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ABSTRACT

Nowadays, Indian telecom companies are facing manyproblemsto retain customers out of which mobile
number portability option,switching behaviour of customersand mandatory guidelines of the telecom
regulatory authority of India including internal challenges are prevailing in telecom markets.Each telecom
company is using various strategies to attract and retain customers. Therefore,the researchers have studied
customer retention strategies being used by theselectedprivate telecom organizations’ in identified area as
Delhi and NCR region. The study is based on primary analysis through self-structured questionnaire and
data analysis completed in SPSS and Excel to make the study more scientific and authentic. The
researchers have found various causes of dissatisfaction such as poor quality of services,higher call and
data charges, employees’ aggressive behaviour, network availability,weak signals, monopolistic situation
etc.The study further mentionsthat the customers have opted for brand switching. Therefore, the telecom
companies are facing problem of retaining customersto overcome the above major challenges.These
telecom companies are now serving customized servicesto achieve sustainable growth including attractive
plans considering intensive competition. The researchers have identified these remedial measures along
with their real impact on customers’ awareness, satisfaction and preferences.*

Keywords: RetentionStrategies, Value Added Services, Monopolistic Situation and Mobile Number
Portability.

INTRODUCTION

Today’s marketing is the process of delivering desired product or services in the market to satisfy and
retain existing customersthrough handling customers’ objections for continuous improvement profitably.In
addition, the service providers have to follow certain rules and regulations of regulators ensuring no extra
penalty. The various internal and external environmental factors influence to every organization in the
market that every organization has to move accordingly. Today, companies are adopting various marketing
strategies to gain competitive advantage to earn more profit with providing new features, new schemes,
innovative productsand enriching the value-addedservices etc.The companies use various modes of
advertising, sales promotion techniques to retain existing and attract prospective customers. Marketers are
also trying to provide more value to its customersthrough various services and ensuring maximum
satisfaction during this pandemic too.2

CONTEMPORARY RELEVANCE OF CUSTOMER RETENTION

The faster and greater change in Indian telecom sector has forced to government for reviewing telecom
policies that gave birth to various new and amended rules & regulations to follow.The biggest hurdle is of
mobile number portability issue and price war between rivalries. Further, this situation has forced to
telecom companies to retaincustomers, as they were not so much bothered earlier.Since India is the second
fastest, growing economy in the world and it is with Indian telecom sector too. India has lowest tariff rates
in telecom sector at global level. The sector contributes around 8per cent of total India’s gross domestic
production. The need of communication is for everyone with all age group people. It also contributes a lot
in education for the young generation and they take maximum share in using such services. According to
TRALI, the Tele-density has increased significantly in urban 140per cent and rural 57.76per cent according
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to data released by TRAI in May 2020.The telecom companies are focusing on providing various need-
basedservices besides calling facility in order to fulfill requirements as well as retaining customers.
Therefore, they use Internet, Messaging, Downloading, Chatting, Games & Entertainment, E-Commerce,
mobile education, mobile health and various Apps etc. to satisfy their expectations. The consumer is the
growth driver for every company, therefore, there is a need to retain them with satisfaction and provide
better quality services for maintaining long term customers’ relationship.?

INDIAN TELECOM SECTOR

The telecom market is growing very fast and stands second fastest growing in the world after China. There
are many external factors, which play as hurdle to facilitate more to the customers such ascustomers’
complaints, fast technological changes, spectrum availability and its sharing norms, financial constraints,
mergers and takeovers rules among various telecom operators in India.The total telephone subscribers have
increased more than 1195 million today and in broadband 673 million subscribers.The big players in India
are also having existence in international exposure as well. The telecom sector due to advanced technology
has change standard of living of the people so fast. The use of internet has increased among all subscribers
significantly as per current data. Today, Indian telecom service providers face challenge to introduce 5G
technology and significantly to capture the markets. The GSET-11 has launched to increase the speed of
internet and touching to all villages that will also help in formation of strong e-governance system in India.
MNP has increased significantly today at 475 million subscribers as per current data of May 2020.4

