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Chapter 1:
A study on the impact of economic reforms on the

performance of MTNL

1.1.Introduction:

The term economic reforms as commonly understooctictly refers to
the stabilization and structural adjustment posicihich have come in
vogue in varying measures in almost all the coasatsince mid/late
seventies (Sandesara,1996). Stabilization poliairesthe macro-level
policies affecting government budgets and balarfcpayments, and
structural adjustment policies are the micro Igwaicies affecting the
individual sectors agriculture, industry, infragttwre, finance,
insurance and so on. These policies seek to retheeaole of the
government, thereby correspondingly increasingrtie of the private
sector and the market in economic activities. Thguction relates to
deregulation and decontrol, and to ownership angag@ment of public
sector. The purpose of these changes is to profaster economic
growth and eventually a better distribution of immand wealth in the
society than would have been achieved under thequ#y followed

policies which focus around strict regulation awttcol and ownership

and management by the government.



1.2. Economic reforms: Theoretical Background

Batley and Larbi (2004) provide an eloquent revieinthe different
aspects of new institutional economics that hawapest public sector
reform: Neo-liberalism, public choice theory, pijpel agent theory,
transaction cost economics and property rightsrihalb supporting the
economic reforms and proved the failure of pubdictsr model.

The classical economic theory, on which neo-libénatking is based,
stresses the superiority of the free market ineffieient distribution of
goods and services. In this view government interga is only
necessary in preventing certain market failuresnpoly, information
asymmetries, etc.). Classical economic theory fbeze supposes
limited government action, and strongly opposegdascale regulation
by the government. Instead, neo-liberals have ardgoe wide scale
fiscal deregulation, and decreasing the role ofgbeernment (Jooste,
2008).

Government intervention, according to the tradaioriew should be by
public ownership managed through hierarchical huesic
administration. Public choice theorists have dméd the traditional
view, arguing that public sector reward systems rdi promote
effective performance, because politicians and duoets are not
incentivized to control costs (Mueller, 1979). Theads to bureaucracy

being self-serving, promoting an overexpansiorhefgovernment, and
~2 ~



various forms of opportunistic behavior. This inrntuleads to
complicated extensions of bureaucracy aimed atimgirbpportunistic
behavior, which eventually chokes public sectotiate (Batley and
Larbi,2004).

Related to the above, is the principal-agent th@wragency dilemma
which examines the problems that arise under inéei@pnformation
and conflicting self-interests when a principalesiran agent. In the
context of public management, the principal carséen as the citizens
(or the general public) while the bureaucrats dreirtagents. The
asymmetry of information and a self-serving intereghe bureaucracy
has led to opportunistic behavior in public adntnaison. In this way,
principal-agent theory has motivated public seateform with an
emphasis on performance measurement (in responsefaiomation
asymmetries) and incentive structure (in resporsecdnflicts of
interest) (Jooste, 2008).

Transactions cost economics provides a furtheslasidetermining the
most efficient structure of service delivery, byemtfying that
transaction costs are higher when delivered byrtheket as opposed to
a hierarchy (delivering the service in-house). Deeision to deliver
services via the hierarchy is then be determined alggregating

transaction costs with production costs (Williamsb®96).



A final theoretical area is property right theowyhich explores the
incentives for performance in private ownership] grerefore is helpful
in determining how this can be brought to bearubligc sector service
delivery. Specifically it identifies that managemsd employees can be
incentivized to perform by sharing in residual firmavenues (e.g.
though bonus schemes, pay increases, etc.). Thiethdao proposals for
governance reforms seeking to align public sectanagers’ incentives
with the performance of the organization (Batleg &arbi, 2004).

Thus, economic reforms have emphasized markets@ngetition as a
way of giving users a say in public sector actegtias well as
increasing efficiency of service delivery. It hasitefore led to reforms

built on competitiveness, customer quality, tramspeay and incentives.
1.3. International scenario:

Post Economic crisis in the late 1970s and earl0%9 developed
countries have been at the center stage of themefmovement, largely
driven by two broad factors: public sector ineffieties, and liberal
economic ideology (Salamon, 2002). These change® Haoadly
involved a reduction in the role of government, aoals greater private
sector involvement. This economic reform has howeeé been limited
to the first world nations in which they evolvedhéBe changes have
also been suggested, and implemented, in many a@rgl countries

throughout Africa, Asia and Latin America (Joos@08).
~4 ~



The debate between public and private sector hgsdrdor over a
century in first world politics. The twentieth cang saw a full swing of
this pendulum, from overwhelming public sector cdafce, to a
renewed belief in the free market economy. Thedweers of this shift
were the Great Depression of the 1930s, and theoeuo crisis of the
late 1970s and early 1980s (Megginson and Netf]12 While the
Depression was largely seen as a failure of theafmi sector, the
economic crisis was widely perceived as a publatasefailure (Rodrik,
2006). These perceptions were the guiding forcas shaped role of
government in economic development, firstly thewgroof the public
sector, and then the dispersion of liberal reforms.

The public sector of most developing nations hdeaed a similar
pattern. The formation of post-colonial nationsldeing the Second
World War had at its core a belief in the merit af “extensive
government”. The 1950s and 1960s therefore savoagstonsolidation
of government power, and an emphasis on intermalcgedelivery, in
both capitalist and socialist oriented economy. kEwsv, a later
dispersion of the liberal economic view in the Wesiupled with a
widespread disillusionment of role of the governti@ndevelopment,
eventually led to policy transfer to developingioas. This transfer

happened either directly though aid conditionaihost prominently as



part of “structural adjustment loans”), or indilgdhrough development
Initiatives(Gupta,1999).

Although the economic crisis of the early 80’s dsn viewed as the
central driver for neo-liberal reform, criticism chéong been building
against public sector delivery, even before thenenuc crisis. This
pessimism of the government, and the need formefaras also held by
two central players in the economic crisis of tides8the World Bank
and the IMF. Both institutions propagated the pgles of the
“Washington consensus” which called for econonbedalization and a
reduction of the role of the government for incezh®fficiency. The
wave of reform was soon advocated to developingitims in deep
financial problems, and enforced through struct@@djustment loans
(Rodrik, 2006).

1.4 .Difficulties in implementing economic reforms:

The economic reforms implementation was difficultainty in
developing and underdeveloped countries (Mittal &sthraf, 2006).
The economic reforms highly resisted by the govemisiin developing
countries. Also the pressure to reform was extetnaldeveloping
countries as opposed to internally driven refornrms developed
countries. Thus, it was difficult to determine wkbould drive the
reforms in developing countries. The reform initias in weak

democracies were not always successful causing lamdzd
~6~



iImplementations with fiscal changes taking placecimdaster than
lagging economic reforms.

Another difficulty in implementing reforms in dewgling countries in

because of the public sector model was more daeghained in their

power structure which affects the level of inclesiess of benefits for
developing countries. In the poorer countries wrdak market systems,
power and privilege existed in function of govermmaction, and the
relief of poverty depended on access to governnredtstributed

wealth. To challenge the public sector model troeeef risked

challenging the foundations of the government atsd legitimacy

(Jooste, 2008).
1.5.Indian scenario:

In India, the need for a policy shift had becomelent much earlier, as
many countries in East Asia achieved high growtld goverty
reduction through policies which emphasized greax@ort orientation
and encouragement of the private sector (Reddy)20fda took some
steps in this direction in the 1980s, but it was$ matil 1991 that the
government signaled a systemic shift to a more ogmnomy with
greater reliance upon market forces, a larger fiarléhe private sector
including foreign investment, and a restructurinf tbe role of

government.



1.5.1.Rational for economic reforms in India:

After Independence, to fulfill economic and socadjectives India

adopted the path of planned economic developmetit waidistinct

predominance of socialist ideology. Economic oliyectvas specified
as growth, and the social objectives were selanele, self-sufficiency
in food grains, balanced regional development, ¢mgon of

concentration of economic power in private handsynmmtion of

employment, egalitarian distribution of income amealth and so
on(Jalan,2002). And to accomplish these objectivaespumber of
legislative and other measures to regulate and@ordrious economic
activities in the fields of industrial relationgcdnsing, prices, trade,
monopolies and restrictive practices, foreign ergea etc. were
adopted.

Similarly, expansion of the area of public sector $tarting new
enterprises and by nationalization/take-over of umiper of private
enterprises in the fields of banking, Insurancaddrand industry are
also the other measures in this framework (KauB)l98he period of
the first three decades or so since 1947 is markexdlarge number of a
variety of policies and measures in these direstidio hame some of
the more significant policies and measures in ¢bistext are the 1948
and the 1956 Industrial Policy resolutions. The 119fmdustries

(Development and Regulation) act; the industrysdagd planning with
~ 8~



special emphasis on basic and key industries todweloped in the
public sector since 1956; the nationalizationsh&f tmperial Bank of
India and the life insurance business in 1955 argb6;l the
establishment of the Industrial Development Bankidfa and the Unit
Trust of India in the public sector in 1948, 196#d964; MRTP Act,
1969; directives to financial institutions/banksot@ent their lending to
social sectors and backward areas in 569; natmatadn of non-life
business in 1971; and so on.

However, as these policies unfolded in practice’ais noticed that these
policies were found to be out of line with realifyirstly, those who
controlled the government power and those who hfisence on the
government to regulate private enterprise and topublic enterprise
were widely believed to fulfill largely the narrowartisan, parochial
interests and only subsidiary the larger, generablip good
(Jalan,1993).

Secondly, public sector has yielded poorer rataetfirn on capital
employed and a large number of public sector entap yielded losses
persistently more or less throughout and, thus,ecanbe perceived as
anti-growth enterprises (Ahuja and Majumdar,1998).

Thirdly, while industrial growth during the earlgpod of planning was
quite good it had begun slowing down since midissxtThe trend rate

of growth of industrial production (1980-81 baseasw7.3 per cent
~0 ~



during 1951-65 but was only 4.3 per cent duringGt¥8. A similar

decline was noticed for each of the subsectorsiningn and quarrying
(5.9 and 2.6 per cent), Manufacturing (7.2 and 4 eent), and
Electricity (13.6 and 9.1 per cent) ( Dholakia, 1978

Finally, one must also consider the influence draimpact of world-
wide changes towards the new set of policies onltiokan policy

makers. Mrs. Thatcher's and Mr. Regan's practide8beralization

policies in their countries seem to have givenecip boost to reforms
in a large number of other countries as well. Addedhis was the
influence of the multi-lateral agencies which itestsupon the adoption
of reforms while giving assistance. India could r@ve remained

immune from this global current.
1.5.2.Early Reforms: 1980s

From the mid/late seventies began the processaohiley the lessons
from the experience of the working of the past @es. There are
various committees to review the working of thevpras policies and

to suggest remedial measures, abandonment of adiications in the

old policies and measures, and adoption of newcigsliand measures
following the recommendations of these committees.

Reports of the Committees on (1) Import-Export &es and

Procedures (Chairman: P.C. Alexander, 1978), (2nt®©ts and

Subsidies (Chairman: Vadilal Dagli, 1979), (3) Expdtrategy
~ 10 ~



(Chairman, Prakash Tandon, 1980), (4) Trade Psligiairman: Abid
Hussain, 1984), (5) Public Enterprises Policy (@han: Arjun
Sengupta), (6) Principles of a Possible Shift fiehysical to Financial
Controls (Chairman: M. Narasimhan, 1985), and (@Qrkig of the
Monetary System (Chairman: S. Chakravarty, 198%)e hsignificant
role in shaping the reform policies in India( Jal®93).

As a step to reforms in policies and measures govent began by
calling a halt to increased government interventiamd then by
initiating reduction in the areas of controls /ukgions in licensing,
trade, prices, etc. and opening up of the arederagserved for the
public sector for the private sector. The list eforms initiated in
specific areas namely Raising the income-tax linailsing successively
the limit of investment for licensing, delicensiaghumber of industries,
broad-banding, stream-lining of licensing procedureraising
investment limits of MRTP companies and exemptian duch
companies from some provisions of the MRTP Act anan. Also, the
relative importance of the public sector in totalestment in the plans
has been successively reduced from 61 per ceheifrdurth Five Year
Plan to 58 percent, 53 percent, 48 percent, ancdetsent in the

successive Plans.

~11 ~



1.5.3.Post 1991 reforms: Major steps

The nineties witnessed not merely the continuation the acceleration
of reforms, especially during 1991-92 and 1992tB3t liberalization in
India is widely believed to have begun in 1991 (Airlia, 2002).

Some of the major reforms in policies during theneties were:
Depreciation of the rupee, partial and later folheertibility of rupee on
trade account, and other liberalizations in regtrdtrade policies,
industrial policies having a bearing on licensindgoreign
investment/technology, MRTP, company investmenpgnong up of a
number of areas for private sector, lending rateBriancial institutions
and banks and reduction in statutory liquidityaatiMention must also
be made of the freeing of capital market from gowent control,
abolition of the office of the Controller of Cagitaissues,
operationalisation of the National Renewal Fundd anremoval or
reduction of excise and import duties from a largenber of items.
Also substantial liberalization in financial andsumance sectors and in
the area of industrial relations is take place d®&91 (Tendulkar and
Bhavani, 2007).

The Central Government's initiatives begin with thew industrial
policy for large industry in July 199%pllowed by the new small
enterprise policy in August 1991 and the followalanges. Later, state

governments followed with changes in their own @eb to bring them
~ 12 ~



in line with the reforms of the Central Governmemhe following
section highlights specifically the reforms in iisthy and related areas.
The principal reforms in that order are presenb\wel

Licensing: Industrial licensing was abolished except for wmitkd
number of 15 items related to security and strategincerns, social
reasons, hazardous chemicals, environmental reasoids luxury
consumption goods.

Public Sector: The number of industries reserved for the publxtse
Is reduced to 6. These include: defense produtisjia energy, coal
and lignite, mineral oils, railway transport, antherals specified in the
schedule to the Atomic Energy Order, 1953. Thigmestion principle,
it may be noted, is followed by the qualificatidrat even there private
participation in some of these sectors is permitiada case by case
basis. Also, more and more private initiative iscairaged in the
development of infrastructure like power, roadways,
telecommunications, shipping and ports, airportsil @viation, etc.
Further 3 industries opened for private sectorranghining 3 industries
specifically defense aircrafts and warships, atoemergy generation,
and railway transport are solely reserved for pusdictor.

The MRTP Act: The MRTP Act has been amended to remove the
threshold limits of assets in respect of MRTP Comgsand dominant

undertakings. This eliminates the requirement ef ghor approval by

~ 13 ~



the Central Government for expansion, establishmeht new
undertakings, mergers etc and for appointment ahiredirectors by
the large companies/houses.

Foreign Investment and Technology: There is now automatic
approval of foreign investment up to 51 per cend @ermission for
foreign technology agreements for 35 priority indes. These
industries account for about 50 per cent value @ddenanufacturing
sector.

Small-Scale Enterprises:Small-scale industries are presently defined
as small-scale industrial units with capital invesnt in plant and
machinery not exceeding Rs. 60 lakh (original valamd when
ancillaries not exceeding Rs. 75 lakh (originaluedl The definition has
a further subcategory of tiny units in industry auane related services,
bounded by the limit of Rs. 5 lakh (original valué) new policy for
this sector announced in 1991 articulate that thregry objective of the
reforms is to impart "more vitality and growth intpg" to this sector.
With this view, some of the old schemes/measureshis sector have
been modified.

State government Reforms:Following the initiatives of the Central
Government, almost all of the State Government®iapgd task forces
to review their existing policies and measures, Bndg them in line

with those of the Central Government.

~ 14 ~



It would be noticed from the above that the thofseforms has been to
remove entry barriers, to open out the economyam@ign goods,
investment and technology and to facilitate thewgihoof the small-
scale sector.

The study is concerned specially with industridbnes. Therefore the

policy changes related to micro level industriestiglied in detail.
1.6.Reforms in Industrial Policy:

Reforms in industrial policy were a central focusnauch of India’s
reform effort in the early stages. Industrial ppl@rior to the reforms
was characterized by multiple controls over priviateestment which
limited the areas in which private investors wdleveed to operate, and
often also determined the scale of operations, Itkcation of new
investment, and even the technology to be usedinthestrial structure
that evolved under this regime was highly inefintiand needed to be
supported by a highly protective trade policy, oftgroviding tailor-

made protection to each sector of industry.

1.6.1.Industrial Policy Statement:

Industrial policy has seen the greatest changeh wibst central
government industrial controls being dismantled.e Tprocess of
deregulation was initiated in the mid-seventiesaa®llow up of the
recommendations of a series of committees whichmexed India’s

trade and industrialization policies in the contekthe country’s poor
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export performance. Further, the Industrial Polgtyatement of 1980
allowed automatic enhancement in licensed capacitiand
regularization of the excess capacities establishecbntravention of
the then existing laws. The eighties witnessed raarotseries of
Committees which provided a justification for fuethderegulation of
the industrial sector. In 1985 and 1986 major ra@i@xas were allowed
through broad banding, partial delicensing, re-eselment of
capacities, enlargement of the list of industripgsrofor MRTPA/FERA
companies, exempting MRTPA companies from the akbg of
seeking approval under the MRTP Act in case of @h hechnology
and heavy investment industries. Exemption limitglar the Capital
Issues Control Act, 1947 were also enhanced todrieege number of
companies from seeking approval under the Act.

The Statement on Industrial Policy, 1991 (IPS 19910 other measures
announced during the year marked acceleration eftrgnds towards
deregulation and an enlarged scope for large @rilatian and foreign
capital. Industrial licensing by the central goveamt has been almost
abolished except for a few hazardous and envirotatignsensitive
industries. The requirement that investments bgelandustrial houses
needed a separate clearance under the MonopotieRestrictive Trade
Practices Act to discourage the concentration ohemic power was

abolished and the act itself is to be replaced bgw competition law
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which will attempt to regulate anticompetitive beiwa in other ways.
IPS 1991 virtually abandoned the industrial licagssystem under the
IDRA, removed restrictions on large industrial hesisinder the MRTP
Act and dispensed with the general ceiling of 40 gent on foreign
equity under FERA. The policy mix included increwsiexternal
competition through lowering of customs duties aeldxations in the

guantitative restrictions.

This was followed by dismantling of the Director&eneral of Trade
and Development (DGTD) and the repeal of Capisliés Control Act,
1947. Thus, the process of freeing the privateosdobm regulations
and enabling it to respond to market forces wasriymeaomplete.
Government’'s response to the shortcomings of tgelagory system
was in winding it up. The alternative policy chomsuld be in affecting
administrative reforms and system’s genuine resiring. This remains

unattended.

The list of industries reserved solely for the jprikctor, which used to
cover 18 industries, including iron and steel, lygalant and machinery,
telecommunications and telecom equipment, minemlsmining, air

transport services and electricity generation astridution has been
drastically reduced to three: defense aircrafts amaships, atomic

energy generation, and railway transport.
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The main area where action has been inadequatesdia the long
standing policy of reserving production of certaems for the small-
scale sector. About 800 items were covered bydbiigy since the late
1970s, which meant that investment in plant and him&cy in any
individual unit producing these items could noteedt $ 250,000. Many
of the reserved items such as garments, shoespgsidhad high export
potential and the failure to permit developmenpdfduction units with
more modern equipment and a larger scale of pramiuceverely
restricted India’s export competitiveness. The Repbthe Committee
on Small Scale Enterprises (1997) and the Reportthef Prime
Minister's Economic Advisory Council (2001) had bgtointed to the
remarkable success of China in penetrating worlkeata in these areas
and stimulating rapid growth of employment in maaifiring
(Ahluwalia, 2002). Both reports recommended thag tholicy of
reservation should be abolished and other measadepted to help
small-scale industry. While such a radical changepblicy was
unacceptable, some policy changes have been madesrbgving
fourteen items from the reserved list in 2001 andtl@er 50 in 2002.
The items include garments, shoes, toys and autmpaoents, all of
which are potentially important for exports. In doioh, the investment

ceiling for certain items was increased to $1 womilli
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Industrial liberalization by the central governmeneeds to be
accompanied by supporting action by state govertsneRrivate
investors require much permission from state gawemts to start
operations like connections to electricity and wasupply and
environmental clearances. They must also interath wthe state
bureaucracy in the course of day-to-day operatioesause of laws
governing pollution, sanitation, workers’ welfaredasafety, and such.
Complaints of delays, corruption and harassmergirgyifrom these
interactions are common. Some states have takéatives to ease
these interactions, but much more needs to be @drawalia, 2002).

A joint study by the World Bank and the Confedematiof Indian
Industry found that the investment climate variadely across states
and these differences are reflected in a disprap@t share of
investment, especially foreign investment, beingcemtrated in what
are seen as the more investor-friendly states (Mah&ra, Gujarat,
Karnataka, Andhra Pradesh and Tamil Nadu) to tlsad¥iantage of
other states (like Uttar Pradesh, Bihar and WestgBB. Investors
perceived a 30 percent cost advantage in somes statr others, on
account of the availability of infrastructure anéiet quality of
governance. These differences across states hdwve l@n increase in
the variation in state growth rates, with someh#f kess favored states

actually decelerating compared to the 1980s. Bechieralization has
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created a more competitive environment, the payfrmin pursuing
good policies has increased, thereby increasingnipertance of state

level action(CllI-World Bank, 2002).

1.6.2.Foreign Direct Investment:

The most significant reforms taken place in Indafereign direct
investment. The logic of allowing foreign directvestment was to
create a free and fair market for the wvarious pmubtrivate,
domestic/foreign companies. This has also increabkedinflow of
foreign direct investment which helps in reducirajance of payment
crisis post 1991(Singh, 2005). The other advantz#gEDI in various
sectors is that it improves the production techgglorhis allows the
domestic as well as foreign companies to produ@ ghods and
services at a very competitive price and make tidiah products
globally competitive. The required procedure forl EDalso simplified
and the automatic approval is allowed in certaisesa In other cases
the, the Foreign Investment Promotion Board esthbtl for speeding

process of FDI.

The efforts of the economic reforms are showing fihats in last
decades. The GDP is growing at a faster rate, ithd891. The inward
flow of FDI is not only increased but the outer Fd$o increased and
domestic companies are going global(Chakraborty l[dndnenkamp,

2006). The reforms have created a very competgrra@ronment for
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various industries and Indian Products are now ajlpbcompetitive.
The technology upgradation in various industries Inacreased the
number of efficient companies than in 1991. Thadndcompanies are
partnering with foreign companies for strategicsmess and meager and
acquisition has been seen in almost every industrg. FDI in India is
increased tremendously but it is still very low qmared to other
emerging countries. Therefore other measures ae maEeded to

increase the FDI in India (Singh, 2005).

1.6.3.Infrastructure Development policy:

The reforms also impacted the infrastructure deaknt in the
country. The development in electric power, road eml connectivity,
telecommunications, air transport, and efficienttgas tremendous in
last decade. The infrastructure development inalmgliat par with some
of the Southeast Asian countries. The more and mavate investment
In telecommunications, electricity, ports and asnsport has made

these sectors competitive.

1.6.4 Privatization policy:

Initially, the development of Indian economy isedgldepends on the
public sector which accounts for about 35 percdnihdustrial value
added in India (Gupta,1999). But the inefficiensgaciated with public

sector has caused the privatization in some oféwtors. Privatization
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Is also one of the significant reforms in last thexades. The process of
privatization in India is different from the otheountries around the
world. The privatization process of selling a mihoistake in public
sector enterprises while retaining management cbniith the
government, a policy described as “partial privaticn” or
“disinvestment” (Gupta, 2008). The sole objective privatization
process was to mobilize revenue for the budget.plngal privatization
or disinvestment policy had very limited successabse of revenue
from disinvestment were consistently below budgekeetations.

In 1998, the policy makers allow transfer of mamaget control to
private stakeholders when 74 percent of the eqiitiModern Foods
India Ltd. was sold to Hindustan Lever. Then thkeotpublic sector
enterprises like BALCO, Hindustan Zinc; (CMC) Corgu
Maintenance Corporation; Lagan Jute Machinery Machiing
Company, several hotels, VSNL, IPCL, and Maruti bghytd were
privatized reducing the government share below §@%hur, 2004).
The privatization of these companies has some enabhssociated with
them. But the problem is not with the privatizatiprocess but on the
transparency and pricing issue. The transparentyerbidding process
was the real concern for some stakeholders beaafudee ambiguity
and also on the price realized by the privatizatigmun &Nixson,

2000).
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The privatization of public sector enterprises maifocusing on the
loss making PSEs but government also insist ons#étkng of profit
making companies. However, the opposition for isgllpublic sector
enterprises making large profits such as thosehé pgetroleum and
domestic telecommunications sectors.
Nowaday, a focus of policy makers to earmark theceeds of
privatization is to finance additional expendituom social sector
development and for retirement of public debt. Thgl help in
reducing the government spending on social setit@seducation and
healthcare (Naib, 2004).
The state government also started privatizatiorstate public sector
enterprises. The majority of State PSEs are lodangaand thus it is
seen that the proceeds received from them is riifisiant. But
privatization has reduced the burden on governrogrghelling of loss
making and inefficient enterprises which are tuonad by private
sector companies. The efficient management and ndignaecision
making has caused the turnaround in the privatipadlic sector
enterprises.

1.7.Telecommunication sector in India:
Telecommunication serves in India was introduced. 881 when the
first operational land lines were laid by the goweent near Kolkata

(then Calcutta) but the telephone services wenmdtly introduced in
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India 1881. Post independence the nationalizatibmllothe foreign
telecommunication companies created a Posts, Tahephand
Telegraph (PTT), a body that was governed by thenidty of
Communication. The monopoly of government was bioke84 when
Indian Telecommunication Institute (ITI) was esisikéd to
manufacturing telecommunication equipment (Subraamr2004).
In 1984, the government established Centre for Dewent of
Telematics (C-DOT), A R&D wunit, to develop statetbé-art
telecommunication technology.
The entire development of the telecom industry lbarclassified into
three distinct phases.

Phase |- Pre-Liberalization Era (1980-89)

Phase II- Post Liberalization Era (1990-99)

Phase IlI- Post 2000
The role of government is significant in developmeof the
telecommunication industry. As a result of economeforms since
1980s, the Indian telecom market is one of the desgeloped markets
in the world with private participation in almoshl af its segments
(PricewaterhouseCoopers, 2011). The reforms inlaggy policies and
structural changes in the functioning of the indugtas successfully
transformed the monopolized market into a most cditipe and

developed market in the world. The growth in thevises sectors

~ 24 ~



especially IT and ITeS sector has increased theortapce of the

telecom industry in India. A telecom service haseasgad as a key
infrastructure for economic and social developmeihthe economy.

The telecom industry is also facilitating the deyshent of other

industries like transport and logistics, Informatiotechnology,

entertainment and media.

Reforms in the regulatory policies relating to ¢elemunication

industry mainly focus on National Telecom PolicyheTfirst National

Telecom Policy was designed in 1994 to accelefaegrowth of the

telecom sector (TRAI, 2012). The NTP-94 was emghasi protecting

and promoting consumer interests and ensuringcfanpetition. The

policy reflected an ambitious approach in settmgtargets, but adopted
a cautious approach in dealing with the issuesbefrdlization in the

telecom sector.

Then the NTP-99 was introduced in 1999. It brougjfdnges such as
migration from fixed license fee to revenue sharmde and cost-

oriented telecom tariffs. The NTP-99 was amended2@93 and

initiatives such as unified access licensing regimexluced access
deficit and calling party pays (CPP) that has medi further

momentum to the sector(TRAI, 2012).

Today, the Indian telecom industry is characterizedh intense

competition, and continuous price wars. Currenttgre are around a
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dozen telecom service providers who operate innined and wireless
segment. The call rates are lowest in the world gravth rate is
highest in the world. The government has been deady

implementing suitable fiscal and promotional p@&gto boost domestic

demand and to create volumes for the industry.
1.8.Mahanagar Telephone Nigam limited:

Mahanagar Telephone Nigam Limited (MTNL) is a Naweapublic
sector enterprise providing the telecommunicatisessrsice in the two
metro cities, Mumbai and New Delhi. MTNL was form@d1986 with
the sole objective to provide world class telecomitation services in
these metro cities. Till 1992, the telecommunicaservice in Mumbai
and New Delhi is monopolized by MTNL thereafter tkéecom sector
was opened to other service providers. MTNL providixed
telephones, cellular services, Broadband and d#lecommunication
service in Mumbai and Delhi. MTNL provides mobikrdces on GSM
and CDMA platforms.

The telecommunications market in the cities of Dalid Mumbai are
most competitive markets. MTNL faces intense cditipe from the
other mobile operators and the basic service pewssidlhis has led to
an increased pressure on margins due to reduairfig &nd also on the
customer retention and acquisition. The averagema® per user is also

reduced.
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Economic reforms and liberalization have conveReNL from state

owned monopolies to player in a highly competitivarket with no

social or other non commercial objectives. Thel kave to be run like
other private sector telecom companies if they wansurvive and
prosper. However, MTNL have shown poor performanaecent years
in the face of private sector competition. This haen criticized by the
various segments about the role of governmentarhighly competitive
sector. Also the efficiency of management of MTNL also under
guestion. Therefore it is necessary to understaadmpact of reforms
on the performance of MTNL in last 10 years whegr thsults of

reforms actually seen.
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Chapter 2:
Review of literature
2.1.Introduction:

The knowledge of research work carried out by earksearchers in the
past relating to the problem under study is usafual provides guidance
to any researcher in conducting the research irrighe direction. The
review of literature also helps to adopt appropriaethodology besides,
proper understanding of the concepts and analytisaks relating to the
problem under study.

An attempt has been made by the researcher inchi@pter to review
some of the relevant studies relating to the tagithe present study.
Therefore the aim of this chapter is to review #wailable literature

briefly and identifies certain gaps in the earli@rature.

2.2.Studies on Economic reforms and impact of economreforms:
Ahluwalia (1) while rejecting the arguments of tbetics of
economic reforms considered India’s efforts of ddising its economy
since 1991 as an ‘economic revolution’. He howewarggested a
cautious approach towards opening up of router@da capital since it
brings in the elements of volatility.
Ahluwalia (2) in his study on “Economic Reformslidia since

1991: Has Gradualism Worked?” state that graduadisategy implies
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a clear definition of the goal and a deliberateioh®f extending the
time taken to reach it, to ease the pain of traomsit

Ahuja and Majumdar (3) in their study point out tththe
performance of firms in the Indian state-owned ae® characterized
by both, low performance, as well as significantd asystematic
variations in the performance parameters. Theyrctaat Indian public
enterprises are inefficient by design. Not only pames saddle by their
political overseers with non-economic objectivégytare also forced to
operate on an uneconomically large scale. In retomblic enterprises
managers are favored with access to credit fronte skeanks at
subsidized borrowing rates, so they face soft budgmestraints as well.

Angelucci, Estrin, Konings and Zolkiewski (4) anadythe
effect of ownership and competition on firm perfamie measured by
Total Factor Productivity in three transition ecomnes for the years
1994-1998. They find that competitive pressure ssoaiated with
higher productivity in all three countries and catifive pressure has
stronger effects in private firms and privatizatign associated with
higher performance in more competitive sector. Thegcluded that
there are complementarities between competitivesspire and
ownership in promoting superior firm performance.

