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ABSTRACT

Thetelecomserviceshavebeenanimperativemeansforsocio-economicdevelopmentofacountry
andalargecontributortotherapidgrowthandmodernizationofvarioussectorsoftheeconomy.In
recentyears,themobileservicesarehavingenormousgrowthduetorapidchangesintechnology.The
mobileusershavethechoicetoswitchfromonetelecomoperatortoanotherwithinthetelecomcircle
withoutthechangeofphonenumber.TheintroductiontoMNPpromotedmorecompetitioninthe
telecomsectorandforcedserviceproviderstoimproveservicequalityandreduceprices.Therefore,
itisnecessarytounderstandthefactorsinfluencingcustomerswitchingbehaviourforusingmobile
numberportability.ThestudyidentifiedthattherespondentsarenotonlyawareofMNPbutalsoknow
theprocedureofusingMNP.Theresultsshowthatservicepayout,trustworthiness,responsiveness,
andmonetaryvaluehaveapositiveinfluenceoncustomerstoswitchoverotherserviceproviders
whereasaccessibilityandtechnologydonothaveapositiveinfluenceoncustomerswitchingbehaviour.
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INTRodUCTIoN

Telecommunicationnetworkhasbeenplayingaphenomenalroleinthedevelopmentofthebusiness.It
isanessentialcomponentofeconomicinfrastructure.Theapplicationofmodernmarketingprinciples
inthetelecommediapavethewayforthegenerationofprofitsandwouldcertainlymakethesetelecom
servicesquiteaffordabletothecustomersatlarge.Intoday’sdynamicandcompetitiveenvironment,
customershavenumerouschoicestomakethedecisionontheproductsandservicestouse.Inthe
wirelesscommunicationsindustry,theintroductionofmobilenumberportability(MNP)mayinduce
moreandmorecustomerstoswitchtheirnetworkoperator,asMNPallowscustomerstoretaintheir
originaltelephonenumberwhenswitchingfromonecarriertoanother.Thismighthaveasignificant
effectonpricecompetitionandmarketshareofnetworkproviders(Shi,Chiang,&Rhee,2006).

Rapid development in Indian telecommunications services has prompted major global
manufacturersoftelecommunicationsequipmenttomulloverinvestinginIndia,pavingthewayfor
theextensiveprovisionofmoderncommunicationservicesinruralareas.Butthegrowthhasnot
beenexponentialinthequalityofserviceofferedoropennessofbusiness.Customersarenotsatisfied
withthemobileoperators’servicesandschemes.Traditionally,customershadtogiveuptheirmobile
numberonchangingserviceproviders.Asaresult,theyarefacedwithextremeinconvenienceby
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havingtoinformeverypersonaboutthechangeintheirnumber.Besides,thereisthelikelihoodof
importantcallsfrompersonswhodidn’thavethenewnumberbeingmissedoutandsoon.

TelecommunicationsectorisoneofthetechnologicallydevelopedsectorsoftheIndianeconomy,
asreportedbytheTelecomRegulatoryAuthorityofIndia(TRAI).Thescenariohasnowchanged
considerablywiththeintroductionofmobilenumberportability(MNP).TheTelecommunication
MobileNumberPortability(SixthAmendment)Regulations,2015wereissuedforfacilitatinginter-
serviceareamobilenumberportability(FullMobileNumberPortability)inthecountry.Inthemobile
communication sector,whichhasoligopoly characteristics,MNPhas increased the competition,
protectedthecustomers,allowedthemtoswitchtheserviceprovidereasierthaneverbefore,and
decreasedthecostofchangingtheprovider.Intheearlystagesofmarketescalation,theemphasiswas
onacquiringnewsubscribersbutnowasthemarkethasadvancedandtheimportanceofretaining
existingcustomershasincreaseddrastically.Indeed,acquiringnewcustomersismoredifficultand
expensivethanretainingexistingcustomers(Saeed,Hussain,&Riaz,2011).

Switchinghasbecomeacommonpracticeamongmobileusers.Tocontrolthecustomersfrom
switching,mobileserviceprovidersareincreasinglyrelyingoncontractsthatwouldlock-incustomers
foradefinitetimeperiod,butwithchangingcompetitivedynamics,contractsarenotbeingfavouredby
manyusers(Braff&Laogue,2004).Therefore,ithasbecomeessentialtounderstandthefundamental
driversofcustomers’switchingbehaviourinthecontextofmobileservices.Thepresentstudyaims
tostudycustomerbehaviourtowardsmobilenumberportabilityservices.Toknowthecustomers’
willingnesstochangetheircurrentmobileserviceproviderwhentheyarepermittedtoretainthe
currentmobilenumber,andalsofactorsinfluencingcustomerstochangetheirserviceproviders.

MoBILe NUMBeR PoRTABILITy

MobileNumberPortability(MNP)enablescustomerstoretaintheirmobilenumberswhilechanging
serviceproviders,servicetypesand/orlocations.TheInternetEngineeringTaskForce(IETF)has
referred number portability as service provider portability that enables a customer to retain the
existing mobile number while changing from one service provider to another in the same area;
location portability enables a customer to retain existing mobile number without impairment of
quality,convenienceorreliabilitywhileshiftingfromonegeographiclocationtoanother;andservice
portability enables a customer to retain existing mobile number without impairment of quality,
convenienceorreliabilitywhenswitchingfromoneservicetechnologytoanotherservicetechnology.

Globally among the major countries, Singapore was the first to implement mobile number
portabilityduringtheyear1997,followedbyHongKongin1999,Spainin2000,Australiain2001,
Germanyin2002,theUSandFrancein2003,SouthKoreain2004,Taiwanin2005,Japanin2006
andCanadain2007.Further,in2008MNPwasintroducedinthecountriesMexico,Malaysia,Brazil,
Romania and Turkey. During 2006, Telecom Regularity Authority of India (TRAI) issued draft
regulationstofacilitatemobilenumberportabilityinIndiaandsubmitteditsrecommendationstothe
DepartmentofTelecommunication(DoT)whichrecommendedserviceprovidernumberportability
includingserviceportability(portabilitybetweenGSMandCDMA)forallmobileserviceoperators.

MNPwaslaunchedinHaryanaserviceareaduring2010onapilotbasisandthesamewasextended
intheentirecountryin2011.Initially,theMNPfacilitywasavailablewithintheLicensedService
Area(LAS)only.However,inaccordancewiththeprovisionscontainedintheNationalTelecom
Policy-2012regarding“OneNation-FullMobileNumberPortability”,MNPwasfullyimplemented
during2015.TheNewTelecomPolicy-2012(NTP)aimedtoeliminateroamingchargesacrossthe
countryandfacilitatenationwide(inner-circle)MobileNumberPortabilityi.e.,one-nation-one-number
with free-roaming.Thisallowed theusers tochange theoperatorwithoutchanging theirmobile
numbereveniftheymovefromonecircletoanother.MNPinIndialeadstobetterqualityservices
andachangeintheattitudeoftheoperatorstowardsaddressinggrievancestoretainsubscribers.
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