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INTRODUCTION OF JIO 4G NETWORK 
The amm of this study is to determine thc customer satisfaction of smart mobile phone 

usCrs This rescarch was conducted with 50 respondents by using Questionnaires in 

Suryapct Dist. For this purpose. 15 Statements were given to the smart phone users and 

the degree of agreement for each statement at was determined by a liker scale 

The services were first beta-launched to Jio's partners and employces on 27 
December 2015 on the eve of 83rd birth anniversary of late Dhiruba Ambani, founder of 

Reliance Industries, and later services were commercially launched on Sth September 
2016. In June 2010, Reliance Industries (RIL) bought a 96% stake in Infidel Broadband 
Services Limited (IBSL) for 4,800 crore (USS740 million). Although unlisted, IBSL was 
the only company that won broadband spectrum in all 22 circles in India in the 4G auction 

that took place earlier that year. Later continuing as RIL's telecom subsidiary, Info Tel 
Broadband Services Limited was renamed as Reliance Jio Infocomm Limited (RJIL) in 
January 2013. 

In June 2015, Jio announced that it would start its operations all over the country 

by the end of 2015. However, four months later in October, the company's spokesmen 

sent out a press release stating that the launch was postponed to the first quarter of the 
financial year 2016-2017. 

The telecommunication sector is one of the fast-developing sectors in India. Hence 

many investors like to invest in telecommunication companies. This sector has been 

experiencing big events during the current decades such as 2G spectrum auction and 
scams, 3G and 4G Spectrum allocation, etc. on September 1 2016, a big business 

concern, reliance industiies Itd. Introduced their new product reliance Jio network services 

through their subsidiary company ith attractive offers both for voice call and 4 g interne 
mobile services. it threatened other mobile service provider who want to retain thei 
market share. 
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The intrrduction of relince Jie on Ist September 2016 hrings a tremendous change in 

horh telecom industry and telecom etock market According to TRA last month the 

tclecom suhscriher hase in India crosses the 12 bill son market and Jio led the race for the 

greateet number of new additions oblivouslv this reflects on the number of other 

teie communicaton companies such as airtel, Vodafone and idea etc 

JIO LOGo 

Jio 
Figure: The hidden symbolism in Jio logo 

The logo of Reliance Jio has a hidden symbolism in it. When you flip the Jio logo around, 

it is read 'oil'. The Jio logo seems to represent the past and future of Reliance. Oil is what 

had propelled Reliance to become India's biggest company in the 20th century. When 

flipped over into the 21 st, it's probably going to be Jio. 



TECHNOLOGY 

Ie High Speed Internet service is the fourth generation (4G) mobtie technology that 
enables the delivery of high spced internet services It uses voice over LTE to provde 
vOcC sctVice on its network LTE refcrs to Long Term Evolution of telecom technology 

that enables High-De finition voice and h1gh-speed nternet access 

5G. 

NETWORK 

Jio owrns spcctrum in 850 MHz and 1.800 MHz bands in India's 22 circles, and also owns 

pan-India licensed 2.300 MHz spectrum. The spectrum is valid until 2035. Jio shares the 

spcctrum with Rcliancc Communications. The sharing deal is for 800 MHz band across 

seven circles other than the 10 circles for which Jio already owns. In September 2016, Jio 

Signed a pact with BSNL for intra-circle roaming which would enable users of the 

operators to use each other's 4G and 2G spectrum in national roaming mode. In February 

2017. Jio announced a partnership with Samsung to work on LTE - Advanced Pro and 

STATEMENTOF THE PROBLEM 

Telecom sector is one of the fastest growing industries in the world. In India the 

telecom sector is flourishing and growing at the rapid pace from last 5 years. India is 

currently the largest telecommunication market. But some of the telecommunication 

companies faced huge losses after September Ist 2016 due to the introduction of reliance 

Jio. Vol-5 Issue-5 2019 IJARIIE- ISSN(O)-2395-4396 10915 www.ijariie.com 659 

Companics like Vodafone and idea, airtel faces loses and they take various measures to 

overcome or retain in the market. The reason behind the Merger of Vodafone idea is due 

to the introduction of reliance Jio in the telecom industry. 
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The valuc of shate prices of those companies shows a decreasing trend after the 
ntroduction of reliance Jio There for the present study is evaluate aimed to study the 

mpact of ntroduction of relanco Jio to telecom industry and those companics' sharc 
pCc movement in BSE 

QUICK FACTS 

Reliance Jio Infocomm Limited, more popular known as Reliance Jio, recently shot 
to newS when Mukesh Ambani announced the ideas and plans of Jio which shook the 

industry. Share prices of Airtel, Vodafone, and Idea fell considerably when the launch of 

Jio was made. Though the Life phones and Jio sim had already started doing the rounds 

through preview offer, this was the first proper launch event that took the industry by 

storin. 

