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Abstract 
 

T h e  a im  o f  t h e  s tud y w as  t o  i d en t i f y  c au s es  o f  chu rn ing ,  t o  f i n d  

w a ys  o f  m an ag in g  i t  an d  t o  d i agno s e  cu s t om ers ‟  commu ni ca t io n  

n eeds .  Fu r t he r mo r e  th e  r es ea r ch  t es t ed  t h e  im pac t  o f  mes s agi n g  

s e r v i ces  o n  cus tomer  r e t en t i on  an d  wh e th e r  t h e s e  se r v i ce s  co u l d  

co mp ens a t e  f o r  t h e  d ec l i n in g  r ev enu e  o r  b ecom e  n ew  ca s h  cows  

f o r  s e rv i ce  p r ov i d er s .  

 

T h e  un i t s  o f  an a l ys e s  w e r e  yo u n g  p eop l e  o f  age s  r an g i n g  f r o m  15  

t o  24 .  Th i s  g r ou p  w as  cho s en  b ecau se  i t  w as  f ou nd ,  du r i n g  th e  

s tu d y,  t h a t  t h ey u s ed  new  s e rv i ce s  mo r e  o f t en  th an  an y o th e r  age  

g r o u p .  Th e  i n i t i a l  p l an ,  ho w ev e r ,  w as  t o  i n t e r v i ew  t h e  en t i r e  

p o pu l a t io n  o f  c e l lp h on e  us e r s .  S t r a t i f i ed  r an dom  s am pl in g  w as  

u s ed  t o  r an do ml y s e l ec t  t h e  un i t s  o f  an a l ys i s .  In t e r v i ew s  w e r e  

co nd u c t ed  a t  t h e  ho m es  o f  r e sp on den t s ,  i n  t h e  s t r e e t s  an d  a t  a  

s ho pp in g  cen t r e .  

 

C aus es  o f  cu s to m er  chu r n in g  w e r e  f ou n d  t o  b e  b i l l i n g  by  s e r v i ce  

p r ov id e rs  t h a t  co n f u s ed  cus t om ers  an d  „ b e t t e r  ph on e  d ea l s  o f f e r ed  

b y t h e  co m p et i t o r s ‟  r e su l t i n g  i n  s om e  o f  t h e  r esp o nd en t s  

s wi t ch i n g  p ro v i d er s .  Oth e r  as p ec t s  ab o u t  wh i ch  r es po nd en t s  

co mpl a in ed  an d  wh i ch  th e r e fo r e  cou l d  caus e  chu r n in g  a r e  „ p oo r  

n e tw o rk  qu a l i t y‟ ,  „ co n fu s in g  p r i c in g  s t r uc tu r e ‟  an d  „ lo n g  w a i t i n g  

o n  cus to mer  ca r e  l i n e ‟ .  T he  r es pon d en t s  i n d i ca t ed  th a t  t h e i r  

co mmu ni ca t io n  n eed s  cou ld  b e  s a t i s f i ed  b y s e r v i ce s  t h a t  a r e  e as y  

t o  us e ,  a  h e l p fu l  cu s t om er  ca re  agen t  an d  b e i n g  ab l e  t o  r e t a i n  a  

n um b er  w hen  s wi t ch in g  a  se r v i c e  p ro v i d er .  T h e re f o re  ch u rn i n g  

co u l d  be  m an aged  b y r em o v in g  o r  r ed u c i n g  th e  caus e s  o f  i t  and  

a t t r a c t in g  t he  cus to m er s  b y m ee t in g  t h e i r  co mmu ni ca t i on s  needs ,  

w h ich  a r e ,  imp r ov in g  cus tom er  ca r e  s e rv i ce  an d  de s i gn in g  

s e r v i ces  t h a t  a r e  e as y t o  u s e .  

 

T h e  r es ea r ch  w as  in con c lu s iv e  o n  t h e  m ess ag i n g  s e rv i ces .  O f  t h e  

t h ree  n ew  m es s agin g  s e r v i ces  t h a t  w e r e  s t ud i ed ,  on l y  o n e  w as  

ex t r em el y p o p u la r ,  w h i l e  t h e  o th e r  t wo  w e r e  h a rd l y u s e d .  In s t an t  

m ess ag in g  w as  t h e  s econ d  m os t  us ed  s e r v i ce  t o  v o i ce  an d  SMS 

an d  i t  w as  a l s o  r ank ed  s econ d ,  i n  o r de r  o f  im po r t an ce .  T h e  o t h er  

t w o  m ess ag in g  s e rv i ces ,  m ob i l e  em ai l  and  M MS,  r ece i v ed  l ow 

r an k in g s  f rom  t h e  r e s po nd en t s .  In  ad d i t i on  m o re  t h an  a  q u ar t e r  

( 2 7 %)  o f  t he  r es pon d en t s  h ad  nev e r  us ed  mo bi l e  em ai l .   

 

T h e  im pl i ca t io ns  o f  t h es e  f i n d i n gs  a r e  t h a t  s e r v i ce  p r ov i d e rs  

s ho u l d  i mp ro v e  the i r  cus t om er  ca r e  s e r v i ce  an d  d es i gn  s e r v i ces  

t h a t  a r e  e a s y t o  us e .  
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C H A PTER  O NE  

 

I n t rodu c t io n  

1 . 1  I n t rodu c t io n  

 

T h e  wi r e l es s  i n dus t r y w h i ch  i n co rp o r a t e s  t he  ce l lu l a r  p ho n e  

m ark e t  i s  en t e r in g  a  n ew  p h as e  i n  m an y m ar k e t s .  T h i s  c an  b e  

ch a r ac t e r i s ed  as  a  p h as e  o f  m atu r i t y ,  w i t h  a  s l u gg i sh  su bs c r i b e r  

g r o w th  an d  d ec l i n in g  r ev en ue  d u e  to  t h e  e ro s i on  o f  vo i ce  t a r i f f s ,  

t h a t  i s ,  l e s s  ch a r ges  p e r  c a l l  ( Ho op e r ,  2 00 2 : 6 ) .  H o w ev e r ,  P yr am i d  

R esea r ch  ( Is s aev a ,  2 0 05 : 1 )  p r ed i c t s  t ha t  em er g in g  mar k e t s  wo u l d  

s t i l l  r e a l i s e  do ub l e  d i g i t  g r o wth  w h i l e ,  on  t h e  o th e r  h an d ,  

d ev e l op ed  m ar k e t s  w o u l d  ex p e r i en ce  p l umm et in g  v o i ce  p r i c es  du e  

t o  an  in c r ea s ed  n um b er  o f  co n t end e r s  f o r  t he  mo b i l e  vo i ce  

r ev enu e  ( Is s aeva ,  2 0 05 : 1 ) .   T h i s  p red i c t i on  i s  n o t  f a r  o f f  t h e  

m a rk .  So u t h  A f r i ca ,  a s  ex p ec t ed  fo r  an  em er g i n g  mar k e t ,  i s  

ex p e r i en c i n g  a  dou b l e  d i g i t  g r ow th ,  a s  s ho w n  b y t h e  i n t e r im  

f i nan c i a l  r e su l t s  o f  t h e  cou n t r y‟ s  t w o  m aj o r  N e t wo rk  O p e r a t o r s ,  

M T N  and  Vo d aco m.  Fo r  t h e  yea r  t o  D ecemb er  2 00 6 ,  r ev enu e  fo r  

M T N 's  So u th  A f r i c an  bu s in e ss  ro s e  2 5  p e r cen t  t o  R 25  b i l l i on ,  

w h i l e  V od acom ‟s  r ev enu e  r ep or t ed  a  2 4 . 1  p e r cen t  j um p in  

r ev enu es  t o  R3 1 . 1  b i l l i o n  f o r  t h e  yea r  t o  M ar ch  2 00 6  (M o ch ik o ,  

2 0 07 b :1 ) .  

 

I t  i s  a l so  t ru e  t h a t ,  i n  bo t h  d ev e lo ped  an d  d ev e l op in g  e co n omi es ,  

r egu l a t o r y,  t e ch no lo g i ca l  and  co mp et i t i v e  p r es su r e s  a r e  

co mpl i ca t i n g  t h e  i s su e s  and  a r e  c r ea t in g  a  m a r ke t  w h er e  v o i ce  

s e r v i ces  a l on e  a r e  n o  l on ge r  eno u gh  to  su s t a i n  p ro f i t ab i l i t y  o f  t h e  

ce l l u l a r  comp an i es .  M o s t  imp o r t an t l y,  t h es e  p r es su r es  h av e  g i v en  

p o w er  to  t h e  su bsc r ib e r s ;  fo r  ex ampl e  a  r egu l a t o r y r e q u i r em en t  

s u ch  as  M ob i l e  N um b er  P o r t ab i l i t y  ( M NP )  h a s  mad e  i t  e a s i e r  fo r  

s ub s c r ib e r s  t o  chur n ,  t ha t  i s ,  s wi t ch  s e r v i ce  p ro v i d er s .  In  t h e  

m ean t im e  t echn o l og i e s ,  s uch  as  V o ice  o v e r  In t e rn e t  P ro to co l  

( V o IP ) ,  h av e  rem ov ed  t h e  en t r an ce  b a r r i e r  t o  t h e  

t e l e comm un i ca t io ns  m ark e t .  V o IP  en ab le s  an  In f o rm a t ion  

T echn o l o g y ( IT )  i n f r as t ru c t u re  t o  be  co nv e r t ed  in to  a  v o i ce  

ca r r i e r  a t  mi n im a l  cos t ,  t hu s  comp l i ca t i n g  m at t e r s  ev en  fu r th e r  

f o r  t he  i n cu mb en t s .  T h i s  con v e r gence  o f  IT  an d  

t e l e comm un i ca t io ns  t echn o l o g ie s  m ean s  t h a t  a l l  IT  co m pan i es  a re  

p o t en t i a l  co mp et i t o r s  t o  t e l e com ‟s  s e rv i ce  p r ov id e rs .   

 

R egu l a to r y  r eq u i rem en t s  l i ke  M NP ,  Vo IP  an d  t ech no lo g y 

co nv e r gen ce  a r e  b u t  s om e  o f  t h e  o bs t ac l es  f a ced  b y t h e  i nd us t r y.  

O t he r  c r i t i c a l  ch a l l en ges  f aced  b y  s e r v i ce  p r ov id e rs ,  b e s i des  

m at u r i n g  m ark e t s ,  a r e  l o w er ed  en t r y b a r r i e r ,  po w er  t o  t h e  bu ye r s  

an d  in c r eas ed  com p et i t i o n .  Th es e  ch a l l en ges  a r e  exami n ed  i n  

g r ea t e r  d e t a i l  and  l e ad  to  t h e  re s ea r ch  qu es t io n  an d  i t s  

d e l in ea t io n ,  t he  r a t i o na l e  fo r  t he  s tud y an d  t h e  s t ru c t u r e  o f  t he  

d i s s e r t a t i on .  
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1 . 2  R egu la t i ons  and  Techn olo gy  ad va ncemen t  
 

1 . 2 . 1  N u mb er  Po r tab i l i ty  ( N P)  

 

M NP  i s  a  b a s i c  enab l e r  o f  co mp et i t i o n ,  b ecaus e  i t  g ive s  m ob i l e  

t e l eph on e  cu s to m ers  an  op t io n  t o  k eep  t h e i r  nu mb ers ,  i n c lu d in g  

t h e  p r e f ix  su ch  as  08 2 ,  08 3  o r  084 ,  wh en  s wi t ch ing  m o bi l e  

t e l e com ‟s  s e rv i ce  p r ov id e rs .  In  t h e  p r e -M NP  p e r i od ,  sw i t ch in g  

n e tw o rk  op e r a t o r s  m ean t  t ha t  t h e  cus t om ers  had  t o  g i v e  u p  t h e i r  

t e l eph on e  n um ber s .  Bu eh l e r  an d  H aucap  (2 00 4 :2 )  a r gue  th a t  i n  

t h e  abs ence  o f  MN P,  t h e re  a r e  s wi t ch in g  cos t s ,  a s so c i a t ed  wi th  

ch an g in g  a  s e rv i ce  p r ov id e r ,  t o  b o th  co ns um er s  an d  b us in e ss .  

T h es e  cos t s  i n c lu de  i n f o rmi n g  p eo p le  ab ou t  t h e  n ew  nu mb er / s ,  

p r in t in g  n ew  bu s ine s s  c a rd s ,  m i s s in g  v a l u ab le  c a l l s  f r om  p eop le  

t h a t  do  no t  h a v e  th e  n ew  n umb er / s  an d  s o  fo r t h .  I t  i s  h e ld  b y  

Bu eh l e r  an d  H aucap  ( 20 04 )  t h a t  r egu l a t o r s  h av e  i mp os ed  

m and a t o r y M N P so  a s  t o  r edu ce  cus to m er s ‟  sw i t ch in g  co s t s  and  

m ak e  m ob i l e  t e l e com mu ni ca t i on s  m o r e  com p et i t i v e .   

 

In  a  r ep o r t  b y S yn i v er s e  T echn o lo g i es  ( 20 04 :2 ) ,  NP  i s  c l as s i f i ed  

i n t o  t h e  f o l l ow in g  ca t ego r i e s :  M NP ,  Lo ca l  N u mb er  Po r t ab i l i t y  

( LN P )  an d  Wi r e l es s  Lo ca l  N umb er  P or t ab i l i t y  ( W LN P ) .  H o w ev e r  

t h e  fo cu s  o f  t h i s  r ep o r t  i s  M NP  s in ce  m os t  cou n t r i e s ,  i n c lu d in g  

S ou t h  Af r i c a ,  t ha t  i n t r od uced  n um b er  po r t in g ,  e l e c t ed  to  

i mpl emen t  t h i s  mod e l .  T he  So u t h  Af r i c an  r egu l a t o r ,  In d ep end en t  

C omm un ica t io ns  Au th o r i t y  o f  S o u t h  A f r i ca  ( IC A S A ) ,  m and a t ed  

M NP  wi t h  e f f ec t  1 0  N ov em b er  20 0 6  ( N aid oo  an d  M ab an ga ,  

2 0 06 : 1 ) .  In  So u th  A f r i c a ,  a s  i n  m os t  cou n t r i es  wh e r e  M NP i s  

i n t ro du ced ,  i t  w as  m and a t ed  b y t h e  go v e r nm en t .  For  ex ampl e ,  

s in ce  2 00 3 ,  a l l  E u ro p ean  Uni on  ( E U )  co un t r i e s  hav e  been  

r eq u i r ed  to  i n t rod u ce  i t  un d e r  t he  E U ‟s  U n i ve r s a l  S e rv i ce  

D i r e c t i v e  ( Hea th  e t  a l . ,  20 06 : 1 3) .   

 

1 . 2 . 2  T echn ol og y  Con v erg en ce  

 

T r ad i t i o n a l l y t e l e co mm uni ca t io ns  and  b r o ad cas t in g  co - ev o lv ed  

w i t h  th e  em er g in g  In t e r n e t ,  bu t  t e chn o l o g ica l  dev e l opm ent s  a r e  

m ak in g  t h i s  cu r r en t  i n dus t r i a l  d i s t i n c t io n  u nsu s t a i n ab le  ( Sk ou b y,  

2 0 07 : 9 ) .  Th e  In t e r n e t  w as ,  i n  t h e  b eg i nn i n g ,  u s ed  f o r  d a t a  

s e r v i ces ,  t h e  mo s t  i mp or t an t  o f  t ho se  s e r v i ces  b e in g  em ai l  and  

Wo r l d  Wid e  W eb  (w w w ) .  C u r ren t l y t h e  l i s t  o f  s e rv i ce s  o f f e r ed  on  

t h e  In t e r ne t  h a s  ex p and ed  t o  i n c lu d e  au d i o /v id eo  s e rv i ces  su ch  as  

In t e r n e t  r ad i o  an d  t e l ev i s io n  ( T V ) ,  com put e r  gam es ,  

t e l e comm un i ca t io n  s e r v i ces  an d  s o  f o r t h  (S k o ub y,  2 00 7 : 9 ) .   

 

In  S o u t h  A f r i ca ,  fo r  ex am pl e ,  T e lk om  M ed i a ,  a  co mp an y o w n ed  

b y T e l k om  SA ,  i s  p l an n in g  t o  o f f e r  In t e r n e t  P r o t o co l  Te l ev i s io n  

( IP T V )  to  t h e  pub l i c .  Th i s  s e rv i ce  w ou ld  b e  o f f e r ed  v i a  an  

i n t e rn e t  i n f r a s t ru c tu r e  i n s t ead  o f  t he  t e l e co m n e t wo rk  a nd     
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R 7  b i l l i on  h as  b een  b ud ge t ed  fo r  t h i s  p r o j ec t  (M cLach l an ,  20 07 ) .  

T echn o l o g y co n v e rgen ce  h a s  m ad e  i t  p os s i b l e  fo r  T e lk om  to  o f f e r  

a  T V  ch an n e l  on  a  d i f f e r en t  p l a t fo rm  an d  co mp et e  w i th  t h e  SA BC.  

In  t h e  p as t  i t  w ou ld  n o t  hav e  been  p o ss i b l e  t o  us e  an y o t h e r  

t e chn o lo g y ex cep t  t h e  b r o ad cas t  n e two r k ,  w h i ch  wo u ld  h av e  co s t  

m u ch  mo r e  th an  th e  In t e r n e t  o p t io n .    

 

1 . 2 . 3  C hu rn in g  

 

T h e  ch an ges  b r ou gh t  ab ou t  b y t h e  n ew  r egu l a t i on s ,  su ch  a s  M NP 

an d  co nv e r gen ce  i n  t e ch no lo g y o n  th e  t e l e coms  m ark e t ,  g i v e  en d  

u s e r s  m o r e  ch o i ces  and  r em ov e  f ac to r s  wh i ch  we r e  in h i b i t i n g  

cu s t om ers  f r om s wi t ch in g  s e rv i ce  p ro v i d er s  o r  chu rn in g .  

 

Wi t h  t e ch no l o g y co n v e r gence  i t  i s  e a sy  f o r  co mp an i es ,  su ch  a s  IT  

co mp an i es ,  t o  en t e r  t h e  t e l e comm un i ca t i on s  m ark e t  a t  a  l o w cos t ,  

b ecaus e  m os t  o f  t h e i r  ex i s t i n g  i n f r a s t r u c t u r e  co u l d  b e  r eu s ed  f o r  

t h a t  pu rp os e .  Co ns i d er in g  t h e  f ac t  t ha t  t h e  r egu l a t i on s  h av e  b een  

r e l ax ed  an d  i t  i s  n o w  eas y  t o  ob t a in  a  t e l e co ms  l i c ens e ,  t h e r e  

co u l d  b e  a  l o t  o f  n ew  en t r an t s  i n  t he  m ar ke t ,  i n c r eas i ng  ch o i ces  

f o r  cus to mer s .  

 

In  ad d i t i on  M NP,  w h ich  i s  m and a t ed  b y t h e  r egu l a t o r ,  r em ov es  

t h e  b i gges t  b a r r i e r  o f  t h e  s e r v i ce  p r o v id e rs  o wn in g  t h e  

ce l l / t e l ep h on e  nu mb er s .  P r ev i ous l y  t h i s  m ean t  t ha t  i t  w as  no t  

p os s i b l e  fo r  en d  u s e r s  o r  bu s i n esse s  t o  chu rn  f r om s e r v i ce  

p r ov id e rs  and  r e t a i n  t h e  s am e  n um b er s .  M NP  a l low s  th i s  t o  

h app en ,  m ak in g  t h e  co s t  o f  chu r n in g  m u ch  ch eap e r ,  e s pec i a l l y  f o r  

b us in e ss es .  

 

C hu r n in g  i s  t h e  m eas u r em en t  o f  t h e  p r o po r t io n  o f  cus t om ers  who  

l e ave  an  o p e ra to r  ov e r  a  g iv en  p e r i od .  O f t en  th e  r a t e  i s  m eas u red  

o v e r  a  mo n t h l y o r  yea r l y p e r i o d  ( Muj t ab a ,  n . d ) .    

 

T h e r e  a r e  tw o  t yp es  o f  ch ur n :  

  V o lu n t a r y –  t h e  cu s t om er  v o l un ta r i l y  s t o p s  us i n g  th e  s e r v i ce  

d u e  to  o n e  o r  o t he r  r e as on ,  su ch  as  p r i c in g ,  p oo r  n e t w or k  

q u a l i t y  o r  i n ad eq u a t e  cus to mer  s e rv i ce  to  n am e  a  f ew .  

  In v o l u n t a r y –  th e  s e rv i ce  p r ov i d er  b a r s  t h e  cu s to m er  f ro m 

u t i l i s i n g  t h e  s e r v i ce  f o r  no n - p aym en t  o r  an o t h er  r e a son  

( M uj t ab a ,  n .d )  

 

A s  t h e  p en e t r a t i on  o f  mo b i l e  ph on es  r each es  s a tu r a t io n  i n  m an y 

d ev e l op ed  m ark e t s ,  i t  i s  b ecomi n g  i n c r ea s in g l y i m p o r t an t  f o r  

o p e r a to r s  t o  r educe  chu r n  ( H ea th  e t  a l . ,  2 00 6 : 16 ) .  M an agi n g  

ch u rn  i s  m o r e  impo r t an t  t h an  ev e r  be f o r e  b ecau s e  op e ra t o r s  c an  

n o  l on ge r  d ep en d  o n  a  su pp l y o f  n ew  cu s to m er s  t o  t he  m ob i l e  

s e r v i ce  t o  i n c r ease  cus t om er  nu mb er s  an d  r ev enu e .  In  o rd e r  t o  

g r o w  th e i r  bu s i ne ss e s ,  op e r a t o r s  d epen d  o n  b e in g  ab l e  t o  r e t a in  

ex i s t i n g  cus tom ers  an d  a t t r a c t  ad d i t i o na l  ch u rn i n g  cus t omer s  f r om 
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co mp et i t o r s  (H ea t h  e t  a l . ,  2 00 6 :1 6 ) .  T h e  S ou t h  A f r i can  m ar ke t ,  

w h ich  g r ew  b y 1 9  p e r cen t  i n  20 06 ,  i s  a l s o  sh o wi n g  s i gns  o f  

s a tu r a t i on .  T h er e  a r e  36 .7  m i l l i o n  cus t om ers ,  w h i ch  i s  t he  h i gh es t  

p en e t r a t i on  i n  t h e  con t i nen t ,  a t  83  p e r cen t  (Mi dd l e  E as t  an d  

A f r i ca  Wi r e l es s  An a l ys t ,  20 07 : 4 ) .  Hi gh  p en e t r a t i on  imp l i es  t h a t  

t h e  g r o wt h  r a t e  wi l l  s l o w  d ow n,  an d  t h e r e f o r e  t h e  S ou th  A f r i can  

s e r v i ce  p r ov id e rs  s ho u l d  b e  i nv es t i ga t i n g  a l t e r n a t i ve s  s u ch  a s  

d a t a  s e r v i ces  wh i ch  op e r a t o r s  i n  t h e  dev e l op ed  w o r l d  a r e  

o f f e r i n g .  

 

T h e  i n t ro du c t io n  o r  imp r ov em ent s  i n  M NP  s ch em es  co u l d  a l so  

i n c r ea s e  chu rn in g .  B y a l l o win g  us e r s  t o  k eep  th e i r  ex i s t i n g  

m ob i l e  num b er  when  s wi t ch i n g  s e r v i ce  p r o v id e rs ,  MN P r em ov es  

an  a r t i f i c i a l  b a r r i e r  ( H ea t h  e t  a l . ,  2 00 6 : 17 ) .  Ho w eve r  M NP  i s  u s ed  

v e r y l i t t l e  i n  co un t r i es  wh e r e  i t  i s  ava i l ab l e  b ecau s e  i t  h a s  so me 

s ho r t comi n gs ,  s u ch  a s  l o n g  d e l a ys  d u r i n g  t h e  t r ans f e r s  an d  a  h i gh  

co s t  t o  t h e  end  u s e r  ( H ea t h  e t  a l . ,  2 00 6 : 17 ) .  In  S ou th  Af r i c a  i t  i s  

e a s i e r  fo r  p r ep a i d  cu s t om ers  t o  p o r t  a  n um ber ,  a s  com p ar ed  to  

co n t r ac t  cus tom er s  w h o  a r e  l o cked  in  b y a  co n t r ac t .  

 

F i n a l l y ,  co m p et i t i on  f r om  n ew  en t r an t s  i n  t he  m ark e t ,  i n  t h e  fo rm  

o f  Vo IP  s e r v i ce  p r o v i de r s  and  V A NS  l i c ens e  ho l d e rs  s u ch  as  

m un ic ip a l i t i e s ,  w i l l  i n c r ea s e  th e  op t i on s  av a i l ab l e  t o  m ob i l e  

cu s t om ers  and ,  a s  a  r e su l t ,  aggr av a t e  chu r n i n g  f o r  t h e  in cum b en t  

m ob i l e  ne tw o rk  o pe r a to r s  (H ea t h  e t  a l . ,  2 00 6 ,  p .  1 7 ) .  In  ad d i t i on ,  

s om e  o f  t h e  new  en t r an t s ,  fo r  ex am pl e  V i r g in  m ob i l e ,  h av e  s t r on g 

b r and s  and  an  ex i s t i n g  cu s to m er  b a s e  (H ea th  e t  a l . ,  20 06 :1 7 ) .   

 

1 . 3  Pro b l em s ta t emen t   

 

E s t ab l i sh ed  t e l e com mu ni ca t i on  p l a ye r s ,  f i x ed  and  mob i l e ,  a r e  

f a ced  wi t h  s t agn a t io n  i n  cus tom er  g ro w th ,  w h i ch  wo u l d  h av e  an  

i mp ac t  on  th e i r  co r e  r ev enu e ,  v o ice .  N ew  t ech n o log i e s  l i k e  

In t e r n e t  P ro to co l  ( IP )  s ys t em s  p r ov ide  s e r v i ce  p ro v i d er s  w i t h  an  

o p po r t un i t y t o  ex pan d  th e i r  s e rv i ce  o f f e r i n gs  and  m ain t a in  t h e  

g r o w th .  Ho w eve r  IP  a l s o  en ab l e s  no n - t r ad i t i ona l  

( t e l e comm uni ca t ion s )  p l a ye r s ,  su ch  as  I n t e r n e t  S e r v i ce  P ro v i d er s ,  

t o  en t e r  t h e  v o i ce  m ark e t  t h a t  w as  ex c lu s iv e l y co n t r o l l ed  b y  

i n cum b en t s .  Few  co mm uni ca t io ns  p ro t o co l  a ch i ev ed  t h e  i mp ac t  

t h a t  IP  b a s ed  s e r v i ces  l i ke  V o IP  h ad  in  su ch  a  sh o r t  s p ace  o f  

t im e .  

 

T h es e  t echn o l o g ica l  adv ances  a re  l e ad in g  t o war d s  a  t r end  

w h e r eb y s e r v i ce  an d  i n f r a s t ru c t u r e  f u n c t i on s  a r e  deco up led .  

C om bin ed  w i th  f avo u r ab l e  r egu l a t io ns ,  t h i s  t r en d  h a s  re su l t ed  in  

l o wer  en t r y b a r r i e r s  i n  t h e  t e l e commu ni ca t io ns  m ark e t .  In  t e r ms  

o f  t h e  t e l e com s  l an ds cape ,  t h e  e f fec t  o f  t he s e  t e chn o l o g ica l  

ch an ges  i s  t h a t  t h e  e s t ab l i sh ed  p l a ye r s ,  l i k e  V od acom  an d  M TN,  

v i ew  th e  ex p an d ing  r each  o f  In t e rn e t  n e tw o rk s  a s  an  o pp o r t un i t y  

t o  ex t en d  th e i r  p os i t i o n  in  t h e  v a l u e  ch a in .  Fo r  ex ampl e ,  t e l e coms  
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co mp an i es  a re  o f fe r in g  s e rv i ce s  su ch  a s  mus i c  do w n lo ad  an d  

m ob i l e  T V .  On  t h e  o th e r  h an d ,  no n - t rad i t i on a l  t e l e co ms  s up p l i e r s  

o r  s e r v i ce  p r ov id e rs ,  su ch  a s  IS P ‟ s ,  MW eb,  Go o gl e ,  Y ah o o ,  e t c . ,  

a l so  s ee  con ve r gence  a s  an  o pp o r tu n i ty  t o  e s t ab l i s h  t h ems e lv es  i n  

t h e  l uc r a t iv e  vo ice  m ark e t  w h i ch  was ,  p r e - Vo IP ,  co n t r o l l ed  b y  

i n cum b en t s .  

 

1 . 4  Ma in  re sea rch  o b jec t iv e  

 

T h e  p r im a r y p u r p os e  o f  t h i s  r e sea r ch  i s  t o  es t ab l i sh  th e  n a tu r e  o f  

co nv e r gen ce  o f  t e l e co mmu ni ca t io ns ,  i n f o rm at i on  t e ch no lo g y ( IT )  

an d  m ed ia  i n  t e rm s  o f  n ew s e r v i ce s  ( f ea tu r es )  i n  t h e  m ob i l e  

m a rk e t  an d  to  i d en t i f y an d  an a l ys e  t he  f ac to r s  t h a t  i n f l uen ce  t he  

ch u rn i n g  r a t e  an d  cu s t om er  r e t en t i on  i n  gen e ra l  -  i n  t e r ms  o f  

p e r so n - to - pe r so n  (P 2P )  com mu ni ca t io n  se r v i ces ,  s u ch  a s  mo b i l e  

em ai l ,  i n s t an t  m ess ag i n g  ( IM )  an d  M MS  -  i n  o r d er  t o  e s t ab l i sh  

h o w  t o  m a in t a in  an d  s us t a in  cus tom er  s a t i s f ac t i on  an d  r e t a i n  t h em 

f o r  l o n ge r  pe r i o ds  o r  p e rm an en t l y an d  t o  d i s s emi n a t e  t h e  r e s ea r ch  

f i nd i n gs   t h r ou gh  co n f e ren ce  p ap e rs  an d  w o rks ho ps .  

 

1 . 4 . 1  U nd er l y ing  o bj ec t iv e s  

 

A  s eco nd a r y p u r p os e  i s  t o  ch a r ac t e r i s e  P2P  s e rv i ce s  ( a l so  r e f e r r ed  

t o  a s  mess ag in g  s e rv i ces )  so  as  t o  es t ab l i s h  th e  n a tu r e  and  t yp e  o f  

s e r v i ce  o f f e r ed  t o  cu s t om ers  b y:  

  In v es t i ga t in g  th e  cau s es  o f  s ubs c r i b e r  chu r n i n g  in  t h e  wi r e l es s  

i nd us t r y.  

  Ex plo r i n g  w a ys  o f  co n t r o l l i n g  t h e  h i gh  s ub s cr i b e r  chur n in g  

r a t e  i n  t h e  m ob i l e  m a rk e t .  

  Ex am in i n g  t h e  cu s to m er s ‟  mo b i l e  comm un ica t io n  n eed s .   

 A n al ys i n g  t he  imp ac t  o f  m ess ag ing  s e r v i ce s  o n  cus to mer  

r e t en t io n  and  ch u rn i n g . 

  A n al ys i n g  th e  i mpac t  o f  con ve r gen ce  o f  t e l e comm un i ca t io ns ,  

i n fo rm at io n  t e ch no lo g y ( IT )  an d  m ed i a  on  th e  t e l e com  

i nd us t r y‟ s  v a l u e  cha i n  and  s e rv i ce  d e l i v e r y.  

 

1 . 5  D e l in ea t ing  th e  R es ea rch  Prob lem  
 

1 . 5 . 1  S cop e  

 

T h e r e  a r e  m an y t yp es  o f  da t a  s e rv i ces  ( som e t im es  r e f e r r ed  t o  as  

v a lu e  ad d ed  s e r v i ce s )  av a i l ab l e  i n  t he  m ark e t ,  t he  mos t  co mmon 

b e in g  M ess ag in g  S e r v i ce s  ( mo b i l e  em a i l ,  s ho r t  m ess ag in g  

s e r v i ces  (S MS ) ,  Mu l t i m ed i a  s e r v i ces  ( M MS )  an d  m ob i l e  i n s t an t  

m ess ag in g  ( M IM ) ;  Lo ca t i on  b as ed  se r v i ce s  ( LBS ) ,  f o r  ex ampl e  

ch i ld  o r  goo ds  t r a ck in g ;  Mo bi l e  In t e r n e t ;  vo i ce  s e rv i ce ;  

In f o t a i nm en t  an d  M ob i l e  In t e r n e t  (Res id en t i a l  an d  Bus i n e ss ) .  

 

T h i s  s tu d y t e s t s  t h e  im p ac t  o f  messag i n g  s e rv i ces  on  cu s t om er  

s a t i s f ac t i on  and  re t en t i on .  See in g  th a t  com p et i t i o n  fo r  vo i ce  
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s e r v i ce ,  t h e  m ai n  gen e r a to r  o f  i n come  f o r  t h e  se r v i ce  p r o v i de r s ,  

h a s  i n c r eas ed ,  t h e  o p er a to r s  need  to  f i n d  a l t e rn a t iv e  so u r c es  o f  

r ev enu e  to  com p ens a t e  f o r  t h e  d ec l i ne  i n  vo i ce  i ncom e .  S in ce  i t  

w o u l d  no t  b e  po ss ib l e  o r  p rac t i c a l  f o r  s e rv i ce  p r ov i d e rs  t o  o f f e r  

a l l  o f  t he  p os s i b l e  s e r v i ce s ,  t h e y n ee d  t o  con cen t ra t e  on  a  f ew,  

s u ch  a s  m es s ag in g  s e r v i ces  l i k e  mo b i l e  em ai l ;  S MS  –  w hi ch  i s  a  

s u ccess  a l r e ad y;  an d  M IM ,  to  m ai n t a in  t h e  g r ow th  r a t e  an d  r e t a in  

cu s t om ers .   
 

1 . 5 . 2  L i mi t a t io ns  

 

T h e  s am pl e  po pu la t i on  wi l l  b e  l imi t ed  to  G au t en g  p r ov in ce ,  

b ecaus e  t h e  su b j ec t s  o f  t h e  r es ea r ch  a r e  e as i l y  a cce s s i b l e ,  and  

t h e r e f o r e  d o  no t  r eq u i r e  a  l o t  o f  r es our ce s  t o  re ach  th em .   

 

1 . 6  R a t i ona l e  and  D es i gn  

 

T h e  n a t u re  o f  t h e  mo b i l e  i nd us t r y i n  So u th  Af r i c a  ha s  b een  

ch an g in g  d r am at i ca l l y  i n  t h e  l a s t  f ew  yea r s .  A s  i s  s een  wi th  

d ev e l op ed  m ar k e t s ,  t h e  S ou t h  Af r i can  mar k e t  i s  r e ach in g  th e  

u p pe r  l imi t s  o f  m ob i l e  p ene t ra t io n  ( abo v e  9 0  p e r cen t  

p en e t r a t i on ) .  D ev e l op ment s  i n  t echno lo g y s u ch  a s  VoIP  h av e  

en ab l ed  n ew  s e r v i ces  and  co mp et i t i on  f ro m th e  n ew  m ark e t  

en t r an t s ,  t hu s  p u t t i n g  p r e s s u r e  on  th e  vo ice  se r v i ces  r ev en u e .  

T h es e  ch an ges  d eman d  th a t  t h e  m ob i l e  o p er a to r s  t ak e  a  f re s h  lo ok  

a t  t h e i r  v a l ue  cha in s  an d  d ef in e  t h e i r  f u t u r e  su cces s .  T o  s u cceed  

i n  t h e  n ew  en v i ron m ent ,  t h e  mo b i l e  o p e r a t o r s  n eed  to  m a in t a in  

t h e  v o i ce  r ev enu e  b y r e t a i n i n g  ex i s t i n g  cu s t om ers ;  r educ i n g  th e  

h i gh  ch u rn  r a t e  b ecaus e  t h e  num ber s  o f  n ew  cu s t om ers  a r e  

d imi n i sh i n g  and  i nc r ea s i n g  v o i ce  reven u e  b y a t t r a c t in g  t he  f ew 

r em ai n in g  cu s t om er s  and  ge t t i n g  o the r s  f ro m  t h e i r  com p et i t o r s .  

T h i s  i s  m ad e  ea s y b y n ew  r egu l a t io ns  l i ke  M NP .  

 

In  ad d i t i o n ,  m ob i l e  o pe r a t o r s  s ho u ld  in c r eas e  t ake - up  i n  u s age  o f  

n ew  an d  ex i s t i n g  n o n - vo i ce  se r v i ces  s u ch  as  m ess ag ing ,  d r i v e  

ad op t io n  o f  n ew  no n -v o i ce  s e r v i ces  l i k e  mo b i l e  t e l ev i s io n  and  

ex p an d  vo i ce  us age  w i th  in no v a t i on s  l i k e  v i d eo  ca l l i n g .  T h e  n ew 

IP  t e ch no lo g i es  a re  a t  a  s t age  w h er e  th e y can  a l l o w s e r v i ce  

p r ov id e r s  t o  c r ea t e  u n i qu e  s e rv i ce s  t a i l o r ed  t o  t he  n eeds  o f  

i nd iv i du a l  u se r s .  Fo r  ex am pl e ,  bu nd l in g  v o i ce  wi t h  mu l t i m ed i a  

s e r v i ces ,  su ch  as  v id eo  an d  p i c t u r e  m es s agi n g ,  cou ld  wi n  

cu s t om er  l o ya l t y f o r  t h e  mo b i l e  n e t w ork  op e r a to r s .  

 

T h e  s t ud y t yp e  w as  q u an t i t a t i v e  an d  d a t a  w as  co l l e c t ed  b y  

i n t e rv i ewi n g  t h e  r es po nd en t s  a t  t h e i r  h om es ,  i n  t h e  s t r e e t s ,  a t  t he  

s ho ps  an d  o th e r  pub l i c  p l aces  s uch  as  s po r t s  g r ou nd s .  T h i s  d a t a  

w as  an a l ys ed  w i th  t h e  a i d  o f  SPSS  an d  Mi c ro so f t  Ex ce l  w as  

u t i l i s ed  fo r  d r awing  ch a r t s .  
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1 . 7  S t ru c tu re  o f  th e  re s ea rch  

 

T h e  r e sea r ch  ch ap te r s  a r e  as  f o l l o w:  

 

C h ap t e r  1  –  In t r odu c t io n :  ex am in ed  th e  i mp ac t  o f  t e ch no lo g y an d  

l i b e r a l i s a t i on  on  t h e  t e l e co mmun i ca t i on ,  b ro ad cas t in g  an d  

i n fo rm at io n  t e ch no lo g y ( IT )  i n d u s t r i e s .  T h es e  changes  h ave  

r e s u l t ed  in  t he  i n t ro d uc t io n  o f  n ew p la ye r s  i n  t h e  m ark e t ,  w i t h  t h e  

r e s u l t  t h a t  t h e  cus t om ers  h av e  mo r e  ch o i ce s  t han  b efo r e .  T h i s  

m eans  th a t  s e rv i ce  p r ov id e rs  h ave  t o  co m e  up  w i th  n ew  s t r a t eg i es  

t o  r e t a i n  t h e se  cu s to m er s .  

 

C h ap t e r  2  –  Li t e r a tu r e  r ev i ew:  e l abo r a t ed  fu r th e r  on  th e  im p ac t  o f  

t e chn o lo g y an d  d e regu l a t io n  o n  th e  mo b i l e  i n du s t r y.  In  ad d i t i o n ,  

f a c to r s  t h a t  s e rv i ce  p r ov i d e rs  need  t o  t ak e  in t o  co ns id e r a t io n  

w h en  d es i gn in g  n ew  s e rv i ce s ,  s u ch  as  m ak in g  s e rv i ce s  s im pl e  an d  

ea s y f o r  u s e r s ,  w er e  ex p l o r ed .  Th e  l i s t  o f  av a i l ab l e  se r v i ce s  i s  

en d l es s  b u t  t h i s  chap t e r  i n c l ud ed  th e  m os t  po pu la r  s e r v i ce s  a c ros s  

t h e  g lo b e .  

 

C h ap t e r  3  –  Fu t u r e  i n du s t r y s t r u c tu r e :  cov e r ed  t h e  i mp ac t  o f  

co nv e r gen ce  t e l e com mu ni ca t i on ,  In f o rm at io n  Techn o l o g y ( IT )  an d  

b r o ad cas t in g  t e chn o l o g ie s  o n  t h e  t e l e comm un i ca t io n  in du s t r y  

s t ru c t u re .  

 

C h ap t e r  4  –  R es ear ch  d es i gn :  t h e  q ues t io nn a i r e  i n  ch ap t e r  t h ree  

t e s t ed  t h e  h yp o t h es i s :  P 2P  da t a  s e rv i ce s  l i k e  S MS,  MMS ,  em ai l  

an d  M IM  a r e  go in g  to  b e  t h e  r even u e  gen e r a t o r s .  A d d i t i o na l  

q u es t io ns  t e s t ed  cu s t om er  chu r n i n g  an d  cu s t om ers ‟  

co mmu ni ca t io ns  need s  and  ex ami n ed  t h e  i mp ac t  o f  m ess ag in g  

s e r v i ces  o n  cus t omer  r e t en t i on  an d  r ev enu e  gen er a t io n .  

 

C h ap t e r  5  –  F i e l d  an d  f i nd in gs :  t h e  s u b j ec t s  o f  t h e  s tu d y w e r e  

i n t e rv i ew ed  a t  t h e i r  h om es  an d  i n  p ub l i c  p l ace s  s u ch  a s  s ho pp i n g  

cen t r e s  and  a t  sp o r t in g  even t s .  T h e  ma i n  su b j ec t s  o f  an a lys i s  w e re  

t h e  yo u n ge r  gen e r a t i on  b ecau s e  mo s t  o f  t h e  s e rv i ce s  b e i n g  

r e s ea r ch ed  a r e  a t  an  ea r l y  s t age  o f  ad op t io n  and  h av e  n o t  ye t  

r e ach ed  th e  m ass  m a r ke t .  Th e  yo u th  a r e  e a r l y ad o p t e r s  o f  

t e chn o lo g y -  a  s e r v i ce  l i k e  S MS,  f o r  ex amp l e ,  w as  m ade  p o pu l a r  

b y t h em  an d  to d ay ev e r yb o d y,  i n c lu d in g  th e  o l d e r  gen e ra t i on  and  

b us in e ss ,  i s  comm un i ca t i n g  v i a  SM S.   

 

C h ap t e r  6  –  A n a l ys e s  an d  In t e r p r e t a t io n :  t h i s  con c l ud ed  t h e  s t ud y 

b y i n t e rp r e t in g  t he  d a t a  co l l ec t ed  t h rou gh  in t e r v i ews ,  t he  f i nd i n gs  

a r r iv ed  a t  wi t h  t h e  a i d  o f  S PSS  and  t he  in f o r m at i on  ga th er ed  f r om 

t h e  l i t e r a tu r e  r ev i ew s .   

 

C h ap t e r  7  –  Co n c l us i on :  Sum mar i s e d  th e  s tu d y ,  ma d e  

r ecom m en da t i ons  an d  su gges t ed  fu r t h e r  r es ea r ch .  
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1 . 8  C on c lus i on  

 

T h e  r es ea r ch  o b j ec t i v e  i s  t o  i d en t i fy  an d  an a l ys e  f ac t o r s  t h a t  

i n f lu en c e  chu r n ing  i n  t h e  mo b i l e  i nd us t r y .  O n ce  cau s es  o f  

ch u rn i n g  a r e  kn ow n ,  fu r t h e r  an a l ys i s  c ou l d  b e  do ne  t o  f i nd  

s o l u t i on s  t o  t h e  chu r n i n g  p ro b l em ,  s o  t h a t  i t  c an  b e  t u rn ed  i n to  

cu s t om er  r e t en t i on .  C us t o m er  l o ya l t y ( o r  r e t en t io n )  c a n  be  

ach iev ed  w h en  s e r v i ce  p ro v i d er s  o f f e r  s e rv i ce s ,  so lu t i on  o r  

p r od u c t s  t h a t  m ee t  t h e  cu s t om ers ‟  com mu ni ca t i on s  n eeds  s u ch  as  

m ess ag in g  s e r v i ces .  

 

T h e  ch an ges  i n  t h e  r egu l a t i on s  a r e  i n t end ed  t o  emp o wer  th e  en d  

u s e r  an d  i nc r ea s e  co mp et i t i on  in  t h e  t e l e comm un i ca t io ns  m ark e t .  

In  ad d i t i o n ,  adv an cemen t s  i n  t echn o l o g y h av e  r e s u l t ed  i n  a  

co nv e r gen ce  o f  b r oad cas t i n g ,  i n f o rm at i on  t e chn o l o g y ( IT )  an d  th e  

t e l e comm un i ca t io ns  in dus t r y.  Bo t h  th e s e  ch an ges  h av e  l ow er ed  

t h e  b a r r i e r  o f  en t r an c e  i n  t h e  t e l e co mm uni ca t io ns  m ar k e t .  IT  

co mp an i es  c an  no w co mp e t e  i n  t h e  t e l e co mmu ni ca t io n  i nd us t r y b y  

j us t  m ak i n g  a  f ew ch an ges  to  t h e i r  ex i s t i n g  s ys t em s .  A  t ech no lo g y 

s u ch  as  v o i ce  ov e r  IP  m ak es  s u ch  t r ans i t i on s  e as y.  

 

M o r e  p l aye r s  s u ch  a s  V A NS a r e  n ow en t e r i n g  t h i s  m a rk e t ,  t hus  

i n c r ea s in g  com p et i t i o n .  T h i s ,  com bi ned  wi t h  th e  regu l a t io n  su ch  

a s  M NP,  w hi ch  ha s  emp o wer ed  t h e  en d  u se r  t o  o w n  h i s /h e r  

n um b er ,  cou l d  inc r ea s e  ch u rn in g  ( o r  s wi t ch in g )  o f  s e r v i ce  

p r ov id e rs  b y t h e  en d  u se r .  Ho w ev er ,  t e l e comm un ica t io n  

co mp an i es  c an  r e t a i n  t he i r  cus tom er s  i f  t h e y u n d e rs t an d  t h e i r  

n eeds  an d  o f fe r  t hem  s e rv i ces  t h a t  wi l l  s a t i s f y t h e s e  n eed s ,  s u ch  

a s  m es s ag in g  s e r v i ce s  l i k e  i n s t an t  m es s ag in g  an d  mo bi l e  em ai l .  

 

T h e  imp ac t  o f  t h e  t e chn o lo g y co n v e rgen ce  an d  r egu l a t io n  on  th e  

t e l e comm un i ca t io ns  m ar k e t ,  a s  w e l l  a s  c aus es  o f  ch u rn i n g ,  

co n t ro l l i n g  o f  chur n in g  an d  u s e r s  co mm uni ca t io ns  n eed s ,  a r e  

f u r t h e r  cov e r ed  in  t h e  n ex t  ch ap t e r .  F i n a l l y  a  s t r a t eg y  t o  d r i ve  

ad op t io n  o f  mess ag i n g  an d  no n -m es sag i n g  s e r v i ces  i s  cov e r ed .  
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C H A PTER  T W O 

 

L i t erat ure  rev i ew  
 

2 . 1  I n t rodu c t io n   

 

In  t h e  p r ev i ou s  ch ap t e r  t h e  im p ac t  o f  r egu l a t o r y an d  

t e chn o lo g i ca l  ch anges  o n  r ev en u e  we r e  ex ami n ed .  T h i s  ch ap te r  

e l abo r a t es  on  r egu l a t io ns  and  t ech no lo g y co n v e r gen ce .  In  

ad d i t i o n  caus e s  o f  ch u rn i n g ,  h o w  t o  m anage  c h u rn in g  and  

cu s t om er  comm un ica t i on  n eeds  a r e  cov e r ed .  I t  en ds  wi t h  t he  mos t  

co mmo n  m ess ag ing  s e r v i ce s  and  non - mess ag i n g  s e r v i ce s  and  a  

s t r a t eg y t o  d r iv e  u se r s  t o  a ccep t  t he s e  d a t a  s e r v i ces .  