Arun and Nixon (5) assessed the disinvestment bfipgector

enterprises in India. They examine the disinvestroéshares of public
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sector enterprises (PSES) in India since 1991.stimdy argues that the
main aim of disinvestment has been to reduce thieliqpisector

borrowing requirement at the cost of the restruetur and

rationalization of PSEs in particular and the pulsdector in general.
Alleged under-pricing of shares sold, lack of tgarency, limited

public support for disinvestment and the absenca obmmon set of
objectives between the Government of India and Dienvestment

Commission have been major problems. In many réspdadia

provides a checklist of how not to disinvest.

Babatunde (6) study the impact of the reformshenperformance
of the firms in the telecommunications sector irgétia. The Study
reveals strong and positive relationship betweemeaic reform and
firms’ revenue and profit. The study recommends pinevision of
supporting infrastructure including electricity atine building of public
data networks. He also stressed on the issue ofquadity of service of
the telecommunications service providers.

Bhagwati and Srinivasan (7) in their study arguet the crisis
of 1991 was not governed by external factors rathas only an
outcome of internal causes of weak policy reginfek980'’s.

Bhattacharyya, Lovell and Sahay (8) examined thpah of
liberalization on the productive efficiency of ladi commercial banks.

They point out that public owned Indian bank hawerb the most
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efficient, followed by foreign-owned banks and pite owned Indian
banks. They also find a temporal improvement in geeformance of
foreign-owned banks, virtually no trend in the peniance of privately-
owned Indian banks, and a temporal decline in tadopmance of
publicly-owned Indian banks.

Boardman and Vining (9) has compared the performaricthe
500 largest non US industrial firms in 1983 inchglmixed enterprises,
public enterprises and private enterprises andthatimixed enterprises
and public enterprises perform substantially wdhsen similar private
enterprises. They concluded that partial privatratis worse,
especially in terms of profitability, than completeivatization or
continued state ownership.

Carilin, Fries, Schaffer and Seabright (10) uses dieam 1999
survey of 3305 firms in 25 transition countrieseicamine the factors
that promote restructuring by firms and enhancedseguent
performance measured by growth in sales and irs gse employee
over a three year period. They find that competith@s an important
and nonmonotonic effect on the growth of sales labdr productivity
with performance improving more for firms facing eorto three
competitors than for monopolist or firms facing maoompetitors.

Controlling of other factors they find no signifidarelationship between
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privatization and performance. They concluded t@anpetition has
more powerful influence on performance than ownprsh

Chakraborty and Nunnenkamp (11) assess the growth
implications of FDI in India. They find out thatehgrowth effects of
FDI vary widely across sectors. They find only temgyy effects of FDI
on output in the services sector, which attrackedidulk of FDI in the
post-reform era. They suggest that FDI is unlikelyvork wonders in
India if only remaining regulations were relaxeddastill more
industries opened up to FDI.

Chakravartty (12) in his study argued that the tiagon of
telecom policy must be seen as more than a probfettme absence of
institutional, technological and economic resourdés also point that
the politics of telecom reform in the developingridcas a whole needs
to be understood beyond the singular issues ofacce

Chandrasekhar and Ghosh (13) in their study overthe reform
policies in India as well as assess of the impattshese policies,
especially in relation to employment and incomdseyi concluded that
a sound industrial policy is needed to increasepttoeluctivity in the
Indian economic reform policy which should be apglin line with
trade and investment policies. In order to arrie aasustainable
industrial policy a greater attention towards tbeial relations and the

social policies at enterprise and at national leveleeded. They argued
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therefore for a gradual process of liberalizatiowl @rivatization, with
the consent of all the stakeholders involved, mheorto build up a solid
industrial base from which India could build uprarhework for better
economic and social policy.

Chidambaram (14) has dealt with one chapter spadifi on
disinvestment in his book titled “A view from theutside-Why good
economies works for everyone”. In his opinion” ti&o words
disinvestment and privatization are not synonymoyest, they are
frequently used interchangeably. The intent isafase. Just as public
sector become an article of faith in the 1960s E9itDs, deconstructing
the public sector is being currently driven by Hlifaith. If a public
sector enterprise can compete and be successfah iopen market
economy, we should let it remain in public sectall. other public
sector enterprises must be privatized. Privatinagilone will unlock the
true potential of the economy.

Cook and Kirkpatrick (15) argued that market fakirare
especially pervasive and damaging in developingntas. The
institutional weaknesses of governments in devalpprountries,
coupled with weak capital markets and nationalarele on single
commodity export, means that privatizing public eeptises will be

extremely hazardous. They claim that regulatoryacdyp in developing
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countries is very weak and that the best respansaatket failures will
be state ownership with competition.

Dholakia’s (16) study is on “Relative performandepablic and
private manufacturing enterprises in India: Totattbr productivity
approach”. This study illustrated the performant@ublic enterprises
In the manufacturing sector. The study has obsequei® remarkable
performance, especially compared to that of conipargrivate
enterprises, if performance uses the criterionrofiwh of total factor
productivity rather than net profitability. In fagbublic enterprises in
the manufacturing sector, which have been absorbaagce national
resources, have been using these resources wittlyrapcreasing
efficiency.

Fink, Mattoo and Rathindran (17) analyses the impa@olicy
reform in telecommunication for 86 developing coi@s over the period
from 1985 to 1999. The study concludes that boikapration and
competition leads to significant improvements inf@enance. Due to
the reform process, the level of productivity hasréased compared to
years of partial and no reform.

Ganesh (18) deals with the origin of public sectts,present
status and public sector reforms. The researclserfatecast the future
investment needs of infrastructure and the poligiiatives for speedy

world class infrastructure development. The expenim with
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disinvestment of public sector industries and mafrin banking and
Insurance sector are dealt by researcher very Wa#. need for proper
regulation and empowered regulatory machinery t&uencompetition
and prevention of consumer exploitation is alsefbyridealt with.

Goyal (19) in his study assess the impact of gledabn on
developing countries from the viewpoint of inwardrdign direct
investment. He focused on the role of developingntaes, particularly
from parts of Asia and Latin America, as a initrat@f globalization
through their own MNCs.

Gupta (20) studied privatization in South Asia @isdsuccesses
and failures. He concluded that privatization ofrastructure sectors
remains the key challenge confronting the economieSouth Asia.
Infrastructure privatization is likely to differdm that of manufacturing
because of the need for regulatory oversight. 3@ suggests that to
increase private participation, the government setx pursue both
privatization and competition policy reforms in $keesectors.

Gurumurthy and Srinivasan (21) in their study omilliie of
Indian Telecom Liberalization: A Case Study” argubst private
telecom operators made unrealistically aggressa®for basic services
because they overestimated the size of the Indiarkeh It takes the
business case of an operator to show that thewiithmot make even a

cash profit or repay the principal of its loan 1d&r years.
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Jain (22) analysed the government policy towardallsstale
sector along with problems faced by them due tdajlsation in the
pre- and post-liberalisation periods. The studeads that the problems
of small scale sector are multi-dimensional esplgaia the liberalised
environment which would further be intensified withe arrival of
multinational companies and removal of quota reisbms in the textile
sector. The study suggests that the governmenidigote priority to
the timely and adequate loans to the small scalesitnies along with
time-bound promotional concessions, up-gradation texfhnology,
marketing assistance through vigorous research @anklopment
efforts.

Jalan (23) the year 1990-1991 was the cruellest ipebndian
history and the export performance of Indian econosince
independence was despondent when compared witih ddveloping
countries.

Jha and Sahani (24) uses Annual survey of Indgstia¢a for
the years 1960-61 to 1982-83 for four industriesnent, cotton textile,
electricity, and iron and steel. For the latter twdustries, their claim
Is primarily in the public sector while the firsiva are owned
predominantly by private interests. They find nadewnce of allocative
inefficiency in general and each of them is rekdinas efficient as one

another.
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Joshi's (25) study is on “Overview of Privatizatiom South
Asia”. He attempted to emphasize that the ratiof@igrivatization and
preparations for the privatization are very impottédo minimize the
social costs and dislocations causing from sudimtivie. Thereforeit is
essential to first carry out the regulatory refaitmat would clarify the
roles of government, workers and employers in threcgss of
privatization. A transparent and accountable refpnmcess would not
only instill confidence among the private sectod #me general public, it
would also assure the workers about the fairneiseofystem.

Kapur and Ramamurti (26) in their study on “Prization in
India: The Imperatives and Consequences of Gragtualargues that it
was not just “vested interests” alone, but ingtihél structures, in
particular those embedded in the judiciary, pardiamand India’s
financial institutions, that played an importanteran the long lag
between the onset of economic liberalization amebfization. They also
explain causes and consequences of slow progregsivattization in
India.

Kaur (27) compared total factor productivity ( ) 16 public and
15 private enterprises from diverse sectors vizmaium, steel,
fertilizers, engineering, drugs and chemicals, emasumer goods. The
results shows that there was not much differendéenaverage annual

growth rate of TFP between the public sector andafe sector, both
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being around 1.5 percent per annum. In order tinat the impact of
competition on the efficiency of the firm, averagenual growth rates
of PSEs operating under monopoly and competitiviketanvironment
was compared and find that PSEs operating in catiyeetmarket

environment were performing far better than PSE®ratmg in

monopoly environment. In fact monopoly experiencadnegative
growth rate of 3.79 percent over the period 1988e89994-95 while
competitive PSEs on an average experienced a\mogjtowth rate of
1.5 percent during the same period.

Kochhar, Kumar, Rajan, Subramanian and Tokatli{@8) in
their study shows that India has followed an idiaswtic pattern of
development compared to other fast-growing Asiaonemies. They
find that some of these distinctive patterns erlistegen prior to the
beginning of economic reforms in the 1980s, andiartey stem from
the idiosyncratic policies adopted soon after lisdiadependence. They
concluded that despite recent reforms that haveveth some of the
policy impediments that might have sent India datsrdistinctive path,
it appears unlikely that India will revert to thatfern followed by other
countries.

Kotwal, Ramaswami and Wadhwa (29) in their studyeys the
literature on economic reforms and offers its ovasezsment of the

drivers of change. The fast and stable growth apemied by a decline
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In poverty in India has raised many questions algpotvth drivers,
Indian model; sustainability and so on. They hawmgared the Indian
reforms experience with other developing countneasia and world.
Kumar and James (30) conducted a study entitletli®sector
enterprises in India”. The study is based on pabiiity measure of
performance. They have accepted that the profitalsl the key test for
analyzing the performance of state owned enterpirs&erala.

Li (31) studies the effectiveness of China'’s inceatal process
using a data of 272 Chinese public enterprises daifta from 1980 to
1989. These reform processes emphasized givingicpebkerprises
managers greater operating discretion and additionantives but did
not involve privatization. He observed a marked nowement in the
marginal productivity of input factors and totattar productivity and
also finds that over 87 percent of total factorquativity growth is
attributable to improved incentives, intensified oguct market
competition and improved factor allocation.

Mahambare and Balasubramanyam (32) analysed thactnop
trade liberalisation on Indian manufacturing secldre study revealed
the mixed impact of 1991 reforms on the selectedufacturing sector.
Technology acquisition, efficient utilisation of smurces and
infrastructure development were considered somgheffactors which

possibly contributed to the increase in total fagi@ductivity growth.
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Mackenzie (33) studied the macroeconomic impact
privatization and argued that the proceeds of pmaton should be
treated as financing and not as revenue. Also ¢lceipt of proceeds
from privatization does not deserve a relaxatiorthef stance of fiscal
policy to maintain aggregate demand.

Mathur (34) in her book titled” Disinvestment of BSin India”
traces the philosophy and growth of private seetaterprises in India
and describes recent moves towards their privadizatt is devoted to
the objectives, expansion and problems of publatoseenterprises in
India. It also explains the disinvestment policy g@vernment and its
implementation, besides describing the procedundsnaodalities of the
disinvestment process. In the end it summarizes dikeussion and
present future outlook for PSEs in India. Furthbe states that in
dismantling the public sector, India has adoptgdaalualist approach.

Mattoo and Rathindran (35) explains how the impatt
liberalization of service sectors on output growliffers from that of
liberalization of trade in goods. They also sug@epblicy-based rather
than outcome-based measure of the openness of rrgeuservices
regime. Such openness measures are constructaddokey service
sectors, basic telecommunications and financialices. They suggest
that countries with fully open telecom and finah@arvices sectors

grow up to 1.5 percentage points faster than atbentries.
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Mayer and Strasser (36) in their study compare fbkcies
relating to telecom reforms. They found that tihedalization of the US
and EU telecom sectors has similar historical isgtand the goals of
reregulation. Yet, the implementation of these goas quite different.

Megginson and Netter (37) has surveys the rapidgiywiong
literature on privatization and made an attemgdtdame and answer the
key questions on the privatization theory and thescribes some of its
lessons on the promise and perils of selling stateed assets. The
focus of study was on to know and understand tbegss of “state to
market”.

Mittal and Ashraf (38) analyze the competition,vpatization
and reforms in Indian telecom industry. They revidve industrial
policy and important aspects of the performancendian industry and
point out that economic reform, the process of girration and the
need for a competitive environment seems to be ssecg for the
growth of the industry.

Mohan (39) studied relationship between Politicd &tonomic
Liberalization and has argues that politics driv®remics in India,
especially as elections approach. He shows how important
economic policy initiatives of the coalitional gamenent, involving tax
reform and privatization, have stalled becausehef golitical need to

satisfy powerful interest groups.
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Nagaraj (40) has studied the disinvestment andapziation in
India and he point out that the effect of reformgpublic sector has not
reflected in the financial performance of the paldector enterprises.
He suggest that alternative institutional arranggm@r improving
PSEs’ financial performance; mutual stock holdingmoag
complementary enterprises tied around a publiosd&ank to minimize
problems of soft budget constraint, dysfunctionabidlative and
bureaucratic interference, and to encourage cloFaction between
banks and firms to promote long term economic dgyrakent.

Naib (41) has analyzed disinvestment policies, @idaces and
practices in India from a theoretically perspectitde says that
disinvestment in India was part of broader proce$seconomic
liberalization. To get inside into the impact tin&w economic policies
had on disinvested enterprises and the way in wthiese enterprises
responded to them, researcher provides a firm lawalysis through
case studies of seven partly disinvested entegprisepact of post
reform policies on enterprises is analyzed in teofnshanges in market
share, cost structure, profitability and work crétu The strategic
response of these enterprises is examined in tefnt®st reduction
measures, changes in product portfolio, restruzumnovations and

institutional arrangement for diagnosing environtaéohanges.
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Neogi and Ghosh (42) assessed to see the impéberdlisation
on the performance of four-selected industry groupamely, (1)
chemical, (2) textile, (3) non-metallic mineral guzts and (4) electric
machinery, by using firm level data for period 1988 The results
indicated that productivity growth and efficiencevéls have not
improved as per expectation during the post-ref@@niod and the
distribution of efficiency is skewed. The relatibns between labour
productivity and capital intensity indicated a gehedownfall of
efficiency of the firms during the study period.€Ttevel of technical
efficiency for all the industries was found to bery low and no
significant improvement was observed in this ledering the post
reform period.
Patnaik and Chandrasekhar (43) in their study demnsd the crisis of
1991 purely speculative in nature caused by speealautflows from
Indian economy that continued the pressure on balai payments
despite reduction in trade deficit. A very vitalarothg and worrisome
feature of India’s economic reform according tonthgas that, there was
no urgent need of bringing about structural charige$991 since the
condition could have come under control by low gtodality of IMF
loans. It was the liberalization lobby that coreistof Fund, Bank,
government elements and Indian business classnbde use of this

unprecedented economic crisis by introducing lileaon.

~43 ~



Parmeswarn (44) explored the impact of economiormes on
technical efficiency using firm level data from egtled industries in
India. Using the technique of SFA, the study reséathat all the
industries considered have registered a higherofatiechnical progress
in the post reform period. The effect of change the policy
environment on technical efficiency was found toJagying among
industries. The study also found that firms’ invedvin the international
trade through export and import of raw materiald sachnology had a
positive effect on technical efficiency.

Prasad (45) examined the impact of economic refanmexports
of India and concluded that during 1990-1991 to 412995, India
experienced a high growth compared to growth ratesorld exports.
The study also revealed that the growth in the emlof exports from
India was mainly due to growth in quantity of exggoand not due to
real increase in unit values. This showed thatdmdexports were
becoming more competitive in terms of prices.

Rajesh and Swamy (46) analyzed the effect of ecanogforms
on the manufacturing sector. They identified thatide gap is noticed
in productivity growth and efficiency aspects asrdise Indian states.
They suggests that technological up gradation needs prioritized if

the output of the manufacturing sector has to h@awred.
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The scope and coverage of Ram Mohan and Ray’'s stady
wide (47). To study public and private sector bankerformance,
maximization efficiency approach was used by redear They attempt
a comparison of performance among three categofibanks - public,
private and foreign and find that the public sedbanks performed
significantly better than private sector banks hat differently from
foreign banks. The conclusion points to a convergan performance
between public and private sector banks in the-pdetm era, using
financial measures of performance.

Ray (48) examined whether India’s Economic Refolmase
improved efficiency and productivity for the peria886-87 to 1995-96.
They found that the states with higher capital-labmtio and higher
percentage of the urban population experiencecatgr acceleration in
the productivity growth rate after the reforms. yladso revealed that on
the average the annual rate of productivity grolah been higher in the
post-reform period than in pre-reform period. Hoagwsome states have
actually experienced a slowdown in the productigipwth or even
productivity decline after the reforms.

Reddy (49) addressed the Liberalization and paasitn of
public enterprise in India. He shows that Indialiqyois poised towards
a structured change in the balance between statenanket, openness

and national self-reliance, public and private mnise. It has elements
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of privatization, in terms of wider scope for thevpate sector, but only
marginally in terms of share transfers.

Rodrik (50) in his study demonstrate the extentwuch the
thinking of the development policy community hastdransformed
over the years. One puts faith on extensive irgiital reform, and
another puts faith on foreign aid. He concluded fham the diverse
perspectives and an explicitly diagnostic appraadh recognized that
the binding constraints on growth differ from ecomnyoto economy.

Ros (51) study the state versus private ownershspigu
International Telecommunications Union data to eranthe effects of
competition and privatization on network expansend efficiency in
110 countries over the period 1986-1995. He filds tountries with at
least 50 percent private ownership of the mainctete firms have
significantly higher teledensity levels and growtltates. Both
privatization and competition has increased efficie but only
privatization is positively associated with netwodkpansion. He
concluded that competition is more important thamnership in
improving telecom performance.

Seetharaman (52) in his research study titled ‘e
performance of public sector enterprises in Ind\astudy of select

heavy and medium engineering enterprises” has ataluhe financial
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performance of selected public sector enterprigestife duration of
1975-76 to 1995-96.

Singh (53) in his study explores the uneven beggsbpf FDI, in
India and examines the economic and political dgyekents relating to
the trends in Industry and Telecommunication secotémdia.

Sharma (54) in his study on, “Customer's PerceptiorMTNL
Services: An Indian Viewpoint” highlighted the omister's expectation
and their perceived value from the MTNL services.

Siggel and Agrawal (55) in their study report tiedings of a
small sample survey of manufacturing enterpriseshe Delhi region
regarding perceptions of the impact of economiorrag of 1990s. They
find that most firms felt that the reforms were gfel by increasing
access to foreign technology and making imports capital and
intermediate goods cheaper. They also felt thatrorgment in
Infrastructure and more flexible labour laws wackiflitate further growth
of India’s manufacturing sector.

Subramanian (56) in his study on impact of derdguiaon a
public sector firm explores the manner in which testavned
telecommunications equipment manufacturer Indian leprene
Industries (ITl) was affected by the radically edig market conditions
brought about by the opening up of the economy thiedloss of its

monopoly status. ITI's experience shows that theegonent's market-
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oriented reform programme ended up creating angthiat a level-
playing field for public enterprises. Deregulatittad an extremely
destabilizing effect on the operations of ITI. Tigevernment has
eliminated its monopoly privileges and imposing nevarket-related
constraints but has not given the autonomy to coenpethe free market.

Thakur, Sharma and Raj (57) examine the trendsdustrial
production for the period 1950-51 to 1989-90 an8(t91 to 2011-12.
They show that industrial efficiency was relativéligher in the decade
of 1950's whereas, in the 1960’'s and 1970’s theras vgevere
retrogression in industrial growth. The period 88Q’s was marked by
industrial recovery. However, the pattern begarerang themselves in
1990’s. But particularly after 2002-03, the Indigadustry have started
showing some signs of improvement in its perfornegriibus providing
some evidence that these reforms seems to be wgorkin

Trivedi (58) attempts to piece together various igyol
pronouncements and publicly available documents Iodia’s
privatization to outline what appears to be thevalent approach to
privatization. He also point that Privatizationasly one of the many
options to improving the performance of public se@nterprises and the
preference continues to be to treat it as a paolidgst resort.

Vickers and Yarrow (59) shows the advantages foerdal

government in owning commercial enterprises. Thegeoved that if
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political market works efficiently, competition leten politicians will
ensure that correct set of policies will be implabeel, and politicians
will seek to maximize social welfare- defined as gum of producers
and consumer surplus.

Virmani (60) viewed external sector reforms in bndince 1991
as the most successful reforms. It had disclairheddar of ballooning
of imports in post reform period, while the perfamee of current
account and capital account, had improved sigmiflga

Wallsten (61) examines the impact of state ownprstontrol
and regulation on telephone penetration rates yggoack in time and
examining how ownership influenced the speed withctyv telephone
service was provided to citizens of different coi@st during the
industries infancy. He uses the data compiled freamly twentieth-
century sources to test the effect of governmenhaopoly, service,
competition, and regulation on the development offie t
telecommunications industry in Europe during thelyed990s. He
examines the effect of very stringent licensingaagements that
allowed private firms to operate but with highlyséture property
rights. He finds that, countries with competitioetween telephone
providers and whose government did not threateexpwopriate firms’
assets saw higher telephone penetration and lonaspeven in rural

areas. Telephone penetration is much lower in castvhere service
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was provided by state owned monopolies than in ttmsthat allowed
private sector. However countries that licensethdirunder stringent
concessions saw worse penetration rates than eesmtith state owned
monopolies.

Wood and Kodwani (62) in their study on “Privatinat Policy
and Power Sector Reforms: Lessons from British Egpee for India”
examines the lessons of the British privatizatioogpamme for India.
The discussion focuses on privatization of eleityrisupply industry a
key sector in economic development in India. Praadion of British
Electricity Supply Industry was preceded by radichbnges in the
industry structure and restructuring of the firmghe industry and was
accompanied by a tight regulatory framework intehde promote
efficiency and competition.

2.3. Studies on customer satisfaction with service quayi:
With the liberalization and internationalization ielecommunication,
service quality has become an important means fédreintiation and
path to achieve business success. Such differemntinised on service
guality can be a key source of competitivenessnfany Indian firms
and hence have implications for leadership in soigfanizations. For
the past few years, telephone service sector inalrths been
experiencing the biggest growth rate in terms obssubers and

revenues. With the increasing demands of the cuestocellular sector
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has become competitive. Is this implicating on cogErs’ service
guality satisfaction? Studying this aspect is ohthe objectives of this
study. Therefore review of studies on customesfatiion with service
guality is needed. Hence aim of this section isetoew studies related
to customer satisfaction with service quality inengral and
telecommunication in particular.

Accenture (63) carried out survey of 4189 consEmin
Australia, Brazil, Canada, China, France, Germalmglia, United
States, and United Kingdom. More than 67% respaisdeanfirmed
poor customer services as the core reason fomligdkie operators. The
survey also found the rising expectations of custemn mature and
growing markets.

ACSI (American Customer Satisfaction Index) (64)s ha
detailed the purpose, history and methodologicpkeisof American
customer satisfaction Index. The report showsA@$! is predictive of
corporate performance, growth in the Gross Domdateriuct (GDP),
and changes in consumer spending.

Anderson, Fornell, and Rust (65), study the retestop

between customer satisfaction and productivity. yTlaegued that
trade-off between customer satisfaction and prodbctis more

prevalent in services than goods. They point oat linkage between
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changes in customer satisfaction and changes auptwity is positive
for goods but negative for services.

Berry, Parasuraman, Zeithaml, and Adsit (66) argtieat
SERVQUAL is an effective tool to steer organizatiants pursuits of
guality improvement by focusing on those areas thighificantly
contributes toward improvement.

Brady and Cronin (67) developed a hierarchical
multidimensional model, in which they identified etifundamental
attributes of mobile service quality which are casgd of three main
dimensions: interaction (service delivery), outco(aservice product),
and physical environment (service environment)erbttion quality
comprises the sub-dimensions of expertise, problewlving,
information, security/privacy, and customizatiomgmmalization.
Environment quality can be achieved though the dioensions of
equipment, design, and context. Finally, outcomaitjuconsists of the
sub-dimensions of reliability, tangibles, and vaken

Brown and Swartz (68) tested the SERVQUAL model diad
not support the five factor structure of the instemt. He criticized the
instrument because of the generalizability of iteehsions.

Churchil and Surprenant (69) in their study on deieants of
customer satisfaction find that service quality Y3@ems to be a key

driver of business success especially in the mag&eiration stage in
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Thailand. They suggested that a firm cannot gam thmpetitive
advantage in today’'s business environment withaeltvering high
guality service.

Cronin and Taylor (70) in their study on servicealijy
measurement criticized the conceptualization andasomement of
service quality. They illustrated that SERVQUAL émmnds customer
satisfaction with service quality, and proposed eafggmance-based
measure of service quality called SERVPERF by emjlg that service
guality is a form of customer attitude.

Dabholkar, Thorpe, and Rentz (71) compare the SEBAL
dimensions to their own qualitative research anapgse five
dimensions central to service quality (physical easp, reliability,
personal interaction, problem solving, and poliggggesting that
SERVQUAL dimensions need modification and requirbierarchical
factor structure to better capture overall evabretiof service quality.
They further suggest that a measure of servicatguaiross industries
Is not feasible.

Gronroos (72) has developed a Nordic model for oneag
service quality and divides the customers’ perocaptf any particular
service into two dimensions, namely technical amdctional quality.

The model conceptualizes perceived service qubltydifferentiating
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between what and how components of the buyer-raalieract. This is
presented in chart 2.1.

Chart 2.1: Nordic Model of service quality

perceived Service Quality

Expected Perceived
Service K Service Quality

Technical
Quality

What? How?

Hassan, Malik and Faiz (73) in their study on sarwuality
and its relationship with customer loyalty in tedat sector of Pakistan
has concluded that gaps exist between customeeme@ns and their
expectations. Major gap exist in network dimensimiowed by
responsiveness and reliability. A correlation asialyshows positive
significant relationships between service qualttyilautes and customer
loyalty.

Lai, Hutchinson, Li and Bai (74) in their study &3sess the
SERVQUAL instrument reliability and validity and @y the
SERVQUAL instrument in China's mobile communicatg&iting. They
find that the adapted SERVQUAL instrument is a d/and valuable

tool to measure service quality. Service convergeiscan important
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additional dimension of service quality in China'mobile
communications setting.

OECD (Organisation for Economic Co-operation and
Development) (75) has undertaken a study in 2007 Comsumer
Satisfaction in Telecommunication markets in theQDEcountries. The
study found imperfect information on quality andicpr lack of
transparency in roaming charges for international service and
contractual binding in changing the operators affensumer behavior.
The study found that quality of service and pri@revtwo major factors
for switching over to new operators. The studyHarthighlighted that
major factors affecting mobile phone users’ dissattion included lack
of differentiation in United Kingdom, prices andaljty of services in
Portugal, early termination fee and unsolicitedlscalnd inaccurate
billing in United States, and lack of meeting axdezding customer’s
satisfaction in Australia.

Ozer and Aydin (76) in their study undertaken ttedmine the
National Customer Satisfaction Index of mobile phaisers based on a
sample of 1950 mobile phone subscribers. The diroesshat emerged
In customer satisfaction included meeting customere-purchase
expectations, perceived quality (coverage, respensiss to customers
complaints, value-added services, promotional aiess and their

fulfillment), and complaint handling found that wetrk quality based
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on data services and voice services strongly inflae customer
satisfaction and loyalty with regard to the usenobile phone.

Parasuraman, Zeithaml and Berry (77) proposed dpengpdel
of service quality that operationalised servicelitpias the gap between
expectations and performance perceptions of thces.

Parsuraman, Zeithaml, and Berry, (78) developedsta of
characteristics through formal surveys of customers different
industries and focus group that define serviceityuad general. They
combined these attributes into five major dimensiohservice quality,
namely; tangible, assurance, responsiveness, ewmpatand
responsiveness. They subsequently tested thesenslone through
SERVQUAL,; a 22-items scale measuring customerseetgiions and
perception on five dimensions to evaluate servicaity.

Prahalad and Ramaswamy (79) stated that the radasbdmer
is changing in dynamic business environment. Thangimg paradigm
of business has made the provision of quality ofises as top priority
for organizations. They argued that customer-fodus&ategy has
become a means of competitive advantage and sunoa
organizations.

Rudie and Wansley (80) pointed out that intense padition
and rapid deregulation have led many service atall feusinesses to

seek profitable ways to differentiate themselvdausTthe strategy that
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has been related to success in these businest®s delivery of high
service quality.

Seth, Momaya and Gupta (81) studied managing tecer
perceived service quality for cellular mobile tdlepes based on
primary data, which was collected through questmn by using
convenience sampling method. The sample size oftidy was 225.
The factor analysis was used as statistical tobls highlighted the
relative importance of service quality attributesdashowed that
“responsiveness” is the most important dimensioallofed by
reliability, customer perceived network qualitysasance, convenience,
empathy and tangibles. This research work congibtiheoretically by
proposing a tool for managers that can be usedmionitoring and
improvement of service quality from customers’ ggtons.

Sharma and Singh (82) in their study analysectimstomers'
perception about the value added services (VAS)ice quality,
customer satisfaction and loyalty in telecom servigroviders in
northern India. Further, a comparative analysighef leading service
providers has been undertaken from customers' @ergp to
understand the variations in satisfaction and lgy#tvels of their
customers. They suggest that value added serviegseaceived to be a

strategic tool to differentiate service of one pdev from the other.
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Sureschander, Rajendran, and Anantharaman (83)uciauc
that SERVQUAL has been widely used in telecommumoandustries
in different cultural context with high reliabilignd validity.

Sutherland (84) identified a list of indicators foobile phone
guality of services. These indicators included mekvaccess, service
access, service integrity, and service retaingbilit

Taylor and Baker (85) empirically assess the natfrehe
relationship between service quality and consunadisfaction in the
formation of consumers' purchase intentions acimsis unique service
industries. The results suggest that consumer faetien is best
described as moderating the service quality/puechastention
relationship.

Thompson (86) in his study examined the relatign&i@tween
profitability and service quality and observed tkalivering superior
service quality appears to be a prerequisite focess, if not survival,
of such businesses in the 1980s and beyond.

Van der Wal, Pampallis and Bond (87) in their stadymobile
telecommunication in South Africa used SERVQUAL hwisome
modifications. The modified instrument resultedlscaliability of 0.95.

Ward and Mullee (88) in their study on service dguain
telecommunication services have used reliabilitigilability, security,

assurance, simplicity, and flexibility as critea&service quality. They
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argued that, from customers’ perspective, it is appropriate to
separate network quality from the other dimensmirguality.
2.4 Research gap in earlier study:

It is clear from the above review of literaturettha

» The total of 88 studies on economic reforms andlsubject are
reviewed and most of the previous studies laid emsjshon the
implementation of economic reform, impact of ecoromeforms,
comparative performance analysis of public seator @rivate sector
companies.

* Majority studied the economic reforms in terms ifetalisation,
privatisation and globalisation.

