International Journal of Engineering Research and Technology. ISSN 0974-3154, Volume 13, Number 9 (2020), pp. 2137-2152
© International Research Publication House. https://dx.doi.org/10.37624/IJERT/13.9.2020.2137-2152

Factors Affecting Customer Retention in Telecom Sector: A systematic
review in Indian perspective

Saikat Banik! and Dr. Parul Sinha?

Research Scholar, School of Management, GD Goenka University, Gurgaon, Haryana, India.

Assistant Professor, School of Management, GD Goenka University, Gurgaon, Haryana, India.
ORCIDs: 0000-0002-9682-9096 (Saikat Banik), 0000-0003-4863-2341 (Dr. Parul Sinha)

Abstract

Indian mobile industry is the most rapidly expanding
businesses in the world. Presently, India is one of the second
world’s largest telecommunication market and is still
mounting. The main aim of this review paper is to explore the
factors affecting towards the customer retention from the
customers prospective in line with the experience of mobile
connections to our country. The present study conducts a
systematic review of 50 research papers published across
reference peer reviewed journals during 2001-2019 in telecom
sector. During the analysis of the literature review, various
categories are adopted such as publication year, journals,
research design, methodology, related research area, findings,
limitations and challenges to the telecom industries. The study
is useful for academic researchers, managers and practitioners
in the telecom field. The authors critically reviewed the papers
and develop a framework to study the significant factors
influencing retention in telecom domain. The recommendations
also have been made to this review paper on factors influencing
customer retention and the directions for future researches are
indicated. The authors have found 64 sub factors affecting
retention in telecom sector and then categorized these factors
into significant factors such as service, support, brand, network
coverage, pricing, and customer relation and regulation impact.

Keywords: Customer retention, Telecom Company, Customer
relationship management, Mobile telephony, Subscriber,
Loyalty.

. INTRODUCTION

The Indian telecom industry is a high growth industry as of
today with population base of 130 crores. India has now
become the world’s most competitive as well as fastest growing
telecom markets. Due to the addition of more than five million
users in January, the subscriber base increased from 1151.44
million at the end of December’19 to 1156.44 million at end of
January’20, thereby registering a monthly increase rate of
0.43%. Wireless subscription in urban areas increased from
643.97 million at end of December *19 to 644.54 million at the
end of Jan’20 and wireless subscription in rural areas increased
from 507.46 million at end of Dec’19 to 511.90 million at end
of Jan’20. Monthly growth rates of urban and rural wireless
subscription were 0.09% and 0.87% respectively. But the gross
revenue of telecom sector has been declined from Rs.62198
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crore at end of March’18 to Rs.58414 crore at end of March’19.
The annual and quarterly growth of Indian telecom’s revenue
were declined by 6.08% and 0.98% respectively. This year on
year revenue decline is one of the key challenges being faced
by Indian telecom industries. However, India is one of the ninth
largest equity market (3.5 trillion equity market) globally after
china. In addition, India has the largest number of listed
companies in the world. The country offers the robust growth
opportunities to domestic and international companies for
investment prospective driven by the Indian government’s
Make in India initiative for digital technology movement. This
has also given rising opportunities for rural and urban areas to
increase the per capita household income. The most of
customers likely to come from rural or urban areas with
inadequate basic infrastructure and limited but no connectivity
is demanding lower tariff, unlimited voice calls & data with
additional value-added services. The digital movement enabled
the country towards artificial intelligence, machine learning,
deep learning, chat box, online shopping, online education,
online games and many more. These all digital technologies are
running over telecom backbone. Therefore, the telecom is
playing a very pivotal role to develop country’s economic
growth. The urban, city and metro customer demands high
speed internet for audio-video streaming, navigation, music
downloads, gaming, m-commerce, mailing solutions, video-
chat box and social networking. That’s why people are
demanding 4G/5G technology to run these applications. With
compare to urban areas, people in rural areas need low cost
technology to run these applications. The Government has
done various initiatives to enable digital technology across the
country for rural and urban both areas. This has also helped to
improve the health of the telecom sectors through various
programs like digital technology, 100% FDI policy,
introduction to VNO license, mobile number portability,
special number service 112, Aadhar based e KYC, GPS enabled
handset, spectrum sharing, spectrum management and
spectrum auction. Recent initiative of Bharat net to connect
2.5Lacs villages over optical fiber connectivity to boost more
internet penetration. Private telecoms also shown interest to
connect the Villages. Airtel shown interest to connect 10000
villages, Reliance JIO interested to connected 30000 Villages
and Vodafone idea shown interest to connect 3000, 1000
villages respectively. Reliance JIO’s freebee services for
unlimited voice and data lead to an intense competition
between Indian telecom player. Airtel, Vodafone Idea and
BSNL are also forced to reduce lower the prices for acquisition
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and retention of new and existing customers. This has given a
breadth at least to Airtel, Vodafone idea and BSNL to sustain
in such highly intense market after Reliance JIO’s entry into
telecom business.

