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ABSTRACT 

Indian telecommunications industry is ranked 2nd after china for having a large telecommunication network in the world. Mobile 
number portability in India is a new concept. It came into action in all telecom service areas on 20th January 2011. Mobile 
number portability (MNP) refers to the ability of mobile phone users to retain their mobile numbers when changing from one 
network operator to another in the same circle. An exploratory research was adopted using a convenience sampling technique 
with a sample size of 150 respondents to understand the satisfaction of the mobile users in Ahmedabad city in the context of the 
option of the mobile number portability. Also, this researched focused on measuring the satisfaction level of respondents with 
respect to service provider and to know that how attractive was the option Mobile Number Portability (MNP) and reasons thereof. 
Lastly, to identify to which mobile service provider they wanted to switch. The study covered mobile users under all occupations 
i.e. Entrepreneurs, govt. employees, home makers and students 

 
Key Words:  Mobile Number Portability, Satisfaction level, current operators, preferred operators. 
 
INTRODUCTION 
Indian Telecom Industry 
Indian telecom sector is more than 165 years old. Though, telecommunication services were formally introduced in India 
in 1881, it was first introduced in 1851 when the first operational land lines were laid by the government near Kolkata 
(earlier Calcutta). Since then, this industry has seen an uprising trend and in the recent times it is has experienced a 
revolution and has forecasted a long way in the future. As the recent data and the information suggests that this industry 
has come off as the world's fastest growing industry. India comes 2nd after china for having a large telecommunication 
network in the world. Also, in 2013, the global telecommunication services sector prolonged to be a leading IT spending 
market. Owing to the total worldwide IT spending, by 2016, it is predicted that mobile data would comprise 33% of the 
total telecom services market. (Figures and Facts about Global Telecom Industry 2013 - See more at: 
http://www.businessvibes.com/blog/figures-and-facts-about-global-telecom-industry-2013#sthash.4mX15Yc8.dpuf, 2013).  
Mobile Number Portability  
Mobile number portability (MNP) can be described as an ability to retain subscriber’s phone numbers while changing the 
subscription from one mobile service provider to another. It permits competition by allowing consumers to switch service 
providers, still maintaining their old mobile phone number. MNP let subscribers opt for the best schemes, from operator 
to operator, and roaming facility from one network to another using the same mobile number. Consequently, the service 
providers will need to aggressively participate and offer novel and superior customer services, to hold on to and increase 
their subscribers at large.  

 
IMPACT OF MOBILE NUMBER PORTABILITY ON MOBILE OPERATORS  
 Positives:  

- Mobile network operators possessing a fine collection of strong and loyal customers will be able to retain customer by 
providing competitive services.  
- New entrants in this segment can outlive in the market by offering reasonable tariffs and Value Added Services. .  

 Negatives:  
- There is growing rivalry amongst telecom service providers.  
- Profit margins are likely to grind down.  
- This has increased the complexity of finding out the operators owned by subscribers as they can change service 
providers when one finds good value for money. 
- Alliance formed in the existing operators to develop synergy and it challenging for other players.  
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REVIEW OF LITERATURE 
In Indian context, Mobile Number Portability (MNP) is rather a new trend. However, this technology has already been 
used by the rest of the world since last few years [1]. A research by Buehler & Haucap (2004) found that MNP results in 
elimination of switching costs, and hence proves beneficial to customers. 
Shi, Chiang, & Rhee, (2006) described wireless number portability (WNP) - (MNP) in present context) as a 
telecommunication regulatory policy that involves cellular phone service providers to permit customers who replace their 
service providers to preserve their original phone numbers [2]. They discovered that MNP would reduce the switching 
cost of a consumer. Therefore, the intention of this plan (MNP) was to have a decent competition with some participation 
from smaller service providers. Researchers explored that the plan may result in market concentration by the reason of the 
inequitable pricing format for the calls linked between two networks. 
According to Kisioglu & Topcu (2011), the ported telephone numbers do not classify the network it belongs to, although 
the call prices may vary minutely i.e. the calls made within the same network are relatively less priced compared to calls 
made to another network. This has a depressing consequence on the mobile customers [3]. Nevertheless, in India it is 
technically feasible but there is no agreement among the operators to spot the service provider. 
Buehler, Dewenter, & Haucap (2006) [1] studied the reasons and consequences of mobile number portability and 
undertook an investigation of its execution in Europe. They examined competitive pricing effects, introduction cost of 
MNP and charges. Also, variations in the porting procedure influence the application of MNP across nations. In USA, 
few researches require to be reinvestigated. A study by Dong Hee (2007) on a sample of 684 mobile users in the USA 
spotlighted on users' perceptions and behaviors towards MNP. The number portability was made compulsory to wireless 
operators as FCC understood it to be encouraging and offering customers’ advantage owing to the rising competition in 
the industry. In the research it was found that the mobile users’ noticed switching hurdle to be higher and disappointing 
them for opting for porting. Mobile operators started building up new users lock-in strategies to retain original customers 
with them. Even as there is a cost despite MNP that users are loaded with during the process number porting e.g. 
recharge is non-transferable (in India). MNP is defended by users' overload and not by operators or regulators. The result 
implicate that MNP has influenced industries more than the common users [4]. 