RELIANCE JIO INFOCOMM LIMITED

This is Mr. Mukesh Ambani led organization. It is registered on feb 15, 2007. It has pan India licensed
from the government and has more than 440 million subscribers largest in the country up to June 2021. It
has ranked No.1 in terms of revenue in 2019-20. It has world’s largest data network and 200 crore voice
and videocall every day is being held in India. 100 core GB data in a month that is more than China and
following USA. Before jio entry in the market, India was on 150" position and now is on first position. It
has promised 20per cent more data is to be given always than its rivalries offering and providing
unmatched 4G network in India. A complete range of Jio App services has launched for its customers such
as Jio money, Jio TV, Jio Music, Jio cinema, Jio chat, JioMags, Jio Xpressnews, JioCloud, Jio newspapers,
Jio 4G Voice, Jio Security and Jio Net. The Jio has planned to collaborate with Google to penetrate 5G
market in India.®

Jio has 32.56per cent of wireless market share in India as largest today. It has 56per cent broadband market
share that is largest in India today. The Reliance Jio shares spectrum with Reliance Communication. The
new JioPhone has launched for % 700/- after three years with 4G enabled technology.®

BHARTIAIRTEL

The India’s second and world’s third largest telecom operator with new and innovative technology

operating in Pan-India. Today it has good image in the market, good brand value and goodwill. The Mr.

Sunil Bharti Mittal is the managing director of this telecom organization. It wasthe largest revenue and

profit earner in the country before jio. Its presence is available in around 20 countries across. The total

subscribers are 323 million by July 2021. The company has allocated its operation in two distinct segments

that is business to customer and business to business. It is establishing a very big fiber cable network to

provide landline services and many other related services like internet in a good capacity etc. out of

various services the new mobile advertising is also creating good revenue. The company has introduced

the 4G services and penetrating very fast in the existing market too.

Its biggest rivalry Reliance Jio has introduced aggressive promotional schemes to attract customers that

resulted lowering the profits significantly in Bharti Airtel. Now Bharti Airtel has reported huge losses in

the current financial year 2019-20. It has current wireless market share of 28.38per cent almost equivalent

to VVodafone- Idea and 21.5per cent market share in case of broadband subscribers today.’

REVIEW OF LITERATURE

* Tronvoll (2007), thestudy on the topic of “Complainer Characteristics When Exit is Closed” has
expressed that the dissatisfaction leads to fall of expectations. They have discovered reasons for
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disappointment that are pricing policy, lack of providing core services to the market, lack of
conversation or flexibility, professional approach, not facilitating for promised services, negative
behaviour of personnel, responsibilities not performed well, lack of accountability and these all
lead to bad quality of services overall. Before mobile number portability, this has become a routine
behaviour of employees and their mediator because of no room to switch with same mobile
numbers.®

* T. Bavishi&Sarma (2014), The researchers have conducted the study on the topic entitled “Why
Dissatisfied Mobile Customers Don’t Switch ? A Study in the Indian Telecom Industry” occluded
that the spending has increased a lot by telecom companies due to mobile number portability.
Therefore, service providers using effective retention strategies for exit barriers. The customers
have shown different behaviour pattern on dissatisfaction from the services used.®

* Dr. Satsangi A.K. (2016) has given and discussed a model on consumer retention. He said
consumer is always a promoter by birth therefore companies need to satisfy their consumer
because satisfied customers will create new customersthrough recommendations and on the other
side the existing customers will go for repeat purchasing of the same products and services.
Further, the satisfied customers are retained and retained customers create more customers that are
new. This will penetrate the market and market share with extensive profit.1°

* Annual Report TRAI (February, 2020) has described that the data users have increased
significantly. The jio has been found as largest data service provider in India today. The report also
described further that the Jio is providing attractive schemes, plan and various other offerings to its
customers better than its rivalries. It has given rivalries to think twice to retain customers and
attract more than Reliance Jio.In the report, it has been recommended to introduce 5G technology
and its implementation process with huge fund requirement.!

* Economics Times (June, 2020), As per economics times news, Mr. R.S. Sharma, chairman TRAI
told in the webinar of associated chambers of commerce and industry of India (ASSOCHAM) that
Indian telecom sector need huge capital investment to rollout 5G technology as pan India.
Infrastructure requirement are high in the landline segment too. A challenge towards huge data
management is required during 5G and that’s why Facebook, Amazon and Google have been
invited to manage such upcoming challenge in the field of Indian telecom sector today.*?

