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Executive Summary

The present study is based on Reliance Jio Infocomm Limited which is popularly known as
Reliance Jio. the main aim of the research is to identify the overall impact of Reliance Jio on
the telecom industry of India. With the base of 1.19 billion subscribers, the Indian telecom in
dustry is the second largest telecom sector in the entire world. The business model is defined
as the plan which is devised and implemented by companies with an objective to carry out su
ccessful operations and activities in the long run.

The business model of Reliance Jio also includes a partnership with eight different global bran
ds in the telecom industry which are MTS, Milicom, TeliaSonera, Orange, British Telecom,
Rogers, Tim and Deutsche Telecom. For conducting the present study in the most effective
manner inductive approach has been adopted. Further, interpretivism philosophy has been ado
pted, sample size of 10 managers working in Reliance Jio has been undertaken and primary d
ata has been obtained with the help of questionnaire from the managers working in Reliance

The entire analysis carried out has supported in knowing that the overall telecom industry of |
ndia has become very competitive and large number of players are operating in this market. D
ifferent companies are introducing different plans so as to retain customers and satisfying their
overall needs in the best possible manner. Primary analysis has clearly supported in knowing

that with the presence of loss strategy Reliance Jio has been positively benefitted. One of the

main recommendation is associated with conducting market research on continuous basis as th
rough this it will become possible for Reliance Jio to understand the actual need and requirem
ent of the target market



I. Introduction

Reliance

Mission and Vision of the company —

To be a responsible corporate citizen nurturing human values and concern for society. To imp
rove the lives of local community in all our projects. To be a partner in nation building and ¢
ontribute towards India’s economic growth.

In the present scenario, the competition among businesses operating in the telecom industry of
India has become very intense, and now it has become very complicated for companies to su
stain in the marketplace. Currently, India has been recognized as the second largest and the m
ost potential communication sector in the world .It can be expressed that a substantial number
of the subscriber base of 1.19 Billion is the critical factor which has contributed to such rapid
growth and development of the Indian Telecommunication industry. Over the past decade, the
nation has witnessed drastic changes and growth on telecom sector and at the same time, the
telecom sector has contributed a lot to the overall development of India’s GDP. Apart from th
is, strong demand from customers is also a critical factor which is contributing to long-

term growth and sustainability of the telecommunication industry of India.

Currently, the Indian Telecom industry is also contributing to economic development of the co
untry by creating adequate and compelling opportunities for employment. It can be asserted th
at in the next five years, the industry is expected to create more than four million indirect and
direct jobs within the nation .
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The present study is based on Reliance Jio Infocomm Limited which is popularly known as R
eliance Jio whose entry has resulted in creating a transformation of the entire telecommunicati
on industry of the country. Reliance Jio is also considered as the game changer in the whole
market, and its entry has adversely affected the sales, profits, market share and customer base
of the existing market players such as Airtel, Idea, Vodafone.

The services offered by Reliance Jio are innovative, high satisfactory and at the same time, th
e brand has employed a low price strategy. The result of this is that Reliance Jio has been abl
e to penetrate the Indian telecommunication industry within a short span of time . The study
will outline a business model of Reliance Jio which has played a critical role in bringing inno
vations in the telecom industry of India.

Research Questions:

e What is the present situation of the Indian Telecom Industry?

e What are the key attributes in the business model of Reliance Jio

e What are the ways in which reliance Jio has affected other players in the telecom indu
stry
of India?

e How Reliance Jio has dominated the entire telecom industry?

e What are the ways through which Reliance Jio can become leader in the Indian Teleco
m
Sector?

Significance of the study

The present study is significant because it will highlight the key strategies which have been e
mployed by Reliance Jio within the Indian market. It has been identified that there are limited
studies and research papers conducted in the telecommunication industry of India.