 
OBJECTIVES OF THE STUDY  
 To measure the satisfaction and dissatisfaction level of respondents with respect to service provider.  
 To find out whether the respondents are availing Mobile Number Portability (MNP) option.  

o To find out that how keen are the respondents to switch on.  
 To find the reasons for switching.  

o     To find out to which mobile service provider they want to switch.  
 
RESEARCH METHODOLOGY  
There are several factors that add to customer’s satisfaction level with the kind of services obtained. However, the 
experience can be measured in terms of the degree of satisfaction. Regardless of using a single indicator, both the validity 
and the reliability of single measures has been doubted. A more valid and reliable measure of customer satisfaction can be 
obtained with a customer survey instrument which uses the multi-item/specific method.  

 
 Type Of Research Design  

Exploratory research design was used in this study as it relies on secondary research like reviewing literature and 
studying qualitative as well as quantitative research approaches such as informal discussions and questionnaire 
including qualitative based methods.  

 Data Collection Tool  
For this study we used both open ended and close ended questionnaire as a data collection tool.  

 Sampling Unit 
Mobile users of Ahmedabad city.  

 Sampling Size  
Sample size for the research study is 150 mobile users’ respondents of Ahmedabad city.  

 Sampling Technique  
Convenience sampling technique is used. 
 

DATA ANALYSIS 
 

 Demographic Profile Description  
The sampling unit was divided in to five categories namely entrepreneur, services, govt. job, home maker, and student. 
The number of male respondents was more than that of female respondents. In terms of the age group, majority of them 
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fit in to the age group between 15 – 25 years and 26 – 35 years. Education wise, 48.47% of the respondents were post 
graduate. Of the total 150 respondents, 49.89% were students and 23.31% were entrepreneurs. The average income of 
this group fell between Rs.15000 to Rs.30000. 
 
 Awareness about Mobile Number Portability  
Out of the total 150 respondents, 84.67% of the respondents are aware of the mobile number portability, and remaining 
15.33% of the respondents are not aware of the mobile number portability. 

 
 Frequency  Percent  Valid Percent  Cumulative Percent  

yes  127  84.67  84.7  84.8  
No  23  15.33  15.3  100.0  
Total  150  100.0  100.0   

 
 Understanding of its process?  
Out of the total 170 respondents (these were the respondents who had awareness about mobile number portability), 
86.61% of the respondents were familiar with the process and rest 13.39% weren’t aware of the procedure for MNP. 
 
 Number of mobile connections with service providers based on their occupation.  
Out of the total 150 respondents, 74.87% of the respondents had only one mobile connection, 24% and 1.13% of the 
respondents had 2 and 3 mobile connections respectively. 38.8% of the respondents had Vodafone as mobile service 
provider, 20.3% opted for Idea, 16.5% owned Airtel, 6.9% respondents had BSNL as mobile service provider, and 
remaining respondents chose Reliance, Tata Docomo, Videocon, and Uninor as their service provider. 