* Jabir Alil, Nadia Yusuf2(2019), According to the article published in Global Business Review
which concluded that the international quality standards create popularity among the customers in
masses throughout population in the target market that results in greater sales volume and best
business performance. This conclusion will also highlight further that overall existing customer
will remain retain with same brand. Therefore, business organizations’ must adopt international
quality standards nowadays.*3
NEED OF THE STUDY

Day to day change in technology and innovations in the telecom sector has given a thought in the minds of
the customers to whom they should remain stay and up to how long. On the other side, the cutthroat
competition is giving a birth to switch from one telecom service provider to another.The mobile number
portability is also a great means to switch service provider whenever customers feel dissatisfied with the
services or due to other reasons. The Customers preferences are changing because of change in more
equipped features in the mobile handsets, new generation services like 3G services and 4G services in to
market by all existing and new rivalries like Reliance jio with full fledge or pan-India network to attract
more customers. Now subscribers are waiting for 5G technology in the market.The existing customers
willing to switch to new service provider. The ‘Digital India Program” will influence on tele-density of the
rural area positively because government wants to cover all over India including every village in the
country so that e-governance program can run smoothly and rapidly.

OBJECTIVES OF THE STUDY

1.  To study consumer retention strategies followed by selected organizations.

2. To analyze the impact of retention strategies on customers satisfaction.

HYPOTHESES
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Ho1 There is no significant difference in consumer retention strategies followed by selected
organizations.

Ho2 Consumer retention strategies and consumer’s satisfaction are independent to each other.

RESEARCH METHODOLOGY

The researchers have used research methodology in the following manner:

Data Collection

The data have been collected through both primary as well as secondary. The researchers have collected

primary data through self-structuredquestionnaire including pilot survey and secondary data by various

Websites, Books, Journals, News Papers, Magazines and other concerned material.

Sample Size

The sample size has been identified as 100 respondents for each selected telecom organizations.

Sample Area

The area of study has been selected as Noida and Greater Noida region in order to make the study more

reliable and would represent whole population of the selected area as prototype study says all the

respondents are having same preferences, awareness and uses of the telecom service providers.

Sampling Techniques

The researchers have implemented convenience sampling.

Statistical Tools

In order to have the study more scientific and authentic, the researchers have used statistical tools as

weighted average, z-test, ANOVA, Factor Analysis and chi-square test with the help of MS Excel and

SPSS software.

CONCEPTUAL FRAMEWORK OF CONSUMER RETENTION
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Figure-1& Source:By Researchers
SECONDARY ANALYSIS OF THE SELECTED TELECOM ORGANIZATIONS
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The researchers havedescribed some important factors that are responsible to attract and retain customers
towards selected telecom service providers.These factors are also responsible for switching customers
from one service provider to another. These are as follows:

CONSUMER RETENTION STRATEGIES USED BY SELECTED ORGANIZATIONS

The telecom companies have used many customized marketing strategies to influence and to attract
customersin order to improve market share in terms of subscribers and sales volume. To stop from
switching, telecom companies offering and adding more value to its services offered and using various
strategic thinking and policy for the same. The various practices and strategies are being followed by
selected telecom organizations; these are as follows:

CONSUMER RETENTION STRATEGIES USED BY BHARTI AIRTEL

Lowering Charges

The telecom companies are trying to reduce charges levied on various services offered because of
competition. Telecom regulators are also reducing charges on some identified telecom firms so that they
can smoothly run their business effectively.

Value Added Services

The telecom companies introducing and expending value added services such as video calling, voice
services, missed call alert, broadband services, data services and other services as well. Antivirus
software’s, games, music etc. on demand.

Customized Services

The services offered are not acceptable by all customers because of not suited them, that is why the
concept of customized services came into market. Customized services have been increasing today through
inducing customers by message

Credit Facility

Customers are getting data services as more credit period on the basis of small charges. The downloading
capacity has increased a lot.