However, most of the studies focus on providing the overview of Indian telecom industry, and
not a single research is directed towards identifying the overall impact of Jio on the telecom i
ndustry of India. It can be asserted that data from different primary and secondary sources wil
| be collected in this study to understand the innovative business model and strategies adopted
by Reliance Jio to carry out its business operations in the highly competitive telecommunicati
on industry of the country.
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I. Literature Review

As per the view of Purkayastha, Kumar & Lu, (2017) with the base of 1.19 billion subscribers
, the Indian telecom industry is the second largest telecom sector in the entire world. Furtherm
ore, the industry has emerged as one of the most potential and rapidly growing sector within t
he country. On the other side of this, Panda & Shastri, (2016) has argued that India is also co
nsidered as the fourth largest application economy in the entire world. It can be stated that the
re are two significant reasons because of which the telecom industry of India is growing rapid
ly. The first and foremost factor or reason is linked with increasing demand of the consumers
in the country. The customers in the Indian market are now looking forward to a telecom serv
ice provider who can offer services such s fast internet connectivity and efficient mobile netw
ork at prices which affordable and convenient.

According to Sharma & Pandey, (2015) the Indian government has taken almost every possibl
e step to boost up the performance and growth of the telecom industry. The statement can be |
ustified by the fact that Indian government has developed effective strategies with an objective
to ensure easy accessibility of the telecom equipment. In addition to this, the plans of govern
ment are also directed towards facilitating a proactive and fair regulatory framework with an o
bjective to ensure that customers in the industry are provided with the best quality of services
at prices which are affordable.

As per the view of Dhar, (2016) the Indian government is supporting the telecom sector becau
se it is directly contributing to the growth and development of the country’s economy. The sta
tement can be justified by the fact that the Indian telecom is expected to create more than four
million opportunities for employment in the country.

The other network providers in the country used to increase their tariff on festivals and special

occasions. However, considering the case of Reliance Jio, the company has focused on keepi
ng its tariff same even on special occasions and holidays. The strategy has encouraged the cus
tomers in the industry to switch from other brands towards Reliance Jio and at the same time,
the brand has been able to attain high degree of satisfaction among customers.



Research Objective :

e To gain an overview of the present situation of the Indian Telecom Industry

e To identify key attributes in the business model of Reliance Jio

e To define the ways in which reliance Jio has affected other players in the telecom
industry of India

e To assess the key ways in which Reliance Jio has dominated the entire telecom
industry

e To recommend ways through which Reliance Jio can become leader in the Indian
Telecom sector

II. Research Methodology

It is one of the most important part of the study that takes into consideration the different tool
s and techniques adopted for conducting the overall study in the most effective manner. Furth
er, the different areas that are covered in the research methodological part takes into considera
tion research approach, design, data collection, data analysis, research limitations etc. Each an
d every part in the research methodological section has its own importance and it brings favor
able results for the entire study in the best possible manner.

Research Design

Considering the character of this study where the foremost aim of the study is to understand t
he real impact of the Reliance Jio on the telecom industry of India and for accomplishing this
aim descriptive design has been adopted as through this design it's possible to know about the
topic within the proper manner. It cause proper analysis of the subject and successively all th
e key objectives of the study are often accomplished easily. This is often the foremost reason
due to which descriptive design has been adopted within this study instead of exploratory desi

gn.

We analyze the impact of Reliance Jio on telecom industry in India. Our study is based on se
condary data; the sources of data are articles, journals, paper, blogs, report etc within the intro
duction of Reliance Jio within the telecom sector it's affected telecom industry in various way.
Reliance Jio create a revolution in telecom industry with their free data packs and free voice

calls.
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i0 which show changes in data plan and voice call plans. Earlier data plans were costly and a
mount of data is extremely less but after the arrival of Reliance Jio data plans are cheaper and
amount of data is more.The whole number of internet user also increase since Reliance Jio en
ter within the telecom market because before everyone unable to afford those costly plans but
plans are such tons cheaper so everyone able to afford it.

Data collection

In this study primary data has been obtained with the assistance of questionnaire from the ma
nagers working in Reliance Jio. Further, questionnaire has been prepared where different quest
ions are asked to the managers so on realize the business model of Reliance along with the ke
y tactics that are adopted by the corporate thanks to which it's become possible to influence th
e whole telecom industry of India. Aside from this, different articles have been accessed that
gives overview of the Indian telecom industry and therefore the key players that are operating
within the market. Therefore, during this way both the sources are undertaken for obtaining in
formation and it's proved to be beneficial for the whole research.

