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ABSTRACT 

India is currently the second-largest telecommunication market (1072.4 million 

subscribers) and has the third highest number of internet users (367.48 million 

subscriptions) in the world. This has resulted in several new business opportunities 

within and outside the Indian telecommunication ecosystem. The Indian telecom 

service providers are on one hand, looking for additional revenue streams by 

venturing into new markets and on the other hand trying to manage their operational 

cost, speed of growth and the ability to meet market challenges. Multiple Indian 

telecom players like Bharti Airtel (Airtel), Vodafone and IDEA have been leveraging 

IT outsourcing as a transformational strategy, for many years. These telecom service 

providers moved from traditional outsourcing relationships to business enablement 

and business value realization.  

This study tries to investigate the underlying gaps between the outsourcer‘s and the 

outsourcee‘s expectations of transformational IT outsourcing partnership, in the 

Indian telecommunication context. This study also attempts to address some of the 

issues in the adoption of transformational IT outsourcing, from two different 

perspectives, namely, outsourcers‘ and outsourcees‘ perspective.  

The first part of the study deals with modelling the stakeholder perspectives, 

capturing their perceptions across three-time slices: (a) the Past: year 2004 - 2005, (b) 

the Present: year 2015 - 2016, and (c) the Future: year 2020-2021. Based on the 

output of the statistical analysis (t-test, paired t-test, one way ANOVA, Pearson‘s 

Correlation and Stepwise Regression), interesting observations are made. The most 

interesting observation from the industry perspective is that, as the industry matures, 

the role of ‗government policies and legislative framework‘ declines with time. On 
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the other hand, while ‗technology enhancements‘ are becoming the most important 

driving factor for the industry. These observations are also validated through second 

and third part of the studies: Total Interpretive Structural Models (TISM) and case 

studies. 

In the second part of the study, the industry subject matter expert‘s perspective is 

captured and critical success factors that lead to growth of the Indian 

telecommunication industry are studied. A longitudinal study is conducted for the 

three-time slices (the Past, the Present and the Future). Hierarchical structural models 

are developed with the help of Total Interpretive Structural Modelling (TISM). These 

critical success factors are then categorized into four clusters with the help of Matrice 

d‘Impacts Crosises-Multiplication Appliquee (MICMAC) analysis. It is interesting to 

note the perceived change in the importance and interlinkages of the critical success 

factors, as time lapses.  

The third part of the research is focused on two case studies. In the first case study, 

the Bharti Airtel (Airtel) and IBM transformational IT outsourcing partnership is 

studied, both in their initial 10 year contract period (2004-2014) and then post re-

contracting, the 5 year extension (2014-2019). This study captures some elements that 

constitute a successful IT outsourcing partnership. A Strength, Weakness, 

Opportunity, Threat (SWOT) analysis has been done for their outsourcing partnership 

and Situation – Actor – Process --- Learning – Action – Performance (SAP-LAP) 

methodology is used to identify the learnings from this partnership. The second case 

study is conducted for Reliance Jio (Jio). Jio, launched in September 2016, adopted a 

different and disruptive strategy for market acquisition and growth. It maintained its 

IT in-house, leveraged latest technology (VoLTE) along with aggressive pricing to 
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grow exponentially. Dynamic SAP-LAP is conducted to derive the learnings from 

Jio‘s success. The study also validates the observation of survey findings and TISM 

modelling that technology enhancements and evolution are driving the Indian telecom 

industry and is expected to become even more important in the next 3-5 years. 

The thesis concludes with the summary and findings derived from this research which 

could be helpful for the Indian telecom service providers, IT players, policy makers, 

practitioners and academicians. This thesis has come up with some important 

contributions in the area of transformational IT outsourcing and the Indian telecom 

industry, exploring longitudinal change in perceptions and expectations of the key 

stakeholders. In addition, the changes identified in the hierarchical models could be 

useful for the telecom service providers, IT organizations and policy makers to 

make/alter their strategies keeping in view the dynamic business landscape. The 

contribution to understanding the adoption of transformational IT outsourcing, 

changes in importance of the critical success factors (over 15 years) and the impact of 

this strategy at an organizational level helps the outsourcers and the outsourcees to 

plan and forge more successful partnerships. The future statements would aid the 

policy makers, telecom service providers and IT companies in understanding the 

changing business dynamics and focus on what is relevant and effective in the future. 

The case studies further validate the observations made in the prior sections and help 

stakeholders learn from real experiences. 
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lkj 

Hkkjr nqfu;k dk nwljk lcls cM+k nwjlapkj cktkj gS, tgka 107.24 djksM+ xzkgd gSaA 

Hkkjr 36.75 djksM+ baVjusV miHkksDrkvksa ds lkFk nqqfu;k ds rhljs uEcj ij gSA blds 

ifj.kkeLo#i Hkkjrh; nwjlapkj ikfjfLFkfr ds r=ak ds Hkhrj vkSj ckgj dbZ u, 

O;kikfjd volj iSnk gq, gSaA Hkkjrh; nwjlapkj lsok iznkrk ,d rjQ viuk 

lapkyu ykxr, fodkl dh xfr vkSj cktkj dh pqukSfr;ksa ls eqdkcyk djus dh 

{kerk dk izc/aku djus dh dksf'k'k dj jgs gSaA  Hkkjrh ,;jVsy (,;jVsy), oksMkQksu 

vkSj vkbZfM;k tSls dbZ Hkkjrh; nwjlapkj daifu;ks us dbZ o"kksZa ls vkbZVh 

vkmVlksflZax dks ,d ifjorZudkjh j.kuhfr ds RkkSj ij bLrseky fd;k gSA ;s nwjlapkj 

lsok iznkrk ijaijkxr vkmVlksflZax fj'rksa ls O;olk; l{kerk vkSj O;olkf;d ewY; 