 

2 . 2  C au s es  o f  ch urn ing  

 

A s  p en e t r a t i on  o f  t h e  mo b i l e  p ho n e  r each e s  s a tu r a t i on  in  m an y 

d ev e l op ed  m ar ke t s ,  r edu c i n g  chu rn  i s  b eco min g  v e r y i m po r t an t .  

Wi t h  mo b i l e  p ho n e  p en e t r a t io n  in  So u t h  A f r i c a  (S A )  a t  m o re  t h an  

8 0  and  c lo s e  to  9 0  p e r cen t ,  t he  n e tw o rk  o p e r a to r s  i n  S A  a r e  f a ced  

w i t h  t h e  s am e  cha l l en ges  as  t hos e  o f  f i r s t  w o r ld  m ar k e t s .  T o  

s u rv iv e  t h ey m u s t  r e t a i n  ex i s t i n g  ( o r  r ed u ce  ch u rn )  cu s t om ers  and  

ex p an d  th e i r  p r od uc t  o f f e r in g  to  i n c lu d e  o t h e r  s e r v i ces ,  s uch  as  

m ess ag in g  s e rv i ce s ,  i n  ad d i t i on  t o  t he  w e l l - l i k ed  v o i ce  s e rv i ce  

an d  S MS.  A  h i gh  p en e t r a t i on  l ev e l  im pl i e s  t h a t  i t  i s  go in g  t o  b e  

m o re  d i f f i cu l t  f o r  mo b i l e  o p e r a to r s  t o  r ep l ace  cu s tom ers  wh o  

l e ave  wi t h  n ew  o n es  i n  t h e  n ear  fu tu r e .   

 

Wh i l e  r edu c i n g  chu r n  i s  im po r t an t  fo r  s u cce ss ,  mo b i l e  o pe r a t o r s  

m us t  n o t  fo cus  on  t h i s  b en chm ark  in  i so l a t io n  bu t ,  i n s t ead ,  m us t  

c o ns id e r  i t s  i n t e r re l a t i o ns h ip  wi t h  o t h er  f a c t o r s  (H ea th  e t  a l . ,  

2 0 06 : 16 ) .  Fo r  ex am pl e ,  s im pl i f yi n g  t h e  p r i c e  p l an s ,  a l s o  k no wn  

a s  p ack ages ,  cou ld  r edu ce  ch ur n i n g .  A n  a r t i c l e  i n  Bus in e ss  Da y 

o n l in e  b y M cG o ver n  an d  M oo n  ( 20 07 :1 )  a r gues  th a t  a  t yp i ca l  

o p e r a to r  o f f e r s  s eve r a l  d oz en  p r i c i n g  o p t io ns ,  r an g in g  f r o m  lo w 

p r i ced  o p t io ns  wi th  l im i t ed  mi nu t e s  t o  h i gh  p r i c ed  p l an s  wi t h  

t ho us and s  o f  mi nu t es .  E ach  p r i ce  p l an  com es  w i t h  i t s  own  

r e s t r i c t i o ns  an d  a l l o w an ces .  T he  a r t i c l e  fu r t h e r  s t a t es  t h a t  

cu s t om ers  a r e  p en a l i s ed  i f  t h ey u s e  to o  mu ch  o r  t o o  l i t t l e  t im e .  

T h e  p en a l t y f o r  t he  f o rm er  i s  t h a t  ou t  o f  p r i ce  p l an  mi nu te s  a re  

m o re  ex p ens iv e  wh i l e  fo r  t h e  l a t t e r ,  an y m i n u t e s  r em ai n i n g  

u n us ed  a f t e r  t he  a l l o ca t ed  t im e  a r e  l o s t .  Whi l e  h av i n g  d i f f e r en t  

p ack ages  s eem s  to  b e  c us tom er  cen t r i c ,  t h e  ch a l l en ge  t h a t  

cu s t om ers  f ace  wi t h  t h e  mo b i l e  p ack ages  i s  t h a t  t h e  cu s t om er  

m us t  k no w  h i s /h e r  co n sum pt i on  p a t t e r n s  u p f ro n t  because  f a i l u r e  

t o  do  s o  co u l d  r esu l t  i n  p en a l t i e s  i n  e i t h e r  d i r ec t i on  ( McG o v er n  

an d  M oo n ,  2 00 7 :1 ) .  W h at  comp ou n d s  t h e  p r ob l em  ev en  fu r th e r  i s  

t h e  f a c t  t h a t  t h es e  cu s t om ers  a re  l o ck ed  i n  b y co n t r ac t s  b ecaus e  

t h e  cos t  o f  l e av i n g  b e f o re  t h e  en d  o f  t h e  co n t r ac t  i s  ev en  h i gh er .  
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In  S o u t h  A f r i c a ,  t h e r e  a r e  n um ero us  av a i l ab l e  p ackages  fo r  t h e  

co ns um ers ,  bo th  co n t r ac t  and  p r epa i d ,  a c r os s  a l l  t he  m o b i l e  

n e tw o rk s  ( Es s e l aa r  e t  a l . ,  20 06 : 23 ) .  T he  p r i c in g  o f  t h e s e  pack ages  

i s  s o  co mpl ex  t h a t  i t  i s  n o t  po ss i b l e  fo r  an  o r d i n ar y co n s um er  t o  

d e t e r min e  whi ch  pack age  i s  mo s t  cos t  e f f ec t i v e .  T h i s  r e s u l t s  i n  

co ns um ers  ch oo s in g  p ack ages  t h a t  l e ad  t o  f i n an c ia l  l o s s es  

( E ss e l aa r  e t  a l . ,  200 6 : 23 ) .  Th es e  t a c t i c s  a r e  p ro f i t ab l e  f o r  m ob i l e  

o p e r a to r s  bu t  t h ey  f u e l  d i s co n t en t  am on g  th e i r  cu s tom er  b as e  

( M cGo v e rn  and  Mo o n ,  20 07 ) .  In  r e s p o ns e ,  co nsu m er s  g i v e  th e  

co mp an i es  b ad  p ub l i c i t y  b y p o s t i n g  t he i r  b ad  ex p e r i en ces  o n  h a t e  

w eb  s i t e s  l i k e  www . h e l l kom . co .z a .  Th e  to p  th r ee  com pl a i n t s  on  

w w w .h e l lo p e t e r . com ,  t h e  S ou th  A f r i c an  cu s t om er  s e rv i ce  w eb  

s i t e ,  a r e  t e l e comm un ica t io ns  ( T e l ko m  and  mo bi l e  n e tw o rk  

o p e r a to r s ) ,  bank s  an d  t h e  m oto r  i n du s t r y ( Bh en gu ,  200 7 : 1 ) .  In  

ad d i t i o n ,  cus t om ers ‟  d i s s a t i s f ac t io ns  a r e  m an i f es t ed  in  a  h i gh  

ch u rn  r a t e  i n  t h e  i n du s t r y  -  an n u a l l y a l m o s t  a  q u a r t e r  o f  t he  

cu s t om ers  chu r n .   

 

2 . 3  C on t ro l l i ng  ( o r  ma na g in g)  chu rn in g  

 

M an agi n g  chu r n  i s  no w  m o re  imp or t an t  t h an  ev e r  f o r  mo b i l e  

n e tw o rk  o pe r a t o r s .  A s  t h ey a r e  n o  l o n ge r  ab l e  t o  r e l y  o n  th e  

s up p l y o f  cu s t omer s  n ew  to  th e  m ob i l e  s e r v i ces  t o  i n c r eas e  

cu s t om er  nu mb ers  an d  r ev en u e ,  o p e ra t o r s  d ep en d  on  t h e  g r o w th  o f  

t h e i r  b us in es s  t o  r e t a i n  cus t om ers  and  a t t r a c t  ad d i t i on a l  ch u rn i n g  

cu s t om ers  f r om  co mp et i t o r s  ( H ea t h  e t  a l . ,  2 00 6 : 17 ) .  S ou th  

A f r i can  mo bi l e  p en e t r a t io n ,  w h i ch  i s  m easu r ed  b y t h e  n um b er  o f  

S IM  ca r ds  i n  t h e  m ark e t ,  i s  h i gh .  Cu r r en t l y t h e r e  a r e  m o re  t h an  

3 0  mi l l i on  m obi l e  p h on es  i n  t h e  co un t r y,  an d  th e  p ene t ra t i on  r a t e  

i s  ab ov e  8 0  p e r cen t  ( E s se l aa r  e t  a l . ,  20 0 6 :3 4 ) .  Mo s t  o f  t he  g r o w th  

n o w  co m es  f ro m  t h e  l o wer  end  o f  t h e  m ar k e t  w h i ch  i s  n o t  

p r o f i t ab l e .  Wi th  fu r t he r  r ed u ced  g r owt h  in  t h e  mo b i l e  ma r k e t  i t  i s  

i n ev i t ab l e  t h a t  som e  op e r a t o r s  wi l l  ex p e r i en ce  a  d ec l i n e  in  

s ub s c r ib e r  n umb ers .  

 

S eve r a l  o t h e r  f e a t u r e s  o f  t h e  g l ob a l  ma r k e t  a r e  l i k e l y t o  i n c r ea se  

ch u rn ,  su ch  a s  ch an ges  i n  t e ch no lo g y an d  r egu l a t o r y  

r eq u i r em en t s .  T r ad i t i o n a l l y,  t h e  t e l e co ms  m ar k e t s  a re  s t r u c t u r ed  

a r o un d  v e r t i c a l l y  i n t eg r a t ed  in cum b en t s ,  wh o  a r e  o f t en  ex c lus ive  

p r ov id e rs  o f  f a c i l i t i e s .  V a l u e  w as  ad d ed  t o  t h e  f und am ent a l  

t r an smi ss io n  fu n c t io ns  o f  t h e  in f r as t ru c tu r e  t h ro u gh  t h e  l a ye r  o f  

n e tw o rk  s e r v i ces  t h a t  m ad e  i t  po ss i b l e  f o r  t h e  r ou t in g  o f  vo i ce  

ca l l s  an d  m anagemen t  o f  t r a f f i c  (E sse l aa r  e t  a l . ,  20 06 :5 ) .  Wi t h  

t h e  t e ch no lo g i ca l  r ev o lu t i on  o f  t h e  1 9 80s ,  a  v a l u e  add ed - l aye r  

w as  ad d ed  t o  t h e  va l u e  ch a in .  T h i s  enab l ed  acce ss  o r  m an agem en t  

o f  d a t a  and  i n f o rma t i on  se r v i ces  i n  ad d i t i o n  to  ba s i c  v o i ce .  Th i s  

l a ye r  i s  kn ow n a s  va l u e - add ed  n e t wo rk  s e rv i ce s  ( VA NS ) .  

 

http://www.hellkom.co.za/
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M os t  r e cen t l y,  u n i fo r m  In t e r ne t  P ro toco l  ( IP )  s t and a rd s  h av e  b een  

i n t ro du ced .  T h i s  a l l o ws  co nv e r gen ce  o f  d a t a ,  t e l ev i s io n  and  

t e l e comm un i c a t io ns ‟  s e r v i ces  (E ss e l aa r  e t  a l . ,  20 06 :6 ) .  I t  i s  

t h ro u gh  th e s e  n ew  IP  b a s ed  n e tw o rk s  th a t  s eaml ess  

co mmu ni ca t io n  ac r o ss  ne tw o rk s ,  l i k e  b ro adcas t i n g ,  IT  an d  

t e l e coms ,  i s  r e a l i s ed .  In  ad d i t i o n ,  t he  co nv e r gen ce  o f  t e ch no lo g y 

a l l o ws  f o r  l o w er  co s t  IP  b a s ed  s e rv i ce s ,  su ch  as  V o i ce  o v e r  IP  

( V o IP )  an d  IP  T e lev i s i on  ( IP T V ) ,  t o  b e  o f f e r ed  o r  t r an sm i t t ed  

o v e r  t he  s am e  p l a t f o rm  ( Es s e l aa r  e t  a l . ,  20 06 :6 ) .  A s  an  ex ampl e ,  

T e lk om  w as  aw ar ded  a  t e l ev i s io n  (b r o ad cas t i n g )  l i c en se  b y  t h e  

S ou t h  A f r i c an  comm un ica t io n  r egu l a to r  i n  2 00 7  and  i s  p l an n in g  

t o  o f f e r  t h e  s e rv i ce  o n  an  IP T V  p l a t f o rm  ( M cLach l an ,  20 07 :1 ) .  

 

A  m ajo r  t r en d  a r i s in g  f r om  co nv e r gen ce  o f  t e chn o lo gy i s  t h e  

en ab l i n g  o f  t h e  s epa r a t i on  o f  s e rv i ce  an d  in f r as t r u c tu r e  fu n c t i on s .  

In  m a r k e t  t e rm s  t he  f o rm er  can  b e  de s c r i b ed  a s  r e t a i l e r  an d  t he  

l a t t e r  w h o l es a l e r  (S ou t h wo od ,  20 07 : 10 ) .  Th e  m ark e t  i s  m ak in g  a  

t r an s i t i o n  f r om  the  o ne  dom in a t ed  b y l a r ge  s ca l e  v e r t i c a l l y  

i n t eg r a t ed  op e r a t o r s ,  l i ke  t e l e com  in cu mb en t  and  m ob i l e  o pe r a t o r ,  

t o  on e  in  w h i ch ,  a l on g  w i th  th e  l a r ge  s ca l e  op e r a t o r s ,  t h e r e  a r e  

m an y s m a l l e r  n i ch e  p l aye r s  e s p ec i a l l y  o n  t h e  s e rv i ce s  s id e  

( So u t hw oo d ,   20 07 :1 1 ) .  Th e  i mpl i ca t io n  o f  t h es e  t r end s  t o  t h e  

t e l e com  i nd us t r y  i s  t h a t  t he  n e tw o r k  bu s in e ss  mo d e l  wi l l  

i n c r ea s in g l y b e  ba s ed  o n  s e r v i ces  s up p l i ed  ( Es s e l aa r  e t  a l . ,  

2 0 06 : 6 ) .  In  co n j un c t io n  w i th  t h e  ch an g in g  d yn am i cs  o f  t he  

t e l e comm un i ca t io ns  i nd us t r y,  t h e  r o l e  o f  r egu l a t i on s  h as  ex t en ded  

f r om  co ncen t r a t i ng  o n  co ns um er  d i sp u t es ,  un i v e rs a l  s e r v i ces  

i s s u es  and  p r i c e  s e t t i n g  t o  a  mu ch  b ro ad e r  ro l e  o f  r egu la t i n g  t he  

s ec t o r  t o  en ab l e  com p et i t i o n  ( Es se l aa r  e t  a l . ,  2 00 6 : 6 ) .   

 

2 . 4  Cus t o mers ’  mobi l e  co mmu n i ca t i o n  n eeds  

 

2 . 4 . 1  Po l i cy  and  regu la t i on  
 

T h e  in t en t io n  o f  p o l i c i e s  and  r egu l a t io n s  i s  t o  p r o t ec t  t he  

co ns um er  an d  o p en  u p  t h e  m ark e t .  The  cu mul a t iv e  e f f ec t  o f  bo th  

i s  t h a t  t h e y em p ower  th e  cons um er .  By a l l o wi n g  th e  co ns um er  t o  

o w n  a  t e l ep ho ne  nu mb er ,  MN P i s  p ro t ec t i n g  t h e  us e r  becau se  i t  

s im pl i f i e s  s wi t ch i ng  o r  ch u rn i n g .  D e r egu l a t io n  o f  t h e  in du s t r y h as  

r emo v ed  b ar r i e r s  o f  en t r ance ,  m ean ing  m o r e  p l a ye r s  a r e  en t e r in g  

t h e  in du s t r y,  t h us  p r ov id i n g  con sum er s  wh o  w an t  t o  chu r n  w i th  

m o re  ch o i ces .  A s  th e  n um b er  o f  n e w  p l aye r s  en t e r in g  t he  m ar ke t  

i n c r ea s es ,  p r i ce s  go  d ow n and  b en ef i t  cu s t om ers  ev en  f u r th e r .  

T h e r e f o r e  i t  co u l d  b e  a r gu ed  t h a t  t h e  p o l i c i es  an d  r egu l a t io ns  a re  

b en e f i t i n g  co ns um er s  and  m or e  im po r t an t l y,  i n  t h e  lo n g  t e r m,  w i l l  

g i v e  mo r e  p eop l e  acce s s  t o  t h e  m ar k e t .   

    

T h e  l a s t  d ecad e  h a s  b een  ch ar ac t e r i s ed  b y  n u m ero us  p o l i c y  

i n t e rv en t i on s  to  r e fo r m th e  t e l e coms  m ark e t  i n  S ou t h  A f r i c a  i n  an  

a t t empt  t o  m ee t  t h e  n eeds  o f  a  m od e rn  eco nom y an d  t r ans f o rm in g  
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s o c i e t y.  T h es e  in t e r v en t i on s  h av e  no t  a l w a ys  h ad  t h e  in t end ed  

r e s u l t s  (E ss e l aa r  e t  a l . ,  20 06 :1 3) .  Wi th  th e  T e l ecomm un i ca t i on  

A c t  o f  19 96 ,  t he  i n t en t io n  w as  t o  p ro mo te  a f fo r d ab l e  acce s s  t o  

co mmu ni ca t io ns  t h r o u gh  p r i v a t i s a t i on  o f  and  ex t en s i on  o f  t he  

T e lk om  mo no po l y.  H o w ev e r ,  t h i s  o b j ec t i v e  w as  o n l y r ea l i s ed  w i th  

t h e  i n t r od uc t i on  o f  p r ep a id  m ob i l e  s e rv i ces .  Th i s  i s  i n  s p i t e  o f  t h e  

f a c t  t h a t  mo b i l e  ( c e l l u l a r )  ph on es  w e r e  i n t en d ed  f o r  t h e  h i gher  

en d  o f  t h e  m ark e t  ( E ss e l aa r  e t  a l . ,  20 0 6 :1 3 ) .  Th e  19 96  A c t  was  

am end ed  i n  2 00 1 .  T h e  ob j ec t i ve  o f  t h e  am en dm ent  w as  to  

l i b e r a l i s e  t e l e comm un ica t io ns .  Li b er a l i s a t i on  w as  boo s t ed  b y  

m in i s t e r i a l  d e t e rmi n a t i on s  an no un ced  b y t h e  comm un i ca t i ons  

m in i s t e r  i n  20 04 ,  w h ich  a l lo w ed  In t e r n e t  S e rv i ce  p ro v ide r s  ( IS P )  

a s  w e l l  a s  V AN S  t o  p ro v i de  t e l e com  s e rv i ce s .  T h es e  

d e t e r min a t io ns  a l s o  l ega l i s ed  Vo IP .    

 

 

S i n ce  l i b e r a l i s a t io n  o n  1  Feb ru a r y 2 0 0 5 ,  t h e r e  a r e  w e l l  ov e r  t h r ee  

h u nd r ed  V A NS  th a t  h av e  s e t  u p  s h op s  i n  So u t h  A f r i ca  

( So u t hw oo d ,  20 07 :1 1 ) .  Th es e  VA N S in c l ud e  me t ro po l i t an  

co un c i l s  l i k e  K n ys n a ,  J oh ann esb ur g ,  eTh ekw in i  (D u rb an )  and  

T s hw an e  (P r e to r i a )  ( M cLeo d ,  2 00 7) .  T h ey a r e  b u i l d in g  b o t h  f ix ed  

an d  w i r e l es s  n e t wo r ks .  T he  f o r m er  w i l l  com pe t e  wi th  t he  f i x ed  

l i n e  o p er a to r s  and  t h e  l a t t e r  w i t h  mo b i l e  n e t wo rk  op e r a to r s ,  s u ch  

a s  Vo d acom  an d  M T N.  IS P ‟s  s u ch  a s  MW eb,  In t e r n e t  So lu t io ns  

an d  S to rm  hav e  a l s o  b een  g r an t ed  l i c en s es  b y t h e  In d ep end en t  

C omm un ica t io n  Aut ho r i t y  o f  S ou th  A f r i ca  ( IC A S A)  to  p r ov i d e  

V o IP  t e l ep ho n y o n  th e i r  ex i s t i n g  IP  n e t w o rk s .  Th e y w e r e  

p r ev io us l y  o n l y  p e r mi t t ed  to  c a r r y d a t a  and  n o t  vo i ce  ( M cLeo d ,  

2 0 07 : 1 ) .  Wh a t  i s  r eq u i r ed  f o r  mos t  ISP ‟s  t o  becom e  ca r r i e r s  o f  

v o i ce ,  i s  an  u p gr ade  o f  t h e i r  ex i s t i n g  s ys t ems  an d  in t e r co n nec t io n  

ag r eem en t s  wi th  each  o th e r  and  t h e  in cum b en t s ,  T e lk om ,  

V o d acom ,  M TN  an d  C e l l C .  T h i s  w i l l  enab l e  cu s t om ers  t o  

co mmu ni ca t e  n o t  on l y  w i t h  u s e r s  f r om  t he  s am e  s e rv i ce  p r o v i de r  

b u t  o th e r  s e r v i ce  p r o v i de r s  t o o .   

 

T h e  E l ec t ro n i c  Com mu ni ca t i on s  A c t  ( E CA ) ,  r a t i f i ed  i n  J u l y 2 0 0 6  

b y t h e  s t a t e  p r es iden t ,  h as  r ep l aced  th e  1 99 6  T e l eco mmu ni ca t io ns  

A c t  ( and  i t s  20 01  A mend m ent  A c t )  and  i t  s e eks  t o  c r ea t e  a  

r egu l a t o r y en v i ro nm ent  an d  l i c ens i n g  r eg i m e  b e t t e r  su i t ed  f o r  t h e  

co nv e r gen ce  o f  t e l e comm un i ca t io ns  an d  t h e  b road cas t i n g  

i n f r a s t ru c t u r e  (E s s e l aa r  e t  a l . ,  2 0 06 : 15 ) .  Ho wev e r ,  i t s  

i mpl emen t a t io n ,  a s  wi t h  t he  p r ev io us  A c t s ,  d ep en ds  on  t he  

cap ac i t y o f  IC A S A,  t h e  r egu l a t o r ,  t o  p r e s c r ib e  and  o v e rs ee  m or e  

t h an  20 0  r egu l a t i on s  r eq u i r ed  in  t h e  n ex t  f ew  yea r s  t o  m ak e  th e  

l eg i s l a t i v e  and  regu l a t o r y f r am ew o r k  o p er a t io n a l  (E ss e l aa r ,  

G i l lw a l d  and  S t o rk ,  2 0 06 : 16 ) .  Th e  cap ac i t y  o f  IC A S A  po s es  t he  

b i gges t  r i s k  in  t he  s u cces s fu l  im plem en t a t i on  o f  t h e  A c t ,  a s  

co n ced ed  b y t h e  ch a i r m an  o f  IC A SA,  P ar i s .  He  h o ld s  t h a t  t h e i r  

o r gan i s a t i on  i s  s e r v in g  a s  a  t r a i n ing  g r o u n d  f o r  ex pe r t s  an d  



 

 13 

s k i l l ed  p r o f es s io n a l s ,  wh o  t hen  f in d  m o re  a t t r ac t i ve  pos i t i on s  i n  

t h e  p r iv a t e  s ec t o r  (Cz e rn o wa lo w and  Sen n e ,  2 00 7 : 1 ) .  

 

A s  i nd i ca t ed  abo ve ,  t h e  m a jo r  f ea tu r e  o f  t h e  n ew  Ac t  i s  t he  

c r ea t i on  o f  a  ho r i z on t a l  l i c ens in g  s t ru c t u r e  ( E ss e l aa r  e t  a l . ,  

2 0 06 : 16 ) .  Th e  o ld  l i c ences  t h a t  r e f l ec t ed  t h e  v e r t i c a l l y  i n t eg r a t ed  

m ark e t  s t r u c tu r es  t h a t  ex i s t ed  p r ev i ou s l y,  h av e  been  do n e  awa y 

w i t h  co mp le t e l y  an d  t he r e  a r e  no w  jus t  fo u r  b a s i c  c a t ego r i e s  o f  

l i c ens e s ,  e ach  o f  wh i ch  can  b e  l i c en s ed  i n  t h r ee  w ays  ( T ab l e  2 . 1 ) .   

 

Table 2-1 The likely license categories for existing players        

  L i cen s e  I nd iv idua l   C l ass  E x empt  

E l ec t ro n i c  

C omm un ica t io ns  

N e t wo rk  

S e rv i ce s  

( E CNS )  l i c ences  

C e l l  C  

M T N 

S en t ech  

T e lk om  

V o d acom  

  

E l ec t ro n i c  

C omm un ica t io ns  

S e rv i ce s  ( ECS )  

Li cen ces  

 V A NS   

Br o ad cas t in g  

l i c en ces  

S A BC  

eT V 

C omm un i t y 

b r o ad cas t in g  

 

 

R ad io  

F r eq u en c y 

S p ec t r um  (R FS)  

l i c en ce  

 

C e l l  C  

M T N 

S en t ech  

T e lk om  

V o d acom  

Wi r e l es s  l o ca l  

l oo p  

 

V e r y l o w  

p o w er ,  l e s s  

t h an  1 0  kw .  

 

S ou rce :   E ss e l aa r  e t  a l . ,  (20 0 6: 16 )  

 

U n d er  EC A,  IC AS A h as  t o  p re s c r i b e  th e  con d i t i o ns  fo r  t he  

ca t ego r y o f  l i c en s es  an d  a l lo ca t e  ex i s t i n g  l i c ens e  ho ld e rs  t o  t he s e  

c a t ego r i es  ( E ss e l aa r  e t  a l . ,  20 06 : 16) .  In  t e r m s  o f  t h e  A c t ,  t h e  

co nv e r s io n  p ro cess  m us t  b e  comp l e t ed  b y J an u ary  2 0 0 9  

( V ecch i a t t o ,  20 07 :1 ) .  H ow ev er ,  t h e r e  i s  s cep t i c i sm  i n  th e  in du s t r y  

t h a t  IC A S A  wi l l  b e  ab l e  t o  mee t  t h e  t a r ge t ,  w i t h  i t s  r ep o r t ed  

o r gan i s a t i on a l  p rob l ems .  T h e  h ead  o f  t h e  l i c ens e  con v e rs i on  

p r o cess  r e s i gn ed  in  M a y 2 0 0 7 .  T h i s  i s  t h e  co un c i l l o r  wh os e  p r im e  

f u n c t i on  h as  b een  t o  h ead  up  t h e  t e l e comm un i ca t io ns  l i c en ce  

co nv e r s io n  p r o cess  i n  o r d er  t o  m ee t  t h e  r equ i r em en t s  o f  t h e  

E l ec t ro n i c  Com mu ni ca t io n s  EC A  ( V ecch i a t t o ,  2 00 7) .  

 

A  s u ccess f u l  cou r t  b id  b y A l t ec ,  co u l d  h av e  a  pos i t i v e  e f f ec t  i n  

s p eed i n g  u p  th e  d e r egu l a t io n  p ro ces s  ( An d e rso n ,  2 008 :1 ) .  On  

F r i d ay,  2 9
t h

 Au g  20 0 8 ,  t h e  P r e t o r i a  h i gh  cou r t  r u l ed  t ha t  Al t ec ,  a  

V A NS  l i c en se  h o ld e r ,  au t om at i ca l l y  q u a l i f i e s  fo r  t h e  E l ec t r on i c  

C omm un ica t io ns  Se r v i ce  (EC S)  l i c en s e  un d e r  t h e  EC A.  Th i s  

l i c en ce  en t i t l e s  i t s  h o l d er s ,  Al t e c  an d  o th e r  V A NS ( th e r e  a r e  m o r e  

3 0 0  VA NS ) ,  t o  r o l l  o u t  t h e i r  o w n  ne tw o r ks ,  i n s t e ad  o f  h av i n g  to  
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r e l y  o n  t he  in cum b en t s  (T e lk om  an d  N eo te l )  an d  us e  th os e  

f ac i l i t i e s  t o  p r ov id e  s e r v i ces  ( An d er s on ,  2 00 8 : 1 ) .  T h i s  r u l i n g  

m ak es  So u t h  A f r i ca  o n e  o f  t h e  mo s t  o p en  t e l e comm uni ca t io ns ‟  

m a rk e t s .  W ha t  i s  i n t e r e s t i n g  i s  t h a t  IC AS A h ad  i nd i ca t ed  t h a t  i t  

w o u l d  ch a l l en ge  th e  f in d in gs  bu t  wo u l d  r a th e r  s t a r t  i s su in g  t he  

l i c ens e s  a s  m and a ted  b y t h e  co u r t  ( S to n e ,  20 08 :  1 ) .  H owev e r  t h i s  

i s  co n t r ad i c t ed  b y  t h e  D ep a r t m en t  o f  Co mmu ni ca t io ns  ( D OC) ,  

an o t h er  go ve r nm en t  d ep ar tm en t ,  wh i ch  h as  i n d i ca t ed  t h a t  i t  wo u l d  

ap p ea l  aga i ns t  t he  j u d gem ent  (V ecch i a t to ,  20 08 b :1 ) .  

 

O t he r  ch an ges  b r ough t  abo u t  b y E C A  a r e  t h a t  V od acom  an d  M T N ,  

i n  an t i c ip a t io n  o f  r e ce iv in g  th e i r  o w n  EC S  l i c en se s ,  h ave  s t a r t ed  

r o l l i n g  ou t  t h e i r  ow n  f ix ed  l i n e  op t i c  f i b r e  i n f r as t r u c tu re  ( M ul l e r ,  

2 0 08 :  1 ) .  Th i s  mo v e  wi l l  en ab l e  t h em  t o  p ro v i d e  co r po r a t e  

cu s t om ers  wi t h  a  f i x ed  l i n e  b ro ad b an d ,  im pl yi n g  t h a t  bo t h  

co mp an i es  a r e  ex pan d i n g  f ro m  co nsum er  fo cus sed  b us in e ss e s  t o  

i n c lu d e  t h e  co rp o ra t e  m a r ke t  a s  w e l l  ( V ecch i a t to ,  2 008 : 1 ) .  In  

ad d i t i o n ,  t h i s  m ove  pu t s  t h em in  d i r ec t  com p et i t i o n  w i th  T e lk om  

an d  V A NS ( a f t e r  t h e  r u l i n g )  ( V ecch i a t t o ,  2 00 8 : 1 ) .  In  an o t h er  

d ev e l opm ent ,  T e lko m h a s  r e ce iv ed  a  w i r e l es s  l i c en s e  f ro m IC A S A 

an d  i s  p l ann in g  t o  b u i ld  a  f i x ed  wi r e l e s s  n e t w o rk  (v o i ce  an d  d a t a )  

an d  a  m ob i l e  d a t a  n e t w or k  b ecau se  t h e  sh a r eh o l d er  agr eem en t  

w i t h  Vo d aco m  p r oh ib i t s  i t  f r om  bu i ld in g  a  m o b i l e  v o i ce  n e t wo rk  

( A n de r so n ,  2 00 8 : 1 ) .       

 

2 . 4 . 2  Pro t ec t ing  con su mers  w i th  reg u la t i on  

 

R egu l a t io n  i s  p r im a r i l y  d r i v en  b y  t a r i f f s ,  cu s to m er  s e rv i ce ,  

co ns um er  cho i ce  an d  cu rb i n g  m on op o l y ( E s s e l aa r  e t  a l . ,  2 0 06 :4 ) .  

M ob i l e  N um b er  Po r t ab i l i t y  ( M NP )  h a s  b een  m and a t ed  b y t h e  

r egu l a t o r s  i n  m an y m ark e t s  i n c lu d in g  S A ( No v  2 00 6) ,  w i t h  t h e  

a im  o f  ad dr e s s i n g  s om e  o f  t h es e  i s s ue s .  M an y n e t w o rk  o p e r a to r s  

r e s i s t  t h e  i n t ro duc t i on  o f  M NP  f ea r i n g  t h a t  i t  wo u ld  l e ad  t o  

i n c r ea s ed  ch u rn  and  f a l l i n g  p r i c e s  (Hea t h  e t  a l . ,  2 00 6 : 1 ) .  In  S o u t h  

A f r i ca ,  fo r  ex am pl e ,  IC A SA ,  on  the  r eq u es t  o f  t h e  n e t wo rk  

o p e r a to r s ,  m ov ed  th e  l aun ch  d a t e  o f  t h e  se r v i ce  a  f ew t im es .  T h i s  

w as  becaus e ,  i n  sp i t e  o f  t h e  f a c t  t h a t  t h e y w e r e  g i v en  en ou gh  t im e  

t o  p r ep a r e ,  t h e i r  s ys t ems  we r e  n o t  r e ad y ( M o ch i ko ,  2 00 6 a :1 ) .  

In i t i a l l y  t h e  p l anned  l aun ch  d a t e  w as  J u n e  2 00 6 .  T h i s  d a t e  w as  

ch an ged  t o  18  Sep t emb e r  20 06  and  f in a l l y  t h e  s e rv i ce  w as  

l aun ched  o n  1 0  No v em b er  20 06 ,  a f t e r  a  hu ge  o u t c r y f r om  th e  

p u b l i c  ( Mo ch ik o ,  20 0 6 a :1 ) .  

 

C on sum er s ,  d i s s a t i s f i ed  w i th  cu r r en t  s e r v i ces  o r  f i n d i n g  s e rv i ce s  

o f f e r ed  b y t h e  comp e t i t o r  app ea l in g ,  m a y w an t  t o  s wi t ch  s e r v i ce  

p r ov id e rs .  R easo ns  f o r  t h i s  m ay i n c l ud e  i n ad eq u a t e  co v e r age ,  

d e s i r e  fo r  a  n ew  s ub s i d i s ed  h and s e t ,  s t r on g  b r an d  o r  m a rk e t in g  o f  

a  co mp e t i t o r ‟ s  n e t wo r k ,  un iq u e  co n t en t  o r  s e rv i ce  o n  a  

co mp et i t o r ‟ s  n e two r k  o r  t h e  d es i r e  f o r  a  ch an ge  ( M o ch ik o ,  

2 0 06 a : 1 ) .  Wi th ou t  M NP,  co nsu m er s  m ay n eed  t o  d ev o t e  
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s i gn i f i c an t  t i m e ,  e f f o r t  and  ex p ens e  to  i n f o rmi n g  f am i l y ,  f r i end s  

an d  co l l e agu es  o f  t h e i r  n ew  n um b er .  T h e y m a y a l s o  mi s s  c a l l s  

f r om  p eop l e  wh o  a r e  un aw ar e  t h a t  t h e i r  nu mb er  h as  ch an ged  

( M o ch i ko ,  2 00 6 a : 1 ) .  MN P  emp ow er s  t h e  co nsu m er  to  ch oo se  

b e tw een  r e t a i n in g  th e  ex i s t i n g  n umb er  an d  ge t t i n g  a  n ew n u mb er ,  

w h en  sw i t ch in g  s e rv i ce  p r ov id e rs .  

 

Fo r  bu s in e ss  cu s to m er s ,  chan g in g  a  m ob i l e  ph on e  num b er  c an  

h av e  s i gn i f i c an t  f i n an c i a l  r ep e r cu ss i on s ,  s uch  a s  t h e  co s t  o f  

r ep r i n t i n g  s t a t i o ne r y,  r ep a i n t i n g  s i gns  and  v eh i c l e s ,  and  

ad v e r t i s in g  t he  chan ge .  In  m an y ca s e s ,  t h e  i n con v en ien ce  an d  

ex p en s e  o f  ch an gin g  a  m ob i l e  n umb er  m a y  d e t e r  use r s  f ro m 

ch an g in g  n e t wo r k ,  ev en  i f  t h e y a r e  h igh l y d i s s a t i s f i ed  wi th  t h e i r  

cu r r en t  s e r v i ce  o r  t h e r e  a re  s t r ong  eco n om i c  b en e f i t s  f rom 

s wi t ch i n g  p r ov id e rs  (H ea th  e t  a l . ,  2 006 :2 ) .   

 

Wh i l e  t h e  p r i n c i p l e  o f  M NP  i s  s imp l e ,  i t s  s ucce ss  d ep en ds  h eav i l y 

o n  e f f ec t iv e  i mpl em en t a t i on ;  t h e r e fo re  t he  r o l e  o f  t h e  r egu l a t o r  i s  

i mp or t an t  i n  t h i s  r ega r d .  Cu s t om ers  a r e  l i k e l y t o  avo i d  us in g  i t  i f  

t h e r e  a r e  im ped i men t s  t o  t h em  do i ng  s o ,  su ch  a s  t h e  f o l lo wi n g 

( H ea th  e t  a l . ,  2 00 6 :3 ) :  

 

S ig n i f i ca n t  co s t  –  Lo ca l l y M ar k in o r  ( 2 00 7 )  f o un d  th a t  t h e r e  a re  

s ev e ra l  r e as on s  fo r  t h e  S A su bs c r i b e r s ‟  r e l u c t an ce  t o  sw i t ch  

s e r v i ce  p ro v i d er .  T h es e  in c l ud e  f ac to r s  s uch  as  t im e ,  e f f o r t  an d  

co s t  ( M ark i no r ,  c i t ed  i n  Do yl e ,  20 07 :1 ) .  

 

L on g  d e la ys  –  In  t h e  ab sen ce  o f  M NP ,  a  n ew  mo bi l e  s e r v i ce  can  

gen e r a l l y  b e  ac t i va t ed  in  a  sh o r t  s pace  o f  t im e ,  p e rh ap s  a  f ew 

h o ur s .  Mo bi l e  u se r s  m ay b e  d e t e r r ed  i f  i t  t ak es  a  f ew  d a ys  t o  

s wi t ch  (o r  p o r t ) ,  e s p ec i a l l y  i f  t he  t r an s i t i o n  in vo lv e s  a  p e r i od  o f  

n o  s e rv i ce .  

 

I n con ven i en ce  –  F i l l i n g  i n  ex t r a  f o r ms  o r  wa i t i n g  on  the  en d  o f  

t h e  p ho n e  fo r  l o ng  p e r i od s  co u ld  d i s cou r age  cus t omer s  f rom 

s wi t ch i n g .  

 

L a ck  o f  aw ar en ess  –  I t  i s  u n l ik e l y t h a t  t h e  mo b i l e  op e r a to r s  wi l l  

p r om ot e  M NP  in  ca s e  i t  en co ur ages  ch u rn i n g .  M ar k i no r  r e s ea r ch  

f o un d  th a t  so m e re s po nd en t s  gav e  f ea r  o f  l o s i n g  a  n um b er  a s  a  

r e a s on  f o r  no t  w an t in g  t o  s wi t ch  s e r v i ce  p ro v i d er s .  S uch  a  r e as on  

can  o n l y b e  g i v en  b y s o m eo ne  w h o  i s  u n aw ar e  o f  M NP  (M ar k in o r ,  

c i t ed  in  D o yl e ,  2 007 :1 ) .  

 

M an y ex i s t i n g  MNP  s ch em es  ex h ib i t  s om e  o f  t he s e  o bs t ac l es ,  an d  

i n  m os t  cou n t r i e s  o n l y a  s m a l l  p r op or t i on  o f  ch u rn i n g  cu s t om ers  

h av e  ch os en  to  mov e  wi th  th e i r  num ber s  ( Br yd o n  e t  a l ,  2 0 06 : 3 ) .  

A f t e r  be in g  ac t iv e  f o r  a l mo s t  a  yea r  i n  So u t h  A f r i c a ,  v e r y f ew 

cu s t om ers ,  m o re  t han  1 10  0 0 ,  h av e  u t i l i s ed  t h e  s e r v i ce .  T h i s  i s  a  
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s m al l  p e r cen t age  o f  t h e  30  m i l l i on  m ob i l e  u se r s  i n  t he  co un t r y  

( ce l l u l a r  n ew s . com,  2 00 7 : 1 ) .  

 

2 . 4 . 3  S i mp l e  p r i ce  p l ans  –  a t t ra c t  cu s t o mers  

 

C a r i n g  ab ou t  yo u r  cu s to m er s  an d  m ak in g  i t  e as y f o r  t hem  t o  do  

b us in e ss  w i th  yo u  a r e  o f  p a r am ou n t  im po r t an ce  t o  ge t t i n g  th e i r  

l o ya l t y .  W h en  Vi r g i n  m ob i l e  en t e r ed  th e  U S  m ark e t  i n  20 0 2 ,  t he  

i nd us t r y w as  a l r ead y c r o w d ed ,  p ene t r a t i on  w as  h i gh ,  r ev enu e  

g r o w th  w as  s lo wi n g  and  V i r g i n  en jo yed  l i t t l e  US  b r and  

r eco gn i t i o n ,  a s id e  f r o m  i t s  r epu t a t io n  as  a  q u i r k y  a i r l i n e  

( M cGo v e rn  and  Mo o n ,  2 00 7) .  T h e  ad v an t age  th a t  t h e  co mp an y 

h ad  w as  i t s  s im pl e  o f f e r ,  a  p r ep a i d  (p a y - a s - go )  p r i c in g  p l an  w i th  

n o  h i dd en  f ees ,  no  t im e -o f -d a y r e s t r i c t i o ns ,  n o  con t rac t s ,  and  

s t ra i gh t fo r w a rd ,  r e a s on ab l e  r a t es .  Wi t h  an  ann ua l  ad v e r t i s in g  

b u d ge t  o f  o n l y U S  $ 5 00  mi l l i on  ( l e s s  t h an  o n e - t en th  th e  b u d ge t  o f  

s om e  in cum ben t s ) ,  t h e  comp an y acq u i r ed  1 -m i l l i on  s ub s cr i be r s  i n  

j u s t  o v e r  a  yea r  t h us  m at ch i n g  th e  in d us t r y r e co r d  f o r  r e ach in g  

t h a t  m a rk  (M cGo ver n  an d  Mo on ,  2 00 7) .  C ur r en t l y V i r g in  M obi l e  

U S  h as  5  mi l l i o n  cu s t om ers  an d  th e  l ow es t  p r ep a id  chu r n  r a t e ,  

ev en  th ou gh  cus tom ers  a r e  f r e e  t o  l e ave  w i t ho u t  an y  p en a l t y.  

Wh a t  i s  even  m o re  ex c i t i n g  i s  t h e  f a c t  t h a t  i t s  cu s tom ers  a r e  

a c t i n g  a s  go od wi l l  am bass ado rs  b ecau s e  mo r e  t h an  t w o  t h i rd s  o f  

t h em r epo r t ed  r ecom mend in g  th e  s e rv i ce  to  o t h e r s .   

 

A  s u rv e y co n d u c ted  b y S u n r i s e ,  a  S wi s s  op e r a t o r ,  f ou n d  t ha t  

m ak in g  p r i c e  p l ans  e a s i e r  f o r  cu s tom ers  t o  un d er s t and ,  he lps  

i mp ro v e  l o ya l t y  ( J a y,  2 0 0 7 : 19 ) .  S i n ce  t h e  s u rv e y,  t h e  o p e r a to r  

h a s  r ed u ced  i t s  p r i c e  p l an s  t o  f ou r ,  i n  a  s t r a t eg y a im ed  a t  

i mp ro v i n g  t r an sp a ren c y t o  i t s  cus tom ers .  T h e  mo ve  i s  i n  s t a rk  

co n t r as t  t o  t h e  s i t u a t io n  i n  l a r ge r  Eu r op ean  m ark e t s ,  e s p ec i a l l y  

t h e  U K  m ark e t ,  whe r e  op e r a t o r s  o f f e r  a  h u ge  r an ge  o f  t a r i f f s  t o  

c a t e r  fo r  a l l  m a rk e t  s egm en t s  ( J a y,  2 0 0 7 : 19 ) .  S u nr i s e  

i mpl emen t ed  t h e s e  p r i c e  p l ans  on  th e  4
 
O ct ob e r  20 07 ,  b r i n g in g  i t  

i n  l i n e  wi th  o th er  Sw is s  m ar k e t  op e r a t o r s  s u ch  as  S wi s s co m 

M ob i l e  an d  T e l e2  ( J a y,  2 00 7 : 19 ) .  The  t r en d  to w ards  an  ea s y t o  

u n de r s t an d  p r i c e  p l an  wi l l  co n t i nu e  to  g r o w  a s  l on g  a s  co ns um ers  

s up po r t  s e r v i ce  p rov id e rs  wh o  o f f e r  t r an sp a r en t  p r i c es .  

 

V i r g in  Mo bi l e  S A i s  empl o yi n g  t h e  s am e  t a c t i cs  a s  V i r g in  US .  

T h ey en t e r ed  th e  SA  m ark e t  i n  20 06  w i t h  a  n o  l o ck - i n  co n cep t .  In  

r e ac t i on  to  t h i s ,  Vo d aco m  i n t ro du ced  a  m o n th - to -m ont h  co n t r ac t  

“w i t h  con t rac t  c a l l  r a t es ” .  Mo vi n g  b e tw een  p ack ages  i s  f r e e ,  b u t  a  

m on th s  no t i c e  i s  r equ i red  (Mo nt e i r o ,  2 00 6 ) .  Un t i l  V i r g i n  

M ob i l e ‟ s  debu t  i n to  SA ,  t he  con t r ac t  s ub s c r ib e r s  w e r e  l o ck ed - in  

t o  a  24 -m on th  co n t r ac t ,  h av i n g  t o  b u y t he i r  w ay o u t  o r  pa y o u t  fo r  

2 4  mo nt hs  ( Mo nt e i r o ,  20 06 ) .   

 

V i r g in  M ob i l e  S A  t a r i f f  p l ans  app l y t o  bo th  co n t ac t  and  p r epa id  

s ub s c r ib e r s .  E ach  da y,  i t  ch a r ge s  R2 .35  f o r  t h e  f i r s t  f i v e  m in u t es ,  
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w h ich  th en  f a l l s  t o  R 1 .5 5  (M on te i ro ,  2 0 06 ) .  Cu r r en t l y t h e y o f f e r  

t h ree  p ack ages  and  h av e  ju s t  ad d ed  an o t h er  o ne  ca l l ed  “Ki l l e r  

D ea l ” ,  wi th  a  mo n t h l y r a t e  o f  R 14 9 . 0 0 .  Th e  d ea l  o f fe r s  

s ub s c r ib e r s  ( e i t h e r  S AMS U NG  U 70 0  o r  LG  S h i n e  K E 97 0)  

R 15 0 . 00  w o r th  o f  a i r t im e ,  w h i ch  can  b e  u sed  an y t i m e  an d  to  an y  

n e tw o rk ,  a s  w e l l  a s  u n l im i t ed  f ree  SMS ‟s  t o  an y  n e t w or k  

( M yA D S L,  2 0 07 a ) .  T h e  im p ac t  o f  t he s e  new  p r i ce  p l an s  i s  no t  

h u ge  on  th e  So u t h  A f r i can  m ark e t  b ecau s e  V od acom  an d  M T N  are  

s t i l l  dom in a t in g  t he  m ar k e t .  