Key Development to improve the telecom infrastructure:
Merger and acquisition is a popular governance structure that
strategically combines the resources from one organization to
other organization. Merger between the telecom companies is
to help industries to improve the network in rural and urban
areas, resilient service, low call drops, POP capacity, cost
effective plan, increase market share and improve service
quality. The merger also helps telecom industries to reduce the
competition and streamline the smooth operation process to
acquire new customers. Though there are various initiative has
been done by government to improve the service quality of
mobility, wireline voice and data services. Here in this review
paper, the authors have restricted to study in mobility only.

1. LITERATURE REVIEW:

Customer acquisition is the process of bringing new customers
to your brand. It involves lot of costs to attract people to brands
before customer acquisition. The cost of bringing in customers
to brands is known as customer acquisition cost. These costs
are nothing but line like marketing cost, advertising cost,
billboards, television, radio spots, poster, prints etc. Now the
goal for any business to maintain consistent influx of new
customers and then retaining the existing customer is also very
critical for any industry to survive. Customer retention has
direct impact on profitability to any business. The more the
customer retention the more the profitability in organization.
Retaining customers is always has very less cost than
acquisition of new customer. According to Oliver (1981),
customer satisfaction is the major outcome of the customer ‘s
attitude to switch service provider to other, repeat purchase and
customer loyal. Customer retention refers to the ability of an
industry or business to retain its customers over some specific
period to gain profitability and long-term sustainability in the
market.

Il.a Customer acquisition and customer retention in
telecom sector:

Jacquelyn S. Thomas (2001) explore that customer acquisition
and retention are two independent process. The author also
explains that there is a linkage between customer acquisition
and retention. They find out that the focus of the study is not to
address how firms should acquire customers. Moreover, due to
the data limitation of customer base, the retention and strategy
on churn analysis might be biased. They represent a model to
correct those biases in customer analysis process as customer
acquisitions and retentions. Werner Reinartz ,Jacquelyn S.
Thomas & V. Kumar (2005) explore that there is a modelling
framework for balancing resources between customer
acquisition efforts and customer retention efforts .They focus
on right resource allocation model that addresses the questions
of how much to invest in customer relationships and how to

2138

invest at different points of customer-firm relationship. Dr. S.
M. Yamuna and R. Shiji (2011) find that most users are using
4G services from Vodafone Airtel and JIO. They also reveal
that the customer level of awareness towards 4G services
offered by various telecom service operators depends on
gender, age, education, qualification, occupation and marital
status.

11.b Service quality on customer retention in Indian telecom
companies:

Lei Yu, Wu Kuan, Yang Chen, Po Yuan, Chen Shu & Ling
Cheng (2012) explore that the consumer ‘s perceived value and
each cost component of information searching cost, moral
hazard cost and specific asset investment cost are positively
related to repurchase intention. The study suggests that
providing with enough cues to reduce consumer’s information
searching is core element of repurchase intention formation.
Sumangala Damodaran (2013) explore that the outsourcing
strategy of airtel on network & IT management to third-party
has resulted with cost saving and increased profits. The paper
reveals that with the network outsourced, the telecoms can offer
lower cost tariff plan to customer. The author finds out the
factors that affect customer acquisitions and retentions are
brand Image, service delivery experience, network experience,
customer care experience, store and gallery experience, billing
experience and web experience. Abhijit Chirputkar and Yatin
Jog (2015) finds out the brand oriented behavioral factors and
brand oriented attitudinal factors are very important to
influence the customers to remain loyal to their brand. The
study is limited to prepaid mobile connections. Monalisha
Patnaik, Abhipsa Ray, Biswa Bhusan Mall, Rosemary Kujur,
Silpa Jena and Somu Jena (2015) finds out that the critical
factors for customer satisfaction to increase the acquisition &
retention. The paper also reveals that brand preference,
customer perception, distributor perception, marketing
strategy, service quality & delivery are the factors affecting the
customer satisfaction. Suraj Kushe Shekhar (2015) reveals that
the perceptions of Indian customers and retails towards cellular
operators in India are the visibility to customer, customer
support, customer response and complaint resolution.