Sampling

Considering the nature of the present study where main focus is on identifying the key attribut
es in the business model of Reliance Jio in the Indian market probability sampling technique h
as been undertaken where purposive sampling has been undertaken. Sample size of 10 manage
rs working in Reliance Jio has been undertaken for obtaining information from them in the be
st possible manner. The main reason due to which purposive sampling technique has been und
ertaken as through this the data from the respondents is obtained on the basis of main purpose
behind conducting the study. This is the main reason behind undertaking purposive sampling

technique as compared with others.
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Data Analysis

This part is linked with analyzing information so as to know the actual results obtained after ¢
onducting the overall study. Mainly two techniques of data analysis are present that involves g
ualitative and quantitative. In case of qualitative technique the data is present in the non nume
ric form and mainly thematic analysis is carried out .

Further, different themes are formed that helps in knowing the real response of the responden
ts and it contributes a lot in understanding about the overall results in the most appropriate ma
nner. On the other hand, in quantitative technique statistical tools are adopted through which a
nalysis is done. It involves computation of mean, mode, median etc for the overall analysis. In
the present study both data analysis techniques have been undertaken where the results have
been shown with the help of different themes. Along with this, data has been represented with
the help of pie charts, bar charts and other form of diagrams for better understanding.

I11. Results

CASE 1: AGE

Interpretation: the info has been collected by ten managers of Reliance Jio and it’s been analy
sed that majority which is 50% of the entire respondents were above 35 years aged . In additi
on to the present , 20% of the respondents were below 30 years and therefore the remaining 3
0% were within the age group of 30-35 years.



Age Number of respondents
Below 30
30-35

Above 35

wn W o

Age

= Below 30 ®30-35 = Above 35

50.00%

CASE 2: Is Indian telecom industry become very competitive?

Interpretation: the info has been collected from ten different managers working in Reliance Jio
and it’s been analysed that at the present , the degree of competition with Indian telecom ind
ustry has become very intense. Out of the entire ten respondents from whom the info has been
collected, majority which is 60% agrees with the mentioned above fact and therefore the othe
r 10%strongly agreed with an equivalent . On the opposite side of this, 10% of the respondent
s disagreed whereas the remaining 20% strongly disagreed with an equivalent supported the re
sponse provided by majority of the managers, it are often asserted that the Indian telecom ind
ustry goes through the stage of fierce competition and it’s not easy for a brand to sustain with
in the industry. It has been also analysed that the network providers operating in industry face
several issues and challenges in context of attracting new customers and retaining the old one
S.



At present, the Indian Telecom

Industry has become very competitive | Number of respondents

Strongly Agree

Agree

Neutral
Disagree
Strongly disagree

N = O[O | =

m Strongly Agree ® Agree = Neutral
m Disagree m Strongly disagree

_

CASE 3 : Jio has administered digital transformation within the Indian Telecom

Interpretation: From the info collected, it’s been observed that the Indian telecom industry has
undergone through digital transformation due to the entry of Reliance Jio within an equivalen
t . Out of the entire ten respondents, majority which is 70% strongly agrees with this fact and
therefore the remaining 30% agrees with an equivalent . The respondents have further explain
ed that the services linked with voice call and mobile data of reliance Jio is high advanced an
d up-

graded in terms of technology. The respondents also explained the due to Jio’s entry within th
e industry, other network providers are forced to introduce advanced and up-

graded technology in their services and overall business strategy.




The entry of Reliance Jio has

resulted in digital transformation of

the Indian Telecom Industry Number of respondents
Strongly Agree 7
Agree 3
Neutral 0
Disagree 0
Strongly disagree 0
u Strongly Agree W Agree # Neutral
m Disagree B Strongly disagree
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CASE 4: The sales and profitability of brand name has been affected adversely due to
Reliance Jio

Interpretation: From the knowledge gathered through primary sources, it has been analysed tha
t the entry of Reliance Jio within the market has resulted in affecting the sales and profitabilit
y of other brands operating the telecom industry of India. Out of the whole ten respondents, m
ajority which is 40% strongly agreed with this fact whereas the other 40% agreed with the sa

me . The remaining 10% of the whole respondents strongly disagreed with the actual fact men
tioned above. Based on the response provided by majority of the participants, it has been anal
ysed that the overall volume of sales and profitability of brands like Airtel, Vodafone, Idea an
d BSNL are affected negative due to Jio’s entry in telecom industry.

