VoLUME No. 6 (2016), | ssue No. 07 (JuLY) | SSN 2231-5756

INTERNATIONAL JOURNAL OF RESEARCH IN
COMMERCE, IT & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories
Indexed & Listed at:

 CabelliSIDirectories 6f PUbISHingIOpportunities) UISTAl, Google Scholar,

Index Copernicus Publishers Panel, Poland [HifCAVAIEIONSI08 &. number of libraries all around the world.
Circulated all over the world & Google has verified that scholars of more than 5000 Cities in 187 countries/territories  are visiting our journal on regular basis.
Ground Floor, Building No. 1041-C-1, Devi Bhawan Bazar, JAGADHRI — 135 003, Yamunanagar, Haryana, INDIA

http://ijrcm.org.in/

Ulrich's Periodicals Directory ©, ProQuest, U.S.A.,




VoLUME No. 6 (2016), | ssue No. 07 (JuLY) | SSN 2231-5756

CONTENTS

;f) TITLE & NAME OF THE AUTHOR (S) ‘;‘i‘f.e

1. |BASAVESHWARA AND MAHATMA GANDHI: THOUGHTS ON EQUALITY 1
DR. KICHIDI CHANNAPPA

2. |ROLE OF IRDA IN INSURANCE SECTOR AN ANALYTICAL STUDY 5
PREETI DIXIT & DR. SANJEEV MAHROTRA

3. |EFFECT OF EMPLOYEE EMPOWERMENT ON JOB PERFORMANCE IN BANKING SECTOR 10
G. SREELAKSHMI & DR. D. SURYACHANDRA RAO

4. |PERFORMANCE OF NATIONAL PENSION SCHEME IN INDIA 13
ANANTH.S & BALANAGA GURUNATHAN.K

5. |PROTECTION OF WOMEN AGAINST DOMESTIC VIOLENCE ACT, 2005: A CRITICAL ANALYSIS 17
DR. ARCHANA BHATIA

6. | TACIT KNOWLEDGE MANAGEMENT: A REVIEW 20

SUBASHINI R & VELMURUGAN G
7. |ASTUDY ON ICT INITIATIVES IN THE SALE OF AGRICULTURAL PRODUCE AT APMC’s IN KARNATAKA 23
NAGARAJU.R & DR. PRALHAD. P. RATHOD

8. |ETHICAL WORKPLACE CULTURE: A KEY TO EMPLOYEE SATISFACTION 27
DR. SUPRIYA CHOUDHARY

9. |COMPARATIVE STUDY OF FAME AND SEQUENCE ANALYSIS FOR IDENTIFICATION OF BACTERIA FROM| 31
INDUSTRIAL WATER OF KRIBHCO
N.J. NAIK

10. |GROWTH OF RETAIL INDUSTRY IN INDIA 36
DR. PAWAN KUMAR SINGH & DR. SHRIKRISHNA TRIPATHI
11. |[SEGMENT REPORTING: AN ESSENTIAL TOOL FOR STAKEHOLDERS (A CASE STUDY OF SEGMENT| 40
REPORTING OF SAUDI ARABIA COMPANY)
DR. ABHINNA BAXI BHATNAGAR

12. [IMPACT OF E-COMMERCE IN INDIAN MSMEs 45
GURMEEN KAUR

13. |AN OVERVIEW OF MUTUAL FUND TOWARDS INVESTOR’S PERCEPTION 49
N. SAKTHI SELVA ROHINI

14. |TALENT MANAGEMENT IN EDUCATION SECTOR 52
NAGESH CL

15. [CUSTOMER SATISFACTION OF AIRTEL CELLULAR SERVICE IN CUMBUM TOWN, THENI DISTRICT,| 55
TAMILNADU
DR. A. SULTHAN MOHIDEEN, M. MOHAMED ISHAQ & M.MOHAMED ILYAS

16. |[E-GOVERNANCE: A CHALLENGE FOR INDIA 61

DR. MALIKA BHIYANA & RAVI KUMAR BARWAL
17. |ENTREPRENEURIAL LEADERSHIP STYLES AND ORGANISATIONAL PRODUCTIVITY OF FINANCIAL| 64
SECTOR IN CAMEROON

NKAM MICHAEL CHO, MUSIBAU AKINTUNDE AJAGBE, LAWRENCE UCHENNA OKOYE & EKANEM EDEM
UDO UDO

18. | WOMEN’s MENTAL HEALTH IN INDIA: ISSUES AND CHALLENGES 71
DR. BASALINGAMMA S H & DR. RASHMI RANI AGNIHOTRI H.R

19. |AAJEEVIKA: A MISSION TO ENHANCES LIVELIHOOD AND MAKES SELF EMPLOYMENT OF RURAL| 75
PEOPLE AND WOMEN
RICHA VERMA & AMBUJ SRIVASTAV

20. | CONSUMER BEHAVIOUR REGARDING INDIAN BRANDED GOODS: A STUDY OF APPAREL INDUSTRY OF | 78
LUDHIANA
SUKHVINDER KAUR

REQUEST FOR FEEDBACK & DISCLAIMER 83

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VoLUME No. 6 (2016), | ssue No. 07 (JULY) | SSN 2231-5756
CHIEF PATRON

PROF. K. K. AGGARWAL

Chairman, Malaviya National Institute of Technology, Jaipur
(An institute of National Importance & fully funded by Ministry of Human Resource Development, Government of India)

Chancellor, K. R. Mangalam University, Gurgaon
Chancellor, Lingaya’s University, Faridabad
Founder Vice-Chancellor (1998-2008), Guru Gobind Singh Indraprastha University, Delhi
Ex. Pro Vice-Chancellor, Guru Jambheshwar University, Hisar

FOUNDER PATRON

LATE SH. RAM BHAJAN AGGARWAL

Former State Minister for Home & Tourism, Government of Haryana
Former Vice-President, Dadri Education Society, Charkhi Dadri
Former President, Chinar Syntex Ltd. (Textile Mills), Bhiwani