I1.c Lower pricing offered by JIO disrupted Indian telecom
sector

Pawan Kalyani (2016) explore that the effect and awareness of
JIO offer and then its competitive strategy adopted by Airtel,
Vodafone and BSNL. Bhosale Veena, P. Jain, Ashwin Nirmal
(2016) explore that the most influencing factor about the JIO
scheme launched in Jalgaon city. The study also explores that
the factors that influence the customer to become loyal with JIO
are free data, unlimited voice calls and considering customer's
feedback or concern. These factors are responsible for JIO to
control monopoly market in mobility space. D. Satyanarayana,
Dr. K. Sambasiva Rao and Dr. S. Krishnamurthy Naidu (2017)
explore that the JIO’s free tsunami creates a lot of radical and
unexpected changes in consumer’s behaviors and competitor’s
strategies. The entry of Reliance JIO affects equilibrium in the
mobile industry and forced competitors like Airtel, VVodafone
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and Idea to merger their operation to improve the customer
experience. Dr.S.M. Yamuna and R. Shiji (2011) explore that
there are various factors including socio geographical factors
developing the brand awareness among smart phone users
about 4G mobile phone services. Most users in Indian now are
using 4G services from Vodafone, Airtel and JIO. The authors
find out that the factors like gender, age, educational
qualification, occupation and marital status are also creating
brand awareness among users about the 4G services .Noorul
Hag ( 2017) finds out that launching JIO disrupts the Indian
telecom market and forced many telecoms to shut down their
operations due to lower prices and freebee services. It also has
changed market dynamics the way competitors are adopting the
aggressive pricing strategy to churn each other's customer base
and then completely disrupted the Indian telecom market.
Rajbinder Singh (2017) explore research in Impact of Reliance
JIO on Indian Telecom Industry and the study finds out that
Reliance JIO’s freebee services like free internet and free voice
calling pushed other telecom operators towards merger and
consolidation to reduce operation cost and increase the
profitability and EBITDA.

I1.d Customer relationship management on customer
retention in Indian telecom companies:

M.L.Agrawal( 2003) in his paper finds out that the CRM is an
important tool for business consumer products .The author
also explains about six steps of CRM strategy , CRM
implementation and drawbacks of CRM software .The paper
describes the concept and mechanics of customer relationship
management and illustrates how CRM helps corporate
renaissance in hard times. Peter C. Verhoef (2003) states that
affective commitment and loyalty programs provide economic
incentive positively that affect both customer retention and
customer share development. EWT Ngai, Li Xiu, D.C.K Chau
(2009) finds out that the analyzing and understanding the
customer behavior and characteristics is the foundation of the
development of a competitive CRM strategy to acquire and
retain potential customers and maximizing customers value. the
authors further explore that the application of data mining
technique to CRM strategy is a useful tool to extract and gain
the insight information from the customer data base and can be
used as a best supporting tool for making different CRM
decisions. Subhashish Das & Manit Mishra (2018) finds out in
their study that there is a mediating effect of customer
satisfaction on the relationship between the customer
relationship management practices and retention. Dr. Abomaye
Nimenibo, Williams Aminadokiari, Samuel Effiong and
Blessing James (2019) effectively finds out that CRM is a
determining factor towards customer retention and it has been
required in any organization or business to maximize the profit
and income by meeting the needs of customers. However, the
author also explore that the effective CRM is the reason of
customer satisfaction.
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Il.e Customer satisfaction impact on customer retention
Indian telecom companies:

Kotler (2011) defined satisfaction as “A person’s feeling of
pleasure or disappointment resulting from comparing a
product’s perceived performance (or outcome) in relation to his
or her expectations”. Sandra M and James H Drew (2003) finds
out that there are four different types of risks attributed during
online shopping put buyers on risk and these are the risks are
financial risk, product performance risk, psychological risk and
time risk. The authors also study the relationship between
consumer demographics (gender, age, income and online
experience) , types of risk perceived by internet users ( shopper
and buyers) and selected online patronage behaviors (total
amount spent, frequency of searching with intent to buy , and
frequency of buying online). Mohammed. M. Almossawi
(2012) finds out that the importance and consequences of
customer satisfaction in the competitive telecom industry in
Bahrin has been affected by a positive relationship between
satisfaction and retention. The author also explores that there is
a poor association found between customer satisfaction,
customer retention and loyalty. Dr.B. Kishore Babu (2018)
explore to know about the customer loyalty of JIO customers
towards JIO after free services time was over. The study further
analysis’s that the majority of JIO customers are satisfied with
the performance of Reliance JIO when compare to other
operators. Anders Gustaffsson, Michael D. Johnson and Inger
Roos (2006) explore that customer satisfaction, affective
commitment and calculative commitment are the most
important dimension towards the customer retention in
telecommunication sector. The study further finds out that the
situational and reactional trigger conditions to moderate the
satisfaction cum customer retention relationship. Roma Mitra
Debnath (2008) finds out that the prime focus of the telecom
service provider is that to create loyal customer that being
provided with benchmarking performance of services and
customer retention of existing customer. The paper also
explores that customer will get the benefit of additional services
proposed with the tariff plan to become loyal customers for
longer periods with telecom service providers.

Afshan Azam, Fu Qiang and Muhammad Ibrahim Abdullah
(2012) explore that the consumer satisfaction is not only a
critical performance outcome in internet retail shopping but
also a primary predictor of customer online shopping and
purchase intention. The factors that authors find out that
influencing customers towards online shopping’s are system
satisfaction, service interfaces, security, currency relevancy,
consistency, understandability, navigability and telepresence.
Premkumar.G and J. Rajan (2012) finds out that main factors
in customer retention in Indian mobile telecom market and to
check mobile number portability is a blow to mobile telecom
service provider. The study explores that the customer
satisfaction plays a very important role in customer retention.
The more the level of customer satisfaction the more the
quantum of customer retention in Indian mobile telecom
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market. However, the customer satisfaction is affected by
various factors are trust and service quality. Muhammad
Alshurideh Ra'ed (Moh'd Taisir), Masa'deh Barween Alkurdi
(2012) reveals that the customer satisfaction does affect
customer retention .The study also found that there is a direct
relationship between customer-supplier relationship duration
and customer satisfaction and then the mobile services
provided by the call centers also affect the customer satisfaction
and customer retention. Ratnesh Kumar and Dr. Amit
Kansal(2013) finds out that there is a high competition among
telecom players in India and all the players are giving special
offers and schemes to maximize the subscriber base depend
upon market condition .The author also suggest that the
telecom players to align with new dynamic business
environment due to competition . Balwant Singh Mehta (2013)
explores that the socio-economic impact of mobile phone usage
inrural India. The survey also reveals that mobile phone helped
user to gather information for their agricultural and non-
agricultural purposes and enable them to get in touch with their
family members and migrant workers. The demographic
factors of mobile phone user (ownership access), usage (social
and economic), activity (education entertainment & innovative
use) and impact (satisfaction, safety, skills, Income) plays an
important role of mobile phones in rural India .Md.Hasebur
Rahman ,Md. Redwanuzzaman ,Md. Masud-Ul-Hasan & Md.
Asfaqur Rahman (2014) reveals that service innovativeness ,
service reliability , service competitiveness, customer demand
fulfillment to be found significant factors and service
consistency, network signal , coverage, pricing policy, quality
of offering, value added services, contribution to society and
brand value to be found insignificant factors in affecting
customer satisfaction .On the basis of findings the study
concluded that customer satisfaction is a dynamic phenomenon
of customer retention. Menachem Domb, Joshi Sujata, Bhatia
Sanjay, Roy Arindam and Saini Jypti (2015) reveals that brand
image, service delivery experience, network experience,
customer care experience, store and gallery experience, billing
experience and web experience are significantly affecting the
customer experience in telecom industry. Dr. Meera Arora
(2015) explore that the importance of impact of customer
satisfaction through the constant quality service delivery to
customer enable the telecom industry for long term
sustainability. The paper also revealed that customer centric
strategy for telecom company is not only helping to increase
market share but also helping service provider for long run
business. Ascarza Eva and Neslin Scott A (2016) finds out that
the variety of metrics to measure and monitor the customer
retention. The author also presented an integrated framework to
manage retention that leverages emerging opportunities offered
by new data sources and new methodologies. The study also
has provided a broader prospective of customer retention. M.
Sankara Rao Prof. P. Srinivas Subbarao (2017) explore that the
mobile number portability is an option for customer to change
existing network to a new network based on the quality of
services and offerings made by telecom service provider. Dr.
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S.P. Maithiraj (2018) reveals that customer buying behavior
has been affected due to lacking service quality, value added
service, promotional offers and customer care services pushing
the customers to switch over existing service operator to new
one. Abani Mohanty and Dr. Sabyasachi Das ( 2018) explore
that the retaining the existing customers than finding a new
customers is easier for the companies .Customers are enjoying
the benefits of retention strategies like keeping them updated,
trying to find their changing needs, various trial offers of VAS,
waiving of late payment fees, solving the complaints, not
disconnecting the service, giving gifts and freebies . The study
finds out the customer retention strategies to keep the
customers with the telecoms service providers for longer
periods.