» There have been studies on impact of economic msfamn macro
level and micro level. But the studies are not mécand the
economic reforms process in India has shown samfi changes in
recent decade.

* The periods of studies were short 3 to 5 years.

» Impact of economic reforms on MTNL was studied laryfew
experts and researchers.

» Not a single research study at micro and macrd lea@ been done
taking into account multi-performance indicatorsNdfiNL.

* The need for the study in the present day contexery urgent for

the very reason that so far no one has tried tdystmpact of
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economic reforms on MTNL taking into primary dataorh
customers. There must be a study on impact of enmneforms on
public sector enterprises, taken into account liang period and
more than 3 parameters or measures, especially MTNpublic
sector enterprise which is now marching from stat@arket.
To sum up all the reviews, in the back drop of geddoolicy change
there is need to understand the impact of econoefa@ms on public
sector enterprises which are facing a stiff contipetifrom the private
sector companies. Therefore, in the present stiifdyt® are made to
understand the impact of economic reforms on thdopeance of

Mahanagar Telephone Nigam Limited (MTNL).
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Chapter 3:

Research Methodology
3.1.Defining the Problem:

Over the last few decades, an economic reform hassec the
transformation of various economies. This refornesd started by UK
Prime Minister Margaret Thatcher in the early 1980l in India by
Manmohan Singh in 1990’s has proved the usefulagpslicy reforms
in the development of the economy (Vickers and darr1991).

Since then many countries have embarked on theseooir reforms
which has changed the economic landscape arounfdl.wBconomic
reforms have spread in many industries, includingsé that had
exclusively public sector. An economic reform hasnsformed
command economies in post-communist countries d#oentralized
ones. It has changed the political balance of pawenany societies
and revolutionized global financial markets.

The reforms like liberalization and privatizatiorf public sector
enterprises has characterized economic policy wadle for more than
30 years (Vining and Boardman, 1992). Based onftbe market
economic theories, the removal of the economy frgovernment
influence and the opening up of former monopoly kety is the main
agenda of the economic policy of many governmehtee market

theory advocate that the government should rolkkeed occupy the
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minimum possible space and allow the market foiocsgsead of the
arbitrary decisions undertaken by bureaucrats amitigians to decide
all economic decisions (Megginson and Netter, 2001)India, after
pursuance of planned development for nearly hadrdaury, a stage was
reached when questions were raised about the rele\and the need to
continue the planned development strategy. Alsetmgmomic crises in
early nineties also forced the Indian governmentatmpt the free
market theories.

This has changing perception of public sector @niggs performance
and impact of economic reforms on public sectoegmises. The extent
of impact of economic reforms is totally dependmugow quality
service or products exploited by public sector gnises after economic
reforms adopted. The public sector enterpriseq, ihable to offer
superior quality or products to customers quicklgynenhance speed
and determine the degree/level of performance asdiye impact. The
tempo and extent of impact and quality serviceegafiom public sector
enterprises and even within enterprises, form statgate also. In this
scenario, it is interesting to study and assessnipact of economic
reforms on public sector enterprises and custo@asfaction delivered
by them. Therefore, the approach of the study esdu® assess the
iImpact of economic reforms in the telecommunicaiorustry on the

public sector enterprise i.e. on Mahanagar Telepidigam Limited.
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The study of impact of economic reforms and custosaisfaction
towards service quality of MTNL is of contrastsn e one hand, there
are pockets of highly positive impact and on theegthighly negative.
Similar situation may available on customer satisfé@ from high to
low level. Therefore statement of problems is stat® under.
“A study on the impact of economic reforms on the grformance of
MTNL”
3.2 0bjectives of the study:
The objectives of the study are as follows:-
1. To study the economic reforms with reference to
telecommunication industry in India.
2. To assess the impact of economic reforms on thevtgraof
telecommunication industry in India.
3. To assess the impact of economic reforms on pwdoce of
MTNL during the period 2003-2012 period.
4. To measure the impact of economic reforms on custaarvice
guality of MTNL.
5. To study the problems faced by MTNL due to econamiorms.
6. To suggest measures to improve the performance TNLMin

future.
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3.3 Hypotheses of the study:
The present research deals with analysis and dwaiuaf impact of
economic reforms on the performance of one of teat@l public
sector enterprise, MTNL. Post 1991, the microeoanoreforms
allowed increased participation of private sectovarious industries.
Telecommunication industry is the forefront in thespect. Today the
telecommunications market in India is one of thetdat growing
markets in the world. This growth attracts largenber of foreign and
private sector companies in this industry. The meities of Delhi and
Mumbai are among the most competitive markets dialnMTNL, a
public sector enterprise, is providing telecommahan services in
these cities since establishment in 1986. But MTidtes intense
competition from the other telecommunications ofmes post
economic reforms. Therefore it is interesting tadgtthe performance
of MTNL to assess the impact of economic refornieeréfore, the null
hypothesis and alternate hypothesis for the stoelas follows:
Ho: There is a negative impact on the performandéeMTNL due to
the economic reforms.
H, — Economic reforms have led to an increased pressu margins
due to reducing tariffs and also on the custom&snt®n and

acquisition.
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Following additional hypotheses were formulatedtfoe purpose of the
study.
Hy:: Customers are satisfied with landline servicditguaf MTNL.
Hy,: Customer satisfaction with landline service dqyatlimensions
of MTNL is equal to or better than expectation.
Hys: Customers are satisfied with broadband servicalitguof
MTNL.
Hy,: Customer satisfaction with broadband service itual
dimensions of MTNL is equal to or better than exagaon.
Hys: Customers are satisfied with mobile service dqualf MTNL.
Hye: Customer satisfaction with mobile service quatiitjnensions of
MTNL is equal to or better than expectation.
Hy;: Customers are satisfied with overall service igpaf MTNL.
Hys: Customer satisfaction with overall service qyatiimensions of
MTNL is equal to or better than expectation.
3.4 Research methodology:
The study is descriptive to the extent that it ek the impact of
operating, financial and overall performance of MTHhfter economic
reforms. It is also analytical to the extent thagvaluates and analyzes
the customer satisfaction levels of MTNL and alsealeates the
satisfaction with various service quality dimensiadf MTNL services.

Research is a scientific endeavor. The presentystxplores and
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analyses the various problems faced by the MTNL ttueconomic

reforms. In the present study an attempt is madellbw systematically

the logical process of reasoning.

3.4.1.

3.4.2.

3.4.3.

Research Method There are various methods of conducting

research. The present study is an exploratoraiara to provide
a clear understanding of the impact of economicrre$ on PSEs
particularly the MTNL. It is also a descriptivesearch where
focus is on fact finding investigation with adecpiatterpretation.
The method of conducting the research is analytiaatl
descriptive; therefore survey method is followedhis study.

Data collection The study is based on primary as well as

secondary data. Extensive literature survey caedewith the
topic has been carried out. Secondary data wdlectad from
books, journals, annual reports, web sites andrgovent reports.
Primary data were collected from the customers @NMU with
the help of a structured questionnaire using cbvsked questions.
Sampling: As the primary data was collected from the custsme
of MTNL, the universe of the sample was the custemef
MTNL in Mumbai. Thus, the area of study was théy af
Mumbai. The size of the sample was 1000 MTNL cusiem
Considering the time available and cost involvesl shmple size

of 1000 customers has been justified. The samp&es selected
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on random basis. However, stratified random sargpiirethod
was followed for selecting the samples. The samplmsered
male and female, employed and businessmen/profedsi@and
from the city as well as suburban areas.

3.4.4. Data Analysis The data collected was tabulated and analyzed

with the help of computer software. Various stateédt methods
were used for analysis of data, such as mean, qagss,
correlation standard deviation etc. The data weterpreted for
drawing conclusions. Apart from these, one samésttis used
to test the hypotheses. To measure the customsfastibn and
service quality of the MTNL, Customer Satisfactiodex (ACSI

model) and SERVQUAL model were used respectivelyfed

suggestions were made at the end in order to ingprie
performance of the MTNL in future.

3.5.Significance of the study:

1. The study would be significant for government-statel central,
private and public entrepreneurs. It would also phehe
telecommunication service providing companies toeustand the
perception towards service quality of telecom smwiand enhance
the satisfaction level of customers, resulting mpiovement of

performance.
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. The study helps to find out the level of satisactifor different
services of MTNL.

. The study also helps to know the level of satisbacttowards
different dimensions/aspect of service deliveryvdiNL.

. The study will help the management of MTNL to ursdand the
characteristic of customer satisfaction and varidusensions of
service quality delivered by MTNL.

. Development of any service organization, especially
telecommunication services, is totally depends lua $atisfaction
with the service quality. In today’s competitive nket, success
mantra is to provide quality service at affordatdst. Because low
satisfied customers will not loyal to the organi@atand switch to
other organization to fulfill their need. It doestmatter how perfect
Is the management and infrastructure to provideiseif service is
not delivered satisfactorily then company will redrn profit and
thus result in poor performance. Therefore it iseesial to measure
the service quality of various services provided &nom this point
this study is more significant to understand therall performance
of telecom service providers.

. This study would be significant for telecom indysttT enabled

service industries and other technology drivenisemndustries.
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7. This study is helpful for government —state andtre¢rio decide on
the various policies of state or central publidseenterprises.

8. This study is also helpful for the regulation bolike TRAI to
understand the quality of service provided by thledom service
organization in India.

9. There is general tendency in the organization yodmphasis on
operations and financial management. The qualifye@sis not
considered as parameter for performance evaluatibarefore this
study is significant to each and every individual ayganization
especially government organization to understaedogrformance of
public sector enterprises.

3.6 Limitations of the study:

The present study has certain limitations. Theyaarunder.

1. The survey method is conducted only in Mumbai siyresults
may not applicable to other cities.

2. The survey was based on stratified random sampling.

3. The secondary data is analyzed for 10 years duarétion 2003-
2012.

4. The impact of economic reforms on MTNL is evaluatsul
results may not be applicable to other central ipubkctor
enterprises in India.

5. Random error is inevitable while sampling techngue
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The conclusions have drawn on the basis of datdahle or
collected from different sources. The secondarya datkere
available and the data collected were not adequadecurate for
drawing conclusions.

The researcher has tried in the pilot survey tdecbldata from
the employees of MTNL in Mumbai. However, the enyples
were refused to give the information because ofeguwent

service and confidentiality.

3.7.Chapter plan of the study:

This study is presented in seven chapters as under.

1.

2.

Introduction

Review of literature

. Research methodology

Indian Telecom Sector

. Data Analysis: Part-I

. Data analysis: Part-I

Conclusions and Suggestions
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Chapter 4:

Indian Telecommunication Sector

4.1 Introduction:
Telecommunications infrastructure is an importadl tfor socio-
economic development. It is one of the prime inftagure services
needed for rapid growth and development of vareetors of the
economy (OECD, 2008). The growth in Informationhtealogy over
the last decade has played an important role iddwelopment of
the telecommunication services in the economy. Thasentributes

to the growth in GDP.

Since 1991, a Telecommunications service sectomhimessed the
most fundamental, structural and institutional refe. Today, India is
emerged as one of the fastest growing telecom rsankehe world.

From 2001 to 2012, the total number of telephonesstibers has
grown at a Compound Annual Growth Rate (CAGR) ofp@&scent.

The comparable rates in the 1980s and 1990s wperc&nt and 22
percent, respectively (TRAI, 2012). However, thenposition of the

subscribers shows that mobile services subscritsrs outplayed the
other telecom services. The increase in teledemsisy mainly been
driven by the increase in mobile phones. This lggbwth rate has

been achieved due to sharp fall in tariffs. Thad-awowth in Indian
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telecom services has encouraged major global metuuéss of
telecom equipment like Nokia, Motorola, Ericssond &iemens to
invest in India. The potential for growth in broadld and wireless
internet services will be the next segment for thliecom service

operators for investment and earning higher growth.

4.2 Economic reforms in Telecommunications sector in Idia:
Prior to liberalization, the telecom scene in Indvas far from
enticing. Abysmally Ilow tele-density, poor state dEkle-
infrastructure, restrictive portfolio of servicesnda a highly
bureaucratized structure characterized the goverhm@onopoly
(Mittal and Ashraf, 2006). The GOI's policy of eanic
liberalization in 1991 provided the real impetus feform. This
policy reflected a change in the mindset of pohagkers, which led
to a structural shift in the Indian economy. Thdéigyomakers were
acutely conscious of the need to strengthen thagtrlicture sector
as it formed the backbone of the economy. The ehoi¢he telecom
sector for “show-casing” the policy shift reflectdok importance the
government attached to telecommunications as a conmman’s tool
for capacity building, as an important driver obeomic and social
change, and as a factor in building the internali@ompetitiveness

of the country. The policy initiatives and the dgans of regulatory
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Institutions, which were set up in the wake of ieanteforms, had a
wholesome impact on a telecom sector that subségueitnessed

exponential growth.

Historically, the reform process began in the 198@k the entry in
1984 of private players in the manufacturing oftooger premise
equipment and corporatization of domestic telecqarations ( i.e.
MTNL) in two metros: Delhi and Mumbai; and the ddishment of
a corporation (i.e. VSNL) for international senscm 1986 and of

the Telecom Commission with full government powar$989.

The policy initiatives taken during the 1990s cdostd the second,
but the most important, stage of the reform proessthe transition
from monopoly to competition was accomplished dyitimis period.
This was done through three major policy initiasiv@eginning with
the deregulation of the sub-sector of value addegdices in July,
1992, followed by the issuance of two major policgtruments: the
National Telecom Policy, 1994 (NTP94) and the Neeletom

Policy 1999 (NTP99).

4.2.1. NTP -1994
National Telecom Policy 1994 document represertteditst attempt
to codify policy objectives and provide a roadmayp telecom

development in India. The policy document laid dowspecific
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targets, such as making telephone service availablelemand by
1997, coverage of all villages by 1997, provisidnP€Os in urban
areas for every 500 persons by 1997 and introduglingalue added
services available internationally, preferably [898. The resource
gap estimated for realization of these targets welé over Rs. 230
billion and therefore the policy emphasized theolagment of the
private sector and the need for private investntenbridge the
resource gap. Hence, the policy for the first tiedwed private
companies registered in India to participate in gh&vision of basic

telephone services subject to stipulated conditions

Another important dimension of this policy documenis its
emphasis on protecting and promoting consumer aster and
ensuring fair competition. The policy reflectedanbitious approach
in setting the targets, but adopted a cautiousoaagbrin dealing with

the issues of liberalization in the telecom sector.

The new paradigm in the telecom sector createdesitevorldwide
and investors, both Indian and foreign, shown ke&rest in being
partners in telecom development. However, the implgation of the
policy did not match the excitement it created detlvered mixed
results. Physical targets were not achieved, pdatily for rural

telephony. Only about half of over 600,000 villagésod covered by
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March 1999. And many of these telephones in rureas failed to

work properly for technology reasons (GOI,2009).

However, with regard to provision of PCOs, the pesg was
comparatively better and the number rose from &idMarch 1994
to 277,000 in March 1999. There was significantwglo in the
number of STD/ISD PCOs, which went up from 57,1h9March
1994 to 272,989 in March 1999. The STD/ISD PCOs ewer
franchised, and provided opportunity for self-enyph@nt to
unemployed youth, ex-servicemen and economicakpadiiantaged

segments of the society.

In the introduction of private players in the mebénd the basic
segments of the service, the rollout of private rafmes suffered
considerable delay, particularly so in the caskeasic service, largely
due to controversies surrounding the bidding amelcsen processes
for award of a license. As a result, by 1999 theagbe operators
could introduce service in only two of the six s for which basic
service licenses were awarded. The picture was \sbatebetter for
mobile services, as private mobile operators stadperations in
1997. From a policy perspective, the noticeableyeland hiccups

pointed to the need for greater transparency adityclin the
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licensing process and the terms of licenses, as aslfor an

independent regulator.

4.2.2. NEW Telecom Policy-1999

The New Telecom Policy 1999 responded to the fachiing changes
taking place in the telecom sector worldwide aslvas to the

inadequacies of NTP94. The NTP99 further liberalidee scope of
cellular mobile service, fixed service, and calde/ge, including the
terms and conditions of licenses and operationapeds.

Interconnection had been a key concern among sepraviders and

had given rise to many disputes.

Recognizing the importance of the issue, in NTR# GOl brought
it within the ambit of policy. The NTP99 policy umgvocally asserts
that interconnection shall be permitted betweeriserproviders in
the mobile and basic service segments This pol&y eovered issues
in such other areas as the resolution of problenmd the existing
operators, the restructuring of the Departmentedédommunications
(i.,e. creation of BSNL), spectrum management, usileservice
obligations and the role of the regulator. Freeryenhto basic

telecommunications replaced duopoly.

The NTP-99 was amended in 2003 to permit a licensgarovide

wireline and wireless services using any technolomy a
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predetermined license area after conversion to &elsal Access

Service License (UASL).

4.2.3. Other Policy Initiatives:

4.2.3.1.Foreign Direct Investment (FDI) policy:
Another important policy initiative endeavored tmmote FDI
in the telecom sector, a measure considered ne&gessa
augment the resources available to the sector.n&le Policy
permitted foreign ownership of up to 49% of a telacventure,
automatically, and up to 74% subject to certainddoomality.
This was further relaxed and foreign ownership ad®0% is
permitted in the telecommunications services. Ine th
manufacture of telecom equipment, however, soleidgor

ownership has been permitted, subject to sectegaiirements.

4.2.3.2.Telecom Regulatory Authority of India (TRAI):
In 1997, Government of India enact a law, the Taiec
Regulatory Authority of India Act 1997 (TRAI Act
1997)leading to the establishment of an independt&tttory
Regulatory Authority for the telecom sector, withearly
defined functions, powers and responsibilities twoeirage
competition, ensure a level playing field, and mote and

protect consumer interests. The Telecom Regulaompority
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of India (TRAI) enjoyed wide-ranging functions apdwers in
the areas of its responsibility. These relate tal amclude
ensuring technical compatibility and effective netnnection
between operators and service providers; regulat@vgnue-
sharing agreements among service providers; mamgtor
guality-of-service standards; ensuring compliandth Wwcense
conditions; approving tariffs for telecom servicesnd
protecting consumer interests. The TRAI is not wstad with
functions relating to licensing, standard settimgl allocating
spectrum, which are in the domain of the GOI. Tas initially
had vested dispute settlement functions with thélTRut an
amendment to the TRAI Act in 2000 divested TRAIltbése

functions.

4.2.3.3.Calling Party Pays (CPP) policy:
The Calling Party Pays policy was introduced in idndh
2003.In this policy, the calling party was to béa& entire cost
of the call. This policy is applicable to mobilertwbile calls as
well as fixed line to mobile calls. Prior to thihie Receiving
Party Pays (RPP) system was used where the sudasased to
pay for incoming calls from both mobile as well fased line

networks. Thus introduction of Calling Party Paydiqy has
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greatly driven the growth in subscriber base in thebile
services in India.

4.2.3.4.Broadband Policy 2004:
The potential of broadband services in variousiappbns like
tele-education, tele-medicine, e-governance andrtamiment
has involuntary made the government to accelehstegtowth
of Broadband services. Therefore the Broadbandtypdias
been introduced in 2004.
The internet and broadband penetration is lowestngia
compared to other Asian countries. Therefore tHeymakers
foresee an accelerated growth in Internet penetraand PC
through the technology options like Optical FibecHnologies,
Digital Subscriber Lines (DSL) on copper loop, @bV
network, Satellite Media, Terrestrial Wireless dbidher Future
Technologies. The Policy highlighted on the useagper loop
for implementation of broadband services. The Bhpoad
Policy also cited that Mahanagar Telecom Nigam tedhi
(MTNL) and Bharat Sanchar Nigam Limited (BSNL) woul
aggressively use their already existing broadbafr@structure
to provide broadband services.
The Policy foresaw that the cable networks can tized to

provide broadband connections because of their arktwlhe
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Policy also stated that to increase the broadbametpation in
remote areas, technologies such as very smalluapddrminals
(VSAT) and direct-to-home (DTH) will be implemented
aggressively.

4.2.3.5.Infrastructure sharing policy:
A recent development has witnessed active infresira
sharing. Earlier only passive infrastructure stgmras allowed,
permitting a new telecom operator to rent spacehentower
belonging to another for deployment of its own eqent to
support its rollout. With the new ruling on activdrastructure
sharing, a new entrant can now rent all active teats,
switching, and circuits from another telecom opmrétat owns
the passive and active infrastructure. The actikarisg of
infrastructure, however, excludes the sharing efcspm. This
ruling will help new operators to launch their sees with
lower upfront capital investment, resulting in iraped viability
and lower tariffs. The lower cost of providing seev will
encourage service providers to expand telecomcasn rural
areas without encountering the high costs that llysua

accompany the provision of telecom coverage in suehs.
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4.3Impact of economic reforms on Telecommunication Séar in
India:
The reform in the sector has not only led to ragidwth but also
facilitate variety of consumer benefits like lowariffs as a result of
unrestricted competition. A Telecom reform has wssed a
tremendous growth in the total number of telephsnéscribers.
From a meager 22.8 million telephone subscriberdg99, it has
grown to 951.34 million at the end of March, 201I&dian telecom
network has million connections as on 31st Marchi22baving a
dominant share of 96.62% wireless connections. Mése
connections rose from 35.61 million in 2004 to 9¥®nillion in
March, 2012. The wireline connections started tdide from 40.92

million in 2003-04 to 32.17 million in March 2012.
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4.4 Market share of wireline connections
Wireline subscriptions increased from 2.3 million 1981 to 32.7.
million in 200(-01 to reach its peak at 42.8illion in 200:-04.
Thereatfter, it started registering negative groaglshown in the che
4.1. By the end of March 2012, wireline subscripsicame down t
32.17 million. The competition has forced the lamellservices t
become more efficient in Ims of quality of services but still tl
mobile phone became a substitute to fixed line phdine landline
network quality has improved thanks to fiber optrstwork anc

landline connections are now usually available emanc

Chart 4.2: Wireline subscribers as on 31¢
March 2012
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B Reliance
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Source: TRARuarterly report

The market share of wireline connections as ¢® March 2012 is
shown in the chart 4.2. There is dominance of pguldectol

enterprises in the wireline services. BSNL (70% &iTNL (11%)
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together has 81 % market share of 32.2million tedbege connections.
The share of private sector giant Bharti Airtel 1886 market share
followed by Reliance Communications and Tata Teleses having
4 % market share. The share of wireline is sigaiftty reduced in
last 8 years in account of substitute wirelessisesv The low cost of
mobile phones and reduced call rates influencestifvscribers to use

wireless services.

4.5 Market share of wireless connections
The market share of various wireless telecom opesaas on 31
March 2012 are shown in the chart 4.3. Bharti Aiitethe market
leader with 20% share followed by Reliance and Vawda having
market share of 17 % and 16 % respectively. Theligpgector
companies BSNL and MTNL having market share of 1d48d 1%
respectively. The low market share of MTNL was daelimited

operations in Delhi and Mumbai circle only.
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Chart 4.3: Market share of wireless service

H BSNL 11%

B Tata 9%
B Vodafone

16% B Aircel 7%

B Unitech 4%

Sistema 2%

B Videocon 1%

Loop 0% m MTNL

STel 0% 1%
Etisalat 0%

HFCL 0%

Source: TRAI Quarterly Report 2C

st

The total subscriber base is 919.17 million subscs as on :
march 2012.The market leader Bharti Airtel (20%g h81.28 millior
subscribers where as Reliance (17%) and Vodafd@fé)has 153.0
million and 150.47 million subscriber base. The lmulsector
companies BSNL (11%) and MTNL (1%) have 98.51 wiilliand
5.83 million subscribers. The new operators Videoaad Unitech
who got license in the year 2(-10, had captured a significe
market share of 1 % and 3 % respectively havind Tiillion and

22.79 million subscribers as on March 20

The share of mole phones in total telecom connections is 96.6.
In India, nore than 95 per cent of wireless connections agpgn.

There is a clear distinction between the Globalt&ysfor Mobile
Communications (GSM) and Code Division Multiple A&ss
(CDMA) technolies. At the end of March 2012, GSM accour
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for 88.56% of the wireless subscriptions and wasvgrg at a faster

rate.
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The chart 4.5 shows the growth of subscribers ofless operators in
India. The market leader Bharti has subscriber lodis&07 million
subscribers in March 2003 which has increased fo283million in
March 2012 at an average growth rate of 58 %. &nhgilin the case
for Reliance and Vodafone the subscriber base asex from 0.54
million and 2.16millons in March 2003 to 153.05 Iroih and 150.47
million in March 2012 with an average growth rate 46.69% and
45%. The subscriber base of public sector compaB®sL and

MTNL are increased from 2.29 million and 0.35 noifliMarch 2003
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to 98.51 million and 5.83 million in March 2012 tian average

growth rate of 35.62 % and 2.82 % respectively.

4.6.Trend in Teledensity:
Teledensity is an indicator used for measuring teéecom
penetration in the country. The introduction of nemireless
technology such as GSM, WLL and CDMA cause the phemal
growth in the total teledensity in the country. Ttededensity has
increased from 1.28 in 1995-96 to 78.66 off Btarch 2012, showing
a CAGR of 29.77%. This is mainly driven by subser#in urban

area rather than rural area (Chart 4.5).

Chart 4.5:Tele-Density in India
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Initially, the urban teledensity has shown a tredwars growth. With
the introduction of wireless services in rural ardee rural teledensity

also help in rural teledensity. The rural teledgnaihich was 0.29 in

~ 86 ~



1995-96 has increased to 39.22 in March, 2012.urban teledensity
has increased from 3.95 in 1995-96 to 169.55 inca2012. Urban
density was higher than rural density. During pleeiod 1995-96 to
March 2012, urban density increased at the CAGR6021% while
rural teledensity was grow at a rate of 36.59%. Pbécy makes
efforts for expansion of mobile network in remoteral areas
strengthen using various measures under Univegsalks obligation
fund (USOF). Also the saturation in urban teledgnsaused the
private service providers to tap the opportunitresural areas. All

these factors have caused the increase in ruealeesity.

4.7 Internet services in India
The number of Internet subscribers increased fra@ @nillion in
March 2000 to 22.86 million in March 2012, grownaaCAGR of
27.7%. As of March 2012 this comprises of 13.81liamlbroadband
(>=256 kbps) connections and 9.05 million narrowbé256 kbps)

connections.
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Chart 4.6:Internet subscribers in India
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Despite such impressive growth, the share of letansers remains
negligible fraction of India’s total population. tla of accessibility
lack of information, lack of literacy, inconsistgmbwer supply, an
high maintenace cost of personal computers (PCs) are someel

major reasons for this phenomen

Chart 4.7: Market share of Internet Service
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The market share of internet service provideras in chart 4.7.
BSNL holds 55.32% market share having 12.65 Milliowernet
subscribers. It was followed by Reliance commumoet
Infrastructure Ltd, MTNL and Bharti Airtel havindnare of 15.65%,
11.13% and 6.05% respectively. Top 10 internetisesvproviders
are having almost 95% market share.
Mobile broadband is getting increasingly populatndia especially
for accessing broadband over the mobile phone.elere 448.89
million wireless subscribers in India who had sulbed to data
services as of March 2012. This implies that 48%7of total
wireless subscribers were capable of accessingsaateces/Internet
at the end of March 2012. This implies that molbileernet access
may have a substantial impact on Internet usettsaiicountry.

4.8 ARPU, ARPM and MoU of Indian telecom industry
Average Revenue per user (ARPU) indicates the geeravenue
that is generated per person or per subscribershtiws the
profitability of a firm. It is a powerful and extreely useful indicator
of just how well a telecom company is accessingciistomers’
revenue potential. In Indian telecom sector, therawne last few
years increasing competition in the industry hasulted in a

downward pressure on tariffs, which has translateal ARPU. The
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Chart 4.8 shoes the average revenue per user dbreight years

when the new operators are allowed in Indian Teteowarket.

Chart 4.8 : Average Revenue per User
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As shown in the chart 4.8, the ARPU for GSM was3B2.while for
CDMA operator is Rs.256 in March 2005. The intensenpetition
among Indian telecom operators, results in a pmiaewhich reduces

the call cost per minute.
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Chart 4.9 : Average Revenue Per Minute(Rs)
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The chart 4.9 shows the average call cost per minAverage
revenue per minute is reduced significantly fromlB$ per call in
March 1998 to Rs.0.301 paise per call in March 201i#s reduction
in average revenue per minute is compensated byintreased

minutes of usage (MoU) and growing subscriber base.

Chart 4.10: Min of Uses(MoU)/ Sub/Month
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The chart 4.10 shows the increase in MoU of thaamdelecom
industry. It is seen from the chart 4.3 showing tp@®wth in
subscribers that the subscriber growth is staredctelerate from
2006-07. The reason to this fast acceleration bsauber growth is
due to tariffs hitting the bottom and operators anging their

subscriber base.

As shown in chart 4.10, the minutes of usage (MaJincreased
from 197 minutes per subscriber per month in 199@02to 346
minutes per subscriber per month in the year 2@Lhefore reaching
the all time high MoU of 465 minutes per subscriper month in

2006-07.

4.9 Private vs. Public share in Indian telecom sector

Chart 4.11.Growing share of Private sector
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The impact of economic reforms like liberalizatibas been evident
in the growing share of the private sector. The idation of private
sector in the telecom sector has played an impomale in the
expansion of telecom services. The share of prigatgor in total
telephone connections is reached to 86.31% as dMadch, 2012 as
against a mere 5% in 1999. As shown in chart 4ti4,share of
private sector in 2003-04 was about 40%, whichow imcreased to
86% in 2010-12. This shows how seriously and aggrely private

sector has participated in the Indian telecom secto

4.10.Potential for future Growth
Indian telecom market still has a huge untappedrg@. Teledensity
still being 78.66% and rural teledensity at 39.2886ws that there is
large population yet to have access to telecommatinit, especially
in rural India.The penetration of internet servigesstill very low
compared to wireless services. With the introductom broadband

policy 2004 the internet penetration it is expedteohcrease.

4.11.Manufacturing in telecommunication sector:
The booming mobile telecom sector has increasedadénfor
telecom equipment. Service providers need fixed andbile
switches, transmission equipment, fiber and coppables, test

equipment etc to fulfill the demand of the sectbrfrastructure
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providers need fiber, duct and tower. There arendjor players in
this segment. Further, application developers nbadkend and
platform systems. Lastly, network equipment and dsah

manufacturers need equipment for this dynamic secto

Initially, the import of wireless core equipmentigh, thus provided
great opportunity for the manufacturing of telecamuipment in
India.Post 1991, the Iliberalization of telecom eqent
manufacturing sector allowed entry of renownedct@le companies
in India. Today, India ranked fourth in telecom ipmquent
manufacturing in the Asia Pacific region in 2009 as expected to

move to the third spot by 2014.

The Indian telecom industry manufactures a vasgeaof telecom
equipment using state-of-the-art technology. Table shows the
status of the Indian telecom manufacturing sector the period

2002-03 to 2009-10.

The production of telecom equipments in value tehas increased
from Rs.488000 million during 2008-09 to Rs.510@0dion during
2009-10. Notably, the telecom revenue of the martufang sector is
much smaller than the services sector and has lgctieclined in
2009-10 on a year-on-year basis. Exports have skteaay increase

between 2002-03 and 2009-10. Also, imports are @@ exports
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signaling that India is importing a majority of ieguipments. The
factors such as government policies, large taleal ;nm R&D and

low labor cost are helping the telecom manufactumaustry.