 

2 . 5  I mp a c t  o f  m ess ag in g  serv i ce s  

 

A s  th e  vo i ce  r evenu e  d ec l i n es ,  o p e ra to r s  a re  l o ok in g  a t  s e r v i ces  

an d  ap p l i c a t io ns  t o  s av e  th e  s i t u a t i on .  F r o m  th e  t en  yea r  o ld  SMS 

a l e r t s  t ha t  co n t i nue  t h e i r  po pu l a r i t y  t od a y,  t o  t h e  v e r y  l a t es t  i n  

m ob i l e  T V and  u se r  gen er a t ed  v i d eo s ,  m ob i l e  con t en t  

en com pass e s  a  l a rge  a r r a y o f  s e r v i ce s ,  w h i ch  s e r v i ce  p r ov id e rs  

b e l i ev e  wo u l d  re scu e  th e i r  r ev enu e  ( H ib b e rd ,  2 00 7 :42 ) .  T h e  

s e r v i ces  a r e  a  bu dd in g  s ec to r  i n  t h e  t e l e comm un i ca t io ns  ( mo b i l e  

an d  f ix ed  ne tw o rk s )  i nd us t r y,  w h i ch  w as  vo i ce  cen t r i c  f o r  m an y 

yea r s .  C u r ren t l y v o i ce  co n t r i bu t e s  86 . 5  p e r cen t  o f  t he  g l o b a l  

m ob i l e  r ev en u e  s e rv i ce ,  wi t h  d a t a  r ep r e s en t i n g  j u s t  13 .5  p e r cen t  

( H ib b e rd ,  2 00 7 :4 2 ) .  T h e  d a t a  r ev enue  i s  p r ed i c t ed  to  r e ach  25  

p e r cen t  o f  t h e  m ob i l e  s e r v i ce  rev enu e  b y  2 0 1 1  ( H i bb e rd ,  

2 0 07 : 42 ) .  In  S ou th  A f r i ca  t h e  s i t ua t i on  i s  a l mo s t  t h e  s ame .  

C u r r en t l y d a t a  a cco un t s  f o r  ab ou t  1 0  p e rcen t  o f  t h e  m o b i l e  

o p e r a to r s ‟  r ev enu e ,  w i th  t he  r em ai nd e r  comi n g  f rom  v o i ce .  

 

Wo r l d wi de  r evenu e  f r om  mo bi l e  co n t en t  an d  s e rv i ce s  a r e  f o r ecas t  

t o  gen e r a t e  1 50 .2  U S  d o l l a r s  i n  2 01 1 ,  up  f rom  89 .3  US  d o l l a r s  a t  

t h e  end  o f  20 06 .  Th e  t wo  m os t  s i gn i f i c an t  app l i c a t i on  ca t ego r i es  

f o r  mo b i l e  con t en t  and  s e rv i ce s  r ev enu e  a r e  p e r s on - t o -p e rs on  

( P2 P)  m ess ag in g  an d  en t e r t a i nm en t ,  w h i ch  r es p ec t i v e l y  

co n t r i bu ted  6 7  p ercen t  and  2 1  p er cen t  o f  t he  g lo b a l  r even u es  (SA 

s ho w s  t h e  s am e t ren d )  ( Hi bb e rd ,  200 7 : 42 ) .  Gi v en  th e  r e l a t i v e  

yo u t h  o f  m os t  o f  t he s e  s e rv i ce s ,  w h ich  a r e  s t i l l  i n  t he  ea r l y 

ad op t io n  s t age  o f  t he  t e chn o l o g y d ev e l opm ent  p r o ces s ,  i t  i s  

d i f f i cu l t  f o r  t h e  o p e r a to r s  t o  p i ck  u p  t h e  lo n g  t e rm  win n e rs ,  

p o pu l a r l y r e f e r r ed  t o  a s  k i l l e r  ap p l i c a t io ns  in  i nd us t r y j a r go n .  A s  

a  r e s u l t ,  op e r a t o r s  t end  to  l au n ch  a s  m an y s e r v i ce s  as  po ss ib l e  i n  

a  b id  t o  s ee  th e  o n e  t ha t  w i l l  p r ov e  mos t  p op u l a r ,  g i v en  th e  

l imi t a t io ns  o f  t echn o l o g y an d  r e so ur ce s  ( Hib b e rd ,  2 00 7 :4 2 ) .  Th e  

d an ge r  o f  t h i s  ap pr o ach  i s  t h a t  i f  t oo  m an y s e r v i ces  a re  pu sh ed  

i n t o  t h e  mar k e t ,  i t  m i gh t  h av e  a  n ega t i v e  imp ac t  o n  con su m er s .  

Fo r  i n s t an ce ,  cus to m er s  co u l d  ex p e r i en ce  us ab i l i t y  p r o b l ems ,  i f  

t h es e  f un c t io ns  w e re  p ack ed  i n t o  a  s i ng l e  d ev i ce .  
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2 . 6  Mo s t  co mmo n P2 P mes s ag in g  s erv i ces  

 

2 . 6 . 1  Sh o rt  Mes sa g ing  Serv ice  (S MS )  

 

M ess ag in g  s e r v i ces  h av e  b y f a r  t h e  h i gh es t  u s e r  r a t e ,  w i t h  t ex t  

m ess ag in g  ( SMS )  do mi na t i n g  ac ro ss  t h e  w o r ld  –  i n c l ud in g  t h e  US  

w h e r e  i t  w as  s low er  d ue  to  i n t e r op e r ab i l i t y  i s s u es  ( H ib b e rd ,  

2 0 07 : 46 ) .  T h e  wo r ld  av e r age  i n  20 07  w as  2 . 6  SM S  t ex t  m ess ages  

s en t  pe r  d ay p e r  s u bs c r i b e r  ( A ho nen ,  2 00 8 : 1 ) .  Th e  t h ree  w o r l d  

l e ade r s  -  K o r ea ,  S in gap o r e  and  t he  P h i l i p p i n es  -  s end  an  av e r age  

o f  1 0 ,  1 2  an d  15  S MS  t ex t  m ess ages  r e sp ec t iv e l y p e r  d a y  p e r  

s ub s c r ib e r  ( Ah on en ,  2 00 8 : 1 ) .  S MS ‟s  po s i t i o n  as  a  c a sh  co w  s eems  

t o  b e  u ns h ak eab l e ,  w h i ch  in  t u rn  i s  d r iv i n g  th e  d ev e lop m ent  o f  

t h e  s e r v i ce  ( Mo bi l e  M es s agi n g  An a lys t ,  20 07 :1 ) .  S ome  o f  t h e  

f e a tu r es  t o  b e  d eve l op ed  fo r  S MS  i n  2 0 08  and  b eyo n d  a r e  l i k e l y  

t o  b e  S MS  au t o - r ep l y,  a r ch i v i n g  an d  ad d  f u nd ed  S MS,  cu r r en t l y  

b e in g  t r i a l l ed  b y  s om e op e r a t o r s  i n c lu d i n g  t h e  l o ca l  s e rv i ce  

p r ov id e rs  (Mo bi l e  M ess ag in g  A na l ys t ,  2 00 7 b : 1 ) .  

 

2 . 6 . 2  MMS and  I ma gin g  

 

H an ds e t  p en e t r a t ion  h as  a  c l e a r  i mpac t  on  ph o to  s e rv i ce  u s age .  

U s e rs  wh o  o wn  pho n es  t h a t  h av e  cam er as  o f  h i gh  r es o l u t i on  a r e  

t wi ce  as  l i k e l y t o  s end  p i c t u r es  as  us e r s  w i th  p ho nes  th a t  h av e  

l o wer  r e so l u t io n  (H i bb e rd ,  20 07 : 48 ) .  A s  h i gh  en d  cam er a s  f i l t e r  

d o wn  i n to  t h e  han ds e t  r an ges ,  ph o t o  cap tu r e  h as  b eco me 

ex t r em el y p o p u l a r  i n  p l aces  l i ke  t h e  US .  T h e  n um ber  o f  us e r s  w ho  

h av e  s en t  a t  l e as t  o n e  i m age  t o  ano th e r  h an ds e t  ( a l s o  k n ow n  as  

p e r so n - to - pe r so n  M MS )  i s  a l so  en co u r agi n g  ( Hi bb e rd ,  2 00 7 : 48 ) .  

T h e  U S  m o bi l e  o p er a to r s  r ank  amo n g  t h e  l ead i n g  o p e r a to r s  i n  t h e  

w o r l d  o f  M MS  t r a f f i c .  Fo r  ex am pl e  17 . 7  p e rcen t  o f  U .S .  mo b i l e  

u s e r s  s en d  p ho to s  w i t h  t h e i r  m ob i l e  p h on es  and  j us t  5 .6  p e r cen t  

s end  v i deos  (M ob i l e  M ess ag in g  A n a l ys t ,  20 07 b :3 ) .  In  E ur o p e  ( a s  

w e l l  a s  i n  So u th  Af r i c a )  MMS  t r a f f i c  i s  a l s o  g r o wi n g  -  e s p ec i a l l y  

t h e  sen d in g  o f  p i c tu r e s .  

 

T h e  ea r l y s t age s  o f  mo b i l e  b lo gg i ng ,  w h e r e  u s e r s  up lo ad  o r  

s ub mi t  t h e i r  o wn  im ages  and  v i d eo s  o n t o  a  w eb s i t e  ( a l s o  kn ow n 

a s  p e r s on  t o  app l i c a t i on  A2P )  i s  a l s o  ex p ec t ed  to  b o l s t e r  t he  

u s age  o f  im ag in g  con t en t  b e in g  sen t  a c ro ss  n e t w or k s  and  

t h e r e f o r e  gen e r a t ing  i n com e  f o r  t h e  s e r v i ce  p r ov id e r  (H i bb e rd ,  

2 0 07 : 48 ) .  T h i s  s e rv i ce  i s  mos t l y u s ed  b y t h e  y o u t h  ( un d e r  2 4 )  

s egm en t  o f  t h e  m ark e t  and  i s  g r o wi n g  r ap i d l y ( H i bb e r d ,  20 0 7 :4 8 ) .  

Mx i t ,  t h e  S ou th  A f r i c an  mo bi l e  i n s t an t  m es sag i n g  p ro v i de r ,  w h i ch  

ch a r ges  on e  o r  t w o  cen t s  p e r  mess age ,  i s  ex p e r i en c i n g  a  b o om .  I t  

h a s  6  mi l l i o n  r eg i s t e r ed  u s e r s  a t  t h e  m om en t  and  a  g r o wt h  r a t e  o f  

1 0  00 0  t o  11  00 0  n ew  su bs c r i b e r s  eve r y d a y  ( IT w eb ,  20 0 8) .  Th e  

s u ccess  o f  Mx i t  l ed  th e  t w o  s e rv i ce  p r ov id e rs ,  V od aco m  and  

M T N,  t o  l aun ch  s im i l a r  s e r v i ces  t o w ar d s  th e  end  o f  2 00 7 .  
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2 . 6 . 3  MI M  

 

M ob i l e  In s t an t  Mes s ag in g  ( M IM ) ,  a l so  k no wn  a s  mo b i l e  ch a t ,  i s  

v e r y p o p u l a r  am ong  t h e  yo u t h  and  a s  t h e  n um b er  o f  M IM  cap ab l e  

m ob i l e  d ev i ces  i nc r ea s e ,  so  wi l l  t he  v o l um e  o f  us age  ( M obi l e  

M ess ag in g  A n a l ys t ,  2 00 8 : 2 ) .  M IM  i s  l i k e l y t o  d o  w el l  i n  m a rk e t s  

w h e r e  In t e r ne t  p en e t r a t io n  i s  l o w ,  s u ch  a s  i n  A f r i c a .  I t  a l so  

o ccu rs  i n  t h e  p op u l ou s  n a t i on s  o f  Ru ss i a ,  Ch in a  an d  In d ia  

( M ob i l e  M ess ag i n g  A n a l ys t ,  20 07 :2 ) .  In  S o u t h  A f r i c a ,  t he  mo b i l e  

p h on e  p en e t r a t io n  i s  abo v e  9 0 %,  wh i l e  i n t e r ne t  pen e t r a t i on  i s  

l agg i n g  b eh i n d  a t  a r o un d  1 0%  ( V an  d e r  M er w e ,  20 08 :  1 ) .  T he  

m os t  po pu l a r  i n s t an t  mess ag in g  s e rv i ce ,  l oca l l y ,  i s  Mx i t .  

 

2 . 6 . 4  Mo bi l e  ema i l  

 

M ob i l e  em ai l  i s  m os t l y s o l d  a s  a  b us in e ss  app l i c a t io n  b y t h e  

s e r v i ce  p r ov id e rs .  T h e  mo s t  po pu la r  b us in e ss  so l u t i on s  a re  

B l ackb e r r y b y R es ea r ch  in  M ot i on  (R IM )  fo l lo w ed  b y In t e l l i s yn c ,  

G o od  an d  Mi c ro so f t  o f f e red  b y N o k ia ,  M ot o ro l a  an d  M i cr os o f t  

r e s p ec t iv e l y ( M o bi l e  M ess ag i n g  An a l ys t ,  20 0 7 b :2 ) .  M obi l e  

o p e r a to r s  an d  m obi l e  em ai l  p r ov i d e rs  a r e  i n c r eas in g l y  t u rn in g  

t h e i r  a t t en t io n  t o  p r o v i d in g  co n sum er  ema i l  p ro du c t s  ( M obi l e  

M ess ag in g  A n a l ys t ,  20 07 b :2 ) .  J ap an  i s  an  ex cep t io n  b ecau s e  i t  

h a s  t h e  h i gh es t  u sage  o f  co ns um er  em ai l ,  w i th  f i gu r es  c l os e  t o  

K o r ea ‟s  SM S  us age  o f  10  m ess ages  p e r  us e r .  Th i s  i s  du e  to  t he  

f ac t  t h a t  J apan  does  n o t  h av e  SMS .  T h e y h av e  s h o r t  em ai l s  -  

s om ewh a t  s im i l a r  t o  SMS  an d  n o rm al  B l ackb e r r y em a i l  o n  t h e i r  

p h on es  (A ho n en ,  20 0 8 :1 ) .  

 

2 . 7  Mo s t  c o mmo n n on - mes s ag ing  s erv i ce s  

 

2 . 7 . 1  Pers on a l i sa t ion    

 

P e r s on a l i s a t io n  enab l es  co nsu m er s  t o  c r ea t e  t h e i r  o wn  r i n g to nes ,  

w a l l p ap e rs  and  s c reen  s av e r s  o n  th e i r  m o b i l e s  d ev i ces .  T h e r e  ha s  

b een  an  i n c r ea se  i n  po p u l a r i t y  o f  t h es e  s e rv i ce s .  A l t ho u gh  

d em an d  f o r  t he s e  se r v i ce s  i s  h i gh ,  s e rv i ce  p ro v i d er s  a re  s ee i n g  a  

co n cu r r en t  d ec l i n e  i n  s a l es  o f  t h es e  co n t en t s  ( Hib b e rd ,  2 0 07 : 44 ) .  

H a l f  o f  t h e  n ew  ph o nes  in  c i rcu l a t ion  p l ay  t h e  m p3  f i l e ,  w h i ch  

a l l o ws  t h e  co ns um ers  t o  i n s t a l l  t he i r  o w n  r in g  t on es  wi th ou t  

p u r ch as in g  t h em t h ro u gh  an  o pe r a to r  o r  s e rv i ce  p r o v id er  

( H ib b e rd ,  20 07 : 44 ) .  

 

2 . 7 . 2  Ga mes  

 

T h e  do wn s i d e  t o  s e r v i ce  p ro v i d er s  wi th  r e sp ec t  t o  gam es  i s  t h a t  a  

l o t  o f  u s e r s  a r e  p l a yi n g  n a t i v e  o r  em b ed d ed  gam es ,  w h ich  i s  

m ob i l e  con t en t  p re i ns t a l l ed  on  t he  h and se t  a t  t h e  p o i n t  o f  

p u r ch ase ,  a s  op po sed  to  p l ayi n g  d o wn lo ad ab l e  gam es  o r  p l a yi n g  

gam es  th r ou gh  a  b ro w s er  (H ib b er d ,  2 00 7 : 44 ) .   
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2 . 7 . 3  N ew s  and  i n f o rmat i on  

 

M ar k e t s  v a r y o n  h o w  th ey  co n su m e  n ew s  an d  in f o r m at i on .  T he  

I t a l i ans  p r e f e r  t o  a cce ss  t h e  n ews  v i a  t ex t  m ess ag i n g  d e sp i t e  a  

h i gh  p en e t r a t i on  o f  s m ar t  ph on es ,  wh i l e  i n  t h e  U K  t he  us e  o f  t he  

m ob i l e  b r ow s e r  i s  p r e f e r red  ( Hib b e rd ,  2 0 07 : 50 ) .  M ob i l e  s ea r ch  i s  

a l so  g r ow in g  h ea l th i l y  a s  con su m er s  ga i n  co n f i den ce  to  n av i ga t e  

b o t h  wi t h i n  t h e  mo b i l e  o p er a to r s ‟  po r t a l  ( web  s i t e )  and  b e yo n d  

( H ib b e rd ,  2 00 7 : 50 ) .  T h e r e  a r e  e a r l y  i n d i ca t io ns  th a t  G oo g l e  w i l l  

d om in a t e  t h i s  m a rke t ,  j u s t  a s  i t  d id  i n  t h e  f i x ed  l i n e  env i ro nm ent .  

 

2 . 8  S t ra t egy  t o  d r iv e  serv ice  a c c ep ta nce   

 

2 . 8 . 1  E a r ly  a dop t i on  o f  a  s erv i ce  

 

Wh en  a  n ew  s e rv i ce  i s  l aun ch ed  o r  i n t ro d uced ,  t h e  en t i r e  

p o pu l a t io n  d o es  no t  r us h  o u t  t o  b uy t h e  s e r v i ce  ( o r  p r od u c t )  

i mm ed ia t e l y,  ev en  i f  i t  i s  “p er f ec t ” .  T h e  s e r v i ce  i s  f i r s t  ado p ted  

b y a  p a r t i cu l a r  t yp e  o f  i n d iv id u a l ,  t he  e a r l y ad o p t e r  (W ebb ,  

2 0 07 : 49 ) .  E a r l y ad o p t e r s  i n c l ud e  th e  yo u t h ,  w ho  w e r e  ke y t o  t h e  

ev o l u t i on  o f  su cces s fu l  d a t a  s e rv i ce s ,  b o t h  i n  t e rm s  o f  p r o du c t  

d ev e l opm ent  and  mar k e t in g  (m ob i l eY ou th  2 00 8 : 13 ) .   

 

D ep end i n g  o n  th e  ea r l y ad o p t e r s ‟  r e ac t i on ,  i t  m ay b eco m e ado p t ed  

m o re  w id e l y,  a s  s ho w n  g r aph ica l l y  i n  f i gu r e  2 . 1  b e lo w .  T h e  ea r l y  

m aj o r i t y  w i l l  ado p t  o n l y i f  t he  ex p e r i en ce  o f  t h e  ea r l y ad o p t e r s  i s  

go o d .  Th e y r e l y o n  w o rd  o f  mo u th ,  r ev i ews  an d  wi d es p r ead  

p r om ot i on ,  i n c l ud i n g  m ark e t in g ,  t o  co n v i n ce  t h em  t h a t  t h e  

t e chn o lo g y i s  wo r th w hi l e  an d  ma tu r e  ( W eb b ,  2 00 7 :5 0 ) .  Th e  yo u n g  

co ns um ers  h ave  in f lu en ced  ho w  d a t a  s e rv i ce s  i n c l ud i n g  SMS ,  

Faceb oo k ,  MP 3s ,  M yS p ace  and  r in g  t on es  a re  u s ed  (m ob i l eYo u th  

2 0 08 : 13 ) .  

 

I t  i s  f e l t  t h a t  i f  t he  e a r l y ad o p te r s  do  n o t  l i k e  t h e  p r od uc t ,  i f  t h e  

p r i c e  i s  no t  s e t  co r r ec t l y ,  i f  t h e  d i s t r i b u t i on  cha in s  d o  no t  

ch ampi on  i t ,  i f  b us in e ss  i n t e l l i gen ce  an a l ys i s  i s  n o t  d on e ,  

e t c e t e r a ,  t h en  t he  p r od u c t  wi l l  f a i l  (W eb b ,  20 07 :5 0 ) .  Th e  ea r l y 

ad op t io n  s t age  i s  t h e  m os t  i mp or t an t  i n  t h e  t e ch no l o g y ad op t ion  

p r o cess .  I t  t ak e s  an yt h i n g  f rom  on e  yea r  t o  mo r e  t h an  t en  yea r s  

an d  t h e  l en gt h  d epen ds  on  th e  op e r a to r s ‟  s t r a t eg y.  T h e  m aj o r i t y  

o f  t h e  co ns um ers  ad o p t  a  p ro du c t  w h en  th e y f ee l  eno u gh  t im e  h as  

p a s s ed  f o r  t h e  p ro d uc t  t o  b ecom e p r ov en  and  t h e  p r i c e  h as  

s t ab i l i s ed .  On l y t hen  i s  i t  d eem ed  accep t ab l e  fo r  t h em to  ow n  

( W eb b ,  2 00 7 :5 0 ) .  
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Figure 2-1 Consumer Technology Adoption Process.  

S ou rce :  S met h ers  and  Fran ce  ( 20 07 : 13 )  

 

Lo o k i n g  a t  t h e  J apan es e  and  Eu ro p ean  ex amp l e ,  i t  t oo k  J apan es e  

o p e r a to r s  l e s s  t h an  a  yea r  ( 9  m o n t hs )  t o  mo v e  co ns um ers  f rom 

ea r l y  ad o p t io n  to  t h e  ea r l y m a j o r i t y  s t age s ,  b ecau s e  t hey  t r e a t ed  

t h e  s e rv i ce  as  a  n ew  co n cep t  (S m eth er s  and  F r an ce ,  20 07 :2 7 ) .  In  

f o u r  yea r s ,  o ve r  a  q u a r t e r  o f  t h e  J ap an es e  p op u l a t i on  w er e  u se r s  

o f  t h e  m ob i l e  In t e r n e t  s e r v i ce .  In  E u r op e ,  h ow ev er ,  t he  m ob i l e  

In t e r n e t  h ad  a  d i f f e ren t  cyc l e  b ecau s e  th e  mo b i l e  n e t w or k  

o p e r a to r s  b o u gh t  i n to  t h e  m yt h  th a t  co n sum er s  i n  t h e i r  m ar k e t  

w o u l d  b eh av e  th e  s ame  a s  t h e  J ap anes e  m ar ke t .  In  ad d i t i o n ,  t h e  

m ob i l e  In t e rn e t  w as  s een  as  an  ex t ens io n  o f  an o t he r  succe s s f u l  

m a rk e t ,  t h e  In t e r n e t  PC  ( Sm et he r s  and  F r an ce ,  2 00 7 :2 7 ) .   

 

C om par i n g  s u r f in g  t h e  In t e r n e t  w i th  a  PC  an d  a  mo b i l e  p ho n e  w as  

u n r ea l i s t i c  and  uno b t a i n ab l e  b ecau s e :  “H ow  do es  o n e  s u r f  t h e  

In t e r n e t  o n  a  p hon e  wi t h  a  sm a l l  s c r een  and  n o  k eyb o a r d? ”  In  

ad d i t i o n ,  u se r s  d id  n o t  un d e rs t and  w h y t h e y  n eed ed  m obi l e  

In t e r n e t  b ecaus e ,  u n l ik e  t h e  PC ,  i t  o f f e r ed  a  m ed ioc r e  us e r  

ex p e r i en ce .  Th e  ea r l y ad o p t i on  s t age  w as  d r awn  o u t  i n  E u r op e ,  

w h e r e  wr on g  m ark e t in g  an d  po or  u s e r  ex p er i en ce  re s u l t ed  in  

s t a l l ed  ado p t io n  ( ch asm )  o f  t h e  s e rv i ce  b y t h e  m ar k e t  (Sm e th e rs  

an d  F r an ce ,  20 07 :28 ) .  I t  w asn ‟ t  un t i l  2 0 03 ,  a lmo s t  s ix  yea r s  a f t e r  

t h e  i n t ro du c t io n  o f  t h e  s e r v i ce ,  w h en  V od a f on e  in t ro du ced  

V o da f on e  l i v e ! ,  t ha t  t h e  mo b i l e  In t e r n e t  s t a r t ed  t ak ing  o f f  i n  

E u ro p e  (S me th e rs  an d  Fr an ce ,  2 00 7 :2 8) .   

 

2 . 8 . 2  E a r ly  ma j or i t y  

 

A s  i l l u s t r a t ed  abov e  b y t h e  E u ro p ean  and  J ap an es e  m ark e t s ,  

co ns um ers  d o  no t  f a l l  i n  l o v e  wi th  new  p ro du c t s  i n s t an t l y .  

In s t ead ,  t he y t r an s i t i o n  f r om  a  d i s i n t e r e s t ed  u s e r  t o  l o ya l  u s e r  b y  

p a ss in g  t h r ou gh  sev e r a l  l ev e l s  o f  a ccep t an ce  (Sm et he r s  and  

F r an ce ,  20 07 : 28 ) .  A  n ew  s e rv i ce  o r  p r od u c t  mi gh t  t ake  an yt h i n g  

f r om  on e  t o  t en  yea r s  (o r  m or e )  t o  t ak e  o f f ,  ev en  i f  t h e  s e r v i ce  i s  

p e r f ec t  i n  ev e r y r e s p ec t  an d  t h e re  i s  a  s t r o n g  us e r  d eman d  fo r  i t  

( W eb b  2 0 07 ,  p .5 1 ) .  Fo r  ex am pl e ,  ph as e  1  m ob i l e  pho n es  ( o l d  
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ce l l u l a r  ph o nes )  t oo k  t en  yea r s  t o  r e ach  ea r l y m a j o r i t y  ( t h a t  i s  1  

m i l l i on  ph on es  s o ld )  and  t h e  f i r s t  com mer c i a l  p ho ne ,  Dyn aT A C,  

w as  i n t r od uc ed  by  M o t o r o l a  i n  1 98 3  (Sm e th e rs  and  F r an ce ,  

2 0 07 : 28 ) .  

 

T h e  m ob i l e  ph ones  b ecam e  a  l a r ge  s ca l e  su cce ss  a f t e r  t he  

i n t ro du c t io n  o f  t he  s eco nd  gen e ra t io n  t e ch no lo g y.  T he  mo bi l e  

p h on e  m ak e r  and  o p e r a t o r s  h av e  d i s co ve r ed  ba r r i e r s  t h a t  

p r ev en t ed  s u cce ss  o f  f i r s t  gen e r a t i on  m ob i l e  p ho n es  and  tu r n ed  

t ho s e  b a r r i e r s  i n to  su cces s  f a c t o r s  t ha t  cou ld  be  o p t imi sed  

( Sm et h e rs  and  F r an ce ,  2 00 7 : 18 ) .  I t  t o o k  t en  yea r s  b u t  ev en t ua l l y  

t h e  su cces s  f a c to r s  w e r e  i den t i f i ed  a s  co v e rage ,  r e cep t i on  q u a l i t y ,  

an d  s i z e ,  w e i gh t  an d  b a t t e r y  l i f e  o f  t h e  m ob i l e  p ho ne .  T h ese  

ch an ges  pav ed  t h e  w a y f o r  t h e  m ob i l e  p ho n e  t o  f i nd  a  m as s iv e  

co ns um er  s u ccess .  C u r r en t l y 2 2 0  m i l l i on  mo bi l e  ph o nes  a re  

s h i pp ed  ev e r y q u a r t e r  ( un l i ke  1  mi l l i on  f i r s t  gene r a t ion  mo d e l s  

s o l d  in  1 0  yea r s )  (Sm e th e rs  an d  F r an ce ,  2 00 7 : 18 ) .   

 

S e rv i ce s  t h a t  a r e  s i mpl e  and  f o cus  on  w h a t  t h e  cu s t omer  w an t s ,  

r e ach  t h e  m ass  ma r k e t  q u i ck e r .  In  o th e r  wo r ds ,  t h e  t i me  f r om 

ea r l y ad o p t i on  t o  e a r l y m a j o r i t y  i s  sh or t .  Fo r  ex am pl e ,  t he  

K en yan  o p e r a to r ,  S a f a r i com  ( o wn ed  b y V o d a f on e )  has  

co mm er c i a l l y  l au nch ed  a  su cces s f u l  m ob i l e  b an k in g  p r od u c t ,  

k n ow n a s  M -PES A  ( P ESA  i s  t h e  S w ah i l i  w o rd  fo r  mo n ey) ,  wh ich  

r each ed  ea r l y m a jo r i t y  i n  l e s s  t han  a  yea r  ( V au gh an ,  2 00 7 :8 ) .  

Wi t h i n  t h e  f i r s t  3  m o n th s  (M ar ch  20 0 7  t o  J un e  20 07 ) ,  1 10  00 0  

u s e r s  r eg i s t e r ed  fo r  t h e  s e r v i ce  an d  th e  r eg i s t r a t i o n  r a t e ,  i n  J un e  

2 0 07 ,  w as  a t  12  0 0 0  us e r s  p e r  w eek  (V au gh an ,  20 07 :8 ) .  T h e  

s e r v i ce  i s  e a s y t o  u s e .  A  cu s t om er  s e l ec t s  f ro m  a  sh o r t  m enu  o n  

t h e  m ob i l e  ph on e  sc r een ,  i n c lu d i n g  " sen d  mo n ey"  an d  " w i t hd r aw 

ca s h . "  T h e  p e rs on  r ece iv i n g  t h e  t r ans f e r  o n  h i s  o r  h e r  ph o ne  can  

v i s i t  an  M -PE SA  agen t  o r  p a r t i c ip a t i n g  ga s  s t a t i o n  o r  s t o r e  t o  

p i ck  u p  t h e  mo n ey.  

 

In  K en ya  f o r m al  ban k i n g  i s  u nd e rd eve l op ed  wi th  on l y 4 5 0  b ank  

b r an ch es  f o r  t he  w h o l e  co un t r y ( V au gh an ,  20 07 :6 ) .  O n l y 2 7  

p e r cen t  o f  t h e  adu l t  p op u l a t i on  p a r t i c ip a t es  i n  t h e  f o r m al  b an k in g  

s ys t em  and  t h e  jo u r n e y t o  t h e  n ear e s t  b ank  b r anch  co u ld  t ak e  a  

f ew  ho u rs  (V au gh an ,  20 07 : 6 ) .  As  a  r e su l t  o f  t h e  b ank i n g  

ch a l l en ges  in  t h e  co u n t r y,  t h e  m os t  po p u l a r  m ean s  o f  t r an s f e r r i n g  

m on e y a r e  v i a  a  f am i l y m em b er  o r  a  f r i en d  o r  v i a  a  b us  co mp an y.  

In t e r n a t i on a l l y  m on e y t r an s f e r s  a r e  p r ed omi n an t l y  t h r ough  f o r m al  

ch ann e l s  ( V au gh an ,  20 07 : 7 ) .  Wi t h  M -P ES A,  a  cus t om er ‟ s  m ob i l e  

n um b er  s e rv es  as  a  b an k  accoun t  n um ber  and  t h e r e f o r e  

t r an s f e r r i n g  mo n ey i s  a s  e as y a n d  a s  q u i ck  as  s end in g  an  SMS  to  

an o t h er  m ob i l e  num b er .  I t  i s  a l s o  l e s s  r i sk y co mp ar ed  to  send in g  

m on e y v i a  a  f ami l y  m emb er ,  and  i t  s ave s  t i m e .  
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S i mpl i c i t y  an d  d e s ign i n g  o f  a  s e r v i ce  t h a t  m ee t s  t h e  n eed s  o f  t h e  

t a r ge t  m a rk e t ,  i s  w h a t  m ad e  M -PE SA  v e r y  s u cce ss f u l .  T he  

b en e f i t s  t o  t h e  comp an y o f  d o i n g  th a t  a r e  ( As h to n ,  2 00 7 :1 ) :  

  

N ew  r even u e  s t r ea m  –  S a f a r i com/V o d af on e  t ak e  5  p e r cen t  

co mmi ss i on  f rom  th e  m on e y b e i n g  t r an s f e r r ed .  Fo r  ex am pl e ,  i n  

O c to b e r  2 00 7  a lo ne ,  R1 02 ,9 6  mi l l i on  w as  t r ans f e r r ed  mo s t l y i n  

s m al l  s ums  o f  a bo u t  R 13 0 . 00  and  t h e  op e r a t o r  m ade  R 5 ,1 5  

m i l l i on  f rom  t h es e  t r an s ac t i on s .  

 

S er v i ce  S ub sc r i p t io n  Gr owt h  –  Cu r r en t l y t h e r e  a r e  1  mi l l i on  

( a f t e r  8  m on th s  o f  i n cep t i on  o f  t h e  se r v i ce ,  M ar ch  to  No v em b er  

2 0 07 )  cus to mer s  wh o  h av e  r eg i s t e r ed  t o  t h e  s e rv i ce  ou t  o f  t h e  

t o t a l  s ub sc r ib e r  b ase  o f  abo u t  7  mi l l i on .  

 

N ew  ma r ke t s  d eve l op ed  –  E n co ur aged  b y K en ya ‟ s  s u ccess ,  

V o d af on e  h as  ex por t ed  th e  se r v i ce  t o  A f gh an i s t an  and  Tanz an i a ,  

an d  a r e  p l ann i n g  t o  l au n ch  th e  p r od uc t  i n  In d i a .  

 

C us t o m er  R e t en t i on  –  Th i s  i s  p e rh aps  t h e  mo s t  im po r t an t  

a ch iev em en t .  S in ce  t h e  i n t ro du c t io n  o f  t h e  s e rv i ce ,  ch u rn  r a t e  i s  

f a l l i n g  in  a  ma r ke t  wh e r e  on l y a  f ew  us e r s  a re  l o ck ed  in to  

co n t r ac t  su bs c r i p t io ns .  

 

E x t en s io n  t o  o th e r  s ec t or s  –  T h e  s e r v i ce  w as  in i t i a l l y  i n t en d ed  to  

b e  a  p e r s on - t o -p e rso n  m on e y t r an s f e r  s ys t em.  H ow ev e r ,  du e  to  i t s  

s u ccess ,  S a f a r i com h as  b egu n  a  t r i a l  w i t h  t wo  comp an i es  t o  pa y  

s t a f f  w ages  v i a  a  t ex t  mess age .   

 

T h e r e  a r e  m an y ex am pl es  o f  m ob i l e  p a ym en t  s ys t em s  th a t  h av e  

f i z z l ed  ou t  du e  to  p o or  u p t ak e  b y co n s um ers .  H ow ev e r  M -P ES A i s  

s u cceed i n g  b ecau s e  t h e  s e rv i ce  p r ov i de r s  h av e  k ep t  t h in gs  s imp le .  

Fo cus s i n g  o n  w h a t  t h e  cus tom er  n eeds  an d  ge t t i n g  ea r l y v i s i b i l i t y  

an d  ad op t io n  we r e  c r i t i c a l  ( V au ghan ,  2 00 7 :9 ) .  T h e  s e r v i ce  i s  

p o pu l a r  wi th  c i t y  d w e l l e r s  s end in g  m o ne y h o m e t o  r u r a l  

co mmu ni t i es  ( As h to n ,  2 00 7) .  I f  a  s i mi l a r  s ys t em  w ere  t o  b e  

i n t ro du ced  in  So u th  A f r i c a ,  i t  wo u l d  b e  j us t  a s  s u cce ss f u l  a s  i n  

K en ya  b ecaus e  o f  t h e  hu ge  mi gr an t  wo r k  f o r ce  r es id in g  i n  c i t i e s  

w i t h  t h e i r  f ami l i e s  l i v i n g  i n  t h e  r u r a l  a r ea s  o f  t h e  cou n t ry .  

 

2 . 8 . 3  Ma rk e t i ng  

 

A s  i l l u s t r a t ed  abo ve ,  u s e r s  do  no t  f a l l  i n  l ov e  wi th  a  t ech no lo g y 

p r od u c t  i n s t an t l y .  In s t ead ,  t he y m o ve  f r om  b e in g  d i s in t e r e s t ed  

p o t en t i a l  i n t o  l o ya l  u s e r s  b y p a s s in g  th r ou gh  s ev er a l  l ev e l s  o f  

a ccep t an ce .  E ach  l ev e l  i n t r od uces  a  ga t e  o r  b a r r i e r  t h a t  e ach  u s e r  

m us t  p as s  t h r ou gh  s u ccess f u l l y  i n  o rd e r  t o  r e ach  t h e  nex t  l ev e l  

( Sm et h e rs  an d  F r an ce ,  2 00 7 :3 0 ) .  T he  f i r s t  ga t e  i s  ma r k e t in g ,  

w h e r e  t h e  go a l  i s  t o  ge t  a s  m an y u s e r s  as  po ss ib l e  t o  t r y  t h e  

p r od u c t  o r  s e r v i ce  ( Sm et h e rs  an d  F rance ,  20 07 : 31 ) .  T hu s  t h e  mo re  
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n o i s e  t h a t  i s  m ad e ,  t h e  m or e  u s e r s  wi l l  be  a t t r a c t ed .  T h e  

m ark e t in g  ga t e  r ep r e s en t s  a l l  ou tb ou nd  ac t i v i t i e s  t h a t  a re  u s ed  t o  

en t i c e  u s e r s  t o  t ry  t h e  p r o du c t .  T hes e  in c l ud e  t h e  fo l l ow in g 

( Sm et h e rs  and  F r ance ,  2 00 7 : 31 ) :  

 

P u bl i c  R e la t io ns  –  U s in g  th e  p r es s  an d  i nd us t r y t o  ga i n  s up po r t  

f o r  t h e  p r od u c t  i s  t h e  b es t  w a y t o  a t t r a c t  con sum er s ,  s in ce  

co ns um er  op i n i on  i s  h i gh es t  a f t e r  r ead in g  a  go o d  r ev iew  o n  a  

p r od u c t  o r  s e rv i ce  f r om  an  i ndep end en t  so ur ce  s u ch  a s  

M yA D S L. co .z a .  

 

A d ver t i s in g  –  T h i s  i s  t h e  m os t  o bv io us  w a y t o  en t i c e  us e r s  t o  t r y  

a  p r o du c t  o r  s e rv i ce ,  b u t  i t  i s  a l so  the  m o s t  ex p ens i v e  (Sm e th e rs  

an d  F r an ce ,  20 07 :3 2 ) .  S ou th  Af r i c an  mo bi l e  o p e ra to r s  a r e  t h e  

b i gges t  sp end e rs  i n  adv e r t i s i n g .  In  t h e  yea r  en d in g  Ma y 2 0 0 7 ,  

V o d acom  s p en t  R  4 6 3  m i l l i on  ( s econ d  to  Un i l ev e r ) ,  M T N was  

t h i rd  wi th  R  41 6  m i l l i on  and  C e l lC  w as  s ix th  a t  R  2 73  mi l l i o n  

( Sh ev e l ,  2 00 7) .  As  w as  seen  ab ov e ,  V i r g in  Mo bi l e  i n  t h e  US  i s  

d o i n g  w el l  i n  t ha t  m ar k e t  i n  sp i t e  o f  t h e  f ac t  t h a t  t h e i r  

ad v e r t i s in g  sp end in g  i s  a  t en th  o f  t h e  i n cu mb en t s ‟  adv e r t i s i n g  

b u d ge t s .  T h i s  p ro ves  th a t  wh i l e  v e r y i mp or t an t ,  adv e r t i s i n g  o n  i t  

o w n  do es  no t  gu a ran t ee  s u cces s .  

 

B r an d in g  –  Br and in g  i s  p a r am ou n t  i n  d r iv i n g  cu s t om er  lo ya l t y,  

f o l lo w ed  b y cu s t om er  fo cu s .  Qu a l i t y  o f  t he  p r od u c t  a l so  p l ays  a  

m aj o r  r o l e  i n  cus to m er  r e l a t i on sh ip s .  T h e  Su nd a y T i m es ‟  ( 20 07 )  

T o p  Br and  Su r v ey  r ank s  t e l e com mun i ca t i on  com p an i es  i n  t h e  

f o l lo wi n g  o r d er :  V o d acom ,  MT N ,  C e l lC  and  T e l ko m ( G o r do n ,  

2 0 07 : 1 ) .  

 

P r i c i ng  –  Lo w er ing  p r i ce s  c an  a t t r ac t  u s e r s ,  a s  t h i s  l o w ers  t h e  

b a r r i e r  f o r  us e r s  t o  t r y  t h e  p ro du c t .  Som e t im es  ru nn ing  a  f r e e  

p i l o t  fo r  a  f ew  mo nt hs  w i l l  a l so  enco u r age  th e  us e r s  t o  t r y  a  

p r od u c t .  M - PES A  w en t  t h ro u gh  th e  p i lo t  ph as e  i n  2 00 6  b e f o re  t h e  

co mm er c i a l  l aun ch  i n  20 07 .  Lo w er in g  t h e  p r i c e  t o o  m u ch  can  b e  a  

b a r r i e r  s i nc e  ch eap  i s  p e r ce i v ed  a s  p o o r  qu a l i t y  an d  t h e r e fo re  

u s e l es s  b y t h e  co nsu m er  (Sm et h e rs  and  F r an ce ,  20 07 : 32 ) .  

 

2 . 8 . 4   In i t i a l  u s e   

 

T h e  n ex t  ga t e ,  o n ce  th e  us e r s  a r e  a t t r a c t ed  t o  t h e  p r odu c t ,  i s  t o  

t r y  an d  ge t  t h e  p r od u c t  t o  w or k  f o r  t h em .  Mo s t  t e ch no lo g y 

p r od u c t s  s u ch  a s  t e l ev i s io ns ,  p e r so na l  com pu t e r s  (PC )  an d  so  o n  

n eed  to  b e  s e t  u p  b e fo r e  a  u se r  c an  ge t  t o  t h e  v a lue  o f  t he  

p r od u c t .  Th e  n ew  m ob i l e  d a t a  s e r v i ces  o r  p ro du c t s  n ow  o f f e r ed  on  

t h e  mo b i l e  p ho n es ,  a s  w i th  PC  s e r v i ce s ,  do  no t  co m e p re i ns t a l l ed  

o n  th e  d ev i ce  b u t  r eq u i r e  a  us e r  t o  i n s t a l l  o r  co n f i gu r e  t he  d ev i ce  

b e f o re  t h e  s e r v i ce  can  wo r k  o n  t he  mo b i l e  ph on e .  T h e  fac t  t ha t  

t h i s  i n i t i a l  u se  r edu ces  t h e  n umb er  o f  u s e r s  i s  o f t en  a  su r p r i s e  t o  

m os t  comp an i es .  Th e  r ea l i t y  i s  t h a t  m an y m o r e  us e r s  f a i l  t o  ge t  
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t h e  p ro du c t  o r  s e rv i ce  t o  w or k  th an  com p an i e s  a r e  wi l l i n g  to  

a ccep t  (Sm et h er s  an d  Fr an ce ,  2 00 7 :3 3) .  

 

O t he r  comm on  ba r r i e r s  t h a t  u s e r s  en cou n t e r  i n  t he i r  f i r s t  

ex p e r im en t a l  u s e  o f  a  p r od uc t  o r  s e r v i ce s  a r e :  

 

R eg i s t r a t i on  –  Fo r  m os t  o f  t he  n ew  mo bi l e  s e r v i ces  o f f e r ed ,  i t  i s  

co mmo n  f o r  t h e  sys t em  t o  as k  fo r  r eg i s t r a t i o n  be f o re  a cce ss  i s  

g r an t ed  t o  t h e  s e rv i ce .  M os t  u s e r s  a r e  n o t  wi l l i n g  to  d i s c lo s e  th e i r  

p e r so n a l  i n f o rm at io n  j us t  t o  s ee  w h a t  t h e  s e rv i ce  d oes  an d  s o  t h i s  

i n fo rm at io n  sh ou ld  b e  r eq u es t ed  a f t e r  t he  us e r  h ad  b een  a l l ow ed  

t o  t r y  t h e  s e r v i ce  o r  p r od u c t  ( Sm et her s  an d  F r an ce ,  2 007 :3 5 ) .  In  

c e r t a i n  i n s t an ces ,  w h e r e  th e  i n f o rm at i on  a l r ead y ex i s t s ,  s uch  a s  

co n t r ac t  s ub sc r ib e r s ,  t h i s  s t ep  sh ou ld  b e  r ed u ced  to  a  b a re  

m in i mum  o r  e l i mina t ed  a l to ge th e r .  

 

I n s t a l l a t i on  –  In s t a l l a t i o n  i s  a  n ecess i t y  f o r  s o f tw a r e  ap p l i c a t io n  

o n  a  PC  o r  a  s m ar t  p h on e .  In  m o s t  c as e s  us e r s  do  n o t  un d e rs t and  

i ns t a l l a t i on  p r oce ss e s .  In  f a c t ,  t h e y  j us t  ch oo s e  t h e  d e f au l t s  

o f f e r ed  b y  t h e  in s t a l l a t i on  p ro gr am  (S m eth e r s  an d  F r an ce ,  

2 0 07 : 35 )  w h e re  p oss ib l y a  o n e -s t ep  i ns t a l l a t i on  i s  c r i t i c a l .   

 

S e t  u p  –  M an y p r o d uc t s  as k  co ns um ers  t o  s e t  u p  p re f e r en ces  

b e f o re  u s in g  t h e  p r o du c t .  Th i s  s t ep  s ho u l d  be  avo id ed  o r  

e l i mi na t ed .  Us ab i l i t y  t e s t i n g  b ef o r e  l au n ch in g  th e  p ro du c t  cou ld  

h e lp  in  t h i s  r ega rd .  

 

T h e  con su m er s  p e rce i ve  ev e r y ex t r a  se t up  s t ep  a s  com plex i t y an d  

t h e  l a s t  t h i n g  th a t  u s e r s  w an t  wh en  ex p l o r in g  a  n ew  p rod u c t  i s  a  

co mpl ex  ex p e r i en ce  ( Sm e th e rs  and  F r an ce ,  2 00 7 : 38 ) .  R es ear ch  

d o ne  b y W D S Gl ob a l ,  a  co mp an y t h a t  s e l l s  au tom a ted  s e t -up  

( co n f i gu ra t i on )  s o lu t i on s  f o r  t h e  m ob i l e  ph on e ,  co nd uc ted  ac ro ss  

s ev en  E ur op ean  ca l l  c en t r e s ,  f ou nd  th a t  up  to  4 7  p e r cen t  o f  a l l  

t e chn i ca l  su pp o r t  ca l l s  t aken  b y t h e  mo b i l e  o pe r a t o r s  r e l a t e  so l e l y  

t o  h an ds e t  con f igu r a t i on  o r  i n i t i a l  u s e  q ue r i e s  ( c e l l u l a r -

n ew s . co m,  2 00 7 :1 ) .  T h i s  im pl i e s  t h a t  t h e r e  a r e  a  l o t  o f  con su m ers  

o u t  t h e r e  wh o  a r e  u n ab l e  t o  us e  m ob i l e  d a t a  s e rv i ces  s uch  as ,  

m ob i l e  em a i l ,  In t e rn e t  and  Mu l t i med i a  S e r v i ce  (M MS )  b ecau s e  o f  

i n i t i a l  u s e  b a r r i e r .  

 

T h e  t op  5  t e ch n i ca l  s up po r t  enq u i r i e s ,  i nd en t i f i ed  b y W DS  Gl ob a l  

a r e  g iv en  in  T ab l e  2 . 2 .  

 

T ab l e  2 -2  T echn ica l  supp o r t  qu er i es  
E n q u i r i e s  P e r c e n t a g e  

H a n d s e t  /  S e r v i c e  c o n f i g u r a t i o n  ( e m a i l ,  M M S  e t c . )  4 7 %  

P C  t o  M o b i l e  m o d e m  c o n n e c t i v i t y  2 5 %  

P e r s o n a l  I n s t a n t  M e s s a g i n g  ( P I M )  s y n c h r o n i z a t i o n  1 2 %  

A p p l i c a t i o n  u s a b i l i t y  i s s u e s  8 %  

P e r s o n a l  D i g i t a l  A s s i s t a n t  ( P D A )  8 %  

S ou rce :  c e l lu la r -n ew s . co m ( 2 00 7 :1 )  
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I t  s h o u l d  b e  no t ed  t h a t  fo u r  o f  t h e  qu e r i e s  r e l a t e  t o  i n i t i a l  u s e ;  

o n l y n u mb er  f ou r  i n  t h e  l i s t  i s  u s ab i l i t y  r e l a t ed .   