I1.f Customer churn management on retention:

M. Satish, K. Santosh Kumar, K. J. Naveen, V. Jeevanantham
(2011) find out in their study that the factors responsible for
influencing the consumer in switching the service provider. The
study further explores the call rate plays the most important role
to switch the service provider followed by network coverage,
value added services, customer care and advertisement. Jamwal
Sanjay (2011) finds out that the churn prediction and
management have become a serious concern to Indian mobile
operators to retain customer due to severe competition.
Telecom operators must predict the possible churners and then
utilize the limited resources to retain those customers as well.
Arthur. Yarhands. Dissou., Ahenkrah. Kwaku., Asamoabh.
David.,(2012) find out in their study that the causes of
customer churn from one operator to other .The study also
explore the factors of likeliness of switching services from
existing service operators to new , depends on various factors
like gender, education occupation ,income, age network issue,
high tariff, hidden charges, service disruptions, unreliable
helpline, incomplete information and inadequate features.
Kiran Dahiya and Surbhi Bhatia (2015) explore that customer
churn plays a very significant role in telecom industry for
survival and expansion of subscriber base. The study has also
explored that the CRM tool through data mining technique will
help the industry to acquire and retain customers for longer
periods. Gunjan Malhotra and Surinder Kumar Batra (2019)
find out that the frequent switching of customers between
service provider happen due to low switching cost provided the
by the service providers. Based on the factor analysis, there are
six factors being identified as switching reason of existing
services to new one and these factors innovative offers,
publicity, convenience, price, trust building and service
quality .Moreover value added services and effective pricing
strategies adopted by the service provider can also control the
consumer’s brand switching behavior that can help to retain
customers for longer periods . Sukanta Saha and Yogesh C
Joshi (2019) explore that the telecom operators may plan some
innovative measures like tariff plan, improved quality of
services to increase the perceived satisfaction level among the
customers for retention.
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11.g Merger effect on customer retention in Indian telecom
companies:

Bedi, Surbhi (2017) explore that there are severe challenges,
uncertainty and lot of issue during pre-merger and post-merger
between the organization. The merger and acquisition have
created doubts among the customers to opt new service from
merged entity thus by helping the competitor’s competitor to
increase the customer base. Mishra Arjyolopa, Pradhan
Amruta, Bisht Oasis (2018) explore that the dynamic of trusts
post-merger and acquisition, integration planning in the Indian
telecom sector are identified as the factors being responsible for
successful merger and its positive impact to customers, market
and business. These factors are also responsible for the
consequences of failed merger between the organization.

I1.h Impact of OTT (Over the Top) players to Indian
telecom sector in retention analysis:

Esselaar Stephen; Stork Christoph (2018) explore that the
impact of over the top Applications on mobile operator
revenue. The authors find out that the data revenues has been
increased with the help of OTT players but the revenue on
Voice and SMS is decreased .The author identified the factors
over the impact of OTT on mobility revenue and these factors
are usage pattern, regulatory interventions and the choice of
business models.

