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Abstract

Indian telecommunications industry has navigated through considerable change in last few
years. Its growth rate has been one of the highest in the world and it has become second
biggest telecom market in terms of number of mobile customers. As per data released by Indian
telecom regulator TRAI, as on 31st March 2016 there were 1058.86 million telecom
subscribers in the country, with a tele density of 83.36. The unparalleled growth of Indian
Telecom sector has been built on mobile revolution. There are multiple elements that have
supported the growth of telecom industry in the country. These include good regulatory
environment, favorable demographics, and changes in customer behavior, very low traffics and
low handset prices. Growth in Telecom sector is characterized by low ARPU (Average
Revenue Per User). Due to commoditization of services, intense competition and high cost of
spectrum, incumbents have found it difficult to develop new revenue streams, increase ARPU
and differentiate their services and brand to retain customers. While incumbents are focusing
on improving customer services, they are encountering challenges in successfully serving
changing customer needs and addressing requirements of niche customer segments. There is an
opportunity to adopt new business models and collaborate with other players with

complementary strengths in addressing the industry challenges.

Indian government intends to introduce MVNOs (Mobile Virtual Network Operator) in India
and rolled out a policy for virtual operators in May 2016. The rules defined in policy will
enable entrepreneurs and companies to launch MVNOs in India, offering better choice to

clients and providing incumbents with an opportunity to monetize their underutilized network.



MVNOs are mobile service providers, who offer their services without owning any spectrum
and telecom infrastructure. The model is innovative and flexible model that offers customers
good convenience and unique services. MVNO model is driven by content, customer needs and
niche communities. The model is flexible and asset light, enabling virtual operators to offer value
added services to niche customer segments, while leveraging their brand, content, applications and

existing distribution network.

The objective of this study is to find Critical Success Factors (customer, regulatory, industry or
company centric CSFs) that will influence MVNOs in Indian telecommunication market and

develop a strategic framework that will be useful for key stakeholders.

To achieve objective of the study, research started by literature review and background study,
to determine research gaps and research objectives. A comprehensive literature review was
undertaken, which helped in developing a good understanding of area of research. Review
included study of telecom industry in general and MVNOs in particular. Study covered
global trends and experiences and details of Indian telecom industry. After identifying
variables from literature, grounded theory research methodology was used to identify critical
success factors for MVNOs in India. Total Interpretive Structural Modeling (TISM) was
applied to identify inter-linkages among various factors and develop a strategic hierarchal

model for MVVNOs in India.

Next phase of research covered empirical validation of framework, which was developed
using TISM. Hypotheses of association were framed for strategic factors and their
relationship. Multiple regression empirical method was used to examine hypotheses of

association and empirically validate relationships identified in TISM model. The validation



was done with help of data collected using a questionnaire survey. Next phase of research
involved review of model in real life settings through case study method. Case studies
preparation involved collecting and reviewing details from secondary sources, in-depth
interviews with senior management and experts from the industry. SAP-LPA Hill framework

was used to develop and analyze case studies of two MVNOs, one each from UK and Italy.

Last phase of research was focused on deriving learnings from different phases and synthesis of
research results. Key research findings from different research phases were synthesized using
triangulation methodology. Implication of research findings for industry and academia in
general and MVNOs in particular were enlisted in detail. The research work makes substantial
input to the existing knowledge base and to the Indian telecom industry, with specific focus on
MVNOs. This research will help key stakeholders in telecom industry and academia in better
understanding of MVVNO’s business model and its impact on consumers, policy makers, telecom
companies and industry. This research lays the groundwork for one of the less researched area and

hopefully will trigger further research on MVVNOs in India.

Keywords: MVNO, MNO, Indian Telecommunication Industry, Business Model, Strategy,

Telecom Policy, TISM, Grounded Theory, Case Studies.
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