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ABSTRACT: The telecommunications industry within the sector of information and communication 

technology is made up of all Telecommunications/telephone companies and internet service providers and plays 

the crucial role in the evolution of mobile communications and the information society. The main objective of 

the study is to make a comparative study among the satisfaction level ofAirtel and Jio customers. The study 

focuses on identifying the different factors influencing the satisfaction level of customers. The major finding of 

the study is that there is no significant difference in the factors affecting the satisfaction level of Airtel and 

Reliance Jio. From this study it can also be observed that there are some variables where customers are more 

satisfied with Jio than compared to Airtel.  Results of the study shows that Jio is a more economical choice, 

customer are satisfied with the schemes and offered by Jio, customers are also satisfied with the local call cost 

per minute offered by the company, on the contrary there are some variables like better network coverage where 

Airtel enjoys higher level of customer satisfaction than Jio.  
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I. INTRODUCTION 

In present time life appears to be more and more dependent on the need of telecom products and services, the 

global market for telecommunication is signify to rise at an exceptional rate over the following years. Few 

famous sections of telecommunication industry are long-distance carriers, wireless communication, domestic 

telecom services, communications equipment, processing systems and products, and foreign telecom services. 

The global telecommunications market is repeatedly changing on account of the ongoing innovations and 

developments taking the position again and again rapidly. 5G trials and its deployment in the market will be a 

focal point in the years to appear. Carriers are likely to struggle with improving their network and offering 

stretched services to their customers by network densification and utilize small cells. Installing more fibre 

infrastructure and magnifying effectiveness of range will also be the objective for carriers. 

There are different elements encouraging the development of the global telecommunication market counting, the 

advanced technology, extreme market competition, and excessive investments in latest technologies in 

telecommunication industry, like wireless communication and satellite. Some of the extra elements behind the 

development of the global market comprise: affordable services, new services such as e-agriculture and e-

education, and requirement of high-speed internet. On the contrary, the tremendous charges of value-added 

services may restrain the development of the market. In inclusion to this, managing security will also create a 

challenge. 

Services provided by top companies in the telecommunication market comprise storage area networks, storage 

products, storage networking services, entry-level servers, enterprise networking services, 3G services, calling 

https://en.wikipedia.org/wiki/Telecommunication
https://en.wikipedia.org/wiki/Telephone_company
https://en.wikipedia.org/wiki/Internet_service_provider
https://en.wikipedia.org/wiki/Mobile_communication
https://en.wikipedia.org/wiki/Information_society
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cards, broadband networks, and application networking services. The figure of internet users globally has been 

growing aggressively by the day and thus, in the telecommunications market, the market for Internet-based 

services is presently booming and is at its brim.  

Indian Telecom Market has endorsed remarkable changes. Presently India is the world’s second-largest 

telecommunications market after china and has recorded intense development in the past 15 years. The Indian 

mobile market is rising speedily and will contribute significantly to India’s Gross Domestic Product (GDP), 

according to report prepared by GSM Association (GSMA) in collaboration with the Boston Consulting Group 

(BCG). The nation is the fourth largest app market in the globe. 

There is lack of agreement among researchers on the topic of customer satisfaction. Customer satisfaction is a 

debatable and conceptual concept and the actual presentation of the level of satisfaction vary from person to 

person and product to product or service to service. The level of satisfaction depends upon the number of 

psychological and physical unsteady factors which associate with the satisfaction behaviours such as return and 

recommend rate. The level of satisfaction can also differ, depending on the other options; the customers may 

have another organisation product with which the customer may compare the organisation products. 

This is because several researchers have looked the concept from different perspectives. (Rust & Oliver, 1994) 

suggest that customer satisfaction or dissatisfaction - a “cognitive or affective reaction” - emerges as a response 

to a single or continues set of service encounters. 

In the words of (Giese &Cote, 2000), consumer satisfaction includes three basic components including the type 

of response (cognitive, affective); the centre of interest or the subject on which the response is focused; and the 

moment in time at which the evaluation is made. But (Anderson &Fornell, 1994) literature is not very clear 

about the difference between quality and satisfaction. Satisfaction is a “post consumption” experience which 

compares perceived quality with expected quality, where service quality refers to a global evaluation of a firm's 

service delivery system (Anderson &Fornell, 1994; Parasuraman et al., 1985). According to (Besterfield, 

1994, Barsky, 1995 & Kanji), customer satisfactions have been approached in a different way. As expressed by 

(Levesque & McDougall, 1996), satisfaction has conceptualized as an overall, customer attitude towards a 

service provider. Also customer satisfaction has been described as an effective response, focused on product 

performance compared to some pre-purchase standard during or after consumption (Halstead et al., 1994). 

