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we have collected the information about the opinion of the
respondents towards their cell phone service providers.
Methodology - Asample of 120 respondents were chosen
on the random basis, from college going youths related to
a renowned private college of Bilaspur city. With the help
of questionnaire, the respondents were asked the name of
their service provider, and then their opinion about the
services of cell phone service provider and what are the
positives and negatives points. This information were
tabulated and processed through proper statistical methods,
and the results were founded. In the result section we were
able to draw a rank of the service providers on the basis of
their customer’s opinion.

Company wise Analysis - There are four main cellular
service provider companies in the research area. These all
are also well known players in national level. In which
3(Vodafone- Idea, Airtel, Reliance Jio) are belonging to
povate sector and 1(BSNL) is from government sector.

the area, and started service in year 2005, but the
percentage 30% of customers are using services of the
company. So it has got second position in our research
area, and same as the BSNL, customers have a strong
reason to be with Airtel company, that their numbers are
very old and distributed by them to near & dear ones. The
Airtel is updating his recharge and data plans according to
the market trends, this is another reason that company got
second position in

3. Vodafone-ldea (Vi) - This is one of the oldest
companies on the basis of providing services in research
area. lt is the alliance of two companies named Vodafone
and Idea. Approx 23.35% of total respondents are using
services of Vi, so it has got third position in our research
study. According to the data collected through questionnaire
they are with the idea company from 1 to 4 years. They
have not changed or Port their provider even better plans/
tariffs offered by other companies. The customers of Vi

'S. Name of the No. of Resp Percentage? have many reasons for continue usage of his services such
- service Provider -ondents as — It has better network than any other companies, their
1 | BSNL 07 5.84% numbers are very old and provided to their friends and
2 | Vodafone-ldea (Vi) | 28 23.35% relatives, the company presents better offer time to time,
3 | Amtel 36 30% the call rates are reasonable etc.
£ | Reliance Jio 49 40.81% 4. BSNL -This s only company of government ownership
Total 120 100% | and providing services since 1998, but surprisingly it has
Sowsce: Primary data very low customer base. Only 5.84% respondents are using
I the services of the company, and they have a single reason
Customer Base that their numbers are very old so they are with the company,.
i It means the customers are ‘with BSNL not only by their
| ® BSNL choice. So they are not asked for customer satisfaction.
) The main drawback of the BSNL is that it does not update
= Vi its services according to the market trends, so it has
Airtel continuously declined the number of customers, and got
) last position in our research study.
E Jio Conclusion - After analyzing all the information and data
collected from the respondents, it is very clear that

S e above table we can easily understand the
@osition of the cell phone service provider
WSS such as their individual customer base,
& oF e number of customers, and their stake in
2er of the respondents in the research area.
P of above data we can rank the service
HDw mentioned manner.
2 - This is a newest service provider of the
#s services in November 2016. Jio is a
I OF of the cellular sector in India, and
& Wol= services in research area. It has a
=porox 41% in research area. Due to the
B&F &€ enabled smart phones and low
=1 #0 has launched many 4G enabled
. and it has captured the market,
=800 0 our research area. The customers
2We main reasons such as- faster data
of woice and competitive call rates etc.
b & is also an old service provider of

® Connectivity is a major issue till today in this area,
though our research area is a non tribal or normal area,
but clarity of voice and call drop is a real problem. On
the basis bases of this point, Reliace Jio has been
ranked first by youth customers.

®  Now aday, majority of the youth are using smart phones
instead of basic phones, so uses of multimedia
services, internet facility, and daia recharge are very
common among them. They are habitat of using more
data after launching the services of Reliance Jio.

® Another important point has noticed that there is no
brand loyalty in users because they change their
service providers usually. Mobile number port (MNP)
facility is playing an important role in this trend.

® A number of users are using two or more sim at the

°  sametime, and they use different numbers during calls,
massaging and data usage. Availability of dual or multi
sim mobile phone is promoting this tendency of users.