 
CROSS TABULATION:  
 Primary mobile connection * Occupation Cross tabulation (%)  

Primary mobile connection * Occupation Cross tabulation (%) 

   Occupation  

   entrepreneu
r  

Service  Govt. Job  Home 
Maker  

Student  Total 

 
 
 
 
 
 
 
 
 
 
 
 
 
Primary 
Mobile 
Connection  
 

Airtel Count  8  1  0  5  20  34  

% within 
Occupation  

21.1%  2.9%  .0%  33.3%  32.8%  22.5%  

Vodafone Count  21  21  0  4  16  62  

% within 
Occupation  

55.3%  61.8%  .0%  26.7%  26.2%  41.1%  

BSNL Count  1  4  1  5  8  19  

% within 
Occupation  

2.6%  11.8%  50.0%  33.3%  13.1%  12.6%  

Idea Count  8  8  0  0  11  27  
% within 
Occupation  

21.1%  23.5%  .0%  .0%  18.0%  17.9%  

Tata 
Docomo 

Count  0  0  1  1  1  3  

% within 
Occupation  

.0%  .0%  50.0%  6.7%  1.6%  2.0%  

Reliance Count  0  0  0  0  2  2  

% within 
Occupation  

.0%  .0%  .0%  .0%  3.3%  1.3%  

Videocon Count  0  0  0  0  2  2  

% within 
Occupation  

.0%  .0%  .0%  .0%  3.3%  1.3%  

Uninor Count  0  0  0  0  1  1  

% within .0%  .0%  .0%  .0%  1.6%  .7%  
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Occupation  

Total Count  38  34  2  15  61  150  

% within 
Occupation  

100.0%  100.0%  100.0%  100.0%  100.0%  100.0%  

 
Out of the total 150 respondents, 61.33% of the respondents had prepaid as their primary mode of their mobile connection 
and remaining 38.67% of the respondents had postpaid as their primary mode of mobile connection. 

 
 Mode of primary connection  
From 38 entrepreneur respondents, 63.2 % of them used Postpaid as their primary mode of mobile connection. Out of 34 
service sector respondents, 52.9% had Postpaid as their primary mode of connection. Out of the total 15 Home Maker 
respondents, 80% retained postpaid connection. Out of the total 61 student’s respondents, 93.4% of the students occupied 
prepaid connection. 
 
 Customer Care Services  
Respondents between 15 – 25 years and 26 – 35 years were keen on good customer care service (54.5% and 86.7%) as it 
played an important variable in terms of prepurchase expectations. However, respondents above 46 years did not focus 
more on customer care service. Whereas, 85.7% of the respondents denied good customer care service as a variable for 
service satisfaction. 
 
 Variables  leading to satisfaction level with customer care services  
Out of the total 84 respondents, 63.1% of the respondents had maximum satisfaction level with customer care service, and 
28.57% of them were minimally satisfied and 13.10% stayed neutral with the type of customer care service offered to 
them. 

 
- Voice Clarity: Out of the total 18 respondents for voice clarity, 88.89% of the respondents were highly satisfied with 
Voice Clarity while 11.11% of the respondents had neutral level of satisfaction with voice clarity. 
 
- Recharge availability: 95.84% of the respondents had maximum level of satisfaction with respect to recharge 
availability. 4.17% of the respondents were not really happy with recharge availability. 
 
- SMS rates: Out of the total respondents of SMS rates, 30.91% of the respondents were not contended with SMS rates, 
but 69.4% of them were utmost satisfied with SMS rates provided with their existing service providers. 
 
- Call rates: In case of Call rates, 62.79% of the people had highest level of satisfaction 2.32% of the respondents had 
lowest level of satisfaction, but it was surprising to see that 34.88% of the respondents were neutral with respect to call 
rates.  
 
- Network coverage: 60% of the respondents were greatly satisfied with respect to network coverage. 17.9% were 
minimally satisfied, whereas 21.33% of them were neutrally satisfied with network coverage 

 
 CROSS TABULATION: Primary mobile connection and Overall satisfaction level with current mobile connection   

 
Overall satisfaction level with current mobile connection * Primary mobile connection Cross tabulation (%) 

   Primary mobile connection  
 
 
 
 
 
 
 
 
 
 

 

  Airtel Vodaf
one 

BSNL Idea Tata 
Docomo 

Reliance Videoco
n 

Unino
r 

Total 

4 -
minimum  

Count  6  0  5  6  0  0  0  0  17  
% within 
Primary 
mobile 
connectio
n  

17.6
%  

.0%  26.3%  22.2%  .0%  .0%  .0%  .0%  11.3%  

5 - 
minimum  

Count  0  0  2  12  0  2  0  0  16  
% within 
Primary 

.0%  .0%  10.5%  44.4%  .0%  100.0%  .0%  .0%  10.7%  
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Extent of 
your 
overall 
satisfactio
n with 
your 
current 
mobile 
connection  
 

mobile 
connectio
n  

6-neutral  Count  5  9  3  0  0  0  0  0  17  
% within 
Primary 
mobile 
connectio
n  