According to (Mano & Oliver, 1993), satisfaction is an attitude or evaluative judgement varying along the 

hedonic continuum focused on the product, which is evaluated after consumption. This was redefined by 

(Fornell, 1992), he recognized satisfaction as an overall estimation based upon the total purchase and 

expenditure experience focused on the perceived service performance compared with pre-purchase expectations 

over time.  

II. LITERATURE REVIEW 

(Leelakulthanit and Hongcharn, 2011) investigated the determinants of customer satisfaction by interviewing 

400 mobile phone users in Thailand. There research initiate that the promotional value, quality of customer 

service at shops and corporate image play the most important role in determining customer satisfaction.  
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(Alom et al.,2010) interviewed 60 university students in Bangladesh who were also mobile users, to classify the 

determinant factors in selecting mobile service providers. Conclusion of that study shows that two factors, brand 

image and perceived call rate, to have the most influence on the consumers’ selection decision of a mobile 

service provider in Bangladesh. 

(Sadia et al., 2011) done there research on customer loyalty in the telecommunication industry in Pakistan, 

sample size for this research was 146 and population of this research was cell phone users in Pakistan. The 

conclusion of this study that customer loyalty is shaped mainly by: trust, service quality, staff loyalty, and 

switching cost.  

(Balaji,2012) investigated the Customer Satisfaction with Indian Mobile Services by interviewing 199 post-paid 

mobile subscribers in a major city in India. The as for examine the framework of the causal relationships among 

customer expectations, quality, value, satisfaction and loyalty the American Customer Satisfaction Index (ACSI) 

model is used. The results of this study show that perceived quality is an important interpreter for customer 

satisfaction, which ultimately results in trust, price tolerance and customer loyalty. 

(Boohene&Agyapong,2011) has done there research on of 460 clients of Vodafone Telecom Company in 

Ghana. Conclusion of this study is that satisfaction does not necessarily lead to loyalty, while service quality 

was found to be strongly and positively linked with loyalty.  The findings of this study revealed that customer 

satisfaction is already built into service quality. Customers recognize service quality positively, if they are 

satisfied with the service provider and with the services offered to them. 

(Almossawi, 2012) has done there research on Customer Satisfaction in the Mobile Telecom Industry in 

Bahrain: Antecedents and Consequences. This study sheds some light on the importance and consequences of 

satisfaction in the competitive telecom industry in Bahrain. The research concludes that the Companies which 

manage to satisfy their customers, retain them for as long as possible, and hopefully turn them into loyal 

customers, will certainly be in a better competitive position. Results of the study revealed that the mobile users 

switched from one provider to another due to their dissatisfaction with their previous providers or due to better 

offers, image, and reputation of the new provider. In this study, the major determinants of switching are found to 

be factors such as “had a better offer”, “dissatisfied with the charges applied by the previous provider”, and “the 

new provider has stronger signal coverage.” 

(Hossain & Jahan Such,2013) has done there research on influence of customer satisfaction on loyalty: a study 

on mobile telecommunication industry in Bangladesh. The study analysed the relationship between customer 

satisfaction and customer loyalty towards various telecom service provider of telecom industry in Bangladesh. 

Finding of this study revealed that communication, price, value-added service, convenience in usage and 

customer service are positively related to customer loyalty. The study also revealed that sales-promotions are 

not related to the customer loyalty 

(Achour, M., N.P.M. Said & A. Boerhannueddin, 2012) has done there research on Customer loyalty: The 

case of mobile phone users in university Utara Malaysia. In this research the relationship between customer 

loyalty, brand image service quality and switching barriers are examined. The population of this research was 

composed of the staff and student users of mobile phones in University Utara Malaysia (UUM). The population 
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size was 28,790 users and sample size of this research was 378 users. The research conclude that all factors have 

positive effect in customer loyalty and the analysis result also specify that brand image of the company in 

market positively affects customer loyalty. 

