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_____________________________________________________________________________ 

Abstract 

The current telecom market becomes more competitive in terms of prices, offers and not with 

quality of services, customer satisfaction. Survival of the telecom providers are majorly based on 

their free offers and such practices leads them facing a great financial burden and at the same 

time customers get cheap rate of services thereby improving the market share. The present study 

concentrate on factors leads to switching behaviour of mobile network services. The study 

findings shows that availability of various service providers and their tariff options, mobile 

number portability (MNP) that leads the customers’ switching behaviour. Thus service providers 

should concentrate on customers’ choice so that they will reduce the switching rate. 

Key words: Mobile network services, switching behaviour, mobile number portability, tariff 

options, free offers, market leader 
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Introduction 

India is the second largest 

telecommunications market in the world with 

a subscriber base of 1191 million in the past 

one and half decade. India is the second 

highest number of internet users around 

560.1 million in the world and telephone 

subscriber base expanded at a CAGR of 

17.44 per cent during FY17-18, reaching 

1,206.22 million in FY18. 

The telecom environment can change over 

from voice to data with the introduction of 

LTE technology and 4G technology devices 

which facilitate voice and video calling 

applications such as WhatsApp, Skype, IMO 

and Google Duo. In turn these have 

dramatically reduced the traditional profits of 

telecom operators for SMS and voice calls. 

Major revenue of telecom operators pertains 

with voice calls and SMS services. Since 

telecom operators can adjust the revenue loss 

over voice calls with high tariff plans of data. 

TRAI allowed the telecom customers to 

change over from one operator to another 

without changing the mobile numbers termed 

as Mobile Number Portability (MNP) 
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scheme. Within few year nearly four leading 

operators Aircel, Idea, MTS, Docomo, etc. 

closed their business either by merger or 

shutdown of services. 

Switching Behaviour 

Telecom markets have changed dramatically 

in recent years. Customers in many countries 

who used to have only one service provider 

now have a wide variety to choose from. The 

competition to attract and retain customers 

has resulted in the development of 

relationship marketing strategies. 

Customer switching has become a critical 

issue faced by mobile service providers. 

Customer switching refers to migration of 

users from one service provider to another 

for one of the reason as price, offers and after 

sales service. In most studies, insist customer 

switching is incorporated with negative 

effects such as decreasing market share and 

declining profitability (Keaveney, 1995). 

According to Harit Nagpal, Vodafone 

Director (Marketing & New Business), 

customer retention is very difficult in a 

market that is highly competitive and it needs 

more than just advertisements and offerings. 

According to him, there are four factors that 

made customers stick to a service provider: 

better network, service recovery, technology 

and superior value for money. 

In the last few years, the demand for mobile 

telecom services has developed 

exponentially (Bloom, 2005). Mobile users 

largely use their networks not only for voice 

communications, but also for multimedia 

purposes including internet access, e-mail, 

text and multimedia transmissions 

(Jarvenpaa & Lang, 2005). Increasing 

demand and proliferation of service offerings 

has resulted in rational switching behavior 

among mobile users. This leads to intense 

competition, severe price wars, mass 

promotion campaigns, attractive calling 

tariffs at lowest rates, and a bundle of 

customer retention strategies among service 

providers. 

Mobile Number Portability (MNP) 

It facilitate a customer to retain his mobile 

number as it is while he switching over from 

one provider to another irrespective of the 

mobile access technology and roaming 

restrictions. The Indian telecom industry 

introduced the MNP on Sep 2009 and 

initially customers were not ready to change 

their service providers due to problem of 

losing their existing mobile number. But 

after implementation of MNP facility, 

customers can easily switching to new 

service provider by retaining the same 

mobile number by paying a minimum fee. 

There is a restriction in this process that is 

the customers wait for minimum period for 
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the switch over process. It doesn’t matter 

whether customer switch from GSM to 

CDMA or vice-versa, or within GSM and 

CDMA operators but one can retain the 

number. It gives benefits and drawbacks to 

customers and operators. The MNP status 

during December, 2017 is 33,84,08,391 and 

in November 2018 it is 407.22 million. 

Literature Review 

Venkatesh (2019) studied the switching 

behaviour of customers in Vijayawada 

telecommunication sector. Respondents are 

selected from those used mobile network 

services. Simple random sampling technique 

adopted for the selection of sample. The 

study focused to explore the factors affect the 

switching behaviour of customers and 

examine their attitude. Descriptive statistics 

applied with the sample size of 314. The 

study found that majority of customers is 

satisfied with mobile number portability 

facility because it improve the service 

quality. 

Lim, Yeo, Goh and Koh (2018) have 

investigated the factors affect the switching 

behaviour in telecom industry. Data collected 

from targeted respondents from Malaysia 

with questionnaire. The result found that 

WOM and service failure have influence 

positively on switching behaviour of telecom 

customers. This study helps to telecom 

industry for improve the weakness and 

provide better services to their customers. 

Rentia van der Walt and Michelle C van der 

Merwe (2015) studied the relationship 

between switching cost, perceived value, 

alternative attractiveness and switching 

intention of mobile network subscribers. 

Data were collected with the help of self 

administered questionnaire consist of 7 point 

likert scale. The study conducted at 

University of Pretoria and Glenfair Shopping 

Centre in Pretoria. A sample size determined 

with 296 respondents. The result showed that 

alternative attractiveness and switching costs 

is the best predictor of switching intention. 

At the same time perceived value not to 

predict the switching intention.  