14.7
%  

14.5
%  

15.8%  .0%  .0%  .0%  .0%  .0%  11.3%  

7 - 
maximu
m  

Count  8  2  3  9  0  0  0  0  22  
% within 
Primary 
mobile 
connectio
n  

23.5
%  

3.2%  15.8%  33.3%  .0%  .0%  .0%  .0%  14.7%  

8- 
maximu
m  

Count  1  19  6  0  0  0  0  0  26  
% within 
Primary 
mobile 
connectio
n  

2.9%  30.6
%  

31.6%  .0%  .0%  .0%  .0%  .0%  17.3%  

9 - 
maximu
m  

Count  12  22  0  0  1  0  0  0  35  
% within 
Primary 
mobile 
connectio
n  

35.3
%  

35.5
%  

.0%  .0%  33.3%  .0%  .0%  .0%  23.3%  

10 - 
maximu
m  

Count  2  10  0  0  2  0  2  1  17  
% within 
Primary 
mobile 
connectio
n  

5.9%  16.1
%  

.0%  .0%  66.7%  .0%  100.0%  100.0
%  

11.3%  

Total Count  34  62  19  27  3  2  2  1  150  
% within 
Primary 
mobile  

100.0
%  

100.0
%  

100.0
%  

100.0
%  

100.0%  100.0%  100.0%  100.0
%  

100.0
%  

 
 

 CROSS TABULATION: Primary mobile connection and desire to change current mobile connection. 
 

Primary mobile connection * would you change current mobile connection Cross tabulation (%) 
   Would you change your mobile 

connection  
 

 

   definitely 
yes  

definitely 
no  

May be  Total 

  
 
 
 
 
 
 
 
 

Airtel  Count  10  18   33 
% within would 
you change your 
mobile 
connection  

18.5%  28.1%  55.6%  22.5%  

Vodafone  Count  9  37  3  49  
% within would 
you change your 
mobile 

16.7%  57.8%  33.3%  41.1%  
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Primary 
mobile 
connection  
 

connection  
BSNL  Count  8  3  1  12  

% within would 
you change your 
mobile 
connection  

14.8%  4.7%  11.1%  12.6%  

Idea  Count  26  1  0  27  
% within would 
you change your 
mobile 
connection  

48.1%  1.6%  .0%  17.9%  

Tata 
Docomo  

Count  0  1  0  1  
% within would 
you change your 
mobile 
connection  

.0%  1.6%  .0%  2.0%  

Reliance  Count  1  1  0  2  
% within would 
you change your 
mobile 
connection  

1.9%  1.6%  .0%  1.3%  

Videocon  Count  0  2  0  2  
% within would 
you change your 
mobile 
connection  

.0%  3.1%  .0%  1.3%  

Uninor  Count  0  1  0  1  
% within would 
you change your 
mobile 
connection  

.0%  1.6%  .0%  .7%  

Total Count  54  64  9  127  
% within would 
you change your 
mobile 
connection  

100.0%  100.0%  100.0%  100.0%  

 
Through the data obtained it was concluded that of all the users of any of the primary mobile connection, Idea 
respondents were highly dissatisfied and they strongly wished to switch over to another mobile service provider. 

 
 CROSS TABULATION: Primary mobile connection and Reasons for switching  

 
Primary mobile connection * Reasons for switching Cross tabulation (%)  
   Dissatisfie

d with 
current 
connection  

Friends 
Recommended  

Total 

 
 
 
 
 
 
 
Primary 
mobile 
connection  

Airtel  Count  0  10  34  
% within if yes then 
reasons for switching 

.0%  52.6%  22.5%  

Vodafone  Count  7  2  62  
% within if yes then 
reasons for 
switching  

20.0%  10.5%  41.1%  

BSNL  Count  8  0  19  
% within if yes then 
reasons for 

22.9%  .0%  12.6%  
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switching  
Idea  Count  19  7  27  

% within if yes then 
reasons for 
switching  

54.3%  36.8%  17.9%  

Tata 
Docomo  

Count  0  0  3  
% within if yes then 
reasons for 
switching  

.0%  .0%  2.0%  

Reliance  Count  1  0  2  
% within if yes then 
reasons for 
switching  

2.9%  .0%  1.3%  

Videocon  Count  0  0  2  
% within if yes then 
reasons for 
switching  

.0%  .0%  1.3%  

Uninor  Count  0  0  1  
% within if yes then 
reasons for 
switching  

.0%  .0%  .7%  

           Total Count  35  19  150  
% within if yes then 
reasons for 
switching  

100.0%  100.0%  100.0%  

 
Respondents who were using Idea as their primary mobile connection, wanted to switch to another service provider. 