Table 4.1:Telecom Equipment Manufacturing in India
(Rs crore)
) Exports as
Total Equipment| Total

Telecom | _ % of

imports | production| exports _
revenue production
2002-03 45,672 NA 14,400 402 2.79
2003-04 14,000 NA NA 250 1.79
2004-05 71,674 14,269 16,090 400 2.49
2005-06 86,720 27,010 17,833 1,500 10.64
2006-07 1,05,319 34,042 23,656/ 1,898 8.41
2007-08 1,29,083 41,600 41,270 8,131 19.7
2008-09 1,52,360 44,800 48,800, 11,000 22.54
2009-10 1,57,985 60,300 51,000 13,500 23.44

Source: TRAI

In general, however, the manufacturing sector isgered by
poor research and development (R&D) in the areasandcing of
inputs, which are mostly imported. Further, mosttled telecom
products manufactured in India are basically asssinbere with

the Intellectual Property Rights (IPR) lying outsid

4.12.Foreign Direct Investment in telecom sector in Inda:
The economic reforms in one sector can facilitatamh in the

other sectors also. This is evident from the refoim financial
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sector which has produced beneficial results iectin sector.
Reforms like allowing entry to the private firmssheesulted in
unprecedented growth in telecom sector. Todaycaoeteis the
third major sector attracting FDI inflows after wees and
computer software sector. At present 74% to 100% D
permitted for various telecom services. This innesit has helped
telecom sector to grow. The total foreign investm@antelecom

sector is around US $10 Billion.

Chart 4.12: FDI in Telecom Sector in India
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The chart 4.12 shows the foreign direct investnnemélecom sector.
In 2008-09 and 2009-10, the flow of FDI is highest the new
technology was introduced and auction of 3G and B¥y&ctrum
was started in these years. The total FDI equiipws in telecom

sector have been US$ 1665 million during 2010-11.
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4.13.Public Sector Enterprises in Telecommunications séwr:
MTNL and BSNL are the two premier PSE’s under trep&tment
of telecommunications that caters to the growingumr@ments of
telecom services. MTNL established in 1986 to mevand expand
the telecommunication facilities in India's key moatities - Delhi and
Mumbai. MTNL has achieved a customer base of 1liamilat the

end of March 2012.

BSNL is the World's 7th largest Telecommunicatiossrvices
providing company having services ranging from \limee CDMA
wireless, GSM wireless, Internet, Broadband, Cagevice, MPLS-
VPN, VSAT, VOIP services and IN Services telecomvises in
India. After separating from department of telecammations in
2000 it has become one of the largest public sesgniice providers
in the country serving 130 million subscribers wtthg 98 million
wireless customers (including CDMA and GSM) in Mar@012.
Rural telephony is one of the focus areas of BSWhas provided
Village Public Telephones (VPTs) in 5.70 lakh \gés and has
396.30 lakh telephones in the rural areas. BSNL in&®duced
broadband services from January 2005 and has ma\adound 12

million broadband connections till March 2012.

~ 97 ~



The Indian Telecom sector is a classic examplewtsfof economic
reforms. The Telecom sector in India has witnesaemhcredible
decade and continues to grow from strength to gthem coming
years.The tremendous growth observed in mobileicEis needed
to be replicate in broadband services, where theetpation is still
very low. Therefore the Broadband policy 2004 &nfed to enhance
the wireless broadband penetration across the ouwrd help
connect the remotest locations across India. Tlowergment is also
supporting by various policy decisions in achievihgir vision to
provide telephone connection and broadband faslibn demand

across the country and at an affordable price.

4.14.Profile of Mahanagar Telephone Nigam Ltd (MTNL):

On T April, 1986, the Government of India’s initiatite upgrade the
guality of telecom services, expand the teleconwae, and to
introduce new services and to raise revenue fectoeh development
needs of India’s key metro cities of Delhi & Mumbestablished a
public sector enterprise naming Mahanagar TelecagarN Limited
(MTNL). MTNL is the major provider of fixed-line
telecommunication service in the two MetropolitaitigS of Delhi
and Mumbai. MTNL offers mobile services in the ciby Delhi

including four peripheral towns Noida, Gurgaon, iéaboad
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&Gaziabad and the Mumbai city along with the arkléng under
the Mumbai Municipal Corporation, New Mumbai Coratoon and

Thane Municipal Corporation.

In more than two decades of its operations, thaseldeen all-round
development and growth and improved operationalicieffcy.

Presently, MTNL is providing a host of telecom seeg that include
fixed telephone service, GSM (including 3G servic&s CDMA

based Mobile service, Internet, Broadband, ISDN hedsed Line
services., MTNL has been in the forefront of offigristate of the art
technology based telecommunications services tacutdomers at
most affordable prices. MTNL has been the firstaionch some of
the latest telecom technologies in the country IKBSL2+ &

VDSL2 in broadband, IPTV on MPEG4 technology, VGIRd 3G

Mobile service.

MTNL is providing telecommunications beyond bounesrthrough
its Joint Ventures and Subsidiaries. MTNL is présan Nepal
through its Joint Venture United Telecom LimitedT{l) and in
Mauritius through its 100% subsidiary Mahanagar ephbne

Mauritius Limited (MTML).

The authorized capital of the Company is Rs. 8@0es:. The Paid up

Share Capital is Rs. 630 crores divided into 63ecstare of Rs. 10
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each. At present, 56.25% equity shares are hel@régident of India
& his nominees and remaining 43.75% shares are hgld-lls,
Financial Institutions, Banks, Mutual Funds andeoshincluding
individual investors. MTNL has been given Navrastatus in 1997

and was listed in New York Stock Exchange in 2001.

The mission of MTNL is “To provide in its area operation in a
leading way world class telecom service which ammanded,
keeping always the customer’s delight as its aonthst it continues

to be the premier Indian Telecom Company”.

The journey of MTNL and technology in Indian telecsector has
been tremendous. The first mover in introductiortemihnology has
sustained MTNL in the most competitive industrytie world. The
introduction of 3G in GSM or broadband servicesthmeindications
which shows how responsive MTNL to the changing kear

dynamics.

4.14.1 Network Infrastructure of MTNL
In more than two decades of its operations, MTNIgnewing
rapidly by modernizing the network, incorporatirge tState-of-

the-art technologies and a customer friendly apgro&here has

been all-round development and growth and improved

operational efficiency. Presently, MTNL is providira host of
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telecom services that include fixed telephone serviGSM

(including 3G services) and CDMA based Mobile seyi

Internet, Broadband, ISDN and Leased Line services.

Table 4.2: Status Of MTNL Network (As on 31.03.2(1)
Name of the items | Delhi |  Mumbaj Total
Number of Exchanges
Wireline Exchanges 358 218 576
GSM MSCs 6 6 12
CDMA MSCs 2 5 7
N/w Switching Capacity
Fixed Line 2771995 2570947 5342942
GSM (Trump + Dolphin) 3025000 | 3025000 6050000
CDMA 550000 542230 1092230
Total Switching Capacity 6346995 | 6138177| 12485172
Total DELs 4448993 | 4841134 929012y
1100 (2G)| 1010 (2G)| 2110 (2G
BTS (GSM) 762 (ge)) 724 ((BG)) 1486((36))
Broadband capacity 786192 845908 1632100

Source: Annual reports of MTNL

4.14.2 Subscriber base of MTNL

MTNL is providing vast number of services to thestriber

base. The major services of MTNL are Landline, neofiSM)

and broadband service. As on*3March 2012, the mobile

service has largest subscriber base of 5585082mess. The

landline and broadband services has 3457729 an@®19Q4

subscribers respectively. The other subscriber mastown in

the table below.
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Table 4.3: Subscriber base of MTNL as on 31March 2012
Name of the items Delhi Mumbai Total
Landlines (Wireline) 1563034 1894695 3457729
FWT 26833 81334 108167
Trump 2457678 2516125 4973803
Dolphin 294084 317195 611279
GSM (Trump + Dolphin) 2751762 2833320/ 5585082
CDMA 107364 31785 139149
Internet customers (Dial Ug) 20421 879044 899465
Broadband customers 476127 564064 1040191
IPTV customers 13308 4149 17457
VOIP customers 2193 1847 4040
Pay Phones 60972 97998 158970
Sanchar Haats/ CSCs 38 89 177

Source: www.mtnl.in

4.14.3Growth and Achievement of MTNL

MTNL as a company, over the lasventy six years, grew
rapidly by modernizing the network through induntiof State-
of-the-art technologies and adopting a customeendiy
approach. The state of the art network infrastmectof MTNL
started with 114 exchanges capable of providing Bl
connection in 1986 and expand their exchanges9fo units
capable of providing 1.25 crore connections in 201Zhe
subscriber base has increased from 7.5 lakh in 1®88.9 lakhs
in 2012 providing telephone, cellular and intersetvices. The
old analog exchanges are upgraded to digital exgsarfor
superior service quality during the 26 years ofrpey. MTNL

also expand ISD services from one country in 1986243

countries in 2012.
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Table 4.4: Growth and Achievement of MTNL

1986 2012

1.No of exchanges 114 595
2.Equipped capacity (Millions) 0.88 12.48
3.Subscriber base (Millions) 0.75 9.29
i) Basic Wireline & CDMA Fixed (Millions) 0.75 3.45
i) CDMA-Mobile (Millions) - 0.13
i) GSM Cellular (Millions) - 5.5
4.Internet Dial-up(Millions) . 0.89
5.Broadband (Millions) 1.04
6.PCOs (Local and Long Distance) (Millions 0,01 0.21
7.No of stations on Long Distance Network 26439,303
8.No of countries connected overseas on ISD 11 243
9.Digitalization of exchange network Nil  100%

Source: www.mtnl.in

4.14.4 Joint Ventures & Subsidiaries of MTNL
The goal of MTNL is to diversify in to new geograpto provide
guality services at affordable cost. Thus MTNL hlaganded
beyond national boundaries through its Joint Vesgumland
Subsidiaries. MTNL has presence in Nepal through Jibint
Venture United Telecom Limited (UTL) and in Mauugi through
its 100% subsidiary Mahanagar Telephone Mauritiusiited
(MTML). Similarly Millennium Telecom Ltd (MTL) andMTNL-
STPI IT Services (MSITS) Ltd were established tovpde related

business services in India.

1. Millennium Telecom Ltd. (MTL):
Millennium Telecom Ltd. (MTL) a wholly owned subgady of
MTNL with registered office located in Mumbai wagorporated

in February 2000. The MTL is in the business ofdafructure
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Sharing, Data Centre Outsourcing Application inctgd Web
Hosting, Cloud computing etc. MTL also providing riftuKey
Solutions to various central Government /State @uwent
/PSU/Banks/ Private Corporate etc. MTL is alsolertipg new
opportunities in providing Broadband services in -RVi
environment, leasing out spare optical fiber cagaend sharing

spare CDMA Switch capacity to other operators.

. United Telecom Limited (UTL):

UTL is a joint venture company of MTNL (26.68%), tha
Communications Limited (26.66%) and TCIL (26.66%png

with partner Nepal Ventures (P) Limited (NVPL) (2p% he

company provides basic, Mobile, NLD, ILD and dagtavsces in
Nepal. The Company is operational since 10th Oct&@901 with
initial offerings of WLL based basic services in gg& The
company has set up CDMA 1X EVDO infrastructure &bec to
growing data and VAS needs of its customers in NepaL

network has its presence in 36 districts (out ofdi&ricts in

Nepal).

The present paid up equity capital of the companyNR Rs.
1,945 Millions. The Turnover of the company for R809-10 is

around INR Rs.1, 058.55 Millions and Profit afteaXT(PAT) is
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around INR Rs. 0.54 Millions. UTL has achieved thestomer
base of 611668. UTL has contributed in expansiotheftelecom
sector and towards GDP of the country. During teega ending
31st March 2011 (2010-2011), the company has regoat net

profit of INR 73,456,410.

. MTNL-STPI IT Services (MSITS):

MTNL-STPI IT Services Ltd. is a 50:50 Joint Ventusetween
Software Technology Parks of India (STPI) and Maiggn
Telephone Nigam Limited, (MTNL). The JV formed ir006
combines the STPI's rich experience as an ISP afNINs track
record of being India’s leading telecom operatimgmpany to
offer niche portal services to the Indian communitie JV aims
to provide exclusive data center services, mesgagarvices,
business application services to the identifiedasf economic
activity and thereby also popularizing the .in daman the

networked community across the world.

. Mahanagar Telephone Mauritius Limited (MTML):

MTML a 100% subsidiary company of MTNL was incoratad
as a private domestic company in November 2003 afrMus.
Registered with Authorized capital of 600Millon MUéhd paid

up capital of 300M at the time of inception. The tiAarized
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capital was enhanced to MUR 1500Million in 2009 eTpaid-up
capital of the company is enhanced from INR 854Milkion to

INR 1052 Million. Company got license from the ICT{Aelecom
regulatory at Mauritius) to operate Fixed WireleSsrvices,
Mobile Services, International Long Distance Sessicand

Internet Services.

Company is Providing Fixed, Mobile, Internationalrg Distance
and Internet services to the people of Mauritius nabst
competitive rates. Around $ 20 million have beewested by
MTNL in MTML. MTML is also expanding the capacityf gore
network upto 310K lines along with implementatioh @SM
network in Mauritius for 200K lines capacity anglecing 110K
core capacity of CDMA 1XEVDO network. Steps arenigeiaken
for implementing international roaming for MTML Matius

GSM network.

4.14.5Employment generation by MTNL
The employee strength of MTNL for last seven yearshown in

the table 4.5.
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Table 4.5: Employee strength
of MTNL

Year Employees
2005-06 51133
2006-07 48529
2007-08 47422
2008-09 46155
2009-10 44910
2010-11 43311
2011-12 41611

Source: Annual reports of MTNL
It is known that public sector enterprises are stadfed and it is
proved by the MTNL. The employee strength of MTNL51133
in 2005-06 was reduced to 41611 in 2011-12 regmgjex decline

of average 3% per year.
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Chapter 5:
Data analysis: Part-I

5.1. Introduction:

In the previous chapter the various economic refordone by
government of India is analyzed and also the impzEceconomic
reforms on telecommunication sector is analyzed NMTa Navratna
public sector enterprise, is one of the major tl@munication service
providers in India. Indian Telecommunication indysis regarded as
one of the fasted growing industry not only in Bdut also in the
world. Post 1991 reforms there is deregulationvhy of allowing entry
to private sector which was previously a monopofygovernment.
MTNL which has monopoly in the metro cities like Mbai and Delhi
before economic reforms now has to compete witlvapei sector
companies. Therefore an attempt has been made préisent chapter to
assess the impact of economic reforms on the peaioce of MTNL for

the period of 2003-2012 (i.e. ten years) basedersécondary data.

To assess the impact of economic reforms on MTNitteten financial,
operating and profitability indicators are usedeThirteen indicators
considered for assessing the impact of economiormef on

performance of MTNL are as under:
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1. Net sales

2. Operating profit

3. Net profit

4. Operating profit margin

5. Net profit margin

6. Capital employed

7. Return on Capital employed

8. Return on networth

9. Employment generation

10.Return on Assets

11 Asset turnover

12 Liquidity (current ratio) and

13.Employee cost as percentage of sales

5.2 Impact of economic reforms on Net sales of MTNL

The sale is one of the indicators which show the&fopmance of
company. The sales growth is significant indicatofind the impact of
economic reforms on MTNL. The net sales means eet¢rnue from
business operations and includes other income diiMTThe table 5.1

shows the net sales of MTNL.
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Table 5.1: Impact of economic reforms on Net salex
MTNL (in Crores)

Year Net Sales Index Number
2002-03 5,990 100
2003-04 6,542 109.22
2004-05 5,838 97.46
2005-06 5,949 99.32
2006-07 5,421 90.50
2007-08 5,128 85.61
2008-09 5,010 83.64
2009-10 4,892 81.67
2010-11 3,908 65.24
2011-12 3,624 60.50
Average 5,230

SD 926

Cv 17.71

CAGR -5.64
Estimated t-value -7.12

Source: Compiled from Annual reports of MTNL

It can be seen from the table 5.1 that:

1. An average net sales of MTNL during 2002-03 to 2021was
Rs.5230 crores.

2. MTNL net sales has decreased from Rs.5990 cror2802-03 to
Rs.3624 crores in 2011-12, showing a negative droawt39.50
percent as index decreased from 100 in 2002-03® f806n 2011-
12.

3. The year on year net sales of MTNL is deviatingmr&s.926
crores from the mean net sale of Rs.5230 crores.

4. The net sales of MTNL has increased at CAGR of4-fércent.
The growth in net sales of MTNL is negative anchgigant at 1

percent level of significance for the estimatediise of -7.12.
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Thus it can be concluded from the Table 5.1 thiag tmpact of
economic reforms on net sales of MTNL is negatind aignificant as
net sales has decreased form Rs.5990 crores in@®Q2 Rs.3624

crores in 2011-12 respectively.

5.3Impact of economic reforms on operating profit of MI'NL:
The operating profit is the business performanceth&f company.
Higher operating profit shows that company is &t and effective in

using the resources. The operating profit of MTNIshown in the table

5.2.
Table 5.2: Impact of economic reforms on
operating profit of MTNL
Operating Index

Year Profit Number
2002-03 1,965 100
2003-04 1,997 101.63
2004-05 1,431 72.82
2005-06 893 45.45
2006-07 892 45.39
2007-08 925 47.07
2008-09 372 18.93
2009-10 -2,936 -149.42
2010-11 -1,150 -58.52
2011-12 -1,851 -94.20
Average 254

SD 1674

CVv 659
CAGR -22.13

Estimated t-value -5.47

Sources: Compiled from Annual reports of MTNL
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Table 5.2 shows that:

1. The operating profit of MTNL has decreased fromlR65 crores in
2002-03 to Rs.-1851 crores in 2011-12 showing ativgy growth
of -194.2 percent from base year 2002-03.

2. The average operating profit of MTNL is Rs.254 esmwhich is
considerably lower than the base year due to ldssé® last three
years during 2002-03 to 2011-12 period.

3. The yearly deviation in operating profit of MTNL ggnificantly
higher than the average operating profit. The drig of operating
profit is significantly volatile and inconsistentiihg last 10 years;
it is to the extent of Rs.1676 and 659.

4. The compound average growth rate was -22.13 perdant
operating profit of MTNL. The growth in operatingrofit is
negative and significant at 1 percent level of gigance for the
estimated t-value of -5.47 during 2002-03 to 2021périod.

Thus it is concluded from the above analysis thgtaict of economic
reforms on operating profit of MTNL is negative asignificant for 1
percent level of significance.

5.4Impact of economic reforms on net profit of MTNL:
Net profit is the profit available to the shareteskl of the company for

ultimate purpose of any business. The impact ohecoc reforms on
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performance of MTNL is measured using the net prefhich shows

CAGR of -24.55. This is shown in Table 5.3.

Table 5.3: Impact of Economic reforms on net profit
of MTNL (in Rs.Crores)
Year Net Profit Index
Number
2002-03 877 100.00
2003-04 1,235 140.82
2004-05 948 108.10
2005-06 580 66.13
2006-07 466 53.14
2007-08 407 46.41
2008-09 168 19.16
2009-10 -3,064 -349.37
2010-11 -2,802 -319.50
2011-12 -4,110 -468.64
Average -530
SD 1980
CVv -373.86
CAGR -24.55
Estimated t-value -4.88

Source: Compiled from Annual reports of MTNL
Table 5.3 shows that:

1. The net profit of MTNL has decreased significarfllgm Rs.877
crores in 2002-03 to Rs.-4110 crores in 2011-12vgigp a negative
growth of -368.64 percent from base year 2002-03.

2. The average net profit of MTNL is negative at R30-5crores
during 2002-03 to 2011-12 period, showing a cofitrgssituation
from the base year.

3. The yearly deviation in net profit of MTNL is sidimantly higher

and negative than the average net profit. The biitiain operating
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profit of MTNL is significantly negative and vol&i during last
2002-03 to 2011-12 period.

4. The net profit of MTNL has increased at CAGR of .55 percent.
The growth in net profit of MTNL is negative andysificant at 1
percent level of significance for estimated t-vatdie4.88.

5. The standard deviation comes to 1980, CV shows .887and
estimated t-value is -4.88. These all indicatomaghprofitability of
MTNL affected negatively during 2002-03 to 2011 ¢d&tiod.

Thus it is concluded from the above analysis thatd is negative and
significant impact of economic reforms on net grafi MTNL during
2002-03 to 2011-12 period.

5.5. Impact of economic reforms on operating profit magin of MTNL:
Operating profit margin is the ratio showing thergemtage of profit
generated for given sales. The operating profitgmaexpresses the
operating profit in percentages. Thus the impaaaamnomic reforms on
MTNL is assessed using operating profit margin. Operating profit

margin of MTNL is shown in table 5.4.
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Table 5.4: Impact of Economic reforms on operating
profit margin of MTNL
Year OPM Index Number
2002-03 33.78 100.00
2003-04 31.27 92.57
2004-05 25.25 74.75
2005-06 15.79 46.74
2006-07 18.16 53.76
2007-08 19.31 57.16
2008-09 8.29 24.54
2009-10 -80.36 -237.89
2010-11 -31.44 -93.07
2011-12 -54.85 -162.37
Average -1.48
SD 39.74
cv -2684.81
CAGR -17.86
Estimated t-value -4.35

Source: Compiled from Annual reports of MTNL

Table 5.1, 5.2, 5.3 shows that net sales, operatiofit and net profit of
MTNL has decreased during 2002-03 to 2011-12 penesulted
negative impact of economic reforms on performamée MTNL.
Corresponding to this operating profit margin of NIT also declined
during 2002-03 to 2011-12 period. The result ofrapeg profit margin
shows that:

1. The operating profit margin of MTNL has decreaseoht 33.78
percent in 2002-03 tex4.85percent in 2011-12 showing a negative
growth of -262.37 percent from base year 2002-03.

2. The average operating profit margin of MTNL hasraased at -

1.48 percent largely due to negative figures ihtla®e year.
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3. The CV of -2684.81 shows that operating profit nmauaf MTNL is
highly volatile and inconsistent during 2002-02@i1-12.

4. The operating profit margin of MTNL has shown CAGR-17.86
percent which is negative and significant at 1 eetclevel of
significance for estimated t-value of -4.35. Thegative growth in
operating profit margin point towards MTNL facingtiffs
competition from the private sector companies.

Thus it is concluded from the Table 5.4 that opegaprofit margin has
Increased at -17.86 percent CAGR, with averageabipgr profit margin
of -1.48 percent. The standard deviation and CV teathe extent of
39.24 and -2684.81 and estimated t-value was #8dectively. These
all indicators show that the impact of economicorefs on operating
profit margin of MTNL is negative and significantithg 2002-03 to
2011-12 period.
5.6.Impact of economic reforms on net profit margin ofMTNL

Net profit margin is important measure to undedtdre profitability of
the company. The net profit margin indicates thefifability of the
MTNL and is used to measure the performance oMmhBIL. The table

5.5 below shows the Net profit margin of MTNL fod(2-03 to 2011-

12 period.
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Table 5.5: Impact of Economic reforms on net protimargin of
MTNL
Year NPM Index Number
2002-03 14.61 100.00
2003-04 18.79 128.61
2004-05 16.1 110.20
2005-06 9.66 66.12
2006-07 8.49 58.11
2007-08 7.69 52.64
2008-09 3.23 22.11
2009-10 -61.4 -420.26
2010-11 -71.2 -487.34
2011-12 -113.39 -776.11
Average -16.742
SD 47.09
cv -281.25
CAGR -21.99
Estimated t-value -4.57

Source: Compiled from Annual reports of MTNL

Table 5.5 reveals that:

1. The Net profit margin of MTNL has decreased fromc14percent
in 2002-03 t0-113.39 percent in 2011-12 and peaéeal high of
18.79 percent in 2003-04 from 14.61 percent inlihse year to
settle at -113.39 percent in 2011-12. The growthna&t profit
margin is negative at -876.11 percent from base 3@@2-03.

2. The net profit margin of MTNL was deviating by 49.Percent
from the average net profit margin of -16.74 petcen

3. The CV of -281.25 in net profit margin of MTNL wdsghly

volatile and inconsistent.
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4. The annual average growth rate for net profit nmagf MTNL
was highly negative and non significant at -21.%9cpnt at 1
percent level of significance for the t-value o4

Thus it is inferred from the table 5.5 that the petdfit margin has
increased on an average -16.74 percent and -21e8&m CAGR,
showing coefficient of variation of -281.25 andmstard deviation of
47.09 percent. The trend analysis shows that nefit pmargin has
decreased from 14.61 percent in 2002-03 to -11Be36ent in 2011-12
showing -776 percent decrease. The estimated ewailu4.57 for net
profit margin for the 2002-03 to 2011-12 periodmied out that there is
negative impact of economic reforms on net proargm of MTNL.
5.7 Impact of economic reforms on capital employed of NINL:

Capital employed in MTNL has increased from Rs.9d&fes in 2002-
03 to 12184 crores in 2011-12 indicates positiv@aat of economic

reforms on capital employed. This is presentedahld 5.6.
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Table 5.6: Impact of Economic reforms on capital
employed of MTNL (in Rs.crores)

Year Capital Employed Index Number
2002-03 9,497 100.00
2003-04 10,328 108.75
2004-05 10,944 115.23
2005-06 11,237 118.32
2006-07 11,629 122.45
2007-08 11,921 125.53
2008-09 12,059 126.98
2009-10 9,448 99.49
2010-11 14,102 148.49
2011-12 12,184 128.30
Average 11,335

SD 1,392

CVv 12.28
CAGR 241

Estimated t-value 2.07

Source: Annual report of MTNL
Table 5.6 shows that:

1. The capital employed in MTNL is increased from R9D crores in
2002-03 to Rs.12184crores in 2011-12 showing aigegjrowth of
28.30 percent from base year 2002-03.

2. The average capital employed in MTNL is Rs.1133%e3 during
2002-03 to 2011-12 period (i.e. 10 years).

3. The CV and standard deviation of capital employediTNL was
Rs.1352 crores and 12.28 indicates the variatiaapital employed
is stable and consistent at 12.28 percent forasiellO year.

4. The capital employed in MTNL has increased by 2p&tcent

CGAR indicates that impact of economic reforms aapital
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employed in MTNL is positive and significant at p@rcent level of
significance for estimated t-value of 2.07.
Thus it is concluded from the above analysis thgtact of economic
reforms on capital employed in MTNL is positive @GR is 2.41 for
estimated t-value 2.07 as well as trend in capitaployed shows that it
Is increased by 28.20 percent in 2011-12 over ZIB)Bspectively.
5.8.Impact of economic reforms on ROCE of MTNL:
Return on capital employed (ROCE) is the most irtgoarindicator
showing the returns generated on capital employ@dh is measuring
the impact of economic reforms on MTNL. Table Shows the Return

on capital Employees (ROCE) for the public sectdemprises.

Table 5.7: Impact of Economic reforms on ROCE
of MTNL
Year ROCE Index Numbel
2002-03 13.57 100.00
2003-04 15.95 117.54
2004-05 10.16 74.87
2005-06 5.95 43.85
2006-07 6.77 49.89
2007-08 6.48 47.75
2008-09 3.43 25.28
2009-10 -35.63 -262.56
2010-11 -16.35 -120.49
2011-12 -25.4 -187.18
Average -1.507
SD 17.75
Ccv -1178
CAGR -20.24
Estimated t-value -5.28

Source: Compiled from Annual reports of MTNL

The following observations have been made froniltiae 5.7.
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1. The Return on capital employed in MTNL has declifiedn 13.57
in 2002-03 to -25.40 in 2011-12 and reached a bfgtb.95 percent
in 2003-04 from the 13.57 percent in base yearrbefettling at -
25.4 in 2011-12. ROCE has shown a negative grovWth80.18
percent from base year 2002-03.

2. The return on capital employed in MTNL is achiewedan average
-1.51 percent having standard deviation of 17.7%qe from the
average.

3. The coefficient of variation in Return on capitaingoyed of
MTNL is comes -1178 and is highly volatile and inststent during
the last 10 year (i.e. 2002-03 to 2011-12 period).

4. The Return on capital employed in MTNL has showdAGR of -
20.24 percent which is negative and significant tfee 1 percent
level of significance. The estimated t-value is28&.for ROCE
during 2002-03 to 2011-12 period.

Thus it is inferred from the above analysis thapaet of economic
reforms on Return on capital employed in MTNL isgaive and
significant during privatised era (i.e. 2002-032@11-12) as the return
on capital employed has declined from 13.57 peraer2002-03 to -
25.40 percent in 2011-12 and CAGR was -20.24 fer d@htimated t-

value of -5.28.
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5.9.Impact of economic reforms on Return on networth oMTNL:
Another measure used to identify the impact of eocmn reforms is

Return on networth (RONW) of MTNL. This is shownTable 5.8.

Table 5.8: Impact of Economic reforms on RONW of
MTNL
Year RONW Index Number
2002-03 9.24 100.00
2003-04 11.95 129.33
2004-05 8.67 93.83
2005-06 5.16 55.84
2006-07 4.01 43.40
2007-08 3.45 37.34
2008-09 1.4 15.15
2009-10 -32.42 -350.87
2010-11 -42.15 -456.17
2011-12 -162.01 -1753.35
Average -19.27
SD 53.46
Cv -277.42
CAGR -27.27
Estimated t-value -5.95

Source: Compiled from Annual reports of MTNL

Table 5.8 reveals that:

1. The Return on networth of MTNL peaked to a hign 5 percent
in 2003-04 from 9.24 percent in the base year leeflypping to -
162.01 percent in 2011-12. The growth in RONW igate at -
1853 percent from base year 2002-03.

2. The RONW has declined from 9.24 percent in 2002603162.01
percent in 2011-12.

3. The RONW of MTNL was deviated by 53.46 percent friime

average RONW of -19.27 percent.
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4. The CV of -277.42 in RONW of the MTNL is consistent
5. The RONW of MTNL was -27.27 and is highly negatisad
significant at 1 percent level of significance fine estimated t-
value of -5.95 during 2002-03 to 2011-12.
Thus it can be concluded from the Table 5.8 tharaye RONW of
MTNL was -19.27, standard deviation was 53.46 aNdwas -277.42.
The CAGR was -27.27 percent for the estimated wevaias -5.95.
These all indicators show that the impact of ecanageforms on Return
on Networth of MTNL is highly negative and signdrat.
5.10Impact of economic reforms on employment generatiom MTNL:
To determine the impact of economic reforms on MTMLtrend in
employment of MTNL is a crucial indicator as MTNE into labour
intensive industry providing the service to its tomsers. The

employment scenario in MTNL is depicted in Tabl@.5.
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Table 5.9: Impact of Economic reforms on Employee
generation of MTNL
Year No. of Employees Index Number
2002-03 57984 100.00
2003-04 55760 96.16
2004-05 54399 93.82
2005-06 51133 88.18
2006-07 48529 83.69
2007-08 47422 81.78
2008-09 46155 79.60
2009-10 44910 77.45
2010-11 43311 74.69
2011-12 41611 71.76
Average 49121
SD 5522
Cv 11.24
CAGR -3.6
Estimated t-value -26.17

Source: Compiled from Annual reports of MTNL
Table 5.9 shows that:

1. The number of employees in MTNL was 57984 in 2082-0
which was gradually decreased to 41611 in 2011H®veg a
negative growth of 28.24 percent from base yeaPZix)

2. The average number of employees in MTNL are 49121.

3. The variation in number of employees is 11.24 whschharginal
and consistent for the 2002-03 to 2011-12 period.

4. The number of employees in MTNL has shows a CAGRB®
percent which is negative and significant at 5 eetdevel of

significance.
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5. Standard deviation and CV in number of employee®igged in
MTNL was 5522 and 11.24 and CAGR was -3.6 percert a
percent level of significance for the estimatedalize of -26.17
respectively.
Thus it is concluded from the Table 5.9 that impeEatconomic reforms
on employment in MTNL is negative and significantidg last 10 years
as economic reforms not able to generate employmeédT NL in fact it
reduces employment.
5.11.Impact of economic reforms on miscellaneous variabs of MTNL:

Till now, the indicators common for both public s®centerprises and
MTNL are analysed. Now the various company speaiicdables are
also necessary to understand the impact of econ@faoms on MTNL.
The variables those are covered in above analysis@nsidered here
and called miscellaneous variables. The followiagables are covered
in order to understand the impact of economic reforin other words
the impact of economic reforms is assessed in tevim$ollowing
variables.