FORMER .CO-ORDINATOR,
DR. S. GARG
Faculty, Shree Ram Institute of Business & Management, Urjani

ADVISORS
PROF. M. S. SENAM RAJU
Director A. C. D., School of Management Studies, 1.G.N.O.U., New Delhi
PROF. M. N. SHARMA
Chairman, M.B.A., Haryana College of Technology & Management, Kaithal
PROF. S. L. MAHANDRU
Principal (Retd.), Maharaja Agrasen College, Jagadhri

EDITOR
PROF. R. K. SHARMA
Professor, Bharti Vidyapeeth University Institute of Management & Research, New Delhi

CO-EDITOR,
DR. BHAVET

Faculty, Shree Ram Institute of Engineering & Technology, Urjani

EDITORIAL ADVISORY BOARD

DR. RAJESH MODI
Faculty, Yanbu Industrial College, Kingdom of Saudi Arabia
PROF. SANJIV MITTAL
University School of Management Studies, Guru Gobind Singh I. P. University, Delhi
PROF. ANIL K. SAINI
Chairperson (CRC), Guru Gobind Singh I. P. University, Delhi
DR. SAMBHAVNA
Faculty, I.L.T.M., Delhi

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VoLUME No. 6 (2016), | ssue No. 07 (JULY) | SSN 2231-5756

DR. MOHENDER KUMAR GUPTA
Associate Professor, P. J. L. N. Government College, Faridabad
DR. SHIVAKUMAR DEENE
Asst. Professor, Dept. of Commerce, School of Business Studies, Central University of Karnataka, Gulbarga

ASSOCIATE EDITORS

PROF. NAWAB ALI KHAN
Department of Commerce, Aligarh Muslim University, Aligarh, U.P.
PROF. ABHAY BANSAL
Head, Department of I.T., Amity School of Engineering & Technology, Amity University, Noida
PROF. A. SURYANARAYANA
Department of Business Management, Osmania University, Hyderabad
PROF. V. SELVAM
SSL, VIT University, Vellore
DR. PARDEEP AHLAWAT
Associate Professor, Institute of Management Studies & Research, Maharshi Dayanand University, Rohtak
DR. S. TABASSUM SULTANA
Associate Professor, Department of Business Management, Matrusri Institute of P.G. Studies, Hyderabad
SURIJEET SINGH
Asst. Professor, Department of Computer Science, G. M. N. (P.G.) College, Ambala Cantt.

FORMER TECHNICAL ADVISOR,

AMITA
Faculty, Government M. S., Mohali

FINANCIAL ADVISORS
DICKIN GOYAL
Advocate & Tax Adviser, Panchkula
NEENA
Investment Consultant, Chambaghat, Solan, Himachal Pradesh

LEGAL ADVISORS
JITENDER S. CHAHAL
Advocate, Punjab & Haryana High Court, Chandigarh U.T.
CHANDER BHUSHAN SHARMA

Advocate & Consultant, District Courts, Yamunanagar at Jagadhri

SUPERINTENDENT

SURENDER KUMAR POONIA

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/

iv




VoLUME No. 6 (2016), | ssue No. 07 (JuLY) | SSN 2231-5756

CALL FOR MANUSCRIPTS

We invite unpublished novel, original, empirical and high quality research work pertaining to the recent developments & practices in the areas of Com-
puter Science & Applications; Commerce; Business; Finance; Marketing; Human Resource Management; General Management; Banking; Economics;
Tourism Administration & Management; Education; Law; Library & Information Science; Defence & Strategic Studies; Electronic Science; Corporate Gov-
ernance; Industrial Relations; and emerging paradigms in allied subjects like Accounting; Accounting Information Systems; Accounting Theory & Practice;
Auditing; Behavioral Accounting; Behavioral Economics; Corporate Finance; Cost Accounting; Econometrics; Economic Development; Economic History;
Financial Institutions & Markets; Financial Services; Fiscal Policy; Government & Non Profit Accounting; Industrial Organization; International Economics
& Trade; International Finance; Macro Economics; Micro Economics; Rural Economics; Co-operation; Demography: Development Planning; Development
Studies; Applied Economics; Development Economics; Business Economics; Monetary Policy; Public Policy Economics; Real Estate; Regional Economics;
Political Science; Continuing Education; Labour Welfare; Philosophy; Psychology; Sociology; Tax Accounting; Advertising & Promotion Management;
Management Information Systems (MIS); Business Law; Public Responsibility & Ethics; Communication; Direct Marketing; E-Commerce; Global Business;
Health Care Administration; Labour Relations & Human Resource Management; Marketing Research; Marketing Theory & Applications; Non-Profit Or-
ganizations; Office Administration/Management; Operations Research/Statistics; Organizational Behavior & Theory; Organizational Development; Pro-
duction/Operations; International Relations; Human Rights & Duties; Public Administration; Population Studies; Purchasing/Materials Management; Re-
tailing; Sales/Selling; Services; Small Business Entrepreneurship; Strategic Management Policy; Technology/Innovation; Tourism & Hospitality; Transpor-
tation Distribution; Algorithms; Artificial Intelligence; Compilers & Translation; Computer Aided Design (CAD); Computer Aided Manufacturing; Computer
Graphics; Computer Organization & Architecture; Database Structures & Systems; Discrete Structures; Internet; Management Information Systems; Mod-
eling & Simulation; Neural Systems/Neural Networks; Numerical Analysis/Scientific Computing; Object Oriented Programming; Operating Systems; Pro-
gramming Languages; Robotics; Symbolic & Formal Logic; Web Design and emerging paradigms in allied subjects.

Anybody can submit the soft copy of unpublished novel; original; empirical and high quality research work/manuscript - in M.S. Word format
after preparing the same as per our GUIDELINES FOR SUBMISSION; at our email address i.e. infoijrcm@gmail.com or online by clicking the link online
submission as given on our website (FOR ONLINE SUBMISSION, CLICK HERE).