RESEARCH DESIGN 

A research design is a specific action of the methods and procedures for acquiring 

the information needed to structure or sole the problems. The research design ensures that 

the information obtained is relevant to the study, a research design might be described as 

a series of advanced decision that have taken together from a master plan or model for the 

conduct of investigation. 

There are different types of research design applied for different or suitable conditions of 

research study. (Exploratory and Descriptive Research both of researches are chosen for 

this project.) 
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RESEARCH TOOLS: 
COLLECTION OF PRIMARY DATA: The rescarcher can obtain the primary data either through Obscrvation or through dreet communication with respondents in one or another or through personal interviews. There are several methods useful for collecting primary data. Sucn as, 

Observation method 
Interviewing method 
Through questionnaire 
Collection of secondary data 

Secondary data means data that are already available that is they refer to the Data which has been already collected and analyzed by somneone else. The Sources of secondary data can be given as under in my study I have used both primary and secondary data. For primary Data collection I have prepared a Questionnaire consisting of both Open and closed away that maximum information can be obtained from the respondent in secondary data I have used the information available with related Marketing books, magazines business newspapers also gather Information. 

SOURCE OF DATA AND TOOLS FOR COLLECTION 
1. Primary data: primary data is collected through well-structured questionnaire. The sample size selected from 50 respondents. For this purpose, convenience sample methods used. 

2. Secondary data: secondary data consist of information collected from internet, journals, articles and other publications. 



CHAPTER VI 
CONCLUSION 



The growth of ta a 
company depends upon consumer perception, regarding product and the consumer behavior is the study of those actions dircctly involved in obtaining, consuming follows up the action. 

The buying behavior of the consumer is influenced by a number of variables. The social 
envirOnment in which he lives, his family, his society, his neighbors, his friends, his job, 
his colleagues influence the behavior of the consumer. The personality factors of the 
consumers also efect his buying decision. It requires marketers to review their marketing 
practices. Now companies have to shov their concern about consumer's interest. They have to take many steps to satisfy the Consumers. Now marketers have moved to Consumer welfare from consumer satisfaction. Most companies have acceptcd consumerism in principles. 

SUGGESTIONS 
On the basis of my observations data and information. I submit certain usetul recommnendations to make Communication system of Tata Teleservices & Reliance very cffcctive and customer centric. Some of the worthy suggestions are given as under: 

Reliance Communication doesn't have its own network. Since it uses BSNL networks. It should have it on network. It will give strength & wide coverage to Reliance Communication services. 
Tata Teleservices network is not up to the mark at providing service to wide area and improving quality of service. 

º It is suggested that Tata Teleservices & Reliance Communication should develop innovative Communication services with in depth rescarch development and continue improvement in the quality of services. 

They should resort to TQM philosophy with good corporate governance and 
transparency in its policies, programs and strategies. 

39 
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The growth of a company depends upon consumer perception, regarding product and the 

consumer perceptions can be studied only through the consumer buying behavior. The 

consumer behavior is the study of those actions directly involved in obtaining, consuming 
and disposing of product & services including the decision process that proceeds and 

follows up the action. 

The buying behavior of the consumer is influenced by a number of variables. The social 
environment in which he lives, his family, his socicty, his neighbors, his friends, his job, 
his colleagues influence the behavior of the consumer. The personality factors of the 
Consumers also effect his buying decision. It requires marketers to review their marketing 
practices. Now 

companies have to show their concern about consumer's interest. They have to take many steps to satisfy the consumers. Now marketers have moved to consumer welfare from consumer satisfaction. Most companies have acccpted consumerism in principles. 

SUGGESTIONS 
On the basis of my observations data and information, I submit certain usetul recommendations to make Communication systcm of Tata Teleservices & Reliance very cffective and customer centric. Some of the worthy suggestions are given as under: 

Reliance Communication doesn't have its own network. Since it uses BSNL networks. It should have it on network. It will give strength & wide coverage to Reliance Communication services. 

Tata Teleservices network is not up to the mark at providing service to wide arca and 
mproving quality of service. 

º It is suggested that Tata Teleservices & Relhance Communication should develop 
innovative Communication services with in depth rescarch development and continuc 
improvement in the quality of services. 