* Internet facility in cell phones empowered youths
through knowledge enhancement and access in huge
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A Study of Customer Opinion towards Cellular Services
With special reference to the Youth of Bilaspur City (C.G.)

Dr. K.L.Tandekar™ Shaikh Tasleem Ahmad™*

Abstract- Thisis a research study conducted in a non tribal or normal area named Bilaspur city, which is the second
largest city of Chhattisgarh State according to the population as well as the number of cell phone users. Communication
sector is one of the most competitive sectors in India, and mobile phones have been included as a basic need in the
common men's life. In this study we have tried to know the opinion of the youths of Bilaspur city about their cellular
service providers. Only college going youths of a private college of Bilaspur city, had chosen as respondents, on
random basis. They were asked the questions related to the experiences of Cell phone services they were using. The
researcher had tried to know the customer’s reasons behind the selection of service providers, the number of subscribers
of different companies, and their percentage also, in a sample of 120 respondents. Reliance Jio, Airtel, Vodafone-ldea
and BSNL are the cellular service providers of the research area, and they got the position of First, second, third and
last respectively. Data speed, data limit provided by the companies, recharge plans were the determining factors for

the decisions of the respondents.

Key words - Communication Sector, Service Provider, Customer’s opinion.

Introduction - This is a specified research which is related
10 the services of cellular companies working in Bilaspur
City Municipal corporation area. Bilaspur city is the part of
Bilaspur district of Chhattisgarh State, a non tribal or normal
area according to revenue records. Bilaspur city is
approximately 402 years old and the name of “Bilaspur” is
used after the Fisher-woman named “Bilasa”. Bilaspur
region is encircled by Korea area of Chhattisgarh state in
the north, Anuppur locale of Madhya Pradesh in the south,
Mungeli and Kabirdham region of Chhattisgarh in the west,
newly made Balauda Bazar-Bhatapara district of
Chhattisgarh in the south and Korba and Janjgir-Champa
districts of Chhattisgarh in the east. The area of the district
IS 8272 square kilometer. The total population of the district
is approximately 2663629 according to census 2011, of
which 1351574 were male and 1312055 were female and
presently 8 tehsils, 7 blocks and 910 villages are included
in Bilaspur district. It is the second-largest city after Raipur
City Metro area.

The population of Bilaspur district is 10.43% of State’s
population, and the density is 322 km2. The literacy rate of
the gistrict is 70.78% of which 81.54% males and 59.71%
females are literate.

The Chhattisgarh High Court is situated at Bodri town

" in region Bilaspur which has favored it with the title

‘Nyayadhani’ (Law Capital) of the state. The Chhattisgarh
High Court is the largest High Court of Asia. Bilaspur city is
the administrative headquarter of Bilaspur district.

In this research we are trying to analyze & understand
the view of young and educated cell phone users of the
age group of 17-23 years, and focusing on all the leading
service providers who are working our research field. The
main companies are Vodafone- Idea (It has converted to
Vi recently), Reliance Jio, Airtel and BSNL.

Objectives of the Study - Trough this research study we

will try to find out the solutions of the questions below

1. Tocallect Information about service providers and their
working period in the research area.

2. To find out the customer's opinions towards their
service providers.

3. According to the customer's opinion, rank them on the
basis of customer satisfaction.

Sources of Information - Majority of data were collected

from primary sources through guestionnaire, while some

information is used from secondary sources, like website

newspapers etc. Area of the research is Bilaspur municipal

corporation area. The total pogllation of the district is

approximately 2663629 according to census 2011, of which

1351574 were male and 1312055 were female. We have

taken 120 respondents from the research area and all the

respondents are literate and able to understand the

questions, and answer them accordingly.

Limitations of the Study - This study is limited to Bilaspur

city municipal corporation area, with special focus to the

young cell phone users, who are studying in the different

classes of a renowned private college of Bilaspur city. Here

Research Guide and Principa,l Govt. Nehru P.G. College, Dongargarh (C.G.) INDIA
“" Research Scholar, Pt. Ravisanhankar Shukla University, Raipur (C.G.) INDIA
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