GUIDELINES FOR SUBMISSION OF MANUSCRIPT
L COVERING LETTER FOR SUBMISSION:

DATED:

THE EDITOR
IJRCM

Subject: SUBMISSION OF MANUSCRIPT IN THE AREA OF

(e.g. Finance/Mkt./HRM/General Mgt./Engineering/Economics/Computer/IT/ Education/Psychology/Law/Math/other, please
specify)

DEAR SIR/MADAM

Please find my submission of manuscript titled * ' for likely publication in one of
your journals.

I hereby affirm that the contents of this manuscript are original. Furthermore, it has neither been published anywhere in any language
fully or partly, nor it is under review for publication elsewhere.

| affirm that all the co-authors of this manuscript have seen the submitted version of the manuscript and have agreed to inclusion of
their names as co-authors.

Also, if my/our manuscript is accepted, | agree to comply with the formalities as given on the website of the journal. The Journal has
discretion to publish our contribution in any of its journals.

NAME OF CORRESPONDING AUTHOR

Designation/Post*

Institution/College/University with full address & Pin Code

Residential address with Pin Code

Mobile Number (s) with country ISD code

Is WhatsApp or Viber active on your above noted Mobile Number (Yes/No)

Landline Number (s) with country ISD code

E-mail Address

Alternate E-mail Address

Nationality

* i.e. Alumnus (Male Alumni), Alumna (Female Alumni), Student, Research Scholar (M. Phil), Research Scholar (Ph. D.), JRF, Research Assistant, Assistant
Lecturer, Lecturer, Senior Lecturer, Junior Assistant Professor, Assistant Professor, Senior Assistant Professor, Co-ordinator, Reader, Associate Profes-

sor, Professor, Head, Vice-Principal, Dy. Director, Principal, Director, Dean, President, Vice Chancellor, Industry Designation etc. The qualification of
author is not acceptable for the purpose.

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT |

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VoLUME No. 6 (2016), | ssue No. 07 (JuLY) | SSN 2231-5756

10.
11.

NOTES:

a) The whole manuscript has to be in ONE MS WORD FILE only, which will start from the covering letter, inside the manuscript. pdf.
version is liable to be rejected without any consideration.

b) The sender is required to mention the following in the SUBJECT COLUMN of the mail:
New Manuscript for Review in the area of (e.g. Finance/Marketing/HRM/General Mgt./Engineering/Economics/Computer/IT/
Education/Psychology/Law/Math/other, please specify)

c) There is no need to give any text in the body of the mail, except the cases where the author wishes to give any specific message
w.r.t. to the manuscript.

d) The total size of the file containing the manuscript is expected to be below 1000 KB.

e) Only the Abstract will not be considered for review and the author is required to submit the complete manuscript in the first

instance.

f)  The journal gives acknowledgement w.r.t. the receipt of every email within twenty-four hours and in case of non-receipt of
acknowledgment from the journal, w.r.t. the submission of the manuscript, within two days of its submission, the corresponding
author is required to demand for the same by sending a separate mail to the journal.

g) The author (s) name or details should not appear anywhere on the body of the manuscript, except on the covering letter and the
cover page of the manuscript, in the manner as mentioned in the guidelines.

_: The title of the paper should be typed in bold letters, centered and fully capitalised.

_: Author (s) name, designation, affiliation (s), address, mobile/landline number (s), and email/al-

ternate email address should be given underneath the title.

_: Acknowledgements can be given to reviewers, guides, funding institutions, etc., if any.
_: Abstract should be in fully Italic printing, ranging between 150 to 300 words. The abstract must be informative and eluci-
dating the background, aims, methods, results & conclusion in a SINGLE PARA. Abbreviations must be mentioned in full.

_: Abstract must be followed by a list of keywords, subject to the maximum of five. These should be arranged in alphabetic
order separated by commas and full stop at the end. All words of the keywords, including the first one should be in small letters, except
special words e.g. name of the Countries, abbreviations etc.

-: Provide the appropriate Journal of Economic Literature Classification System code (s). JEL codes are available at www.aea-
web.org/econlit/jelCodes.php. However, mentioning of JEL Code is not mandatory.

_: Manuscript must be in BRITISH ENGLISH prepared on a standard A4 size PORTRAIT SETTING PAPER. It should be free
from any errors i.e. grammatical, spelling or punctuation. It must be thoroughly edited at your end.

_: All the headings must be bold-faced, aligned left and fully capitalised. Leave a blank line before each heading.
_: All the sub-headings must be bold-faced, aligned left and fully capitalised.

THE MAIN TEXT SHOULD FOLLOW THE FOLLOWING SEQUENCE:

INTRODUCTION

REVIEW OF LITERATURE
NEED/IMPORTANCE OF THE STUDY
STATEMENT OF THE PROBLEM
OBJECTIVES

HYPOTHESIS (ES)

RESEARCH METHODOLOGY
RESULTS & DISCUSSION

FINDINGS
RECOMMENDATIONS/SUGGESTIONS
CONCLUSIONS

LIMITATIONS

SCOPE FOR FURTHER RESEARCH
REFERENCES
APPENDIX/ANNEXURE

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT .

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VoLUME No. 6 (2016), | ssue No. 07 (JuLY) | SSN 2231-5756

12. FIGURES & TABLES: These should be simple, crystal CLEAR, centered, separately numbered & self-explained, and the titles must be
above the table/figure. Sources of data should be mentioned below the table/figure. It should be ensured that the tables/figures are
referred to from the main text.

13. EQUATIONS/FORMULAE: These should be consecutively numbered in parenthesis, left aligned with equation/formulae number placed
at the right. The equation editor provided with standard versions of Microsoft Word may be utilised. If any other equation editor is
utilised, author must confirm that these equations may be viewed and edited in versions of Microsoft Office that does not have the
editor.

14. ACRONYMS: These should not be used in the abstract. The use of acronyms is elsewhere is acceptable. Acronyms should be defined
on its first use in each section e.g. Reserve Bank of India (RBI). Acronyms should be redefined on first use in subsequent sections.