Martins, Hor-Meyll, and Ferreira (2013) 

have studied to compare the service 

performance, switching barriers, perceived 

value, satisfaction of Brazilian and German 

mobile phone users. The study conducted to 

study the behaviour based on culture. The 

result suggested that customer satisfaction, 

service performance and perceived value 

play an important role in switching 

intentions. Further the cultures of both the 

countries are similar. 

Methodology 

The study conducted with the sample size of 

580 mobile network customers in Tanjavur 
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District, Tamilnadu. The study focuses on the 

reasons for switching behaviour of mobile 

network customers. 

Objective of the Study 

To find the reasons for switching behaviour of 

mobile network customers.  

Analysis 

The table-1 shows the socio-economic profile 

of mobile phone network customers. Male 

dominate in the study, under age group most 

of the respondents are 26-35 yrs, majority of 

respondents are belongs to Rs.10,001 – 

20,000 income category, 33.1 per cent of 

respondents from Rs.10,001-20,000 income 

group, majority of customers are educated 

with school level and 57.9 per cent of 

respondents are married. 

The above table 2 explains the reasons for 

switching from one service provider to 

another service provider. The respondents’ 

preferred mobile connection proportion 

implies that  out of 580 respondents, 153 are 

Airtel connection preferred which consists of 

26.4 per cent, 246 are preferred Jio 

connection consists of 42.4 per cent, 82 are 

Vodafone connection consists of 14.1 per cent 

and 99 are BSNL connection consists of 17.1 

per cent. Majority of the respondents have 

their network connections from 1 – 2 years 

that consists of 48.3 per cent. 93.8 per cent of 

the respondents opined that currently using 

the network connection is not first service 

provider. With regard to number of times 

changed the service provider, majority of the 

respondents (49.5 per cent) says currently 

using the network is second one. First and 

foremost reason for switch over the service 

providers is No offers. Out of 580 

respondents, 147 respondents stated that 

offers not given by the service providers and 

it consist of 25.3 per cent. 88 respondents 

opined that limited service is the reasons that 

consist of 15.2 per cent, 80 respondents stated 

that improper communication which consist 

of 13.8 per cent is the reason for switching. 

Fourthly 72 respondents switching their 

service due to call drops that consist of 12.4 

per cent, fifth stated reasons by the 

respondents is frequent fault that is 68 

respondents consist of 11.7 per cent. Poor 

network service is the sixth reason for 

switching which consist of 44 respondents 

that is 7.6 per cent. Poor customer care is the 

seventh reason opined by the customers that 

is 7.1 per cent and next stated reason is excess 

billing which constitute 6.9 per cent. 

Conclusion 

The entry of Reliance-JIO with their free 

unlimited data offers leads the telecom 

industry becomes more competitive and tough 

to survive and earn profit. These tough tariff 

war facilitates the customer to get a superior 
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value with excellent quality of services but 

for the telecom operators they struggle a lot to 

be a part of this tough market and retaining 

customers. While analyzing the reason, entry 

of Reliance Jio with their free of cost services 

and MNP provision made the Indian telecom 

industry instable and forced our Indian 

telecom industry to practice a tough strategy 

of providing lowest voice and data tariff plans 

and unlimited free data voice combo to its 

customer in order to made their customer to 

stay with them and to being continued as 

market leader. Even though the market is very 

tough and competitive still operators like 

BSNL, Vodafone, Airtel survives not only by 

the way of reduced tariffs and add-on features 

but because of their loyal customers who 

satisfied by their previous experiences. Since 

only thing safeguard the telecom service 

provider from this tough current situation is 

loyalty of the customer. 
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Table-1: Socio-Economic Profile of Respondents 

 Category Frequency Percentage 

Gender Male 353 54.6 

Female 227 45.4 

Total 580 100.0 

Age 15-25 132 22.8 

26-35 293 50.4 

36-40 110 19.0 

41 and above 45 7.8 

Total 580 100.0 

Educational Qualification 

 

Illiterate 34 5.9 

School level 229 39.5 

UG 65 11.2 

PG 177 30.5 

Professional 75 13.0 

Total 580 100.0 

Marital Status Single 244 42.1 

Married 336 57.9 

Total 580 100.0 

Monthly Income (Rs.) <  10,000 151 26.0 

10,001-20,000 192 33.1 

20,001-30,000 143 24.7 

30,001-40,000 48 8.3 

> 40,000 46 7.9 

Total 580 100.0 

 

 

Table-2: Reasons for Switching Behaviour 

 Category Frequency Percentage 

Mobile connection 

preferred 
Airtel 153 26.4 

Jio 246 42.4 

Vodafone 82 14.1 

BSNL 99 17.1 

Total 580 100.0 

How long you have  <  1 yr 147 25.3 

network connections 1 to 2 yrs 280 48.3 

2 to 3 yrs 78 13.4 
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> 4 yrs 75 12.9 

Total 580 100.0 

First Service Provider Yes 36 6.2 

 
No 544 93.8 

Total 580 100.0 

No of time changed the No 36 6.2 

service provider 1 178 30.7 

2 287 49.5 

3 79 13.6 

Total 580 100.0 

Reason for Switching 
Excess Billing 40 6.9 

 

Poor Network 44 7.6 

Poor customer care 41 7.1 

Call drops 72 12.4 

Frequent fault 68 11.7 

Limited service 88 15.2 

Improper Communication 80 13.8 

No offers 147 25.3 

Total 580 100.0 
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