º They should resort to TQM philosophy with good corporate governance and 
transparency in its policies, programs and strategies. 
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INTRODUCTION 
Customer satisfaction is a measure of how product and services supplied a company can meet the customer expectations, Customer satisfaction is still one of the single strongest predictors of customer retention. It's considerably more expensive to attract new cuStomers than it is to keep old once happy. In a climate of decreasing brand loyalties, understanding Customer service and measuring customer satisfaction are very crucial. There 1S obviously a Sturong link between customer satisfaction and customer retention. Customer perception of service and quality of product will determine the success of the product or service in the market. 

With better understanding of customer perceptions, companies can determine tne 
ustoes neede actions required to meet the can customer's needs. They can identify their 
OWn strengths and weaknesses. where they stand in comparison to their competitors, Chart 
Out pan uture progress and improvement. Customer satisfaction measurement helps to 
promoe an increased focus on customer outcomes and stimulate improvements in the work 
practices and processes used within the company. 

In a sharp contrast to the retail sector in developed economies, retailing in India though 
large in terms of size - is highly fragmented and unorganized. With close to 12 million retail 
outlets the country has one of the highest retail densities worldwide. Retailing like rest of the 
world retailing is one of the largest industries in India with sales amounting to about $350 
billion, but organized retail is estimated at only US$ 8 billion. It is country's largest source 
of employment after agriculture, has deepest penetration into rural India and accounts to 

Inefficiency in the existing supply chains presents further opportunity for organized 
players to draw on this large market even as lack of consumer culture and low purchasing 

power restricted the development of modern formats. Migration from unorganized to 

organized retail has been visible with economic development in most countries 

The Indian retail industry is the fifth largest in the world. Comprising of organized and 

unorganized sectors, India retail industry is one of the fastest growing industries in India, 
especially over the last few years. Though initially, the retail industry in India was mostly 
unorganized, however with the change of tastes and preferences of the consumers, the 

industry is getting more popular these days and geting organized as well. With growing 
2 

about 10-11 % of India's GDP and around 8%of the employment. 



9992992 
market demand, the industry is expected to grow at a pace of 25-30% annually. The India 
retail industry is expected to grow from Rs. 35,000 crore in 2004-05 to Rs. 109,000 crore by 
the year 2010. 

Objectives of the study 
To study the latest trends of retailing in India 
To study customer satisfaction in organized retail outlets towards branded retailing 
Io compare branded retailing shons and Kirana stores on the basis of consumer perception and satisfaction 

Level of satisfaction of Reliance Fresh' outlet users 
Reasons for dissatisfaction 

Scope of the Project 
Ihe project aims to reveal the market status & comnpetition for Reliance Fresh 

1t nelps the company in strategy formulation and planning for further improvements. 

ne study aims to reveal the customer satisfaction towards organized retail outlets. 
To know where 'Reliance Fresh' is facing problems and where it is having new 
opportunities in retail sector. 
To compare with organized retail outlets and unorganized retailers and to study the 

latest trends of retailing in India. 

Limitation of the Study 

This study is restricted to Kodad town only and therefore, the results obtained out of 
this study cannot be generalized to other parts and rural area of the country. 
Due to time constraints the sample size is restricted to 50 customers. 
The analysis will be based on the current data; as such it may lose its relevance in the 
future. 

The response of the respondents may be biased. 

Research Methodology 

Research is the systematic process of collecting and analyzing information (data) in order t 
increase our understanding of the phenomnenon about which we are concerned or interestec 
Research is a common parlance refers to a search for knowledge. The urge of understan 



things may be rightly temed as rescarch. in other words we can also refer research as a 

scientific and systematic search of pertinent information of specific topic. The concept of 
rescarch is thus closcly linked with human endeavor for better understanding of his 
evolution, environnment and growth through diverse stages of human history. 
Rescarch therefore. has bcen an integral pat of academic pursuits in the past. It has served 

wo fold purpose, intellectual sharpening and evolving new theories to explain diverse 
phenomenon through which mankind survived with the progress of mnodern era. Human 
cunosity has leads to understand his environment in different angles. This process of 
Studying this awareness of man manifested in a process known as research. 
Descriptive Research is a fact fnding investigation which is aimed at describing the 
Characteristics of individual, situation or a group (or) describing the state of affairs as it 
CAISS at present. The type of research method used is descriptive. The aim of descriptive 

research is to verify formulated hypotheses that refer to the present situation in order to 
elucidate it. Descriptive research is used because the research is primarily concerned with 
describing the nature and conditions and degree in detail of the present situation 
A descriptive research is conducted using 50 respondents, where in the detailed analysis of preference of shopping, preference on organized and unorganized outlets, latest trend towards branded retail outlets especially on Reliance Fresh' .Satisfaction level of customers towards more retail outlets. Where in the detailed analysis of the quality of the service is analyzed with respect to various variables and compared with the competitors to arrive at a conclusion on the basis of finding and suggestions, which would help the company to provide greater service and make necessary improvements in the service quality. 

