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Abstract

During the last two decades, mobile communication and technology have prolifer-
ated within the society at a remarkable pace, opening up several new avenues of
business. Mobile phones have played a significant role in connecting and empow-
ering people throughout the world and India is no exception. Intense competition
and tariff war among the telecom operators in India have brought down the voice
tariffs to a very low level, thereby increasing its customer base. Despite this in-
crease, the Average Revenue Per User (ARPU) has seen a decline in recent years.
This negative trend forces the operators to promote additional services to com-
pensate for the declining ARPU. Though telecom facilities have reached almost
every part of the country, there are still several barriers associated with adoption

of mobile services, especially non-voice mobile services.

The strategy of marketing the existing services in an unplanned way does not
seem to work in favor of operators and it becomes indispensable to investigate the
users’ requirements. Apart from these concerns, modeling users’ preferences could
help in inferring profitable strategies. Cross-selling, bundling and dynamic pricing
may prove beneficial that can help in improving the adoption either by targeting

appropriate customer segment base or at an individual level.

This work tries to investigate the underlying gaps between the users’ expectation
of mobile services and services offered by the operators. This study predomi-
nantly helps to address some of the issues of low adoption of utility-based mobile
services from two different perspectives, namely, users’ perspective and operators’

perspective.

The first part of the study deals with users’ preferences, where their preferences
related to mobile services are modeled. Using recommender systems and frequent
pattern mining, interesting rules are derived, which may help the operators to
offer various mobile services in the form of bundled pack under a single umbrella.
Further, a pricing model is proposed to decide upon the price for the bundled pack

based on the associated utility for respective services.

A detailed study is conducted to understand the adoption intent for a citizen-
centric utility service such as M-Ticketing. M-Ticketing is a mobile value-added
service that can be accessed from both feature phone and smartphone and does

not require an Internet connection to use this service. Several factors are studied



and modeled based on a well-established theory, Technology Acceptance Model
(TAM), for the adoption of mobile services. It could help the operators and the

Indian Railways to improve upon factors that affects the adoption of such services.

In the second part of the research, operators’ perspective is captured and important
factors (barriers) that lead to the poor adoption of mobile value added services
are studied. A hierarchical structural model is developed with the help of Total
Interpretive Structural Modeling (TISM). These barriers are then categorized into
four clusters with the help of MICMAC analysis. Further, the barriers are ranked
using Fuzzy Analytic Hierarchy Process to identify high priority factors. Finally,
an index named Mobile Service Adoption Barrier Index (MSABI) is developed
with the help of consensus building and graph theoretic approach. The impact
of the barriers for a particular operator is estimated using MSABI which helps in

comparing different operators.

The thesis concludes with the summary and findings derived from this research
which could be helpful for the telecom operators, policy makers, practitioners,
and academicians. This thesis has some of the finest contributions in the area of
recommender systems which explores deep learning, auto-encoders and support
vector machines for recommending the items to the customers. In addition, the
bundling and dynamic pricing could be useful for the service providers and could
help in developing strategies to enhance the adoption. The contributions to under-
standing the adoption intent of M-Ticketing could help the government as well as
the operators on improving the existing services and future citizen-centric services.
It provides a direction on the factors that could help in improving the services,
leading to improved adoption. Identification and ranking of barriers would help
the operators as well as the policy makers to make informed decision for develop-
ing appropriate strategies. MSABI could be used as a guiding tool to overcome
the underlying barriers and thus, improve the overall experience of using mobile

services irrespective of locational constraints in India.
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