1. Return on asset (ROA) of MTNL

2. Asset turnover ratio (ATR)

3. Current assets and current liability i.e. curretitorand

4. Employee cost as percentage of sales of MTNL

~ 125~



5.11.1lmpact of economic reforms on Return on Assets of WINL:
The Return on Assets (ROA) shows that how effityerdand
effectively the assets are utilised by the compéalgnce, ROA is also
used to assess the impact of economic reformsepdhHormance of
MTNL. The Return on Assets of MTNL for 2002-03 1012-12 years

IS shown in the table 5.10.

Table 5.10: Impact of Economic reforms on ROA
of MTNL
Year ROA Index Number
2002-03 4.48 100.00
2003-04 5.77 128.79
2004-05 4.17 93.08
2005-06 2.68 59.82
2006-07 2.05 45.76
2007-08 1.77 39.51
2008-09 0.69 15.40
2009-10 -8.8 -196.43
2010-11 -0.88 -220.54
2011-12 -15.27 -340.85
Average -1.23
SD 7.29
CVv -591.04
CAGR -26.67
Estimated t-value -5.64

Source: Compiled from Annual reports of MTNL
Table 5.10 shows that:

1. The ROA of MTNL peaked to a high of 5.77 percen2(03-04
from 4.48 percent in the base year to settle aR71Hercent in
2011-12. The growth in RONW is negative at -440@5cent
from base year 2002-03. It has decreases from get8ent in

2002-03 to -15.27 percent in 2011-12.
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2. The return on assets of MTNL was deviated by 7 &@¢nt from
the average RONW of -1.23 percent.

3. The coefficient of variation (CV) of -591.04 in RO& MTNL is
highly inconsistent and negative.

4. The return on assets of MTNL has shown a CAGR26i67
percent which is negative and significant at 1 eetrdevel of
significance for the estimated t-value of -5.64idgiast 2002-03
to 2011-12.

Thus it is concluded from the Table 5.10 that dy2002-03 to 2011-

12 the average ROA was -1.23 percent. The standartion and

CV was 7.29 percent and -591.04 respectively. CAGR -21.27

percent and estimated t-value was -5.64. Thesmdittates that the

impact of economic reforms on Return on Assets OFNU is
negative and significant.
5.11.2Impact of economic reforms on asset turnover of MTN:

To know this impact asset turnover ratio is congde The asset

turnover ratio indicates the operating efficiendytloe company. It

shows how good company in generating revenues fnenavailable

asset. The Asset turnover ratio of MTNL is showthiatable 5.11.
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Table 5.11: Impact of Economic reforms on ATR of
MTNL

Year Asset turnover ratio  Index Number
2002-03 0.61 100.00
2003-04 0.62 101.64
2004-05 0.51 83.61
2005-06 0.5 81.97
2006-07 0.42 68.85
2007-08 0.4 65.57
2008-09 0.37 60.66
2009-10 0.39 63.93
2010-11 0.26 42.62
2011-12 0.28 45.90
Average 0.44

SD 0.12

CcVv 28.30
CAGR -8.9

Estimated t-value -9.77

Source: Compiled from Annual reports of MTNL

It can be seen from the Table 5.11 that:

1. The ATR of MTNL peaked to a high of 0.62 in 2003dm
0.61 in the base year to settle at 0.28 in 2011Fh2. growth in
ATR is negative at -54.1 percent from base yeaATR

2. The ATR of MTNL was deviated by 0.12 from the aygaATR
of 0.44.

3. The variation in ATR of MTNL is stable and consrgtas shown
by CV of 28.30.

4. The annual average growth rate for ATR of MTNL-&9

percent. The growth in asset turnover ratio is hegaand
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significant at 1 percent level of significance fbe estimated t-
value of -9.77 during last 10 years.
Thus it is concluded from the table 5.11 that dy@002-03 to 2011-
12 period, MTNL achieved on an average asset wam@tio of 0.44
and CAGR of -8.9 percent; whereas standard dewiarm CV is to
the extent of 0.12 and 28.30 for the same peribésé& all indicators
show that the impact of economic reforms on Asketsover ratio of
MTNL is negative and significant.
5.11.3Impact of economic reforms on liquidity of MTNL:
The short term liquidity of company is measurectbgrent ratio. The

table 5.12 shows the current ratio of MTNL for |&6tyears.

Table 5.12: Impact of Economic reforms on
current ratio of MTNL

Year Current Ratio  Index Number
2002-03 1.27 100
2003-04 1.29 101.57
2004-05 1.29 101.57
2005-06 1.34 105.51
2006-07 1.34 105.51
2007-08 1.35 106.30
2008-09 1.34 105.51
2009-10 0.65 51.18
2010-11 0.73 57.48
2011-12 0.66 51.97
Average 1.13

SD 0.31

CcVv 27.50
CAGR -7.74

Estimated t-value -3.29

Source: Compiled from Annual reports of MTNL

~ 129 ~



Table 5.12 reveals that:

1. The current ratio of MTNL peaked to a high of 1i852007-08
from 1.27 in the base year to settle at 0.66 in120A. The
growth in current ratio is negative at -48.03 patckom base
year 2002-03.

2. The current ratio of MTNL was deviating by 0.31 rfrothe
average ratio of 1.13.

3. The variability of 27.50 in current ratio of MTNLas8 stable and
consistent.

4. The current ratio of MTNL has shown a CAGR of 47 gercent
which is highly negative and significant at 1 % dkevof
significance for the estimated t-value of -3.29i0igyr2002-03 to
2011-12 period.

5. The current ratio of MTNL has declined from 1.272002-03 to
0.66 in 2011-12. CAGR, standard deviation and C\twfrent
ratio of MTNL were -7.74 percent, 0.31 and 27.58pextively.
The CAGR is significant at 1 percent level of sfgrance.

Thus it is concluded from the above analysis thatrd is highly
negative and significant impact of economic refolonscurrent ratio
of MTNL i.e. liquidity is not improved during 20023 to 2011-12

period.

~ 130 ~



5.11.4lmpact of economic reforms on employee cost of MTNL
The analysis of employee cost as percentage of saii@ reveals the
cost incurred by companies on their employees.erhployee cost as

percentage of sale for MTNL is shown in the follagitable 5.13.

Table 5.13: Impact of Economic reforms on
Employee cost of MTNL
Employee cost as Index
Year ‘I’:}o 3:‘ sales Number
2002-03 26.7 100.00
2003-04 26.7 100.00
2004-05 34.5 129.21
2005-06 34.9 130.71
2006-07 35.7 133.71
2007-08 33.5 125.47
2008-09 46.3 173.41
2009-10 133.1 498.50
2010-11 88.7 332.21
2011-12 110 411.99
Average 57.01
SD 38.81
Ccv 68.08
CAGR 18.99
Estimated t-value 5.23

Source: Compiled from Annual reports of MTNL
Table 5.13 shows that:

1. The employee cost as percentage of sales of MTNLirfeased
significantly from26.7 percent in 2002-03 to10percent in 2011-
12.

2. The average employee cost of MTNL is negative adbpercent

for 2002-03 to 2011-12 period.
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3.The CV of 68.08 shows that variation in employest@§ MTNL
Is high and inconsistent for the 2002-03 to 201 Jé4&0d.
4.The compound average growth rate of 18.99 percemt f
employee cost of MTNL was positive and significahtl percent
level of significance for the estimated t-valuesd3.
Thus it is concluded from the above analysis thmgtact of economic
reforms on employee cost as percentage of saled bl is positive
and significant at 1 percent level of significardi@ing 2002-03 to
2011-12 period.
5.12 Assessing overall impact of economic reforms on permance of
MTNL:
In order to assess the impact of economic reformparformance of
MTNL, 13 variables are considered. With the help @AGR and
estimated t-value of these 13 variables, impa&ocohomic reforms on
performance of MTNL is assessed; assuming thattipesvalue of
variables and estimated t-value is considered igesiimpact and
negative value is treated negative impact of econogforms on the
performance of MTNL. Table 5.14 presents CAGR astimated t-

value for 13 variables for 2002-03 to 2011-12 peod MTNL.
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Table 5.14: Impact of economic reforms on performace of MTNL
Sr. . Estimated| Positive /Negative
No Variable CAGR t-value impact
1 | Netsales -5.64 -7.12 -
2 | Operating profit -22.13 -5.47 -
3 Net profit -24.55 -4.88 -
4 | Operating profit margin -17.86 -4.35 -
5 | Net profit margin -21.99 -4.57 -
6 | Capital Employed 2.41 2.07 +
7 | Return on Capital employed -20.24 -5.28 -
8 | Return on Networth -27.27 -5.95 -
9 Employment generation -3.6 -26.17 -
10 | Return on Asset -26.67 -5.64 -
11 | Asset turnover -8.9 -9.77 -
12 | Liquidity (current Ratio) -7.74 -3.29 -
13 | Employee cost 18.99 5.23 -

Source: Compiled from various tables given earlier

Table 5.18 shows that:

1. Out of 13 variables, 12 variables shows negativpaich and 1

variable shows positive impact of economic refoansperformance

of MTNL. As majority variables (92.30 percent) shawegative

impact, this study shows economic reforms has neganpact on

the performance of MTNL.

2.CAGR of 11 variables is negative and CAGR of 2 afgles is

positive. Negative CAGR is seen in net sales (-5p@tcent),

operating profit (-22.13 percent), net profit (&4 percent), operating

profit margin (-17.86 percent), net profit margi+r2Y.99 percent),
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Return on capital employed (-20.24 percent), RetamrrNetworth (-
27.27 percent), Employment generation (-3.6 pejceRéeturn on
Assets (-26.67 percent), asset turnover ratio (p&rgent)and current
ratio (-7.74 percent).

3.CAGR of 11 variables varies maximum and minimunthi extent of
-27.27percent in return on networth and -3.6 pdrae®mployment
generation respectively. It indicates highest aodekt negative
impact of economic reforms in on return on networdnd
employment generation.

4.The positive CAGR is found in capital employed @2pgkrcent), and
employee cost as percentage of sales (18.99 pgrddate the
positive value of CAGR signifies negative impact g®wth in
employee cost is not good for the organization.

5.‘t-test’ of 11 variables shows negative value anda#iables shows
positive value. ‘t-test’ clearly shows impact ofoaomic reforms on
net sales, operating profit, net profit, operatpifit margin, net
profit margin, Return on capital employed, Retunm Networth,
Employment generation, Return on Assets, assebvernratio and
current ratio of MTNL is negative.

6. Highest estimated t-value is observed in employest o the extent
of 5.23 shows the significant impact of economidom®s on

employee cost of MTNL.
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Thus it can be inferred that impact of economic reforms on performance
of MTNL during 2002-03 to 2011-12 is negative. In other words, an
economic reform of MTNL is not resulted in improved performance. It
aso indicates that MTNL is not able to perform and compete
successfully with the private sector. Hence performance is not improved

in MTNL.

5.13. Testing of hypothesis:

Following hypotheses were formulated at the beginning of the study.

Ho: There is a negative impact on the performance of the MTNL

due to the economic reforms.

H,: Economic reforms have led to an increased pressure on
margins due to reducing tariffs and also on the customer

retention and acquisition.

In order to test the above hypotheses t-test was used. Table 5.14 (Impact
of economic reforms on performance of MTNL) shows that out of 13
variables, 12 variables/indicators shows ‘negative’ performance and only
1 (one) variable shows positive performance. It means that impact of
economic reforms on performance of MTNL is negative as maority
(92.30 percent) shows negative performance. This is confirmed by

CAGR and estimated t-value also. CAGR of 11 variablesdindicators is
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negative and CAGR of 2 variables is positive. Itam® impact of

economic reforms on performance of MTNL is negatilieerefore, the

null hypothesis is accepted.

‘’-test of 11 variables/indicators also shows thagative value whereas
2 variables/ indicators shows positive value. ésttclearly shows impact
of economic reforms on net sales, operating pro8t, profit, operating

profit margin, net profit margin, return on capighployed, return on

networth, employment generation, return on assstset turnover ratio,
and current ratio of MTNL is negative during 200312 period.

Thus it can be inferred that impact of economiomels on performance
of MTNL during 2003-2012 is negative. It indicatdst this hypothesis

Is accepted. Therefore the alternative hypothezsseen rejected.
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Chapter 6:

Data analysis: Part-I
6.1 .Introduction:

In today’s competitive environment delivering highality service is the
key for a sustainable competitive advantage. Custaatisfaction does
have a positive effect on an organization’s profliyy. Satisfied
customers form the foundation of any successfuliness, because
customer satisfaction leads to repeat purchasemdbtoyalty and
positive word of mouth, which ultimately leads caéperformance.
Customer satisfaction impacts the behavior of custs in a number of
ways. First, customer satisfaction is found to bkeg determinant of
customer retention. Again, customer satisfactionregarded as a
necessary antecedent of customer loyalty, whichtums drives
profitability and performance. Also increasing ausér satisfaction and
customer retention leads to improved profits, pesitvord-of-mouth,
and lower marketing expenditure. Therefore an gitemas been made
by researcher to assess the impact of economicnmiefon customer
satisfaction related to overall performance of menquality delivered by
MTNL.

Therefore the objective of this chapter is to fioak that whether the

customers are satisfied or not towards servicatgyabvided by MTNL
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in the post reforms era and if they are not satisfthen which service
guality dimension have low satisfaction and hereeds to be improved.
The chapter is based on primary data, which wakated through
guestionnaire. The sample respondents are selaogdollected from
Mumbai city. Total sample size of the present stisd$000 customers,
who are using MTNL service.
To assess the extent of customer satisfaction imceeguality provided
by MTNL in Mumbai, SERVQUAL model and customer sédction
index (CSI) is adopted. 36 quality indicators dmsited among eight
dimensions namely tangible, reliability, responesm®&s, empathy,
assurance, technical, image and economy are sglecte

6.2 Profile of the sample respondents taken for the stly:
This section of the study deals with the profiletloé respondents. The
guestionnaire included a section on respondentdil@r It includes
customer’s gender, age, occupation, income, educhvel. There were
1000 respondents surveyed for the study. The profithe samples is as

follows.
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6.2.1.Respondent’'sGender:
The table 6.1 and chart 6.1 shows gender wise ilmistvn of

respondents.

Table 6.1: Respondent’'s Gender
Gende Frequency Percen
Male 615 61
Female 385 39
Total 1000 100

Chart 6.1: Respondent's Gender

m Male ® Female

Table 6.1 and chart 6.1 shows that out of 1000omdpnts, 61561

percent) are male respondents and 385 (39 peraet)female

respondents respective
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6.2.2.Respondent’s Age:
The age wise profile of the respondents is givetable 6.2 and chart

6.2.
Table 6.2: Respondent's Age
Age Frequency| Percent
Below 20Years 38 4
20-29 323 32
30-39 333 33
40-49 137 14
50 and Above 169 17
Total 1000 100
Chart 6.2: Respondent's Age
35
30
25
20
15
” B
5
o N . . .
Below 20-29 30-39 40-49 50 and
20Years Above

It is evident from the table 6.2 and chart 6.2 tbat of 1000, 656
respondents (65 percent) of samples are in thegagap of 20 to
39.Whereas the sample below age of 20 year is3R( percent) and
above 40 year sample size is 306 (31 percent) cagply. This

indicates that majority respondents are of 20-39ggup (65 percent).
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6.2.3. Respondent’s Occupation:
The occupation of respondents is shown in the @3end chart 6.3.

Table 6.3: Respondent's Occupation
Occupation Frequency Percent
Service 407 41
Student 169 17
Self Employed 185 19
Professional 191 19
Other 48 5
Total 1000 100
Chart 6.3: Respondent's Occupation
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Table 6.3 and chart 6.3 shows that most of theoraesgnts were
service professional (41%) whereas least resposdeate comprises
others (5%) who are housewives, retired serviceamehlikewise. It is
interesting to note that the respondents from stisdeself-employed
and professional are having almost equal propomidhe sample size.
From the table 5.4 and chart 5.6 it is inferred thajority (41 percent)

respondent’s occupation is service.
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6.2.4.Respondent’s income:
The income level of respondent’s is shown in tH#et&®.4 and chart

6.4.
Table 6.4: Respondent’s Income
Monthly Income FrequencyPercent
Below Rs.10000 246 25
Rs.10001-Rs.30000 193 19
Rs.30001-Rs.50000 238 24
Above Rs.50000 323 32
Total 1000 100

Chart 6.4: Respondent's Monthly Income

35

%

30

25

20
15
10
5
0 . . .

o o o o
O ‘I_O ‘I_O O
23 8o 8o 23
oo o O o O o
o — ™M ™M w0 aw
mn v @B 0 » 9 <9

The table 6.4and chart 6.4 shows that most oféepandents are from
high (i.e. Rs. 50,000 and above) income group (32%greas 25 % of
samples are having monthly income below Rs. 1000he
respondent’s earning between Rs.10001 to 50000 48&s of total

sample size. Thus it can be inferred from table&m8 chart 5.7 that
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majority respondents (32 percent) belong from ali®s&0000 income

group.

6.2.5.Respondent’s Qualification:

The qualification of sample is shown in the tahle &d chart 6.5.

Table 6.5: Respondent's Qualification
Qualification Frequency Percent
SSC 66 7
HSC/Diploma 121 12
Graduate 339 34
Professional 88 9
Post Graduate/Masters 365 37
PhD 21 2
Total 1000 100

Chart 6.5: Respondent's Qualification

Table 6.5 and chart 6.5 shows that out of 100(het8ent (474) of the
respondents are highly educated having qualifinaticanging from
post graduate to professional to Ph.D. A small 7ceet (66) of

respondents are having educational qualificatiess than or equal to
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SSC. 34 percent (339) of respondents are graduodterdy 12 percent
(121) of respondents are having HSC qualification.

Thus table 6.5 and table 6.5 shows that majority (&rcent)
respondents are having post graduate level qualidic followed by

graduate (34 percent).

6.3.Use and switching pattern of MTNL services among igpondents
and their satisfaction:
6.3.1.Use pattern of MTNL services among respondents:

The use of MTNL service is shown in the table 618 ahart 6.6.

Table 6.6: Use of MTNL services
Service Respondents

Landline 377
Mobile 193
Broadband 164
Landline + Mobile 81
Landline + Broadband 125
Mobile + Broadband 21
Landline +Mobile + 39
Broadband
Other services 0
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Chart 6.6 : Use of M TNL Services

Sample=1000
377 622
Landline

F49 ;
i 334

Broadband Mobile
164 193

It can be reveals from table 6.6 and chart 6.6 that

1. The landline service is used by 622 respondentdjil®lservice is
used by 334 respondents and broadband serviceed g 349
respondents.

2. Of the 622 landline users 377 are using only lax@dBervice while
other 245 uses landline along with mobile and/oadband service.

3. Out of the 334 mobile users’ only 193 uses only meobervice
while 143 uses mobile along with landline and/ardaiband.

4. Of the 349 broadband users only 164 uses broadéamwece while
other 185 uses broadband service along with malpitor landline.

None of the users of use other services such ag, liedsed line.

It can be inferred from table 6.6 and 6.6 that mBja(37 percent)
respondents are using landline followed by mohl@.§ percent) and

broadband (16.4 percent) respectively.
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6.3.2.Switching pattern of respondents:

The actual satisfaction of the customers is seem floyalty of the
customers to the company and customer retenticgheotompany. In
this study the attempt is made to understand honwynocastomers are
switched the services from MTNL and how will be ithéuture

The table 6.7 shows the switgh

switching intention.

pattern/dimension of the customers of MTNL.

Table 6.7: Switching dimension of respondents
Switched in past Switching Intention in future
N % N %
Yes 327 32.7| Definitely Yes| 284 28.4
No 673 67.3| Abityes 173 17.3
Total 1,000{ 100.0 Neutral 183 18.3
A bit No 176 17.6
Definitely No | 184 18.4
Total 1,000 100.0

It is seen from the table 6.7 that, 67.3 percemntespondents have not
switched their services whereas only 32.7 percéEnéspondents have
switched to other service operators for betteriservihe 45.7 percent
respondent intention is to switch in future. Of B8.4 percent
respondents will definitely switched to other seevoperator for better
services whereas 17.3 percent respondents wilhtgligavouring a
other service operator. Only 36 percent of respotsd€l7.6 + 18.4)
say they will not switched the service operator neas 18.3 percent

respondents are neutral about their future switchntension.
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Thus it can be inferred from table 6.7 that as 4®itent respondents
are ready to switch from MTNL to elsewhere, it meahere is
significant negative impact of privatisation on MIldnd 32.7 percent
already shifted or switch over from MTNL in addiido this 45.7
percent respondents shows switching intention taréu Net result is
that MTNL get influenced due to privatisation ofemmmunication
industry.

6.3.3.Desire, expected and overall customer satisfactionn service
quality of MTNL.:

The customer satisfaction in terms of desire, ebgge@nd overall

service quality delivered by MTNL are shown in table 6.8 and chart

6.7.
Table 6.8: Satisfaction Dimensions of respondents
Desired Expected Overall
satisfaction satisfaction satisfaction
N % N % N %

Much worse than desired
/expectation/satisfactior 61 6.1 71 7.1 110 11.4

worse than desired
/expectation/satisfactior
Not equal to desired
/expectation/satisfactior
Better than desired
/expectation/satisfactior
Much better than desired
/expectation/satisfactior 29 2.9 34 3.4 79 7.9

Total 1000 | 100.00 1000 100.0 1000  100.0

162 16.2 230 23.0 301 30.10

567 56.7 531 53.1 235 23.5

181 18.1 134 13.4 275 27.5
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Charot 6.7: Satll%f
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From table 6.8 and chart 6.7, it is revealed that,

1. Using desire satisfaction dimension, the 56.7% aredpnts rated

their satisfaction not equal to desired, followey R22.3%

respondents rated their satisfaction as worse ¥a6a2 much worse

(6.1%) than desired. Only 22% respondents say #adisfaction is

better than (18.1%) and much better than (2.9%)ebks

2. Regarding expected satisfaction it was observed, t8a.2 %

respondents rated their satisfaction below expectat30.1%

respondents rated their satisfaction as worse (28%b)much worse

(7.1) that expected. Only 16.8% respondents rdttenl satisfaction

better (13.4%) and much better (3.4%) than expedhs clearly

indicates higher respondent’s shows unexpectedfaetion than

expected.
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3. The overall satisfaction of the respondents shdwas only 35.4%
respondents (i.e. 27.5 percent better and 7.9 peioetter than
expected satisfaction) are satisfied about theicEsvof MTNL
whereas 64.6 % respondents (i.e. 11.0 percent mwcke, 30.10
percent worse and 23.5 percent not equal to expesatsfaction)
are not satisfied with the services of MTNL.

Thus it can be concluded from table 6.8 and charttbat unsatisfied

respondents (64.6 percent) are higher than thaatsfied customers

(35.4 percent) on service quality provided by MTNhb their

customers. As higher the dissatisfaction, lower peeformance and

vice versa. Accordingly as unsatisfied customess ldgher towards
service quality provided by MTNL resulted in low rfigmance of

MTNL.

6.4.Dimension wise analysis of customer satisfaction aservice quality
of MTNL:
Eight dimensions are considered to know whetheiocusrs are satisfied
or not on quality service provided by MTNL. Theylei dimension,
those are considered for identifying customer &ati®on towards
service quality of MTNL, are 1) tangible, 2) religy, 3)
responsiveness, 4) empathy, 5) assurance, 6) egorrtechnical and
8) image respectively. In all 36 attributes or san\quality indicators are

employed to measure and identify the extent of aruet satisfaction
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towards service quality of MTNL. 36 attributes owuatjty indicators
divided into 8 dimensions like tangible (4), relldip (5), responsiveness
(5), empathy (7), assurance(4) economy(2), techficd and image(4)
respectively.
Extent of customer satisfaction is measured usingpibt likert scale
varying from 1) much worse than expectation, 2)sedhan expectation,
3) n ot equal to expectation, 4) better than exgimet and 5) much better
than expectation respectively. Service quality disiens are tested
using one sample t-test using a cutoff value ofcdbee of rating of 4
and 5 indicates satisfaction and 1, 2, and 3 inelscaon-satisfaction.
6.4.1.Customer satisfaction on Tangible service quality idhensions:
TANGIBLE service quality dimension includes the appance of
physical facilities, equipment, personnel, and camitation material of
an organization. As shown in the table, the tamgibmensions TALl to
TA4 represent communication materials, physicallifess, equipment
and presentation of employees respectively. Thecifspequestions/
attributes are as follows.
TAl: MTNL’s ability to give you access to informatioabout new
plans and services (Website, hoardings)
TA2: Provision of visually attractive offices, equipmeand materials
like pamphlet, posters etc

TA3: MTNL'’s ability to providing variety of facilitie®tc.
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TA4: How appealing are the appearance and behavicempfoyees of
MTNL.

Table 6.9 and chart 6.8 shows the customer saimfaon service

quality dimensions for tangibility of MTNL.

Table 6.9:Tangible service quality dimensions
Much | Worse| Not equal to | Better| Much | Total
worse | than | expectation | than | Better
TA1 | N 135 210 486 135 34| 1,000
% | 135 | 21.0 48.6 13.5 3.4 100
TA2 | N 118 273 430 162 17| 1,000
% | 11.8 27.3 43.0 16.2 1.7 100
TA3 | N 133 235 347 253 32| 1,000
% | 13.3 23.5 34.7 25.3 3.2 100
TA4 | N 113 261 369 228 29| 1,000
% | 11.3 26.1 36.9 22.8 2.9 100
Chart 6.8: Tangible service quality dimensions
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Table 6.9 and chart 6.8 shows that,

1. The majority of the respondents think that tangtfaensions are not
as per their expectation.

2. The communication materials like hoardings, welssited posters are

worse and worse than expectation for 34.5% of med@ots and
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better and much better than expectation for 16.88pandents. 48.6
% respondents feel communication materials is reotpar their
expectation.

3. 43 % respondents think that offices and equipmangsnot as per
their expectation whereas 39.1% respondents thiak affices and
equipments are worse and much worse than theirceaguns. Only
17.9 % thin that offices and equipments are bettet much better
than their expectation.

4. The variety of facilities provided by MTNL is notgeal to
expectation for 34.7% respondents. 36.8% respoaddmbk that
physical facilities provided by MTNL are worse (3%) and much
worse (23.5%) than their expectation.

5. The appearance of employees of MTNL is not as ppe@ation for
36.9% of respondents while 37.4 % respondents thivdk the
appearance and behaviour of employees of MTNL iss&v¢11.3%)
and much worse (26.1%) than expected.

6. 22.8% respondents think appearance and behavioempfoyees is
better than expectation while only 2.9% respondehiak that
employee appearance is much better than expected.

Thus from Table 6.9 and chart 6.8 it is seen thadtrof the respondents

think that the tangible dimensions of service dualre not equal or less

than their expectation.

~ 152 ~



6.4.2.Customer satisfaction on reliability service qualiy dimension:
Reliability service quality dimension focus on thigility to provide the
promised service dependably and accurately. Rétials the customer
expectation that the service is accomplished or &@wvery time, in the
same manner, and without errors. As shown in thke tdhe reliability
dimensions RL1 to RL5 represent timely deliveryuthfulness,
consistent, first time service performance and refree service by
MTNL respectively. The respective questions fronegiionnaire are as
follows:
RL1: How timely is the delivery of services of MTNL?
RL2: How truthful (keeping to promises) is MTNL to you?
RL3: How dependable and consistent is MTNL in solvingtomers'
complaints?
RL4: How able is MTNL to perform services right thestitime?
RL5: How able is MTNL to insist on error-free records.
Table 6.10 and chart 6.9 shows the customer sdimfaon service

guality dimensions for reliability of MTNL.
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Table 6.10: Reliability service quality dimensions
Much Worse Not equa] to Better Much Total

worse expectation Better
RL1 N 105 279 402 168 46 1,000
% | 10.5 27.9 40.2 16.8 4.6 100
RL2 N 94 220 459 204 23 1,000
% 9.4 22.0 45.9 20.4 2.3 10(
RL3 N 120 280 355 220 25 1,000
% | 12.0 28.0 35.5 22.0 2.5 100
RL4 N 107 242 369 233 49 1,000
% | 10.7 24.2 36.9 23.3 4.9 100
RLS N 113 316 434 126 11 1,000
% | 11.3 31.6 43.4 12.6 1.1 100

Chart 6.9:Reliability service quality dimensions

RL1 RL2 RL3 RL4 RL5
B Much worse than expectation m\Worse than expectation
= Not equal to expectation m Better than expectation

= Much Better than expectation

Table 6.10 and chart 6.9 shows that,
1. Majority of respondents think that the reliabildymensions RL1 to
RL5 are not as per their expectations.
2. 38.4% respondents think that MTNL is worse (27.99%) much
worse (10.5%) in timely delivery of services thhgeit expectations
whereas 21.4% respondents think that MTNL is b€ftér8%) and

much better (4.6%) in timely delivery of service).2 percent
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respondents indicates that satisfaction towards Reliability
dimension is not as per their expected satisfaction

. 31.4% respondents think that MTNL is worse (22%4 anuch
worse (9.4%) in keeping promises and reliabilityhéktas 22.7%
respondents think that MTNL is better and much drethan
expectation in keeping promises and reliability345ercent
respondents indicated that satisfaction on RL2lpdlty dimension
IS not equal to their expectation.

. Around 35.5% respondents think that MTNL is wordent
expectation and further 40 percent respondenttesthat MTNL
IS not equal to their expectation in solving custosh complaints,
consistency and dependability. Only 24.5% respotsdérink that
MTNL is consistent and dependable in solving cusi@n
problems.

. Majority (36.9 percent) of MTNL customers think thEITNL
services are not performing as per their expectadiofirst time.
34.9 % respondents think that MTNL services areseqP4.2%)
or much worse (10.7%) at first time. 28.2% responsi¢i.e. 23.3
better and 4.9 much better) think that MTNL sersieee better or
much better while first time use.