15. REFERENCES: The list of all references should be alphabetically arranged. The author (s) should mention only the actually utilised
references in the preparation of manuscript and they may follow Harvard Style of Referencing. Also check to ensure that everything
that you are including in the reference section is duly cited in the paper. The author (s) are supposed to follow the references as per
the following:

. All works cited in the text (including sources for tables and figures) should be listed alphabetically.

. Use (ed.) for one editor, and (ed.s) for multiple editors.

J When listing two or more works by one author, use --- (20xx), such as after Kohl (1997), use --- (2001), etc., in chronologically ascending
order.

. Indicate (opening and closing) page numbers for articles in journals and for chapters in books.

. The title of books and journals should be in italic printing. Double quotation marks are used for titles of journal articles, book chapters,

dissertations, reports, working papers, unpublished material, etc.
. For titles in a language other than English, provide an English translation in parenthesis.

. Headers, footers, endnotes and footnotes should not be used in the document. However, you can mention short notes to elucidate
some specific point, which may be placed in number orders before the references.

BOOKS
. Bowersox, Donald J., Closs, David J., (1996), "Logistical Management." Tata McGraw, Hill, New Delhi.
. Hunker, H.L. and A.J. Wright (1963), "Factors of Industrial Location in Ohio" Ohio State University, Nigeria.

CONTRIBUTIONS TO BOOKS

. Sharma T., Kwatra, G. (2008) Effectiveness of Social Advertising: A Study of Selected Campaigns, Corporate Social Responsibility, Edited
by David Crowther & Nicholas Capaldi, Ashgate Research Companion to Corporate Social Responsibility, Chapter 15, pp 287-303.

JOURNAL AND OTHER ARTICLES

. Schemenner, R.W., Huber, J.C. and Cook, R.L. (1987), "Geographic Differences and the Location of New Manufacturing Facilities," Jour-
nal of Urban Economics, Vol. 21, No. 1, pp. 83-104.

CONFERENCE PAPERS

. Garg, Sambhav (2011): "Business Ethics" Paper presented at the Annual International Conference for the All India Management Asso-
ciation, New Delhi, India, 19-23

UNPUBLISHED DISSERTATIONS
. Kumar S. (2011): "Customer Value: A Comparative Study of Rural and Urban Customers," Thesis, Kurukshetra University, Kurukshetra.

ONLINE RESOURCES

. Always indicate the date that the source was accessed, as online resources are frequently updated or removed.
WEBSITES
. Garg, Bhavet (2011): Towards a New Gas Policy, Political Weekly, Viewed on January 01, 2012 http://epw.in/user/viewabstract.jsp

INTERNATIONAL JOURNAL OF RESEARCH IN COMMERCE, IT & MANAGEMENT .

A Monthly Double-Blind Peer Reviewed (Refereed/Juried) Open Access International e-Journal - Included in the International Serial Directories

http://ijrcm.org.in/




VoLUME No. 6 (2016), | ssue No. 07 (JuLY) | SSN 2231-5756
CUSTOMER SATISFACTION OF AIRTEL CELLULAR SERVICE IN CUMBUM TOWN, THENI DISTRICT,
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Telecommunication is the assisted transmission over a distance for the purpose of communication. In earlier times, this may have involved the use of smoke signals,
drums, semaphore, flags or heliograph. In modern times, telecommunication typically involves the use of electronic devices such as the telephone, television, radio
or computer. Early inventors in the field of telecommunication include Alexander Graham Bell, Guglielmo Marconi and John Logie Baird. As India's leading telecom-
munications company. Airtel brand has played the role as a major catalyst in India's reforms, contributing to its economic resurgence. The businesses at Bharti
Airtel have been structured into three individual strategic business units (SBU’s) - Mobile Services, Airtel Telemedia Services & Enterprise Services. The mobile
business provides mobile & fixed wireless services using GSM technology across 23 telecom circles while the Airtel Telemedia Services business offers broadband &
telephone services in 95 cities and has recently launched a Direct-to-Home (DTH) service, Airtel digital TV. The company provides end-to-end data and enterprise
services to the corporate customers through its nationwide fiber optic backbone, last mile connectivity in fixed-line and mobile circles, VSATs, ISP and international
bandwidth access through the gateways and landing station.

KEYWORDS

telecommunication, cellular, service, satisfaction, sector.

INTRODUCTION

he telecom industry has been divided into two major segments, that is, fixed and wireless cellular services for this report. Besides, internet services, VAS,

PMRTS and VSAT also have been discussed in brief in the report. In today’s information age, the telecommunication industry has a vital role to play.

Considered as the backbone of industrial and economic development, the industry has been aiding delivery of voice and data services at rapidly increasing
speeds, and thus, has been revolutionizing human communication. Although the Indian telecom industry is one of the fastest-growing industries in the world, the
current teledensity or telecom penetration is extremely low when compared with global standards. India’s teledensity of 36.98% in FY09 is amongst the lowest in
the world. Further, the urban teledensity is over 80%, while rural teledensity is less than 20%, and this gap is increasing. As majority of the population resides in
rural areas, it is important that the government takes steps to improve rural teledensity. No doubt the government has taken certain policy initiatives, which
include the creation of the Universal Service Obligation Fund, for improving rural telephony. These measures are expected to improve the rural tele-density and
bridge the rural-urban gap in tele-density.

EVOLUTION

Indian telecom sector is more than 165 years old. Telecommunications was first introduced in India in 1851 when the first operational land lines were laid by the
government near Kolkata (then Calcutta), although telephone services were formally introduced in India much later in 1881. Further, in 1883, telephone services
were merged with the postal system. In 1947, after India attained independence, all foreign telecommunication companies were nationalised to form the Posts,
Telephone and Telegraph (PTT), a body that was governed by the Ministry of Communication. The Indian telecom sector was entirely under government ownership
until 1984, when the private sector was allowed in telecommunication equipment manufacturing only. The government concretised its earlier efforts towards
developing R&D in the sector by setting up an autonomous body — Centre for Development of Telematics (C-DOT) in 1984 to develop state-of-the-art telecommu-
nication technology to meet the growing needs of the Indian telecommunication network. The actual evolution of the industry started after the Government
separated the Department of Post and Telegraph in 1985 by setting up the Department of Posts and the Department of Telecommunications (DoT). The entire
evolution of the telecom industry can be classified into three distinct phases.