 

T h e  s o lu t io n  to  r e s o l v i n g  s om e o f  t h e  i n i t i a l  u s e  b a r r i e r  i s  t o  

o p t imi se  ev e r y p o ss ib l e  d ec i s i on  o r  s t ep  t h a t  d e l a ys  u se r s  f rom 

f i nd i n g  t h e  p ro duc t ‟ s  m os t  v a l uab le  f e a t u r es  (Sm et he r s  an d  

F r an ce ,  20 07 :3 8) .  T h i s  cou ld  b e  do ne  w i th  a  s o lu t i on  o r  a  t oo l  

t h a t  wo u ld  au to m at i ca l l y  s en d  th e  s e t t i n g  t o  a  p ho n e  o r  en ab l e  a  

c a l l  c en t r e  agen t  t o  r em ot e l y co n f igu r e  a  p h on e  f o r  t h e  u s e r ,  

i n s t e ad  o f  ex p l a i n in g  to  a  us e r  ho w  to  d o  t h a t  t e l ep ho n i ca l l y .   

 

A l t e rn a t iv e l y,  u s ab i l i t y  t e s t i n g  b e fo r e  a  p r od u c t  l au nch  co u l d  

i d en t i f y i n i t i a l  u s e  b a r r i e r s .  Rea l  co ns um ers  sh ou ld  b e  a s k ed  to  

t e s t  t h e  p r od u c t  un a id ed  an d  b e  o bse r v ed .  Ch a l l en ges  t h a t  t h ey  

en cou n t e r  w h i l e  t ry i n g  t o  s e t  u p  th e  p h on es  s ho u l d  be  n o t ed  and  

t h e  n eces s a r y i m p ro v em ent s  m ad e  b ef o r e  l aun ch i n g  th e  p r o du c t  

co mm er c i a l l y .   

 

Bu s i n es s  i n t e l l i gence  t oo l s  co u l d  a l s o  a s s i s t  i n  i d en t i f yi n g  i n i t i a l  

u s e  bo t t l en ecks .  T h es e  to o l s  wo u ld  b e  o f  g r ea t  v a lu e  i f  t h e  

p r od u c t  o r  s e rv i ce  i s  p u t  o n  a  t r i a l  f i r s t ,  b e fo r e  t h e  co mm er c i a l  

l aun ch .  Th i s  w ou l d  e s p ec i a l l y  ap p l y t o  a  n ew  s e r v i ce  and  n o t  an  

en h an cem e n t  t o  an  ex i s t i n g  s e rv i ce  ( i n fo r ma t i on  s ho u l d  b e  

ex i s t i n g  f o r  t h i s  on e ) .  Bu s i n ess  i n t e l l i gen ce  i s  t h e  ana l ys i s  o f  

d a t a  ab ou t  con sumer  u s age ,  su ch  as  w eb  l o gs  o r  us e r  p u r ch ase  

t r an s ac t i on s  (Sm e th e r s  and  F r an ce ,  20 0 7 :3 8 ) .  T h i s  r e a l ly  en ab l es  

t h e  bu s in e ss  t o  see  w ha t  i s  h ap p en in g  in  t e rms  o f  h ow  t h e  

co ns um ers  a r e  us i n g  t h e  s e r v i ce  an d  t o  op t imi s e  ba s ed  on  

co ns um er  b eh av i ou r  pa t t e rn s  (S me th e r s  and  F r an ce ,  2 0 07 : 38 ) .  

S t eps  w h e re  co ns um ers  g i v e  up  w i t h  t h e  se tu p  cou l d  b e  i d en t i f i ed  

u s i n g  t h i s  m et ho d  an d  co r rec t iv e  m easu r e s  pu t  i n  p l ace .  

 

2 . 8 . 5  U s ab i l i t y  

 

A f t e r  a  s u cce ss fu l  s e tu p ,  t he  se r v i ce  o r  p r od u c t  i s  r e ad y f o r  us e .  

U s ab i l i t y  i s  t h e  nex t  b a r r i e r  t h a t  con su m er s  h av e  t o  ov e r com e.  

T h e  f ac t  t ha t  t h e  us e r s  h av e  f i gu r ed  ou t  h ow  to  ge t  t h e  p r o du c t  t o  

w o r k ,  do es  n o t  m e an  th a t  t he y w o u l d  w an t  t o  us e  th e  p rod u c t  ov e r  

a  l on g  t im e  (S me the r s  and  F r an ce ,  2 00 7 : 38 ) .  For  p ro du c t s  s u ch  a s  

c e l l u l a r  ph on es  and  PCs ,  wh i ch  a r e  i n f o rm at i on - b as ed  ( t h ey u s e  

s o f t w ar e ) ,  d e s i gn er s  a r e  f a ced  w i th  t h e  un i q ue  ch a l l en ge  o f  

f i nd i n g  a  b a l an ce  be t w een  t h e  n umb er  o f  f e a t u r e s  ( c apab i l i t i e s )  t o  

b e  add ed  on t o  a  d ev i ce  and  i t s  u s ab i l i t y .  T h e  co s t  o f  ad d i n g  a  n ew 

f ea tu r e  i s  d ec r eas in g  an d  ev en  ap p ro ach in g  z e ro  o n  t h es e  

p r od u c t s ,  bu t  e ach  ex t r a  f e a tu r e  m ean s  a  co ns um er  ha s  o n e  m o re  

t h i n g  to  l e a r n ,  on e  m o re  th in g  p os s i b ly  t o  m i su nd e rs t and ,  an d  o n e  

m o re  th in g  to  s ea rch  th r ou gh  wh en  lo o k in g  f o r  t h e  t h in gs  th e y 

w an t  (Ru s t ,  Th om ps on  an d  H am i l t on ,  2 0 06 : 10 0 ) .  
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U s ab l e  P ro du c t  Com p an y,  a  r e s ea r ch  an d  d e s i gn  f i rm ,  fo u nd  t h a t  

i t  t oo k  t wi ce  as  l on g  t o  do wn lo ad  a  r i n g - t on e  f r om  No kia  6 6 20  a s  

f r om  Sams un g  SP H -A 68 0  -  1 2  m in u t es  and  6  m in u tes  

r e s p ec t iv e l y.  T h i s  i s  a  s e r io us  s ho r t  f a l l  f o r  a  p ub l i c  t h a t  l ov es  

r i n g - t on es  (Ru s t  e t  a l . ,  2 00 6 : 10 0 ) .  T h i s  ha s  ev er yt h in g  t o  d o  wi th  

N o k i a ‟ s  i nc lu s io n  o f  r i n ge r  p r o f i l e s ,  p i c t u r e  mes s ag in g ,  MP4  

p l ay- b ack  and  R ea l - p l aye r  -  a l l  f e a tu r e s  abs en t  f r om  S am su n g .  

T h i s  r es ea r ch  i s  o n e  o f  t h e  m an y r e s ea r ch  a r t i c l e s  t h a t  a re  

p r ov in g  th a t  an  o v er l oad  o f  f e a t u r e s ,  a l so  kn ow n  as  “ f ea tu r i t i s ”  i n  

t h e  s o f t w ar e  b us i n es s ,  d e t r ac t s  f rom  a  p r od u c t ‟ s  us ab i l i t y  ( R us t  e t  

a l . ,  2 00 6 :1 00 ) .  To  t h e  de s i gn e rs  o f  t he s e  p ro du c t s  i t  m ak es  sens e  

t o  ad d  on e  mo r e  fea t u r e  b ecau s e  i t  i s  ch eap e r  t o  do  s o  an d  th e y 

can  s e rv e  a  d iv e r se  m ar k e t  w i th  o n e  p ro d uc t .  

A  r e s ea r ch  s t ud y,  f u nd ed  b y t h e  M ark e t in g  S c i en ce  In s t i t u t e ,  on  

t h e  t r ad e - o f f  t h a t  co mp an i es  h av e  to  m ak e  b e t ween  in c rea s i n g  t he  

n um b er  o f  us e fu l  f u n c t i on s / f ea tu r es  o n t o  a  d ev i ce  an d  m ak in g  

t h em  m o re  us ab l e  w as  ca r r i ed  ou t  ( Ru s t  e t  a l ,  20 06 : 10 0) .  I t  w as  

f o un d  th a t  a s  t h e  n um b er  o f  f e a t u re s  g r ew ,  pe r ce i v ed  cap ab i l i t y  

b y t h e  u s e r  w as  i nc r ea s ed  an d  p e r ce iv ed  us ab i l i t y  w as  d ec r eas ed .  

O v e r wh e l min g l y,  p a r t i c ip an t s  ( bo th  n o v i ces  and  exp e r i en ced  

u s e r s )  t h ou gh t  t h a t  t h e  h i gh - fea tu r ed  mo d e l  o f f e r ed  the  h i gh es t  

o v e r a l l  u t i l i t y .  In  t u r n  t h ey ch o s e  p r od u c t s  t ha t  h ad  m o re  f ea tu r es  

ad d ed  o n  th em  (Rus t  e t  a l . ,  2 00 6 :1 03 ) .   

H o w ev e r  a f t e r  u s in g  th e  p r od u c t s  fo r  s om e  t i me ,  p a r t i c ip an t s  

w e r e  aga in  as k ed  to  r a t e  c ap ab i l i t y  a n d  u s ab i l i t y  an d  t he  f in d i n gs  

w e r e  t h a t  b e f o r e  us e  cap ab i l i t y  m a t t e r ed  m o re  to  t he  p a r t i c ip an t s  

t h an  u s ab i l i t y .  H ow ev e r ,  a f t e r  u s e  usab i l i t y  d r o v e  th e  s a t i s f ac t i on  

r a t i n g  (R us t  e t  a l . ,  2 00 6 : 10 3) .  Pu t  s im pl y,  w h a t  l o oks  a t t r a c t iv e  

d u r i n g  p u r ch as e  do es  n o t  n eces s a r i l y  l o o k  goo d  i n  p r ac t i ce .  

C on sum er s  o f t en  beco me  f r us t r a t ed  an d  d i s s a t i s f i ed  w i th  t h e  wid e  

r an ge  o f  f e a tu r es  t h e y o r i g i n a l l y  d e s i r ed  an d  ch os e  (Rus t  e t  a l . ,  

2 0 06 : 10 4 ) .  T h e  in t e r e s t in g  t h i n g  i s  t ha t  ev en  t h e  ex p e r t s ,  t h a t  i s ,  

t h e  p eop l e  w ho  a re  h i gh l y p r o d u c t  l i t e r a t e ,  d id  no t  e scap e  t he  

e f f ec t s  o f  f e a t u r e  fa t i gu e .  T he  s tu d y f u r th e r  f ou nd  t ha t ,  t h e  sh i f t  

i n  p r e f e r en ce  b e fo re  an d  a f t e r  u s age  occu r r ed  j us t  a s  s t r on g l y f o r  

ex p e r t s  a s  fo r  n ov ice s  (Ru s t  e t  a l . ,  2 00 6 : 10 4 ) .  T h e  su b j ec t s  o r  t he  

s ampl e  po pu l a t i on  o f  t h e  s tu d y w e r e  co l l ege  s tu d en t s  w ho  

r ep r es en t  t h e  s egm en t  t h a t  t en ds  t o  b e  m o re  op en  t o  n ew 

t echn o lo g i es  an d  new  f e a tu r e s  t h an  o th e r  m a rk e t  s egm en t s .  

T h e  r e sea r ch  f i nd in gs  p r e sen t  t h e  p ro d uc t  m an ge rs  an d  d e s i gne r s  

w i t h  a  d i l em ma:  ad d i n g  im pr ov es  t he  i n i t i a l  a t t r a c t iv en ess  o f  a  

p r od u c t  b u t  u l t im a te l y d ec r ea s es  t h e  cu s t om ers ‟  s a t i s f ac t i on  wi th  

i t  (Ru s t  e t  a l . ,  20 06 :1 04 ) .  T h e  e f fec t s  t h a t  f e a t u r e  fa t i gue  h a s  on  

a  bu s i n ess  a re :  

  M an y o f  t h em wi l l  r e tu r n  th e  p ro du c t .  
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  T h ey w i l l  t ak e  t h e i r  b us in es s  e l s ewhe r e  in  t h e  f u t u r e  ( f a i l  t o  

r e t a i n  t h em ) .  

  T h ey w i l l  sp r ead  w o r d  o f  t h e i r  d i s s a t i s f ac t io n ,  t h r o u gh  

m ed iu ms  s u ch  a s ,  b l o gg i n g .  

O t he r  u s ab i l i t y  p r ob l ems  a re :  

P er f or ma n ce  –  I f  a  co ns um er  t r i e s  t o  u s e  a  p r od u c t  a  nu mb er  o f  

t im es ,  i t  sh ou ld  wor k  each  t i m e .  In  add i t i on  t o  t h i s ,  i t  sho u l d  a l s o  

p r od u ce  v a l u ab le  re s u l t s  i n  a  f ew  s eco n ds .  V e r y  f ew  p eo p l e  wi l l  

a ccep t  a  d ev i ce ,  mo b i l e  ph on e ,  T V  o r  PC  th a t  t ak es  5  mi nu te s  t o  

s t a r t  up .  

C on fus in g  l ab e l s  or  m an ua l s  –  A  s e rv i ce  p ro v i d er  n eeds  to  kn o w 

h o w  con su m er s  i n t e r p r e t  t he  ma in  s c r een s  and  m ess ages .  A  

u s ab i l i t y  t e s t  w i th  r e a l  co ns um ers  cou ld  a s s i s t  co mp an ie s  t o  s ee  

h o w  we l l  t h e  us e r s  f o l lo w  th e  d i r ec t i on s  o r  i n s t ru c t io ns  (Sm e th e rs  

an d  F r an ce ,  20 07 :4 0 ) .  Mo s t  i s su e s  a r i s e  b ecaus e  t h e  co mp an ies  

a s su me  th a t  con sum ers  h av e  t h e  s ame  l eve l  o f  un de r s t an d i n g  o f  

i t s  t e ch no l o g y a s  t h e y d o  (Sm et h e rs  an d  Fr an ce ,  2 00 7 :4 0) .  

 

T oo  m an y  d ec i s io n  s t ep s  –  Ho w  m any  c l i cks  do  u se r s  h av e  to  

m ak e  b ef o r e  t h ey ge t  t o  t he  va lu e  o f  t h e  s e r v i ce  o r  p r od uc t?  

C on sum er s  d o  no t  w an t  t o  m ak e  dec i s i on s  bu t  w an t  t h e  p r o du c t  t o  

w o r k  (S m eth e rs  an d  F r an ce ,  20 07 :43 ) .  E v en  a  m in or  d ec i s i on  

p r ov id es  an  op po r tu n i t y f o r  t h e  u s e r  t o  d e f ec t .  U s e rs  a r e  l i k e l y t o  

ab and on  a  t r ans ac t i on  i f  t he y can n o t  r e ach  th e  v a lu e  a f t e r  fo u r  

c l i cks .  Wh en  t h e  J ap an ese  op e r a t o r s  r e a l i s ed  th a t  mo b i l e  em ai l  

w as  p op u l a r ,  a l l  t h e  new  p ho n es  cam e  wi t h  an  em ai l  b u t t on ,  

m ean in g  on l y o n e  c l i ck  w as  need  to  r each  t he  s e r v i ce .  

 

C on fus in g  na v i ga t io n  –  I f  t h e  u s e r s  can no t  r e ad i l y f i n d  a  f e a t u r e  

d u e  t o  a  com pl ex  n av i ga t i on ,  t h e y a r e  l i k e l y t o  s to p  u s i n g  th e  

p r od u c t  (S m eth e rs  an d  F r an ce ,  20 07 :4 3 ) .  U n l ik e  mo s t  e l e c t r on i c  

d ev i ces  su ch  a s  PCs ,  t h e  p ho ne  f o r m  f ac to r  comp l i ca t es  u s a b i l i t y  

ev en  m o re .  Th e  s i z e  o f  t h e  s c r een  i s  s o  sm al l  t h a t  i t  l i m i t s  t he  

n um b er  o f  s e r v i ces  o r  f e a t u r e s  t h a t  c an  b e  d i s p l ayed  o n  on e  

s c r een .  T o  add  m or e  f ea t u r e s  m eans  t h a t  mo r e  s c r eens  w o u l d  be  

r eq u i r ed  to  f i t  t h em  a l l  i n  on e  d ev i ce .  M or e  s c r eens  im pl y m o r e  

c l i cks  t o  f i n d  v a l ue .  In  ad d i t i o n  t o  t h i s ,  t h e  p ho n e  k ey  b o ar d  i s  

d i f f i cu l t  t o  w or k  wi th .  

 

U s e rs  wo u ld  o n l y co n t in ue  t o  us e  a  s e r v i ce ,  o r  p ay f o r  i t ,  i f  t h e i r  

ex p e r i en ce  acco r ds  w i t h  t h e i r  ex p ec ta t i on s .  Fo r  a  s e r v i ce  t o  b e  

s u ccess f u l  i t  m us t  b o th  app ea l  t o  u se r s  b e fo r e  t h ey b u y i t  an d  

p r ov id e  t h em  wi t h  b en e f i t s  a f t e r  t h e y h av e  s t a r t ed  us i n g  i t  (W eb b ,  

2 0 07 : 49 ) .  T h e  b e s t  w a y t o  b u i l d  cus to mer  equ i t y i s  t o  d es i gn  

p r od u c t s  o r  s e rv i ce s  wi t h  j u s t  eno u gh  f ea tu r e s  t o  m ak e  th e  f i r s t  

s a l e  an d  s t i l l  b e  h igh l y u s ab l e  (R us t  e t  a l . ,  20 06 :1 04 ) .  T o o  o f t en ,  

e age r n ess  t o  l a ye r  ad d i t i o n a l  fu n c t io n a l i t y  r e s u l t s  i n  d e s i gn e rs  
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an d  d ev e lo p e rs  l o s i n g  s i gh t  o f  t h e  p ro d uc t ‟ s  b a s i c  fu nc t i on a l i t y ,  

t h e  on e  t h in g  i t  mus t  do  ex t r eme l y w e l l .  T h er e  a re  m an y ex ampl e s  

o f  p ro du c t s  t h a t  h av e  c ap t u r ed  t h e  o wn e r s ‟  h ea r t s  b y p e r f o rm in g 

t h e i r  c en t r a l  t a sk  w e l l ,  l i k e  iP od ,  t h e  p e r so n a l  m us i c  p l aye r  ( R u s t  

e t  a l . ,  20 06 : 10 4 ) .  M os t  o f  t he  us ab i l i t y  i s s ue s  d i s cu ss ed  abo v e  

w o u l d  be  r es o lv ed  b y a  p ho n e  wi th  f ew e r  f e a tu r es .  

 

2 . 8 . 6  V a lu e  

 

T h e  l a s t  ga t e  t h a t  p r ev en t s  con sum er s  f r om  a  p ro du c t  o r  s e r v i ce  i s  

t h e  amo un t  o f  va l u e  i t  o f f e r s .  Fu n dam ent a l l y ,  ev e r y n ew  

co ns um er  t e ch no l og y p r o d uc t  o r  s e rv i ce  b eg in s  wi th  a  g rea t  i dea ,  

w h ich  us ua l l y r ep r e s en t s  a  so lu t io n  t o  a  con sum er ‟ s  p r o b l em 

( Sm et h e rs  an d  F r an ce ,  2 00 7 : 48 ) . U se rs  wi l l  on l y s u b s c r i b e  t o  a  

s e r v i ce  o r  t r y  a  n ew  p ro du c t  i f  t h e y b e l i ev e  th a t  t h e y w i l l  b en e f i t  

f r om  i t .  Th e  o n l y w a y t o  t ru l y  m easu r e  v a l u e  i s  t o  com p ar e  i t  

aga i ns t  cos t ,  a s  co ns um ers  do .  Cos t  i s  t h e  amo un t  o f  e f f o r t  o r  

m on e y i t  t ak e s  a  u s e r  t o  s o l v e  a  p ro b l em  or  ge t  t o  t h e  va lu e  

( Sm et h e rs  and  F r an ce ,  2 00 7 : 48 ) .  Succes s f u l  s e r v i ces  a r e  t hos e  

t h a t  p ro v i de  t h e  us e r s  wi t h  b en e f i t s  i n  ex ce ss  o f  t h e  co s t  a f t e r  

t h ey  h av e  s t a r t ed  u s i n g  i t .  C on sum ers  w i l l  n o t  u s e  a  p r o du c t  i f  

t h e  cos t s  a r e  g r ea t e r  t h a t  t he  v a lu e  (Web b ,  2 00 7 : 49 ) .   

 

T h e  us e r s  a r e  a l w ays  ev a l u a t in g  t h e  d i f f e ren ces  b e t w een  co s t  an d  

v a lu e .  I f  t h e  v a l u e  i s  g r ea t e r  t h an  the  cos t ,  t h en  m an y u s e r s  w i l l  

u s e  t h e  p r od u c t .  Ho w ev er ,  i f  t h e  cos t  i s  g r ea t e r  t han  th e  v a l u e ,  

f ew  us e r s  w i l l  be  w i l l i n g  t o  u s e  i t  (Sm et h er s  and  F r an ce ,  

2 0 07 : 49 ) .  I t  s ho u ld  be  n o t ed  th a t  t h e  ac t ua l  f i n an c i a l s  o f  t h e  

p r od u c t  i s  n o t  t he  o n l y co s t  t o  t r yi n g ,  o r  u s in g ,  a  n ew  p r o du c t  o r  

s e r v i ce .  A s  d i s cussed  ea r l i e r  i n  t h i s  s ec t i on ,  o th e r  cos t s ,  s u ch  as  

i n i t i a l  u s e  and /o r  u s ab i l i t y  co s t s ,  h av e  a  g r ea t e r  i n f lu en ce  o n  a  

p r od u c t ‟ s  su cces s  t h an  i t s  m on e t a r y  co s t .  A  r es ea rch  s t ud y 

co mmi ss i on ed  b y C on sum er  E l ec t ro n i c s  A sso c i a t i on ,  a  U S  t r ad e  

a s so c i a t io n ,  fo un d  t h a t  9  p e r cen t  o f  co ns um ers  h ad  r e tu rn ed  h ome 

n e tw o rk in g  p r od u c t s ,  su ch  a s  m od em s ,  p u r ch as ed  w i t h i n  t he  

p r ev io us  yea r .  O n ly  1 5  p e r cen t  o f  t h es e  r e tu rn s  w e re  d u e  t o  f au l t y  

o r  d e fec t iv e  p ro duc t s ;  t h e  rem ain d e r  o f  t h e  r e t u rns  w er e  s i mp l y  

b ecaus e  us e r s  cou ld  no t  ge t  t h e  equ ip m en t  t o  w or k  (R us t  e t  a l . ,  

2 0 06 : 10 4 ) .  

 

In  ad d i t i on  to  co s t ,  u s e r s  v a l u e  p r od u c t s  o r  s e rv i ce s  t h a t  h ave  

d i rec t  p e r so n a l  v a l u e  t h e  mo s t ,  fo l lo w ed  b y en t e r t a inm en t  and  

t ho s e  v a l u ed  l e as t  a r e  o f fe r in gs  t ha t  p r ov id e  gen er i c  i n fo r ma t i on  

( Sm et h e rs  an d  Fr an ce ,  2 00 7 :4 9 ) .  For  ex am pl e ,  a  u s e r  r an ks  a  

p h on e  ca l l  f ro m  a  s po us e  o r  n ex t  o f  k in  f i r s t  b ecaus e  i t  i s  o f  a  

p e r so n a l  v a l u e .  Th e  b es t  p ro du c t s  a r e  t h e  p r od u c t s  t h a t  so lve  

d i rec t  p e r so n a l  p ro b l em s .  P ro du c t s  t h a t  p ro v id e  s t r on g  p e rs on a l  

v a lu e  wi t h  lo w  co s t s ,  i n  t e rms  o f  us ab i l i t y  an d  t he  us e r s ‟  i n i t i a l  

ex p e r i en ce ,  a r e  mo r e  s t i ck y;  t h a t  i s  t o  s a y,  co n s umer s  k eep  

r e tu r n i n g  t o  t h em  (Sm e th e rs  and  F r ance ,  20 07 :4 9) .  SM S  i s  a  good  
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ex ampl e  o f  s u ch  a  s e r v i ce .  O th e r  s e rv i ces  wh i ch  a r e  o f  p e r so n a l  

v a lu e  an d  h av e  l ow  f in an c ia l  cos t ,  bu t  a r e  co ns t r a i n ed  i n  c e r t a in  

c a s e s ,  b y  h i gh  i n i t i a l  u s e  an d  u s ab i l i t y  co s t s ,  a r e  s e r v i ces  s u ch  a s  

m ob i l e  em ai l ,  M MS  an d  i ns t an t  m essag i n g  ( IM ) .  R em ovi n g  th es e  

co s t s  w ou l d  m ak e  s u ch  s e rv i ces  g r ow  l i ke  th e  SMS .  In  J ap an ,  

em ai l  b ecam e  ev en  m o re  po pu l a r  a f t e r  p ho n es  cam e  s t an da r d  wi th  

an  em ai l  bu t to n .   

 

E n t e r t a inm en t  i s  o f  h i gh  v a l u e  to  us e r s  w h o  hav e  f r ee  t im e .  O f t en  

t h e  yo u n ge r  t h e  use r s ,  t h e  m o r e  f r ee  t im e  th e y h av e  and  t h e  mo r e  

v a lu e  th e y ge t  f r om  en te r t a inm en t  (Sm e th e rs  an d  F r an ce ,  

2 0 07 : 54 ) .  G ene r i c  i n fo rm at io n ,  s u ch  a s  n ew s ,  h a s  l o w  v a lu e  an d  

i s  t h e r e fo r e  h a rd es t  t o  s e l l  becaus e  us e r s  h av e  o th e r  a l t e r n a t iv es  

o f  ge t t i n g  t h e  s ame  i n fo rm at io n ,  f o r  ex amp le ,  new s  an d  m us ic  

d o wn lo ad s .  Un so l i c i t ed  em ai l  ( and  recen t l y S M S  as  we l l )  h as  a  

n ega t i v e  va lu e  b ecau s e  i t  c an  caus e  us e r s  t o  s to p  us i n g  a  p r o du c t .  

S e rv i ce  p r ov id e rs  sh o u ld  b e  ca re f u l  on  ho w  th e y u s e  s o l i c i t a t i on s  

w i t h i n  t h e i r  p ro du c t s  o r  s e r v i c es  ( Sm et h er s  and  F r an ce  200 7 : 54 ) .  

 

T h e  s e rv i ce  p ro v id e r s  sh ou ld  en su re  t ha t  a s  m an y u s e r s  as  

p os s i b l e  pa s s  t h r ough  each  ga t e  and ,  w h e r e  pos s i b l e ,  som e  o f  t h e  

ga t e s  sh ou l d  b e  e l i min a te d .  I t  s h o u ld  b e  no t ed  th a t  a l l  t h a t  t h e  

ga t e s  a r e  do i n g  i s  t ak in g  t h e  us e r s  t ho u gh  th e  f i r s t  s t age  o f  t h e  

t e chn o lo g y ad o p t ion  p r o cess  ( s ee  f i gu r e  2 .1 ) ,  t h e  e a r l y  ad o p t i on  

s t age .  I f  a  u s e r  r e ach es  th e  va lu e  o f  t h e  p ro du c t  wi t h  o r  w i t ho u t  

m in i m al  d i f f i cu l t i e s ,  i t  i s  h i gh l y l i k e ly  t h a t  h e  o r  sh e  w i l l  b ecom e 

a  f u tu r e  am b as sado r  o f  t h e  p r od u c t  an d  wi l l  a s s i s t  i n  m a rk e t in g  

an d  m ov in g  th e  p r o du c t  t o  t h e  n ex t  p h as e  o f  t he  p rod u c t  l i f e  

c yc l e ,  t h e  e a r l y m a j o r i t y .  O n ce  t h e  ea r l y s t age  o f  t h e  p r od u c t  

c yc l e  i s  p as s ed ,  w h a t  w ou ld  b e  r equ i r ed  i n  t h e  r em ain in g  s t ages ,  

t h a t  i s ,  t h e  e a r ly  m a j o r i t y ,  l a t e  m aj o r i t y  an d  l agga r d s ,  i s  

m a rk e t in g .  O f t en  co mp an i es  m ake  t h e  mi s t ak e  t ha t  w hen  a  s e rv i ce  

f a i l s  t o  m ak e  i t  t h r ou gh  th e  f i r s t  s t age ,  m ar k e t i n g  i s  b l am ed ,  

w h en ,  i n  r e a l i t y ,  t h e  p ro b l em  co u l d  b e  cau sed  b y t he  cos t s ,  

f i nan c i a l  an d  no n - f i n an c i a l ,  a s s o c i a t ed  wi t h  us in g  t h e  p ro d uc t .  

 

2 . 9  C on c lus i on  

 

T h e  ch an ges  i n  r egu l a t i on s  and  t e ch no l o g y h av e  n o t  o n l y  r e su l t ed  

i n  m o r e  p l aye r s  en t e r in g  t h e  t e l ecom  m ark e t ,  bu t  ha v e  en ab l ed  t he  

i n cum b en t s  t o  ex t en d  b e yo n d  th e i r  t r ad i t i on a l  m ar k e t s  w i t h  M TN  

an d  Vo d acom  en te r in g  t h e  co r po r a t e  m ar k e t  wi t h  f i x ed - l in e  

b r o ad b an d  an d  Te l kom  o f f e r i n g  w i r e l es s  d a t a  s e rv i ces .  In  

ad d i t i o n  t o  t h i s ,  m os t  d a t a  s e rv i ces ,  su ch  a s  m ob i l e  i n t e rn e t ,  

em ai l  an d  in s t an t  m es s age  ( po pu l a r l y  k no w n  as  ch a t t i n g  i n  a  f i x ed  

l i n e  i n t e rn e t  env i ro nm ent ) ,  h av e  en ab l ed  th e  i n cu mb en t  t o  en t e r  

t h e  IT  co mp an i es ‟  s p ace .  

 

T o  s u cceed  in  t h e  n ew  d a ta  se r v i ce  m ark e t ,  h o w ev e r ,  t h e  se r v i ce  

p r ov id e r  s ho u l d  de s i gn  s e rv i ce s  an d / o r  p r od uc t s  t h a t  f u l f i l  t h e  
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cu s t om er s ‟  n eeds .  T h i s  c an  be  ach i eved  i n  a  n umb er  o f  w a ys .  T h e  

en d -u s e r  i n i t i a l  ex p e r i en ce  o f  s e r v i ce s  s ho u l d  be  m ad e  p l ea san t  

b y,  f o r  ex ampl e ,  s i mpl i f yi n g  t h e  r eg i s t r a t i on  p ro ce ss  an d  s e tup  

m enu s .  Fo l l ow in g  o n  t ha t ,  t h e  us ab i l i t y  o f  t h e  s e r v i ce  s h o u l d  b e  

m ad e  p l ea s an t  by  s i m pl i f yi n g  n av i ga t io n  m enu s ,  r ed u c in g  

d ec i s i on  s t ep s  t o  r each  s e rv i ces  an d  c rea t i n g  un d e rs t and ab l e  m en u  

l ab e l s .  Th e  s e r v i ce  s ho u ld  b e  o f f e r ed  a t  a  r ea so n ab le  p r i c e  and ,  

m os t  im po r t an t l y ,  t h e  p r od u c t  sh ou l d  b e  m ark e t ed  t o  t h e  t a r ge t  

g r o u p .   

 

In  o r d e r  t o  ens u r e  t h a t  a  goo d  s e rv i ce  i s  l au n ch ed ,  i t  sh ou ld  f i r s t  

b e  t e s t ed  wi th  se l ec t ed  r ea l  cus t om ers ,  p r i o r  t o  t h e  l au nch .  O n ce  

i n  t he  m ar k e t ,  t o o l s  su ch  as  bus in e ss  i n t e l l i gen ce  sh ou ld  b e  us ed  

t o  m on i t o r  u t i l i s a t i on  an d  t h e  co ns um er s ‟  b eh av i ou r .  In  s ho r t ,  

t h ey n eed  t o  f o l low  a  s t r a t eg y o r  p r o ce ss  l i k e  t h e  t ech no lo g y 

a d op t io n  p ro ce ss  i n  o rd e r  t o  d o  w el l .   

 

T h e  n ex t  ch ap t e r  co v e rs  t h e  imp ac t  o f  t e ch no lo g y co n v e rgen ce  on  

t h e  s t ru c t u r e  o f  t h e  mo b i l e  i nd us t r y and  s e r v i ce  c r ea t i on .  
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C H A PTER TH RE E 

 

Fu t u re  ind us t ry  s tru c tu re  
 

3 . 1  I n t rodu c t io n  

 

T h e  p r ev io us  ch ap te r  co ve r ed  h ow  l ibe r a l i s a t i on  o f  t h e  t e l e co ms  

m ark e t  an d  t e chn o l o g y co n v e r gence  a f f ec t ed  ch u rn in g  an d  

l o wer ed  th e  b a r r i e r s  o f  en t r an ce  in to  th e  i nd us t r y ,  a s  w e l l  a s  

c au s es  o f  ch ur n in g ,  ho w  to  m an age  chu r n in g ,  cu s t om er  

co mmu ni ca t io ns  need s ,  m os t  comm on  mess ag in g  an d  n on -

m ess ag in g  s e r v i ces  an d  a  s t r a t eg y  t o  d r iv e  us e r s ‟  t o  a ccep t  t h es e  

d a t a  se r v i ces .  T echn o l o g ica l  con v er gen ce  an d  th e  in t r odu c t io n  o f  

n ew  s e r v i ces ,  t h a t  i s  no n -v o i ce  s e r v i ce ,  h a d  c r ea t ed  a  n ew  

i nd us t r y s t r u c tu r e .  T h i s  s t r uc tu r e  i nc l ud es  th e  i n t ro duc t i on  o f  

n ew  r o l e  p l aye r s  a n d  in f r as t r uc tu r es .  In  t h i s  ch ap t e r  t he  r o l e  o f  

t h e  n ew  p l aye r s  an d  s t r a t eg i e s  t o  m i gr a t e  f r om  th e  cu r r en t  vo i ce  

t o  t h e  fu t u r e  d a t a  c en t r i c  i n f r as t ru c t u r e s  a r e  co v e r ed .  In  ad d i t i o n  

t h e  s ec t i on  i n c l ud es  th e  f o l lo wi n g :  evo lu t io n  o f  s e rv i ce s ,  r e as ons  

f o r  mo r e  p l aye r s  en t e r in g  t h e  m ark e t ,  an d  o ld  and  n ew  m ark e t  

s t ru c t u re s .  

  

3 . 2  E vo lu t ion  o f  s erv ice  

 

T h e  t e l e com s ,  IT ,  In t e r n e t  an d  m ed i a  a r e  co nv e r g in g  to  c r ea t e  a  

n ew  i nd us t r y,  l a r ge l y d u e  to  co ns umer  d em and .  A t  t h e  co r e  o f  

t h es e  i nd us t r i e s  a re  s e r v i ces ,  w h i ch  a r e  c r ea t ed  b y c o mb in i n g  

co mp on en t s  f ro m  a  r an ge  o f  s ou r ces  (C o t t am  and  Di cks ,  2 0 07 : 1 ) .  

T h es e  s e rv i ce s  us e  t e l e com  r e s ou r ces  an d  a r e  d e l iv e r ed  o v e r  a  

d iv e r s i t y  o f  n e t wor k s  and  IT  i n f r as t r u c t u r e .  To  s u rv i ve  in  t h i s  

n ew  en v i ro nm en t ,  s e r v i ce  p r ov i d e rs  mu s t  b e  ab l e  t o  cop e  w i th  t h e  

o n go i n g  ch an ges  to  t h e i r  bu s i n ess  m od e l s  an d  s e r v i ce  d e l iv e r y  

i n f r a s t ru c t u r e  (C o t t am  an d  Di ck s ,  2 007 : 1 ) .  

 

T h e  n a t u r e  o f  s e rv i ce  d e l iv e r y  h a s  ch an ged  du e  to  i nc r ea s i n g  

co mp et i t i on  in  m any m ar k e t s .  In  t h e  pa s t ,  t e l e co ms  s e rv i ce s  w e r e  

p r ov id ed  b y n e t w or k  o p e r a to r s  wh i ch  so l d  s e rv i ce s  t o  t h e  end  

u s e r s  and  t o  o t h e r  n e tw o rk  o p er a to r s  ( C o t t am  an d  Di cks ,  2 00 7 :4 ) .  

A d d ed  to  t h i s ,  t h e  n e t wo r k  o p e ra to r  o w n ed  an d  co n t ro l l ed  t he  

r e s ou r ces  an d  s e r v i ces  su pp l i ed  ( Co t t am  and  D i cks ,  2 00 7 : 5 ) .  In  

S ou t h  A f r i c a ,  f o r  ex ampl e ,  T e l ko m ow n ed  bo th  t he  f i x ed  l i n e  and  

t h e  f i r s t  gen e r a t i on  mo bi l e  ( c e l l u l a r )  n e tw o rk .  P r io r  t o  V o d acom 

an d  MT N  ge t t i n g  th e  s econ d  gen e r a t io n  mo bi l e  n e tw o rk  l i c en s es ,  

t h i s  f i r s t  gen e r a t i on  n e t wo r k  was  i nhe r i t ed  b y V o d acom an d  l a t e r  

s wi t ch ed - o f f  b y i t .  M os t  i mp or t an t l y,  b ecau s e  th e  b us ine s s  w as  

h i gh l y r egu l a t ed  t he y o w n ed  th e  cu s tom ers  t oo .  

 

T h e  en t r y  o f  n ew  p l a ye r s  s u ch  as  IS P ‟ s ,  Vo IP  an d  IT  s e r v i ce  

p r ov id e rs  h a s  sep a r a t ed  s e r v i ce  p ro v i s io n  f r om n e t wo rk  

o w n er sh ip .  Th i s  has  r e su l t ed  in  t he  n e t w or k  op e r a t o r s ,  mo b i l e  an d  



 

 33 

f ix ed ,  p r ov i d i n g  w h o l e s a l e  se r v i ce s ,  r e t a i l  s e rv i ce s  o r  a  

co mbi n a t i on  o f  bo th  to  t h e  s e rv i ce  p r ov id e rs  and  cu s t om er s  

( C o t t am  and  Di cks ,  2 00 7 : 4 ) .  C om pan i es  t h a t  do  no t  o wn  re s ou r ces  

u s e  t h e  n e t wo rk  op e r a t o r s ‟  i n f r as t r uc t u r e  t o  p r ov i d e  se r v i ce s  t o  

t h e i r  cus to mer s  ( Co t t am  and  Di ck s ,  2 0 07 : 4 ) .  Mx i t ,  fo r  ex am pl e ,  

u s es  t h e  in cum ben t s ‟  i n f r a s t ru c t u r e  t o  p ro v i de  mo bi l e  i n s t an t  

m ess ag in g  t o  i t s  5  m i l l i on  r eg i s t e r ed  cu s t om ers .   

 

C us t om er  o w n er sh ip  i s  no t  an  i s s ue  o n  on e  l eve l  -  t h e  m ob i l e  

o p e r a to r s  r e t a in  t he  b i l l i n g  r e l a t i o nsh ip ;  t h e y t h e r e f o r e  o wn  the  

cu s t om er  ( J ack so n ,  2 0 08 :5 4) .  Ho w ev er ,  t h e r e  i s  m o r e  t o  cu s t om er  

o w n er sh ip  t h an  b e in g  r e s po ns i b l e  fo r  b i l l i n g  ( J ack so n ,  20 0 8 :5 4 ) .  

In  a  s a t u r a t ed  m ark e t ,  w h er e  n e t wo rk  co v er age  i s  n o  lo n ge r  an  

i s s u e ,  b r an d  lo ya l ty  i s  mo r e  d i f f i cu l t  f o r  t h e  op e r a t o r  t o  cu l t i v a t e  

( J ackso n ,  20 08 :5 4 ) .  Co ns um ers  a r e  mo r e  l i k e l y t o  h av e  a  s t r on ge r  

a l l eg i ance  t o  a  h and s e t  m anu f ac t u r e r  o r  even  a  Web  s i t e  ( J ackso n ,  

2 0 08 : 54 ) .   

 

A p p l e ,  t h e  US  b ased  comp ut e r  com pan y ,  i s  l ev e r ag in g  i t s  b r an d  

p o w er  wi t h  t h e  i Pho n e  mo bi l e  d ev i ce ;  i t  do es  no t  d i s t r i bu t e  i t  t o  

a l l  op e r a t o r s  b u t  en t e r s  i n to  ex c lu s i v e  d ea l s  wi th  t he  s e rv i ce  

p r ov id e rs  w ho  ag r ee  t o  i t s  t e rms .  On e  o f  t h e  con d i t i on s  i s  t h a t  

o p e r a to r s  s ho u l d  s h a r e  t h e  r ev enu e  gen e r a t ed  b y t h e  p h on e ,  

i n c lu d i n g  v o i ce  r ev enu e .  T h e  co mp an y s o l d  1  mi l l i o n  p h on e s  in  

t h e  f i r s t  t h r ee  (3 )  d a ys  an d  i t s  t a r ge t  i s  1 0  mi l l i on  d ev i ce s  b y t h e  

en d  o f  20 08  ( Glo ba l  M obi l e ,  2 00 8 : 8 ) .  I t  h a s  p a r tn e r ed  w i t h  th e  

f o l lo wi n g  op e r a t o r s :  A T &T  i n  t h e  US ,  T e l e f on i ca  O 2  in  t h e  U K,  

O r an ge  i n  F r an ce  an d  T - Mo bi l e  i n  G e r m an y ( G l ob a l  M o bi l e ,  

2 0 08 : 8 ) .  T h i s  a r r angem ent  b y A p p l e  i s  co n t r a r y t o  w ha t  h a s  b een  

h app en i n g  in  t he  in du s t r y,  u p  u n t i l  no w ,  wh e re  ph on e  

m anu f ac t u r e r s  w ou l d  q u eu e  a t  t h e  op er a to r s ‟  d oo rs  a sk ing  t h em  to  

s e l l  t h e i r  d ev i ces .  In  t u r n ,  o p e ra to r s  wo u l d  d i c t a t e  t h e  ph on e  

s p ec i f i c a t i on s  to  m anu f ac t u r e s  be f o re  t h ey  c o u l d  co ns id e r  t h e i r  

r eq u es t s ;  t h a t  i s  chan g i n g .  

 

A n o t he r  b i g  b r and  t h a t  h as  en t e r ed  t h e  mo b i l e  i n du s t r y i s  

M i cr os o f t ,  w h i ch  c l a i ms  t o  h av e  23  p e r cen t  o f  t h e  Smar t  p ho n e  

o p e r a t i n g  s ys t em  (O S )  m ark e t  an d  ha s  add ed  t o  i t s  p o r t fo l io  a  

m ob i l e  mus i c  se r v i ce  o f f e r i n g ,  wi th  t h e  acq u i s i t i on  o f  M us iw ave  

( J ackso n ,  2 00 8 :5 5) .  Mu s i w av e  i s  o n e  o f  V od acom ‟s  mu s i c  

o f f e r i n gs .  M ean whi l e ,  In t e r n e t  s ea r ch  g i an t s  Yaho o  and  G oo g l e  

h av e  ex p r es s ed  t he i r  mo b i l e  am bi t io ns ,  w i th  t h e  l a t t e r  h av in g  

a l r ead y l au n ch ed  h an ds e t  s o f t w are  an d  th e  f o rm er  h av i n g  

an no un c e d  a  s e r i es  o f  dev e l opm ent s  t o  i t s  mo b i l e  W eb  s i t e  

( J ackso n ,  2 00 8 : 5 5 ) .  In t e l  p r es i d en t ,  Pau l  Ot t e l i n i ,  i s  b e t t i n g  th a t  

t h e  u l t r a  m ob i l e  i n t e rn e t  d ev ice s  w ou l d  b e  “ th e  n ex t  b i g  t h in g  in  

co mp ut i n g”  and  tha t  t h e  comp an y w o u ld  b e  m ak i n g  a  b ig  p u s h  i n  

t h e  m ob i l e  sp ace  in  2 00 8  ( J ackso n ,  2 0 0 8 : 55 ) .  
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3 . 2 . 1  R ea son s  f o r  mo re  p l ay ers  en t er in g  th e  ma rk e t  
 

T e l ecom mu ni ca t i ons  s e rv i ce  p r ov ide r s  hav e  co me  t o  v i ew  

s e r v i ces  a s  a  k e y c o mp et i t i v e  d i f f e r en t i a to r ,  a s  w e l l  a s  a  m eans  o f  

co mp ens a t i n g  fo r  t h e  dec l in in g  vo i ce  r ev enu e  an d  th e r eb y 

ach iev i n g  a  r e t u r n  o n  h eav y i n v es tmen t  t h a t  m an y o f  t h em  h ave  

m ad e  i n  t h e  n ew t echn o l o gi e s  (Co t t am  an d  Di cks ,  2 0 07 : 4 ) .  

H o w ev e r ,  t h e  op e ra t o r s  h av e  n o t  b een  ab l e  t o  m ak e  a  su cce ss  o f  

m ob i l e  d a t a  s e rv i ce s  d u e  to ,  am ong  o th e r  t h in gs ,  a  l a ck  o f  

i n t e ro p er ab i l i t y  o f  d i f f e r en t  n e t wo rks  and  a  l ack  o f  aw a r en ess  

am on g  end  u s e r s  t h a t  t h e  o p er a to r s ‟  b r and  s t and s  f o r  s e r v i ce s  as  

m u ch  a s  i t  do es  f o r  b a s i c  t e l ep ho n y ( J ack so n ,  2 00 8 : 5 5 ) .  O p e r a t o r s  

h av e  r ea l i s ed  th a t ,  i n  o rd e r  t o  s u cceed ,  t h e y n eed  t o  op en  up  t o  

b r and s  t h a t  t h e  cus to mer s  t r us t  an d  i n t ro du ce  f ix ed  r a t e  t a r i f f s  

t h a t  cu s t om ers  a r e  f ami l i a r  w i th  f r om t h e  f ix ed  l i n e  env i r onm ent  

( J ackso n ,  2 00 8 : 55 ) .  

 

A cco rd in g  t o  AT &T  an d  O2 ,  w h i ch  ca r r y t h e  i Ph on e  ex c l us i v i t y  

i n  t h e  US  and  t he  U n i t ed  Ki n gdo m r e sp ec t iv e l y ,  t h e  av e r age  

r ev enu e  p e r  u se r  fo r  iP ho n e  us e r s  w as  n ea r l y d o u b l e  t he  av e r age  

u s e r ‟ s  con sum pt i on ,  b ecau se  iP ho ne  u s e r s  t oo k  l a rge  d a t a  

p ack ages  o n  to p  o f  t h e i r  v o i ce  ca l l s  (P a l mer  an d  Ta yl o r ,  2 0 08 :1 ) .  

In  ad d i t i on  to  t h i s ,  s i n ce  m ob i l e  o per a to r s  a l l o wed  m ob i l e  us e r s  

t o  s u r f  t h e  i n t e rn e t  b eyo n d  th e i r  o wn  w eb  s i t e s  t wo  yea r s  ago ,  

u s e r s  a r e  v i s i t i n g  f ami l i a r  w eb  s i t e s  su ch  a s  G oog l e  and  

gen e r a t i n g  ev en  mo r e  d a t a  r evenu e  f o r  o p e ra to r s .  T h e  h ead  o f  

G o o g le  m ob i l e  o p er a t i on s ,  Vi c  G un do t r a ,  p red i c t s  t h a t  t h e  m ob i l e  

s ea r ch es  wi l l  o v er t ak e  t h e  f i x ed  i n t e r n e t  s ea rch es  “wi t h i n  t he  

n ex t  s ev e r a l  yea r s ”  ( P a lm er  and  Ta yl o r ,  2 00 8 : 1 ) .  He  f u r th e r  

s t a t ed  t h a t  t he  m ob i l e  b us i n ess  i s  g r o wi n g  abo v e  th e i r  

ex p ec t a t i on s ,  i n  t e r m s  o f  b o th  u sage  an d  r ev en u e  (P a lm er  and  

T a yl o r ,  2 00 8 :1 ) .  