The sales and profitability of brand
such as Airtel, Vodafone, Idea and
BSNL has been adversely affected
because of the entry of Reliance Jio in

the industry Number of respondents
Strongly Agree
Agree

Neutral

Disagree
Strongly disagree

—lo|—|&|s

The sales and profitability of brand has been affected adversly because of Reliance Jio

u Stongly Agree W Agree Neutral
u Disagree # Strongly disagree
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CASE 5: The area of development of other brands affected due to Jio entry.

Interpretation: it’s been also analysed that aside from sales other areas of mobile network prov
iders within the country have also been affected due to the entry of Reliance Jio within the m
arket. The info has been collected from ten different managers working in Jio and it’s been fo
und that 10% of the entire respondents stated that customer base of brands like Airtel, Idea, B
SNL and Vodafone has been suffering from Jio’s entry whereas the opposite 10% stated that

profits of these companies has been affected due to an equivalent . the opposite 10% of the re
spondents explained that overall operations of other network providers are affected due to Jio’
s entry whereas the remaining and majority of the respondents which is 70% favoured the ver
y fact all the mentioned above areas of other network providers within the country are affect.

What are the areas of other brands
which has been affected because of

Jio’s entry in the industry

Number of respondents

Customer base 1
Market share 0
Profitability 1
Operations 1
All the above 7

What are the areas of other brands which has been affected because of Jio’s entry in the industry

1 Customer base W Market share  # Profitability
nQperations  mAll the above
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IVV. Discussion and Analysis

The entire analysis administered has supported in knowing that the overall telecom industry of
India has become very competitive and massive number of players are operating during this
market. Different companies are introducing different plans so on retain customers and satisfyi
ng their overall needs within absolutely the best manner. Primary and secondary study has sho
wn that presence of high level of competition within the market has benefitted customers tons
where they're able to obtain big choice of services from the telecom companies and successive

ly it's contributing tons in satisfying their needs within absolutely the best manner.

Primary study has supported tons in knowing that with the help of Reliance Jio the overall dig
ital transformation has been administered within the right manner. variety of the key services
of the company on which its business model depends are highly advanced just like the mobile
data especially 4G and thus the voice call is additionally also effective that contributes tons i
n enhancing the satisfaction level of the target market. With the doorway of Reliance Jio withi
n the market the other players within the market are adversely affected like VVodafone, Bsnl, A
irtel etc.

Overall reliance is functioning with the most recent technology and this is often often the fore
most reason because of which the firm is during a position to deliver advanced services. withi
n the Indian market Reliance Jio is particularly known for the 4G network that's highly advan
ced and it's unique too where internet are often accessed easily and it's in no time too. This is
the main effectiveness of this network that makes it totally different from other kind of teleco
m brands operating within the market. at this within the Indian market no other company is of
fering advanced 4G services and only Reliance has been able to do this after modifying the bu
siness model of the firm. In short, the adoption of the new business model has allowed to und
erstand competitive advantage and successively it's acted as development tool for the entire co
mpany within the best possible manner.

In the Indian market Reliance Jio is particularly known for the 4G network that's highly advan
ced and it's unique too where internet are often accessed easily and it's in no time too. This is
the main effectiveness of this network that makes it totally different from other kind of teleco
m brands operating within the market. at this within the Indian market no other company is of
fering advanced 4G services and only Reliance has been able to do this after modifying the bu
siness model of the firm. In short, the adoption of the new business model has allowed to und
erstand competitive advantage and successively it's acted as development tool for the entire co
mpany within the best possible manner. Pg 13



The primary analysis has directly assisted tons in knowing that different attributes within the b
usiness model of Reliance Jio are present that has contributed tons in making the services of t
he business much more effective.

Further, it has been identified that the towers installed by the company are of fiber cable and
eco friendly too because of which its overall installation takes place in the best manner. In co
njunction with this, the pricing strategy of the firm is additionally effective where it’s already
been stated that pricing of the firm is little bit low as compared with other brands within the
market. Without the effective business model it isn’t within the least possible for the Reliance
Jio to enhance its overall operations within the market. Moreover, after the introduction of 4
G service the entire scenario has changed where services of Reliance are considered to be hig
hly superior as compared with other companies within the market. Reliance Jio is well known
for its 4G and other kind of advanced services. The main benefit is that it’s under the purcha
sing power of people and successively they’re going to easily afford the services of the Relian
ce within absolutely the best manner.