. Phase |- Pre-Libralisation Era (1980-89)

. Phase II- Post Libralisation Era (1990-99)

. Phase Ill- Post 2000

Until the late 90s the Government of India held a monopoly on all types of communications — as a result of the Telegraph Act of 1885. As mentioned earlier in the
chapter, until the industry was liberalised in the early nineties, it was a heavily government-controlled and small-sized market, Government policies have played
a key role in shaping the structure and size of the Telecom industry in India. As a result, the Indian telecom market is one of the most liberalised market in the
world with private participation in almost all of its segments. The New Telecom Policy (NTP-99) provided the much needed impetus to the growth of this industry
and set the trend for libralisation in the industry.

STATEMENT OF THE PROBLEM

The Indian telecom industry has come a long way since its liberalisation era. The industry has witnessed exponential growth especially in the wireless segment in
the last few years. The plethora of telecom services evolved over the years, ranging from basic telephony to voice, video and data services, Wimax, WLAN and
VPN, and bandwidth on demand to virtual private networks have catalysed revolutionary changes in the business operations for the service sector, i.e., IT, BPO
and also the manufacturing sectors etc, besides providing millions of people access to new technology. Even though the sector has reflected promising growth,
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the teledensity in India still remains at a very low level compared with international standards and thus providing tremendous opportunity for future growth. In
the medium-term, the industry is expected to continue to record good subscriber growth as a result of low penetration levels, heightened competition; a sustained
fall in minimum subscription cost and tariff that increase affordability for lower-income rural users, expansion of coverage area by mobile operators, and govern-
ment support through schemes such as the rural infrastructure roll out funded by subsidies from the Universal Service Obligation (USO) Fund. The Indian telecom
sector offers unprecedented opportunities in various areas, such as rural telephony, 3G, virtual private network, value-added services, et al. Nonetheless, the lack
of telecom infrastructure in rural areas and falling ARPU of telecom service providers could inhibit the future growth of the industry. A study about customer
satisfaction of airtel cellular service in Cumbum town, Theni district, Tamilnadu is not so far analysed by any researcher. Hence, the researcher wants to analyze
the customer satisfaction regarding airtel services in the study area.

OBJECTIVES OF THE STUDY

. To know about the Telecom Industry.

. To know the information about the Airtel cellular services.

. To find the effectiveness of the company in reaching the public and its customer satisfaction in the study area.
. To provide suggestions to improve the customer satisfaction towards Airtel.

METHODOLOGY

For the purpose of this study Survey method has been followed. Survey method is a device for collecting data (or) Factual Information of the universe (or) Popu-
lation. Two kinds of survey are

. Sample Enquiry

" Census Enquiry

SAMPLE ENQUIRY

Instead of every unit of the universe only a part of the universe is studied and the conclusion is drawn on that basis for the entire population.

COLLECTION OF DATA

Data are the material collected by the researcher (or) the investigator. For the purpose of this study both primary and secondary data have been collected.
PRIMARY DATA

Primary data include the actual information received from the individuals directly concerned with the problem of study by using questionnaires.

SECONDARY DATA

The Secondary data includes all type of published and unpublished public (or) private documents and other such type of information.

SAMPLE

Sample is the proportion of the population to be studied. Sample is a smaller representation of a large whole. A small survey has been taken from hundred and
ten Airtel customers. The researcher used the random sampling method for collecting primary data. In this method each and every unit of the population has an
equal chance of being selected in the sample.

QUESTIONNAIRE

The word “Questionnaire” refers to device of securing answer to questions by using a form which the respondent fills in.

BHARTI AIRTEL

Bharti Airtel Limited is an Indian multinational telecommunications services company headquartered in New Delhi, India. It operates in 20 countries across South
Asia, Africa, and the Channel Islands. Airtel provides GSM, 3G and 4G LTE mobile services, fixed line broadband and voice services depending upon the country of
operation. It is the largest cellular service provider in India, with 192.22 million subscribers as of August 2013. Airtel is the largest mobile operator in South Asia
and the fourth largest in the world by subscriber base. Airtel was named India's second most valuable brand in the first ever Brandz ranking by Millward
Brownand WPP plc. Airtel is credited with pioneering the business strategy of outsourcing all of its business operations except marketing, sales and finance and
building the 'minutes factory' model of low cost and high volumes. The strategy has since been adopted by several operators. Airtel's telecom equipment is
provided and maintained by Ericsson and Nokia Solutions and Networks'” whereas IT support is provided by IBM. The transmission towers are maintained by
subsidiaries and joint venture companies of Bharti including Bharti Infratel and Indus Towers in India. Ericsson agreed for the first time to be paid by the minute
for installation and maintenance of their equipment rather than being paid up front, which allowed Airtel to provide low call rates of 1/minute (US$0.02/minute).
HISTORY

In 1984, Sunil Mittal started assembling push-button phones in India, which he earlier used to import from a Taiwan company, Kingtel, replacing the old fashioned,
bulkyrotary phones that were in use in the country then. Bharti Telecom Limited (BTL) was incorporated and entered into a technical tie up with Siemens AG of
Germany for manufacture of electronic push button phones. By the early 1990s, Bharti was making fax machines, cordless phones and other telecom gear. He
named his first push-button phones as 'Mitbrau'. In 1992, he successfully bid for one of the four mobile phone network licences auctioned in India. One of the
conditions for the Delhi cellular license was that the bidder have some experience as a telecom operator. So, Mittal clinched a deal with the French telecom
group Vivendi. He was one of the first Indian entrepreneurs to identify the mobile telecom business as a major growth area. His plans were finally approved by
the Government in 1994 and he launched services in Delhi in 1995, when Bharti Cellular Limited (BCL) was formed to offer cellular services under the brand name
AirTel. Within a few years Bharti became the first telecom company to cross the 2-million mobile subscriber mark. Bharti also brought down the STD/ISD cellular
rates in India under brand name 'Indiaone’.

