A COMPARATIVE STUDY ON CUSTOMER SATISFACTION OF
MOBILE PHONE COMMUNICATION SERVICES OF DIALOG
GSM AND AIRTEL COMPANY IN AMPARA DIST RICT
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ABSTRACT

While customer satisfaction in reards 1o physical poods and some services have been
smdiad 10 & great extent in marketing amd information sysiems research, there 3z linfle
research om these factors with respect 10 mobile telecommumications services.
Furtbernore, there is no standard measare for satisfaction witlh these services.

Becent years the mobile phone usage is increasing in S Lanks, and fhic beommes as
am essentizl service to the pacple in all the seciors. Dizlog and Airte] compamies are
the tv leading mobile phone network Operators im Sii Lamka. They play a vital role
im tthe mobile plome service industry im the: country. Therefore, 1 heve started to do g
research siudy om title “= comparative study on customer satisfaction of Mabile plone
Commumication services of Dizlog GSM and Aiirte] Compuny special reference tio
Alkarzipattu Division of Ampara District ,

The objective of this study was 10 dztermine the level of custamer sanisfaction af the
mobile services of the service paoviders ard exzmine about the customer redatiomsthip
mamazement. For tins study, the conceptualization framework comsists of Five
Variable as Product. Price, Place, Promotion, and Custiomer relationship mEmagement,

Primiary and Secondary data were used this reszzrch. The primary data wenz collected
from the Administrated Closad-ended ginesipnmaiee, Ttﬁlélﬁy 200! cespondents were
randemly selecied hat was (D0 customers (Fom cach compamy & @ sample in
Alkazaipattn Division, and the Questionnaires were issuad tz tidem to colliect the data.
The collected data were analyzed wsing the umivariate analysis amd wsed SPSS
package. The data collected were presznted in fhe fomn of tables amd et charts,

The overall resezrch finding indiczte that the customers were marginally satsified
with tthe services of Dialeg GSM and Airtel cempany. The customer satisfaction was
greaier megarding the Prodinet amdl costemer relationship m:am:g-‘emm; af these twa
compamies. Bt most of the cusiomers dissatistied with the call rates of Dinliog
Compemy at the same time most af the Airtzl customers were dissatisfied with
availalility of services and et work coverage of the Company.

Henve, several ways heve bazn swepesied a5 recommendations a1 the end of the
1esearch to further development of their services.
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