 
 Preferred new mobile connection (in context to MNP) 

 
Switch to which mobile connection (%) 

  Frequency  Percent  Valid 
Percent  

Cumulative 
Percent  

 Airtel  22  40.74  40.7  78.8  
 Vodafone  17  31.48  31.5  90.1  
 Videocon  15  27.78  27.8  100.0  
 Total  54  100.0  100.0   

 
Out of the total 54 respondents (who were positive about mobile number portability), 40.74% of the respondents would 
prefer to switch to Airtel, 31.48% of the respondents chose Vodafone, and remaining 27.78% wish to switch over to 
Videocon. 

 
CONCLUSION  
 It was found that out of the total 150 respondents, 76 favored Vodafone as their primary mobile connection service 

provider and Airtel was being used by the 38 respondents. Vodafone as primary mobile connection was being more 
preferred by entrepreneur as out of the total 59 entrepreneur respondents, 21 respondents had Vodafone as their 
primary mobile connection.  

 In case of the good customer service, respondents of age group of between 15 – 25 years and between 25 – 35 years 
valued this element as they had prepurchase expectations. Out of the total respondents of both the age groups 54.5% 
and 86.7% of the respondents were positive. Through research it was observed that respondents had prepurchase 
expectation of good customer care service and so the company should focus on their customer care service as it would 
help company to survive in the setting of Mobile number portability.  

 It was explored that respondents who had Vodafone and Airtel connectivity, had maximum level of satisfaction as they 
lied in the range of 7 to 10 on 10 point rating scale. Out of the total Idea users’, 66.6% of the respondents had 
minimum level of satisfaction falling in the range of 4 & 5 on 10 point rating scale. So, it can be concluded that Idea 
respondents confronted great problems and this gives a bad signal to the company.  
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 This study showed interesting results, using the cross tabulation we tried to find the relationship between level of 
overall satisfaction and their thought of changing current mobile connection. 63 respondents out of the total 150 
respondents thought of changing their current mobile connection. Out of the 63 respondents, 47.6% and 22.7 % had 
minimum and neutral level of overall satisfaction and those thought of changing their current mobile service provider.  

 We tried to find the attractiveness of Mobile number portability as an option to the mobile users of Ahmedabad city. 
Out of the total 127 respondents (these are the respondents who aware about mobile number portability), 85.83% of the 
respondents found mobile number portability as an attractive option out of this 49.5% said that they would avail the 
option of mobile number portability. And 7.09% of them mention that they may avail the option of mobile number 
portability in future.  

 From the data obtained, it was discovered that of the total 27 Idea users 26 were ready to switch on to another service 
provider using Mobile number portability. 

 This study established that, the main reasons of switching to another mobile service provider are the dissatisfaction 
with the current connection and recommendation from friends. As 64.81% respondents mention that dissatisfaction 
with the current mobile service provider, and remaining 35.19% of the respondents mentioned that friends 
recommended them to change to another service provider. Through this result, it can be presumed that friends’ 
recommendation may affect the service provider in terms of the negative word of mouth marketing as friends influence 
on switching seemed to be high. Those who were dissatisfied with the current service provider are definitely availing 
the option of mobile number portability.  

 Through this study it is been identified that those respondents having Airtel as their primary mobile connection, were 
switching to another mobile service provide because of their friends recommendations (52.6%). The users of Idea, are 
switching to another service provider due to the dissatisfaction (54.3%) and others desired to switch another service 
provider is due to friends recommendation.  

 Through this study it is been observed that those respondents who want to avail the option of mobile number portability 
preferred to go for following mobile service providers;  

 
Airtel (40.74%)  
Vodafone (31.48%)  
Videocon (27.48%)  
 
These are the only three companies in the consideration set of the respondents, in order to switch from old service 
provider to new service provider by availing the option of mobile number portability. 

 
LIMITATIONS  
 Sample size was very small for making reliable decision.  
 For surveying of respondents, Qualitative and Quantitative methods were used, which was difficult for self 

understanding.  
 It was quite challenging to make respondents understand questions, as it requires deeper sense and attention.  
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