. 42.9 percent respondents think that MTNL is wo&Eq percent)

or much worse (11.3 percent) in maintaining ernaefrecords
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while 43.4percent respondents think that MTNL i$ maintaining
error free records as expected by them. Only 13&8pondents
think that MTNL is better (12.6 percent) and mucsitér (1.1
percent) than their expectation in maintaining iefiree records.
Overall it is seen from the table 6.10 and cha& that majority of
respondents think that all reliability dimensionk service quality in
terms of RL1 TO RL5 are not equal to or worse ttrair expectation.
Very few respondents rate reliability dimensions\abtheir expectation.
6.4.3.Customer satisfaction on responsiveness service diya
dimension:
Responsiveness service quality dimension focushenwtillingness to
help customers and provide prompt service. Respensss is also focus
on reducing customers waiting time or helping congrs in emergency
situations. As shown in the table, the responsisgemimensions RS1 to
RS5 represent Turnaround time, prompt services haiin emergency
situations, employee approachable and employeeisinemication
respectively. The respective question from questiae is as follows:
RS1: MTNL'’s ability to tell customers exactly when s@es will be
performed?
RS2: How able is MTNL to give prompt customer serviegsl attend to

customers’ needs/problems?
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RS3: How are employees' willing to help customers inesgancy
situations?

RS4: How are the employees approachable and easy taat®n

RS5: Employees’ ability to communicate clearly with you

The service quality dimensions for responsivensge@ are shown in

the table 6.11 and chart 6.10.

Table 6.11: Responsiveness service quality dimensg
Much Worse | Not equal to Better| Much | Total
worse expectation Better
RS1| N 81 262 445 202 10 1,000
% 8.1 26.2 44.5 20.2 1.0 100
RS2| N 72 318 388 210 12 1,000
% 7.2 31.8 38.8 21.0 1.2 100
RS3| N 78 305 360 227 30 1,000
% 7.8 30.5 36.0 22.7 3.0 100
RS4| N 125 221 501 132 21 1,000
% 12.5 22.1 50.1 13.2 2.1 10C
RS5| N 78 262 455 173 32 1,000
% 7.8 26.2 45.5 17.3 3.2 100

Chart 6.10: Responsiveness service quality dimensions

60

RS1 RS2 RS3 RS4 RS5
= Much worse than expectation ®m Worse than expectation
= Not equal to expectation m Better than expectation

= Much Better than expectation

Table 6.11 and chart 6.10 shows that,
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1. Majority of respondent’'s rate all RS1 to RS5 regmeness
dimensions of service quality is not as per thepeetations.

2. 34.3% respondents think that MTNL is worse (26.266)much
worse (8.1%) in maintaining turnaround time, wherezl.2%
respondents think that MTNL is better or much lyattamaintaining
turnaround time. Majority respondents (44.5 percerdicated that
satisfaction towards RS1 of responsiveness sequiabty dimension
IS not equal to expectation.

3. 44.5% respondents think that turnaround time maaataby MTNL
IS not as per their expectation.

4. 22.2% respondents (21.0 percent and 1.2 perceang that MTNL
Is prompt in providing services and attending cords problems
whereas 39% respondents (7.2 percent much wors8la8@gercent
worse) think that MTNL is worse or much worse inoyading
services and attending customers problems. 38.8ponelents think
that MTNL is not prompt in providing service and h\dog
customers’ problem as per their expectation.

5. 38.3% respondents (7.8 percent and 30.5 percenh mocse and
worse) think that MTNL is worse and much worse ielping
customers in emergency situations. 25.7 % respasdemk that
MTNL is better (22.7 percent) or much better (3ceat) in helping

customers in emergency situations. 36% respondagwtsed that
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employee’s willingness to help in emergency situaiis not as per
their expectations.

6. 15.3 % respondents (13.2 percent better and 2cepemuch better)
think that MTNL employees are approachable and ¢éasyontact
while 34.6% respondents (much worse 12.5 percahivanrse 22.1
percent) think that MTNL employees are unfriendhd alifficult to
connect with. 50.1% respondents think that appralitty and
accessibility of MTNL employees is not as per thexpectation.
34% respondents think that MTNL employees are wd&?2
percent) or much worse (7.8 percent) in commurooatwith
customers, whereas 20.5% respondents (17.3 pdredet and 3.2
percent much better) think that they are bettemaoich better in
communication with customers.

It is inferred from the table 6.11 and chart 6.Xatt majority of

respondents rate all five responsiveness dimengibasrvice quality is

not equal to or below their expectation. Very feaspondents rate
responsiveness dimensions of service quality abmeie expectations.
6.4.4.Customer satisfaction on empathy service quality dnension:

The service quality dimensions for empathy aspexshown in the table

6.12 and chart 6.11.Empathy includes approachabsiénse of security,

and the effort to understand the customer’'s ne&ds. provision of

caring, providing individualized attention to itsustomers helps
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customers and provides prompt service. As showithen table, the
empathy dimensions EM1 to EMY7 represent customeréeds,
convenient operating hours, loyalty programs, austs’ best interest at
heart, individual attention, understanding speciged of customers and
apologising for inconvenience caused respectivdlile respective
guestion from questionnaire is as follows:

EM1: Having convenient periods & terms for activatioacharge, and
accounts suspension, free call times

EM2: Having operating hours convenient to all customers

EM3: Having sound loyalty program to recognize you aSeguent
customer

EM4: Having the customer's best interest at heart

EMS5: Giving individual customer attention by employees

EMG6: Efforts to understand specific customer needs.

EM7: Apologizing for inconvenience caused to customers
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Table: 6.12:Empathy service quality dimensions
Much | Worse| Not equal to| Better | Much | Total

worse expectation Better
EM1 | N 119 253 456 161 11 1,000
% 11.9 25.3 45.6 16.1 1.1 100
EM2 | N 101 262 401 207 29 1,000
% 10.1 26.2 40.1 20.7 2.9 100
EM3 | N 139 245 351 227 38 1,000
% 13.9 24.5 35.1 22.7 3.8 10(
EM4 | N 130 272 381 167 50 1,000
% 13.0 27.2 38.1 16.7 5.0 10(
EM5 | N 137 299 362 173 29 1,000
% 13.7 29.9 36.2 17.3 2.9 100
EM6 | N 110 323 337 202 28 1,000
% 11.0 32.3 33.7 20.2 2.8 10(
EM7 | N 176 300 384 122 18 1,000
% 17.6 30.0 38.4 12.2 1.8 100

Chart 6.11: Empathy service quality dimensions

EM1 EM2 EM3 EM4 EM5 EM6 EM7
= Much worse than expectation ®Worse than expectation = Not equal to expectation
m Better than expectation = Much Better than expectation

Table 6.12 and chart 6.11 reveals that,
1. 37.2% respondents think that MTNL is worse (25.8ceet) and
much worse (11.97 percent) in providing convenig@atriods,
recharge options and other customer specific negtde 17.2%

think that MTNL is better (16.1 Percent) and muackitdr (1.1
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percent) in fulfilling customer specific needs. %. respondents
think that MTNL is not fulfilling their specific rels as per their
expectation.

. 36.3% respondents think that MTNL is having wor2@.2Z percent)
or much worse (10.1 percent) operating hours, vaser23.6%
respondents think that MTNL is having better (2petfcent) and
much better (2.9 percent) operating hours. Majorggpondents
(40.1percent) agreed that operating hours of MTNEe aot

convenient.

. 73.5% respondents (i.e. 13.9 percent much worséy Rdrcent
worse and 35.1percent not equal to expectationk ttinat MTNL’s

efforts to recognise a frequent customer throughltg program is
not equal to or below their expectation, while on®6.5%

respondents (22.7 percent better and 3.8 perceah metter than
expectation) think that MTNL is recognise their ukg customers
with sound loyalty program.

. 78.3% respondents (i.e. 13.0 percent much worse Rércent
worse and 38.1percent not equal to expectationk tiiiat MTNL is

not having customers’ best interest at heart, wbihdy 21.7%

respondents (16.7 percent better and 5.0 perceah metter than
expectation) think that MTNL is having customerg’sbinterest at

heart.
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5. 43.6% respondents (13.7 percent much worse and @&&ent
worse than expectation) think that MTNL is not pding
individual attention whereas only 20.2% respond€h#3 percent
better and 2.9 percent much better than expecjatitink that
MTNL is providing individual attention to their cimsners. 36.2%
respondents think they are not getting individudérdgion as per
their expectation.

6. 43.3% respondents (11.0 percent much worse and @2@&ent
worse than expectation) think that MTNL is inactivie
understanding the specific needs of the customérte wnly 23%
respondents (20.2 percent better and 2.8 perceah retter than
expectation) think MTNL is active and make effamsunderstand
the customer’s needs.

7. Almost 86% respondents (i.e. 17.6 percent much ay@8.0 worse
and 38.4 percent not equal to expectation) thimk MTNL is not
apologising for the inconvenience caused to theéoowsrs while
only 14% respondents(12.2 percent better and 1lr8epke much
better than expectation) think that MTNL is apaseg for the
inconvenience caused to customers.

It is inferred from the table 6.12 and chart 6.Xhtt majority of
respondents rate all seven empathy dimensionsraiceeguality is not

equal to or below their expectation. Very few rexgents rate empathy
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dimensions of service quality above their expeoteti Overall the
empathy dimension of service quality is rated ropiad to or below the
expectation of respondents.

6.4.5.Customer satisfaction on Assurance service qualitgimension:
The service quality dimensions for assurance asgectshown in the
table 6.13 and chart 6.12.The assurance dimensandes competence
to perform the service, politeness and respectther customer, and
effective communication with the customer.Assurariceus on the
knowledge and courtesy of employees and theirtalii inspire trust
and confidence. As shown in the table, the assardmensions AS1 to
AS4 represent ability to provide Value Added Sexsi¢VAS) services,
Sincerity and patience in solving customer compaimehaviour of
employees and employees’ skill and knowledge resmde. The
respective question from questionnaire is as fatow
AS1: Ability to provide variety of value added servicédusic, access to
internet, SMS, MMS, etc.
AS2: Sincerity and patience in resolving customers' damfs/problems
AS3: The behaviour of employees in instilling confidemteustomers.
AS4: Employees' use of required skills and knowledgeatswer

customers' questions.
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Table 6.13:Assurance service quality dimensions
Much | Worse| Not equal to| Better | Much | Total
worse Expectation Better
AS1| N 118 242 386 220 34 1,000
% 11.8 24.2 38.6 22.0 3.4 100
AS2 | N 76 321 376 205 22 1,000
% 7.6 32.1 37.6 20.5 2.2 100
AS3 | N 79 298 415 191 17 1,000
% 7.9 29.8 41.5 19.1 1.7 100
AS4 | N 61 238 543 129 29 1,000
% 6.1 23.8 54.3 12.9 2.9 100
Chart 6.12: Assurance service quality dimensions
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Table 6.13 and chart 6.12 shows that,

1. 38.6% respondents think that MTNL’s ability to pide variety of
Value Added Services is not as per their expectatio

2. 36% respondents (11.8 percent much worse and 24c2mt worse
than expectation) think that MTNL’s ability is wersand much
worse in providing variety of Value Added Servicetiereas 25.4%
respondents (22.0 percent better and 3.4 percenh rbatter than
expectation) think that MTNL'’s ability to provide alue added

service is better and much better than their egpiect.
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3. 39.7% respondents (7.6 percent much worse andp&2ckent worse
than expectation) think that MTNL'’s sincerity andtipnce is worse
and much worse in resolving customers’ complaifiise 22.7%
respondents (20.5 percent better and 2.2 percenh rbatter than
expectation) think that MTNL’s sincere and patienegorts in
resolving customers problems is better than thgneetation. 37.6
percent respondents think that MTNL’s sincere aatilepce efforts
in solving their problems are not as per their exgt#on.

4. 37.7% respondents (7.9 percent much worse andpg9cgnt worse
than expectation) think that MTNL employees’ arerseoand much
worse in instilling confidence in customers’, whaseonly 20.8%
respondents (19.1percent better and 1.7 percenh rhbatter than
expectation) think that MTNL employees are ableirnspire trust
among customers. 41.5% respondents think thatliiigydo inspire
confidence and trust among customers is not athparexpectation.

5. 54.3% respondents think that MTNL employee skilll &mowledge
is not adequate as per their expectation while29&spondents (6.1
percent much worse and 23.8 percent worse tharcetm) think
that skills and knowledge of MTNL employees is vaoend much
worse than their expectation. Only 15.8% resporsdéif2.9 percent
better and 2.9 percent much better than expecjatnk that Skills

and knowledge of MTNL employees is better thatrtkgpectation.
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It is seen from the table 6.13 and chart 6.12 ithegbrity of respondents
rate all assurance dimensions of service qualityoisequal to or below
their expectation. Very few respondents rate asseralimensions of
service quality above their expectations.

6.4.6.Customer satisfaction on economy service quality niension:
The service quality dimensions for economy aspeetshown in the
table 6.14 and chart 6.13.The economy dimensiomsis&Es on the
pricing aspect of the services of MTNL. As showntlme table, the
economy dimensions EC1 to EC2 represent varietybithing and
recharge options call per minute/ second or perdd@&ges respectively.
The respective question from questionnaire is bews:
EC1l. Prepaid and post-paid plans recharge cards andr thei
denominations?

EC2: The call charges per minute/second?

Table 6.14: Economy service quality dimensions
Much Worse Not equa'l o Better Much Total
worse Expectation Better
EC1 88 191 394 297 30 1000
8.8 19.1 39.4 29.7 3.0 100
EC2 62 160 430 300 48 1000
6.2 16.0 43.0 30.0 4.8 100
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Chart 6.13: Economy service quality dimensions

EC1 | i EC2 .
® Much worse than expectation ®Worse than expectation Not equal to expectation
H Better than expectation = Much Better than expectation

Table 6.14 and chart 6.13 shows that,

1. 39.4% respondent rate prepaid and post-paid pladsracharge

options and denominations are not as per their ctapen while
32.7% respondent’s rate plans and recharge ophetisr (29.7%)
and much better (3%) than their expectations. OR&I§.9%
respondent rates plans and recharge options wbdsE) and much

worse (8.8%) than their expectations.

. 43 % respondents think that MTNL’s call charges dath charges

are not matching their expectations while 34.8%aadents think
that MTNL’s call charges and data charges are b¢&@%) and
much better (4.8%) than their expectations. Onl@222respondents
think that MTNL's call charges and data chargesvaoese (16%)

and much worse (6.2%) than their expectations.

It is inferred from the table 6.14 and chart 6.1ttt majority of

respondents rate both the economy dimensions wviceequality below
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their expectation. Very few respondents rate battnemy dimensions
of service quality above their expectations. Ovetake economy
dimension of service quality is rated below the extption of
respondents.

6.4.7.Customer satisfaction on technical service qualitdimension:
The service quality dimensions for technical qyadispect are shown in
the table 6.15 and chart 6.14.The technical qudlityensions focuses on
network clarity, adequate network coverage, tedinknowledge and
skill of employees, the successful completion df, clata, SMS, MMS
etcAs shown in the table, the technical quality elisions TQ1 to TQ5
represent the successful completion of call, d&®S, MMS etc,
technical knowledge and skill of employees, netwolkrity, network
Innovativeness, adequate network coverage respéctiVhe respective
guestion from questionnaire is as follows:
TQL1: Successful in completion of calls, SMS, MMS, linetiation,
downloads, etc
TQ2: Employees have technical knowledge and skills ifviisg
customer problems
TQ3: Network clarity and speed for call and other sarsic
TQ4: Network innovativeness ability to use current texdbgy to
Improve services

TQ5: Providing adequate network coverage
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Table 6.15:Technical service quality dimensions
Much | Worse | Not equal to Better| Much | Total

worse Expectation Better
TQ1 | N 74 231 404 239 52 1,000
% 7.4 23.1 40.4 23.9 5.2 100
TQ2 | N 95 164 447 253 41 1,000
% 9.5 16.4 44.7 25.3 4.1 100
TQ3 | N 97 250 320 310 23 1,000
% 9.7 25.0 32.0 31.0 2.3 100
TQ4 | N 85 250 422 204 39 1,000
% 8.5 25.0 42.2 20.4 3.9 100
TQ5 | N 108 226 317 292 57 1,000
% | 10.8 22.6 31.7 29.2 5.7 100

Chart 6.14: Technical service quality dimensions

TQ1 TQ2 TQ3 TQ4 TQ5
B Much worse than expectation E \Worse than expectation
= Not equal to expectation m Better than expectation

= Much Better than expectation

Table 6.15 and chart 6.14 shows that,

1. Majority of respondents find technical quality dimséons not
matching their expectations. 30.5% respondents g&réent much
worse and 23.1 percent worse than expectationl thiat MTNL's
call processing is worse and much worse than tlgrectation,
whereas 29.1% respondents (23.9 percent betters@hgbercent
much better than expectation) think that MTNL’s| gabcessing is

better and much better than their expectation.
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2. 70.6% respondents (i.e. 9.5 percent much worséd, d&cent worse
and 44.7 percent not equal to expectation) thirkt wkill and
technical knowledge of MTNL employees is below thei
expectations, while only 29.4% respondents thirdt tkills and
technical knowledge of employees of MTNL is be({25.3%) and
much better (4.1%) than their expectation.

3. 34.7% respondents think that network clarity of NTis worse
(25%) and much worse (9.7%) than their expectatvbitle 33.3%
respondents think that network clarity of MTNL istter (31%) and
much better (2.3%) than their expectation. Only¥d2espondents
think that network clarity of MTNL is not matchingheir
expectations.

4. 33.5% respondents think that MTNL is worse (25%@ anuch
worse (8.5%) in network innovativeness and impletmgnnew
technologies while 24.3% respondents think that NATibsl better
(20.4%) and much better (3.9%) in network innovatess and
implementing new technologies. 42.2% respondenisk thhat
MTNLs network innovativeness is not as per thepestations.

5. 65.1 percent respondents (i.e. 10.8 percent muclseya22.6
percent worse and 31.7 percent not equal to exj@mttdhink that

MTNL network coverage is below their expectationendas 34.9 %
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respondents think that MTNL network coverage igdref29.2%)

and much better (5.7%) than their expectation.
It is inferred from the table 6.15 and chart 6.1att majority of
respondents rate all five technical quality dimensiof service quality is
below their expectation. Very few respondents raehnical quality
above their expectations. Overall, it is obseniet MTNL is not only
able to implement the new technologies well bub aist able to provide
adequate coverage for successful completion of dllé and other
services of the MTNL.

6.4.8.Customer satisfaction on image service quality dinresion:

The image dimensions focuses on business succepsfation of
MTNL, brand name in market and social responsibibitken by MTNL.
As shown in the table, the image dimensions IM1Md represent the
business success, reputation, brand image andl| s@sponsibility
respectively. The respective question from questaaor is as follows:
IM1: How successful is MTNL?
IM2 : What is the reputation of MTNL?
IM3: What is the brand image of MTNL?
IM4 : How socially responsible is MTNL?
The service quality dimensions for image aspectsamvn in the table

6.16 and chart 6.15.
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Table 6.16:Image service quality dimensions
Much | Worse| Not equal to| Better | Much | Total
worse Expectation Better
IM1 [N | 54 200 386 308 52 1,000
%| 5.4 20.0 38.6 30.8 5.2 100
IM2 |N| 75 209 379 274 63 1,000
% | 7.5 20.9 37.9 27.4 6.3 100
IM3|N| 75 219 401 236 69 1,000
%| 7.5 21.9 40.1 23.6 6.9 100
IM4 [N | 84 201 413 250 52 1,000
%| 84 20.1 41.3 25.0 5.2 100

50 Chart 6.15: Image service quality dimensions

IM1 . IM2 ~IM3 IM4
B Much worse than expectation® Worse than expectation = Not equal to expectation
u Better than expectation = Much Better than expectation

Table 6.16 and chart 6.15 shows that,

1. The majority of respondents rated all IM1 to IM4aige dimension
below their expectation.

2. 64 % respondent’s (5.4 percent much worse and [2&r.€ent worse
than and 38.6 percent not equal to expectatiomktthat MTNL is
not successful in business and achieving their ianiss/hile 36%
respondents (30.8 percent better and 5.2 percenh rbatter than
expectation) think that MTNL is successful in acimg their

objective.
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3. 28.4% respondents (7.5 percent much worse andp#Edc®nt worse
than expectation) think that MTNL'’s reputation i®nae and much
worse than their expectation while 33.7% respored€dt.4 percent
better and 6.3 percent much better than expecjatioink that
MTNL'’s reputation is better and much better thagirtlexpectations.
37.9% respondents think that MTNL is unable todtiie reputation
they expected.

4. 69.5% respondents (i.e. 7.5 percent much worsé, @drcent worse
and 40.1percent not equal to expectation) thik bdrand image of
MTNL is below their expectation or worse or muchrgethan their
expectation while 30.5% respondents (23.6 percetieband 6.9
percent much better than expectation) think thatNU$ brand
image is better and much better than their expgeatat

5. 69.8 % respondents (i.e. 8.4 percent much worsé, (#rcent worse
and 41.3 percent not equal to expectation) thiak BATNL is worse
than their expectation in social responsibility l&hi30.2%
respondents (25.0 percent better and 5.2 percenh rbatter than
expectation) think that MTNL is better than thetpectation in social
responsibility.

It is seen from the table 6.16 and chart 6.5 thajprity of respondents

rate all four image dimensions of service qual#yolw their expectation.

Very few respondents rate image dimensions of serguality above
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their expectations. Overall the image dimensionsestice quality are
rated below their expectation by majority of respems while few
respondents rated the image dimension of the sequeality above their
expectation.

6.5Assessing customer satisfaction based on CustomeatiSfaction
Index(CSlI):
CSl is based on the American Customer Satisfackmex (ACSI)
model used in U.S.A.The heart of the American QustoSatisfaction
Index is a set of three questions that assessfagdiis, each on a
different 10-point scale. But for convenience reskar use 5 point scale
to measure the satisfaction level among MTNL'’s eongrs. The three
guestions are as follows:

1.Overall, what is satisfaction level with the seevguality of MTNL?

Much worse| worse than| Not equal | Better Much better

than expected to than than expected
expected expectation expected
1 2 3 4 5

2.How well the service provided compare with ideaBDed one?

Much worse| worse than| Not equal to| Better than | Much better
than desired|  desired my desired than
desire desired
1 2 3 4 5

3.To what extent has the service met your expectsiion

Much worse| worse than| Not equal to| Better than| Much better
than expected my expected | than expected
expected expectation
1 2 3 4 5
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Respondents will rate their opinion for the abowesiions on a five-
point scale; the value for each response will lavalue from one (1) to

five (5) respectively:

Then CSI is calculated using following formula. Fhformula is
modified since 5 point scale is used to record {eresponses to the

three questions.

Q1-1 02 -1 03 -1

CSI = X 33.3 + X 33.3 + X 33.3

Then the average of all the responses is calcutatémm the index on a
scale of 0-100. The “fair Satisfaction” is assigreedalue of 50. This is
because if a customer rates satisfaction as equadpectation or desire,
or neutral for all the three questions in the folaeu/CSl), it would sum
up to an index of 49.99 i.e. 50. The Very much Higdttisfaction is

assigned a value above 81 whereas “very much ldsfaetion” is

assigned value below 10. The “Low satisfaction’igrssd a value in the
range of 30 to 49, whereas “High satisfaction”ssigned value ranging

from 61 to 70.

As explained above, the formula and methodologysisd to calculate
the satisfaction index for overall service delivefyMTNL and also for
landline, broadband and mobile service of MTNL. Tasult was shown

in the table 6.17.
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Table 6.17: Customer satisfaction Index for MTNL
Service CSlI Interpretation
Overall 47.42 Low
Landline 53.48 Fair
Mobile 44,94 Low

Broadband 45.30 Low

Table 6.17 shows that,

1. The customer satisfaction index for Landline sexvgc53.48 which
indicate fair satisfaction for the landline servafeM TNL.

2. The customer satisfaction index for Mobile servadeMTNL is
44.94 which show that customers’ satisfaction leigellow for
mobile service of MTNL.

3. The customer satisfaction index for Broadband senis 45.30
shows MTNL customers are having low satisfactiameleompared
to landline service but more than mobile servic®aNL.

4. The customer satisfaction index for overall serviceluding
landline, broadband and mobile service is 47.42cwighow that
MTNL customers are having low satisfaction leveanfr services
provided by MTNL.

Thus it is inferred from table 6.17 that MTNL custers are having low
satisfaction level with overall service of MTNL. iIFthe landline service
the satisfaction level is fair compared to broadbaarvice and mobile

service of MTNL.
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6.6.Testing of hypothesis:

Following additional hypotheses were formulatedtfoe purpose of the
study.
Hy:: Customers are satisfied with landline servicdiguaf MTNL.
Hy,: Customer satisfaction with landline service dgyatlimensions
of MTNL is equal to or better than expectation.
Hys: Customers are satisfied with broadband servicalitguof
MTNL.
Hy,: Customer satisfaction with broadband service itual
dimensions of MTNL is equal to or better than exagon.
Hys: Customers are satisfied with mobile service dqualf MTNL.
Hye: Customer satisfaction with mobile service quatiitjnensions of
MTNL is equal to or better than expectation.
Hy;: Customers are satisfied with overall service igpaf MTNL.
Hys: Customer satisfaction with overall service qyatiimensions of
MTNL is equal to or better than expectation.

6.6.1.Hypothesis on landline services of MTNL:
Hypothesis 1:
Customers are satisfied with landline service qualy of MTNL.

The hypothesis is tested using the significancth@®fmean difference at
significance value of 0.05 and estimated t-valuabl@ 6.18, shows the

result of t-test for satisfaction with landline aee of MTNL.
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Table 6.18: T-test results for satisfaction with ladline service
Test Value = 3
95% Confidence
Measure Estimated df Sig. _Mean Intgrval of the
t-value (2-tailed) | Difference Difference
Lower Upper
Satisfaction 6.695 621 0.000 0.29 0.21 0.38

It can be seen from the table 6.18 that, the mefflerehce for
satisfaction with landline service of MTNL is 0.2@ith significance
value of 0.00 and estimated t-value of 6.695. Hs8mated t-value is
much more than thedos 621)iS = 1.96. This indicates that the mean is
significantly less than the cutoff value (3) prawmgl strong evidence to
reject the hypothesis that customers of MTNL atestad with landline
service of MTNL. Therefore, it can be safely com&d with 95%
confidence that, customers are not satisfied oy #re dissatisfied with
service quality of landline services of MTNL.
Hypothesis 2:
Further to measure thesatisfaction with landlineviee quality
dimension of MTNL, following hypothesis is formuéak
Customer Satisfaction with landline service qualitydimensions of
MTNL is equal to or better than expectation.
In Table 6.19, t-test result for landline servicagality dimensions of

MTNL is presented.
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Table 6.19: T-test result for landline service quaty dimensions

Test Value =3
95% Confidence
Estimated of Sig. (2- Mean Interval of the |Assessment
t-value tailed) | Difference Difference Hypothesis
Lower | Upper
TAl -6.44 621 0.00 -0.24 -0.31 -0.17  Rejected
TA2 -7.80 621 0.00 -0.31 -0.38 -0.23  Rejected
TA3 -4.86 621 0.00 -0.20 -0.29 -0.12  Rejected
TA4 -6.20 621 0.00 -0.26 -0.34 -0.17  Rejected
RL1 -5.45 621 0.00 -0.22 -0.30 -0.14 Rejected
RL2 -6.20 621 0.00 -0.24 -0.32 -0.1€ Rejected
RL3 -6.76 621 0.00 -0.28 -0.36 -0.2C Rejected
RL4 -4.46 621 0.00 -0.18 -0.27 -0.1C Rejected
RL5 -11.72 621 0.00 -0.42 -0.4¢ -0.35 Rejected
RS1 -5.74 621 0.00 -0.20 -0.27 -0.13  Rejected
RS2 -5.84 621 0.00 -0.21 -0.29 -0.14  Rejectec
RS3 -5.43 621 0.00 -0.21 -0.29 -0.14  Rejected
RS4 -8.46 621 0.00 -0.31 -0.38 -0.24  Rejectec
RS5 -4.32 621 0.00 -0.15 -0.22 -0.08 Rejected
EM1 -8.18 621 0.00 -0.30 -0.38 -0.23 Rejected
EM2 -5.20 621 0.00 -0.21 -0.2¢ -0.13 Rejected
EM3 -5.41 621 0.00 -0.22 -0.30 -0.14 Rejected
EM4 -5.56 621 0.00 -0.24 -0.32 -0.15 Rejected
EM5 -9.19 621 0.00 -0.36 -0.44 -0.2¢ Rejected
EM6 -7.10 621 0.00 -0.28 -0.36 -0.2C Rejected
EM7 -11.50 621 0.00 -0.47 -0.55 -0.39  Rejected
AS1 -5.38 621 0.00 -0.23 -0.31 -0.14  Rejected
AS2 -5.18 621 0.00 -0.21 -0.2¢ -0.13  Rejected
AS3 -6.42 621 0.00 -0.24 -0.31 -0.17  Rejected
AS4 -4.71 621 0.00 -0.16 -0.22 -0.09 Rejected
EC1 -0.34 621 0.73 -0.01 -0.10 0.07 | Accepted
EC2 2.57 621 0.01 0.10 0.02 0.18 | Rejected
TQ1 0.04 621 0.97 0.00 -0.08 0.08 | Accepted
TQ2 -1.89 621 0.06 -0.08 -0.16 0.00 | Accepted
TQ3 -2.89 621 0.00 -0.12 -0.21 -0.04  Rejected
TQ4 -3.09 621 0.00 -0.13 -0.21 -0.05 Rejected
TQ5 -0.78 621 0.44 -0.03 -0.12 0.05 | Accepted
IM1 2.30 621 0.02 0.09 0.01 0.17 | Rejected
IM2 1.00 621 0.32 0.04 -0.04 0.13 | Accepted
IM3 2.14 621 0.03 0.09 0.01 0.18 Accepted
IM4 0.79 621 0.43 0.03 -0.05 0.12 | Rejected
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The results in the table 6.19 shows that,

1. Thirty (30) attributes has the significance valieO®0 (p< 0.05)
and estimated t value above th&t, 621(+ 1.96). This indicates that
customer satisfaction is below or worse than exumedor the
tangibility (TA1 to TA4), reliability (RL1 to RL5),
responsiveness(RS1 to RS5), empathy (EM1 to EM?7),
assurance(AS1 to AS4), EC2 attribute of economyedsion, TQ3
and TQ4 attributes of technical quality dimensiod &1 and IM3
attribute of image dimension.

2. 6 attributes (EC1, TQ1, TQ2, TQ5, IM2 and IM4) lsagnificance
value more than (p>0.05) and estimated t valuhenrainge of +
1.96 a .05, 621)value. This indicates that customer satisfactiah w
EC1 attribute of economy dimension, TQ1, TQ2 andER@bbutes
of technical quality and IM2 and IM4 attribute ofiage dimension
is below or worse than expected for customers oNMT

Thus, of the 36 dimensions of service quality, cogr satisfaction with
landline service quality dimensions is below or seothan expectation
for 30 attributes of 8 dimensions and customestatiion with landline
service quality dimensions is equal to or bettentlexpectation for 6
service quality dimensions. Hence hypothesis thatomner satisfaction
with landline service quality dimensions of MTNL egjual to or better

than expectation is stand rejected.
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Thus, it is concluded from the able 6.18 and 6HEQ the customers are
not satisfied with service quality of landline seev of MTNL and
hypothesis that customers are satisfied with laedBervice quality of

MTNL is stand “Rejected”.

6.6.2.Hypothesis on broadband services of MTNL:
Hypothesis 3:
Customers are satisfied with broadband service quay of
MTNL.
The stated hypothesis is tested using the signdieaof the mean
difference at significance value of 0.05 or 95 petaconfidence interval
and estimated t-value. Table 6.20, shows the restilt-test for

satisfaction with broadband service of MTNL.