 

T h e  mo bi l e  o p er a to r s  a r e  r e a l i s i n g  th a t  t h e  r ou t e  t o  su cce ss  i s  

p a r t n e r in g  w i th  o the r  r o l e  p l aye r s  s u ch  a s  IS P  and  IT  co m p an i e s .  

O p e r a t o r s  h av e  ce r t a i n  s t r en g th s  an d  th es e  com p an ie s  h ave  

co mpl im en t a r y s t r en g t hs  w h i ch ,  wh en  co mb in ed ,  wi l l  b e  t h e  k ey 

t o  u n l ock i n g  se r v i ce s  su ch  a s  t h e  m ob i l e  i n t e r n e t  and  mo b i l e  

em ai l  ( J acks on ,  2 00 8 : 55 ) .  In s t ead  o f  e ach  o n e  t r yi n g  t o  d o  b i t s  

t h a t  t h ey  a r e  n o t  go o d  a t ,  t h ey s h o u ld  w o rk  to ge t h er  t o  a ch i ev e  

s yn e r g y  b ecau s e ,  o p e r a to r s  a r e  go o d  a t  cons t ru c t in g  and  

o p t imi s in g  n e tw o rk s ,  w h i l e  IT  co m pan i es  sp ec i a l i s e  i n  c r ea t i n g  

s e r v i ces  t h a t  r u n  on  t ho se  n e t w or ks  ( J acks on ,  2 00 8 : 55 ) .  In  J ap an ,  

t h e  i n t e rn e t  s ea r ch  g i an t ,  Go o g l e ,  h a s  s i gn ed  d ea l s  w i t h  t h e  

co un t r y‟ s  t w o  b i gges t  wi r e l e s s  o per a to r s ,  N TT  D oCo Mo  an d  

K D D I ( H a l l ,  2 008 :1 ) .  No w ,  th e  f i r s t  t h in g  Do Co Mo  m o b i l e  

s ub s c r ib e r s  s ee  w hen  t he y go  o n l i n e  f r o m  t h e i r  h an ds e t s  i s  t he  

c a r r i e r ' s  s i t e  f e a t u r i n g  a  s ea r ch  b ox  an d  t h e  p h ra s e  "en han ced  b y  

G o o g le "  ( H a l l ,  20 08 :1 ) .  In  E u ro p e ,  Vo d a fo n e  and  T e l e fon i ca  h av e  
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p a r t n e r ed  wi t h  No k i a  on  t h e  d ev e l op ment  o f  Ov i ,  a  m ob i l e  

i n t e rn e t  w eb  s i t e  dev e lo ped  b y N o k i a  ( J ackso n ,  2 00 8 : 56 ) .  

 

3 . 3  Th e  o ld  ma rk e t  s tru c tu re  i s  ch ang ing  
 

T h e  i nd us t r y h a s  s een  ch an ges  in  t h e  f o rm  o f  n ew  v end o rs ,  

p r ev io us l y p r o v i d in g  s e rv i ce s  t o  t he  IT  m ar k e t ,  b e i n g  in t ro du ced  

i n t o  t he  t e l e co ms  m ark e t .  Th e  n e t wor k  equ ipm en t  p ro v i d er s  a r e  

n o  l on ge r  t h e  so l e  v end o rs .  En t e rp r i s e  IT  v end o rs  a r e  a l so  

ap p l yi n g  t h e i r  ex pe r t i s e  t o  wh a t  t h ey  p e r ce i v e  t o  b e  a  g r o w i n g 

an d  s t r a t eg i c  m a rk e t  (Co t t am  and  D i ck s ,  2 00 7 : 4 ) .  Be f o r e  t he  

ch an ges  i n  t e ch no lo g y,  w h i ch  r es u l t ed  i n  vo i ce  b e in g  t r an smi t t ed  

i n  t h e  sam e  s e rv i ce  a s  em ai l  o r  an y o th e r  d a t a  s e r v i ce ,  n e tw o rk  

eq u i pm en t  p ro v id e r s  l i k e  S i em ens ,  E r i c s so n  and  Lu cen t  w e r e  t h e  

o n l y v en d o rs  s up p ly i n g  s e r v i ces  t o  t he  i n cum b en t s ,  a s  i l l u s t r a t ed  

b y F i gu r e  4 . 1 .  

  

Network 

Equipment

Provider

RetailerNetwork

Operator

Network

Operator

 
Fi g ure  3 - 1  O ld  s t ru c tu re  

S ou rce :  C o t ta m and  Di cks  ( 2 00 7 :5 )  

 

Wi t h  t h e  ab ov e  b u s in e ss  mo de l ,  s e r v i ces  w e r e  r e l a t i v e l y  

i n f r equ en t ,  h ad  lo ng  l i f es p an s  and  w er e  f a i r l y  s i m pl e  b ecau s e  th e  

b us in e ss  and  t echn i ca l  en v i r onm ent  w e r e  s im p le  ( Co t t am  an d  

D i ck s  20 07 ,  p . 4 ) .  Wi t h  th e  o l d  t e l e co ms ‟  mo d e l ,  o n l y t h e  no n -

t echn i ca l  s t a f f  w e re  r e sp on s i b l e  fo r  t h e  c r ea t i on  and  l aun ch i n g  o f  

s e r v i ces .  T h e  u nde r l yi n g  p r em is e  o f  a l l  t h e  l egacy  t e l e coms  

s e r v i ce  d e l iv e r y  i n f r a s t r uc tu r e  w as  t ha t  a  p ro du c t  b e  de s i gn ed  b y  

t e l e com  s t a f f  o r  a  s e l ec t ed  g r o up  o f  p a r t n e r s  (C o t t am  an d  Di cks ,  

2 0 07 : 9 ) .  In  So u t h  A f r i ca ,  f o r  ex amp le ,  a l l  t h r ee  i n cum ben t s  h ave  

s e l ec t ed  p ar tn e r s  -  S i emens  h as  p a r tn e r ed  wi th  bo th  Vo d aco m  an d  

C e l lC  an d  E r i c s so n  w i t h  M TN .  T h e  ben e f i t  o f  t he  l egacy  s ys t em 

t o  b o t h  t h e  o p er a to r s  an d  t h e i r  p a r tn e r s  w as  t h a t  t h e  r i sks  and  

u s age  w e r e  p r ed ic t ab l e  i n  t he  m ass -m ark e t  m od e l  (C o t t am and  

D i ck s ,  2 00 7 : 9 ) .  

 

Bu s i n es s  i n  t h e  n ew  s e rv i ce  c r ea t io n  en v i ro nm ent  r eq u i r es  

co l l ab o r a t i on  b as ed  o n  t h e  p r in c i p l e s  o f  o p enn ess ,  p ee r in g ,  

s h a r in g  an d  ac t in g  g l o b a l l y ( C o t t am  and  Di cks ,  2 0 07 : 10 ) .  

H o w ev e r ,  f o r  t h i s  m od e l  t o  fu n c t i on ,  t h e  o pe r a t o r s  sh o u ld  be  

w i l l i n g  t o  ex p os e  t h e i r  s e rv i ce s  f o r  t h i rd  p a r t y co n s um pt i on  

( C o t t am  and  D i ck s ,  2 0 07 : 1 0) .  I t  i s  n o t  p o ss i b l e  f o r  o n e  pa r t y,  f o r  

ex ampl e  an  in cum b en t ,  i n  t h e  new  t e l eco m env i r on m ent  t o  

p r ov id e  a l l  t h e  n i ch e  s e r v i ces  t h a t  t h e  m a rk e t  d em and s .  Th es e  

p r od u c t s  r an ge  f ro m  u s e r  gen er a t ed  co n t en t  o n  You T ub e ,  t o  
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m ob i l e  em ai l ,  mo b i l e  t e l ev i s io n  o r  l oca t i on  b a se d  s e r v i ce s  -  t he  

l i s t  i s  en d l es s  (C o t t am  an d  Di cks ,  20 07 : 1 0 ) .   

 

P a r t ne r in g  i s  n eces s a r y t o  p ro du ce  q u a l i t y  s e r v i ces  fo r  wh ich  

u s e r s  w ou l d  b e  w i l l i n g  t o  p ay,  T o  p ro du ce  a  goo d  mo bi l e  

t e l ev i s io n  con t en t ,  m ob i l e  op e r a t o r s  w o u l d  h av e  t o  p a r t n e r  wi th  

T V  comp an i es ,  s u ch  a s  SA BC  an d /o r  M ul t i  Ch o i ce .  In  t h a t  wa y 

v i ew er s  w ou ld  b e  ab l e  t o  w a t ch  fami l i a r  p r o gr amm es / co n t en t  

w h en  awa y f r o m  h om e .  Al l  t h a t  t h e  n e t w or k  op e r a t o r s  wou ld  h ave  

t o  d o  i s  t o  ad ap t  t h e  con ten t  fo r  a  sm al l  mo b i l e  d ev ice  s c r een .  

N T T  Do Co Mo ,  a  l e ad in g  J ap an es e  mo b i l e  o p e ra to r ,  h a s  d e s i gn ed  

i t s  s e r v i ce  c rea t io n  p l a t fo rm  in  su ch  a  w a y t h a t  i t  wo u l d  gen e r a t e  

r ev enu e  f r om uno f f i c i a l  s e r v i ces  an d  o f f i c i a l  m as s  m ar k e t  

s e r v i ces  (C o t t am  an d  Di ck s ,  20 07 : 9 ) .  T h e  r es u l t i n g  mix  h a s  b een  

a  f ew  t ho us and  s i t e s  s e l l i n g  o f f i c i a l ,  p r emiu m  con t en t  an d  

s e r v i ces ,  and  t ens  o f  t ho us an ds  o f  s i t e s  c r ea t ed  b y i n d i v i du a l s  

an d  sm al l  b us i n ess e s .  T he  r i ch  con t en t  d r o ve  an  in c r ea s e  i n  

s e r v i ce  u s age ,  wh ich  h e l p ed  to  i n c r ea s e  th e  op e r a t o r ‟ s  r ev enu e  

( C o t t am  an d  D i cks ,  20 07 : 9 ) .  To d ay,  J ap an  i s  l ead i n g  th e  wo r l d  

w i t h  1 2 . 13  b i l l i o n  U S  d o l l a r s  i n  d a t a  r ev enu e .  W h at  i s  ev en  m or e  

i mp r es s iv e  i s  t h e  f a c t  t h a t  70  pe r cen t  o f  t h i s  co mes  f r o m no n -

S MS  d a t a  se r v i ces ;  i n  S ou t h  A f r i c a ,  a l mo s t  9 0  pe r cen t  o f  d a t a  

r ev enu e  com es  f rom  SMS  (Ch e t an  Sha r m a  Co ns u l t i n g ,  20 0 7 :1 ) .  

 

3 . 4  Th e  v end o rs  a re  d i v ers e  and  chan g in g  
 

T h e  new  se r v i ce  d e l iv e r y en v i ro nmen t  h a s  f ou r  ma in  t yp es  o f  

c o mp an i es  p ro v i d in g  s e rv i ce s  ( F i gu re  4 . 2 ) :  n e t wo r k  eq u i pm en t  

v end o rs ,  en t e rp r i se  IT  v en do rs ,  s ys t em in t eg r a to r s  ( S I)  an d  

co ns u l t an cy f i r ms  an d  app l i c a t i on  v end o rs  (Co t t am  an d  D i ck s ,  

2 0 07 : 22 ) .  Fo r  t h e  n ew  en t r an t s  l i k e  G o o g le ,  ex p an d i n g  i n t o  th e  

m ob i l e  m ar k e t  i s  s een  a s  a  na tu r a l  s t r a t eg i c  m ov e ,  s in ce  t he  

n um b er  o f  mo b i l e  d ev ice s  a ccess ing  t h e  i n t e rn e t  i s  g r o w i n g  

r ap i d l y.  A cco r d in g  t o  an  a r t i c l e  i n  t h e  IT W eb  (2 008 ) ,  i t  i s  

ex p ec t ed  th a t  t h e r e  w i l l  b e  ov e r  a  b i l l i o n  m ob i l e  In t e r n e t  

s ub s c r ib e r s  g lo b a l ly  i n  20 12  ( J on es ,  20 0 8 :1 ) .  
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Figure 3-2 Service Creation 

Source: Cottam and Dicks (2007:22) 

T h e  co mp an i es  h ave  ad op t ed  d i f fe r en t  ap p ro aches  t o  t h e  m ar ke t ,  

b a s ed  on  th e i r  p rod u c t  s e t  an d  co r e  co mp et en c i es .  S Is ,  n e tw o rk  

eq u i pm en t  p ro v ide r s  an d  en t e r p r i s e  IT  v end o rs ,  s u ch  as ,  

A ccen t u r e ,  E r i c s s on ,  Hewl e t t -P ack a rd ,  IBM  an d  N ok i a - S i em ens  

a r e  p ro v id in g  tu rn k ey ( en d - to - end )  s o lu t i ons ,  w h i ch  com p r i s e  

t h e i r  o wn  and  t h i rd  p a r t y p r o d u c t s  (C o t t am  and  Di ck s ,  2 00 7 : 23 ) ,  

w h i l e  app l i c a t i on  v end or s  a r e  fo r min g  p a r t n e r sh ip s  w i th  

f r am ew o rk  v en do r s ,  o r  wi th  e ach  o th e r ,  t o  d e l iv e r  p a r t  o f  t he  

s o l u t i on  (Co t t am  an d  D icks ,  20 07 : 2 3) .  

 

S om e  co m p an i e s  occu p y m o r e  th an  on e  s ec to r .  Fo r  ex am pl e  IBM  

i s  an  en t e r p r i s e  IT  v en d o r  wi t h  co n s id e r ab l e  s t r en g t h  i n  

m id d l ew ar e .  I t  o f f e r s  co ns u l t an cy an d  i n t eg r a t io n  s e rv i ces ,  an d  i t  

a l so  p oss e s s es  r e l ev an t  ap p l i c a t io ns  su ch  a s  s ecu r i t y  an d  s e r v i ce  

a s su r an ce  app l i c a t io ns  ( Co t t am  and  Di cks ,  2 00 7 : 23 ) .  In  ad d i t i o n ,  

t h e  m a rk e t  i s  con so l i da t in g  r ap i d ly ,  an d  s om e  o f  t h e  l a r ge r  

p l aye r s  a r e  f i l l i n g  gap s  i n  t h e i r  p rod u c t  p o r t f o l ios  b y  acq u i r in g  

o th e r  v end or s .  “Se r v i ce  p r ov id e rs  s ho u l d  p l o t  an d  co mp ar e  

v end o rs ‟  f oo tp r i n t s  a s  p a r t  o f  t h e i r  sys t em  s e l ec t io n  p ro ce ss  t o  

i d en t i f y o v e r l aps  an d  co mp lem en t a ry  o f f e r i n gs ”  (C o t t am  an d  

D i ck s ,  2 00 7 : 1 ) .  

 

3 . 4 . 1  N e tw o rk  equ ip ment  p rov id ers  
 

N et wo rk  eq u ip m en t  ( F i gu r e  4 - 1  abo v e )  vend o rs  l i ke  N o k i a -

S i emens  an d  E r i cs so n  h av e  co ns id er ab l e  ex p e r t i s e  i n  n e t w or k  

t e chn o lo g i es ,  a  l a r ge  n um ber  o f  s t a f f ,  wh o  a r e  t e l e co m 
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s p ec i a l i s t s ,  and ,  b ecau s e  p r ev io us l y t h e y  w e r e  p r edo min an t l y s o l e  

s up p l i e r s  t o  t he  s e rv i ce  p r ov i d e rs ,  t h ey  h av e  a  s t r on g  r e l a t i on sh ip  

w i t h  t h e  o p e ra to r s  ( C o t t am  and  D icks ,  2 0 07 : 2 3) .  Th e i r  kn o wl ed ge  

o f  t h e  r eq u i r em en t s  o f  t h e  t e l e co m  en v i r onm ent  and  o f  t h e  re a l -

t im e  f un c t io n a l i t y  i s  a  r e a l  s t r en g th .  A s  a  r e su l t ,  som e  o p e r a to r s  

w an t  t o  ex t en d  the  r e l a t i on sh i p  wi th  th e i r  ne tw o rk  eq u i pm en t  

v end o r ,  w h i l e  o t he r  o p e r a to r s  a r e  conce r n ed  b y t h e  f ac t  t h a t  m os t  

o f  t h e  s o lu t i ons  p r o v i ded  b y  t h e s e  v end o rs  a r e  v en dor  s p ec i f i c  

an d  lo ck s  th em  in  ( C o t t am  an d  Di ck s ,  2 00 7 : 23 ) .  T h e  n e t wo r k  

eq u i pm en t  m a rk e t  i s  v e r y s t r o n g .  Ho wev e r  t h e  ch a l l en ge  f aced  b y 

t h e  n e t w or k  eq u i pm en t  v end o rs  i s  t he i r  r e l a t i v e  l a ck  o f  IT  s k i l l s  

an d  ap p l i c a t i on s .  T h es e  gaps  a r e  r ap id l y b e i n g  f i l l ed  t h r ou gh  

acq u i s i t i on s  and  p ar t ne r sh ips .  

  

T h e  n e t w o rk  eq u i pm en t  p r ov i d e rs ‟  ap p ro ach  in  t h e  n ew  s e rv i ce  

d e l iv e r y en v i r onm en t  i s  t o  b u i l d  up  f r o m  t h e i r  ex i s t i n g  n e tw o rk  

ex p e r t i s e ,  and  to  ad d  v a lu e  a s  t h e i r  t r ad i t i on a l  m ar k e t  i s  ge t t i n g  

m o re  com p et i t i v e  (C o t t am  and  D i cks ,  2 0 07 : 23 ) .  T h ey k n o w  t h ey  

h av e  to  mo v e  up  t he  v a l u e  ch a in  i f  t h ey  a r e  t o  su cceed  i n  t h e  l on g  

t e rm .  Th e y a r e  p r edom in an t l y d ev e lo p in g  p a r t ne r sh ip s  and  

acq u i r i n g  IT  v en dor s ,  a s  w e l l  a s  app l i c a t i on  ( se r v i ces )  ven do r s  t o  

ex p an d  t h e i r  c ap ab i l i t i e s  (Co t t am  and  D i cks ,  2 00 7 : 23 ) .  E r i cs s on  

i s  on e  o f  t h e  n e t w or k  eq u i pm en t  v en do r s  t h a t  l ed  th e  f i r s t  w av e  o f  

i n s t a l l i n g  th e  s e r v i ce  d ev e l opm ent  p l a t f o rms .  In  J u n e  2 0 07 ,  i t  

a cq u i r ed  LH S  T e lko m and  D r u t t .  LH S  T e l eko m p ro v id e  E r i c s so n  

w i t h  a  r an ge  o f  s e r v i ce  d ev e lo pm en t  m an agem en t  f un c t io n s ,  

i n c lu d i n g  a  b i l l i ng  s o lu t io n  w hi ch  co mpl em en t s  t h e i r  ex i s t i n g  

b i l l i n g  so lu t io n ,  w h i l e  D r u t t  ad d ed  a  mo b i l e  s e r v i ce  c r ea t io n  

cap ab i l i t y  t o  t h e  ne t wo r k  eq u ip m en t  p r o v id e r ‟ s  po r t f o l io  ( Co t t am 

an d  Di cks ,  20 07 : 2 5) .  

 

3 . 4 . 2  En t erp r i s e  I T  v end o rs  
 

E nt e r p r i s e  IT  en t e red  th e  t e l e com  s e rv i ce  d e l i v e r y m ar k e t  b ecaus e  

t h ey b e l i ev e  i t  i s  a  s t r a t eg i c  e l em en t  o f  t h e  n e t wo r k ed  eco no m y 

an d  v i ew  i t  a s  a  h igh  g r o w t h  m ark e t  (C o t t am  an d  D i ck s ,  2 0 07 : 25 ) .  

E ach  v en do r ‟ s  app r o ach  and  s t r en gt hs  a r e  d i f f e ren t ;  h o w ev e r ,  

t h e i r  comm o n s t ren g t hs  i n c lu d e  ex p e r i en ce  i n  im pl em en t i n g  

m id d l ew ar e  p l a t f o r m s  and  en t e r p r i se  r e so ur ce  p l an n in g  ( ERP )  

s o l u t i on s  (C o t t am an d  D icks ,  20 07 : 27 ) .  A cco r d i n g  to  Wi k ip ed i a ,  

t h e  on l i ne  enc yc l o p aed i a ,  mid d l ew are  ga i n ed  p o pu l a r i t y  i n  t he  

1 9 80 ‟s  a s  a  s o lu t i on  to  t h e  cha l l en ge  o f  l i nk ing  n ew er  

ap p l i c a t io ns  t o  o ld e r  l egac y s ys t em s .  I t  a l s o  fac i l i t a t ed  

d i s t r i b u t ed  p r oce ss i n g ,  t h e  con n ec t i on  o f  m ul t ip l e  app l i ca t i on s  to  

c r ea t e  a  l a r ge r  ap p l i c a t io n ,  u su a l l y  o v e r  t h e  n e t wo rk .  In  ad d i t i o n ,  

t h e  mi dd lew ar e  en ab l es  t h e  app l i ca t i on  o r  s e rv i ce  t o  l oca t e  

t r an sp a r en t l y o v e r  t he  n e t wo rk ,  t h us  p r ov i d i n g  i n t e r ac t i on  wi t h  

o th e r  s e rv i ce s  o r  ap p l i c a t io ns ,  t o  b e  i n d ep end en t  f ro m n e t wo rk  

s e r v i ces  and  t o  b e  r e l i ab l e  an d  a l w ays  av a i l ab l e .  O n  th e  o th er  
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h and ,  ERP  s ys t ems  a t t em pt  t o  i n t eg r a t e  s ev e r a l  d a t a  s our ce s  and  

p r o cess e s  o f  an  o r gan iza t i on  in to  a  un i f i ed  s ys t em.  

 

T h e  s e rv i ce  c r ea t i on  en v i ro nm en t  i s ,  b y d e f in i t i on ,  an  IT  

s o l u t i on ;  a s  a  r e su l t ,  IT  v en d o rs  hav e  a  v e r y s t r o n g p o s i t i o n  

( C o t t am  an d  Dick s ,  2 00 7 : 27 ) .  T h e i r  p os i t i o n  i s  fu r t h e r  

s t r en g th ened  b y t h e i r  k no w led ge  o f  IT  s t and a rd s  an d  p r o to co l s .  

H o w ev e r ,  t h e i r  kn ow l ed ge  o f  t e l ecom s  v a r i es ,  wi th  s om e v end o rs  

b e in g  r e l a t i v e  nov i ces ,  w h i l e  o th e r s  h av i n g  com p et ed  i n  t h e  

t e l e com  IT  m ar k e t  f o r  som e  t im e  (Co t t am  and  Di cks ,  2 0 07 : 27 ) .  

A l l  a r e  r e c r u i t i n g  an d  acq u i r i n g  t e l eco m  ex p er t i s e  t o  f i l l  i n  t he  

gap s  an d  ex pand  t he i r  t e l ecom s  kn o wl ed ge  b as e ;  so m e h av e  

ch os en  t he  app r o ach  o f  p a r t n e r in g  w i t h  t e l e com ‟s  spec i a l i s t s  

( C o t t am  an d  Di cks ,  2 00 7 :2 7 ) .   

 

3 . 4 . 2 . 1  H ew l e t t - Pa cka rd  

 

H ew l e t t -P ack a rd  em ph as i s e s  i t s  ab i l i t y  t o  p ro v i d e  a  b r i d ge  

b e tw een  t he  n e t wo r k  an d  IT  w o r lds .  Th e  co mp an y‟ s  s e r v i ce  

c r ea t i on  p l a t fo rm  o f f e r in g  in c lu des  app l i c a t i on  and  so f t wa r e  f r om 

H P  as  w e l l  a s  i t s  pa r tn e r s ,  w h i ch  a r e  co mbi n ed  w i th  HP  h a r dw ar e  

an d  s e r v i ce  su pp or t  ( Co t t am  and  Di ck s ,  2 00 7 : 27 ) .  In  ad d i t i o n  t o  

t h i s ,  t h e  v en do r  ad o p t s  a  co nsu l t a t i v e ,  m od u l a r  and  s t and a rd s -

b a s ed  ap p ro ach ,  w h ich  i s  b e l i ev ed  to  b e  acce l e r a t in g  the  

d ep l o ym en t  o f  s e rv i ces  (C o t t am  an d  Di cks ,  20 07 : 27 ) .  

 

3 . 4 . 2 . 2  I B M 

 

IBM  h as  d e s i gn ed  i t s  SDP  s t r a t eg y  a r o un d  s e r v i ces  an d  t h e  

co mp an y‟ s  s t r on g  m id d l ew ar e  cap ab i l i t i e s .  IBM  h as  m ade  s ev e ra l  

s t r a t eg i c  a cq u i s i t i on s  t o  add  r e l ev an t  c ap ab i l i t i e s  t o  i t s  p o r t fo l io ,  

s u ch  as  t he  acq u i s i t i o n  o f  M i cr om us e  an d  V al l en t  t o  enhan ce  t he  

s e r v i ce  a s s u ran ce  cap ab i l i t y  ( C o t t am  an d  D i cks ,  2 0 07 : 29 ) .  

H o w ev e r  i t  p l a ces  mo r e  im po r t an ce  o n  p a r t n e r sh ip  w i t h  t he  

ap p l i c a t io n  p ro v i der ,  wh i ch  in c l ud e s  m o re  t h an  1  5 00  i nd ep en d en t  

s o f t w ar e  v end or s  ( IS V ) ,  a s  w e l l  a s  i t s  com mi t men t  t o  s t and a rd s .  

C u r r en t l y IBM  i s  i nv o l v ed  i n  m o re  t h an  30  t e l e com  s t an d a rd  

o r gan i s a t i on s  (C o t t am  an d  Di ck s ,  2 007 : 2 9 ) .  

 

3 . 4 . 2 . 3  Mi cro sof t  

 

T h e  Mi c ro so f t  ap pr o ach  i s  t o  p r ov id e  u s e r  f r i end l y i n t e r f ace s ,  

w h ich  a l lo ws  p a r t n e r s  t o  us e  each  o th e r s  t e ch no lo g y an d  

i n f r a s t ru c t u r e  as s e t s  t o  d ev e l op  b l end ed  s e r v i ces  t h a t  i n c lu d e  a  

co mbi n a t i on  o f  M ic r o so f t  an d  t h i r d  p a r t y ap p l i c a t i on s  ( Co t t am 

an d  D icks ,  2 00 7 :30 ) .  T o  i mp r ov e  on  i t s  t e l e com ‟s  ex p e r t i s e ,  

M i cr os o f t  an no un ced  a  p a r tn e r s h i p  wi th  Lo g i caCM G  i n  O c to b e r  

2 0 07  to  l au n ch  an  i n i t i a t i v e  ca l l ed  th e  “S er v i ce  Fac to ry” .  T h i s  

f o cus es  on  s e rv i ce  c r ea t i on  an d  d e l i v e r y o n  th e  M i cr os o f t  s e r v i ce  

d e l iv e r y p l a t f o rm.  T h e  a l l i an ce  w i t h  Lo g i caCM G  g iv e s  M i cr os o f t  
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acce ss  t o  t e l e com  s k i l l s  an d  op e r a to r  r e l a t i o ns h i p s  ( Co t t am  an d  

D i ck s ,  20 07 : 3 0) .  M i cr os o f t  i s  co ncen t ra t i n g  on  se r v i ce  c r ea t i on  

an d  ex ecu t io n .  

 

3 . 4 . 2 . 4  O ra c l e  

 

O r ac le ‟ s  s t r a t eg y d i f f e r s  f r om  th a t  o f  o th e r  en t e rp r i s e  IT  v en do r s ,  

i n  t h a t  i t  h as  t ak en  an  en d - to - en d  appr o ach  t o  s e rv i ce  d e l iv e r y b y  

co mbi n i n g  i t s  d a t ab as e  w i th  mid d l ewar e  and  bu s i ne ss  app l i c a t i ons  

( C o t t am  an d  Di cks ,  20 07 : 3 1) .  Th e  co m pan y h a s  mad e  m an y 

acq u i s i t i on s  s i n ce  2 0 06  i n  t h e  b us i ne s s  su pp o r t  s ys t ems  ( BSS ) ,  

o p e r a t i on s  s up po r t  s ys t em  ( OS S)  an d  cus t om er  r e l a t i on sh ip  

m an agem ent  ma r k e t s .  In  ad d i t i o n  to  t h a t ,  i t  i s  ex p and ing  r ap i d l y 

i n t o  t h e  t e l e co ms  s ec t o r  (C o t t am an d  Di cks ,  20 07 : 3 1 ) .  In  

Feb r u a r y 2 0 0 7 ,  i t  l au n ch ed  a  s i n gl e  ven do r  en d - t o - end  BSS /OSS ,  

a s  w e l l  a s  a  s e r v i ce  c r ea t i on  p l a t f o rm ca l l ed  th e  O r ac l e  M ob i l i t y  

S e rv e r ,  a f t e r  con so l id a t in g  t e ch no lo g y f r om  an  acq u i r ed  S w ed i sh  

v end o r ,  Ho tS ip  an d  i t s  o wn  t e chno lo g y  ( C o t t am  and  Di cks  

2 0 07 : 31 ) .      

 

3 . 4 . 3  A ppl i ca t i on  v endors  
 

C on so l id a t io n  o f  t h e  BSS /O SS  m ark e t s  h a s  r e su l t ed  i n  t h e  

em er gen ce  o f  a  sma l l  n um be r  o f  l a r ge  ap p l i ca t i on  v en do rs  s uch  a s  

O r ac l e ,  o f f e r in g  s o l u t i on s  th a t  a re  p r e - in t eg r a t ed  i n t o  th e  

o v e r a r ch i n g  f r amew o r k  (C o t t am  an d  D i cks ,  2 00 7 : 3 2 ) .  T h e r e  a r e  

a l so  a  l a r ge  n umb er  o f  s t a r t - ups  t h a t  e i t h e r  o f f e r  n ov e l  s o l u t i on s  

i n  es t ab l i sh ed  mar k e t s  o r  a r e  s e r v in g  n ew  f un c t io n a l  o r  

co mm er c i a l  n i ch es  ( Co t t am  and  D i ck s ,  2 00 7 : 32 ) .  Fu r t h e r  

co ns o l i d a t i on  i s  i n ev i t ab l e  i n  t h i s  m a rk e t .  La r ge  v en d o rs  a r e  

p u r ch as in g  k ey t e ch n o lo g i es  t o  ex t end  th e i r  p r od uc t  s e t  an d  IS V  

co mp an i es  a r e  mer g i n g  to  b r o ad en  t h e i r  o f f e r in gs  and  ach i ev e  

eco no mi es  o f  s ca l e  ( C o t t am  an d  Di c ks ,  2 00 7 : 3 2 ) .  

 

S ou t h  A f r i c an  comp an i es  a r e  f e a t u r ing  s t ro n g l y i n  t h e  IS V  m ark e t  

–  com p an i e s  t h a t  s p ec i a l i s e  i n  m ak in g  s o f t w ar e  f o r  t h e  n i che  

m ark e t .  T h r ee  S A com p an ie s  h av e  p r od u ced  t e ch no log i e s  t ha t  

w e r e  pu r ch as ed  b y  l a r ge  com p an i e s ;  t w o  o f  t h es e  r es u l t ed  i n  a  

p u r ch ase  and  p a r t ne r s h ip  wi t h  fo r e i gn  com p an i es ,  wh i l e  t h e  o t h er  

s o l d  sh a r es  t o  a  l o ca l  b i g  com p an y.   

 

3 . 4 . 3 . 1  Th aw t e  

 

T h awt e ,  a  C ap e  T o w n  b as ed  co mp an y o w n ed  b y  M ar k  

S hu t t l ewo r t h ,  i s  t h e  m os t  f amo us  o n e  o f  t he  th ree  a f o r e -

m en t i on ed  com p an ie s .  I t  w as  th e  f i r s t  co mp an y t o  p ro du ce  a  f u l l -

s ecu r i t y  e - co mm erce  w eb  s e rv e r  t h a t  w as  co mm er c i a l l y  av a i l ab l e  

o u t s i de  o f  t h e  Un i t ed  S t a t es .  T h i s  b rou gh t  T h aw t e  to  t h e  w o r l d  o f  

p u b l i c  k ey i n f r a s t ru c tu r e ,  w h i ch  i s  t he  b a s i s  fo r  a l l  en c ryp t ed  an d  

au th en t i c a t ed  In t e rn e t  t r an s ac t i on s .  By t h e  t i m e  i t  w as  acq u i r ed  
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b y V e r i S i gn  in  t he  U S A,  T h aw te  h ad  b ecom e  th e  f as t e s t - g r o w in g  

In t e r n e t  C e r t i f i c a t e  A u t ho r i t y ,  an d  w as  t h e  l e ad i n g  Ce r t i f i c a t e  

A u th or i t y  o u t s id e  o f  t h e  US  ( F i r s t  A f r i c an  i n  S p ace ,  n . d ) .  

 

3 . 4 . 3 . 2  Y e ig o  C o mmun i cat i on s  

 

In  2 0 0 7 ,  Y e i go  C omm un ica t io ns ,  an o t h er  C ap e  T ow n  b as ed  

co mp an y,  l au nch ed  a  t e ch no l o g y t h a t  o f f e r s  vo i ce  ov er  IP  o n  

m ob i l es .  T h e  b en e f i t s  o f  t h e  t e ch no log y t o  t h e  end  us e r  i s  t h a t  i t  

s av es  t h e  us e r  m one y b y  d i r ec t in g  v o i ce  ca l l s  t h r ou gh  Wi - Fi  ho t  

s po t s  o r  t h e  o p e ra to r s '  d a t a  n e t wo r ks ,  r a t h e r  t h an  ov e r  t h e  v o i ce  

n e tw o rk .  Th e  o n l y  co s t  i n cu r r ed  b y  t h e  u s e r  i s  t h a t  o f  con n ec t i n g  

t o  t h e  i n t e rn e t  (Mo ch i ko ,  20 08 d : 1 ) .  Q u a l i t y  O n e  Wi r e l e s s ,  a  US  

b as ed  com p an y,  h a s  p u rch as e  a  s t ak e  i n  Y e i go ,  t h us  g i v i n g  th em 

a c c e s s  t o  t h e  US  t ech no lo g y m ar k e t  (M o ch ik o ,  2 00 8d : 1 ) .  

 

3 . 4 . 3 . 3  Mx i t  

 

Mx i t ,  a  S ou t h  Af r i c an  in s t an t  m es sag in g  co mp an y w i t h  f i v e  to  s ix  

m i l l i on  r eg i s t e r ed  u s e r s ,  a l l ow s  u s e r s  t o  d o wnl o ad  so f tw a r e  on  a  

m ob i l e  d ev i ce  t o  sen d  and  r ece iv e  m es s ages  f rom  p eop l e  w ho  a r e  

a l so  con nec ted  t o  M Xi t ,  e i t h e r  v i a  a  m ob i l e  p ho n e  o r  co mp ut e r  

( M o ch i ko ,  2 00 7c :1 ) .  Th e  us e r s  c an  mes s age  each  o t h er  a t  a  cos t  

o f  abo u t  2  c en t s  a  m ess age  w hi ch  i s  m u ch  ch eap e r  t h an  t h e  35  to  

8 0  cen t s  ch a r ged  p e r  S MS  ( Mo ch ik o ,  20 07 c :1 ) .  Th e  s ucce s s  o f  

Mx i t  cou ld  h av e  co n t r i bu t ed  t o  M TN an d  V od acom  l aunch in g  th e  

s ame  p r od u c t s  k now n  a s  no k no k  an d  M eep ,  r e sp ec t iv e l y  ( T a r r an t ,  

2 0 08 : 1 ) .  N asp e r s ,  a  J o h an n es bu r g  M ed i a  g r ou p ,  h a s  pu rch as ed  3 0  

p e r cen t  o f  Mx i t .  

 

3 . 4 . 4  C on su l ta nc i es  and  Sy s t em In t eg rat ors  

 

T h e  ro l e  o f  cons u l t an c i es  an d  s ys t em i n t eg r a t o r s  i n  t h e  s e rv i ce  

c r ea t i on  en v i ro nmen t  i s  t o  i n t eg r a t e  b e s t -o f -b r eed  so lu t io ns ,  

b u i ld i n g  s e rv i ce  c r ea t i on  p l a t f o rms .  U n l i ke  en t e r p r i s e  IT  an d  

ap p l i c a t io n  v en do rs ,  con su l t an c i es  an d  s ys t em  in t eg r a to r s  have  

co ns id e r ab l e  t e l e co ms  ex p er t i s e  an d  a r e  o f t en  t ho u gh t  t o  b e  

l e ade r s  i n  k ey a r ea s  (C o t t am and  Di ck s ,  20 07 : 3 9) .  Ho wev e r ,  t h e y 

h av e  to  r es po nd  t o  t h e  ch a l l en ge  in  t h e  s e r v i ce  m ar k e t ,  w h i ch  i s  

t o  mo v e  aw ay f r o m  cus tom  bu i l t  s o l u t i on s  to w ard s  a  mo re  

s t an da r d i sed  app r oach  (Co t t a m  and  Dick s ,  2 00 7 : 39 ) .  

 

3 . 4 . 4 . 1  A ccentu re  

 

In  2 0 0 2 ,  A ccen t u r e  s t a r t ed  t o  bu i l d  co mp on en t s  o f  s e r v i ce  

d ev e l opm ent  p l a t fo r m s  (S DP )  an d  h as  d e l iv e r ed  t h es e  p l a t f o rms  

f o r  a l l  t yp e s  o f  op e r a t o r s ,  bu t  p r edo mi nan t l y  m o b i l e  o p e r a to r s  

( C o t t am  an d  D icks ,  20 07 : 39 ) .  A ccen tu r e  b e l i ev e s  t h a t  a  s e rv i ce  

d ev e l opm ent  p l a t f o r m  sh ou ld  su pp o r t  co mmo n  cap ab i l i t i e s  a c r os s  

m ul t ip l e  t yp e  s e rv i ce s .  Th e s e  in c l ud e  an  i n t eg r a t ed  env i r onm ent  
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f o r  d ev e l op i n g  and  m anag i n g  se r v i ces ;  t h e  i n t eg r a t io n  o f  t h i r d -

p a r t y s e r v i ce  p ro v i d er s ;  a  commo n  v i ew o f  su bs c r i b e r s ;  

co nv e r gen t  ch ar g i ng ;  a cce ss  con t r o l  an d  co n t en t  f i l t e r i n g  ( Co t t am 

an d  Di ck s ,  20 07 : 4 0) .  A ccen tu r e  b e l i eve s  t h a t  abo u t  70  p er cen t  o f  

S DP  f un c t io n a l i t y  i s  co mm on  to  a l l  s e r v i ce  p r ov id e rs ,  bu t  t h a t  t h e  

r em ai n in g  3 0  p e rcen t  i s  s p ec i f i c  t o  t h e  i nd iv i du a l  s e r v i ce  

p r ov id e r ‟ s  n eed s  (C o t t am  an d  Di cks ,  2 0 07 : 40 ) .  

 

3 . 5  S erv i ce  Prov id ers ’  Ch al l en g es  
 

T h e r e  i s  no  u n iv e r s a l l y  co r r ec t  s e r v i ce  d e l i ve r y p l a t fo rm 

i n f r a s t ru c t u r e  an d  th i s  i s  com po un d ed  b y t h e  f ac t  t h a t  t h e  s e r v i ce  

p r ov id e rs  do  n o t  kn o w  w hi c h  o f  t h e  m an y av a i l ab l e  and  p os s ib l e  

p r od u c t s  o r  s e rv i ce  w o u ld  b eco me  a  m ass  p r od u c t / s ,  l i k e  v o i ce  

an d  S MS  (C o t t am  an d  Di cks ,  20 07 : 41 ) .  S e r v i ce  p r ov ide r s  d o  n o t  

n ece ss a r i l y  ag r ee  a t  a  d e t a i l ed  l ev e l  o n  th e  s e r v i ce  d e l iv e r y  

i n f r a s t ru c t u r e .  How ev e r ,  t h ey ag r ee  o n  th e  co mm on  ch a l l en ges  

f ac in g  t h e  i nd us t ry  s u ch  a s ,  i n f l ex ib l e  b i l l i n g  s ys t ems  w hi ch  

i nh ib i t  t h e  ab i l i t y  t o  r e sp on d  q u i ck l y t o  ch an ges ;  i n t eg r a t ion  

i s s u es ,  wh ich  c rea t e  i n e f f i c i en c i es  an d  in c r eas e  o p e r a t i n g  

ex p en d i t u r e ;  i n e f f i c i en t  p r o cess e s ,  wh i ch  in c r eas e  t h e  t im e  to  

m a rk e t ,  an d  s lo w p ro v i s io n i n g  an d  u nce r t a in t y ab o u t  fu t u re  

b us in e ss  mo d e l s / se r v i ce s ,  w h i ch  i nc r ea s e  th e  n eed  fo r  ag i l i t y  

( C o t t am  an d  Di cks ,  2 00 7 : 4 1 ) .  

 

T h es e  ch a l l en ges  i n f lu en ce  t h e  ch a rac t e r i s t i c s  t ha t  t he  s e r v i ce  

p r ov id e rs  w an t  t h e i r  s e r v i ce  d e l iv e r y  p l a t fo rm s  t o  h ave .  C omm on 

f ea tu r es  i n c l ud e  low  cos t ,  h i gh  f l ex ib i l i t y  an d  ag i l i t y ,  h i gh  l ev e l  

o f  au t om at i on ,  a  cu s t om er  cen t r i c  f o cus  and  a l i gnm en t  wi th  

b us in e ss  r equ i r emen t s  (Co t t am  an d  Di cks ,  20 07 : 4 1) .  In  ad d i t i o n ,  

t h e  s e r v i ce  p ro v i de r  v i e ws  s t and a rd i s a t io ns  as  o n e  t h e  so lu t ion s  

t o  so m e o f  t h e  ch a l l en ges  th e y h av e .  S eve r a l  l a r ge  o r gan i s a t io ns  

s u ch  a s  AT T &T,  Br i t i s h  T e l ecom  (BT ) ,  T e l eco m  I t a l i a ,  F r an ce  

T e l ecom ,  Te l e f ón i ca ,  T e l ko m  S A,  T e l i aS on e r a ,  N TT  D oCo Mo  and  

V o d af on e  h av e  fo rm ed  t h e  T e l eM an agem ent  Fo r um  ( TM  Fo r um ) ,  

a im ed  a t  en cou r ag in g  v end o rs  t o  ad op t  s t and a rd s  fo r  en d - t o - end  

m an agem ent  o f  conv e r ged  s e rv i ce s  (Co t t am  an d  Di cks ,  20 0 7 :4 2 ) .  

 

3 . 5 . 1  S erv i ce  D e l i v ery  Tra ns f o rma t ion  
 

T h e  s ca l e  and  th e  u r gen c y o f  t h e  ch a l l en ges  f ac i n g  th e  s e rv i ce  

p r ov id e rs  m ean  t h a t  an  a l l - encom p ass i n g  s t r a t eg i c  o v er hau l  i s  an  

u n co mmo n  s t r a t eg y  ( C o t t am  an d  Di cks ,  20 07 : 42 ) .  Few  p r o v i de r s  

a r e  w i l l i n g  t o  as su m e  t h e  r i s k  o r  co s t  a s s o c i a t ed  w i th  s u ch  an  

ap p ro ach ,  d es p i t e  i t s  p o t en t i a l  f o r  s i gn i f i c an t  b ene f i t s ,  i f  

s u ccess f u l .  In s t ead ,  s e r v i ce  p rov id e rs  a r e  ch oos in g  an  

ev o l u t i on a r y ap p r oach  t o  r edu ce  th e  r i sk  an d  m ax im is e  th e  ga in  

o n  l egac y s ys t em  in v es tm en t s  (C o t t am  and  D i cks ,  20 07 : 42 ) .  T h e  

d i s adv an t age  to  t h i s  app ro ach  i s  t h a t ,  i n  t h e  s ho r t  t o  m ed ium 

t e rm ,  t h e  r e su l t i ng  s o l u t i on s  ma y b e  f a r  l e s s  op t i ma l  and  
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o p e r a t i on a l  ex p en d i tu r e  cou ld  b e  h i ghe r  t h an  no rm a l .  In  p r ac t i ce ,  

f o r  l a r ge r  o r gan i sa t i on s ,  t h e r e  w ou ld  b e  mu l t i p l e  t r i gge r s  f o r  

s e r v i ce  d e l i v e r y t r an s fo rm a t io n  (C o t t am  an d  Di cks ,  20 07 : 4 2 ) .  

 

S e rv i ce  p r ov id e rs  a r e  mo r e  l i ke l y t o  ad op t  a  mo r e  ev o l u t i on a r y 

ap p ro ach  t o  s e r v i ce  d e l i v e r y  an d  t h e r e  a r e  a t  l e as t  t w o  t yp es  o f  

ev o l u t i on a r y s t r a t eg i e s ,  t h e  t e chno lo g y - l ed  and  s e r v i ce - l ed  

ev o l u t i on s  (C o t t am and  Di ck s ,  2 00 7 : 42 ) .   

 

3 . 5 . 1 . 1  T echn ol og y - l ed  evo lu t i on  

T h e  s e r v i ce  p r ov i de r  d ec i d es  t o  r en ew a  p a r t i cu l a r  s ys t em  o r  a  s e t  

o f  s ys t em s .  Th i s  m i gh t  i nv o l ve  in c rea s ed  l ev e l s  o f  au t om at io n .  

Le gac y  an d  n ew s ys t ems  co mbi n e  in to  a  f u l l y  au to m at ed  p r o cess .  

T h i s  i s  a  t a c t i c a l  ap p ro ach  d r i v en  b y o p e r a t i on a l  ex p end i tu r e  

r eq u i r em en t s  t o  con s o l i da t e  an d  r enew  an  age i n g  i n f r as t ru c t u re  

( C o t t am  an d  Di cks ,  2 00 7 : 4 3 ) .  

 

3 . 5 . 1 . 2  S erv i ce - l ed  app roa ch  

In v es t m en t  i s  s t i mu l a t ed  b y  t h e  n eed s  o f  a  n ew  s e rv i ce  o r  a  s e t  o f  

n ew  s e r v i ces .  Legac y i n f r a s t r u c tu r e  co u l d  b e  u s ed ,  i n  

co mbi n a t i on  wi t h  n ew  s ys t em s ,  o r  a  n ew  ap pr o ach  m a y b e  t ak en  

( C o t t am  an d  D i ck s ,  20 07 : 4 3) .  A s  w i t h  th e  t e ch no lo g y- l ed  

ap p ro ach ,  t h i s  ap pr o ach  i s  a l s o  t a c t i c a l  w h i ch ,  i n t e r e s t i n g l y ,  i s  

f o l lo w ed  b y a  l o t  o f  o r gan i s a t io ns ,  i nc l ud i n g  Vo d acom  an d  M TN .  

