
CUSTOMER ATTITUDE TOWARDS MOBILE SERVICE PROVIDERS IN THENI DISTRICT PJAEE, 18 (1) (2021) 

 

4750  

 
 

 
 

"CUSTOMER ATTITUDE TOWARDS MOBILE SERVICE 

PROVIDERS IN THENI DISTRICT" 
 

Dr. A. Scarlet  

Assistant Professor of Commerce, PG and Research Centre of Commerce, Jayaraj 

Annapackiam College for Women (Autonomous), Periyakulam-625601., Theni 

district.Tamilnadu. India. 

Email: scarlet.merlin@gmail.com  

  

 

ABSTRACT 

Estimating client demeanor gives a sign of how fruitful the association is at giving items or 

potentially administrations to the commercial center. Indian portable industry has seen a 

sensational development. Modest portable handsets, moderate broadcast appointment rates, low 

starting expense and reasonable month to month rentals made it simple for anyone to go versatile. 

According to most recent insights India has around Active remote endorsers on the date of Peak 

VLR in November, 2020 were 968.42 million. Le Roux (1994) characterizes disposition to be a 

positive or adverse passionate relationship with or inclination toward an article, establishment or 

individual. Customer disposition might be characterized as a sensation of idealness or positivity 

that an individual has towards an item. As we, all realize that a person with an uplifting mentality 

is bound to purchase an item and these outcomes in the chance of preferring or hating an item. 

This exploration article researched the demeanor of clients to portable correspondence. All the 

clients of portable in Theni locale (Tamilnadu) established the populace. Airs Tel, Vodafone, Bsnl, 

Jio are the four organizations which are remembered for study. The example of the investigation 

is 100 clients that arbitrarily chose. A survey was created and approved through pilot testing and 

regulated to the example for the assortment of data.This study showed that a large portion of the 

respondents need improvement in assistance. Lion's share of respondents gave a Good rate for 

"versatile specialist organizations". 

 

I. Introduction: 

Estimating client demeanor gives a sign of how fruitful the association is at giving 

items and additionally administrations to the commercial center. Indian versatile 

industry has seen a sensational development. Modest portable handsets, reasonable 

Dr. A. Scarlet, CUSTOMER ATTITUDE TOWARDS MOBILE SERVICE 

PROVIDERS IN THENI DISTRICT, -- Palarch’s Journal Of Archaeology Of 

Egypt/Egyptology 18(1). ISSN 1567-214x 

 

Keywords: Attitude, Communication, Customer, Mobile, service providers. 

mailto:scarlet.merlin@gmail.com


CUSTOMER ATTITUDE TOWARDS MOBILE SERVICE PROVIDERS IN THENI DISTRICT PJAEE, 18 (1) (2021) 

 

4751  

broadcast appointment rates, low introductory expense and moderate month to 

month rentals made it simple for anyone to go versatile. According to most recent 

insights India has around Active remote endorsers on the date of Peak VLR in 

November, 2020 were 968.42 million. Le Roux (1994) characterizes demeanor to 

be a positive or antagonistic passionate relationship with or inclination toward an 

article, establishment or individual. Customer disposition might be characterized as 

a sensation of idealness or positivity that an individual has towards an article. As 

we, all realize that a person with an uplifting mentality is bound to purchase an item 

and these outcomes in the chance of loving or disdaining an item. This examination 

article explored the demeanor of clients to versatile correspondence. All the clients 

of versatile in Theni region (Tamilnadu) comprised the populace. Airs Tel, 

Vodafone, Bsnl, Jio are the four organizations which are remembered for study. 

The example of the investigation is 100 clients that arbitrarily chose. A poll was 

created and approved through pilot testing and regulated to the example for the 

assortment of data.This study showed that the vast majority of the respondents need 

improvement in assistance. Larger part of respondents gave a Good rate for 

"portable specialist service providers". 