I1.i Challenges of customer retention in Indian telecom
service provider:

The TRAI report (2015 & 2019) shows that there are various
factors affecting telecom industry's performance and require to
develop proper framework to improve the telecom sector's
performance. The factors that affecting telecom industry's
performance are technology readiness, cost incentive to
telecom companies, social propensity to adopt OTT, strength
of OTT platforms, scalability of telecom services. Jonathan
Donner (2007) explore that that face to face interaction was
dominant in urban India than the customer interaction with
various ICT access through landline, mobile, email, SMS etc.
The author also explores that the importance of use of
information and communication technologies of customer
acquisition and retention in urban area. Parsheera Smriti (2018)
reveals that the Indian telecom industries are going through a
new phase of development. The telecom sector’s priorities
shift from traditional telecom services to high quality internet
access the policy and regulatory framework must also respond
accordingly. The study highlights some key challenges are
faced by the telecom sector like reliance on wireless network ,
high cost of spectrum and the continuing digital infrastructure
development .The author also recommended to regulator
should adopt and design some mechanisms to avoid such
challenges and uncertainties in the market to achieve better
customer satisfaction. Sigit Haryadi (2018) explore that the

telecom regulatory body controls the tariff of mobile
connections and therefore, it is creating obstacles to acquire
customers for telecom service providers. The customer is the
key to success mantra to any sector of business and this is
especially a universal true to Indian telecom industries also
where profit margins are very less and such intense competition
among players on the rise, enable the customer to give a chance
to move from one service provider to other. In a result of that
Industry is not only losing customer, losing revenue market
share, profitability and sometimes losing stakeholder’s
confidence. As the industry has undergone from monopoly to
competitive market, telecom service industries are facing a very
tough time due to higher license fees, lowering tariffs, default
payments and increasing cost induced by the customer. So,
companies are attempting to find out the ways to improve the
strategy of customer retention. However, a thorough study of
literature review of various journals, it is yet to be find out the
factors relating to customer acquisition and retention of Indian
telecom companies

1. PROBLEM STATEMENT:

e To understand customer ‘s switching behavior.

e To increase customer retention.

e To build trust and loyalty for efficient customer
relationship management.

IV. OBJECTIVE:

e To identify the main factors involved in customer
retention of Indian telecom market.

e To recommend a suitable model to mobile telecom
service provider for customer retention.

Figure 1 shows the seven main factors identified from the
research papers.

Retention

e Service

eBrand

e Support
*Network

¢ Pricing

¢ Customer Relation
¢ Regulatory Impact
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Figure 2 shows the seven variables categorized into sub factors.

. . . . Regulator
Quality of Service Brand Image Value Network Problem Usage cost Direct mailing g ) y
Interventions
. - ) Telecom regulator
Customer’s expectation Brand Awareness Commitment Network outage Call rates Telephonic discussion policgy y
. ) . Merger and
Actual Performance Brand Preference Customer care Network experience Offers Face to Face interaction Acqisition
I Customer friendly _ . , Pre- merger
Tangibility Brand Value . Activation experience Schemes What'sApp
experience performance
. ' Promotional Telecom regulation
Customer Service experience | Brand Program Channel partner Network coverage Chat Bot : g
offers impact
Value Added Service Brand Loyalty Agency POl experience Discounts Communication Risk factors
i I Excess radiation from Mobile [ Low cost of .
MNP Experience Visibility : Body Language Uncertainty
towers service
Reliability Response Network quality Free offers Data mining technigue
Scalability Assurance
Demo experience Commitment
Service innovativeness Social factors
Customer delight Demographic factors
CRM
Store experience
Billing experience

Customer retention is the most significant judgment towards
the choice to continue the existing service, loyalty, good value
and building trust to service provider and customer. Based on
the various studies, the authors understood that there are
various factors (64 factors as mentioned above) directly related
to the customer retention of Indian telecom companies. This
review paper is based on the study of various journals in Indian
market. The purpose of this study is to finding factors
impacting to customer retention in Indian telecom sector. To
fulfil this purpose, the research papers were selected from 2001
and 2019 containing customer retention and acquisition ,CRM
impact in retention , churn impact, challenges and merger effect
in telecom sector .We have categorized sixty three factors in to
seven factors ( Service , Support, Brand, Network ,Pricing ,
Customer Relation and Regulatory impact to telecom
companies).The literature review is considered to be the main
part of any study as it helps in investigating the recent
developments on factors affecting the customer retention in
Indian telecom sector .The study follows the structured
literature review approach initially to filter the studies to be
included in the literature review and later these studies are
analyzed through various classification.
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V. RESEARCH METHODOLOGY:

The purpose of this study is to finding factors impacting to
customer retention in Indian telecom sector. To fulfil this
purpose, the research papers were selected from 2001 and 2019
containing customer retention and acquisition ,CRM impact in
retention , churn impact, challenges and merger effect in
telecom sector .We have categorized sixty three factors in to
seven factors ( Service , Support, Brand, Network ,Pricing ,
Customer Relation and Regulatory impact to telecom
companies).The literature review is considered to be the main
part of any study as it helps in investigating the recent
developments on factors affecting the customer retention in
Indian telecom sector .The study follows the structured
literature review approach initially to filter the studies to be
included in the literature review and later these studies are
analyzed through various classification in order to have a
broader understanding of the factors affecting the customer
retention in Indian telecom industries. Existing literature
review studies on factor affecting customer retention in telecom
sector has shown from next page onwards and citations are
recorded till 2019. Table -1 shows the details of research
methodology from title, year, name of journal, name of
publishers, area of study, objective, factors, location of study
and research design adopted in the 50 research papers.

Figure -3 shows the research methodology studied from 50
research papers.
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A Methodology
for Linking Journal of Acquisition Customer acquisition ,
Jacquelyn Customer ) Sage and To study a model for linking retention, Data limitation , ’ Data
L 2001| Marketing o . _— N : X India .
S.Thomas | Acquisition to Research Publication | Retention |customer acquisition to retention.| biased data,Discount analysis
Customer Analysis rates,offers etc.
Retention.
To study the relationship between
consumer demographics(gender,
age, income and online
Consumer Journal Customer experience),types of risk . L
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online).
Journal of
Services .
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X R X - and mechanics of customer Customer relationship
relationship and Institute | International | CRM and ; . -
M.L. . relationship management and management has great . Theoritical
management and |2003 for Management | Retention . X India
Agrawal . . illustrates how CRM helps impact on customer study
corporate International and analysis . . .
) corporate renaissance in hard retention.
renaissance. Management| Technology )
times.
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Technology
Understanding
the effect of . . Customer relationshi
The author investigates the P
customer . ) management , customer Exploratory
. . differential effects of customer . -
relationship Rotterdam X h . satisfaction, payment factor
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Surinder behavior for  |2019 and Economics Retention telecom industry are publicity, trust building, | Chennai | exploratory
Kumar | telecom service Technology Analysis | switching from one telecom | convenience, price and research
Batra provider. Research operator to other. service quality. design

The effectual use The objective of the study is
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Measuring mobile International . . .
X in Gujarat with range of . .
Sukanta service Journal of | Blue Eyes . Innovative tariff plan and
A - . services and supports . ) !
Sahaand satisfaction : Basic Intelligence | Churn and ) .| improved service quality
. . CE . | provided by telecom service ) Factor
Yogesh C | Factor analysis [2019| Sciences |Engineering &| Retention ) resulted the reasonof | Gujarat .
. ) . . providers. The study also . : . analysis
Joshi based study on and Applied | Sciences | Analysis . perceived satisfaction
: . . o explores the gaps in
(2019) mobile users in Computing | Publication ) among customers.
. customer expectations and
Gujarat. (IIBSAC) .
customer experiences for
actual services and identify
the real time issues
Retaining the existing
customers than finding a
new customers is easier
for the companies
.Customers are enjoying
. Customer the benefits of retention
Abani . Customer C .
Retention ) : To study the customer strategies like keeping -
Mohanty . satisfaction . . ; Descriptive
Strategies of Utkal retention strategies to keep | them updated, trying to .
and . 2018| IJSRST S and . ' . ; Odisha | method and
Indian Telecom University . the customer with the  (find their changing needs,
Dr.Sabyasa : retention ) ) ) ) Anova test
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Providers. VAS, waiving of late
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VI. ARTICLE SELECTION PROCESS