Table 6.20 : T-test results for satisfaction with bbadband service of MTNL

Test Value =3

95% Confidence
Measure Estimated df Sig. (2- 'Mean Intgrval of the
t-value tailed) | Difference Difference

Lower Upper

Satisfactionl  -5.41 348 0.000 -0.32 -0.42 -0.21

Table 6.20 shows that, the mean difference forsfatiion with

broadband service of MTNL is -0.32 with significanealue of 0.00 and
estimated t-value of -5.41. This estimated t-vaduguch more than the t
.05, 3agiS * 1.967. This indicates that the mean is sigatiitly less than
the cutoff value (3) providing strong evidence &pect the hypothesis

that customers of MTNL are satisfied with broadbardvice quality of
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MTNL. Therefore, it can be safely concluded wit®8onfidence that,

customers are not satisfied or they are dissadisfigh service quality of

broadband service of MTNL. It reveals that this diyyesis stands

rejected.

Hypothesis 4.

Further to measure the customer satisfaction wrthadband service

guality dimension of MTNL following hypothesis isrinulated:
Customer Satisfaction with broadband service quali dimensions
of MTNL is equal to or better than expectation.

The stated hypothesis is tested using the signdieaof the mean

difference and the estimated t-value. In Table 6f2test result for

broadband service quality dimensions of MTNL isserged to really

know which dimensions of broadband service quatit\stomers are

satisfied with or not.
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Table 6.21: T-test result for broadband service quality dimensios

Test Value =3

95% Confidenct

[ e s e S e S ey S gy Oy O g Oy O O = T Ty Sy Sy S e S S g S5

Estirtnated of ?igl. Ejz- D']L\f/lean Inltjeh[f\;a:le(r)lfc Ehe Asseoisme”
aile ifference ,

) Lower | Uppel Hypothesis

TAl -1.99 348.00 0.05 -0.10 -0.21 0.00 Rejectec
TA2 -6.40 348.00 0.00 -0.28 -0.37 -0.20 Rejectec
TA3 -1.99 348.00 0.05 -0.11 -0.22 0.00 Rejectec
TA4 -3.07 348.00 0.00 -0.17 -0.28 -0.06 Rejectec
RL1 -5.30 348.00 0.00 -0.30 -0.41 -0.19 Rejectec
RL2 -3.05 348.00 0.00 -0.14 -0.24 -0.05 Rejectec
RL3 -5.40 348.00 0.00 -0.30 -0.40 -0.19 Rejectec
RL4 -0.95 348.00 0.34 -0.05 -0.16 0.06 | Accepted
RL5 -9.01 348.00 0.00 -0.40 -0.49 -0.32 Rejectec
RS1 -4.47 348.00 0.00 -0.20 -0.28 -0.11 Rejectec
RS2 -5.57 348.00 0.00 -0.29 -0.39 -0.19 Rejectec
RS3 -5.09 348.00 0.00 -0.25 -0.35 -0.15 Rejectec
RS4 -8.41 348.00 0.00 -0.43 -0.53 -0.33 Rejectec
RS5 -4.50 348.00 0.00 -0.23 -0.33 -0.13 Rejectec
EM1| -8.65 348.00 0.00 -0.40 -0.49 -0.31 Rejectec
EM2 -5.37 348.00 0.00 -0.26 -0.35 -0.16 Rejectec
EM3| -2.54 348.00 0.01 -0.15 -0.27 -0.03 Rejectec
EM4 | -541 348.00 0.00 -0.29 -0.39 -0.18 Rejectec
EM5| -4.70 348.00 0.00 -0.26 -0.36 -0.15 Rejectec
EM6 -6.74 348.00 0.00 -0.37 -0.48 -0.26 Rejectec
EM7| -9.36 348.00 0.00 -0.54 -0.66 -0.43 Rejectec
AS1 -2.11 348.00 0.04 -0.11 -0.22 -0.01 Rejectec
AS2 -4.74 348.00 0.00 -0.25 -0.35 -0.14 Rejectec
AS3 -3.69 348.00 0.00 -0.19 -0.30 -0.09 Rejectec
AS4 -3.22 348.00 0.00 -0.16 -0.25 -0.06 Rejectec
EC1 2.17 348.00 0.03 0.12 0.01 0.22 Rejectec
EC2 4.71 348.00 0.00 0.24 0.14 0.35 Rejectec
TQ1 -0.27 348.00 0.79 -0.01 -0.12 0.09 Accepted
TQ2 2.16 348.00 0.03 0.11 0.01 0.21 Rejectec
TQ3 0.00 348.00 1.00 0.00 -0.10 0.10 Accepted
TQ4 -1.12 348.00 0.26 -0.06 -0.17 0.05 Accepted
TQ5 2.21 348.00 0.03 0.14 0.02 0.26 Rejectec
IM1 3.49 348.00 0.00 0.17 0.07 0.26 Rejectec
IM2 2.17 348.00 0.03 0.11 0.01 0.21 Rejectec
IM3 0.54 348.00 0.59 0.03 -0.08 0.13 Accepted
IM4 0.12 348.00 0.91 0.01 -0.09 0.10 Accepted

The results in the table 6.21 shows that,
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1. Thirty (30) attributes has the significance valassl than 0.05 (p<
0.05) and estimated t value above thgot, s (+ 1.967). This
indicates that customer satisfaction is below orsedhan expected
for the tangibility (TAL1 to TA4), reliability (RL*o RL3 and RL5),
responsiveness(RS1 to RS5), empathy (EM1 to EM7),
assurance(AS1 to AS4), economy (EC1 and EC2 ), aQRTQ5
attributes of technical quality dimension and IMIddM2 attribute
of image dimension of broadband service of MTNL.

2. 6 attributes (RL4, TQ1, TQ3, TQ4, IM3 and IM4) hagnificance
value more than 0.05 (p>0.05) and estimated t vialilee range of
+ 1.967 a {o.05, 34s)vValue. This indicates that customer satisfaction
with RL4 attribute of reliability dimension, TQ1,QB andTQ4
attributes of technical quality and IM3 and IM4ridmtite of image
dimension is equal to or better than expectatianciestomers of
MTNL.

Thus, of the 36 dimensions of service quality, cogr satisfaction with
broadband service quality dimensions is below arsedhan expectation
for 30 attributes of 8 dimensions and customer sfatiion with

broadband service quality dimensions is equal to better than
expectation for 6 service quality dimensions. Hemhggpothesis that
customer satisfaction with broadband service qualitmensions of

MTNL is equal to or better than expectation is dtegjected.
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Thus, it is concluded from the able 6.20 and 6I&it tess number of
service quality dimensions satisfying the broadbasdrs of MTNL
causes lower customer satisfaction for broadbandces of the MTNL
and that is why customers are satisfied with braadlservice quality of
MTNL is stand “Rejected”.

6.6.3.Hypothesis on mobile services of MTNL:
Hypothesis 5:

Customers are satisfied with mobile service qualityf MTNL.

This hypothesis is tested using the significancthefmean difference at
significance value of 0.05 and estimated t-valuabl@ 6.22, shows the

result of t-test for satisfaction with mobile seeiof MTNL.

Table 6.22: T-test results for satisfaction with mbile service
Test Value =3
) ) 95% Confidence
Measure Ets_tlmlated df ?Igl Ejz' D.f'\f/l ean Interval of the
value ailed) ifference Difference
Lower Upper
Satisfaction| -4.64 333 0.00 -0.28 -0.38 -0.18

As shown in the table 6.22, the mean differencesftrsfaction with
mobile service of MTNL is -0.28 with significancealue of 0.00 and
estimated t-value of -4.64. This estimated t-vadumuch more than the t
0.05, 333)IS £ 1.967. This indicates that the mean is sigaiftly less than
the cutoff value (3) providing strong evidence &pect the hypothesis
that customers of MTNL are satisfied with mobilevese of MTNL.

Therefore, it can be safely concluded with 95% idmnfce that,
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customers are not satisfied or they are dissadisfigh service quality of
mobile service of MTNL. The hypothesis thus starajected.
Hypothesis 6:
Hypothesis for testing satisfaction with landlineengce quality
dimension of MTNL is as follows:
Customer Satisfaction with mobile service quality dnensions of
MTNL is equal to or better than expectation.
Table 6.23 presents the t-test result to know whianensions of mobile

service quality customers are satisfied with or not
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Table 6.23: T-test result for mobile service qualit dimensions

[ e e e e — e e A — =S

—

1=

15

Test Value = 3
Estimated df Sig. (2-| Mean gﬁ]ﬁrc\:,g{]g? tehnec © Assessment
t-value tailed) | Difference Difference of Hypothesis
Lower Upper

TAl -5.25 333 0.00 -0.28 -0.39 -0.18 Rejectec
TA2 -7.15 333 0.00 -0.36 -0.46 -0.26 Rejectec
TA3 -2.08 333 0.04 -0.13 -0.25 -0.01 Rejectec
TA4 -4.58 333 0.00 -0.21 -0.30 -0.12 Rejectec
RL1 -3.45 333 0.00 -0.19 -0.29 -0.08 Rejectec
RL2 -2.34 333 0.02 -0.11 -0.21 -0.02 Rejectec
RL3 -4.88 333 0.00 -0.26 -0.37 -0.16 Rejectec
RL4 -3.35 333 0.00 -0.19 -0.30 -0.08 Rejectec
RL5 -7.87 333 0.00 -0.35 -0.44 -0.27 Rejectec
RS1 -6.70 333 0.00 -0.30 -0.39 -0.21 Rejecte
RS2 -4.89 333 0.00 -0.23 -0.32 -0.14 Rejecte
RS3 -4.84 333 0.00 -0.25 -0.35 -0.16 Rejecte
RS4 -3.89 333 0.00 -0.19 -0.29 -0.10 Rejecte

RS5 -1.97 333 0.05 -0.09 -0.19 0.00 Accepted
EM1 -5.95 333 0.00 -0.27 -0.35 -0.18 Rejectec
EM2 -3.72 333 0.00 -0.19 -0.28 -0.09 Rejectec
EMS3 -3.50 333 0.00 -0.20 -0.31 -0.09 Rejectec
EM4 -5.24 333 0.00 -0.27 -0.37 -0.17 Rejectec
EM5 -9.57 333 0.00 -0.48 -0.57 -0.38 Rejectec
EM6 -6.65 333 0.00 -0.34 -0.43 -0.24 Rejectec
EM7 -11.0 333 0.00 -0.54 -0.64 -0.45 Rejectec
AS1 -4.24 333 0.00 -0.22 -0.32 -0.12 Rejecte(
AS2 -5.19 333 0.00 -0.22 -0.30 -0.14 Rejecte(
AS3 -6.74 333 0.00 -0.29 -0.38 -0.21 Rejectel
AS4 -7.09 333 0.00 -0.27 -0.34 -0.19 Rejecte(

EC1 0.18 333 0.86 0.01 -0.09 0.11 Accepted
EC2 4.79 333 0.00 0.23 0.14 0.33 Rejecte

TQ1 0.06 333 0.95 0.00 -0.10 0.10 Accepted

TQ2 0.67 333 0.50 0.03 -0.06 0.12 Accepted
TQ3 -2.98 333 0.00 -0.15 -0.25 -0.05 Rejectel
TQ4 -2.17 333 0.03 -0.11 -0.21 -0.01 Rejecte(

TQ5 -0.68 333 0.49 -0.04 -0.16 0.08 Accepted

IM1 -0.77 333 0.44 -0.04 -0.13 0.06 Accepted
IM2 -3.42 333 0.00 -0.17 -0.27 -0.07 Rejectec
IM3 -6.77 333 0.00 -0.29 -0.38 -0.21 Rejectec
IM4 -3.40 333 0.00 -0.16 -0.25 -0.07 Rejectec

The results in the table 6.23 shows that,
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1. Out of 36, thirty (30) attributes has the significa value less than
0.05 (p< 0.05) and estimated t value above tggstsss)(+ 1.967).
This indicates that customer satisfaction is belmwworse than
expected for the tangibility (TAL1 to TA4), reliaityl (RL1 to RL5),
responsiveness(RS1 to RS4), empathy (EM1 to EM7),
assurance(AS1 to AS4), EC2 attribute of economyedsion, TQ3
and TQ4 attributes of technical quality dimensiow #aM2,IM3 and
IM4 attribute of image dimension.

2. Remaining 6 attributes (RS5, EC1, TQ1, TQ2, TQ% HWW1) has
significance value more than (p>0.05) and estimatedlue in the
range of + 1.967 a (s 333 vValue. This indicates that customer
satisfaction with RS5 attribute of responsivendsS1 attribute of
economy dimension, TQ1l, TQ2 and TQ5 attributes emthmical
guality and IM1 attribute of image dimension isd¥elor worse than
expected for customers of MTNL.

Thus of the 36 dimensions of mobile service qualitffTNL, customer
satisfaction with service equality dimensions idote expectation or
worse than expectation for 30 attributes and custosatisfaction with
service quality dimensions is equal to or bettentlexpectation for 6
attributes of 8 dimensions. This indicates thatauer satisfaction with
mobile service quality of MTNL is not equal to cetter than expectation

but is worse. Hence hypothesis that customer aatish with mobile
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service quality dimensions of MTNL is equal to oetter than
expectation is stand “Rejected”.
It can be inferred from Table 6.22 and 6.23 that ¢hstomers are not
satisfied with the service quality of mobile seeviprovided by MTNL
and hence hypothesis that customers are satisfibkd nmobile service
guality of MTNL is stands rejected.

6.6.4.Hypothesis on overall service of MTNL:
In this respect, the following hypothesis is set.

Hypothesis 7:
Customers are satisfied with overall service qualtof MTNL.

The hypothesis is tested using the significancénefmean difference
and significance value of 0.05 and estimated tezaliable 6.24, shows
the result of t-test for satisfaction with oversdirvice including landline,

mobile and broadband services of MTNL.

Table 6.24: T-test results for satisfaction with ograll service
Test Value =3
. . 95% Confidence
Measure Estimated df S'g' (2- _Mean Interval of the
t-value tailed) Difference :
Difference
Lower Upper
Satisfaction -2.47 99¢ 0.014 -0.09 -0.14 -0.08

Table 6.24 shows that, the mean difference fosfsatiion with overall
service of MTNL is -0.09 with significance value @014 and estimated
t-value of -2.47. This estimated t-value is muchrerthan the § o5, g90S

+ 1.962. This indicates that the mean is signifilsaless than the cutoff
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value (3) providing strong evidence to reject theiesl hypothesis that
customers of MTNL are satisfied with overall seeviof MTNL.
Therefore, it can be safely concluded with 95% itanfce that,
customers are not satisfied or they are dissalishith the overall
service quality of MTNL. Hence the hypothesis tltaistomers are
satisfied with overall service quality of MTNL isjected.

Hypothesis 8:
Hypothesis for testing satisfaction with overalivsee quality dimension
of MTNL is as follows:

Customer Satisfaction with overall service qualitydimensions of
MTNL is equal to or better than expectation.
In Table 6.25, t-test result for overall servicealify dimensions of

MTNL is presented.
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Table 6.25: T-test result for overall service quaty dimensions

Test Value =
95% Confidenct
Estimated ¢ |Sig. (2-| Mean Interval of the | Assessment ¢
t-value tailed) | Difference Difference Hypothesis
Lower | Uppel
TAl -9.01 99¢ 0 -0.2¢ -0.34 -0.22 Rejecte:
TA2 -10.5¢ 99¢ 0 -0.31 -0.37 -0.2¢ Rejecte:
TA3 -5.51 99¢ 0 -0.1¢ -0.2¢8 -0.12 Rejecte:
TA4 -6.2 99¢ 0 -0.2 -0.2¢ -0.14 Rejecte
RL1 -7.24 99¢ 0 -0.2: -0.2¢ -0.17 Rejecte
RL2 -5.3¢ 99¢ 0 -0.1¢€ -0.22 -0.1 Rejecte
RL3 -7.8% 99¢ 0 -0.2¢ -0.31 -0.1¢ Rejecte:
RL4 -3.€ 99¢ 0 -0.13 -0.1¢ -0.0¢€ Rejecte
RL5 -14.0¢ 99¢ 0 -0.3¢ -0.4¢ -0.34 Rejecte:
RSI -7.2 99¢ 0 -0.2 -0.2¢ -0.1¢ Rejecte
RSz -8 99¢ 0 -0.2: -0.2¢ -0.17 Rejecte
RS: -5.6¢ 99¢ 0 -0.17 -0.2¢ -0.11 Rejecte
RS< -10.1¢ 99¢ 0 -0.3 -0.3¢t -0.24 Rejecte!
RSt -6.2% 99¢ 0 -0.1¢ -0.2¢4 -0.1z2 Rejecte:
EM1 -10.6: 99¢ 0 -0.31 -0.37 -0.2¢ Rejecte:
EM2 -6.4¢ 99¢ 0 -0.2 -0.2¢ -0.14 Rejecte
EMS3 -6.54 99¢ 0 -0.22 -0.2¢ -0.1¢ Rejecte
EM4 -8.0¢ 99¢ 0 -0.27 -0.3¢ -0.2 Rejecte
EM5 -10.71 99¢ 0 -0.3¢ -0.41 -0.2¢ Rejecte:
EM6 -9.0¢ 99¢ 0 -0.2¢ -0.3¢t -0.22 Rejecte:
EM7 -15.9¢ 99¢ 0 -0.4¢ -0.5¢€ -0.4< Rejecte!
AS1 -5.91 99¢ 0 -0.1¢ -0.2¢ -0.1z Rejecte
AS2 -7.€ 99¢ 0 -0.22 -0.2¢ -0.17 Rejecte
AS3 -8.07 99¢ 0 -0.2: -0.2¢ -0.1¢ Rejecte
AS4 -6.5¢ 99¢ 0 -0.17 -0.2% -0.12 Rejecte!
EC1 -0.32 99¢ 0.7t -0.01 -0.07 0.0t Acceptec
ECZ 3.7¢ 99¢ 0 0.11 0.0t 0.17 Rejecte!
TQ1 -1.1¢ 99¢ 0.2t -0.04 -0.1 0.0¢ Acceptec
TQ2 -0.61 99¢ 0.54 -0.0z -0.0¢ 0.04 Acceptec
TQ3 -2.74 99¢ 0.01 -0.0¢ -0.1¢ -0.0¢ Rejecte
TQ4 -4.52 99¢ 0 -0.14 -0.2 -0.0¢ Rejecte
TQS5 -1.0t 99¢ 0.2¢ -0.04 -0.1 0.0z Acceptec
IM1 3.45 99¢ 0 0.1 0.04 0.1¢ Rejecte!
IM2 1.2¢ 99¢ 0.2 0.0< -0.0z 0.1 Acceptec
IM3 0.1¢ 99¢ 0.8¢ 0.01 -0.0¢ 0.07 Acceptec
IM4 -0.4¢ 99¢ 0.64 -0.0z -0.0¢ 0.0t Acceptec

The results in the table 6.25 show that,

~192 ~



1. Of the 36 attributes, twenty nine (29) attributes khe significance
value less than 0.05 (p< 0.05) and estimated tevahove the § s
999) (+ 1.962). This indicates that customer satisfaci® below or
worse than expected for the tangibility (TA1 to TAdeliability
(RL1 to RL5), responsiveness(RS1 to RS5), empathiyil( to
EM7), assurance(AS1 to AS4), EC2 attribute of eocono
dimension, TQ3 and TQ4 attributes of technical ipalimension
and IM1 attribute of image dimension.

2. 7 attributes (EC1, TQ1, TQ2, TQ5, IM2, IM3 and IM&gs
significance value more than (p>0.05) and estimatealue in the
range of + 1.962 a §os, 999) Value. This indicate that customer
satisfaction with EC1 attribute of economy dimensi®dQ1, TQ2
andTQ5 attributes of technical quality and IM2, IN®d IM4
attribute of image dimension is equal to or betit@in expected for
overall service of MTNL.

Thus, of the 36 dimensions of service quality, cogr satisfaction with
overall service quality dimensions is below or veotisan expectation for
29 attributes of 8 dimensions and customer satisfaowvith overall

service quality dimensions is equal to or bettemtlexpectation for 7
service quality dimensions. Hence hypothesis thatomner satisfaction
with overall service quality dimension of MTNL isj@al to or better

than expectation is stand rejected.

~ 193 ~



Therefore, it is concluded from the table 6.24 &ale 6.25 that the
customers are not satisfied with overall servicaliggp of MTNL and

hypothesis that customers are satisfied with ovesaivice quality of
MTNL is stand “Rejected”.

The summery of all service quality dimensions fandline, mobile,

broadband and overall service of MTNL is shownhart 6.16.

Chart 6.16 : Customer satisfaction with service quality
dimensions
35
30
& 25
>
= 20
S 15
Q
210
5
0
Landline Broadband Mobile Overall
E Below or Worse than expectation  EEqual to or better than expectation

From chart 6.16 it is seen that service qualityMOFNL is low and
satisfaction level is low for almost all eight dingons of service quality
for landline, broadband, mobile and overall senat®TNL. Therefore
it is concluded that customer satisfaction is lowwmrse for MTNL.
Also from the hypothesis testing it is proved tHatpothesis of
“customers are satisfied with service quality of NAT is rejected and
alternate hypothesis of “customers are not satisfigh service quality

of MTNL” is accepted.
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Chapter 7:

Conclusions and Suggestions

7.1. Conclusions:
Data analysis was carried out in two parts. Paias based on
secondary data and part-1l was based on primagyatadlysis.

7.2 Conclusions based on secondary data:
Following are the conclusions based on seconddeyatalysis.

1. A mobile service of MTNL is used by majority (59%f
customers followed by landline and broadband sesvic

2. Net revenue from operations of MTNL has been shgwin
decreasing trend. Hence, there is a negative ingathe sales/
revenue of MTNL during the study period.

3. Operating profit of MTNL has been showing a negatvowth in
the study period. Hence, there is negative impacefmrms on
the operating profit of MTNL.

4. The net profit of MTNL has shown a negative growtid even
incurred losses in the recent years. This shows nibhgative
impact of economic reforms on the net profit of MIN

5. MTNL has shown a negative compound annual growth fer

the operating profit margin. This indicates thaé timpact of
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economic reforms on operating profit margin of MTNE

negative and significant during study period.

. Net profit margin of MTNL has shown a negative gtiovand

decreased from the base year period. Thus it erred that
MTNL has faced stiffed competition from the privatmpanies.

. The capital employed in MTNL has shown a positivewgh

during the study period. But still MTNL is not abie generate
sufficient profits shows that performance of MTNl.deteriorated
after the entry of private sector companies.

. The return on capital employed in MTNL has shownegative
trend in last 10 years. This shows that MTNL haswsh a

negative performance post economic reforms.

. The return on networth of MTNL has shown a dedrgptrend

In last 10 years. Hence, there is negative impactconomic

reforms on return on networth of MTNL.

10.The employee strength of MTNL has shown a negatigad.

Hence, there is negative impact on the employeengtin of

MTNL.

11.Return on Asset of MTNL has shown a negative gnomtlast

10 years. Hence, there is negative impact on tharRen asset

of MTNL.
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12.The compound growth rate in asset turnover ratiocdNL is
negative. This shows that MTNL has fail to utiltbe asset in last
10 years.

13.The liquidity ratio of MTNL has shown a decreastrgnd in last
10 years. Hence, there is negative impact on thedity ratio of
MTNL.

14 The employee cost as percentage of sales of MTNLshawn a
significant growth in last 10 years. Hence, thesenegative
Impact of economic reforms on the employee cosoNL.

15.CAGR of 11 variables is negative and CAGR of 2 afales is
positive. Negative CAGR is seen in net sales (-Goé4cent),
operating profit (-22.13 percent), net profit (&24.percent),
operating profit margin (-17.86 percent), net grofargin (-21.99
percent), Return on capital employed (-20.24 pdjc&teturn on
Networth (-27.27 percent), Employment generati@®(percent),
Return on Assets (-26.67 percent), asset turnosgo 1(-8.9
percent)and current ratio (-7.74 percent). It iaths highest and
lowest negative impact of economic reforms is om téturn on
networth and employment generation.

16.The positive CAGR is found in capital employed 2@ercent),

and employee cost as percentage of sales (18.2@@merHere
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the positive value of CAGR signifies negative impas growth
in employee cost is not good for the organization.

17.0ut of 13 variables, 12 variables shows negativpaith and 1
variable shows positive impact of economic reformos
performance of MTNL. As majority variables (92.3@rgent)
show negative impact, this study shows economiorned has
negative impact on the performance of MTNL.

18 There is a negative impact of economic reforms e t
performance of MTNL.

7.3.Conclusions based on primary data analysis:
The primary data is collected through questionnamrethod. The

conclusions based on primary data are as follows.

7.3.1.Use and switching pattern of MTNL services:

1.The majority (62 %) of the respondents have beemguandline
service followed by Mobile and broadband.

2.0nly 33 percent respondents have switched from MirNthe past
and around 46 percent have intension to switchuiaré. Hence,
there is significant negative impact of economiom&s on MTNL.

3.The majority (65 percent) respondents are not featisvith the
services provided by MTNL. Hence, there is negatiwgact on the

satisfaction towards MTNL services.
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7.3.2.Customer satisfaction on service quality of MTNL:

Following conclusions were drawn after analyzing éhdimensions

of service quality of MTNL services:

1. Majority (83 percent) of customer’s feel that th@renunication
materials like hoardings, websites and posters DNMare not as
per their expectation. Therefore communication nete of
MTNL are failing to make an impact on the custorberying
behaviour.

2. Majority (82 percent) respondents think that ofiead equipment
are not matching their expectations.

3. Majority (72 percent) of respondents feel that jptaisfacilities
provided by MTNL are below their expectation ande th
appearance. Also the behaviour of employees of MT&Nmuch
worse than their expectation.

4. Only few (21percent) respondents think that MTNLprsviding
quick service but majority (78 percent) of responidethink that
MTNL services are unreliable.

5. Majority (76 percent) respondents think that MTNL worse in
solving customers’ complaints.

6. Majority (72 percent) of MTNL customers think th8MTNL

services are not performing as per their expectatidirst time.
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10.

11.

12.

13.

14.

Majority (86 percent) of respondents think that MTNs not
maintaining records as expected by them.

Majority (88 percent) respondents think that MTNLmuch worse
in maintaining turnaround time.

Only few (22 percent) respondents think that MTNLprompt in
providing services and attending customer’s problem

Majority (74 percent) respondents agreed that MTdxdtployee’s
willingness to help in emergency situations is heldheir
expectations.

Majority (50 percent) respondents think that apphadility,
accessibility and communication with customers off Nl
employees is worse that their expectation.

Majority (83 percent) respondents think that MTNL worse in
providing specific needs of the customers and naividing
individual attention to their customers.

Majority (77 percent) respondents think that MTN& having
worse operating hours and most of the respondémts that
MTNL fall short to recognise a frequent customeptigh loyalty
program.

Almost 86% respondents think that MTNL is not agodéing for
the inconvenience caused to the customers and MarNjhloyees

have no sincerity and patience in resolving custshemplaints.
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15.

16.

17.

18.

19.

20.

21.

22.

23.

Majority (74 percent) respondents think that MTNLnot able to
provide variety of Value Added Services.

Majority (78 percent) respondents think that MTNin@oyees’
are much worse in instilling confidence in custosnand they are
unable to inspire confidence and trust among custem

Majority (84 percent) of respondents think that MTBmployees
skill and knowledge is not adequate.

Majority (67 percent) respondent are not satisfigth prepaid and
post-paid plans and recharge options and denominsatf MTNL
services whereas majority (65 percent) respondemés not
satisfied with MTNL's call charges and data charges

Majority (71 percent) of respondents are not gatisfwith
technical quality of MTNL and think that networkadiy of
MTNL is worse.

Majority (71 percent) respondents think that skifld technical
knowledge of MTNL employees is not adequate.

Majority (74 percent) respondent think that MTNLUask network
innovativeness and unable to implement new teclgnedo
Majority (65 percent) respondents are not satisfieth the
network coverage of MTNL.

Majority (64 percent) respondent’s think that MTNE not

successful in business and achieving their mission.
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24. Majority (69 percent) respondents think that MTN&ashlost its
reputation and their brand image is also fallelagh 10 years.
25. Majority (70 percent) respondents think that MTNBshfallen
short in social responsibility.
26. Customers are not satisfied or they are dissadisiigh service
guality of landline services of MTNL.
7.3.3.Assessing customer satisfaction based on Customer
Satisfaction Index(CSlI):
Following conclusions were drawn in respect of cosdr satisfaction
index of MTNL services:
1. The customer satisfaction index for Landline sexv&c53.48 which
indicate fair satisfaction for the landline servedfeM TNL.
2.The customer satisfaction index for Mobile servafeMTNL is
44.94 which show that customers’ satisfaction leigellow for
mobile service of MTNL.
3.The customer satisfaction index for Broadband sernis 45.30
shows MTNL customers are having low satisfactioeleompared
to landline service but more than mobile servic&oiL.
4.The customer satisfaction index for overall serviceluding
landline, broadband and mobile service is 47.42ciwishow that
MTNL customers are having low satisfaction levempared for

overall services of MTNL.
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7.4. Suggestions:

After studying and analyzing the impact of econom&forms on
performance of MTNL few suggestions are given t@rove service
quality of MTNL through which the performance andbguctivity of
MTNL will improve.

1. MTNL has state of the art infrastructure to improvke
performance. It is suggested that it should foauservice quality
so that customer satisfaction with services witk@ase.

2. MTNL should aggressively market its services sa ttizsstomers
will get awareness of these services and offers.

3. There should be improvement in the communicatioadwertising
material so that proper communication of variousnpland offers
will be known to customers.

4. There should be improvement in the website of MTNbwadays
most of the customers are techno savvy, so to sspitbese
customers, website must be up-to-date and creative.

5. There should be improvement in the offices andifura to make
customer comfortable while their visit to officeadaalso various
facilities like recharging points, water, washrooraed sitting
arrangements for the customers.

6. It is suggested that front desk employees in tlieesf should be

given an attractive uniforms. Apart from that fotrtraining should
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10.

11.

be provided to customer service employees in reéspfecustomer
handling and solving their problems.

There should be clear display of names of eachiossctand
accessibility of customers should be improved sat tustomer
should not baffled.

Around 79 percent respondents think that waitimgetis more in
service delivery; so it is suggested that MTNL ddaacrease the
customer service employees and have sufficient &iafattending
the customers.

It is suggested that the customer service employeesTNL
should focus on delivering reliable service to ouosrs. The
reliable service will help in adding new customedsile retaining
the existing customers.

There should be focus on solving the customer caimisl. A quick
response from the customer service employees wmiirove the
satisfaction of the customers.

Around 86 percent respondents say that MTNL is poorecord
keeping. So it is strongly suggested that MTNL $thamplement
Customer Relationship Management (CRM) and focudedighting
the customers becoming proactive rather than reaCGRM will
also help in identifying the regular customers aegarding them

with sound loyalty schemes.

~ 204 ~



12.

13.

14.

15.

There should be a mechanism to monitor the tirkentdo resolve
the customer’s queries. Normally, Turnaround tinAT) is
specified in the service manuals of most of the mames. This
system shall be implemented in MTNL so that servicdelivered
on time to customers.