 

II. Articulation of the problem:  

Estimating client disposition gives a sign of how effective the association is at 

giving items as well as administrations to the commercial center. Client mentality 

study is an orderly interaction for gathering purchaser information, dissecting this 

information to make it into significant data, driving the outcomes all through an 

association and executing demeanor study is an administration data framework that 

consistently catches the voice of the client through the evaluation of execution from 

the clients' perspective.  

The setting of objective is the center stone of an efficient report. The investigation 

will be productive one when the premise set down is a solid one they address the 

ideal answer for the issue and help in appropriate usage of chances. 

 

III Objectives of study:  

The goals of the exploration are:  

1) To analyze effectiveness and nature of the service providers.  

2) To discover the piece of the overall industry of significant service providers.  

3) To know the highlights that draws in the client to buy in to service providers.  

4) To know the degree of fulfillment of clients towards service provides. 

 

IV Material and Methodology: 

Design of the Study 

 In the present study, the researcher has taken 100 respondents from the study 

area by using convenience random sampling technique. Because of convenience, 

accessibility and proximity to the researcher, a convenience sampling method has 

been adopted for primary data collection. 

Area of the Study 

 The study was carried out in Theni District (Tamilnadu State, India). 

Population of Study 

 The target population comprised of all the customers of mobile service 
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providers in Theni District. 

Sample and Sampling Techniques 

 The sample consisted of 100 customers that randomly were selected from 

population in Theni District (Tamilnadu State, India). 

 

Strategy of the Study 

To get information from the respondents through the above instruments, the 

specialist visited the example clients actually and controlled the polls to the 

example clients. The respondents were mentioned to record their free, 

straightforward and autonomous reactions. A confirmation was given to the 

respondents that their reactions will be kept private and data gathered will be 

utilized uniquely for the reason for it was gathered. The gathered information was 

investigated by utilizing Excel 2007software. 

Table 1: Subscribers preferring the type of service provider? 

 

S.No Category Prepaid Postpaid Total 

1 Airtel 18 22 40 

2 Vodafone 18 10 28 

3 BSNL 07 05 12 

4 Jio 03 17 20 

 Total 46 54 100 

 

Table 1 showed that 46% respondents are utilizing paid ahead of time, 54% 

respondents are utilizing post paid. From this we can reason that the vast majority 

of the respondents favor prepaid assistance than to post paid. 

Table 2: How do you find the services of your provider? 

S.No Category Excellent Good Average Poor Total 

1 Airtel 08 27 07 00 42 

2 Vodafone 02 03 03 03 11 

3 BSNL 03 02 02 07 14 

4 Jio 17 08 08 00 33 

 Total 30 40 20 10 100 

 

Table 2 showed that 42% of respondents of Air Tel communicated that the 

assistance offered via Air Tel are Good; and 11% of respondents of Vodafone 

communicated that the help offered by Vodafone is Good; and 14% of respondents 

of Bsnl communicated that the help offered by Bsnl is Poor; and 33% of 

respondents of Jio communicated that the help offered by Jio is Excellent. 

Table 3: Why did you opt for this service provider? 

S.No Category Advertisement Self Decision Many users 

Friend Circle 

Total 

1 Airtel 17 07 18 42 

2 Vodafone 02 03 04 09 

3 BSNL 03 02 07 12 

4 Jio 08 08 21 37 

 Total 30 20 50 100 
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Table 3 showed that 42% of respondents of Air Tel are using Air Tel because of 

many users in their friend circle; 09% of respondents of Vodafone are using 

Vodafone because of many users in their friend circle; 12% of respondents of Bsnl 

opt for Bsnl by seeing an many users friends circle, and 37% of respondents of Jio 

opt for Jio by seeing an many users friends circle. 

Table 4: How do you find the packages offered by the service provider? 