In 1999, Bharti Enterprises acquired control of JT Holdings, and extended cellular operations to Karnataka and Andhra Pradesh. In 2000, Bharti acquired control of
Skycell Communications, in Chennai. In 2001, the company acquired control of Spice Cell in Calcutta. Bharti Enterprises went public in 2002, and the company was
listed on Bombay Stock Exchange and National Stock Exchange of India. In 2003, the cellular phone operations were rebranded under the single Airtel brand. In
2004, Bharti acquired control of Hexacom and entered Rajasthan. In 2005, Bharti extended its network to Andaman and Nicobar. This expansion allowed it to offer
voice services all across India. Airtel launched "Hello Tunes", a Caller ring back tone service (CRBT), in July 2004 becoming to the first operator in India to do so.
The Airtel theme song, composed by A.R. Rahman, was the most popular tune on that year. In May 2008, it emerged that Airtel was exploring the possibility of
buying the MTN Group, a South Africa-based telecommunications company with coverage in 21 countries in Africa and the Middle East. The Financial Times re-
ported that Bharti was considering offering US$45 billion for a 100% stake in MTN, which would be the largest overseas acquisition ever by an Indian firm. However,
both sides emphasize the tentative nature of the talks, while The Economist magazine noted, "If anything, Bharti would be marrying up," as MTN has more sub-
scribers, higher revenues and broader geographic coverage. However, the talks fell apart as MTN group tried to reverse the negotiations by making Bharti almost
a subsidiary of the new company. In May 2009, Bharti Airtel again confirmed that it was in talks with MTN and the companies agreed to discuss the potential
transaction exclusively by 31 July 2009. Talks eventually ended without agreement, some sources stating that this was due to opposition from the South African
government.

In 2009, Bharti negotiated for its strategic partner Alcatel-Lucent to manage the network infrastructure for the fixed line business. Later, Bharti Airtel awarded the
three-year contract to Alcatel-Lucent for setting up an Internet Protocol access network across the country. This would help consumers access internet at faster
speed and high quality internet browsing on mobile handsets. In 2009, Airtel launched its first international mobile network in Sri Lanka. In June 2010, Bhartil
acquired the African business of Zain Telecom for $10.7 billion making it the largest ever acquisition by an Indian telecom firm. In 2012, Bharti tied up with Wal-
Mart, the US retail giant, to start a number of retail stores across India. In 2014, Bharti planned to acquire Loop Mobile for INR 7 billion, but the deal was called off
later.]
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Telecom giant Bharti Airtel is the flagship company of Bharti Enterprises. The Bharti Group has a diverse business portfolio and has created global brands in the
telecommunication sector. Bharti has recently forayed into retail business as Bharti Retail Pvt. Ltd. under a MoU with Wal-Mart for the cash & carry business. It
has successfully launched an international venture with EL Rothschild Group to export fresh agri products exclusively to markets in Europe and USA and has
launched Bharti AXA Life Insurance Company Ltd under a joint venture with AXA, world leader in financial protection and wealth management.

Airtel comes to you from Bharti Airtel Limited, India’s largest integrated and the first private telecom services provider with a footprint in all the 23 telecom circles.
Bharti Airtel since its inception has been at the forefront of technology and has steered the course of the telecom sector in the country with its world class products
and services. The businesses at Bharti Airtel have been structured into three individual strategic business units (SBU’s) - Mobile Services, Airtel Telemedia Services
& Enterprise Services. The mobile business provides mobile & fixed wireless services using GSM technology across 23 telecom circles while the Airtel Telemedia
Services business offers broadband & telephone services in 95 cities and has recently launched India's best Direct-to-Home (DTH) service, Airtel digital TV. The
Enterprise services provide end-to-end telecom solutions to corporate customers and national & international long distance services to carriers. All these services
are provided under the Airtel brand. Airtel was born free, a force unleashed into the market with a relentless and unwavering determination to succeed. A spirit
charged with energy, creativity and a team driven “to seize the day” with an ambition to become the most globally admired telecom service. Airtel, in just ten
years of operations, rose to the pinnacle to achievement and continues to lead.

DATA ANALYSIS AND INTERPRETATION

OPINION ABOUT THE DURATION OF RECHARGE OF MOBILE PHONES

The consumers have to recharge their mobile phones to enjoy the services continuously. There are different kinds of plan that are being used by them. The
responses and opinion of consumers about the duration of recharge of mobile phones are given in Table 1.

TABLE 1: OPINION ABOUT THE MOBILE PHONE RECHARGING RESPONSES IN DIFFERENT DURATIONS

S.No | Responses No. of Respondents | Percentage (%)
1. Once in a month 31 28
2. Once in two months 45 41
3. Lifetime Recharge / Only Incoming | 34 31
Total 110 100

The above table indicates 28% of the respondent’s recharge once in a month, 41% of the respondents recharge once in two months and the remaining 31% use

lifetime recharge only incoming option.
OPINION ABOUT SMS/MMS FACILITY

The Airtel provides facility of SMS and MMS services to all subscribers. The responses and the opinion about SMS and MMS facility is that explained in Table 2.

TABLE 2: OPINION ABOUT THE RESPONSES REGARDING USE OF SMS/MMS FACILITY

Source: primary data

S.No | Responses | No. of Respondents | Percentage (%)
1. Yes 56 51
2. No 54 49

Total 110 100

The above table indicates 51% of the respondents make use of SMS/MMS facility, whereas 49% of the respondents do not making use of it.