It is suggested that MTNL should focus on providprgmpt and
quick service so that customer’'s complaint get lvesb quickly.
This will help in improving the satisfaction anduthloyalty of the
customers.

It is observed that telecommunication servicesba@me essential
service for the customers. In case of customersbasmergency
satiation, like internet is not working, a quickspense is needed
from the company. Therefore, it is suggested thaiNM should
train its staff to assess the need of the custonard act
accordingly. This will not only increase the safon but also
help in increasing the reliability of services winis crucial factor in
telecommunication services like broadband.

There should be improvement in the recharge optaok validity
of plans for services of MTNL. There should be sols for
attracting specific customers like students, housesy tech savvy
customers. Students should be provided with lowt ptens and

CUG plans whereas tech savvy customers should \@n glans
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16.

17.

18.

19.

20.

fulfilling their technical requirements like gamingchatting,
downloading etc.

There should be improvement in operating hourshef dustomer
service center of MTNL. The most of the working tounsers are
visiting the customer service centers in lunch tsuehe timings of
lunch, tea in customer service center should beustet
accordingly.

It is suggested to the customer service employedg TNL that
individual attention should be given to each customeo their
specific needs should be understand and fulfillgds factor will
help in attracting customers who are new to usecpdar service of
MTNL.

Customers always prefer innovative products espectachno
savvy customers so it is always advisable that #meyld take care
of desire and expectation of customers.

Value added services are very important for retgithe customers
in services especially for mobile services. ThusTNM should
focus on providing variety of value added servibkssic, access to
internet, SMS, MMS, astrology, ringtones, callards etc.

It is suggested to MTNL staff that they should f@cun encouraging
customers to use variety of services so that revénincreased for

MTNL apart from addition of customers. Employeeswsgtd change
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21.

22.

23.

24.

their mindset as government servant and act asogewlof the
corporate.

MTNL should adopt a franchisee model to outsourceustomer
service along with sales so that service accesgibill increase
and also promotion of various services of MTNL @nd through
these franchisees. This will also help in redudimy employee cost
and increasing the profitability of company.

Landline service of MTNL is used by most of the pasdents.
Hence it is suggested that other services like lmplroadband,
IPTV, leased line should be promoted aggressiveljth&tt more
customers are aware about the plans and schemed tHisse
services.

Most of the respondents (84 percent) think thdt akid knowledge
of MTNL employees is needed improvements and thifisrte
should be made by MTNL to improve the skills anadwiedge of
the employees of MTNL. Various training programst ramly
technical but also consumer behavior should bengiweemployees
of the customers.

Most of the respondents think that prepaid andpasdtplans of
MTNL are not attractive. Hence it is suggested tatNL should
improve the prepaid and postpaid plans and make tutractive

along withcall and data charges of various servo¢edTNL.
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25. Most of the respondents are not satisfied with pndtwguality of
MTNL. Therefore it is suggested here that MTNL ddoiocus on
their network so that call processing and othewogk related
problems should be minimized and quality servicelevered to
the customers.

26. Broadband services are seen as the next generation
telecommunication service. It has tremendous sdopegrowth
especially in metro cities like Mumbai and Delhiete it is
suggested that MTNL should tap this market by mtiong variety of
broadband services.

27. From the service quality dimension, it is suggesteat MTNL
should focus on responsiveness, reliability, assig@and empathy
dimensions to improve the customer satisfactiocustomers.

28. The American satisfaction index is a market oridnperformance
measure used by many corporations to measure tiséaston of
their own customers. Such mechanism is missingdrah economy
which gives referential data for customer satisbactfor various
products and services. Hence it is strongly suggegtere to
implement market oriented performance measure @chACSI
which will give information about customer satigfan with

various products and services. It is helpful fatiwdual customers
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while purchasing and also helpful for corporat@s¢sess the service
guality of their product and services.

7.5.Scope for future research:

This study is performed with some limitations asdianptions that can
be used as opportunity to future researchers far gtudy. Therefore
some scope for future research topic related teentistudy is as under.

1. The scope of the future research should be on sisgethe impact
of economic reforms on public sector enterprisesvinga
manufacturing facility or services organization.

2. The future scope of the study should be on Undeistg the
failure of public sector enterprises and suggestiegiedy to
improve the performance of public sector entergrise

3. The future scope of the study should be on comparat
performance assessment of public and private sect@rprise in
telecommunication industry.

4. The future scope of the study should be also oraisessment of
customer satisfaction with services of public se@woterprises or
comparative assessment of service quality of puéhd private

sector enterprises.

~ 209 ~



Bibliography

Books:

1.

Batley R. and Larbi G., “The Changing Role of Gawveent: The
Reform of Public Services in Developing Countrie$?algrave
Macmillan, 2004

Bitner M. J. and Zeithaml V. A., Service marketirtgird edition.
New Delhi: Tata McGraw Hill, 2003.

Chidambaram P., “A view from the outside-Why goambreomies
works for everyone”, Penguin Books, New Delhi, 2007

Cook P. and Kirkpatrick C., “Privatization in lesgeveloped
countries”, New York: St. Martin’s press, 1988.

Ganesh G., “Privatization in India”, Mittal Publteans, New Delhi,
2001.

Gilbert A. Churchill, Jr. and J. Paul peter, Markgt creating value
for customers, Tata McGraw Hill, 1999.

Gronroos, C., Service Management and Marketingingégn Books,
Lexington, MA, 2000.

Gupta A., “Towards Privatization” published by B.Rublishing
Corporation, Delhi, 1999.

Gupta N., “Privatization in South Asia”, in GeraRioland (ed.)
Privatization: Successes and Failures, Columbiavesity Press,

2008.

~ 210 ~



10.Jalan B., India’'s Economic Policy, Penguin Bookseyw\Delhi, 1993.

11.Joshi G., “Overview of Privatization in South Asi&ook Chapter of
“Privatization in South Asia”, International Labouw@rganization
(ILO), New Delhi, 2000.

12.Jalan B., “Before and After Ten Years of Econome&fd®ms”, in Raj
Kapila and Uma Kapila (eds.), A Decade of EconoRe&forms in
India, The Past, The Present, The Future... Acadétimndation,
New Delhi, 2002, pp. 51-68.

13.Kaur K., Structure of industries in India: PatterRramework,
Disparities, Deep and Deep Publications, New Dal6g3.

14.Kotler P. and Keller K., Marketing Management, Rien Hall
Publications, 12 edition.

15.Kumar | and James B, “Public Sector Enterprises India”,
Commonwealth Publishers, New Delhi, 1990.

16.Mathur V., “Disinvestment of PSEs in India” New Qery
Publication, New Delhi, 2004.

17.Mueller D., Public choice, Cambridge Universitye®s, Cambridge,
1979

18.Mittal P., and Ashraf S., “Competition, privatizati and reforms: The
Indian telecom industry”, Academic Press, New D&X0i06.

19.Naib S., “Disinvestment in India-Policies, Procesiiand Practices”,

Sage Publications India Pvt. Ltd, 2004.
~211 ~



20.Reddy Y.V., “Liberalization and privatization of Ipiic enterprise in
India”, in John Heath (ed.) Public Enterprise a¢ tGrossroads,
Routledge, Landon, 2002.

21.Salamon L., “The tools of government. a guide tee thew

governance”, Oxford University Press, USA, 2002

22.Shirhatti M.G. and Mujumdar N.A., “Disinvestment: s&cond look”
Himalaya Publishing house, Mumbai, 2006.

23.Tendulkar S.D. and Bhavani T.A., “Understanding dReils-Post
1991 India”, Oxford University Press, New Delhi 020

24.Ward K., and Mullee A., *“Quality of Service in
Telecommunications”, The Institution of Electridahgineers Press,
Stevenage, 1997.

25.Williamson O., “Transaction-Cost Economics: The &wmance of
Contractual Relations”, in Buckley P. and Michie etl. “Firms,
Organizations and Contracts: A Reader in Industiieganization”,

Oxford University Press, 1996

Reports:

1. Accenture, “High Performance in the Age of Custor@antricity,
Customer Satisfaction Research”, Global Custometisf@ation

Survey-2007, 2008.

~212 ~



. ACSI, “American Customer Satisfaction Index-Methlmdyy
Report”, National Quality Research Centre, StepMeriRoss School
of Business, University of Michigan, 2005.

. Annual Reports of MTNL from 2002-03 to 2011-12.

. Bhagwati J. and Srinivasan T., India’s Economicdref, Ministry
of Finance, Government of India Press, 1993, NeliDe

. Chandrasekhar C. and Ghosh J., “The Indian econaeficrm
process and the implications of the Southeast Astaisis”,
Employment and Training Department, Internationabaur Office,
Geneva, 1999.

. Cll -World Bank, “Competitiveness of Indian Manuaceng: Results

form a Firm Level Survey”, World Bank, Washingto©[P2002

. Government of India, White Paper on “DisinvestmeitCentral
Public Sector Enterprises”, Department Of Disinresit, Ministry
Of Finance, 31st July, 2007

. Government of India, report on “The Indian TelecBatcess Story”,
Department of Telecommunication, New Delhi, Decen#g®?9.

. National Economic Research Associates, “DevelopandNational
Quality Index: A Preliminary Study of Feasibility’Washington,

D.C., 1991.

~ 213~



10.0OECD, “Enhancing Competition in Telecommunicatidtrotecting
and Empowering Consumers”, Directorate for Sciefi@ghnology
and Industry Committee for Information, Computer dan
Communications Policy, OECD, 24 May 2008.

11.PricewaterhouseCoopers Private Limited study ordidn Mobile
Services Sector - Struggling to maintain sustamatgplowth” for
Cellular operators association of India, August201

12. Telecom Regulatory Authority of India report on f&eom Sector in
India: A Decadal Profile” May 2012.

13. Telecom Regulatory Authority of India, The Indiagl@com Services
Performance Indicator Report for the Quarter endifeych 2012,
New Delhi, 2012.

14. TRAI Quarterly report on “The Indian Telecom SeesdPerformance
Indicators from 2000-01 to 2011-12", New Delhi.

15. Transportation Research Board, “A Handbook for MNeag
Customer Satisfaction and Service Quality”, Natlofesearch

Council, National Academy Press, Washington, D 9991

Journals:

1. Ahluwalia, M., “India’s Quiet Economic RevolutionThe Columbia

Journal of World Business, 1993, pp.1-8.

~214 ~



. Ahluwalia M., “Economic reforms in India since 19%as gradualism
worked?” , The Journal of Economic Perspectived, ¥®, No. 3, 2002,
pp. 67-88.

. Ahuja G. and Majumdar S., “An Assessment of thefdPerance of
Indian State-Owned Enterprises”, Journal of Praditgt Analysis,

Vol.9, 1998, pp.113-132.

. Anderson, Fornell and Lehmann, “Customer SatisfactMarket Share,
and Profitability: Findings from Sweden”, Journ&lMarketing, Vol.58,
1994, pp.53-66.

. Anderson, Fornell and Rust, “Customer Satisfactidrgductivity, and
Profitability: Differences between Goods and Sesit Marketing
Science, Vol.16 No.2, 1997, pp.129-145.

. Angelucci M., Estrin S., Konings J. and Zolkiewzki “The effect of
ownership and competitive pressure on firm perforceain transition
countries: Micro evidence from Bulgaria, Romaniad aRoland”,

Discussion paper 2985, CEPR, London, 2001.

. Arun T. &Nixson F., “The Disinvestment of Public Ger Enterprises:
The Indian Experience”, Oxford Development Studiés|. 28, No.1,

2000, pp.19-32.

. Babatunde O., “Impact of Economic Reform on the dxan

Telecommunications Sector”, Advances in Managem&n®Applied

Economics, vol. 3, no.3, 2013, pp.141-154.
~ 215~



9. Berry L., Parasuraman A., Zeithaml V., and Adsit, Dimproving
service quality in America: lessons learned”, Acagieof Management
Executive, Vol. 8, No.2, 1994, pp. 32-52.

10.Bhattacharyya A., Lovell C., and Sahay P., “Theactpof liberalization
on the productive efficiency of Indian commercianks”, European
Journal of Operational Research, Vol. 98, 199733i».334.

11.Boardman A. and Vining, A., “Ownership and Perfamse in
Competitive Environments: A Comparison of the Penance of
Private, Mixed, and State-Owned Enterprises” Jalrof Law &
Economics, Vol.32, 1989, pp. 1-33.

12.Brady M., and Cronin J., “Some New Thoughts on @ptgalizing
Perceived Service Quality: A Hierarchical Approachournal of
Marketing: July 2001, Vol. 65, No. 3, 2001, pp.4&8-

13.Brown S., and Swartz T., “A gap analysis of prof@sal service quality,
Journal of Marketing”, Vol. 53, no.2, 1989, pp.92-9

14.Carilin W., Fries S., Schaffer M. and Seabright ‘€ompetition and
enterprise performance in transition economiesdé&we from a cross
country survey”, Discussion paper 2840, CEPR, Lon@601.

15.Chakraborty C. and Nunnenkamp P., Economic RefoFoeign Direct
Investment and its Economic Effects in India, ThelHKnstitute for the

World Economy, Kiel, Germany, Working Paper No. 22Z006.

~ 216 ~



16.Chakravartty P. “Telecom, national development tre&lindian state: a
postcolonial critique”, Media, Culture & Society,oV 26, No.2, 2004,
pp. 227-249.

17.Churchill G. and Surprenant C., “An investigationoi the determinants
of customer satisfaction”, Journal of marketing esesh, Vol.19,
November 1982, pp. 491-504.

18.Cronin J., and Taylor, S., “SERVPERF versus SERVQUU#conciling
performance-based and perceptions-minus-expecsatregasurement of
service quality”, Journal of Marketing, Vol. 58,90 pp.125-131.

19.Dabholkar P., Thorpe D., and Rentz J., “A Measur&ervice Quality
for Retail Stores: Scale Development and Validatidlournal of the
Academy of Marketing Science, Vol.24, (1996), pd.&

20.Dholakia B., “Relative Performance of Public and/&e Manufacturing
Enterprises in India: Total Factor Productivity Apach”, Economic and
Political Weekly, Vol. 13, No. 8, 1978, pp.M4-M11.

21.Fink C., Mattoo A., and Rathindran R., “An Assessineof
telecommunications reform in developing countrieshformation
Economics & Policy, Vol. 15, no. 4, 2003, pp. 443.

22.Fornell C., “The American customer satisfactionexdnature, purpose,
and findings”, Journal of Marketing, Vol. 60, 19%f.7-18.

23.Fornell C., “A National Customer Satisfaction Baedsr: The Swedish

Experience,” Journal of Marketing, Vol.55, 1992,1521.
~ 217 ~



24.Goyal K., “Impact of Globalization on Developing @dries (With
Special Reference to India)”, International Redealournal of Finance
and Economics, Vol. 5, 2006, pp.166-171

25.Gronroos C., “A Service Quality Model and its Markmplications”,
European Journal of Marketing, Vol.18 No.4, 1984, §6-44.

26.Gronroos C., “Service Management. A Management &dou Service
competition. International Journal of Service IndysManagement,
Vol.1, No.1, 1990, pp. 6-14.

27.Gronroos C., The Perceived Quality Concept: a ketaManaging
Service Quality, Vol.11, No.3, 2001, pp.150-152.

28.Gurumurthy G. and Srinivasan K., “Failure of Indiahelecom
Liberalization: A Case Study”, Economic and Poéti®Veekly, Vol. 32,
No. 39, 1997, pp. 2438-2440.

29.Hassan M., Malik A., and Faiz M., “An Empirical Asssment Of
Service Quality And Its Relationship With Customeyalty Evidence
From The Telecom Sector Of Pakistan,” Internatiaj@lrnal of Asian
Social Science, Vol. 2 No.10, 1998,pp.1647-1663.

30.Jain N., “Small Scale Industries in the New Millam”, SEDME, Vol.
31, No. 1, 2004, pp. 63-72.

31.Jha R. and Sahani B., “Measures of efficiency iivghe and public
sector industries: The case of India”, Annals oblluand cooperative

economics, Vol.63, No.3, 1992, pp. 489-495.
~ 218 ~



32.Jooste S., “A New Public Sector in Developing Coest,
Collaboratory for Research on Global Projects, Waykpaper no.36,
2008

33.Kapur, D. and Ramamurti R., “Privatization in IndiEhe Imperatives
and Consequences of Gradualism”, Centre for ReseamcEconomic
Development and Policy Reform, Stanford Universityorking Paper
No 142, 2002.

34.Kikeri S. and Nellis J., “An Assessment of Privatisn”, The World
Bank Research Observer, Vol. 19, No. 1, 2004, pgl 18.

35.Kochhar K., Kumar U. Rajan R. Subramanian A. andkafladis |.,
“India’s pattern of development: What happened, twialows”,
National Bureau of Economic Research, Cambridgeyking Paper
12023, 2006.

36.Kotwal A., Ramaswami B. and Wadhwa W., “Economibdralization
and Indian Economic Growth: What's the Evidence2burnal of
Economic Literature, Vol.49,No.4, 2011, pp.1152-9.19

37.Lai F., Hutchinson J., Li D., and Bai C., "An empal assessment and
application of SERVQUAL in mainland China's mobilemmunications
industry”, International Journal of Quality & Rediity Management,

Vol. 24 Issue: 3, 2007, pp.244 — 262.

~ 219 ~



38.Li W., “Impact of economic reforms on the performarof Chinese state
enterpeises, 1980-1989”, Journal of Political EcopoVol.105, 1997,
pp.1080-1106.

39.Mahambare V. and Balasubramanyam V., “Trade libsbn and
Indian manufacturing sector”, Cardiff Business S#hGardiff, 2005.

40.Mackenzie G., “The Macroeconomic Impact of Privatian”, Staff
Papers - International Monetary Fund, Vol. 45, Rld998, pp. 363-373.
41.Mattoo A. And Rathindran R, “Measuring servicesd&diberalization
and its impact on economic growth: An illustratipnJournal of
Economic Integration, Vol. 21, No.1, 2006, pp. @&1-9
42.Mayer V. and Strasser M., “A closer look at telecderegulation: The
European advantage”, Harvard Journal of Law & Tebbyy, Vol.12,
No.3,1999, pp.562-586
43.Megginson W. and Netter J., “From State to Mark&t:Survey of
Empirical Studies on Privatization”, Journal of Bomic Literature,
Vol. 39, No. 2, 2001, pp. 321-389.
44.Mittal V., and Wagner K, “Satisfaction, Repurchasatent, and
Repurchase Behavior: Investigating the Moderatifigce of Customer
Characteristics,” Journal of Marketing, Vol.38, 20pp.131-42.

45.Mohan C., “Politics of Economic Liberalization india”, Harvard Asian

Quarterly, Volume VII, No. 2, 2003.

~ 220 ~



46.Nagaraj R, “Disinvestment and Privatization in Bidindira Gandhi
Institute of Development Research, Mumbai, 2005.

47.Neogi C. and Ghosh B., “Impact of Liberalisation Barformance of
Indian Industries: A Firm Level Study”,Economic aRdlitical Weekly,
Vol. 33, No. 9, 1998, pp. M16-M24.

48.0zer G., and Aydin S., “National customer satistactindices: an
implementation in the Turkish mobile telephone netitk Marketing
Intelligence & Planning, Vol.23, No.5, 2005, pp364504.

49.Panagriya A., “India in the 1980s and 1990s: A iimpln of Reforms”,
IMF Working Paper, Research Department, Internatidonetary Fund
(IMF), Washington DC, 2004.

50.Parsuraman A., Zeithaml V., and Berry L. “A conagpt model of
service quality and its implications for future easch” Journal of
Marketing, Vol. 49, 1985, pp. 41-50.

51.Parasuraman A., Zeithaml V., and Berry L., “SERVQUA Multiple-
item Scale for Measuring Consumer Perceptions o¥iG&e Quality”,
Journal of Retailing, Vol. 64, No.1, 1988, pp.12-40

52.Patnaik P. and Chandrasekhar C., “Indian Econongeurstructural
Adjustment”, Economic and Political Weekly, Vol.390.47, 1995, pp.

3001-3013.

~ 221~



53.Parameswarn, N., Economic Reforms and Technicatié&ficy Firm
Level Evidence from Selected Industries in Indiagrithg Paper 339,
Centre of Development Studies, Kerala, 2002.

54.Prahalad C., and Ramaswamy V., “Co-opting custocoenpetencies”,
Harvard Business Review, 2000, pp. 79-87.

55.Prasad H., “Impact of Economic Reforms on India’'sjdd Exports:
Policy Guidelines”, IIFT Occasional Paper 12, Imdiastitute of Foreign
Trade, New Delhi, 1997.

56.Rajesh R. and Swamy D., Economic Reforms Efficie@tyange and
Productivity Growth: An Inter State Analysis of Iad Unorganized
Manufacturing Sector, Research Paper Departmeriuohanities and
Social Sector IIT, Chennai, India, 2002.

57.Ram Mohan T. T. and Ray S., “Comparing PerformawicBublic and
Private Sector Banks: A Revenue Maximization E#imy Approach”,
Economic and Political Weekly, Vol. 39, No. 12, 20pp.1271-1276.

58.Ray S., “Did India’'s, Economics Reforms Improvesfidi#ncy and
Productivity? A Non Parametric Analysis of Initi#lvidence from
Manufacturing”, Indian Economics Review, Vol. XXXNVINo. 1, 2002,
pp. 23-57.

59.Rodrik D., “Goodbye Washington Consensus, Hello Rifagon

Confusion? A Review of the World Bank's Economico®th in the

~ 222 ~



1990s: Learning from a Decade of Reform”, JournBlEgonomic
Literature, Vol. XLIV, 2006, pp. 973-987.

60.Ros A., “Does Ownership or Competition matter? Tékbect of
telecommunications reforms on network expansion affetiency”,
Journal of Regulatory Economics, Vol.15, 1999, Gip92.

61.Rudie M., and Wansley H., “The Merrill Lynch Qugliprogram”, in
service marketing in a changing environment, ThoBksh, Gregory
Upah and Valane A, Zeithaml (eds), American MangtAssociation,
Chicago, 1985.

62.Sandesara J., “Industrial reforms in India: Expeses and prospects”,

University of Bombay, Working paper S6/10, May 1996

63.Seetharaman,V.P., “Financial performance of Puddictor Enterprises
in India -A Study of Select Heavy And Medium Engmnag
Enterprises”, Department of commerce, Pondichermivérsity,
Pondicherry, 2000.

64.Seth A., Momaya K., and Gupta H., “Managing the tGoer Perceived
Service Quality for Cellular Mobile Telephony: An mipirical
Investigation”, Vikalpa, Vol.33, No.1, January-MhrQ008, pp.19-34.

65.Sharma, A. and Singh M., “Customers’ perceptualysis of cellular
operators in northern India”, Journal of Servicesé&arch, Vol. 12, Issue

1, 2012, pp.131-152.

~ 223 ~



66.Sharma N, “Customer's Perception on MTNL ServicAs: Indian
Viewpoint”, Global Journal of Enterprise Informati®&ystem, Volume-3
Issue-lll, 2011, pp.14-27.

67.Singh K., “Foreign Direct Investment in India: Aitral Analysis of
FDI from 1991-2005", Centre for Civil Society, Neelhi, 2005.

68.Siggel E. And Agrawal P., “The Impact of Economief&ms on Indian
Manufacturers: Evidence from A Small Sample Surydystitute of
Economic Growth, New Delhi, Working Paper Series Bd300/2009.

69.Subramanian D., “Impact of Deregulation on a PuBkctor Firm: Case
Study of ITI”, Economic and Political Weekly, VaB9, No. 49, 2004,
pp. 5233-5245.

70.Sureshchandar G., Rajendran C., and AnantharamafbD&erminants
of customer perceived service quality: a confirmattactor analysis
approach”, Journal of Services Marketing, Vol.16,1N 2002, pp.9-34.

71.Sutherland E., “The regulation of the quality ofrvsee in mobile
networks”, Info, Vol.9, No.6, 2007, pp. 17-34.

72.Taylor S., and Baker T., “An assessment of thetioglahip between
service quality and customer satisfaction in thenftion of consumers’
purchase intentions”, Journal of Retailing, Vol.R®,.2, 1994, 163-178.

73.Thakur B., Sharma V. and Raj S., “Had Economic Refohad an
Impact on India’s Industrial Sector?”, IOSR Jour@ilHumanities And

Social Science, Vol. 4, No.2, 2012, pp. 01-07.
~ 224 ~



74. Thompson P., DeSouza G., and Gale B., “The st@at@gnagement of
service quality”, The strategic planning Institut€ambridge, MA,
PimsLetter N0.33, 1985.

75.Trivedi P., “Comparative efficiency of public andiyate enterprises:
Further Evidence”, Decision, Vol.17, No.3-4, 19pp,177-198.

76.Van der Wal R., Pampallis A., and Bond C., “Senaerlity in cellular
telecommunications company: A South-African expese®, Managing
Service Quality, Vol.12, No.5, 2002, pp.323-335.

77.Vickers J., and Yarrow G., “Economic perspectives privatization”,
Journal of Economic Perspectives, Vol.5, 1991, pp-132.

78.Vining A. and Boardman A., Ownership versus contfmeti Efficiency
in Public enterprise, Public Choice, Vol.73, 196@2,205-239.

79.Virmani, A., “India’s 1990-91 Crisis: Reforms, Myhand Paradoxes”,
Working Paper No.4, Planning Commission, Governneéninhdia, New
Delhi, 2001.

80.Wallsten S., “Returning to Victorian competition,w@ership and
Regulation: An empirical study of European Telecamioations at the
turn of the 28 century”, working paper, World Bank Group,
Washington D.C., September 2002.

81.Wood D. and Kodwani D., “Privatization Policy andvirer Sector
Reforms: Lessons from British Experience for Indi&conomic and

Political Weekly, Vol. 32, No. 37, 1997, pp. 235853.
~ 225~



Websites:

8.

9.

www.dot.gov.in
www.dpe.nic.in
www.google.co.in
www.india.gov.in
www.moneycontrol.com
www.mtnldelhi.in
www.mtnimumbai.in
www.scholar.google.co.in

www.theacsi.org

10.www.trai.gov.in

11.www.wikipedia.org

~ 226 ~



Annexure:
Questionnaire

A study on the impact of economic reforms on the
performance of MTNL

Questionnaire for customers of MTNL

Dear MTNL subscriber, this questionnaire is desilgteecollect information about how
you feel about the service quality of MTNL in Munb#our responses will be treated
confidential and used only for academic purposeas¥ tick {] the appropriate box for

your answers.

Respondent's Profile

1. What is your gender? [ ] male [ ] female
2. Select your age group.

[ ] below 20 years []120-29 [130-39 [ 140 [ ] 50 and
above

3. What is your occupation?

[ ] Service [] student [ ] Self Employed [ |dPessional [ ]
other

4. What is your monthly income?
[ ] Below Rs.10000 [ ] Rs.10001 to 30000
[ ] Rs.30001 to 50000 [ ] above Rs.50000

5. Select your highest academic or professiondifgpadion? Select only one
[]SSC [ ] Graduate [ ] Post- graduate /Masters
[ ] Diploma/HSC [ ] Professional []1PhD

Customer Satisfaction with Service Quality

6. Which Service(s) of MTNL do you use? Tick aktbervices you used.

[ ] Landline [] Mobile [ ] Broadband [ ] others
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7. How well did the services you received from MTRampare with the ideal/desired
set of services?

Much worse| worse than| Not equal to| Better than | Much better thar
than desired  desired desire desired desired
1 2 3 4 5

8. To what extent have MTNL services met your eiqiemns?

Much worse| worse than| Not equal to| Better than Much better
than expected | expectation| expected than expected
expected
1 2 3 4 5

9. Do you switched to other service operator fdtdveService?
[]Yes [1No
10. Do you have intention to switching to othewsax operator for better Service?
[] Definitely yes []abitYes []Neutral []JabitNo [] Definitely No

11. Overall, what is satisfaction level with thevéee quality of MTNL?

Much worse| worse than| Not equal | Better Much better

than expected to than than expected
expected expectation expected
1 2 3 4 5

Customer Satisfaction with Service Quality Dimensios

In your opinion, how does the service quality of MITmeet your expectations in terms
of following dimensions? Use these responses froBtth answer, where:

1-Much worse than expected 4 -Better than expede
2 -worse than expected 5-Much better than expesd
3 -Not equal to expectation
Dimensions circle only one optionin 1 -5

Tangibles dimension

TAl | MTNL'’s ability to give you access to informatip 1 5 3 4 .
about new plans and services(Website, hoardings)

TA2 | Provision of visually attractive offices, eqmpnt

and materials like pamphlet, posters etc

TA3 | MTNL’s ability to providing variety of facilites etc.| 1 2 3 4 5

TA4 | How appealing are the appearance and behatipr o

employees of MTNL.
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Reliability dimension

RL1 | How timely is the delivery of services of MTNL? | 1 2 3 4 5
RL2 | How truthful (keeping to promises) is MTNL to
1 2 3 4 5
you?
RL3 | How dependable and consistent is MTNL in sajvin 1 5 3 4 .
customers' complaints?
RL4 | How able is MTNL to perform services right the
o 1 2 3 4 5
first time?
RL5 | How able is MTNL to insist on error-free recsrd 1 2 3 4 5
Responsiveness dimension
RS1 | MTNL's ability to tell customers exactly when
_ _ 1 2 3 4 5
services will be performed?
RS2 | How able is MTNL to give prompt custon er1 ) 3 4 .
services and attend to customers’ needs/problems?
RS3 | How are employees' willing to help customers in
o 1 2 3 4 5
emergency situations?
RS4 | How are the employees approachable and easy to
1 2 3 4 5
contact?
RS5 | Employees' ability to communicate clearly with
1 2 3 4 5
you.
Empathy dimension
EML1 | Having convenient periods & terms for activation,:L 5 3 4 .
recharge, and accounts suspension, free call timgs
EM2 | Having operating hours convenient to all customersl 2 3 4 5
EM3 | Having sound loyalty program to recognize you as ]a-. 5 3 4 .
frequent customer
EM4 | Having the customer's best interest at heart 1 2 3 5
EMS5 | Giving individual customer attention by employees 12 3 4 5
EMG6 | Efforts to understand specific customer needs. 1 3 4 5
EM7 | Apologizing for inconvenience caused to customers 12 3 4 5
Assurance dimension
AS1 | Ability to provide variety of value added sems-
1 2 3 4 5

Music, access to internet, SMS, MMS, etc.
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AS2 | Sincerity and patience in resolving customleri'

complaints/problems

AS3 | The behavior of employees in instilling confide

in customers.

AS4 | Employees' use of required skills and knowletige

answer customers' questions.

Economy dimension

EC1 | Prepaid and postpaid plans, recharge cardshairg

denominations?

EC2 | The call charge per minute/second? 1 2 3 4

Technical Quality dimension

TQL1 | Successful in completion of calls, SMS, MM%gl 1 5 3 4
activation, downloads, etc

TQ2 | Employees have technical knowledge and skills i

solving customer problems

TQ3 | Network clarity and speed for call and other

services

TQ4 | Network innovativeness ability to use current

technology to improve services

TQ5 | Providing adequate network coverage 1 2 3 4

IMAGE dimension

IM1 | How successful is MTNL?

| P
NN
KRB Y]

N

IM2 | What is the reputation of MTNL?

| —_
NY
O
.

O
I~

IM3 | What is the brand image of MTNL?

IM4 | How socially responsible is MTNL? 1 2 K 4

Thank you for taking time to complete this questiomaire!
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