S.No Category Excellent Good Average Poor Total 

1 Airtel 21 18 00 - 39 

2 Vodafone 02 14 02 03 21 

3 BSNL 02 06 02 07 17 

4 Jio 05 18 0 00 23 

 Total 30 56 04 10 100 

 

able 4 showed that 39% of respondents of Air Tel expressed that the packages 

offered by Air Tel is Excellent; and 21% of respondents of Vodafone expressed that 

the packages offered by Vodafone is Good; and 17% of respondents of Bsnl 

expressed that the packages offered by Bsnl is Poor; and 23% of respondents of Jio 

expressed that the packages offered by Jio is Good. 

Table 5: Do you try new packages offered? 

S.No Category Yes No Total 

1 Airtel 20 12 32 

2 Vodafone 10 08 18 

3 BSNL 10 04 14 

4 Jio 20 16 36 

 Total 60 40 100 

 

able 5 showed that 32% of respondents of Air Tel communicated that they will 

attempt the new bundles offered via Air Tel; and 18% of respondents of Vodafone 

communicated that they will attempt the new bundles offered by Vodafone; and 

14% of respondents of Bsnl communicated that they will attempt the new bundles 

offered by Bsnl and 36% of respondents of Jio communicated that they will attempt 

the new bundles offered by Jio. 

Table 6: Do you use any other service provider’s service parallel with current 

provider? 

S.No Category Yes No Total 

1 Airtel 30 15 45 

2 Vodafone 10 03 13 

3 BSNL 10 02 12 

4 Jio 30 00 30 

 Total 80 20 100 

 

Table 6 showed that 45% of respondents of Air Tel and Jio are using other service 

providers parallel to the current service provider; and 13% of respondents of 

Vodafone are using other service providers parallel to the current service provider; 

and 12% of respondents of Bsnl are using other service providers parallel to the 

current service provider. Totally, 30% of respondents are using other service 

providers parallel with the current service provider. 
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Table 7: How do you find the network of your service provider? 

 

S.No Category Excellent Good Average Poor Total 

1 Airtel 28 00 00 - 28 

2 Vodafone 00 05 10 02 17 

3 BSNL 00 05 05 08 18 

4 Jio 12 25 00 00 37 

 Total 40 35 15 10 100 

 

Table 7 showed that 28% of respondents of Air Tel communicated that the Network 

of Air Tel is Excellent; and 17% of respondents of Vodafone communicated that 

the Network of Vodafone is Average; and 18% of respondents of Bsnl 

communicated that the Network of Bsnl is Poor; and 37% of respondents of Jio 

communicated that the Network of Jio is Good 

Table 8: How do you find the network of your service provider? 

S.No Category Excellent Good Average Poor Total 

1 Airtel 20 13 00 01 34 

2 Vodafone 10 03 00 01 14 

3 BSNL 05 00 05 05 15 

4 Jio 20 17 00 00 37 

 Total 55 33 05 07 100 

 

Table 8 showed that 34% of respondents of Air Tel expressed that the Customer 

Care of Air Tel is Excellent; and 14% of respondents of Vodafone expressed that 

the Customer Care of Vodafone is Excellent; and 15% of respondents of Bsnl 

expressed that the Customer Care of Bsnl is Good; and 37% of respondents of Jio 

expressed that the Customer Care of Jio is Excellent. 

 

Table 9: Do you advice people to opt for service you are using? 

S.No Category Yes No Total 

1 Airtel 30 00 30 

2 Vodafone 10 08 18 

3 BSNL 10 12 22 

4 Jio 30 00 30 

 Total 80 20 100 

 

Table 9 showed that 30% of respondents of Air Tel, 18% of respondents of 

Vodafone, 22% of respondents of Bsnl, and 30% of respondents of Jio 

communicated that they will exhortation individuals to choose the assistance they 

are utilizing. 

Table 10: How much do you spend every month for your mobile? 

S.No Category 200-300 300-500 500-800 800-1000 Total 

1 Airtel 17 10 03 02 32 

2 Vodafone 03 10 02 02 17 

3 BSNL 05 04 03 03 15 

4 Jio 13 18 02 03 36 
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 Total 38 42 10 10 100 

 

Table 10 showed that 32% of respondents of Air Tel are spending between Rs .200-

300 month to month, and 17% of respondents of Vodafone are spending between 

Rs. 300-500  month to month; and 15% of respondents of Bsnl are spending 

between Rs 200-300  month to month; and 36% of respondents of Jio are spending 

between Rs .300-500 month to month. 