The basic of this review is to explore the factors affecting the
customer acquisition and retention in Indian telecom market
domain. The study of literature review of 50 journals in
customer retention of Indian telecom companies within the
larger context of customer’s prospective towards mobile
connections. To achieve this aim, the Scopus database is
reviewed. All the research articles published in peer -reviewed
journals containing factors affecting customer retention of
Indian telecom companies from customer’s prospective in their
title, abstract, introduction, and key words are filtered at the
initial stage. During the filter stage, other articles such as
conference papers, short notes, book chapters and editorial
notes are excluded. The articles published during 2001-2019
along with one article published in year 1991 are considered.
Article published in 1991 was considered as reason being in

that point of time the telecom just had begun operation in India
by VSNL & BSNL. In early 2010, the customer acquisition and
retention of Indian telecom companies has gained its existence.
Before initiating the analysis of shortlisted factors affecting
customer retention articles, it is essential to define the
classification of framework based on which the articles will be
analyzed. Accordingly, for the present study, the shortlisted
articles are analyzed on 10 broad dimensions which will
provide a better understanding of this research and will also
help researchers to explore future research directions in the
factors affecting the customer retention of Indian telecom
domain. The classification framework for the study is described
as follows:

1. Author name
2. Title
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Publishing Year.

Name of Journal

Name of Publisher or Institute or University
Avrea of study

Objective

Findings

© © N o g &~ w

Location of study
10.

Classification in order to have a broader understanding of the
factors affecting the customer retention in Indian telecom
industries. Existing literature review studies on factor affecting
customer retention in telecom sector has shown from next page
onwards and citations are recorded till 2019.

Research Design.

VII. DISCUSSION

The Indian telecom industry has seen the phenomenal growth
from last two decades. The overall health of the telecom sector
is going through a very tough time with rising competition,
customer churn and lower price. This has resulted to shrink our
country’s GDP (Gross Domestic Product) and economic
growth. The present study helped to explore 64 factors are
influencing customers to switch current mobile services from
existing service provider to new service provider and also find
out the factors of likeliness of switching service provider. By
identifying these factors, the future directions will unveil those
discriminate between the long run customers are using mobile
services and those who are switching services in a shorter
period.

VIIl. FUTURE SCOPE:

e  The present study of review paper can be extended to
other geographical areas and can also be extended
beyond mobile services with respect to different age
groups, gender, education, occupation and other

socio-economic factors.

The study can also be extended the likeliness of
switching behavior of customers from existing service
provider to new service providers.

The study can also be extended to the area of merger
effect between telecom companies and then the
challenges faced by telecom companies from telecom
regulation prospective.

The further study to these areas may explore new
factors in telecom sector’s customer acquisition and
retention.

The study further can also extend to the impact of OTT
players on telecom sector to explore factors affecting
customer retention to telecom industries
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IX. LIMITATIONS:

The study was limited to mobility services only. Although the
factors identified were really verified in the telecom industry
and it would be helpful to replicate the same study in other
industries to gain the customer base, market share and
profitability. There are only few journals available on factors
affecting customer retention of Indian telecom industry and the
study was restricted to Delhi, Noida, Chennai, Odisha, Andhra
Pradesh, Gujarat, Kerala, Tamil Nadu very few locations in
India but it did not cover remaining locations of our country.
The same study was restricted globally to few regions are USA,
China, Bahrain, Jordon, UK, Ghana, Taiwan, Bangladesh,
Alberta, Seoul, Indonesia and Akbaibom state. The outcome of
the future studies will help to explore new factors are not being
identified from this study. The study on merger effect between
telecom industries due to competition, impact of OTT players
to telecom industries and challenges faced by telecom
companies are few have been studied in this review paper.

X. CONCLUSION

The review paper has explored 64 factors affecting the
customer acquisition and retention in Indian telecom
companies and then categorized these 64 sub factors in to seven
significant factors. The questionnaires draft based on the seven
factors will give deeper understanding of customer’s perceive
ness towards the telecom companies for service, support, brand,
network coverage, pricing, communication and other factors.
Telecom uncertainty is also arising to customers from mergers
and acquisition happened between telecom companies i.e.
Vodafone & Idea, Airtel & Tata etc. The review paper studied
on 50 journals has limitations also as the data’s collected by
authors from various sources are outdated and may give bias
results. There are very few research’s done on customer
retention of Indian telecom companies and hence a very few
journals available related to the retention of Indian telecom
companies. Based on the review paper and the journals selected
from year 2001 to 2019, the future study further can be
recommended to explore more factors in line with the customer
retention of Indian telecom companies.
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