(Khan &Afsheen, 2012) has done there research on Determinants of Customer Satisfaction in Telecom Industry 

- A Study of Telecom industry in Peshawar KPK Pakistan. The objective of this study was to analysis those 

factors that can influence customer satisfaction in telecom industry. The population of this research was private 

university students of Peshawar. The sample size of this research was 150 users. The research concluded that 

price fairness and coverage are the key factors contributing towards customer satisfaction of University students. 

Furthermore coverage and customer services also impact the customer satisfaction regarding any service 

provider. 

(Sornapriya&Sathiya, 2017) has done there research on Customer Satisfaction towards Reliance Jio Network 

in india. The purpose of the research was to analysing the satisfaction level of the customer towards Jio network.  

The sample size of this research was 50 reliance Jio network users. Finding of this study revealed that majority 

of the respondents (52%) are satisfied with Jio services also majority of the respondents (64%) are suggesting to 

improve the network coverage of Jio. So the study recommended to increase the quality of their services. To 

remove the network problem and calling congestion, the study also suggests to install the towers in the place of 

unavailability of network and the remote areas. 

(Singh, 2016) interviewed 200 reliance Jio users in Ghaziabad, to classify the Consumer Attitude towards 

Reliance Jio in India. Finding of the study shows that out of 200 sample sizes of customers, 168 customers are 

satisfied with Reliance Jio services and 32 customers are dissatisfied. The research concludes on the growing 

customer satisfaction towards reliance Jio and the study had also identifiedthe factors which are responsible for 

customer satisfaction towards reliance Jio.  

(Zahoor, 2015) interviewed 100 HNI,JKBank Corporate plan and Dongle customers of Srinagar, to classify 

customer satisfaction of Aircel customers. In this study the customer’s expectation from the various segments 

and the problems faced by them were identified. In this study majority of customer had suggested to improve 

network coverage, improve internet speed and improve customer service. Finding of the study shows that Aircel 

is doing extremely well in the area of tariff plan and brand image, but the company also have broad scope of 

improvement in the field of network coverage and internet speed. 

(Kumar&Moorthy, 2017) has done there research on customer satisfaction towards Airtel with special 

reference to Dharampuri [District]. The sample size of this research was 100 Airtel prepaid users. The research 

conclude that the service provided by Airtel Prepaid mobile User is at satisfactory level to the respondent’s .But 

most of the respondents are not satisfied with the features of the phone. Airtel Prepaid mobile User should focus 

on the promotional measures as equal to the private service providers to enhance their service activity to satisfy 

their customers. 
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III. RESEARCH METHODOLOGY 

Objectives of Study  

 To assess the level of customer satisfaction prevalent in the mobile service provider. 

 To identify the factors influencing the customer satisfaction of mobile service users. 

 To make a comparative study on the Airtel and Jio customers regarding satisfaction on different 

factors.  

Research Design  

Sample Size 

The present study consisted of 100 customers. Random sampling was done among the telecom service users. 

Sampling Method 

Judgmental sampling has been used in this study.  

Sampling Area 

Delhi and NCR Region 

Data Collection 

Research data was collected through a questionnaire. Total 100 questionnaires were distributed randomly which 

included students, self-employed, employed and others. The confidentiality and anonymity of the respondents 

has been cautiously maintained. 

Statistical Tools Used 

SPSS 18 used for analysis. 

 

IV. ANALYSIS & INTERPRETATION 

Table 1: Demographic profile of Respondents 

Demographic variable Percentage (%) 

Gender Female 

Male 

46 

54 

Age 15-21 

21-28 

More than 28 

35 

55 

10 

Occupation  Professional 

Self employee 

Student 

Other 

20 

13 

59 

8 

Income 0-10000 

10000-30000 

30000-80000 

Above 80000 

63 

16 

15 

6 

Which telecom provider do you use? Airtel 

Reliance Jio 

Other 

41 

32 

27 

What type of telecom service you use? Prepaid 

post-paid 

92 

8 

What Kind of mobile network do you use? CDME 

2G/3G 

4G 

1 

9 

90 

From how long you are availing the service 

of the present service provider? 

Less than 1 year  

2 years 

3 years 

46 

21 

9 
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More than 3 years 24 

What are your monthly expenses spent on 

your mobile service? 

Less than 200 

200-400 

More than 400 

42 

35 

23 

Are you using more than one SIM at a 

time? 