RESPONSES OF CONSUMERS ABOUT THE USE OF GPRS FACILITY

The Airtel provides a special facility is called GPRS (General Packer Radio Service). The customers can use the internet through this service. The opinion about

Source: primary data

respondents regarding the use of GPRS services that are given in Table 3.

TABLE 3: STATISTICS ABOUT THE RESPONSES REGARDING THE USE OF GPRS FACILITY

S.No | Responses | No. of Respondents | Percentage (%)
1. Yes 65 59
2. No 45 41

Total 110 100

Source: primary data

The above table indicates that 59% of the respondents make use of the GPRS services, whereas 41% of the respondents are not making use of it.

RESPONSES REGARDING GENERAL NETWORK COVERAGE IN AIRTEL

Network coverage has a wide role in the customer satisfaction. The Network coverage is varying from one place to another. In some cases, the customers may or
may not be satisfied. The oral statistics about the network coverage of Airtel Network has mentioned in Table.4.

TABLE 4: RESPONSES REGARDING THE GENERAL NETWORK COVERAGE IN AIRTEL

S.No | Responses | No. of Respondents | Percentage (%)
1. Very Good | 17 15
2. Fair 53 48
3. Bad 27 25
4 Very Bad 13 12
Total 110 100

The above table indicates 15% of the respondents feel that the general network coverage in Airtel was very good, whereas 48% of the respondents feel that it was

fair, 25% feel that it was bad, and 12% of them very bad.

Source: primary data

RESPONSES REGARDING THE NETWORK COVERAGE OF AIRTEL IN OUT OF STATIONS

The customers may go out stations in which they expected to have a fair network coverage wherever they go. The opinion about the network coverage in outer

areas is described in Table 5.

TABLE 5: NETWORK COVERAGE IN OUTER AREAS IN AIRTEL

S.No | Responses | No. of Respondents | Percentage (%)
1. Very Good | 32 29
2. Fair 49 45
3. Bad 18 16
4 Very Bad 11 10
Total 110 100

Source: primary data
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The above table indicates 29% of the respondents feel that the network coverage in outer areas in Airtel is very good, whereas 45% of them feel that it was fair,

16% of them feel it was bad, and remaining 10% beet mat it was very bad.
OPINIONS REGARDING GETTING OFFER INFORMATIONS FROM AIRTEL

The Airtel provides more offer to the customers. The customers can know the information about the offers through SMS, Phone Calls, and Television Advertise-

ments. The responses regarding getting offer information from Airtel is expressed in Table 6.

TABLE 6: GETTING OFFER INFORMATION FROM AIRTEL

S.No | Responses No. of Respondents | Percentage (%)
1. Through SMS from the company 50 45
2. Through Phone Calls from the company | 34 31
3. Through Television Ads 26 24
Total 110 100

Source: primary data
The above table indicates 45% of the respondents say that they receive offer information through SMS from the company, whereas 31% of them said that they
receive offer information through phone calls from the company & 24% of them say that they receive information through television ads.
OPINION REGARDING THE BEST FEATURES IN AIRTEL
The Airtel provide more facilities to the customers such as GRPS, Low Call Rates, Better Network Coverage and more. The customer’s opinion regarding the best
features and facilities in Airtel has given in Table 7.

TABLE 7: STATISTICS ABOUT THE RESPONSES REGARDING THE BEST FEATURE IN AIRTEL

S.No | Responses No. of Respondents | Percentage (%)
1. Low Call Rates 12 11
2. GPRS 34 31
3. Network Coverage | 26 24
4 All the above 38 34
Total 110 100

Source: primary data
The above table indicates that 11% of the respondents say that low call rates is the best feature of Airtel, whereas 31% say that GPRS was the best, 24% of them
said that network coverage was the best, and 34% say that all the above are the best.
OPINION ABOUT THE OFFERS MOSTLY USED IN AIRTEL
There are various offers available in Airtel Network. The customers may have attracted by one or more offers. The opinion about mostly used offers by customers
has explained in Table 8.
TABLE 8: OPINION ABOUT THE RESPONSES REGARDING THE OFFERS MOSTLY USED IN AIRTEL

S.No | Responses No. of Respondents | Percentage (%)
1. Booster Pack / Rate Cutter | 13 12
2. Hello Tunes 25 23
3. GPRS 33 30
4 All the above 39 35
Total 110 100

Source: primary data
The above table indicates that 12% of the respondents feel that booster pack/rate cutter was the best offer from Airtel, whereas 23% of them feel that hello tunes
was the best, 30% of them feel that GPRS was the best and the remaining 35% of them feel that all the above was the best.
THE RESPONSES REGARDING THE FANCY NUMBERS AVAILABILITY IN AIRTEL
The customers may want to see use the fancy numbers, because it is easy to memories in their mind. The opinion about the fancy numbers availability in Airtel is
stated in Table 9.
TABLE 9: OPINION ABOUT THE RESPONSES REGARDING THE FANCY MOBILE NUMBERS AVAILABILITY IN AIRTEL

S.No | Responses | No. of Respondents | Percentage (%)
1. More 35 32
2. Less 45 41
3. Very Less 19 17
4 Average 11 10
Total 110 100

Source: primary data
The above table indicates that 32% of the respondents feel that there are more fancy mobile numbers available with Airtel, whereas 41% of them feel that it is
less, 17% of them feel it is very less and the remaining 10% average.
OPINION ABOUT THE PLAN CHANGE OPTION AVAILABILETY IN AIRTEL
The customer may change one plan to another, if they want. The responses of customer regarding the plan change option availabilities are stated in Table 10.