 

V .DISCUSSION:  

➢ This study showed that the degree of fulfillment of clients towards "specialist 

service Providers in Theni District was acceptable.  

➢ The primary measures of choosing the specialist service Providers is the 

organization and the companion circle if numerous utilizations in their companion 

circle individuals are going to that service provider.  

➢ The bundles are assuming crucial part in picking a specific help. Around there 

bundles offered by Jio are relatively better compared to the next specialist 

organizations  that is the explanation piece of the overall industry of Jio is more 

than the others.  

➢ The organization of Bsnl is poor in provincial zones they need to improve the 

organization on the off chance that they need to build their supporter base. The 

client care of Bsnl is good.  

➢ The organization and bundles of Air Tel is acceptable thus, it involves the 

second spot in the piece of the pie of clients.  

➢ The greater part supporters of Jio are financial specialists the bundles and 

administrations are more gainful to them. In the event that Jio needs to expand their 

endorser base they need to give additional drawing in bundles. The client care of 

Jio is good.  

➢ Vodafone possesses third spot in the piece of the pie of clients. The 

organization and bundles are normal. The client care of Vodafone is poor.  

➢ Bsnl possesses fourth spot in the piece of the overall industry of clients. The 

organization of Bsnl is fantastic in all aspects of India yet the bundles and the client 

care of Bsnl is very poor.  

 

VI SUGESSTIONS:  

1. The Jio network is acceptable contrast with the other specialist service providers 

in rustic and metropolitan territories of Theni District. The bundles are additionally 

acceptable yet the bundles are pulling in financial specialists and the middlemen as 

it were. On the off chance that Jio needs to catch the clients they need to give more 

attracting packages.  

2. The Air Tel network is acceptable in the metropolitan zones however it is poor 

in the provincial zones of Theni District. The larger part supporters of Air Tel are 

in metropolitan territories as it were. On the off chance that they need to build their 

supporter base they need to expand their organization in the country regions. The 

piece of the pie of Air Tel is acceptable when contrast with different parts in the 

market.  

3. The organization of Vodafone is acceptable in the metropolitan territories 

however it is poor in the rustic zones of Theni District. The piece of the pie of Idea 
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is likewise acceptable yet the administrations and bundles offered by Vodafone are 

not pulling in the clients. The piece of the overall industry of Vodafone is poor. On 

the off chance that they need to expand their endorser base they need to build their 

organization and they need to give more attracting packages.  

4. The organization of Bsnl is astounding in all aspects of India. Be that as it may, 

the bundles are exceptionally poor. The piece of the overall industry is likewise less 

when contrast with different players. In the event that they need to expand their 

piece of the pie in the under study local area they need to give more attracting 

packages.  

5. Customers need greater improvement in service.  

 

VII FINDINGS AND CONCLUSION:  

✓ In this investigation 18% respondents are in the age gathering of 15-25 years, 

54% respondents are in the age gathering of 26-35 years, 23% respondents are in 

the age gathering of 36-45 years, and 5% respondents are in the age gathering of 46 

and above.  

✓ 41% respondents were finance managers, 36% workers, 15% understudies, 

05% experts, and 03% respondents were other occupations.  

✓ 19% respondents were in the pay gathering of under Rs.5000, 49% in the pay 

gathering of Rs. 5000-10000, 21% in the pay gathering of Rs. 10000-15000, and 

11% were in the pay gathering of Rs 15000 or more.  

✓ 15.5% respondents are utilizing Vodafone, 36% Airtel, 39.5% Jio, 09% 

BSNL. From this we come to realize that biggest section of respondents is of Jio 

then comes Airtel, Vodafone and Bsnl. Henceforth, most of the piece of the pie is 

caught by Jio.  
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