Yes, of different provider 

Yes, of same provider 

No  

66 

12 

22 

 

If you were permitted to retain your current 

phone number that you have, than would 

you change your current service provider? 

Yes 

No  

Not sure 

40 

41 

19 

Would you recommend your telecom 

service provider to other? 

Yes 

No  

Not sure 

70 

8 

22 

 

Table 2: Reliability Statistics 

Cronbach’s Alpha N of Items 

.939 27 

 

Cronbach’s alpha is a measure of internal consistency, that is, how closely related a set of items are as a group. 

It is considered to be a measure of scale reliability. A "high" value for alpha does not imply that the measure is 

unidimensional. Theoretically, Cronbach’s alpha results should give you a number from 0 to 1, but you can get 

negative numbers as well. A negative number indicates that something is wrong with your data perhaps you 

forgot to reverse score some items. The general rule of thumb is that a Cronbach’s alpha of .70 and above is 

good, .80 and above is better, and .90 and above is best. Cronbach’s alpha for this data is .939 so the data is 

reliable. 

Table 3:  KMO and Bartlett's test 

Kaiser-Meyer-Olkin Measure of Sampling Adequacy. .877 

Bartlett's Test of Sphericity 

Approx. Chi-Square 1675.692 

Df 351 

Sig. .000 

 

This table shows two tests that indicate the suitability of your data for structure detection. The Kaiser-Meyer-

Olkin Measure of Sampling Adequacy is a statistic that indicates the proportion of variance in your variables 

that might be caused by underlying factors. High values (close to 1.0) generally indicate that a factor analysis 

may be useful with your data. If the value is less than 0.50, the results of the factor analysis probably won't be 

very useful. Value of the data is .877, so the data is justified. Bartlett's test of sphericity tests the hypothesis 

that your correlation matrix is an identity matrix, which would indicate that your variables are unrelated and 

therefore unsuitable for structure detection. Small values (less than 0.05) of the significance level indicate that a 

factor analysis may be useful with your data. 

 



Volume 9, Special Issue 3, May 2019, International Conference on Ethics and Integrity in Management and 

Legal Practices, K. R. Mangalam University, Haryana, India, 8-9 February 2019 

http://indusedu.org                                                                                                                                                             Page 15 

International Journal of Research in Engineering, IT and Social Science, ISSN 2250-0588 

Table 4: Total Variance Explained 

 

 

 

 

Component Initial Eigenvalues Extraction Sums of Squared 

Loadings 

Rotation Sums of Squared 

Loadings 

Total % of 

Variance 

Cumulative 

% 

Total % of 

Variance 

Cumulative 

% 

Total % of 

Variance 

Cumulative 

% 

1 10.689 39.587 39.587 10.689 39.587 39.587 5.637 20.877 20.877 

2 3.302 12.230 51.817 3.302 12.230 51.817 3.788 14.030 34.907 

3 1.436 5.319 57.136 1.436 5.319 57.136 3.597 13.324 48.230 

4 1.130 4.185 61.321 1.130 4.185 61.321 2.446 9.059 57.289 

5 1.084 4.013 65.334 1.084 4.013 65.334 2.172 8.044 65.334 

6 .982 3.637 68.971 
      

7 .848 3.140 72.111 
      

8 .815 3.019 75.129 
      

9 .726 2.688 77.817 
      

10 .643 2.382 80.199 
      

11 .611 2.263 82.462 
      

12 .605 2.240 84.702 
      

13 .558 2.066 86.768 
      

14 .463 1.714 88.482 
      

15 .400 1.481 89.963 
      

16 .363 1.344 91.307 
      

17 .352 1.305 92.613 
      

18 .302 1.117 93.730 
      

19 .278 1.030 94.760 
      

20 .247 .916 95.676 
      

21 .231 .854 96.530 
      

22 .223 .826 97.356 
      

23 .187 .694 98.050 
      

24 .153 .568 98.618 
      

25 .142 .524 99.142 
      

26 .121 .448 99.590 
      

27 .111 .410 100.000 
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Factor-1 Information: Sales promotion has a major effect on consumer’s brand choice, purchase time, and 

purchase quantity decision. Sales promotion can affect the consumers’ buying decision such as brand choice and 

brand switching. In other words, organizations use sales promotion as a tool that can convince customer to 

purchase any product or service. To examine this factor, variables put under this factor are shown in Table 5 

below. 