A  m or e  s t r a t eg i c  ap p ro ach  w ou ld  be  t o  u s e  t h e  n ew  se r v i ce  to  

d r iv e  th e  ch an ge  an d  mo v e  a l l  t h e  o th e r  s e rv i ce s  an d  cu s t om er s  

f r om  th e  ex i s t i n g  l egac y  s ys t em s  t o  t he  n ew  a rch i t e c tu r e  a t  a  l a t e r  

s t age  ( Co t t am and  D i ck s ,  2 00 7 : 43 ) .  

 

3 . 6  C on c lus i on  

 

T h e  new  se r v i ces  en v i r onm ent  i s  so  w id e  an d  d iv e r se  t h a t  i t  

w o u l d  no t  b e  p r ac t i c a l  fo r  t h e  s e rv i ce  p ro d uc t  t o  p r ov id e  a l l  t h e  

s e r v i ces  a l on e ,  a s  i n  t h e  o ld  en v i ro nmen t .  Th e r e f o r e ,  t h ey  h av e  to  

f o rm  p ar tn e r s h i ps  w i t h  v end or s  an d  o th e r  s e rv i ce  p ro v i d er s ,  i n  

o r d e r  t o  o f f e r  a  p ro d uc t  t h a t  w ou ld  be  app ea l in g  to  t h e  en d  us e r .  

In  ad d i t i on  to  t h i s ,  a  p a r tn e r s h i p  co u l d  l ev er age  i t s  p a r t n e r ‟ s  

b r and  n am e .  Fo r  ex ampl e ,  a  u s e r  w ho  i s  u s ed  to  s ea r ch in g  t he  

i n t e rn e t  w i th  G oo g l e ,  wo u ld  b e  co n f id en t  us i n g  th e  s ame  f ami l i a r  

b r and  o n  th e  ph one ,  i f  av a i l ab l e .  The  o t h er  ch an ge  th e  s e rv i ce  

p r ov id e rs  wo u l d  h av e  t o  m ak e  i s  t o  em pl o y m u l t i - v en dor s ,  i n s t e ad  

o f  h av in g  o n e  v end o r ,  b ecau s e ,  a s  t h e  t e ch no lo g y ev o l v es  and  

l i b e r a l i s a t i on  con t i nu es ,  som e  o f  t he  v end o rs  t od a y co u l d  b e  

co mp et i t o r s  t o mo r ro w .  A l r ead y  a  p r o d u c t  l i k e  M i cr os o f t  MSN,  

w h ich  w as  an  in t e r n e t  ch a t  s ys t em ,  h a s  ad d ed  mo bi l e  ch a t  ( a l so  

k n ow n a s  mo b i l e  i n s t an t  m es sag i n g)  t o  t h e  p r od uc t .  One  can  a l so  

m ak e  a  v o i ce  o v e r  IP  ca l l  f r om  th e  s ame  p l a t f o rm .  N ow ad a ys ,  



 

 44 

V o ice  i s  a  com mo di t y an d  t h e  t r en d  i s  f o r  m os t  i n s t an t  mes s agi n g  

s e r v i ce  p r o v id e rs  t o  i n c lu d e  i t  i n  t he i r  p ack age .  

 

T h e  r es ea r ch  d es i gn  i s  t h e  n ex t  ch ap t e r  and  i t  co v er s  t h e  p i lo t  

s tu d y,  t h e  r e s ea rch  p op u l a t i on ,  t he  s amp le  f r amewo r k ,  t h e  

q u es t io nn a i r e ,  da t a  co l l e c t io n  an d  d a t a  an a l ys i s ,  an d  r e s ea r ch  

l imi t a t io ns .   I t  i nc l ud es  th e  e f f ec t s  o f  t e l e co m,  IT  an d  m ed ia  

co nv e r gen ce  on  th e  mo b i l e  i nd us t ry  v a l u e  ch a in  and  s e rv i ce  

c r ea t i on .   
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C H A PTER  FO UR 

R es ea rch  d es ign  

 

4 . 1  I n t rodu c t io n   

 

In  t h e  p r ev io us  ch ap t e r  evo lu t io n  o f  s e r v i ce s ,  t h e  r ea s on s  f o r  

m o re  p l a ye r s  en t e r i n g  th e  m ar k e t ,  t he  o ld  m ark e t  s t ru c t u re ,  t h e  

n ew  mar k e t  and  the  r o l e  o f  v en do rs  i n  t h e  n ew  m ark e t  s t ru c t u re  

w e r e  cov e r ed .  I t  co n c l ud es  wi th  t h e  ch a l l en ges  f aced  by  s e r v i ce  

p r ov id e rs  i n  t h e  co nv e r ged  env i r onm ent  and  s e rv i ce  d e l i v e r y  

t r an s fo rm at io n .  Th i s  ch ap t e r  i s  d iv ided  in t o  t h r ee  p a r t s :  t h e  f i r s t  

p a r t  de s c r ib e s  t h e  in  d ep t h  s econ d ar y r e s ea r ch  to  i d en t i f y t h e  

d ev e l opm ent  i n  t h e  m ob i l e  i nd us t r y ;  t h e  s eco nd  p a r t  de sc r ib e s  t he  

p i l o t  s tu d y,  t h e  p op u l a t io n ,  t h e  s am ple  f r am ewo rk ,  da t a  co l l e c t i on  

an d  an a l ys i s  an d  re s ea r ch  l imi t a t io ns ;  an d  t he  t h i r d  p a r t  co v e rs  

t h e  q u es t io ns .  Th es e  q u es t io ns  meas u re  ch ur n i n g ,  co mmon 

s e r v i ces  an d  th e i r  r an k in g ,  and  u s e r s ‟  p e r cep t io n s  o f  s e rv i ces .  

O p en- end ed  q u es t io ns  a r e  i nc lu d ed  t o  ex am in e  t he  l i k e s  an d  

d i s l i k e s  o f  t h e  r es po n den t s  wi t h  r ega rd  t o  t h e  s e rv i ce  p rov id e rs .  

 

4 . 2  D ev e l op men t  in  the  mo bi l e  indu s t ry  

 

T h e  con v e r gence  o f  t echn o l o g y an d  d e r egu l a t io ns  h a s  n o t  o n l y  

r e s u l t ed  i n  mo r e  co mp an i es  en t e r i n g  t h e  t e l e coms  m ar k e t ,  i t  h as ,  

a l so  c r ea t ed  a  n ew  in du s t r y,  d r i v en  b y co n s um er  d eman ds .  T h e  

n a tu r e  o f  so m e  o f  t h e  s e rv i ce s  t h a t  con su m er s  dem an d  i s  s u ch  th a t  

t e l e com  op e r a t o r s  ( f i x ed  o r  m ob i l e )  a l on e  cann o t  m ee t  t h em  bu t  

t h ey h av e  t o  w or k  w i t h  IT  an d  m ed i a  co mp an i es  i n  o rd e r  t o  m ee t  

t h em.  A n  in  d ep th  an a l ys i s  o f  cu r r en t  l i t e ra tu r e  h a s  b een  m ad e  i n  

t h e  p r ev io us  ch ap te r  co v er in g  a  b ro ad  sp ec t r um  o f  p ub l i c a t io ns  

b u t  sp ec i f i c a l l y ,  t h e  p u b l i c a t i on  o f  Co t t am  and  Di cks  (2 0 07 )  o n  

t h e  “Bes t  P r ac t i c es  i n  T e l ecom  S e rv i ce  D e l i v e r y”  p u b l i sh ed  an d  

o w n ed  b y A n a l ys ys  R es ea rch .  A n a l ys ys  C o nsu l t i n g  i s  a  l e ad in g  

i n t e rn a t io n a l  T e l eco ms  and  d i g i t a l  m ed i a  co ns u l t an cy  g r o u p ,  wi th  

o v e r  2 0  yea r s  ex t en s i v e  w o rk  o n  t e l eco m  p o l i c y,  r egu l a t io n  and  

f i nan ce .  

 

4 . 3  P i l o t  s tud y  

 

A n  un s t ru c t u r ed  p i l o t  s tu d y w as  co nd u c t ed  to  t e s t  t h e  a s s e r t i on  

t h a t  p eo p l e  f r om  th e  o ld e r  gen e r a t i on ,  ov e r  3 0  yea r s  o f  age ,  a r e  

n o t  e a r l y ad o p te r s  o f  t e ch n o lo g y a s  i s  f ou nd  wi t h  th e  yo u th .  T he  

s ame  q u es t io nn a i r e  t h a t  w as  g i v en  to  t h e  yo u n ge r  r e s p ond en t s ,  15  

t o  2 4  yea r  o l d s ,  was  a l so  g i v en  to  t h e  p i lo t  s t ud y r e s p o nd en t s .  

F i f t e en  r es p on den t s  w er e  i n t e rv i e w ed  and  a l l  t h e  i n t e r v i ew s  to ok  

p l ace  a t  t h e  r es pon d en t s ‟  ho us es .  Th e  o b j ec t  w as  to  t e s t  t h e i r  

k n ow led ge  o f  s e rv i ce s  an d  ho w th e y u s e  t hem.  
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4 . 3 . 1  P i l o t  s tud y  gu id e l in es  

 

T h e  p i l o t  s t ud y m o t iv a t ed  ex c l us io n  o f  t h e  o ld e r  gen e r a t i on  f r om 

t h e  r es ea r ch  po pu la t i on .  Th e  q ues t i on n a i r e  w as  a l s o  mo d i f i ed ,  t o  

b e s t  s u i t  t h e  t a r ge t ed  g r o up  f o r  t h i s  r es ea r ch .  I t  w as  fo un d ,  

d u r i n g  th e  p i l o t  s tu d y,  t h a t  t h e  o l d er  gen e r a t i on  to ok  a  l on ge r  

t im e  to  co mpl e t e  t h e  qu es t io nn a i r e  t h an  th e  yo u n ge r  gen e r a t io n .  

T h ey w e r e  u n aw are  o f  t h e  fe a tu r es  t h a t  t h e i r  ph on es  su p po r t ed  

an d  t he  s e rv i ce s  av a i l ab l e  f r om  s e rv i ce  p r ov i d e rs .  Mo s t  o f  t h em 

p r edom in an t l y u s e  v o i ce  an d  o ccas i ona l l y S MS  an d  s how e d  v e r y  

l i t t l e  u nd e rs t an d in g  o f  o th e r  s e r v i ces .  

 

T h e  r es u l t s  o f  t h e  p i l o t  co n f i rm ed  th a t  t he  yo u n ge r  gen e r a t io n ,  

w h o  a r e  a l s o  ea r l y ad op t e r s  o f  n ew  t ech no lo g y,  w o u l d  be t t e r  g i v e  

an  i nd i ca t io n  o f  fu tu r e  mo b i l e  m a rk e t  t r en ds .  

 

4 . 4  Po pu la t i on  

 

T h e  p op u l a t i on  con s i s t s  o f  t h e  yo u n g  ce l l - ph on e  us e r s  w i t h  ages  

r an g in g  f r o m  1 5  t o  2 4  yea r s .  T h i s  g r ou p  w as  cho s en  b ecau s e  t h ey  

a r e  kn o wn  t o  b e  ea r l y ad o p t e r s  o f  t ech no lo g y an d  w o u ld  g i v e  a  

b e t t e r  i n d i ca t i on  o f  w h i ch  s e rv i ce  o r  s e rv i ce s  a r e  l i k e ly  t o  m ak e  

i t  t o  t h e  m as s  ma r k e t .  S e rv i ce s  s uch  a s  S MS,  Faceb o ok  and  

d o wn lo ad s ,  o w e  the i r  su cce ss  t o  t h i s  s egm en t  o f  t he  pop u l a t io n .  

In  ad d i t i o n ,  t h e y a r e  mo r e  t e chn o l o gica l l y  l i t e r a t e  t h an  t h e  o l de r  

gen e r a t i ons  and  w i l l  t h e r e fo r e  f i nd  o t h er  w a ys  o f  u s i n g  t h e  

t e chn o lo g y t h an  anyo n e  e l se  (mo b i l eYo u t h ,  2 00 8 : 3 ) .   

 

4 . 4 . 1  Th e  s a mpl in g  f ramew o rk  

 

T h e  r es ea r ch  f o cus s ed  on  C l ayv i l l e ,  a n  a r ea  in  G au ten g ,  w i th  

ap p rox im at e l y f i v e  h un d red  h ou s es ,  a cco rd in g  to  t h e  re s id en t s ‟  

o r gan i s a t i on .  I f  o ne  a s sum es  th a t  e ach  ho us e  h as  o n  ave r age  1 .5  

t e enage r s ,  t h en  the  t a r ge t  po pu l a t i on  w ou l d  b e  ap p rox im at e l y  

7 5 0 .  T h i s  a r ea  was  ch os en  b ecaus e  i t  w as  acces s ib l e  t o  t he  

r e s ea r ch e r  and  th e re f o r e  e con omi ca l l y  v i ab l e .  

 

A n  i n t e r v i ew  wi th  th e  r e s i d en t s ‟  a s s o c i a t io n  ch a i r m an ,  

M akh ub e la ,  i n  20 08 ,  r evea l e d  th a t  t h e r e  a r e  83 4  ho use s  i n  t he  

a r ea  a t  p r e s en t .  H e  f u r t h e r  e s t i m ate d  th a t  e ach  ho use  h a s  on  

av e r age  f i v e  p eop le  l i v i n g  i n  i t .  T h i s  f i gu r e  w ou ld  i n c l ud e  p eo p l e  

w h o  a r e  r en t i n g .  T h e r e f o r e ,  t h e  t o t a l  po pu la t io n  wo u ld  b e  f i ve  

m ul t ip l i ed  b y t h e  n um b er  o f  ho us es ,  w h ich  i s  4  17 0  p eo p l e .  Th e  

p eop l e  o f  age s  1 5  to  2 4  co ns t i t u t e  2 0 .7  p e r cen t  o f  o u r  p op u l a t io n ,  

a cco rd in g  t o  t h e  2 0 01  cens us  r e su l t s .  So  t ha t  i f  o n e  a s s um es  

C l a yv i l l e ‟ s  p op u l a t i on  com po s i t i o n  t o  b e  t h e  s am e  as  t he  n a t i on a l  

f i gu r es ,  i t  cou ld  then  b e  a r gu ed  th a t  2 0 .7  p e r cen t  o f  4  1 7 0  ( to t a l  

p o pu l a t io n ) ,  w h i ch  i s  86 3 ,  i s  t h e  s tu d y p op u l a t i on .  
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4 . 4 . 2  S a mpl e   

 

T h e  un i t s  o f  an a l ys i s  con s i s t ed  o f  yo u n g  ce l l -p ho n e  u s e r s  l i v in g  

i n  C l ayv i l l e .  In i t i a l l y  t h e  i n t en t io n  was  to  ge t  t h e  s ampl e  o f  t h e  

en t i r e  m ob i l e  pho n e  po pu l a t io n  in  t he  a r ea .  Ho wev e r ,  t he  

p o pu l a t io n  was  r edu ced  t o  a  s ub po pu la t i on  o r  s t r a tum  o f  t h e  u s e r s  

o f  age s  r an g in g  be t w een  15  t o  2 4  yea r s .  T h i s  w as  do n e  a f t e r  

d i s cov e r i n g ,  du r in g  a  p i l o t  s t ud y,  t h a t  t h i s  g r ou p  us ed  n ew 

s e r v i ces  m o re  th an  an y o t h e r  g ro up  an d  w o u ld  t h e r e f o r e  g i v e  a  

go o d  in d i ca t i on  o f  w h i ch  s e rv i ces  wo u l d  b ecom e  m as s  m a r k e t  

p r od u c t s  (m ob i l eYo u t h ,  20 08 :3 ) .  In  t o t a l ,  4 5  r e sp on d en t s  w e re  

i n t e rv i ew ed  wi t h  64 %  o f  t h em be in g  m al e s  and  3 6%  f ema l es .  

 

4 . 5  D a t a  Co l l ec t ion  

 

T h e  r esp on d en t s  we r e  in t e r v i ew ed  a t  t h e  sh op p i n g  cen t r e  i n  t he  

t a r ge t  a r ea ,  a s  w e l l  a s  i n  t h e  s t r e e t s  and  i n  t he i r  hom es .  Each  

i n t e rv i ew  w as  p r ec ed ed  b y an  ex p l ana t i on  o f  t h e  p u rp os e  o f  t h e  

r e s ea r ch  t o  t h e  r es po nd en t ,  b e fo r e  a  q u es t io nn a i r e  w as  h an ded  

o u t .  R esp on d en t s  w e r e  t hen  a l lo w ed  t o  com pl e t e  i t ,  w h i l e  t h e  

f i e l d  w o rk e r  w as  w a i t i n g  an d  i f  c l a r i t y  w as  n eed ed  on  an y  

q u es t io n ,  i t  w as  ans w er ed  b y t h e  f i e ld  w o rk e r .      

 

In  ad d i t i on  t o  t h e  i nd iv i du a l  i n t e rv i ew s ,  o pp o r t un i t i e s  a r o s e ,  on  

t w o  o cca s i on s ,  whe r e  th e  s ub j ec t s  o f  an a l ys i s  w er e  f o un d  in  

g r o u ps  o f  f ew e r  t han  6  peop l e .  In  such  cas es  t h e  qu es t i on n a i r e  

w as  g i v en  to  t h e  g r o u p  and  w h a t  was  in t e r e s t i n g  ab ou t  t h ese  

p a r t i cu l a r  o ccu r r en ces  w as  th a t  m or e  i n fo rm at io n  w as  e l i c i t ed  

co mp a r ed  to  t h e  i n fo rm a t io n  o b t a i n ed  du r i n g  th e  i nd iv i du a l  

i n t e rv i ew s .  

 

4 . 5 . 1  D a t a  Ana ly s i s  

 

T h e  an a l ys i s  i n c lud ed  b o t h  d es c r i p t iv e  and  i n fe r en t i a l  an a l ys e s .  

F r eq u en c i e s ,  av e rages  and  p e rcen tages  w e r e  ca l cu la t ed  and  

r e l ev an t  g r ap hs  and  t ab l es  w e r e  us ed  t o  r ep r es en t  t h e  f i nd in gs .  T -

t e s t s  w e r e  us ed  t o  co m pa r e  m al e / f em al e  r e sp on s es  and  a l so  to  

i d en t i f y s i gn i f i c an t  ag r eem en t / d i s ag r eem en t  o f  t h e  r esp on d en t s  i n  

v a r i ou s  a r ea s  o f  t h e  s t ud y .  T h e  ch i - s qu a r e  t e s t  o f  i n dep end en ce  

w as  ap p l i ed  i n  o r d e r  t o  i n v es t i ga t e  r e l a t i o nsh ip s  b e tw een  

v a r i ab l es .  

 

 

4 . 6  L i mi t a t io ns  

 

T h e  re s ea r ch  w as  l imi t ed  to  c e l l ph on e  us e r s  o n l y an d  ex c l ud e d  

o th e r  co mmu ni ca t io n  d ev i ces  su ch  as  f i x ed  l i n e  p ho n es  and  t h e  

i n t e rn e t ,  wh i ch  a re  c ap ab l e  o f  o f f e r i ng  t h e  s am e  s e rv i ces  cov e r ed  

h e r e i n .  
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4 . 7  Qu es t ion s  (Q )  

4 . 7 . 1  Gend er  (Q1 )  

 

T h e  r es p on den t s  w e r e  yo u n g  ce l lph o ne  u s e r s ,  b o t h  m al e  an d  

f em al e .  Th e  gend e r  d iv i s i on  w as  in c l ud ed  to  see  wh e t h e r  t h e r e  a r e  

an y d i f f e r en ces  i n  h o w eac h  g r ou p  con su m es  th e s e  s e r v i ce s .   

 

4 . 7 . 2  Sw i t ch in g  o f  s erv ice  p rov id er  (Q 2  & 3 )  

 

Q u es t i on  2  a sks  w h e th e r  a  r es p on den t  h as  ch an ged  a  s e r v i ce  in  

t h e  l a s t  tw o  yea r s  o r  n o t  and  t hos e  w h o  ans w er ed  ye s  a r e  f u r th e r  

a s k ed  t o  g iv e  th e i r  r e as on s  f o r  ch u rn in g .  So m e o f  t h e  k nown 

cau s es  o f  d i s s a t i s fac t i on  amo n g  u s e r s  a r e  l i s t ed  i n  q ues t io n  3 .  

T h es e  in c lu de ,  am on gs t  o th e r s ,  ne t wo r k  qu a l i t y  an d  b i l l i n g  

R esp on den t s  e i t h e r  h ad  to  ch oo s e  f r om  th e  l i s t  o r  g iv e  t h e i r  own  

r ea s on  ( i f  no t  co v er ed  b y  t h e  l i s t ) .  Thes e  qu es t i on s  w er e  d e s i gn ed  

t o  i d en t i f y  t h os e  se r v i ce s  t h a t  a r e  c au s i n g  th e  m os t  u nh app in e ss  

am on g  u s e r s .  Q ues t io n  2  can  b e  i n t e rp r e t ed  as  m eas u r i ng  

cu s t om er  r e t en t io n  o r  l o ya l t y.  Fo r  a  cu s to mer  to  r em a in  mo r e  th an  

t w o  yea r s  w i t h  t h e  s am e  s e r v i ce  p ro v i d er  co u l d  e i t h e r  m ean  t ha t  

t h e  s e rv i ce  p r ov i de r  h a s  a  goo d  r e t en t io n  s t r a t eg y o r  t h a t  t h e  

cu s t om er  i s  s im pl y l o ya l .   

 

4 . 7 . 3  C o mmo n  s erv i ces  a nd  th e i r  rank ing  ( Q  4  &  5 )  

 

O n e  o f  t h e  o b j ec t i v es  o f  t h i s  r e sea r ch  i s  t o  i d en t i f y  s e r v i ce s  

w h ich  h av e  a  p o t en t i a l  t o  co mp en s a t e  f o r  t he  d ec l i n in g  vo i ce  and  

p r od u ce  new  g r owt h  f o r  t h e  se r v i ce  p ro v i d er s .  Q u es t io n  4  i s  

d e s i gn ed  t o  i d en t i fy  t h e  mo s t  p op u l a r  s e rv i ce s  wi th i n  th e  yo u th  

p o pu l a t io n  an d  qu es t io n  5  m easu r es  ho w  o f t en  t he s e  s e rv i ces  a r e  

co ns um ed  b y t h e  re s po nd en t s .  C ommo n  s e r v i ces  o f f e r ed  b y t h e  

s e r v i ce  p ro v i d er s  a r e :  v o i ce ,  S MS,  M MS  (P i c t u re  mes s ag in g) ,  

i n s t an t  m es s agi n g ,  em ai l ,  i n t e r n e t  an d  t r a ck in g .  

 

4 . 7 . 4  U s ers  p ercept ion  o f  s erv i ce  ( Q6 .1  –  6 . 1 2 )  

 

V a r io us  to p i cs  cove r ed  in  ch ap t e r s  1  an d  2  o f  t h i s  r es ea r ch ,  a r e  

co v e red  b y t h e  s t a t e m en t s  o f  q u es t ion  6 .  Th es e  a r e  d e t a i l ed  and  

ex amin ed  in  t h i s  qu es t i on .  

 

M N P  (Q 6 . 1 )  –  t h i s  q u es t io n  ex am in es  t h e  im po r t an ce  t o  t he  

r e s po nd en t  o f  r e t a in in g  a  m ob i l e  n umb er  wh en  s wi t ch i ng  s e r v i ce  

p r ov id e rs .  

 

F ea t ur e  fa t ig u e  (Q 6 .2 /3 / 7 ) –  ex ami nes  t he  v a lu e  o f  t h e  m ob i l e  

p h on e  f ea t u r es  t o  t h e  r es po nd en t s .  G en er a l l y  u s ab i l i t y  i s  

co mp ro mis ed  i f  a  dev i ce  h a s  man y f ea t u re s .   
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P r i ces  m ea sur em en t  (Q 6 . 4 / 5 /6 )  –  t he  p r i c es  i n  S ou th  Af r i c a  a r e  

b e l i ev ed  t o  b e  amo n g  th e  h i gh es t  i n  t h e  wo r l d .  I f  u s e r s  ag r ee  

s t ro n gl y w i th  th es e  s t a t em en t s ,  t h en  i t  wo u l d  con f i r m t ha t  t h e y  

a r e  no t  s a t i s f i ed  wi t h  th e  p r i c es  ch a r ged  b y t h e  s e rv i ce  p r o v i de r s .  

 

B i l l i n g  an d  P a ckag es  (Q 6 . 8 )  –  con fu s i n g  p ack ages  and  b i l l i n g  

i n fo rm at io n  a re  s om e  o f  t h e  i s su e s  t ha t  a r e  c au s i n g  h i gh  cu s t om er  

ch u rn i n g  r a t e s .   

 

Wi d e  h a nd s e t  cho ice s  t e s t  (Q  6 .9 )  –  a s ce r t a i ns  w h e t her  a  us e r  

p r e f e r s  a  w id e  cho i ce  o f  h an ds e t .  A  u s e r  wh o  p r e f e r s  a  w id e r  

r an ge  o f  p ho nes  t o  cho os e  f rom  i s  l i k e l y t o  chu r n  i f  t he  

o p pos i t i on  o f f e r s  ch o i ces .   

 

U s ab i l i t y  t e s t  (Q 6 .1 0 / 11 )  –  Fo r  t h e  re s po nd en t s ,  u s ab i l i t y  m i gh t  

n o t  be  a  b i g  i s s ue  s in ce  m os t  o f  t h em h av e  eno u gh  t im e  t o  p l a y  

an d  ex p e r i men t  w i th  new  gad ge t s .  

 

C us t o m er  Ca r e  (Q 6 . 1 2 )  –  P oo r  cu s to mer  s e rv i ce  ( s ee  Sec t io n  2 . 1 )  

i s  r es u l t i n g  in  n ega t iv e  p ub l i c i t y  f o r  t h e  o p e r a to r s  and  a  h i gh  

ch u rn  r a t e .  Th i s  ques t io n  ex ami nes  how  t h e  cus t om ers  f ee l  abo u t  

t h e  cu s t om er  ca re  r e ce i v ed  f r om  t he  s e r v i ce  p ro v id e rs .  A  n ew 

ch a l l en ge  b r ou gh t  ab ou t  b y t h e  n ew  se r v i ce s  i s  t h a t ,  u n l i k e  i n  t h e  

p a s t  wh en  t h e re  w er e  v e r y f ew  s e r v i ces  ava i l ab l e ,  n ow ada ys  t h e re  

a r e  h un d r eds ,  i f  no t  t ho us and s  o f  n ew  s e r v i ces  and  ca l l  agen t s  

n eed  t o  k no w  abo u t  t h em .  Th i s  m eans  t h a t ,  t o  k eep  p ace  w i t h  t he  

ch an ges ,  ca l l  cen t r e  agen t s  w ou l d  n eed  to  b e  o n  con t i nu ous  

t r a i n i n g .   

 

4 . 7 . 5  Op en  Qu es t ion s  (Q 7  &  8 )  

 

Q u es t i on  7  a nd  8  –  a l l o w  th e  r esp o n d en t  t he  op po r t un i t y t o  

co mm en t  o n  an yt h in g  r ega r d i n g  the  s e r v i ces  o f f e r ed  b y t h e  

s e r v i ce  p ro v id e r s .  T h ey a r e  q u a l i t a t i v e  q u es t io ns  in t en d ed  to  

en cou r age  th e  cus to mer  to  b r in g  m o re  an d  h op e f u l l y v i t a l  

i n fo rm at io n  to  l i gh t  w h i ch  t h e  p r eced in g  qu an t i t a t i v e  q ues t i on s  

co u l d  h av e  mis s ed .  

 

4 . 8  C on c lus i on  

 

In i t i a l l y  t h e  p l an  w as  t o  con du c t  t he  s u rv e y ac r o s s  t h e  en t i r e  

p o pu l a t io n  o f  c e l l ph o ne  u s e r s  i n  t h e  t a r ge t ed  a r ea .  H o wev e r ,  a f t e r  

t h e  f i n d in gs  o f  a  p i lo t  s t ud y o f  t h e  o ld e r  ( ab ov e  3 0  yea r s )  

gen e r a t i on ,  i t  w as  d e c id ed  to  con du c t  i t  o n l y am o n g  t h e  yo u n ge r  

gen e r a t i on  s i n ce  t he y  a r e  e a r l y  ad o p t e r s  o f  t echn o l o g y a n d  w ou l d  

h av e  a  b e t t e r  i dea  o f  wh i ch  s e rv i ce s  a r e  l i k e l y t o  r e ach  a  m ass  

m a rk e t .  

 

A l l  qu es t io ns  a r e  q u an t i t a t i v e  ex cep t  f o r  tw o  w hi ch  a s k  the  

t a r ge t ed  g r ou p  to  s t a t e  wh a t  t h ey l i k e  an d  d i s l i k e  th e  mo s t  ab ou t  
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t h e i r  s e rv i ce  p ro v id e r s .  Th e  f in d i n gs  o f  t h e  q u es t io ns  cov e r ed  in  

t h i s  ch ap te r  w e r e  an a l ys ed  s t a t i s t i c a l l y  an d  p r es en ted  us in g  

r e l ev an t  g r ap h i ca l  r ep r es en t a t i on s  in  o r d e r  t o  h i gh l i gh t  t h e  s a l i en t  

f e a tu r es ,  i n  ch ap t e r s  5  an d  7 .  
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C H A PTER  FI VE  

Fi e ld  w o rk    

 

5 . 1  I n t rodu c t io n  

 

In  t h e  p r ev i ou s  ch ap t e r ,  t h e  r e s ea r ch  and  q u es t io ns ,  t h a t  w e re  

d e s i gn ed  t o  q uan t i f y o r  m easu r e  f eed b ack  rece iv ed  f r o m t h e  

r e s po nd en t s ,  w e r e  co v e red .  In  t h i s  chap t e r ,  t h e  f i n d in gs  a r e  m ad e  

w i t h  t h e  a i d  o f  a  s t a t i s t i c a l  s o f tw ar e  p ack age  fo r  t he  s o c i a l  

s c i en ces ,  o n  t he  q ues t io ns  s e t  ou t  i n  t h e  r e sea r ch  d es i gn  ch ap t e r .  

T h es e  q u es t io ns  in c lu d e  th e  f o l l o win g  s ub j ec t s :  s wi t ch in g  and  

r ea s ons  fo r  s wi t ch i n g ,  f e a t u r es  s up po r t ed  b y p h on es ,  p r i c e  o f  

s e r v i ce s ,  e as e  o f  u s e  o f  s e rv i ce s ,  cu s t om er  ca re  s e rv i ce ,  o pen  

q u es t io ns  and  g r o up  in t e r v i ews .  Th e  o u t com es  o f  t h es e  f i nd i n gs  

a r e  p r e s en t ed  in  t ab l es  an d  ch a r t s .  

 

5 . 2  F i e ld  f ind in gs  

5 . 2 . 1  Gend er  

 

Q u es t ion  1  –  R equ i red  t h e  gend e r  o f  t h e  r es po nd en t s .  I t  w as  

f o un d  th a t  m al e s  we r e  dom in an t  ( 64 %) .  

 

T h e  r esp on s es  o f  t h e  tw o  g ro up s  a r e  co mp a r ed  i n  t he  sub s eq u en t  

q u es t io ns  an d  th e  d i f f e ren ces  com m ented  o n .  
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80%
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Gender 64% 36%

Male Female

  
 Figure 5-1 Gend er  

 

 

5 . 2 . 2  Sw i t ch in g  res pon se   

 

Q u es t ion  2  –  C hange  o f  s e rv i c e  p r ov id e r  i n  t h e  l a s t  2 4  mo nt hs .  
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O n l y a  f ew  ( 1 1 % )  o f  t h e  r es po nd en t s  d i d  ch an ge  th e i r  s e r v i ce  

p r ov id e rs  i n  t h e  l a s t  2 4  mo nt h s .  

 

T h i s  sw i t ch in g  r a t e  ( 1 1 % )  o f  t h e  t a r ge t  p op u l a t i on  i s  l e s s  t h an  t h e  

m ob i l e  i nd us t r y‟ s  r a t e  o f  a lm os t  a  qu a r t e r  ( 25 % )  o f  c e l l  p ho ne  

u s e r s .   

 

0%

20%

40%

60%

80%

100%

Switched service providers in 24 months

Churned

Churned 11% 89%

Yes No

 
 Figure 5-2 Sw i t ch ed  s erv i ce  pro v id ers  
 

5 . 2 . 3  R ea son s  f o r  chu rn i ng  

 

Q u es t ion  3  –  R eas on  fo r  ch ur n i n g .  

 

O f  t he  r e sp on d en t s  w ho  h ad  ch an ged  t he i r  s e rv i ce  p ro v i d er s ,  a  

l a r ge  n um b er  (4 0% )  sw i t ch e d  p ro v id e r s  b ecaus e  t he  co mp et i t o r  

o f f e r ed  b e t t e r  p hon es ,  t h a t  i s ,  d ev ice s  wi t h  m o re  f ea t u r e s .  A  

s imi l a r  n um b e r  (4 0% )  w e r e  un h ap p y w i t h  b i l l i n g  s t a t emen t s  and  

t h e  r e s t  gave  „ o th er  r e a so n s ‟ ,  fo r  ex am pl e  l os i n g  a  p ho ne ,  a s  t h e  

r e a s on  f o r  sw i t ch ing  ( F i gu r e  5 . 3 ) .  

 

0% 5% 10% 15% 20% 25% 30% 35% 40%

Incorrect billing

Phone features

Other

Reasons for churn

Other

Phone features

Incorrect billing

 
 Figure 5-3 R ea son s  f o r  chu rn  
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5 . 2 . 4  S erv i ce  ran k in g  –  in  i mp o rt an ce  (Q 4 . 1  t o  Q4 .7 )  

 

Q u es t ion  4  –  F r om  a  l i s t  o f  t h e  co mm on  s e rv i ce s  o f f e r ed  b y  

s e r v i ce  p r ov i d e rs ,  t h e  R es po nd en t s  a r e  a sk ed  t o  r ank  t h em  i n  

o r d e r  o f  t h e i r  im po r t an ce ,  wi t h  r ank i n g  o r d er  on e  ( 1 )  b e in g  th e  

m os t  imp o r t an t  s e rv i ce  and  sev en  (7 )  t h e  l e as t  i mp or t an t  s e rv i ce .  

T h e  sev en  s e rv i ce s ,  t o ge t h e r  w i t h  t h e  r es u l t i n g  im po r t an ce  

r an k in gs ,  a r e  sh o wn  i n  T ab le  5 .1 .  

  

      Table 5-1 Services and ultimate ranking of importance 
 

S e r v i c e  

U l t i m a t e  R a n k  

O r d e r  i n  

I m p o r t a n c e  

4 . 1  V o i c e  a n d  S M S  1  

4 . 2  P i c t u r e  m e s s a g i n g  4  

4 . 3  I n s t a n t  m e s s a g i n g  ( e . g .  M x i t )  2  

4 . 4  D o w n l o a d  ( e . g .  r i n g - t o n e s  a n d  m u s i c )  3  

4 . 5  A c c e s s i n g  I n t e r n e t  f r o m  a  c e l l - p h o n e  5  

4 . 6  A c c e s s i n g  e m a i l  f r o m  a  p h o n e  6  

4 . 7  T r a c k i n g  s e r v i c e s  ( c h i l d  t r a c k i n g )  7  

  

Fo r  each  s e rv i ce  t he  av e rage  r ank  w as  ca l cu l a t ed .  Th es e  av e r ages  

w e r e  t h en  o r d er ed  f r om  sm al l e s t  t o  b igges t ,  i nd i ca t in g  the  s e rv i ce  

t h a t  w as  mo s t  p r e fe r r ed  to  t h e  s e rv i ce  l e as t  p r e f e r r ed .  T he  r e su l t s  

o f  t h e s e  av e r ages  b y gen d e r  a r e  s how n  b e l ow ,  un d e r  t h e  r e l ev an t  

q u es t io n ,  wi t h  t h e  to t a l s  p r e sen t ed  i n  t ab l es .   

 

5 . 2 . 4 . 1  V o ice  an d  S MS  ( Q4 . 1 )   

T h e  f i nd i n gs  i nd i ca t e  t h a t  Vo ice  and  S MS  ar e  t h e  m os t  p r e f e r red  

s e r v i ce  fo r  b o t h  m al e s  an d  f em a l es  and  i s  r a t e d  1 .   

 

Table 5-2 V o ice  S MS rank ing  

S e r v i c e  

 

M a l e  

a v e r a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

A v e r a g e  

R a n k i n g  

Voice and SMS 1 . 9 7  1  2 . 1 9  1  2 . 0 4  1  

 

5 . 2 . 4 . 2  MMS ( P i c tu re  mess ag ing )  ( Q4 .2 )  

 

Wit h  an  av e r age  o f  4 .1 3 ,  t h i s  i s  r an k ed  4
t h

 b y a l l  t h e  r esp o nd en t s .  

M a le  r e sp on d en t s ,  w i t h  an  av er age  r an k in g  o f  4 . 07 ,  r an k  t h i s  

s e r v i ce  3
r d

 wh i l e  f em al e  re sp on d en t s ,  wi th  an  av e r age  o f  3 .7 5 ,  

r an k  i t  4
t h

.   

 

Table 5-3 MMS (Picture messaging) 

S e r v i c e  

 

M a l e  

a v e r a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

A v e r a g e  

R a n k i n g  

MMS 4 . 0 7  3  3 . 7 5  4  4 . 1 3  4  

 

5 . 2 . 4 . 3  I ns tan t  mess ag e  (Q 4 . 3 )  

In s t an t  mess ag in g  i s  t h e  secon d  r ank ed  s e r v i ce  f o r  b o t h  m al e s  and  

f em al es .  Th e  av e r ages  f o r  m al e  and  fem al e  r es po nd en t s  an d  fo r  

t h e  t o t a l  s ampl e  a re  v e r y s i mi l a r .   
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Table 5-4 Instant messaging 

S e r v i c e  

 

M a l e  

a v e r a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

A v e r a g e  

R a n k i n g  

Instant Message 3 . 2 1  2  3 . 1 9  2  3 . 2 0  2  

 

5 . 2 . 4 . 4  D ow nl oad s  ( Q4 .4 )  

 

D o wn lo ad  i s  t h i rd  i n  r ank ed  o rd e r  w h en  t ak en  ov e r  t h e  wh o l e  

s ampl e ;  ho w ev e r ,  m a l e  r es po nd en t s  r an k ed  i t  4
t h

,  w i th  an  ave r age  

o f  4 . 41 ,  a f t e r  p i c tu r e  mess ag in g  w h ich  i s  r an k ed  th i r d .  Fem ale  

r e s po nd en t s  r an k ed  D ow nl o ads  3
r d

 w i t h  an  av e r age  o f  3 . 63 .  

D o wn lo ads  in c l ud es  p e r s on a l i s a t io n  se r v i ce s  su ch  a s  r i n g  t o n es ,  

w a l l p ap e rs  an d  gam es .  

 

Table 5-5 D ow nl oad s  

S e r v i c e  

 

M a l e  

a v e r a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

A v e r a g e  

R a n k i n g  

Downloads 4 . 4 1  4  3 . 6 3  3  3 . 9 6  3  

 

5 . 2 . 4 . 5  A ccess ing  in t ern et  ( Q4 .5 )  

 

Fo r  a l l  r e sp on d en t s  t ak en  to ge th e r ,  t h e  av er age  i s  4 . 73  f o r  

a cce ss in g  th e  in t e r n e t  f rom  ce l l  p ho n es ,  m ak i n g  i t  t h e  f i r t h  

r an k ed  s e r v i ce  ov er a l l ;  an  av e rage  o f  5 . 0  r an ks  i t  7
t h

 f o r  m ale  

r e s po nd en t s  an d  t he  f em al e  av e r age  i s  4 .2 5 ,  w h i ch  m akes  i t  f i f t h  

i n  r an k  f o r  t h e  f ema l e  r e sp on d en t s .   

 

Table 5-6 A ccess ing  In t ern e t  

S e r v i c e  

 

M a l e  

a v e r a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

A v e r a g e  

R a n k i n g  

Accessing 

Internet 5 . 0 0  

 

7  

 

4 . 2 5  

 

5  4 . 7 3  

 

5  

 

5 . 2 . 4 . 6  A ccess ing  emai l  (Q 4 . 6 )  

 

T h e  av e r age  fo r  a l l  t h e  r e sp on den t s  f o r  a cce ss i n g  em a i l s  f r om  ce l l  

p h on es  i s  4 .6 7  g iv in g  i t  a  6
t h

 p l a ce  r an k i n g .  Th e  m al e  and  f em ale  

r e s po nd en t s ‟  av erages  a r e  4 .5 5  and  4 .8 8  r es p ec t i v e l y,  w i th  

co r r es po nd in g  r an k i n gs  o f  5  an d  6 .  

 

Table 5-7 A ccess ing  emai l  

S e r v i c e  

 

M a l e  

a v e r a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

A v e r a g e  

R a n k i n g  

Accessing 

email 4 . 5 5  

 

5  

 

4 . 8 8  

 

6  4 . 6 7  

 

6  
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5 . 2 . 4 . 7  T rack in g  

 

T r ack in g  h a s  an  ave r age  f o r  a l l  t h e  r es po nd en t s  o f  5 .2 4 ;  t h e  m a le  

an d  f em al e  r es pon d en t s  sp l i t  av e rages  a r e  4 .9 7  an d  5 . 75  

r e s p ec t iv e l y.  W h i l s t  a l l  t h e  r e sp on d en t s  t ak en  a s  a  w ho l e  an d  th e  

f em al e  r e sp on d en t s  r ank  t h i s  s e rv i ce  l a s t ,  t h e  m a le  r es po n den t s  

r an k  i t  s econ d  l as t  b e f o re  t h e  se r v i ce  „A ccess in g  i n t e rn e t ‟ .  

 

Table 5-8 T rack in g  

S e r v i c e  

 

M a l e  

a v e r a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

A v e r a g e  

R a n k i n g  

Tracking 4 . 9 7  6  5 . 7 5  7  5 . 2 4  7  

 

5.2.5 Consolidated Ranking  

T h e  r es po nd en t s ‟  ma l e  and  f ema l e  s p l i t ,  t h e  t o t a l  s am pl e  av e r ages  

an d  rank in g s  a r e  co ns o l i d a t ed .  P i c tu r e  m ess ag in g  ( Q4 . 2 )  w as  

r an k ed  as  f ou r t h  an d  com es  a f t e r  D o wn lo ads  ( Q 4 . 4 )  w h i ch  i s  

r an k ed  th i r d .  T h e  s p l i t  r an k i n g  f o r  m al e  an d  f em al e  re s po nd en t s  

ag r ee  f o r  t h e  f i r s t  t wo  r ank in gs ,  V o i ce  an d  S MS  ( Q4 . 1 )  and  

In s t an t  M es s ag in g  ( Q 4 .3 ) ,  bu t  d i f f e r s  f o r  a l l  t he  o t h er  s e r v i ces .  

T h e  f em al e  r e sp ond en t s  r an k  Do wn load in g  ( Q 4 .4 )  an d  A ccess in g  

i n t e rn e t  ( Q 4 . 5 )  m or e  im po r t an t  t h an  th e i r  m al e  cou n t e rpa r t s  w ho  

i n  t u rn  r an k  Tr ack i n g  s e rv i ce s  ( Q4 .7 )  an d  A cces s i n g  em ai l  f ro m 

ce l l  p ho n es  h i gh e r  t h a n  d o  t h e  f em a le  r e s po nd en t s .  ( F i gu re  5 . 9 ) .  

 

     Table 5-9 C on so l ida t ed  rank in g  o f  i mp o r tan ce  
 S e r v i c e  M a l e  

a v e r a g e  

M a l e s  

r a n k i n g  

F e m a l e  

a v e r a g e  

F e m a l e  

r a n k i n g  

G r o u p  

a v e r a g e  

G r o u p  

r a n k i n g  

Q 4 . 1  Voice and 

SMS 1 . 9 7  

 

1  

 

2 . 1 9  

 

1  

 

2 . 0 4  

 

1  

Q4. 3 Instant 

messaging 

(e.g. Mxit) 3 . 2 1  

 

 

2  

 

 

3 . 1 9  

 

 

2  

 

 

3 . 2 0  

 

 

2  

Q 4 . 4  Download 

(e.g. ring 

tones and 

music) 

4 . 4 1  

 

4  

 

3 . 6 3  

 

3  

 

 

3 . 9 6  

 

3  

Q 4 . 2  Picture 

messaging 

 

4 . 0 7  

 

3  

 

3 . 7 5  

 

4  

 

4 . 1 3  

 

4  

Q 4 . 5  Accessing 

internet from a 

cell phone 

 

5 . 0 0  

 

 

7  

 

 

4 . 2 5  

 

 

5  

 

 

4 . 7 3  

 

5  

Q4.6 Accessing 

email from a 

cell phone 

4 . 5 5  5  4 . 8 8  6  

 

4 . 6 7  

 

6  

Q 4 . 7  
Tracking 

services 

 

4 . 9 7  

 

 

6  

 

 

5 . 7 5  

 

 

7  

 

5 . 2 4  

 

7  

 

In  o r d e r  t o  b r in g  th e  d i f f e r en ce  in  r an k i n g  i n t o  p e r s p ec t iv e  t he  

r e s po nd en t s ‟  r ank in g  o f  i mp o r t an ce  o f  t h e  s e rv i ce s  a r e  co mp a r ed  

g r ap h i ca l l y  i n  a  b a r  ch a r t  wi th  a  su ppo r t in g  t ab l e  o f  t h e  r e l ev an t  

p e r cen t ages .  ( T ab le  5 -4 ) .   



 

 56 

 

0%

10%

20%

30%

40%

50%

60%

70%

Voice & SMS

MMS Picture

Instant Message (e.g. Mxit)

Downloads

Access Internet

Email

Tracking

Voice & SMS 60% 9% 4% 11% 7% 4% 4%

MMS Picture 4% 11% 13% 22% 11% 24% 9%

Instant Message

(e.g. Mxit)

24% 56% 9% 0% 4% 2% 9%

Downloads 2% 7% 36% 24% 11% 13% 11%

Access Internet 0% 13% 18% 18% 31% 7% 7%

Email 4% 2% 16% 18% 18% 22% 22%

Tracking 4% 2% 4% 7% 18% 27% 38%

First - 

Rank 

Order

Secon

d - 

Rank 

Third - 

Rank 

Order

Fourth 

- 

Rank 

Fifth - 

Rank 

Order

Sixth - 

Rank 

Order

Seven

th - 

Rank 

Ranking Order

 
 Figure 5-4 Actual ranking of importance 

 

5 . 2 . 5  S erv i ce  U s ag e  

 

Q u es t ion  5  –  F r eq uen c y o f  us age  o f  s e r v i ce s .  

 

5 . 2 . 5 . 1  N o rma l  Vo i ce  ca l l   

 

N o rm al  Vo i ce  C a l l  h as  t h e  h i gh es t  u s age  f o r  t h e  w ho le  s am pl e  

an d  f o r  t h e  m al e  r e s po nd en t s .  H ow ev e r ,  i t  i s  r anked  s eco nd  

b eh i nd  SMS  fo r  t h e  f em a l e  r es po nd en t s .  