V. Limitations

Considering the present study main focus is on knowing the overall influence of the Reliance
Jio on the entire telecom industry. This is directly representing that research is only confined t
o reliance job with respect to the Indian market and not other companies have been undertake
n in the research that are operating in the market of India. Apart from this, the overall analysi
s is restricted to one company only named reliance and this is the main limitation associated
with the present study. Apart from this, another main limitation is time where the researcher h
as to approach different managers working in Reliance and approaching different form of man
agers in single time period is also time consuming. So, this is the also one of the main limitati
on that has affected the entire study. These limitations have acted as hurdle in accomplishing t
he key objectives associated with the research.

Reliance Jio has been stuck in a dispute with incumbent operators over points of interconnecti
vity. Jiohas accused Bharti Airtel, Vodafone and Idea Cellular of providing insufficient points
of interconnectivity leading to call drops. Jio put out data for September 22, 2017 saying over
12 crores out of 15 crore call attempts by its users failed.

Of the 6.13 crore call attempts made to Airtel network on September 22, 4.8 crore or 78.4 pe
r cent of the calls failed. The failure on VVodafone network was higher at 84.1 per cent with 3.
95 crore call drops out of 4.69 crore calls. Calls to Idea saw 3.36 crore call drops out of 4.39
crore calls made. Bharti Airtel has hit back at Reliance Jio saying network connectivity issues
and call drops are due to Jio’s own “underpreparedness”, insufficient testing efforts and acqui
ring a large number of customers at the pre-launch stage itself.
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Decreased Internet Speed

With addition of users to the Jio network, the speed of Jio's 4G data services has come down

drastically after September 5. Now, the internet speed has come down to 6-

10 Mbps from 50Mbps during the launch stage. On paper, the difference is huge but in terms

of average customer use, even a speed of 8Mbps should work flawlessly. However, the Jio co
nnection faces frequent fluctuations hampering the user experience. Users have also complaine
d about varying speeds despite no change in location.

Bugay Jio Apps

The Reliance Jio apps have not shown consistent performance, but the idea of free content sits
pretty well with the Indian audience. The Jio TV app is subjected to frequent crashes and has
a long boot-

time, which is also the case with most apps released by Jio. In our experience, the Jio4GVoic

e is one of the glitchiest Jio apps. The app often fails to load and when it does, the experience

is pretty laggy.

Lack of VOLTE Support in Older Phones

All those who don't have VOLTE technology-

supported phones cannot make voice calls without the use of Jio4AGVoice app which, as menti
oned above, seems buggy. This one drawback makes the lucrative free voice-

calling feature obsolete for most new consumers. Apart from the VOLTE support, most Indian
smartphone users are still stuck with 3G phones. The Jio sims won't benefit them in any way.

Battery Consumption

Reliance Jio has launched its internet services on the 4G band. With not much difference in th
e rates of 2G or 3G services and 4G connection, new users are inclining towards Jio. The onl

y constraint with 4G services is that they take a toll on the phone's battery, forcing the user to
charge it repeatedly. With no 2G or 3G options, the user can't switch to a slower connection t
0 save battery.
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VI. Conclusion

The after effects of launch of Jio is like a tsunami, itcompletely swallows anything that comes

in front of it, just like that Jio swallowed every competitor, taking the life out of them, forcin
g them to move or exit or merge. Data, data in this era is the new Oil. Ancient civilization pr
ospered when there was a river, the modern civilization prospers when there is information av
ailable. As rightly said in a speech by Mr. Mukesh Ambani, information will lead to India out
of poverty, out of misery thus it is like Oil. With the increase in the data consumption and ev
ery human

being now relying and getting addicted to internet, Jio has created a perfect opportunity for its
elf. By enticing free calls for the end users and then tempting the users for free data in the be
ginning and now cheap data, once the habit is formed it won*t be difficult for them toretain th
e consumers. Jio has already announced its future plans of creating huge libraries of 10 millio
n songs, 6000 movies and 60000 video songs, 1 lakh episodes of TV shows in more than 10 |
anguages. We can derive that in the coming days there can be massive investment in technolo
gy driven sectors and entertainment sector with each and every Jio user having access to 4G d
ata with as low as 50 per month and thus Jio is now unstoppable. It is a bull which has been
now set free in the industry to offer anything they want at the lowest price. From all the findi
ngs and analysis, we conclude that after the launch of Jiothe economic structure of the market
is still the same, but the level of competition has grown unexpectedly. If Jio continues at this
pace, it will completely redefine the Telecom sector in India and a new Post Jio era will be f
ormed in the sector where anything and everything is possible.The state-

run company has a strong market presence in terms of network reach, particularly in the states
like Kerala, Himachal Pradesh, Punjab, Odhisa, and Haryana. The company will be announci
ng zero voice tariff plans from 2017 which could be lower than that of JIO.