Table 5: Factor-1 Information 

Serial no. Variables  Factor loading 

1. The popularity of the company  influence me to use my current 

network provider. 

.651 

2 The advertisements of the company influence me to use my 

current network provider. 

.685 

3 My friends influence me to use my current network provider. .677 

4 I choose my current network provider randomly. .640 

5 I do think that advertisements made by company inform me about 

their products. 

.659 

6 I am getting information about new offers offered by my current 

network provider from TV Advertisement. 

.805 

7 I am getting Information about new offers offered by my current 

network provider from newspapers. 

.823 

8 I am getting information about new offers offered by my current 

network provider from magazines. 

.763 

9 I am getting information about new offers offered by my current 

network provider from internet. 

.603 

10 I am getting information about new offers offered by my current 

network provider from word of mouth .561  

 

Factor-2 Quality Services:The success of telecommunication industry depends on prudent efforts and feasible 

investments. In a competitive market, service providers are expected to compete on both price and quality of 

services and also it is necessary for the service providers to meet the consumers’ requirements and expectations 

in price and service quality.Services mainly depend on some factors and customers are always try to buy that 

product which has many factors or attributes fulfilling their desire. To examine this factor, variables put under 

this factor are shown in Table 6 below. 
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Table 6: Factor-2 Quality Services 

 

Factor-3Tariff Plans:Telecommunications services are undifferentiated products and therefore, mobile phone 

subscribers will be willing to pay for services only when they are satisfied, otherwise, they will switch to 

another operator. As a result the customers will look for their value for the money they are willing to pay for 

their desired services from the mobile phone operators. Consequently, Customer satisfaction varies on different 

types of tariff (net tariff, off net tariff and FNF tariff) charged by the mobile phone operators.To examine this 

factor, variables put under this factor are shown in Table 7 below. 

Table 7: Factor-3 Tariff Plans 

Serial no. Variables  Factor loading 

1. The tariff plan of telecom providers influences me to use my 

current network provider. 

.692 

2 At the time of purchasing a connection, Brand Image/Customer 

service/Network coverage/Advertisement plays some role in 

influencing my decision. 

.549 

3 I am satisfied  with the local call cost per minute offered by my 

current network provider. 

.740 

4 I am satisfied with the Special offer introduced by my current 

network provider. 

.639 

5 I am satisfied with the Recharge cost offered by my current 

network provider. 

.748 

Factor-4 Internet: There are different type of internet services provide by service provider-1G,2G,3G,4G and 

5G. 1G –cell phone begin in 1980 with 1G. They offer only voice service. The max speed of 1G is 2.4 kbps.2G-

took place in 1991 on GSM networks. The 2G telephone technology introduced call and text encryption, plus 

data services like SMS, picture messages, and MMS. The max speed of 2G with General Packet Radio Service 

(GPRS) is 50 Kbps or 1 Mbps. 3G-introduced in 1998. G ushered in faster data-transmission speeds so you 

could use your cell phone in more data-demanding ways like for video calling and mobile internet. The max 

Serial no. Variables  Factor loading 

1. I am satisfied with the Data plans offered by my current service 

provider. 

.545 

2 My current service provider is Economical. .591 

3 I am satisfied with the New schemes & offers offered by my service 

provider. 

.659 

4 I am satisfied with the voice quality (that is, the amount of voice 

distortion or background noise) provided by my network service 

provider. 

.686 

5 I am satisfied with the level of drop-out (either partial or complete) 

from my network service provider. 

.582 

6 Overall I am satisfied with my network service provider. .815 
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speed of 3G is estimated to be around 2 Mbps for non-moving devices and 384 Kbps in moving vehicles.4G-

The fourth generation of networks is called 4G, which was released in 2008. It supports mobile web access like 

3G but also gaming services, HD mobile TV, video conferencing, 3D TV and other things that demand higher 

speeds. The max speed of a 4G network when the device is moving is 100 Mbps or 1 Gbps.5G is a not-yet-

implemented wireless technology that's intended to improve on 4G. 5G promises significantly faster data rates, 

higher connection density, much lower latency, among other improvements.To examine this factor, variables put 

under this factor are shown in Table 8 below. 

Table 8: Factor-4 Internet 

Serial no. Variables  Factor loading 

1. I am satisfied with the Network Coverage of my current service 

provider. 

.757 

2 I am satisfied with the Internet speed provided by my current 

service provider. 