 

 Table 5-10 V o ice  

S e r v i c e  

 

M a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

Voice call 1.10 1 1.50 2 1.24 1 

 

5 . 2 . 5 . 2  S MS  

 

S MS  c lo s e l y f o l lo w s  v o i ce  in  f r eq u en c y o f  u s e  by  a l l  t h e  

r e s po nd en t s .  Fem al e  r e sp on d en t s  use  i t  m o r e  t h an  th e  m al e  

r e s po nd en t s ,  wi t h  c a l cu l a t ed  us age  av e r ages  o f  1 . 3 1 . and  1 . 38  

r e s p ec t iv e l y.  In  ad d i t i on  f ema l e  re spo n den t s  r an k  i t  1
s t

,  w h i ch  i s  

h i gh er  t h an  th e  m ale  r e sp on den t s ‟  2
n d  

p l ace  r an k in g .  
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Table 5-11 S MS  

S e r v i c e  

 

M a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

SMS 1.38 2 1.31 1 1.36 2 

 

5 . 2 . 5 . 3  I ns tan t  mess ag ing  

 

In s t an t  m ess ag i n g  i s  r an k ed  3
r d

 b y a l l  g r ou p in gs  o f  t h e  

r e s po nd en t s .  Ho w ev e r  m al e  r es po nd en t s  us e  i t  mo r e  o f t en  t h an  

f em al e  r e sp on den t s ,  wi th  c a l cu l a t ed  av e r age  u s age  o f  1 . 55  an d  

2 . 50  r e sp ec t i v e l y.  

 

 Table 5-12 I ns tan t  mess ag ing  

S e r v i c e  

 

M a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

A v e r a g e  

U s a g e  

R a n k i n g  

 

Instant message 1.55 3 2.50 3 1.89 3 

 

5 . 2 . 5 . 4  D ow nl oad s  

 

Wi t h  an  o v e ra l l  u sage  o f  3 . 04  b y  a l l  t h e  r es po nd en t s ,  do w nl oads  

a r e  t h e  4
t h

 m os t  u s ed  s e r v i ce .  T h e  ma l e  and  f em al e  r e sp o nd en t s  

r an k  i t  f i v e  (5 )  an d  f ou r  ( 4 )  r es p ec t i v e ,  im pl yi n g  t ha t  f em ale  

r e s po nd en t s  r ank  do w nl oads  h i gh e r  i n  t e r ms  o f  us age .  Ho w ev er ,  

m al e  and  f em a l e  re s po n d en t s ‟  av er age  u s age  i s  n ea r l y t h e  s am e,  

w i t h  c a l cu l a t ed  aver ages  o f  3 .0 0  and  3 . 1 3  r es p ec t iv e l y.   

 

Table 5-13 D ow nl oad s  

S e r v i c e  

 

M a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

Downloads 3.00 5 3.13 4 3.04 4 

 

 

5 . 2 . 5 . 5  A ccess ing  in t ern et  

 

T h i s  s e rv i ce  r an ks  f i f t h  ( 5
t h

)  o v e r a l l  fo r  s e r v i ce  us age ,  fo u r t h  f o r  

m al e s  an d  s ix th  f o r  f em al es .  A t  2 . 72 ,  m al e  r e sp on d en t s  u s e  th e  

m ob i l e  t o  a cces s  t h e  in t e r ne t  m or e  o f t en  th an  t he  f em ale  

r e s po nd en t s  w ho se  av e r age  u s age  i s  3 . 81 .  Ho w ev e r ,  f em ale  

r e s po nd en t s  r an k  th i s  s e r v i ce  h i gh e r  i n  t e rms  o f  s e r v i ce  u sage  

t h an  m a le  r es po nden t s ,  w i th  r an k i n g s  o f  f ou r  (4 )  an d  f i ve  ( 5 )  

r e s p ec t iv e l y.  

 

Table 5-14 A ccess ing  I n t ern e t  

S e r v i c e  

 

M a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

Access Internet 2.72 4 3.81 6 3.11 5 
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5 . 2 . 5 . 6  A ccess ing  emai l  

 

T h e  av e r age  u s age  f o r  t h e  s am pl e  t ak en  a s  a  wh o l e  i s  3 . 93 ,  and  

t h e  m al e  an d  fem al e  r e sp on den t s ‟  u sage  av e r ages  a r e  4 . 07  and  

3 . 69  r e sp ec t i v e l y .  A ccess in g  em ai l  i s  s ix th  i n  t h e  us age  r an k i n g  

o r d e r  b o t h  o v er a l l  an d  fo r  m al es .  How ev e r ,  f ema l es  r ank  i t  f i f t h  

am on gs t  s e r v i ces  i n  t e rm s  o f  us age .  
 

 

Table 5-15 A ccess ing  emai l  

S e r v i c e  

 

M a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

Access email 4.07 6 3.69 5 3.93 6 

 

5 . 2 . 5 . 7  T rack in g  

 

T h e  l e a s t  u s ed  s e rv i ce  i s  t h e  t r a ck in g  s e r v i ce ,  r ank ed  l as t  b y b o t h  

g r o u ps .  In  ad d i t i on ,  t he  av e r age  us age  s co r e  i s  l ow  f o r  bo th  m al e  

a n d  f em a le  r es po nden t s ,  a t  4 .2 4  and  4 . 1 3 ,  r es p ec t iv e l y.  

 

Table 5-16 T rack in g  

S e r v i c e  

 

M a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

F e m a l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

T o t a l  

s a m p l e  

a v e r a g e  

U s a g e  

R a n k i n g  

 

Tracking 4.24 7 4.13 7 4.20 7 

 

5 . 2 . 6  C on so l ida t ed  S erv i ce  U sa g e  

 

T h e  av e r age  us age  f o r  e ach  s e r v i ce  i s  c a l cu l a t ed  and  t h en  t he  

u s age  s co re s  o f  t he  d i f f e r en t  s e r v i ces  w e re  comp a r ed  to  f i nd  t h e  

u s age  r ank i n g .   The  u s age  r ank i n g  (m os t  o f t en  t o  l e as t  o f t en )  i s  

g i v en  fo r  a l l  t h e  re s po nd en t s  a s  w e l l  a s  f o r  m a l es  and  f em al e s  

s ep a ra t e l y.  A  ca l cu l a t ed  av e r age  o f  b e tw een  on e  and  tw o  m eans  

t h a t  t h e  s e rv i ce  i s  u s ed  d a i l y  t o  w eek l y,  w h i l e ,  a t  t h e  o t h er  

ex t r em e ,  an  av e r age  o f  b e t w een  f ou r  an d  f iv e  m eans  yea r l y t o  n o  

u s age .  ( Tab l e  5 .1 7 )  

  

Table 5-17 C on so l ida t ed  us age   
S e r v i c e  M a l e  

 A v e  

M a l e  

r a n k i n g  

F e m a l e   

a v e  

F e m a l e  

r a n k i n g  

G r o u p   

A v e  

G r o u p  

 R a n k i n g  

V o i c e  c a l l  1.10 1 1.50 2  1.24 1 

S M S  1.38 2  1.31 1  1.36 2 

I n s t a n t  

M e s s a g e  
1.55 3 1.55 3 1.89 3 

D o w n l o a d s  3.00 5 3.13 4 3.04 4 

A c c e s s i n g  

i n t e r n e t  
2.72 4 3.81 6 3.11 5 

A c c e s s i n g  

e m a i l  
3.81 6 4.07 6 3.93 6 

T r a c k i n g  4.24 7  4.13 7  4.20 7 
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I n f e r en t ia l  an a l y s i s  f i n d i ngs  –  A  t e s t  w as  ca r r i ed  ou t  on  each  o f  

t h e  s e rv i ce s ,  t o  a s ce r t a i n  wh e t h er  an y u s age  ca t ego r y w as  

s e l ec t ed  mo r e  o f t en  t h an  th e  o th e r s .  T h e  r e s u l t s  f o r  t h e  w h o le  

s ampl e  (m al e  and  f ema l e  r es po nd en t  t o ge t h er ) ,  sh ow th a t  t h e  

ca t ego r y t h a t  was  s e l ec t ed  s i gn i f i c an t l y m o r e  o f t en  fo r  e ach  o f  

v o i ce ,  SMS  and  ins t an t  m es sag i n g  i s  „ d a i l y‟ ,  w h i ch  m ak es  t h es e  

t h e  m os t  f r eq u en t l y u s ed  s e rv i ce s  b y r e s p o nd en t s .  T h i s  i s  

f o l lo w ed  b y acce s s i n g  t h e  in t e rn e t ,  wh e r e  „w eek l y‟  w as  s e l ec t ed  

s i gn i f i c an t l y  m o r e  o f t en ,  an d  t h en  d o wn lo ad s  wi t h  „m on th l y‟  

b e in g  t h e  us age  ca t ego r y  t h a t  w as  s e l ec t ed  m o r e  o f t en .  F i n a l l y ,  

t h e  l e as t  u s ed  s e rv i ce s  a r e  a cce ss i n g  em ai l  an d  t r ack i n g  fo r  w h i ch  

„ n ev er ‟  w as  t h e  usage  f r eq u en cy s e l ec t ed  b y a  s i gn i f i c an t  n umb er  

o f  r esp on d en t s .  

 

A n  an a l ys e s  w as  a l so  ca r r i ed  o u t  on  t h i s  q u es t io n  t o  a s ce r t a i n  

w h e t h e r  t h e  ave r age  u s age  „ t im e ‟  fo r  ma l es  w as  eq ua l  t o  t he  

av e r age  us age  „ t i me ‟  f o r  f em al e s  f o r  t h e  d i f f e r en t  s e rv i ce s .  I t  w as  

f o un d  th a t  t h e  on l y  s e rv i ce  w he r e  t h e  u s age  b y m a l e s  and  f em al es  

w as  s i gn i f i c an t l y d i f f e r en t  w as  „ A cces s i n g  t h e  In t e r n e t ‟ ,  wh e r e  

m al e s  us ed  t h e  s e r v i ce  s i gn i f i can t l y m o r e  o f t en  t h a t  d i d  fem al e s .   

 

A c tu a l  Usa g e  –  Figu r e  5 . 5  s ho ws  t h e  ac tu a l  s e r v i ce  u s age  b y t h e  

en t i r e  s amp le  p op u l a t io n .  
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  Figure 5-5 S erv i ce  Us ag e  
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5 . 3  U s ers ’  v i ew s  o f  s erv i ce  (Q 6)  

 

U s e rs ‟  v i ews  con s i s t  o f  a  n um ber  o f  s t a t em en t s  f o r  w h ich  t he  

r e s po nd en t s  a re  r eq u i r ed  t o  i nd ica t e  t h e  ex t en t  o f  t h e i r  

ag r eem en t .  T he  q u es t io ns  a r e  g ro u ped  i n to  th e  f o l lo wi n g  

ca t ego r i es :  K eep  n um b er  ( Q 6 . 1 ) ;  Fea t u r e s  s up po r t ed  ( Q 6 .2 ) ,  

( Q 6 .7 )  and  (Q 6 . 9 ) ;  P r i c i n g  (Q 6 . 3 ) ,  ( Q 6 .4 ) ,  (Q 6 . 5 )  and  ( Q6 .6 ) ;  

E as e  o f  us e  ( Q6 .1 0)  and  (Q 6 . 11 ) ;  an d  cu s t om er  ca r e  ( Q6 .1 2 ) .  

 

5 . 3 . 1  Keep  nu mb er  ( MNP)  

 

Sw i t ch in g  ( Q6 .1 )  –  T h i s  qu es t i on  m easu r e s  t he  r e s po nd en t s ‟  

p r e f e r en ce  f o r  o w ne r s h ip  o f  a  c e l l  n um b er .  

 

Feed b ack  i s  a s  f o l l o w s :  M os t  r e sp ond en t s  ( 82 % )  s t r on g l y ag r ee ,  

w i t h  o n l y a  f ew  ( 18 % )  d i s ag r ee i n g ,  t h us   im pl yi n g  t ha t  o w ni n g  a  

n um b er  i s  v e r y i m p o r t an t  t o  t h e  m aj o r i t y  o f  r e s p on d en t s .  ( F i gu re  

5 - 6 ) .  
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 Figure 5-6 Keep number 
 

5 . 3 . 2  Fea t u res  supp o r ted  

 

Sim pl e  d ev i ce  ( Q 6 .2 )  –  T h i s  q u es t io n  m easu r e s  t h e  r es po n den t s ‟  

p r e f e r en ce  fo r  a  s im pl e  ce l l  ph on e  t h a t  do es  n o t  h av e  m an y 

f ea tu r es  o r  fu n c t i on s ,  b u t  i s  ch eap .  

 

Feed b ack  i s  a s  f o l l o w s :  On e  f i f t h  o f  t h e  r es po nd en t s  

ag r ee / s t ro n g l y ag r ee  ( 20 % )  and  a lm os t  tw o  th i rds  (6 2 % )  

d i s ag r ee / s t ro n g l y d i s ag r ee  wh i l e  t h e  r e s t  (1 8 % )  a r e  un d ec i ded .  

Wi t h  t he  l a r ge  n umb er  (6 2 %)  d i sag r ee i n g ,  i t  co u l d  b e  a rgu ed  tha t  

a  s im pl e  d ev i ce  i s  u n po pu l a r .  ( F i gu r e  5 - 7 ) .  
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 Figure 5-7 S i mp l e  d ev i ce  
 

S er v i ce  ran g e  ( Q 6 .7 )  –  Wh et h er  t h e  ch o i ce  o f  a  s e r v i ce  p r ov id e r  

i s  b as ed  o n  th e  r an ge  o f  s e r v i ces  i t  o f f e r s ,  i s  measu r ed  b y t h i s  

q u es t io n .  

 

Feed b ack  t o  t h i s  s t a t em en t  i s :  Mo r e  th an  h a l f  o f  t h e  r e sp o nd en t s  

( 5 5 %)  ag r ee / s t ro n gl y a g r ee ,  w i th  o n l y  a  s m a l l  n umb e r  ( 9% )  n o t  i n  

ag r eem en t  l e av i n g  a  l a r ge  nu mb er  ( 36% )  un d ec id ed .  ( F i gu r e  5 - 8 )  
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 Figure 5-8 S erv i ce  ran g e  
 

H and s e t  ran g e  (Q 6 . 9 )  –  Ch o i ce  o f  a  s e r v i ce  p ro v i de r  i s  b a s ed  on  

t h e  wi d e  va r i e t y  o f  h an ds e t s .  

 

Feed b ack  to  t h i s  s t a t em en t  i s  a s  f o l lo w s :  M o r e  th an  h a l f  (5 1 % )  

ag r ee / s t ro n g l y ag r ee ,  wi t h  on l y a  q u ar t e r  ( 2 5 %)  o f  t he  

r e s po nd en t s  i n  d i s ag r eem en t  and  th e  r e s t  (2 4 %)  rem ai n i n g  

n eu t r a l .  ( F i gu r e  5 -9 )  
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 Figure 5-9 W id er  h ands e t  rang e  
 

5 . 3 . 3  Pr i c in g  

 

Ch eap er  r a t es  ( Q 6 . 3 )  –  T h i s  m eas u re s  r e sp on d en t s ‟  p re f e r en ces  

f o r  a  dev i ce  w h i ch  h a s  mo r e  ch ea p  f ea t u re s .   

 

Feed b ack  t o  t h i s  qu es t i on  i s  a s  fo l low s :  Ov e r  h a l f  ( 58% )  o f  t h e  

r e s po nd en t s  ag r ee / s t ro n gl y a g r ee ,  w i th  on l y  a  f ew  ( 1 8 % )  in  

d i s ag r eem en t  l e av in g  a l mos t  a  q u ar t e r  ( 2 4% )  un d ec id ed .  ( F i gu re  

5 - 10 )  
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 Figure 5-10 C h eap e r  ra t es  
 

D is coun t s  (Q 6 . 4 )  –  R es po nd en t s ‟  p r e fe r en ce  fo r  r egu l a r  d i s cou n t s  

o r  p r omo t io ns  i s  meas u red  b y t h i s  s t a t em en t .  

 

R esp ons e  i s  a s  f o l lo w s :  A  l a r ge  num ber  o f  t h e  r e sp on d en t s  ( 75 % )  

agr ee / s t ro n g l y ag r ee ,  wi th  o n l y a  s m al l  n umb e r  i n  d i s ag r eem en t  

( 1 4 %)  l e av in g  t h e  r e s t  ( 11 % )  un d ec i d ed ,  an d  th us  i t  c an  be  

co n c l ud ed  th a t  a  d i s cou n t  i s  i mp or t an t  t o  t h e  re sp on d en t s .  ( F i gu re  

5 - 11 )  
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 Figure 5-11 D i s coun ts  
 

Ch eap er  r a t e s  u sag e  ( Q 6 . 5 )  –  I  u s e  m y p h o n e  mo s t l y d u r in g  o f f  

p eak  t im es  (w h en  ca l l  r a t es  a r e  l e s s ) .  

 

Feed b ack  i s  a s  f o l lo w:  M os t  o f  t h e  r e sp on d en t s  (6 5 %)  

ag r ee / s t ro n g l y ag r e e ,  wh i l e  a  f ew  (1 8% )  d i s ag r ee  to  som e  ex t en t  

an d  t h e  r ema in d er  ( 1 8 %)  a r e  un dec ided .  P r i c i n g  w as  r a i s ed  q u i t e  

o f t en  wh en  r e sp ond en t s  w e r e  as k ed  to  s ay w h a t  t he y d i s l i k ed  t h e  

m os t  abo u t  t h e i r  s e r v i ce  p ro v id e r ;  i t  co u l d  t he r e fo r e  be  a r gu ed  

t h a t  t h e  r e sp on d en t s  wo u ld  p r e f e r  cheap e r  r a t es .  ( F i gu r e  5 - 1 2 ) .  
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 Figure 5-12 C h eap er  us ag e  ra te s  
 

G l ob a l l y  com p et i t i v e  pr i c in g  ( Q6 .6 )  –  S e r v i ce  p ro v i de rs  sh ou l d  

o f f e r  g l ob a l l y co mp e t i t i v e  p r i c i n g .  

 

Feed b ack  i s  a s  f o l l o w:  T h e  m ajo r i t y  o f  t h e  r es po nd en t s  ( 64 % )  

ag r ee  to  s om e  ex ten t ,  w i t h  a lmo s t  a  qu a r t e r  ( 2 4% )  u nd ec i d ed  an d  

t h e  r em ai n i n g  f ew  ( 1 1 % )  d i s ag r ee i n g .  Th i s  sh o ws  t h a t  t h e  
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r e s po nd en t s  wi l l  l i k e l y s u pp o r t  s e r v i ces  t h a t  a r e  g l o ba l l y 

co mp et i t i v e .  ( F i gu re  5 -1 3 )   
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 Figure 5-13 Gl ob a l l y  co mpet i t iv e  p r i c in g  
 

U nd ers t and a b l e  b i l l ing  (Q 6 . 8 )  –  C l ea r  an d  un d er s t and ab le  b i l l i n g  

s t a t em en t  n eed .  

 

M os t  o f  t h e  r e sp ond en t s  (5 1 %)  ag r ee ,  a  f ew  ( 2 7 % )  a r e  un d ec i ded  

an d  th e  r em ai nd e r  ( 2 2 %)  d i s ag r ee  wi th  th e  n eed  t o  re ce iv e  a  c l e a r  

an d  un d er s t an d ab l e  b i l l i n g  s t a t em en t  f r om  th e  s e rv i ce  p r o v i de r s .  

T h i s  imp l i es  t h a t  a  go o d  b i l l i n g  s t a t em en t  i s  im po r t an t  t o  t h e  

m aj o r i t y  o f  t h e  r esp o nd en t s .  ( F i gu r e  5 - 1 4 )  
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Figure 5-14 Understandable billing 

5 . 3 . 4  E as e  o f  u s e  

 

E as e  o f  u s e  (Q 6 . 10 )  –  I  p r e f e r  s e r v i ce s  t h a t  s av e  t i m e  an d  a re  

q u i ck  and  ea s y t o  us e .  

 

R esp ons e  t o  Q6 .1 0  i s  t h a t  an  o v er w he lm in g  m ajo r i t y  ( 8 7 % )  ag r ee ,  

w h i l e  v e r y f e w  ( 7 % )  a r e  un d ec i ded  an d  t h e  r em ai n in g  f ew  ( 6 %)  
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d i s ag r ee .  T h es e  f ind in gs  p r ov e  th a t  e as e  o f  us e  i s  v e r y i m po r t an t  

t o  t h e  r e sp on den t s .  ( F i gu re  5 .1 5 )  
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 Figure 5-15 E as e  o f  u s e  
 

Ch oi ce  b as ed  o n  ea s e  o f  u s e  ( Q6 .1 1 )  –  E as e  o f  us e  i s  im po r t an t  

w h en  cho os i n g  a  mo b i l e  s e r v i ce .  

 

R esp ons e s  t o  Q6 .1 1  a r e  as  fo l lo w s :  Th e  g r ea t  m ajo r i t y  o f  

r e s po nd en t s  (8 0 %)  ag r ee ,  a  f ew  (4 % )  d i s ag r ee  an d  th e  r em ai n i n g  

( 1 6 %)  a r e  u nd ec i ded .  C l ea r l y e a s e  o f  u s e  i s  ex t rem el y i m po r t an t  

t o  t h e  us e r s .  ( F i gu re  5 -1 6 )  
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 Figure 5-16 C ho i ce  o n  ea s e  o f  u se  

 

5 . 3 . 5  C us t o mer  C a re  

 

H el p fu l  cus t om er  ca r e  ( Q6 .1 2 )  -  A  h e lp f u l  cus tom er  ca r e  agen t  i s  

v e r y i mp o r t an t .  

 

R esp ons e  t o  Q6 .1 2  i s :  T he  v a s t  m ajo r i t y  ( 9 1 % )  ag r ee ,  a  f ew  ( 4 % )  

d i s ag r ee  an d  th e  r ema in d er  (4 % )  a r e  u nd ec i d ed .  O f  a l l  t h e  
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s e r v i ces  co v e red  in  t h i s  s t ud y,  a  h e l p fu l  cus t om er  ca re  i s  t h e  

s in g l e  mo s t  im por t an t  s e r v i ce  id en t i f i ed  b y t h e  r e sp o nd en t s .  

( F i gu r e  5 -1 7 )  
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 Figure 5-17 A  h e lp f u l  cu s to mer  ca re  
 

5 . 4  Op en  end ed  qu es t io ns  

 

L ik es  ( Q  7 )  –  Wha t  do  yo u  l i ke  the  m os t  abo u t  yo u r  s e r v i ce  

p r ov id e r?  

 

T h e  re sp on s es  c an  b e  g r ou p ed  i n t o  th r ee  a r eas  -  p r i c e ,  cu s t om er  

ca r e  an d  n e t wo r k :  

  P r i ce  –  t ho se  who  sa id  „p r i c e ‟ ,  a l s o  m en t io n ed  t h e  lo w er  

d eno min a t io n  v ou ch e r s ,  s u ch  as  t h e  R 5 . 00  vo uch e r ,  and  th e  

f r e e  w eek en d  ca l l s  o f f e r  ( av a i l ab l e  on l y  t o  Ce l lC  cu s t om ers ) .  

In  ad d i t i o n  t o  t h i s ,  t he  ch eape r  ca l l  r a t es  o f f e red  o ve r  

w eek en ds  and  a f t e r  ho u rs  b y o t h e r  s e rv i ce  p ro v id e rs  w e r e  

h i gh l i gh t ed  b y  t h e  r e s po nd en t s .    

  C us t om er  ca r e  –  a  f ew  o f  t h e  r e sp ond en t s  w e r e  s a t i s f i ed  wi th  

t h e  se r v i ce  o f f e r ed  b y  t h e  ca l l  c en t r es .  Sp ec i f i c  m en t ion  w as  

m ad e  o f  t h e  qu i ck  re s po ns e  t im e  o f  t h e  ca l l  c en t r e  agen t .   

  N et wo rk  –  a  sm al l  n um b e r  o f  t h e  r es po nd en t s  i n d i ca t ed  th a t  

t h ey w e r e  h ap p y w i t h  th e  n e t wo r k  p er fo r man ce .  

 

D is l i ke s  (Q 8 )  –  Wh a t  d o  yo u  d i s l i k e  t h e  mo s t  abo u t  yo u r  s e rv i ce  

p r ov id e r?  

 

R esp on den t s ‟  d i s l i k e s  c an  be  g r ou p ed  in to  th e  fo l lo wi n g  a r ea s :  

  N et wo rk  –  O v e rw he lm in g l y,  a l mo s t  (6 0 % )  o f  t h e  r es pon d en t s  

c i t ed  ne tw o rk  p e r f o rm an ce  as  som et h i n g  th ey  w e r e  m os t  

d i s s a t i s f i ed  w i th .  

 

  P r i ces  –  som e  o f  t h e  r e sp on d en t s  (2 0% )  f e l t  t h a t  t h e  p r i c e s  o f  

s e r v i ces  w e r e  to o  h i gh  an d  con fu s i n g .  
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  C us t om er  ca r e  –  In  t h i s  ca s e ,  t h e  r e sp on d en t s ‟  ( 2 0 %)  

co mpl a in t s  i n c l ud ed  „ w a i t i n g  t im e  b e fo r e  a  c a l l  i s  ans w er ed  i s  

t oo  l on g ‟  an d  „ s a t i s f ac t o r y  an s w ers  t o  q u e r i e s  a r e  no t  p ro v i d ed  

b y t h e  cu s to mer  agen t s ‟ .  

 

5 . 5  Gro up  F in d ing s   

 

In  ad d i t i o n  t o  t h e  i nd i v i du a l  i n t e r v i ew s ,  g r o up  i n t e rv i ew s  w er e  

a l so  ca r r i ed  o u t .  T w o  g r ou p  i n t e rv i ew s  to ok  p l ace .  T h e  f i r s t  

g r o u p  con s i s t ed  o f  s ix  r es po nd en t s ,  w h i l e  s econ d  w as  a  g r o u p  o f  

f i ve  r es po n den t s .  T h e  q u es t io nn a i r e  w as  g iv en  to  e ach  g r o up  

m em b er  t o  an s w er  a s  w i t h  t h e  i nd iv id ua l  i n t e r v i ews .  A f t e r  

co mpl e t in g  t h e  qu es t io n na i r e ,  g r ou p  m em b er s  vo lu n t a r i l y  s t a r t ed  

g i v in g  t h e i r  op in i on s  abo u t  i n s t an t  m es s ag i n g  s e r v i ce s  as  f ou nd  in  

q u es t io n s  4  an d  5 .  T h i s  s e r v i ce  ex c i t ed  t h e  r es po nd en t s  t h e  m os t .  

G r o up  f eedb ack  on  i ns t an t  m ess ag in g  co u ld  be  c l a s s i f i ed  as  

f o l lo w s :  

 

P r i ce  –  Ch eap  r a t e s  a r e  p r ob ab l y  t h e  m ai n  d r i ve r  o f  t h e  s e r v i ce ;  

s om e  r es po nd en t s  f e l t  t h a t  a i r t i m e  n ev e r  r un  ou t  w h en  

co mmu ni ca t in g  on  Mx i t .  

 

E a se  o f  u s e  -  I t  i s  b e l i ev ed  t o  b e  mo re  u s e r  f r i en d l y ,  co m p ar ed  to  

s imi l a r  p r od uc t s  o n  th e  m ark e t ,  l i k e  MIG 3 3  an d  Facebo ok .  

  

S ecur i t y  –  S om e  r es po nd en t s  f e e l  s a f e  u s i n g  Mx i t ,  b ecaus e  un l ik e  

t h e  comp et in g  b r an d s  s u ch  a s  Facebo o k ,  t h e  p eo p l e  t he y  ch a t  t o  

a r e  kn ow n to  t h e  r es po nd en t s .  

 

A d di c t i on  to  t h e  s er v i ce  -  S om e  re sp on d en t s  a ck no wl ed ged  b e i n g  

ad d i c t ed  to  i t  an d  th in k i n g  ab ou t  i t  a l l  t h e  t im e .  M os t  r esp o nd en t s  

s a id  t h a t  t h ey h ad  i ns t a l l ed  Mx i t  c l i en t s  on  th e i r  pa r en t s ‟  ph on es  

w i t ho u t  t h e i r  kn ow l ed ge  an d  t h a t  i t  s e r v es  a s  a  backup  i n  c as e  

s om et h i n g  h app en s  t o  t h e i r  p ho n es .  Ch a t t i n g  ev en  t ake s  p l ace  i n  

t h e  m id d l e  o f  a  c l as s .  

 

I m p ac t  o n  s cho o l  w or k  –  A  n ew  “sh or t  h an d”  l an gu age /m et ho d  o f  

w r i t i n g  h ad  d ev e lop ed  as  a  r e su l t  o f  p h on e ‟s  f o r m  fac to r ,  t h a t  i s ,  

a  sm a l l  k e y b o a r d  an d  s c r een .  Scho o l  n o t e s ,  i nc lu d in g  ho m ew o rk  

a r e  d on e  i n  t h i s  l an gu age  ( s ho r t  h an d) ,  wi th  t h e  r esu l t  t h a t  s om e 

r e s po nd en t s  ag r ee  th a t  t he i r  s pe l l i n g  i s  su f f e r i n g  as  r e su l t  o f  t h i s  

m et ho d .  A l s o ,  i n s t an t  m ess ag in g  i s  s om e t im es  u s ed  t o  ch ea t  

d u r i n g  ex am s .  In  t h i s  c as e  a  s m al l  g r ou p  c r ea t e  a  “ m ul t i -m ix ”  and  

s h a r e  an s wer s  r e a l - t im e  in  t h e  mi dd le  o f  an  ex am .   

 

5 . 6  C on c lus i on  

 

T h e  f in d i n gs  sh ow  th a t  t h e  mo s t  im po r t an t  s e rv i ce s  t o  t h e  

r e s po nd en t s  a r e :  cu s t o m er  ca r e ,  e a s e  o f  us e  an d  i ns t an t  

m ess ag in g .  In  f a c t ,  i n s t an t  m es s ag i n g  r ece iv ed  a  l o t  o f  
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u ns o l i c i t ed  r e sp on se  f r o m  t h e  r es po nden t s .  In  ad d i t i on ,  ow n e rs h ip  

o f  a  num b er  and  cu r r en t  p r i c e s  ch a r ged  b y t h e  s e r v i ce  p r ov id e rs  

a r e  a l so  im po r t an t .  Ch eape r  p r epa id  v o uch e rs  and  ch eap  o r  f r e e  

w eek en d  ca l l i n g  w as  a l s o  m en t i on ed ,  w h en  as k ed  t o  i nd ica t e  wh a t  

t h ey l i k ed  t he  mo s t  ab ou t  t h e i r  s e rv i ce .  T h ey a r e  d i s s a t i s f i ed  w i t h  

t h e  p oo r  n e t wo rk  q u a l i t y  an d  cu s t omer  ca r e  and  p r i c es  c am e  up  

s t ro n gl y aga i n  wh en  cu s t om ers  w e r e  as k ed  wh a t  t h ey d i s l i k ed  t h e  

m os t  abo u t  t h e i r  s e r v i ce  p ro v id e r .  Fu r t h e r mo r e ,  i t  was  fou n d  th a t  

t h e r e  i s  v e r y l i t t l e  d i f f e r en ce  be t w een  ma l e  an d  f em ale  

r e s po nd en t s  i n  ho w th e y an s w er ed  th e  q u es t io nn a i r e .  

 

In t e r p r e t a t i on s  o f  t h e  f i n d i n gs  a r e  cove r ed  in  t h e  n ex t  chap t e r .   
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C H A PTER  S IX 

A na ly se s  and  In t erp re ta t i on  

6 . 1  I n t rodu c t io n  

 

In  t h e  p r ev io us  ch ap t e r ,  d a t a  co l l e c t ed  f rom  t h e  f i e l d  w as  

an a l ys ed  w i th  SPSS  an d  p r es en t ed  i n  Mi c ro so f t  Ex ce l  ch a r t s .  

F i nd in gs  w er e  m ade  o n  th e  f o l l ow in g :  sw i t ch in g  and  r ea s on s  f o r  

s wi t ch i n g ,  r ank in g  s e r v i ces  i n  o rd e r  o f  im po r t ance ,  s e rv i ce  us age  

an d  us e r s ‟  p e r cep t io n  o f  t h e  s e rv i ce .  U s e rs ‟  p e r cep t io ns  in c l u de ,  

t h e  v a l u e  o f  ow ni ng  a  c e l l  n um b er ,  f ea t u r e s ,  p r i c i n g ,  ea se  o f  use  

an d  cu s to m er  ca r e .  F i nd in gs  w er e  fu r t h e r  m ad e  o n  o p en - e n d ed  o r  

q u a l i t a t i v e  d a t a  and  g r o u p  i n t e r v i ews .  T h i s  ch ap t e r  w i l l  an a l ys e  

an d  in t e r p r e t  t ho s e  a r ea s  w h er e  f i n d i ngs  w e r e  mad e .   

 

6 . 2  I n t erp re ta t i ons  
 

6 . 2 . 1  Sw i t ch in g  and  i t s  ca us es  (Q  2  and  Q3 )  
 

T h e  r es po nd en t s  wh o  h ad  ch ur n ed  in  t h e  l a s t  tw o  yea r s  t o t a l l ed  

1 1 %;  t h i s  f i gu r e  i s  l e s s  t han  th e  i nd us t r y  av e r age  r a t e  o f  ov er  

2 5 %.  T h i s  f i n d in g  i mp l i es  t h a t  t h e  re s po nd en t s  o f  t h i s  r e s ea r ch  

s tu d y s w i t ch  o p era t o r s  l e s s  o f t en  th an  t h e  b r o ad e r  ce l l ph on e  

p o pu l a t io n .  
 

O f  th e  r es po nd en t s  w ho  sw i t ch ed  s e r v i ce  p ro v id e r s ,  80 %  s i t ed  

i n co r r ec t  b i l l i n g  an d  be t t e r  d ea l s  o f fe r ed  b y t h e  co mp et i t o r s  a s  

t h e  m ai n  r eas on s .  In  S o u th  A f r i ca ,  fo r  ex amp le ,  t h e r e  o v e r  1 08  

( E ss e l aa r  e t  a l . ,  20 0 6 :2 3 )  p r i c e  p l ans  ( a l so  kn ow n  as  p ack ages )  

f o r  p r ep a id  an d  co n t rac t  cus t omer s  a c r os s  a l l  t he  s e rv i ce  

p r ov id e rs .  Th es e  pack ages  a r e  co mpl ex  and  c r ea t e  d i s t r us t  amo n g 

t h e  end  u se r s .  O n e  r e s po nd en t  r e f e r r ed  to  t hem  a s  “s n eak y” .  

 

6 . 2 . 2  R ank ing  a nd  u sa ge  (Q  4  and  Q 5 )  
 

S e rv ice  r ank in gs  an d  us age  a r e  an a l ys ed  t o ge t h e r  b ecaus e  i t  w as  

f o un d ,  i n  t h e  p r ev io us  ch ap t e r ,  t ha t  t h e r e  i s  a  r e l a t i on sh ip  

b e tw een  th e  t w o ,  nam el y  t h a t  t h e  h i ghes t  r ank ed  s e r v i ces  a r e  us ed  

t h e  mo s t  an d  th e  l ea s t  r ank ed  s e r v i ces  a r e  us ed  th e  l e as t .  I t  w ou ld  

s eem  t ha t  r es po nd en t s  a r e  no t  awa r e  o f  t h e  ex i s t en ce  o f  t h e  l e a s t  

r an k ed  s e rv i ce s  becau se  m os t  o f  t h em  h av e  no t  used  s u ch  

s e r v i ces .  

 

T h e  m os t  im po r t an t  s e rv i ce s  t o  t he  r es po nd en t s ,  i n  r an k in g  o r d e r  

an d  u sage  a r e  b a s i c  v o i ce  s e r v i ce ,  SM S and  i ns t an t  mes s ag i n g .  

A l r ead y v o i ce  and  S MS  h ad  r each ed  t h e  m ass  m a rk e t ,  wh i l e  

i n s t an t  m ess ag i n g  i s  s t i l l  i n  t h e  ea r l y ad o p t io n  s t ages  o f  

d ev e l opm ent ,  u s ed  m ai n l y b y  t h e  yo u t h ,  bu t  wi t h  t h e  p o ten t i a l  t o  

r e ach  th e  m as s  m a rk e t  t oo .   
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T h e  l e as t  r an k ed  se r v i ce s  i n  o r de r  o f  im po r t an ce  a r e ,  do w nl oad ,  

M MS,  m ob i l e  i n t e r n e t ,  mo b i l e  em ai l  an d  t r a ck in g .  I t  w as  a l so  

f o un d  t ha t  a  su bs t an t i a l  pe r cen t age ,  2 4 %,  27 % ,  60 %  and  67 %  o f  

t h e  r e sp on d en t s  h ad  n ev e r  d o wnl o ad ed  con ten t ,  a cce ss ed  mo bi l e  

i n t e rn e t ,  a cce ss ed  m ob i l e  ema i l  an d  u s ed  t r a ck in g  r es pec t i v e l y.  

T h i s  co u ld  b e  d u e  t o  t he  f ac t  t h a t  r esp o nd en t s  a r e  u n awar e  o f  t h e  

av a i l ab i l i t y  o f  s u ch  s e r v i ces .  I t  cou ld  t h e r e f o r e  b e  a r gu ed  t h a t  t h e  

l e as t  r an k ed  s e rv i ce s  a r e  n o t  on l y  l e a s t  u s ed ,  bu t  w er e  a l so  l e as t  

k n ow n  to  t h e  re sp on d en t s .   

 

6 . 2 . 2 . 1  V o ice  an d  S MS  

 

T h e  m os t  imp o r t an t  s e r v i ces  i n  r an k in g  o r d er  o f  im po r t an ce ,  o n  

ca l cu l a t ed  av e r ages ,  a r e  vo i ce  an d  S MS  -  t h e i r  c a l cu l a t ed  av e r age  

u s age  f r eq u en c y i s  d a i l y  t o  w eek l y.  M a le s  an d  f em al e  ag r ee  o n  

t h es e  r ank i n gs  accor d in g  t o  t h e  s t a t i s t i c a l  an a l ys i s .   

 

T h e  r es po nd en t s  wh o  r an k  V oi ce  an d  S MS  h i gh e r  a l so  use  t he  ce l l  

p h on e  f o r  m ak in g  ca l l s  and  acce ss i n g  th e  em ai l  m or e  o f t en .  

( A p pend ix  3 )   

 

6 . 2 . 2 . 2  I ns tan t  mess ag ing  

 

In s t an t  mess ag i n g  f o l lo w s  vo i ce  an d  S MS,  i n  o rd e r  o f  im po r t an ce  

an d  l i k e  v o i ce  and  SM S  i t  i s  u s ed  o n  av e r age  d a i l y  b y  t h e  

r e s po nd en t s .  Du r i ng  g r o u p  in t e r v i ews ,  t h i s  s e r v i ce  r e ce iv ed  m o re  

u ns o l i c i t ed  f eedb ack  t han  an y o t h e r  l i s t ed  s e r v i ce  in  t h e  r an k i n g  

o r d e r .  So me  o f  t h e  r e s po nd en t s  ad mi t t ed  t h a t  t h e y a r e  add i c t ed  t o  

i t .  In s t an t  m es s agin g  i s  an  em er g in g  s e r v i ce  w h i ch  h o lds  a  l o t  o f  

p r omi s e ,  co ns i d e r in g  th a t  i t  i s  an  o n l in e  s e rv i c e  (o r  i n t e r n e t  

b a s ed ) .  T h er e f o r e ,  a  p o ss i b i l i t y  ex i s t s  f o r  i t  t o  sh a r e  i n  t h e  o n l i n e  

ad v e r t i s in g  r evenu e .  

 

T h e r e  i s  n o  co r r e l a t i o n  b e tw een  t h e  ran k i n g  o f  i n s t an t  m ess ag in g  

an d  th e  f r equ en c y o f  u s age .  ( Ap pend ix  3 )  

 

6 . 2 . 2 . 3  D ow nl oad s  

 

N ex t  i n  r ank i n g  o r d e r  o f  i mp o r t an ce  i s  do wn lo ad ,  w i th  a  

c a l cu l a t ed  ave r age  u s age  s co r e  o f  3 . 4  i nd i ca t in g  a  mo n t h l y to  

yea r l y av e r age  u s age  r a t e .  

  

N o  c o r r e l a t i o n  ex i s t s  b e tw een  r an k i n g  o f  d ow nl oad s  and  

f r eq uen cy o f  u sage .  ( A pp en d ix  3 )  

 

6 . 2 . 2 . 4  MMS ( P i c tu re  mess ag ing )  

 

M MS  i s  f ou r t h  i n  i mp or t an ce  r an k i n g  o r d e r .  T h i s  s e r v i ce  a l l o ws  

u s e r s  t o  send  p i c t u r e s  an d  v i deos  i n  ad d i t i o n  to  t h e  t ex t  m ess ages .  

I t s  g r o w th  w as  cons t ra in ed  b y co m pl ex i t i e s  i nv o l v ed  i n  se t t i n g  up  



 

 71 

t h e  ph on e  b ef o r e  us in g  t h e  s e r v i ce ,  t he  p en e t r a t io n  o f  p ho n es  th a t  

s up po r t  t h i s  f e a t u r e  and  h i gh  p r i c es .  

  

C o r r e l a t io n  do es  n o t  ex i s t  be tw een  t h e  i mp or t an ce  ran k i n g  o f  

M MS and  i t s  u s age .  ( Ap pend ix  3 )  

 

6 . 2 . 2 . 5  A ccess ing  in t ern et  

 

A ccess in g  t h e  i n t e r n e t  i s  p l aced  f i f t h  (5
t h

)  i n  t h e  im po r t an ce  

r an k in g  o r d e r .  W i t h  a  c a l cu l a t ed  av e r age  u s age  o f  yea r l y  t o  

n ev e r ,  so m e  o f  t h e  r e s po nd en t s  ( 2 7% )  h ad  n ev e r  us ed  t h e  s e r v i ce .  

M a le  an d  f em al e  r e s po nd en t s  h ad  r an k ed  i t  s ev en t h  an d  f i f t h  

r e s p ec t iv e l y an d  th e  en t i r e  s ampl e  ran k i n g  i s  f i f t h .  Th i s  i s  t he  

o n l y s e r v i ce  w h e re  s t a t i s t i c a l  an a l ys e s  s ho w  a  d i f f e r en ce  b e t w een  

m al e s  an d  f em al es .  C l ea r l y  t h i s  s e rv i ce  i s  mo r e  i mpo r t an t  t o  

f em al es  t h an  m al es .  

  

T h e  r es po nd en t s  wh o  r an k  acce ss i n g  t h e  in t e r n e t  h i gh ,  m ak e  l es s  

u s e  o f  vo i ce  ca l l s .  ( A p pend ix  3 )  

 

6 . 2 . 2 . 6  A ccess ing  emai l  

 

T h i s  s e rv i ce  i s  r ank ed  s ix th  in  imp o r t an ce ,  w i th  a  c a l cu la t e  u s age  

o f  yea r l y t o  n ev e r  an d  m os t  ( 60 % )  o f  t h e  re sp on d en t s  hav e  n ev e r  

u s ed  t h e  s e rv i ce .  I t  i s  j u s t  p os s ib l e  t ha t  t h e  r e sp on d en t s  w h o  h ad  

n ev e r  us ed  t h e  se r v i ce  w e r e  a l so  n o t  aw a r e  o f  i t s  ex i s t ence .  

 

T h e  r eas on  f o r  s uch  a  l o w  r ank i n g  co u l d  b e  ex p l a in ed  b y t h e  

p o pu l a r i t y  o f  S MS  an d  i ns t an t  m ess ag i n g  amo n g  th e  r es po n den t s .  

In  ad d i t i o n ,  t h e  imp r ov em ent s  o r  ad d i t i o n  o f  m or e  f ea tu re s  o n  th e  

S MS  w ou ld  d im in i s h  t he  n eed  fo r  mo b i l e  em ai l  am on g 

r e s po nd en t s .  

 

T h e  r es po nd en t s  wh o  r an k ed  acces s ing  em a i l  h i gh  a l so  u s e  SM S 

m o re  f requ en t l y.  ( A p p en d ix  3 )  

 

6 . 2 . 2 . 7  T rack in g  

 

T h e  l e as t  r an k ed  se r v i ce  o v e r a l l  i n  t e r ms  o f  o r d e r  o f  im po r t an ce  

an d  us age  i s  t r ack in g .  T h er e  a r e  p r o b ab l y m o r e  b us in e ss  

ap p l i c a t io ns  f o r  t h i s  s e rv i ce ,  fo r  ex am pl e  t r a ck in g  a  veh i c l e  o r  

go o ds  in  t r an s i t ,  t han  f o r  p e r so n  to  p e r s on  co mm uni ca t ion .  C h i ld  

t r a ck in g  cou l d  b e  o ne  ap p l i c a t io n  o f  t h i s  s e r v i ce  bu t  wh e t h er  

r e s po nd en t s  w ou ld  l i k e  to  b e  t r a ck ed  o r  n o t  i s  a  d i f f i cu l t  

q u es t io n .  

 

T h e r e  i s  n o  co r rec t i on  b e t w een  th e  im po r t an ce  r an k i n g  o f  

t r a ck in g  se r v i ces  an d  i t s  f r eq uen cy o f  us age .  (A pp end ix  3 )  
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6 . 3  U s ers ’  p ercep t ion s  ( Q 6 )  
 

6 . 3 . 1  R e t a in ing  a  nu mber  (Q 6 . 1 )  
 

O w ni n g  a  c e l lu l a r  n um b er  i s  v e r y  i mp o r t an t  t o  t h e  r es po n den t s  -  

8 2  p e r cen t  w ou l d  p r e f e r  t o  keep  th e i r  n um b er  wh en  s w i t ch in g  

p r ov id e r s .  I t  cou ld  b e  a r gu ed ,  b as ed  on  th i s  r e sp on se ,  t ha t  M NP  i s  

i mp or t an t  t o  t h e  re s po nd en t s .  Ho w ev e r ,  M NP  co u l d  hav e  b een  

m eas u r ed  m or e  accu r a t e l y b y a s k in g  th os e  re sp on den t s  w ho  

s wi t ch ed ,  wh e t h e r  t h ey r e t a i n ed  the i r  num b er  w i th  t h e  n ew 

s e r v i c e  p r o v id e r .  

 

6 . 3 . 2  Fea tu res  ( Q6 . 7  and  Q 6 . 9 )  

 

T h e  r es po nd en t s  w h o  p r e f e r  a  wide  r an ge  o f  s e r v i ce s  f r om  a  

s e r v i ce  p r ov id e r  (Q 6 .7 ) ,  wan t  t h e s e  s e r v i ces  t o  b e  s imp l e  t o  us e  

( Q 6 .1 0) .  ( Ap p en d ix  4 )    

 

6 . 3 . 3  Pr i c in g  (Q 6 . 3 ,  Q6 .4 ,  Q6 .6  an d  Q 6 . 8 )  
 

P r i c i n g  w as  p e rhap s  t h e  i t em  on  m os t  r e sp on d en t s ‟  min ds  

b ecaus e ,  w h en  a sked  to  l i s t  t h e  t h i n gs  th e y l i k ed  t h e  mo s t  ( Q  7 ) ,  

p r i c in g  w as  men t io n ed  as  on e  o f  t hem  ( s ee  S ec t i on  4 .4 ) .  I t  w as  

a l so  l i s t ed  a s  on e  o f  t h e  th i n gs  r esp o nd en t s  d i s l i k ed  t h e  m os t  

ab ou t  t h e  s e r v i ce  p r ov id e rs  ( Q  5 ) .  P r i c i n g  a l so  cam e  up  d ur in g  

t h e  g r o up  d i s cu ss io ns  wh e r e  go od  p r i c i n g  w as  amo n g  the  r eas on s  

g i v en  f o r  ch oo s in g  Mx i t .    