Tools of Data Collection 

In present study both primary as well as secondary data will be used, which will helps in identifying the customer satisfaction towards Reliance Fresh' retail outlets. 
Primary Data 

The primary data for the study will be collected by means of structured questionnaire and will be distributed personally to the 50 respondents to get their responses. 



Secondary data 

The secondary data will be collected from company websites, lounge books, referrals, 
internet browsing, Journals. 

Design of Questionnaire 

The questionnaire will be designed to collect the data to keep in view the objective of the 
Study. 1t will be mostly closed ended and open ended short questions for the convenience of 
respondents. 

Sampiing is that part of statistical practice concerned with the selection of a subset of 
lnaividual observations within a population of individuals intended to yield some knowledge 
about the population of concern, especially for the puposes of making predictions based on 
statistical inference. 

Sampling Plan 

Sampling Method: Convenience Sampling 
Convenience sampling procedure was adopted for selecting respondents; the respondents 
will be mainly from Kodad town, where the company has its retail outlets. Samples will be 

collected by survey method and the response of 50 respondents wiil be considered fo 
analysis of data & interpretation. 

Sampling Unit 

The sampling unit will be customers who will shop in the retail store or the similar store. 

Sample Size 

Sample size will be taken as 50 respondents with respondents from inside and outside 1 
similar retail outlet. 



Maximum number of the respondents are shopping in retail outlets it shows 
that future trend and growth of retail sector is very high. 
Satisfaction level of respondents on Reliance products shows that Reliance 
Fresh has good quality products. 

Most oI the customers are given 3 out of rating to the reliance fresh retail outlet. 

The services provided by the employees of reliance fresh is good. 
The reliance fresh management attracting their customers by offering 
discounts, gifts, and By displaying quality products. 

Conclusion 
Tey s an attempt to measure Customer's satisfaction at Reliance Fresh outlets in 

odad. Ihe customers are the main sset for any orGanization, without satisfying them no 

atuon an be run well., Customer satisfaction towards retail stores is affected by 

vattous Tactors. This survey was meant to identify the customer satisfaction level towards 

elance Fresh retail stores. Findings of this research suggest that the level oI custonet 

satisfaction is highly affected by the quality and price of the products, wide rang 
PetS and location and conveyance are more attracting customers to visit the retail 

outlet. 
It 1s found that most of the customers of Reliance Fresh retail store Kodad are satisfied by 

the quality of service, convenience, complaint handling, and employee's benao 
availability of products, branded products. But the customers are not satisfied with the 

Credit tacility, high price and lesser number of outlets, The analysis shows that Reliance 

Fresh outlets have been fairly successful with their marketing strategies and customer 

retention, but they still haye to upgrade services like more efficient billing, better parking 

facilities and wider range of product availability to meet the competition. 
The store should concentrate more on the F & V (fruits and vegetables) section .AS it 1s 

perishable in nature and has a short shelf life, it require more concentration. Store should 

take care of indent because proper indent can solve half of the problem and the rest can be 

handled by following various practices like reducing wastage by the means of proper 

handling of F&V (fruits and vegetables). This includes treatment of green vegetables, 

proper cleaning etc. and last but not the least by increasing the sales not only of F&V. But 

also for other products which is only possible by retaining our customers by the way of 

promotions. From the study and research survey I can conclude that the Reliance Fresh is a 

good retail outlet for shopping comparing to other retail outlets. 

The strategy of Reliance fresh is very effective as they know very well how to attract 

customers, which is reflected in the vast custom they enjoy in relation to others. A good 

and friendly 
27 



behaviof of sales personnel's in the stoe is alea reason for increase in sales. De upsurge of the retail sectot. unotganized sectors are perishing because of their old concepts, noor service, non - competitive pricing To conclude it can be said that most of the Reliance Fresh customers are happy with the 
service receive. Reliance Fresh even though Reliance Fresh is trying hard to attract the 

etc. 

customcrs by introducing new offers schemes etc to capture the market share. 
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