.743 

3 I am satisfied with Downloading speed offered by my service 

provider. 

.502 

 

Factor-4 International Services: 

Table 9: Factor-4 International Services 

Serial no. Variables  Factor loading 

1. My families influence me to use my current network provider. .753 

2 I am satisfied with the international call rate of offered by my 

current service provider. 

.714 

 

Table 10 consists of comparative analysis of Airtel and Reliance Jio on the basis of different factors which 

affect the satisfaction of a customer in some manner.  

H0: there is no significant difference in the factors affecting the satisfaction level of Airtel and Reliance 

Jio. 

Table 10: Comparative Analysis of Airtel and Jio 

Variables Network provider Mean 

(Std. Deviation) 

p-value Remarks 

The popularity of the company  

influence me to use my current 

network provider 

Airtel 
4.21 

(1.037) 

.904 No significant 

difference  

Reliance Jio 
4.40 

(.9456) 

 The advertisements of the 

company influence me to use 

my current network provider. 

Airtel 
3.80 

(1.030) 

.302 No significant 

difference  

Reliance Jio 
3.78 

(.9064) 
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The tariff plan of telecom 

providers influences me to use 

my current network provider. 

Airtel 
4.04 

(1.223) 

.023 Significant 

difference exist 

Reliance Jio 
4.53 

(.6712) 

My families influence me to use 

my current network provider. 

Airtel 
3.68 

(1.213) 

.461 No significant 

difference 

Reliance Jio 
3.31 

(1.255) 

My friends influence me to use 

my current network provider. 

Airtel 
3.58 

(1.377) 

.036 Significant 

difference exist 

Reliance Jio 
3.81 

(1.090) 

I choose my current network 

provider randomly. 

Airtel 
3.63 

(1.337) 

.647 No significant 

difference  

Reliance Jio 
3.46 

(1.294) 

At the time of purchasing a 

connection, Brand 

Image/Customer 

service/Network 

coverage/Advertisement plays 

some role in influencing my 

decision. 

Airtel 
4.07 

(1.058) 

.792 No significant 

difference  

Reliance Jio 
4.31 

(.8590) 

I do think that advertisements 

made by company inform me 

about their products. 

Airtel 
3.95 

(1.116) 

.559 No significant 

difference  

Reliance Jio 
3.93 

(.9136) 
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I am getting information 

about new offers offered by 

my current network 

provider from TV 

Advertisement. 

Airtel 4.02 

(1.172) 

.624 No significant 

difference  

Reliance Jio 
4.21 

(.9749) 

I am getting information 

about new offers offered by 

my current network 

provider from newspapers. 

Airtel 
3.82 

(1.070) 

 No significant 

difference  

Reliance Jio 
3.68 

(1.029) 

I am getting information 

about new offers offered by 

my current network 

provider from magazines. 

Airtel 
3.75 

(1.199) 

.209 No significant 

difference  

Reliance Jio 
3.81 

(1.119) 

I am getting information 

about new offers offered by 

my current network 

provider from internet. 

Airtel 
3.95 

(1.160) 

.103 No significant 

difference  

Reliance Jio 
4.43 

(.6189) 

I am getting information 

about new offers offered by 

my current network 

provider from word of 

mouth. 

Airtel 
4.00 

(.9746) 

.717 No significant 

difference  

Reliance Jio 
4.00 

(.9158) 

I am satisfied with the local 

call cost per minute offered 

by my current network 

provider. 

Airtel 
4.24 

(.9428) 

.196 No significant 

difference  

Reliance Jio 
4.62 

(.6599) 

I am satisfied with the 

international call rate of 

offered by my current 

service provider. 

Airtel 
3.90 

(.9435) 

.602 No significant 

difference  

Reliance Jio 
3.93 

(.8400) 

I am satisfied with the 

Special offer introduced by 

my current network 

provider. 

Airtel 
4.07 

(.8482) 

.185 No significant 

difference  

Reliance Jio 
4.21 

(.6591) 

I am satisfied with the 

Network Coverage of my 

current service provider. 

Airtel 
4.20 

(1.017) 

.166 No significant 

difference  

Reliance Jio 
4.03 

(.8224) 

I am satisfied with the 

Internet speed provided by 

my current service provider. 

Airtel 
4.12 

(1.099) 

.299 No significant 

difference  

Reliance Jio 4.21 
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My current service 

provider is Economical. 