Utilities

The subscribers now have given a choice to pay their utilities bills like electricity, mobile, water bills and
others through their mobile phone without time constraints. The customersare now using such facility at a
large scale in India.

Scheme

The telecom companies are using various attractive schemes to retain the customers but they are complex
to understand sometimes. The illiteracy ratio is very high and because of this consumer has cheated and
money has wasted. It is a very big cause of dissatisfaction among those illiterate customers at a large scale.
Customer Care Services

Sometimes, the employee of the telecom companies assistscustomers wrongly and could not
understandable clearly. They transfer complaint to another location, other boss, demand some more time to
resolve the issue. This method of complaint procedure is very disappointing to the customers and become a
cause of dissatisfaction. If it is continuing for a long time, the customerstake the decision to brand
switching.

Lowering Charges By Regulators

The telecom regulators in India have reduced the spectrum charges as well as license fees charged from
telecom operators in India. It gives telecom companies a chance to add value to its services to attract more
consumer base.

Technological Infrastructure

Telecom service providers are also doing various s pacts in order to provide better service to its customers.
Today Huwai of china is planning to introduce 5G services in India.

CONSUMER RETENTION STRATEGIES USED BY RELIANCE JIO

Emergency Data

Jio will provide emergency data pack to its users in Rs 11/- per pack in order to enhance extended data
facility to its users during data use. The company is also providing minimum data availability in order to
ensure uninterrupted internet services that customer can handle in need.

9675



International Journal of Early Childhood Special Education (INT-JECSE)
DOI:10.48047/INTJECSE/V1412.1049 ISSN:1308-5581 Vol14, Issue02 2022

Jio App
Jio is providing unique features to its customers for gaming, chatting, Jio movies, sports and various other
in my Jio app as per present need of the users. This move has increased a lot of customers to add in total
subscribers.
Competitive Price Offering
Jio is offering competitive and attractive pricing of data pack with various plans including various Jio apps
to gain more customers and that is why it has largest customers base today. Its schemes are very attractive
than other rivalries.
Free Calling Minutes and Data
It is offering 10 minutes per day basis during this pandemic to each prepaid customer. If mobile data
capacity as per scheme taken has ended even then customer can get 64kbps speed for completing other
necessary internet tasks. It gives extra benefits to its customers and held to retain with the service provider.
PRIMARY DATA ANALYSIS AND INTERPRETATION
The researchers have analysed the primary data that have been collected through online and manual mode.
The data analysis is given below:

Table-1 Cronbach’s Alpha
Reliability Statistics

Reliability | Cronbach's | N  of
Statistics | Alpha Based | Items
on
Standardized
Items
0.972 0.973 106

Source: Authors’ work
The data collected shows highest internal consistency according to Cronbach’s Alpha based test by SPSS.
The researchers have collected online responses and done reliability test that shows data is reliable for
further study. The researchers have completed data analysis and its interpretation as pre-defined objectives
and hypothesis. These are as following:
Service Providers and Gender Statistics
Table-2 Primary Data Collection

Service Male Female | Grand Percentage
Provider Total per cent
Airtel 54 23 77 38.5
Reliance Jio | 35 26 61 30.5
Vodafone 35 8 43 21.5

Idea 9 8 17 8.5

BSNL 2 2 1

Grand Total | 133 67 200

Source: Authors’ work
The study has included only two hundred respondents of various identified telecom service providers
where Airtel has maximum respondents and BSNL has lowest and as per secondary data BSNL has market
share around 8per cent to 10per cent only. The Reliance Jio has highest market share right now.
RETENTION STRATEGIES
The study has identified eleven top parameters as retention strategies that commonly used by selected
telecom service providers.
BHARTI AIRTEL
Following table shows about retention strategies are being followed in the organization: -
Ho There is no significant difference in consumer retention strategies followed by selected
organizations.Z-Test
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Table-3
N Mean Std. Std. Z Values
Error of | Deviation
SNo. Bharti Airtel Mean
1 App Availability 77 3.94 113 991 8.277618
2 Recharge Options 77 3.95 17 1.025 8.119028
3 Validity in Days 77 3.86 .109 .956 7.869303
4 Schemes/Plan 77 3.88 121 1.063 7.28706
5 Value Added Services | 77 3.83 120 1.056 6.904467
6 Network Quality 77 3.83 120 1.056 6.904467
7 Credit Facility 77 3.70 A17 1.027 5.993189
Customer Care

