designated user. An analog communications network can consist of one or more switches 

which establishing a connection between two or more users. For both types of network, 

repeaters may be required to amplify or recreate the signals when it is transmitted over long 

distances. Another advantage of digital systems over analog is easy storage of output in 

memory, i.e. two voltage states (high and low) are easier to store comparatively than a 

continuous range of states. 

 

DEPARTMENT OF TELECOMMUNICATIONS (DoT)  

 

In India, Department of Telecommunications is responsible for the matters related to 

telecommunication. Following are the functions of DoT.   

1. Policy, Licensing and Coordination matters relating to telegraphs, telephones, wireless, 

data, facsimile and telematics services and other like forms of communications. 

2. International cooperation in matters connected with telecommunications including 

matters relating to all international bodies dealing with telecommunications Promotion of 

standardization, research and development in telecommunications. 

3. Promotion of private investment in Telecommunications. 

4. Financial assistance for the furtherance of research and study in telecommunications 

technology and for building up adequately trained manpower for telecom programme,  

5. Procurement of stores and equipment required by the Department of 

Telecommunications. 

6. Execution of works, purchase and acquisition of land debitable to the capital Budget 

pertaining to telecommunications. 

 

TRAI 

A non-statutory telecom regulatory bill was proposed in the Parliament by the Government 

through an amendment to the Indian Telegraph Act, 1985. However, this proposal was 

dropped by the Parliament, because a statutory regulator was required by most of the 

members of Parliament. TRAI was constituted under the presidential ordinance issued in 

1997, later ratified by the Parliament by enforcing the TRAI Act. Subsequently, TRAI Act 

had gone through major amendments in the year 2000. 

Suraj Punj Journal For Multidisciplinary Research

Volume 9, Issue 6, 2019

ISSN NO: 2394-2886

Page No: 730



Powers and Functions of TRAI 

The functions of the TRAI are stated under section 11 of the TRAI Act. The functions 

mentioned under the provision has an overriding effect on any provision of the Indian 

Telegraph Act, 1885. The 2000 Amendment classified the TRAI’s functions into four broad 

categories: 

1. Making recommendations on various issues;  

2. General administrative and regulatory functions;  

3. Fixing tariffs and rates for telecom services; and  

4. Any other functions entrusted by the Central Government.  

Private Telecommunication Companies in India 

In India, BSNL is the Public Telecommunication Company owned by Government of India, 

whereas Airtel, Vodafone, Reliance Jio and Idea are the Private Telecommunication 

Networks. Vodafone merged with Idea to form Vodafone-Idea whereas the TATA Docomo 

was taken over by Airtel, by joining Docomo subscribers to Airtel. In total share, these 

private telecommunication companies hold major share than the BSNL.  

 

6. ANALYIS OF DATA 

Factors Category 
No. of 

Respondents 

Percentage 

(%) 

1. Gender 
Male 92 62 

Female 58 38 

2. Age  

15-30 87 58 

31-45 51 34 

46-60 12 8 

61-80 0 0 

3. Area of 

Residence 

Rural 46 31 

Urban 81 54 

Semi-urban 23 15 

4. Occupation 

Student 46 31 

Salaried 52 35 

Business 12 8 

Profession 17 12 
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Agriculture 12 8 

Retired 6 4 

Others 5 2 

5. Annual Income  

Below 1.2 L 35 23 

1.2 L to 2.0 L 92 62 

2.0 L to 3.0 L 23 15 

Above 3.0 L 0 0 

6. Schoolings 

No Formal Education 0 0 

Upto School 29 19 

UG 81 54 

PG  17 12 

Professional Degree 12 8 

Diploma 11 7 

 

CHI-SQUARE ANALYSIS 

(i) NETWORK AND RATING 

Network Low Medium High Total 

Airtel 8 12 20 40 

Vodafone 7 12 16 35 

Reliance Jio 12 20 31 63 

Idea 4 6 2 12 

Total 31 50 69 150 

Source: Primary Data 

DOF: 6   Table Value (5% level):  12.59      Calculated χ
2
 Value: 5.197  

Network being used and level of rating are compared in this table. There are 40 customers of 

Airtel, 35 customers of Vodafone, 63 customers of Reliance Jio and 12 customers of Idea.  

Since the calculated Chi-square value is lesser than the table value at five percent level, there 

is no significant association between Network being used and level of rating. Therefore, the 

null hypothesis is accepted. 

(ii) REASONS FOR USING NETWORK AND LEVEL OF SATISFACTION 

Reasons Low Medium High Total 

Cheap & Affordable 8 15 12 35 
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Network Connectivity 10 20 16 46 

Offers 12 22 18 52 

VAS 1 4 1 6 

Internet 2 3 1 6 

Others 2 1 2 5 

Total 35 65 50 150 

Source: Primary Data 

DOF: 10  Table Value (5% level):  18.30         Calculated χ
2
 Value: 3.759 

 

Reasons for using network and Level of satisfaction are compared in this table. Of 150 

respondents, 35 respondents mentioned Cheap & affordability as reason, 46 respondents 

mentioned Network connectivity as reason, 52 respondents mentioned offers as reason, 6 

respondents mentioned Internet as reason and 5 respondents mentioned other reasons. Since 

the calculated Chi-square value is lesser than the table value at five percent level, there is no 

significant association between reason for using network and level of satisfaction. Therefore, 

the null hypothesis is accepted.  

 

CORRELATION ANALYSIS 

(i) EDUCATIONAL QUALIFICATION AND REASONS FOR STICKING  

Values/Freq. 
Educational 

Qualification 

Reason for 

sticking on 

1 35 0 

2 46 29 

3 52 81 

4 6 17 

5 6 12 

6 5 11 

Total 150 150 

                      Source: Primary Data 

The above table depicts the correlation between educational qualification and reasons for 

sticking on to the current network. The correlation amounts to 0.64 which denotes a positive 

or direct relationship between these two factors. It means educational qualification directly 

influence the reasons for sticking on to current network. 
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(ii) SATISFYING FACTOR AND OVERALL SATISFACTION  

Values/Freq. Satisfying Factor 
Overall 

Satisfaction 

1 19 19 

2 48 43 

3 43 38 

4 10 19 

5 0 0 

Total 150 150 

                       Source: Primary Data 

The above table shows the correlation between overall satisfaction and satisfying factor. The 

correlation amounts to 0.54 which denotes a positive or direct relationship between these two 

factors. It means overall satisfaction can be directly impacted by the satisfying factor. 

7. FINDINGS AND SUGGESTIONS 

The findings denote that the data packs can be revised as per the requirements of customers. 

Because all the customers do not require same data pack. So, the telecom companies can 

differentiate the data packs as 0.5 GB per day, 1 GB per day and so on. The customers are 

unaware of the privacy norms of the network of which they use. So the companies can 

mandate it to the subscribers to go through any call or mail based awareness.  

8. CONCLUSION 

The study aimed at discovering the level of satisfaction of the customers who use the services 

provided by private telecommunication companies in India, with special reference to Pollachi 

town. The study revealed that the customers using the services provided by the private 

telecom networks are satisfied with the service quality, tariff, offers, network coverage and 

other benefits. 
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