Airtel 
3.80 

(1.077) 

.571 No significant 

difference  

Reliance Jio 
4.37 

(.7931) 

(.7924) 

I am satisfied with the 

Recharge cost offered by 

my current network 

provider. 

Airtel 
4.00 

(1.183) 

.065 No significant 

difference  

Reliance Jio 
4.31 

(.6927) 

I am satisfied with the Data 

plans offered by my current 

service provider. 

Airtel 
4.12 

(1.053) 

.281 No significant 

difference  

Reliance Jio 
4.37 

(.7071) 

I am satisfied with 

Downloading speed offered 

by my service provider. 

Airtel 
3.97 

(1.083) 

.494 No significant 

difference  

Reliance Jio 
4.03 

(.8607) 

I am satisfied with the New 

schemes & offers offered 

by my service provider. 

Airtel 
4.02 

(.9614) 

.411 No significant 

difference  

Reliance Jio 
4.31 

(.6444) 

I am satisfied with the 

voice quality (that is, the 

amount of voice distortion 

or background noise) 

provided by my network 

service provider. 

Airtel 
4.00 

(1.095) 

.672 No significant 

difference  

Reliance Jio 
4.12 

(.9418) 

I am satisfied with the level 

of drop-out (either partial 

or complete) from my 

network service provider. 

Airtel 
3.80 

(1.005) 

.068 No significant 

difference  

Reliance Jio 
4.12 

(.7513) 

I had made some 

complaint(s) to my network 

service provider  

and I am satisfied with the 

way that my network 

service providers have 

handled it. 

Airtel 
3.63 

(1.042) 

.424 No significant 

difference  

Reliance Jio 
3.87 

(.9755) 

Overall I am satisfied with 

my network service 

provider. 

Airtel 
4.26 

(.8667) 

.703 No significant 

difference  

Reliance Jio 
4.00 

(.9158) 
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In this table, there are total 27 variables and the result indicates that the probability value of t statistic is less 50 

percent level of significance in case of only two following variables:- 

 Influence of tariff plan while choosing a new network 

 Influence of friends while choosing a new network 

Hence with 95 of confidence level the null hypothesis of no significant difference in the factors affecting the 

satisfaction level of Airtel and Reliance Jio in case of above mentioned variables cannot be accepted.Therefore 

it can be concluded that there exist significant difference among the customer satisfaction level of Airtel and 

Reliance Jio. 

From the above table, with the help of mean scores it can be seen that reliance Jio is more popular in between 

the consumer as compared to Airtel. As per the results of mean deviation it can be seen that advertisement 

produced by Airtel are more influencing as compared to relianceJio.  Whereas, tariff plans and call rates of 

reliance Jio is better than Airtel., so Jio local cost per minute is better than as compared to Airtel. There is no 

difference in customer satisfaction in international call rate for both service providers. It is also found 

thatcustomers are more satisfied with special offer introduced by reliance Jio as compared to Airtel. However 

the network coverage of Airtel is much better than Reliance Jio. Internet speed, Downloading Speed, Data 

Plans, recharge packages, new schemes, voice quality of Jio is better than Airtel. In comparison to Airtel, Jio is 

offering better services to their customers.  

 

V. DISCUSSION & CONCLUSION 

The study identifies the five factors which influences the satisfaction level of mobile service users. These factors 

are named as Information, Quality Service, Tariff Plans, Internet, International Call Rates. Analysis of the study 

reveals that there are many variables where Jio is better than Airtel and customers are more satisfied with Jio 

than compared to Airtel.Jio is more popular than Airtel asJio have better internet speed, have better calling rates, 

have better tariff plans, have better downloading speed, economical than Airtel whereas, Airtel is enjoying 

better network coverage. Although, promotional activities undertaken by Jio is more influential than Airtel.One 

major finding which comes under noticed that Airtel users are more satisfied than Jio users. It is advisable that 

mobile service providers should have more economical call rates with better network coverage in remote areas 

and internet speed, should try to introduce new improved offers and schemes so that they can retain their 

customers and capture more market share. Improvement in the customer care services will enrich their CRM 

practices and help them in gaining competitive edge over their customers.  

The result of the study has important managerial implications: managers of mobile telecommunication industry 

of Delhi NCR can apply the findings to manage their business and improve their services quality.  
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