BSNL’s broadband users will be getting benefitted from the new plans, the company stated. T
he idea is to reroute the outgoing calls from the users’ mobile phones through their landlines.

BSNL surely has put a tonne of pressure on the other telecom companies such as Airtel, Idea,
and Vodafone to cut down their tariffs by some margin.
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VIlI. Recommendations

On the basis of conclusion various recommendations are present to Reliance Jio so that

overall

1 One of the main recommendation is associated with conducting market research on perform
ance of the firm can be easily managed with the help of continuous basis as through this it wi
Il become possible for Reliance Jio to understand the actual need and requirement of the targe
t market. This will assist a lot in modifying the existing services and introducing the new one
so as to operate efficiently in the overall market.

1 Obtaining customer feedback on continuous basis is also vital as with the help of this it wil
| be possible to know whether the customers are satisfied with the range of services offered to
them or not. Along with this, if the satisfaction level of customer is low then in such case Re
liance Jio can modify its services accordingly.

1 More focus must be on building the advanced services as in the modernization it is necessa
ry for the telecom brands to offer advanced services that can assist in providing convenience t
o0 the customer and in turn can lead to rise in the performance level of the brand also. Compa
ny must identify in continuous basis like what form of techniques they can adopt for deliverin
g better services.

1 Main focus must be on research and development as this is quite crucial area where proper
research can assist a lot in the introduction of the latest services and in turn it can become one
of the main reason behind success of the firm in the market. This will directly contribute a lo
t in enhancing the level of customer satisfaction and can assist a lot in gaining competitive ad
vantage also.
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[1 Customer retention is most crucial in the entire telecom industry and it is recommended to
Reliance to focus on this aspect in the every possible manner. The company is required to ado
pt every form of tactic through which customers can be retained easily. This is possible by off
ering discount on the services offered or other form of attractive services. This can assist a lot
in influencing the purchase behaviour of the target market and in turn can deliver different be
nefits to the business also

[1 Competitor analysis is necessary as through this the strategy of the competitors can be easil
y known what sort of different activities they are doing and through this the present performa

nce of Reliance Jio can be easily known in the market. On continuous basis competitor analys
is can be conducted and in turn Reliance can know how its services are superior from those of
other telecom companies operating in the Indian market

1 More marketing and promotion related activities are required to be adopted in the rural area
s as the customers expect telecom services at an low cost. Through this it will be possible for
Reliance Jio to attract the people living in the rural areas and in turn it can provide competitiv
e edge to the business in the best possible manner.

1 Main stress must be on network coverage as it is the major issue in the modern era where ¢
ustomers have to face issue due to poor network and installing towers in different areas more
superior services can be offered to the customers in the market.

So above are some of the main recommendations that the company can adopt so as to maintai
n its long term performance in the market. By working on all these recommendations it will b
e possible to become market leader and in turn the range of opportunities present in the busin
ess environment can be easily grabbed with the help of this. All these recommendations will a
ssist in customer satisfaction, enhancing brand loyalty level and can provide long term benefit
s to the business in the best possible manner.
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IX. Appendix
Questionnaire

Name
1.Age

a) Below 30
b) 30-35
c) Above 35

2. At present, the Indian Telecom Industry has become very competitive?

a) Strongly Agree
b) Agree

c) Neutral

d) Disagree

e) Strongly disagree

3. The entry of Reliance Jio has resulted in digital transformation of the Indian Telecom
industry?

a) Strongly Agree
b) Agree

c) Neutral

d) Disagree

e) Strongly disagree

4. The sales and profitability of brand such as Airtel, Vodafone, Idea and BSNL has been
adversely affected because of the entry of Reliance Jio in the industry?

a) Strongly Agree
b) Agree

c) Neutral

d) Disagree

e) Strongly disagree
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5. What are the areas of other brands which has been affected because of Jio’s entry in the
industry?

a) Customer base
b) Market share
c) Profitability
d) Operations
e) All the above
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