 

R esp on den t s  wh o  p r e f e r  r egu l a r  d i sco un t s  ( Q6 .4 ) ,  a l so  p r e f e r  

c l e a r  an d  u nd e rs t an d ab le  b i l l i n g  s t a t em en t s  ( Q 6 . 8 ) .  In c r ea s ed  

p r e f e r en ce  f o r  mo re  f ea tu r es  a t  a  ch eap e r  r a t e  ( Q 6 . 3 ) ,  r e s u l t s  i n  

i n c r ea s ed  p re f e r ence  f o r  e as e  o f  us e  ( Q6 .1 0  an d  6 .1 1 ) .  T he  

r e s po nd en t s  w ho  l i k e  r egu l a r  d i scoun t s  (Q 6 . 6 ) ,  a l s o  l i k e  t h e  

s e r v i ces  t o  h av e  mo r e  f ea tu r e s  ( Q 6 . 7 )  t h a t  a r e  e a s y t o  u s e  ( 6 .1 0  

an d  Q6 .1 1) .  F i n a l ly ,  r e s p o nd en t s  w ho  w an t  c l e a r  u nd e rs t an dab l e  

b i l l i n g ,  p r e fe r  a  p h on e  th a t  h as  mo r e  f ea t u r es  ( Q6 .9 )  an d ,  i n  

ad d i t i o n ,  t he y m u s t  b e  ea s y t o  u s e  ( 6 . 10 ) .  ( Ap p en d ix  4 )   

 

6 . 3 . 4  E as e  o f  u s e  (Q 6 . 10  and  Q 6 . 11 )  
 

A s  co n f i rm ed  b y t h e  su rv e y r e s u l t s ,  r e s po nd en t s  p r e f e r  s e rv i ce s  

t h a t  a r e  e a s y an d  qu i ck  to  u s e .  

 

T h e  r es po nd en t s  w h o  p r e f e r  q u i ck  an d  eas y t o  u s e  s e r v i ces  

( Q 6 .1 1) ,  b a s e  th e i r  ch o i ce  o f  s e r v i ce  p r ov id e r  o n  w h e t h er  i t  s e l l s  

p r od u c t s / s e rv i ce s  t h a t  a r e  a l so  ea s y  t o  us e .  Las t l y ,  r e s p o nd en t s  

w h o  p r e fe r  e as y an d  q u i ck  to  u s e  s e rv i ces  (Q 6 . 10 ) ,  p r e f e r  a  

h e lp fu l  cus t om er  ca r e  se r v i ce  ( Q6 .1 2 ) .  ( Ap pend ix  4 )   
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6 . 3 . 5  C us t o mer  C a re  (Q6 . 12 )  
 

O f  a l l  t he  s e r v i ces  l i s t ed  in  t h i s  s t udy ,  c u s t om er  ca r e  i s  t h e  mo s t  

i mp or t an t  s e rv i ce  t o  t h e  r es po nd en t s ,  w i t h  a  g r ea t  m aj o r i t y  o f  

r e s po nd en t s  ( 91 % )  ag r ee i n g  t ha t  a  u s e fu l  cu s t om er  ca r e  i s  

i mp or t an t .  Th i s  w as  t h e  h i gh es t  s co r e  r e co rd ed  i n  t h i s  

q u an t i t a t i v e  r es ea rch .  Th i s  i s  n o t  su r p r i s in g  b ecau s e ,  a s  mo r e  

f ea tu r e s / fu nc t i ons  a r e  add ed  to  a  d ev ice ,  so  t h e  com pl ex i t y  o f  t h e  

s e tu p  an d  u s e  i nc rea s e s .  Th i s  r es u l t s  i n  ad d i t i o n a l  enqu i r i es  t o  

t h e  cus t om er  ca r e  se r v i ce .  

 

A s  su gges t ed  b y t h e  r e s po nd en t s  du r in g  t h e  i n t e rv i ews ,  t h i s  a r ea  

i s  im po r t an t  and  wi l l  b ecom e  ev en  mo r e  so  a s  m or e  n ew  s e rv i ces  

a r e  i n t ro du ced  on to  th e  m ark e t .  

 

6 . 4  N e tw o rk  qu a l i t y  (Q 8 )  

 

P oo r  ne tw o rk  qu a l i t y  c am e  u p  s t ro n gly  i n  t h e  op en  en ded  q u es t io n  

an d  w as  l i s t ed  th e  m os t  o f t en  as  o n e  o f  t h e  caus es  o f  u nh app in e ss  

b y t h e  r e s po nd en t s .  T h e  so l u t i on  w ou ld  b e  fo r  op e r a t o r s  t o  i nv es t  

m o re  o n  imp r ov i ng  t h e  n e tw o rk  q ua l i t y .  T h i s  w ou l d  be  m o ne y 

w e l l  s p en t  b ecau s e  i t  wo u l d  m ak e  cus to m er s  h ap p y.   

 

6 . 5  C on c lus i on  
 

C us t om er  ca r e  was  t h e  m os t  im po r t an t  s e r v i ce  t o  t h e  r es po n den t s ,  

w i t h  an  o v e rw h e lmi n g  n umb er  o f  us e r s  s a yi n g  a  h e l p f u l  cu s t om er  

ca r e  agen t  i s  t he  mo s t  im po r t an t  s e r v i ce  t o  t h em .  I f  s e r v i ce  

p r ov id e rs  w an t  t o  r e t a i n  o r ,  ev en  be t t e r ,  h av e  lo ya l  cus to mer s ,  

t h en  th e y s h o u l d  im p ro ve  t h i s  s e rv i ce .  S eco nd  to  cus tom er  ca r e  i n  

i mp or t an ce  i s  e as e  o f  us e .  Th i s  im pl i e s  t ha t ,  wh en  com p an i e s  

d e s i gn  s e rv i ce s ,  o ne  o f  t h e  th i n g s  th ey  n eed  to  t a k e  in to  accou n t  

i s  u sab i l i t y .  In  ad d i t i o n ,  s im pl i f i ed  p r i c i n g ,  h av i n g  m o re  f ea tu r es  

o n  d ev i ces ,  o wn e rs h i p  o f  c e l l u l a r  nu mb er s  and  hav i n g  a  s t ab l e  

n e tw o rk  a r e  im por t an t .  Fu r t he r mo r e ,  i n s t an t  m es s agi ng  i s  t h e  

s e r v i ce  t h a t  h as  a  p o t en t i a l  t o  gen e r a t e  a  l o t  o f  r ev en ue ,  a s  i s  t he  

c a s e  wi th  v o i ce  and  SM S,  in  t h e  f u t u re .  I t  co u l d  even  com p en sa t e  

f o r  t h e  d ec l i n i n g  vo i ce  r ev en u e  and  s i n ce  i t  i s  an  in t e r ne t  b as ed  

s e r v i ce ,  f u r t he r  r even u e  cou l d  b e  r ea l i s ed  f ro m on l in e  adv e r t in g .  

 

In co r r ec t  b i l l i n g  an d  b e t t e r  o f f e r s  ha d  con t r i bu t ed  t he  m os t  t o  

s wi t ch i n g .  In co r r ec t  b i l l i n g  cou l d  be  co r rec t ed  b y i n t r o du c i n g  

f ew er  an d  u nd e rs t an d ab l e  p ack ages  in  t he  mar k e t .  I t  i s  p os s i b l e  

t h a t  t h os e  r e sp on den t s  w ho  l e f t  a s  a  r e s u l t  o f  i n co r r ec t  b i l l i n g ,  

w e r e  ac t ua l l y  b i l l ed  co r r ec t l y ,  b u t  d id  no t  un d er s t and  th e  p r i ce  

p l an  t h ey ch o s e .  T h e  r esp o nd en t s  wh o  p r e f e r  b e t t e r  o r  ch eap er  

o f f e r s  c an  b e  r e t a i n ed  b y p r o v i d i ng  co mp e t i t i v e  p r i c i n g  an d  

i mp ro v i n g  s e r v i ces ,  s u ch  a s  cu s t om er  ca r e  an d  eas y- t o - us e  

s e r v i ces .   
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C H A PTER  SE VE N 
 

C on c lus i on  

 

7 . 1  I n t rodu c t io n  

 

In  t h i s  ch ap t e r ,  t he  o b j ec t iv es  o f  t he  r e s ea r ch  and  t h e  l i t e r a t u r e  

r ev i ew  wi l l  b e  r ev i ew ed  aga in s t  t h e  b ack gr ou nd  o f  f i n d i n gs  and  

i n t e rp r e t a t io ns  o f  t h e  r es ea r ch .  T h e  ach i ev em en t s  o f  e ach  ph ase  

o f  t h e  r es ea rch  p ro ce ss  wi l l  b e  d e s c r i bed  an d  recommen d a t i on s  

f o r  f u r t he r  r e s ea r ch  w i l l  b e  m ad e .  

 

7 . 2  R es ea rch  p ro cess  r ev i s i t ed  

 

T h e  re s ea r ch  o b j ec t i v e  w as  to  i d en t i f y t h e  f ac to r  wh ich  cau s es  

ch u rn i n g  in  t h e  mo b i l e  m a rk e t ,  ex p lo r e  w ays  o f  m an ag i n g  t h em 

t hu s  c r ea t i n g  cus t om er  s a t i s f ac t i on  o r  l o ya l t y  a n d ,  i n  t u rn ,  

i mp ro v i n g  cus t om er  r e t en t io n  o r  even  a t t r a c t i n g  cus t om ers  f r om 

t h e  comp e t i t o r s .  In  ad d i t i o n ,  t he  im p ac t  o f  p e r so n  t o  p e r so n  

m ess ag in g  s e rv i ces ,  s uch  as ,  M MS  (P i c tu r e  m ess ag in g) ,  i n s t an t  

m ess ag in g  an d  mo bi l e  em ai l  on  cus tom er  r e t en t i on s  w as  a n a l ys ed .  

T h e  un d e r l yi n g  o b j ec t iv es  a r e :  t o  ex p l o r e  t h e  cu s t om er s ‟  

co mmu ni ca t io n  n eed s ;  i nv es t i ga t e  caus e s  o f  h i gh  chu r n  r a t e ;  an d  

ex p l o r e  wa ys  o f  con t ro l l i n g  th e  ch ur n  r a t e .   

 

T h e  r e s ea r ch  s ampl e  co ns i s t ed  o f  yo u n g  p eo p l e  o f  age s  r an g i n g  

f r om  15  t o  24  yea r s ,  l i v in g  in  C la yv i l l e ,  G au t en g .  T h e  i n i t i a l  p l an  

w as  t o  t a r ge t  t h e  en t i r e  p op u l a t i on  o f  c e l l  p ho n e  u se r s  l i v i n g  i n  

t h e  sam e  a r ea .  H ow ev e r ,  o n l y a  s t r a t um  o f  t h e  po pu l a t io n  was  

ch os en ,  t h e  15  t o  2 4  yea r  o l ds ,  a f t e r  i t  w as  d i s co v e r ed  t ha t  t h e  

yo u t h  adap t  t o  t ech no lo g y ea r l i e r  an d  w ou ld  p r ov ide  a  go od  

i nd ica t io n  o f  t he  f u t u r e  t r end s .  T o  as ce r t a i n  t h i s  f a c t  an  

u ns t ru c t u red  p i l o t  s t ud y w as  co n du c t ed  to  an a l ys e  t h e  o ld e r  

gen e r a t i ons ‟  t e ch no lo g y u s age  an d  kn o wl ed ge .  I t  w as  f o u nd  th a t  

t h i s  gen e r a t i on  us es  m os t l y  v o i ce  and  S MS  an d  t h e i r  kno w led ge  

o f  o th e r  s e r v i ces  was  l i mi t ed .  

 

T h e  q u es t io nn a i r e  w as  s t r u c tu r ed  ex cep t  f o r  t h e  l a s t  t wo  

q u es t io ns  wh i ch  we r e  qu a l i t a t i v e  i n  n a tu r e .  Th es e  in qu i r ed  a s  t o  

w h a t  t h e  r es po nd en t s  l i k e d  t he  mo s t  an d  l i k ed  th e  l e as t  ab ou t  

t h e i r  s e rv i ce  p r ov id e r s ,  T h e  s t r uc tu r ed  qu es t i on s  cov e r ed  a  b r o ad  

r an ge  o f  i s su es  p r ev a i l i n g  i n  t h e  m arke t  i n c lu d i n g  t h e  r an k i n g  o f  

s e r v i ces  i n  o r d e r  o f  im po r t an ce ,  u s age  p a t t e r n s  o f  v a r io us  

s e r v i ce s ,  s ens i t i v i ty  t o  p r i c i n g ,  t h e  im po r t an ce  o f  us ab i l i t y ,  t he  

v a lu e  o f  f e a t u r e s  an d  th e  imp o r t an ce  o f  cus t om er  ca r e .  T he  

f i nd i n gs  o f  t he  su rv e y w e r e  s t a t i s t i c a l l y  an a l ys ed  and  the  r e su l t s  

p r e s en t ed  in  ch a r t s  and  t ab l es .  S t a t i s t i c a l  ana l ys i s  i n c lu d ed ,  

i n fe r en t i a l  s t a t i s t i c s ,  c a l cu l a t in g  r ank i n g  o r d e r ,  co mp a r in g  m al e  
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an d  f em al e  p r e fe r en ces  and  m eas u r in g  t h e  s t r en g t h  o f  

r e l a t i on sh ip s .  

 

7 . 3  C on c lus i on  on  t he  p rob l em s t a t emen t  
 

T h e  p r emi se  o f  t h i s  r e s ea r ch  w as  t h a t  p e r so n - to - pe r so n  mes s agi n g  

s e r v i ces  su ch  as  em ai l ,  MMS  and  in s t an t  m ess ag in g  w o u ld  

co mp ens a t e  fo r  t h e  d ec l in e  in  r ev enue  an d  r e t a i n  cu s tom ers .  For  

i n s t an ce  a  p e r s on  h av i n g  a  m ob i l e  em ai l  ad dr e s s  o f  a  s e r v i ce  

p r ov id e r  wo u l d  n o t  w an t  t o  s wi t ch  s e r v i ce  p ro v i d er s  fo r  f e a r  o f  

l o s i n g  th e  add r e s s ;  o r  a  p e r s on  r eg i s t e r ed  a s  an  ins t an t  m ess ag in g  

u s e r ,  wo u ld  be  d i sco u r aged  t o  s wi t ch  i f  t h a t  m ean t  l o s i ng  co n t ac t  

w i t h  t h e  on l i ne  f r i en ds .  On e  o f  t h e  r e as on s  c i t ed  b y  t h e  

r e s po nd en t s  f o r  p re f e r r i n g  Mx i t  o v er  o t he r  b r an ds ,  i s  t h a t  t h e y  

k n ow  w ho  t h ey  a r e  ch a t t i n g  to  o n  Mx i t .   

 

I t  c an  b e  co n c lu d ed ,  b as ed  o n  t h e  f i nd in gs  and  an a l ys e s ,  t h a t  t he  

r e s u l t s ,  w i th  rega r d  p er so n - to -p e r so n  m ess ag ing ,  w e r e  

i n co n c lu s i ve .  Th i s  i s  d u e  to  t h e  f ac t  t h a t ,  o f  t h e  b udd in g  P 2P  

m ess ag in g  s e rv i ces  s t ud ied  i n  t h i s  r e s ea r ch ,  M MS,  em ai l  and  

i ns t an t  m es sag i n g  w e r e  th e  o n l y s e r v i ces  t h a t  w e r e  v e ry  p o p u l a r  

w i t h  t h e  r e sp on d en t s ,  i n  b o th  r ank in g  o r d e r  o f  i mp or t an ce  and  

u s age .  In s t an t  m es sag i n g  i s  t he  m os t  l i k ed  P2P  m ess ag in g  s e rv i ce ,  

w h ich  cou l d  r each  t he  m as s  m a r ke t .  Ho w ev e r ,  t h e  p o pu la r  

m ess ag in g  s e rv i ce  w i t h  r e sp on d en t s ,  Mx i t ,  w as  p r e fe r r ed  ov e r  t h e  

o th e r s  b ecaus e  o f  i t s  e as e  o f  u se  an d  p r i c in g .  

 

7 . 4  R eco mmen da t i ons  b as ed  on  f ind in gs  

 

Bas ed  on  t h e  f i nd i ngs  th e  f o l l o wi n g  r eco mm en d a t i on s  a r e  m ad e :  

 

7 . 4 . 1  R ank ing  o rd er  and  U sa g e  
 

T h e  h i gh es t  r ank ed  s e rv i ce s ,  i n  t e r ms  o f  im po r t an ce ,  a r e  a l s o  th e  

m os t  us ed  b y t h e  re s po nd en t s  and  t h e  l ow es t  r an ked  a re  t h e  l e as t  

u s ed .  T h e  con ce rn  wi th  l ow es t  r an k ed  se r v i ces  i s  t h a t ,  t h e  

m aj o r i t y  o f  r e s po nd en t s  h ad  n ev e r  u sed  mo s t  o f  t h em  b ef o r e .  I t  i s  

p os s i b l e  t h a t  t h e  s i gn i f i can t  p e r cen t age  o f  r e s p on d en t s ,  w h o  h ad  

n ev e r  u s ed  s e r v i ce s  su ch  as  a cces s i n g  th e  in t e r ne t ,  a cce ss in g  

em ai l  an d  t r a ck in g ,  a r e  n o t  aw a r e  o f  t h e i r  ex i s t en ce .  T he  s e r v i ce  

p r ov id e r  s ho u l d  m ar k e t  t he s e  s e r v i ces  m o r e  an d  p r om ot e  t h em ,  i n  

o r d e r  t o  c r ea t e  aw ar en ess  an d  in c r eas e  u s age .  Th i s  s o lu t io n  co u ld  

i n c r ea s e  th e  u s age  o f  a  u s e f u l  s e rv i ce  l i k e  acces s i n g  t h e  i n t e rne t  

f r om  a  ce l l  ph on e ,  i f  end  us e r s  a r e  awa r e  o f  i t .  

 

7 . 4 . 2  Pr i c in g  
 

A s  s ho w n  b y t h e  f i nd in gs ,  p r i c i n g  i s  im po r t an t  t o  t h e  

r e s po nd en t s .  In  ad d i t i on ,  con f us i n g  p r i c in g  p l ans  ( o r  p ack ages )  

w as  r a i s ed  q u i t e  o f t en ,  i n  t h e  op en  end ed  qu es t i on in g ,  a s  a  s ou r ce  

o f  un h ap p in e ss  and  h ad  c r ea t ed  d i s t r u s t  am on g  th e  r esp o nd en t s .   
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T o  m ake  cus t om er s  m o re  po s i t i v e ,  s e rv i ce  p r ov id e rs  sh ou l d  

s im pl i f y b i l l i n g .  Th i s  c an  b e  d on e  by  r ed u c i n g  th e  num b er  o f  

p ack ages .  A dd ed  to  t h i s ,  t h e  cu r r en t  p r ac t i c e ,  w h e re  on l y  n ew  

cu s t om ers  a r e  g iven  be t t e r  d ea l s  wi th  s up e r i o r  ph ones  wh i l e  

ex i s t i n g  cus t om ers  a r e  g i v en  i n f e r i o r  p ho nes  w hen  th e y  u p gr ad e ,  

i s  m ak i n g  cus tom ers  u nh app y.  T h i s  p rac t i c e  r es u l t ed  in  

r e s po nd en t s  m ov ing  t o  comp et i t o r s ,  an d  b ecomi n g  n ew  cu s t om ers ,  

s o  t h a t  t h ey co u ld  q ua l i f y f o r  go o d  d ea l s .  To  re t a in  cu s t om ers ,  

ex i s t i n g  cus t om ers  s ho u l d  b e  g iv en  s am e  d ea l s  as  n ew  cus to mer s .  

 

7 . 4 . 3  C us t o mer  C a re  
 

C al l s  t o  t he  cu s t om er  ca r e  c a l l  c en t re s  a r e  l i k e l y t o  i nc r ea s e ,  a s  

m o re  n ew  s e rv i ce s  a r e  ad de d  t o  t he  ex i s t i n g  o n es .  T o  m in i mis e  

en qu i r i es  ab ou t  new  s e r v i ces ,  s e rv i ce  p ro v i de r s  sh ou l d  d es i gn  

p r od u c t s  t ha t  a r e  ea s y t o  u s e .  A s  s how n  in  t he  p r ev io us  ch ap t e r ,  

r e s po nd en t s  w h o  p r e f e r  s e rv i ce s  t h a t  a r e  q u i ck  an d  ea sy  t o  us e ,  

a l so  p r e f e r  u se f u l  cu s t om er  c a r e .  Th i s  m eans  t h a t  r es po nd en t s  

w i l l  c a l l  a  c a l l  c en t re  i f  t h ey en co u n t e r  d i f f i cu l t i e s  wi th  e i t h e r  

s e t t i n g  u p  o r  us i n g  a  s e rv i ce .  

 

In  ad d i t i o n ,  go od  t r a in in g  o f  cus tom er  ca r e  agen t s  wo u ld  a s s i s t  i n  

r ed u c in g  t h e  nu mber  o f  c a l l s  b ecau se  a  r e s p on den t  w ou ld  o n l y  

n eed  t o  c a l l  o nce ,  f o r  t h e  qu e r y t o  b e  r e so lv ed ,  and  w o u l d  n o t  

n eed  to  b e  t r ans fe r r ed  b e t w een  d i f f e r en t  c a l l  c en t re  agen t s .  

K n ow l ed geab l e  cus to m er  ca r e  agen t s  w i l l  a l so  r edu ce  w a i t i n g  

q u eu es  on  t he  cu s t om er  ca r e  l i n e .  Th e  m or e  r es ou r ces  t h a t  a re  

a l l o ca t ed  t o  cus tom er  ca r e  t he  be t t e r  i t  w ou ld  b e  fo r  cu s t om er  

r e t en t io n .   

 

7 . 4 . 4  E as e  o f  u s e  
 

E as e  o f  u s e  i s  pos i t i v e l y  co r r e l a t ed  w i th  „ p r i c i n g ‟  and  „ m or e  

f ea tu r es ‟ .  R es po nden t s  wh o  p r e f e r  r egu l a r  d i s cou n t s ,  g l o b a l l y  

co mp et i t i v e  p r i c e s  an d  accu r a t e  b i l l i n g ,  a l s o  w an t  s e r v i ces  t ha t  

a r e  e a s y t o  u s e .  Fur t he r mo r e ,  r e sp on den t s  w ho  w an t  a  wid e  r an ge  

o f  s e rv i ces  and  m or e  f ea t u r e s  a t  a  cheap e r  r a t e ,  w ou l d  l i k e  th ose  

s e r v i ce s  t o  b e  ea sy  t o  u s e  a s  w e l l .  T h es e  pos i t i v e  co r r e l a t i ons  

i nd ica t e  t h e  i mp or t an ce  o f  „ e as e  o f  use ‟  t o  t h e  re sp on d en t  b ecaus e  

ad d i n g  n ew  f ea tu r e s  o r  o f f e r i n g  a  s e rv i ce  a t  a  cheap  r a t e  i s  o n l y 

u s e fu l  t o  r es po nd en t s  i f  i t  i s  e a s y  f o r  t h em  to  u s e .  T h e  s t a r t i n g  

p o i n t  i n  d es i gn in g  ea s y t o  u s e  s e r v i ce s  i s  r edu c i n g  th e  nu mb er  o f  

c l i cks  b e fo r e  a  cu s to m er  r each es  v a l u e  ( a  s e rv i ce )  t o  t h ree .  

 

7 . 4 . 5  I ns tan t  Mess ag ing  
 

In s t an t  m es s agi n g  i s  s t i l l  a t  t h e  e a r l y s t age s  o f  ad ap t io n  and  

s ho w s  s i gns  o f  b eco min g  a  m ass  ma r k e t  s e r v i ce .  How ev e r ,  a s  

i nd ica t ed  b y t h e  r e s po nd en t s  i n  t h e  g r o u p  i n t e rv i ews ,  t h e  m os t  

p o pu l a r  i n s t an t  m es s ag in g  w as  cho s en  am on g  o th e r  r e as on s ,  f o r  
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ea s e  o f  us e .  Th e r e fo r e ,  e as e  o f  u s e  i s  i mp or t an t  fo r  t h e  su cce ss  o f  

an y b u dd in g  s e r v i ce ,  i n c lu d i n g  in s t an t  m es sag i n g .  

 

S e rv i ce  p r ov i d e rs  sh o u ld  ge t  a s  m an y u s e r s  a s  po ss i b l e  t o  r eg i s t e r  

f o r  t h e i r  i n s t an t  m ess a g in g  s e r v i ce ,  i n  o rd e r  t o  r e t a i n  t h em.  

Bes id e s  r e t a i n i n g  cu s t om ers ,  hav i n g  mo r e  r eg i s t e r ed  cu s t om ers  

w o u l d  a t t r a c t  s om e o f  t h e  on l in e  adve r t i s in g  r ev enu e ,  s i n ce  t h i s  

s e r v i ce  i s  an  on l in e  s e rv i ce .     

 

7 . 5  R eco mmen da t i on  f o r  f u tu re  res ea rch  
 

7 . 5 . 1   Mobi l e  I n t ern e t  
 

T w ent y p e r cen t  o f  t h e  r es po nd en t s  s a id  t h ey h ad  n ev e r  us ed  

m ob i l e  i n t e rn e t  b e f o r e  an d  i t  r ank ed  f i f t h  i n  im po r t ance .  Th i s  

f i nd i n g  i s  a  con cer n  co ns i d e r in g  t h a t  t h e  r e sp on d en t s  a r e  yo u n g  

p eop l e  ( 15  t o  24  yea r s  o ld )  o f  s cho o l  go i n g  age .  C l a s s  

a s s i gnm ent s  r eq u i re  t he  us e  o f  t h e  i n t e rn e t .  Pu t  d i f f e r en t l y,  

v i s i t i n g  a  l i b r a r y c o u l d  b e  r edu ced  con s i d er ab l y ( o r  e l i mi n a t ed )  i f  

o n e  h ad  acces s  t o  t h e  in t e r n e t .  Th e  tw en t y s ev en  p e r cen t  e i t h e r  

s t i l l  v i s i t  l i b r a r i es  o r  us e  i n t e rn e t  c a f é s  fo r  s cho o l  as s ign m ent s ,  

s om et h i n g  n o t  nece s sa r y co n s id e r i n g  th a t  t h e  q ua l i t y  o f  

i n fo rm at io n  on  n o rm al  i n t e rn e t  an d  th e  m ob i l e  i n t e r n e t  i s  n ea r l y 

t h e  sam e.  

 

A n o t he r  f a c t o r  r ega r d i n g  th e  in t e r n e t  i s  t h a t  S ou t h  A f r i c a  h a s  a  

v e r y l o w  f ix ed  l i n e  i n t e rn e t  p ene t ra t i on  co mp ar ed  to  m o b i l e  

i n t e rn e t  wh i ch  i s  av a i l ab l e  on  m os t  m ob i l e  ph on es ,  t hus  m ak i n g  

i t s  pen e t r a t i on  much  h i gh e r .  T he  yo u t h  a re  gen e r a l l y  l e ad in g  

w h e r e  t r yi n g  n ew  s e r v i ces  i s  co n ce r n ed  an d  i f  t w en t y s ev en  

p e r cen t  o f  t h em  a re  un aw ar e  o f  su ch  a  v a l u ab l e  s e rv i ce  t h en  t he  

s i t u a t io n  w ou ld  b e  w o rs e  fo r  o t h e r  age  g r o up s .  M o r e  r es ea r ch  and  

m on e y s h ou l d  b e  inv es t ed  i n  g r o wi n g  th i s  goo d  s e r v i ce .  

 

7 . 5 . 2  I ns tan t  messa g in g  ( mo bi l e  b l ogg ing )  
 

In s t an t  m ess ag in g  ( a l so  k no w n  as  s o c i a l  n e t w or k i n g)  w as  t he  

m os t  f a sh i on ab l e  se r v i ce  wi th  t h e  r esp o nd en t s .  I t  i s  a  new  t r en d  

t h a t  cou ld  r ep l ace  SMS  ( an o th e r  P2P  m es s agi n g  s e r v i ce )  am on g  

t h e  r e sp on d en t s .  Al r ead y t h e r e  a r e  b eh av i ou r a l  ch an ges  t h a t  h ave  

co m e  abo u t  a s  a  r es u l t  o f  t h i s  s e r v i ce .  T hes e  i nc lu d e  s cho o l  wo r k  

b e in g  do n e  in  t he  new  ins t an t  m ess ag in g  l an gu age ,  a  d e t e r i o r a t ion  

o f  s p e l l i n g  i n  c e r t a i n  i n s t an ces  an d  cha t t i n g  du r i n g  l es son s .  

 

In s t an t  m ess ag i n g  i s  go in g  to  becom e a  m ass  m a r k e t  p ro d uc t ,  a s  

i s  t h e  c as e  wi t h  vo i ce  and  S MS.  O f  a l l  t h e  s e rv i ce s  t h a t  w e re  

i n c lu d ed  in  t h i s  s tu d y,  i n s t an t  m es s ag in g  r ece i v ed  t h e  mo s t  

u ns o l i c i t ed  r es po ns e s  f r om  t h e  re sp o nd en t s .  M or e  re s ou r ces  

s ho u l d  th e r e fo r e  b e  i nv es t ed  i n  re s ea rch in g  i t  fu r t h e r  and  m ak i n g  

i t  mo r e  us ab l e .  O n  th e  s u r f ace  i t  m a y s eem  t h a t  i t  w ou ld  

can n i ba l i s e  S MS,  bu t  t ha t  m ay n o t  b e  t h e  ca s e  as  t h e  t wo  s e r v i ces  
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w o r k  d i f f e r en t l y a n d  cou ld  s a t i s f y  d i f f e ren t  n eed s .  T he  o n e  i s  

r e a l - t i me ,  mo r e  l i k e  “ch a t t i n g”  to  an o t h er  pe r so n ;  SMS ,  on  th e  

o th e r  h an d ,  s to r e s  a  m ess age  f o r  t h e  r e c ip i en t  t o  r e ad  wh en  s /h e  

i s  f r e e .  R es ea rch  wo u l d  as s i s t  t h e  s e r v i ce  p r ov id e rs  t o  u nd e r s t and  

t h e  im p ac t  o f  i n s t an t  m ess ag i n g  o n  o th e r  s e r v i ces  an d  i t s  

p o t en t i a l  t o  gen e r a t e  adv e r t i s i n g  rev enu e .   

 

7 . 6  Su mma ry  o f  th e  res ea rch   
 

T h e  s tu d y w as  i n co n c l us i v e  wi t h  r ega r d s  t he  p ro b l em  s t a t em en t .  

H o w ev e r ,  a f t e r  ana l ys i n g  in f o r m at i on  ga t h er ed  t h ro u gh o u t  t he  

r e s ea r ch  i t  cou l d  b e  con c l ud ed  th a t  cu s t om er  ca r e ,  e asy  t o  u s e  

s e r v i ces  and  n e tw or k  p e r fo rm an ce  a r e  ex t r em el y i m p o r t an t  t o  t he  

r e s po nd en t s .  In  add i t i on  to  t h i s ,  i n s t an t  m es sag i n g  cou l d  g ro w ,  

l i k e  SMS ,  t o  b eco me  ano th e r  su cces s fu l  d a t a  s e rv i ce .  

 

U n le s s  t h e i r  cu r ren t  n eed s ,  su ch  a s  ex ce l l en t  cus tom er  ca re  

s e r v i ce ,  d e s i gn i n g  s im pl e  s e rv i ce s  and  bu i ld in g  s t ab l e  n e tw o rks  

a r e  m e t ,  i t  w ou ld  b e  d i f f i cu l t  t o  s e l l  t h em  n ew p r od u c t s  o r  

s e r v i ces .  An  add ed  b en e f i t  o f  s a t i s f yi n g  t h e  ex i s t i n g  cus to mer s ‟  

n eeds  i s  t h a t  i t  wou ld  c r ea t e  t r us t  i n  t h e  com p an y an d  i t s  p r od u c t s  

an d  m ak e  f u t u r e  s a l e s  e as i e r .  

 

Fu tu r e  r es ea r ch  i s  r e com m en ded  fo r  i n s t an t  m es s agi n g  an d  m obi l e  

i n t e rn e t  s e rv i ce s .  T h e  fo r mer  s e rv i ce  i s  ve r y p o p u l a r  am on g  t h e  

r e s po nd en t s ,  w ho  a r e  a l s o  ea r l y ad o p te r s  o f  t e chn o lo g y.  I t  h a s  a  

p o t en t i a l  t o  become  a  m as s  m ar k e t  p r od u c t ,  bu t  mo r e  r e s ea rch  

co u l d  un cov e r  w a ys  o f  m ov in g  th i s  s e r v i ce  q u i ck l y t o  t h e  m ass  

m a rk e t .  Fo r  m ob i l e  i n t e r n e t ,  f u r the r  r e s ea rch  cou l d  i d en t i f y  

r e a s ons  f o r  su ch  a  l ow  us age  and  awar en es s ,  i n  a  co un t r y w h e r e  

p en e t r a t i on  o f  f i x ed  l i n e  in t e r n e t  i s  so  l o w.    
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A pp endi x  1  

 

Qu es t ion na i re   

Fo r  each  q u es t i o n  p l eas e  m ar k  th e  app r op r i a t e  b ox  wi t h  an  X  

( 1 )  Wh at  i s  yo u r  gen d e r?  

1 . 1  M a l e   

1 . 2  Fem al e   

 

( 2 )  H av e  yo u  chan ged  a  s e r v i ce  p ro v i de r  i n  t h e  l a s t  24  mon th s?  

2 . 1 )  Yes   

2 . 2 )  No   

2 . 3  I f  ye s ,  ho w  m an y m o nt hs  w ere  yo u  w i t h  th e  

p r ev io us  s e r v i ce  p ro v i d er ,  b e fo r e  s wi t ch in g?  

 

 

( 3 )  I f  ye s  t o  “ ( 2 . 2 )” ,  wh a t  was  th e  r eas on?  

3 . 1  Co mp et i t o r  o f f e r ed  b e t t e r  p r i c e s  on  b a s i c  

s e r v i ces  ( vo i ce  an d  SMS )  

 

3 . 2  In co r r ec t  b i l l i n g  o r  co n fu s i n g  ch a r g in g  f o r  

s e r v i ces  

 

3 . 3  P oo r  cus tom er  s e r v i ce   

3 . 4  C om pe t i t o r  o f fe r ed  b e t t e r  p r i c e  f o r  h an ds e t s   

3 . 5  Be t t e r  n e tw o rk  co v e rage  b y co m p et i t o r   

3 . 6  C om pe t i t o r  o f fe r ed  a  p ho n e  wi th  m o re  f ea tu r es   

3 . 7  Ot he r  (P l eas e  p r o v i de  de t a i l s )   

 

( 4 )  A  l i s t  o f  comm on  s e rv i ce s  o f f e red  b y s e r v i ce  p r ov i d er s  a r e  

g i v en  b e lo w .  P l eas e  r an k  t h em  i n  o r d e r  o f  t h e i r  im por t an ce  t o  

yo u ,  w i t h  1  b e i ng  v e r y i m p o r t an t  an d  7  th e  l ea s t  i mp or t an t  

s e r v i ce .  Fo r  ex am pl e ,  i f  yo u  f ee l  “A cces s in g  In t e r n e t  f ro m a  ce l l -

p h on e”  i s  t h e  m os t  i mp or t an t  s e r v i ce  p u t  1  i n  t h e  co lumn  n ex t  t o  

“A ccess i n g  In t e r ne t  f r om  a  ce l l -p ho ne” .  H o wev e r  i f  1  i s  ch os en  

f o r  a  s e rv i ce ,  t h en ,  n o  o th e r  s e rv i ce  can  b e  a s s i gned  th e  s am e 

r an k in g  o r  nu mb er .  

 

 

 

S erv i ce  

R ank  

O rd er  

4 . 1  Vo ice  an d  S MS   

4 . 2  P i c tu r e  mess ag in g   

4 . 3  In s t an t  mess ag in g  ( e . g .  Mx i t )   

4 . 4  Do wn lo ad  ( e . g .  r i n g - to n es  and  m us i c )   

4 . 5  A ccess in g  In t e rn e t  f ro m a  ce l l -p hon e   

4 . 6  A ccess in g  em ai l  f r om  a  ph on e   

4 . 7  Tr ack in g  s e rv i ce s  ( ch i ld  t r ack i n g)   

4 . 8  Ot he r  (P l eas e  p r o v i de  de t a i l s )   

 

( 5 )  P l eas e  in d i ca t e  h o w o f t en  yo u  u s e  t h e  se r v i ces  g iv en  b e lo w?  

1 .  D ai l y  

2 .  W eekl y  
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3 .  M on th l y  

4 .  Y ear l y  

5 .  N ev e r  

   1  2      3      4    5  

5 . 1  No rm a l  ph on e  ca l l  (v o i ce )       

5 . 2  S MS       

5 . 3  Tr ack in g  ( f r i end s )       

5 . 4  D ow nl o ads  ( e .g .  r i n g - t on es ,  m us ic ,  

s c r een s av e rs ,  e t c . )  

     

5 . 5  A ccess in g  in t e r n e t  wi t h  ce l l -p hon e  

( m obi l e  i n t e rn e t )  

     

5 . 6  A cces s in g  ema i l  wi th  c e l l - ph on e  

( m obi l e  em ai l )  

     

5 . 7  Ot he r s  (P l ea se  p r ov id e  d e t a i l )  

 

     

 

( 6 )  P l eas e  r ead  t he  s t a t em en t  b e l ow  an d  in d i ca t e  ho w  m u ch  yo u  

ag r ee  o r  d i sag r ee  wi th  i t ?  

1 .  D is agr ee  s t r on g l y  

2 .  D is agr ee  s l i gh t l y  

3 .  N ei t h er  ag r ee  no r  d i s ag r ee  

4 .  A gr ee  s l i gh t l y  

5 .  A gr ee  s t ro n g l y  

           1  2     3     4      5   

6 . 1  I  p r e f e r  t o  keep  m y ce l l  num be r  

ev en  w h en  chang i n g  o r  s wi t ch in g  

s e r v i ce  p r o v id e rs  

     

6 . 2  I  p r e f e r  a  s imp l e  ce l l  p ho n e ,  t ha t  

d o es  no t  h av e  m an y f ea t u r e s  o r  

f u n c t i on s  bu t  i s  cheap  

     

6 . 3  A  goo d  s e r v i ce  p r o v id e r  o f f e r  mor e  

f ea tu r es  a t  a  ch eap e r  r a t e  o r  a t  a  r a t e  

eq u a l  t o  co mp et i t o r s  

     

6 . 4  I  p r e f e r  a  s e r v i ce  p ro v i d er  w ho  

o f f e r s  d i s co un t s  o n  a  r egu l a r  ba s i s   

     

6 . 5  I  u s e  m y p h o ne  m o s t l y d u r i n g  o f f  

p eak  t im es  (w h en  ca l l  r a t es  a r e  l e s s )  

     

6 . 6  S e rv i ce  p r ov i d er s  sh ou ld  o f fe r  

g l o b a l l y co mp e t i t i ve  p r i c i n g  

     

6 . 7  I  ch o s e  my s e r v i ce  p r ov ide r  

b ecaus e  h e  o f f e r s  a  wi de r  r an ge  o f  

s e r v i ces  

     

6 . 8  T h e  s e rv i ce  p r ov id e rs  b i l l i n g  

s t a t em en t  i s  c l ea r  an d  u nd e rs t and ab l e  

     

6 . 9  I  ch o s e  my s e r v i ce  p r ov ide r  

b ecaus e  i t  o f f e r ed  a  w id e  ch o i ce  o f  

h and s e t s  

     

6 . 10  I  p r e f e r  s e r v i ces  t h a t  s av es  t im e  

an d  a r e  qu i ck  an d  ea s y t o  u se  
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Independent Samples Test

13.215 .001 -1.836 43 .073 -.40 .216 -.832 .039

-1.417 16.337 .175 -.40 .280 -.989 .196

.013 .911 .313 43 .756 .07 .214 -.364 .498

.291 25.337 .773 .07 .229 -.405 .539

10.097 .003 -2.189 43 .034 -.95 .433 -1.822 -.075

-1.922 21.657 .068 -.95 .493 -1.972 .076

.834 .366 .283 43 .779 .12 .411 -.713 .946

.266 25.994 .792 .12 .438 -.783 1.016

5.256 .027 -.295 43 .770 -.13 .424 -.980 .730

-.266 23.255 .793 -.13 .470 -1.096 .846

.040 .842 -2.696 43 .010 -1.09 .404 -1.902 -.274

-2.766 33.427 .009 -1.09 .393 -1.888 -.288

4.158 .048 .850 43 .400 .38 .449 -.524 1.287

.793 25.404 .435 .38 .481 -.609 1.372

Equal variances

assumed

Equal variances

not assumed

Equal variances

assumed

Equal variances

not assumed

Equal variances

assumed

Equal variances

not assumed

Equal variances

assumed

Equal variances

not assumed

Equal variances

assumed

Equal variances

not assumed

Equal variances

assumed

Equal variances

not assumed

Equal variances

assumed

Equal variances

not assumed

Normal phone call (voice)

SMS

Instant Messaging

Tracking

Downloads

Accessing internet

Accessing email

F Sig.

Levene's Test for

Equality of Variances

t df Sig. (2-tailed)

Mean

Difference

Std. Error

Difference Lower Upper

95% Confidence

Interval of the

Difference

t-test for Equality of Means

6 . 11  E as e  o f  us e  i s  im po r t an t  w hen  

ch oo s i n g  a  m ob i l e  s e r v i ce  

     

6 . 12  A  h e l p fu l  cus to mer  ca r e  agen t  i s  

v e r y i mp o r t an t  

     

  

( 7 )  Wh at  d o  yo u  l i k e  t h e  m os t  ab ou t  yo u r  s e r v i ce  p ro v i d er?  

 

 

 

( 8 )  Wh at  d o  yo u  d i s l i k e  t h e  m os t  ab ou t  yo u r  s e rv i ce  p r ov i d er?  

 

 

 

 

 

A pp endi x  2  

I nd ep end en t  S a mpl e  T es t  
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A pp endi x  3  

C o rre l a t ion  o f  O rd er  o f  I mpo r tan ce  and  U sa g e  

   

Voice 
and 
SMS 

Normal 
phone 

call 
(voice) SMS 

Instant 
Messaging Tracking Downloads 

Accessing 
internet 

Accessing 
email 

Voice and 
SMS 
  
  

Pearson 
Correlation 

1 .313(*) 
-

.184 
.121 .128 .287 .330(*) .262 

Sig. (2-
tailed) 

. .036 .225 .428 .404 .056 .027 .083 

N 45 45 45 45 45 45 45 45 

Picture 
messaging 
  
  

Pearson 
Correlation 

.020 -.084 .160 -.107 -.005 -.064 -.067 1 

Sig. (2-
tailed) 

.896 .583 .293 .486 .972 .674 .661 . 

N 45 45 45 45 45 45 45 45 

Instant 
messaging 
(e.g. Mxit) 

Pearson 
Correlation 

-.137 -.203 
-

.066 
.125 .210 -.237 -.164 1 

Sig. (2-
tailed) 

.368 .180 .666 .413 .165 .117 .281 . 

N 45 45 45 45 45 45 45 45 
Download 
(e.g. ring 
tones and 
music) 

Pearson 
Correlation 

.197 -.059 
-

.230 
-.043 -.190 .028 .144 1 

Sig. (2-
tailed) 

.194 .699 .129 .779 .212 .853 .347 . 

N 45 45 45 45 45 45 45 45 
Accessing 
internet 
from a cell 
phone 

Pearson 
Correlation 

-
.338(*) 

-.032 
-

.255 
.168 -.032 -.216 -.235 1 

Sig. (2-
tailed) 

.023 .834 .091 .270 .832 .155 .120 . 

N 45 45 45 45 45 45 45 45 
Accessing 
email from 
a cell 
phone 

Pearson 
Correlation 

-.187 .340(*) .129 -.157 -.051 .068 -.045 1 

Sig. (2-
tailed) 

.218 .022 .397 .302 .740 .659 .768 . 

N 45 45 45 45 45 45 45 45 
Tracking 
services 

Pearson 
Correlation 

-.127 .019 .091 -.011 -.083 -.095 .080 1 

Sig. (2-
tailed) 

.406 .902 .552 .944 .589 .534 .603 . 

N 45 45 45 45 45 45 45 45 
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A p p endi x  4  

C o rre l a t ion  o f  (Q6)  and  ( Q6 )  

  Q6.1 Q6.2 Q6.3 Q6.4 Q6.5 Q6.6 Q6.7 Q6.8 Q6.9 Q6.10 Q6.11 Q6.12 
Q6.1 Prefer to keep 
cell number when 
changing service 
provider 

Pearson 
Correlation 

1 -.103 .189 .448(**) -.072 .081 .266 -.075 -.010 .399(**) -.187 .161 

Sig. (2-
tailed) 

. .500 .213 .002 .640 .596 .077 .626 .948 .007 .219 .290 

N 45 45 45 45 45 45 45 45 45 45 45 45 

Q6.2 Prefer a 
simple cell phone - 
not many features 
or functions but is 
cheap  

Pearson 
Correlation 

 1 -.077 -.114 -.136 -.289 -.043 .059 -.169 -.032 -.107 .048 

Sig. (2-
tailed) 

 . .616 .458 .373 .054 .779 .702 .267 .832 .483 .752 

N  45 45 45 45 45 45 45 45 45 45 45 

Q6.3 A good 
service provider 
offers more features 
at a 
cheaper/competitive 
rate   

Pearson 
Correlation 

  1 .219 -.018 .136 .178 .097 -.033 .344(*) .345(*) .188 

Sig. (2-
tailed) 

  . .148 .906 .372 .241 .524 .830 .021 .020 .215 

N 
  45 45 45 45 45 45 45 45 45 45 

Q6.4 Prefer a 
service provider 
who offers regular 
discounts 

Pearson 
Correlation 

   1 .181 .168 .297(*) .302(*) .294 .727(**) .417(**) .137 

Sig. (2-
tailed) 

   . .235 .271 .048 .043 .050 .000 .004 .369 

N    45 45 45 45 45 45 45 45 45 

Q6.5 I Use my cell 
phone mostly 
during off peak 
times  
  

Pearson 
Correlation 

    1 .045 -.058 .435(**) .066 .264 .202 .150 

Sig. (2-
tailed) 

    . .767 .705 .003 .669 .079 .183 .326 

N     45 45 45 45 45 45 45 45 

Q6.6 Service 
providers should 
offer globally 
competitive pricing 

Pearson 
Correlation 

     1 -.022 .056 .035 -.068 .396(**) .093 

Sig. (2-
tailed) 

     . .886 .715 .818 .657 .007 .545 

N      45 45 45 45 45 45 45 

Q6.7 I chose my 
service provider 
because of the wide 
range of services 

Pearson 
Correlation 

      1 .202 .221 .314(*) .209 .124 

Sig. (2-
tailed) 

      . .184 .145 .036 .168 .418 
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  N       45 45 45 45 45 45 

Q6.8 The service 
providers billing 
statement is clear 
and understandable 
  
  

Pearson 
Correlation 

       1 .309(*) .313(*) .175 -.032 

Sig. (2-
tailed) 

       . .039 .036 .250 .833 

N 
       45 45 45 45 45 

Q6.9 I chose my 
service provider 
because of the wide 
choice of handsets 
   

Pearson 
Correlation 

        1 .176 .142 -.205 

Sig. (2-
tailed) 

        . .247 .351 .177 

N         45 45 45 45 

Q6.10 I prefer 
services that save 
time and are quick 
and easy to use 
   

Pearson 
Correlation 

         1 .244 .308(*) 

Sig. (2-
tailed) 

         . .106 .040 

N          45 45 45 

Q6.11 Ease of use 
is important when 
choosing a mobile 
service   

Pearson 
Correlation 

          1 .178 

Sig. (2-
tailed) 

          . .241 

N           45 45 

Q6.12 A helpful 
customer care 
agent is very 
important 
  

Pearson 
Correlation 

           1 

Sig. (2-
tailed) 

           . 

N            45 
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