8 Services 7 3.73 126 1.108 5.760658
9 Complaint Redressal 77 3.73 133 1.166 5.474654
10 Network Availability | 76 3.71 132 1.153 5.374265
11 Internet Speed 77 | 3.62 135 1.181 4.630098

Source: Authors’ work
The above retention strategy table is showing that each strategy is strongly associated with customers’
retention for each service provider. The top three are app availability, recharge options and validity are
main driverswhereas internet speed, network availability and complaint resolve procedure have little lower
impact but need to improve more.
RELIANCE JIO
The Jio has shown little lower performance as compare to Airtel but number of respondents are also little
less:
Ho There is no significant difference in consumer retention strategies followed by selected
organizations.

Table-4 Z -Test

SNO. Reliance Jio N Mean Std. Std. Z Values
Error of | Deviation
Mean
1 App Availability 61 3.72 137 1.067 5.28169
2 Schemes/Plan 61 3.57 149 1.161 3.858834
3 Customer Care | 61 3.51 134 1.043 3.806237
Services
4 Validity in Days 61 3.48 141 1.105 3.361354
5 Recharge Options 61 3.52 161 1.260 3.252463
6 Credit Facility 61 3.36 132 1.033 2.72597
7 Network Availability | 61 3.41 154 1.202 2.661986
8 Network Quality 61 341 163 1.270 2.52067
9 Value Added Services | 61 3.38 155 1.213 2427111
10 Complaint Redressal 61 3.34 157 1.223 2.19818
11 Internet Speed 61 3.23 161 1.257 1.426148

Source: Authors’ work
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The above table of Reliance Jio has top three highly related strategies as App availability, Scheme/Plan
and Customer care services whereas internet, complaint redressal and value-added services need more
improvements in order to attract and retain maximum customers.
CUSTOMER RETENTION STRATEGIES
The researchers have conducted factor analysis to know highly connected factor is affecting more and
responsible among available strategies in Airtel:-

Table-5 Factor Analysis

Total Variance Explained
Component | Initial Eigenvalues Extraction Sums of Squared
Loadings
Total % Of | Cumulative | Total % of | Cumulative
Variance % Variance | %
1 7.759 70.540 70.540 7.759 70.540 70.540
2 .854 7.765 78.305
3 .656 5.964 84.269
4 391 3.551 87.820
5 301 2.737 90.557
6 282 2.565 93.122
7 212 1.931 95.053
8 184 1.676 96.729
9 .166 1.507 98.237
10 101 916 99.152
11 .093 .848 100.000

Source: Authors’ work
The above table showing only one strong factor covering 70per cent share of effective strategy out of all
available strategies. Therefore, other strategies are carrying only 30per cent share.
CUSTOMER SATISFACTION OF RELIANCE JIO
Table-6 Factor Analysis

Total Variance Explained

Compone | Initial Eigenvalues Extraction Sums of Squared | Rotation Sums of Squared
nt Loadings Loadings
Total | % of | Cumulati | Total | %  of | Cumulati | Total | %  of | Cumulati
Varianc | ve % Varianc | ve % Varianc | ve %
e e e
1 16.44 | 74.760 74.760 16.44 | 74.760 | 74.760 9.964 | 45.292 | 45.292
7 7
2 1.271 | 5.777 80.538 1.271 | 5.777 80.538 7.754 | 35.245 | 80.538
3 701 | 3.189 83.726
4 521 | 2.370 86.096
5 465 | 2.115 88.211
6 418 | 1.900 90.111
7 314 | 1.429 91.541
8 249 | 1.133 92.673
9 210 | .955 93.628
10 199 | .902 94.531
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11 196 | .889 95.420
12 167 | .757 96.177
13 162 | .738 96.914
14 148 | 671 97.585
15 131 | .594 98.179
16 .089 | .405 98.584
17 075 |.341 98.925
18 .068 | .310 99.236
19 055 | .250 99.485
20 048 | .217 99.702
21 .036 | .166 99.868
22 029 |.132 100.000

Extraction Method: Principal Component Analysis.