TABLE 10: OPINION ABOUT THE RESPONSES REGARDING THE PLAN CHANGE OPTIONS AVAILABILITY IN AIRTEL

S.No | Responses | No.of Respondents | Percentage (%)
1. More 18 16
2. Less 44 40
3. Very Less 29 27
4. Average 19 17
Total 110 100

Source: primary data
The above table indicates that 16% of the respondents feel that there are more plan change options available with Airtel, whereas 40% of them feel that it is less,
27% of them feel it was very less and the remaining 17% average.
RESPONSES REGARDING THE CUSTOMER SUPPORTING IN AIRTEL
The following table indicates the customer’s feeling and support about the Airtel such as very good, fair, bad, very bad.
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TABLE 11: OPINION ABOUT THE RESPONSES REGARDING THE CUSTOMER SUPPORT IN AIRTEL

S.No | Responses | No. of Respondents Respondents | Percentage (%)
1. Very Good | 17 16
2. Fair 31 28
3. Bad 33 30
4 Very Bad 29 26
Total 110 100

Source: primary data
The above table indicates that 16% of the respondents feel that the Customer Support was very good in Airtel, whereas 28% of them feel that it was fair, 30% of
them feel it was bad and the remaining 26% very bad.
OPINION ABOUT PREPAID/ POST PAID CONNECTION IN AIRTEL
The customers can get the service from Airtel by two ways — prepaid and post paid. The customer’s preference on prepaid and post paid has stated in Table 12.

TABLE 12: OPINION ABOUT THE RESPONSES REGARDING PREPAID/POSTPAID CONNECTION IN AIRTEL

S.No | Responses | No. of Respondents | Percentage (%)
1. Prepaid 62 56
2. Postpaid 48 44

Total 110 100

Source: primary data
The above table indicates that 56% of the respondents use prepaid Airtel SIM card, whereas 44% of them use postpaid Airtel SIM card.
THE RESPONSES REGARDING THE TARIFF OF AIRTEL SIM CARD AT GOOD CHEAP RATES
The competition in cellular service is very high so every service network reduces the price of the sim card to beat the competitor. The responses regarding the
tariff of the Airtel sim card ar good cheap rates has stated in Table 13.

TABLE 13: RESPONSES REGARDING THE TARIFF OF THE SIM CARD AT GOOD CHEAP RATES

S.No | Responses | No. of Respondents | Percentage (%)
1. Yes 57 52
2. No 53 48

Total 110 100

Source: primary data

The above table indicates that 52% of the respondents feel that the tariff of the SIM card was at cheap rates in Airtel, whereas 48% of them feel that it was not

So.

RESPONSES REGARDING THAT THE REGISTRATION AND ACTIVATION PROCESS OF THE SIM CARD IS QUICK
The customer may feel that the process of activation and registration or quick not the following table indicates the opinion of customer about the registration and

activation process in Airtel.

TABLE 14: OPINION ABOUT THE RESPONSES REGARDING THE REGISTRATION AND ACTIVATION PROCESS OF THE SIM CARD

S.No | Responses | No. of Respondents | Percentage (%)
1. Yes 60 55
2. No 50 45

Total 110 100

Source: primary data

The above table indicates that 55% of the respondents feel that the registration and activation process is quick enough in Airtel, whereas 4s5% of them feel that
itis not so.

RESPONSES REGARDING E-RECHARGE IN AIRTEL

Airtel provides also the e-recharge facility to their customers. The customer’s feelings and opinion about the facility of e-recharge of Airtel has stated in Table 15.

TABLE 15: OPINION ABOUT THE RESPONSES REGARDING THE E-RECHARGE IN AIRTEL

S.No | Responses | No. of Respondents | Percentage (%)
1. Very Fast 26 23
2. Fast 34 31
3. Slow 33 30
4 Very Slow 17 16
Total 110 100

Source: primary data
The above table indicates that 23% of the respondents feel that the E-Recharge is very fast in Airtel, whereas 31% of them feel that it is fast, 30% of them feel it is
slow and the remaining 16% very slow.

FINDINGS, SUGGESTIONS AND CONCLUSIONS

FINDINGS

. Majority (53%) of the respondent’s recharge once in a month, 27% of the respondent’s recharge once in two months and the remaining 20% use lifetime
recharge / only incoming option.

. Majority (53%) of the respondents feel that the general network coverage in Airtel was very good.

. Majority (53%) of the respondents feel that the network coverage in outer areas in Airtel was very good.

Ll Majority of the respondents have said that they receive offer information through SMS from the company, and only a few have said that they receive phone
calls or watch television ads in Airtel.

Ll Regarding the best feature, majority of the respondents have said that Airtel is best at all the above. [Network Coverage, GPRS, Low call rates].

= Above all, the Customer Support is the most important thing to be noted. Majority (47%) of the respondents feel that Airtel is very good in terms of customer
support.

. Majority of the respondents feel that the tariff, registration and activation process is economic, and quick enough.

. Majority of them feel that E-Recharge was also very fast in Airtel.

SUGGESTIONS

. Airtel has to promote their facilities offered in a wide manner.

. Should provide good basic training to their staff in-order to gain more customers.
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. Should maintain the good relationship with the customers and try to satisfy their needs.

. Priority should be given to those facilities that customers are not that much interested as of now.

. The Airtel should expand their net work coverage in outer areas.

CONCLUSION

The competitive intensity in the telecom industry in India is one of the highest in the world and has lead to sustained fall in realisation for the service providers.
Intense competitive pressure and cut throat pricing has resulted in declining ARPUs. With increasing number of new entrants in the telecom space the competitive
intensity is likely to continue, putting further downward pressures on the telecom tariffs. Thus, the telecom companies might have to grapple with further decline
in ARPUs, going forward.

Telecommunication is the assisted transmission over a distance for the purpose of communication. In earlier times, this may have involved the use of smoke
signals, drums, semaphore, flags or heliograph. In modern times, telecommunication typically involves the use of electronic devices such as the telephone, televi-
sion, radio or computer. Good Training is a must to achieve more and more. Any training activity should be goal oriented and genuinely aimed at improving quality
of work, worker, and work place. Training given by the Telecom giant Airtel is to develop personal professional skills of the trainees’ attitude. This project report
shows that Airtel is good at providing the latest techniques & facilities to their customers. This is the study regarding customer satisfaction towards Airtel which
concludes that Airtel is rated very good by their customers in the study area.
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