Source: Authors’ work
The above table shows after factor analysis that only two strong factors are highly connected which are
satisfying customers more than 80per cent and rest 20 factors satisfying 20per cent only.
ASSOCIATION BETWEEN SATISFACTION AND RETENTION STRATEGIES FOLLOWED BY
SELECTED TELECOM ORGANIZATIONS

HoZ

Table-7 Chi- square test

Consumer retention strategies and consumer’s satisfaction are independent to each other.

12. Which telecom service provider/s are you Asymp.
using at present? (Please Choose One or More Sig. (2-
Options) Value df sided)
Airtel Pearson Chi-Square 51.621° |16 .000
Likelihood Ratio 48.083 |16 .000
Linear-by-Linear Association [13.180 |1 .000
N of Valid Cases 77
Reliance Jio | Pearson Chi-Square 25.735° |16 .058
Likelihood Ratio 28.505 |16 027
Linear-by-Linear Association |1.516 1 218
N of Valid Cases 61

Source: Authors’ work
The above table is showing association between ‘Value Added Services’ and ‘Call/Data Charges’that
indicates both are strongly associated to each other and therefore researchers fail to accept null hypothesis.

Table: 8 Chi-square Test

Asymp
12. Which telecom service provider/s are you . Sig.
using at present? (Please Choose One or More (2-
Options) Value df sided)
Airtel Pearson Chi-Square 19.404° 16 |.248
Likelihood Ratio 19.015 16 .268
Linear-by-Linear Association 567 1 452
N of Valid Cases 77
Reliance Jio | Pearson Chi-Square 31.691° 16 011
Likelihood Ratio 35.304 16 .004
Linear-by-Linear Association .109 1 742
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| [N of Valid Cases 61 | | |
Source: Authors’ work
The above table is showing association between ‘network quality’ and ‘scheme/plan’whrere Jio has
strongly associated significantly and more than Airtel.
As per chi-square test, all important factors of satisfaction are significantly associated with all parameters
of retention strategies in both the selected telecom organizations.

FINDINGS, CONCLUSIONS AND SUGGESTIONS

Out of the selected telecom companies, the Bharti Airtel has achieved consumer’s satisfaction at

a very high level in comparison of Jio services.

Jio has also significant consumers satisfaction with services being provided in the markets.

Jio has given various challenges to rivalries in order to attract consumers more.

The practices used by the selected telecom organization are almost same but some of the features

differ from each other in order to add more value to its services.

According to Parato principle, the practices used for retention of customers are more or less same up

to 80per cent and 20per cent differs due to exclusives services to their customers.

Both the companies are going to test 5G technology trial in India soon.

Both the companies are keen to attract customer through various offering and creating huge

competitive circumstances in the Indian markets.

w= In retention strategies ‘customer care services’ of both the organizations, the Bharti airtel has more
satisfaction of customers then Reliance Jio

@ The selected telecom organizations have significant impact of retention strategies on satisfaction.
Therefore, the service providers must improve all retention strategies on regular basis so that
customers share can be increased day by day.

CONCLUSION

The study shows both Reliance Jio and Airtel performing well as per customer base is concern in India.

Now the maximum number of customers are of Reliance and Airtel on second position right now. Airtel is

in loss but Reliance is generating more revenue and showing good profit too. Both are planning to

introduce 5G technology in Indian markets including all circles. Both are giving and introducing attractive

schemes, plans and more featured services to attract and retain customers more.

The study would be helpful in identifying the Indian telecom trends and future planning accordingly.

Huge capital investment is required to estabilish fix line services for extensive data use due to 5G rollour

in India. The study has all important parameters of retention strategies that best fit in today scenario.

SUGGESTIONS

Considering the above study, the researchers have found that the present time is very much competitive in

nature where every service providers are keen to acquire subscribers with providing unique identified

services or better than others service providers. The service providers must considered requirements of

customers as and when occur and execute in the market effectively to motivate customers for big demand.
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