izkfIr dh vksj c<+ x;s gSaA 

;g v/;;u Hkkjrh; nwjlapkj ds lanHkZ esa, vkmVlkslZj vkSj vkmVlkslhZt+ dh 

ifjorZudkjh vkbZBh vkmVlksflZax lk>snkjh dh vis{kkvksa ds chp varfuZfgr varjky 

dh tkap djus dk ,d iz;kl djrk gSaA ;g v/;;u, nks vyx&vyx n`f"Vdks.kksa ls, 

vFkkZr vkmVlkslZl vkSj vkmVlkslhZt ds ifjizs{; ls, ifjorZudkjh vkmVlksflZax dks 

viukus esa dqN eqn~nksa dks lqy>kus dk iz;kl djrk gSA 

v/;;u ds igys Hkkx esa fgr/kkjd ds ifjisz{; dks ekWMfyax djus ds lkFk&lkFk 

rhu le; & [kaMksa esa muds fopkjksa dks le>k x;k gS% (,) vrhr% o"kZ 2004&2005, 

(ch) orZeku% o"kZ 2015&2016, vkSj (lh) Hkfo";% o"kZ 2020&2021 lkaf[;dh; fo'ys"k.k 

(Vh&VsLV, is;j Vh&VsLV, ouos ,uksok, fi;lZu dksfjys'ku vkSj LVsiokbZt+ fjxjs'ku) ds 

fjtyV ds vk/kkj ij, fnypLi voyksdu fd;k x;k gSA mn~;ksx ds ifjizs{; ls 

lcls fnypLi voyksdu ;g gS fd, tSls tSls mn~;ksx ifjiDo gksrk gS, ljdkjh 

uhfr;ksa vkSj <kaps dh Hkwfedk le; ds lkFk ?kVrh tkrh gSA nwljh vksj izkSn~;ksfxdh 
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laoðZu mn~;ksx ds fy, lcls egRoiw.kZ Mªkbfoax dkjd cu jgs gSaA bu fBIif.k;ksa dh 

iq"Vh v/;;u ds nwljs vkSj rhljs Hkkx esa Hkh dh xbZ gS% VksVy baVjiz sfVo LVªDpjy 

ekWMy (VhvkbZ,l,e) vkSj dsl LVMh }kjk A    

v/;;u ds nwljs Hkkx esa, mn~;ksx fo"k;d fo'ks"kK ds utfj, dks le>k x;k gS 

vkSj Hkkjrh; nwjlapkj mn~;ksx ds fodkl ds fy, egRoiw.kZ lQyrk dkjd dk 

v/;;u fd;k x;k gSA rhu le; [kaM+ks (vrhr, orZeku vkSj Hkfo";) ds fy, ,d 

vuqnS/;Z v/;;u fd;k x;k gSA inkuqdzfer lajpukRed ekMWy VksVy baBjizsfVo 

LVªDpjy ekWMfyax (VhvkbZ,l,e) dh enn ls fodflr fd, x, gSaA bu egRoiw.kZ 

lQyrk dkjdksa dks rks eSfVªl Mh bEiSDVl dzkWflt&eYVhfIyds'ku ,iyhdh 

(,evkbZlh,e,lh) fo'kys"k.k dh lgk;rk ls pkj >q.Mksa esa oxhZd`r fd;k x;k gSA 

egRoiw.kZ lQyrk dkjdksa ds le; ds lkFk vkilh fj'rksa es ifjorZu dks /;ku esa 

j[kuk fnypLi gSSA 

vuqla/kku dk rhljk fgLlk nks dsl LVM+ht ij dsafnzr gSA igys ekeys ds v/;;u 

esa, Hkkjrh ,;jVsy (,;jVsy) vkSj vkbZch,e VªkaLQksZes'uy vkbZVh vkmVlksflZax 

lk>snkjh dk v/;;u muds 'kq#vkrh 10 lky ds vuqca/k vof/k (2004&2014) esa fd;k 

x;k gS vkSj fQj iqu% vuqca/k 5 lky ds ckn (2014&2019) dk v/;;u fd;k x;k 

gSA ;g v/;;u dqN ,sls rRoksa dks le>rk gS tks ,d lQy vkbZVh vkmVlksflZax 

lk>snkjh vkSj fLFkfr & vfHkusrk & izfdz;k & lh[kuk & ,D'ku & ijQkWesal 

(,l,ih&,yih) iðfr ds fy, ,d rkdr, detksjh, volj, /kedh (,lMCywvksVh) 

fo'kys"k.k fd;k x;k gS tks bl lk>snkjh ls lh[kus dh igpku djus ds fy, 

mi;ksx fd;k x;k gSA fjyk;al ft;ks (ft;ks) ds fy, nwljs ekeys dk v/;;u fd;k 

x;k gSA th;ks us flracj 2016 esa ykWUp fd;k vkSj cktkj vf/kxzg.k vkSj fodkl ds 

fy, ,d vyx vkSj fo?kVudkjh j.kuhfr viukbZA blus vius vkbZVh ?kjksa esa, 

uohure izkSn~;ksfxdh (ohvks,yVhbZ) ds lkFk&lkFk vkdzked ewY; fu/kkZj.k cuk, 
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j[kkA Mk;ukfed ,l,ih&,y,ih ft;ks dh lQyrk ls lh[kus ds fy, mi;ksx fd;k 

x;k gSA v/;;u us losZ{k.k fu"d"kksZ vkSj VhvkbZ,l,e ekWMfyax ds voyksdu dh 

iq"Vh dh gS fd izkSn~;ksfxdh laoðZu vkSj fodkl Hkkjrh; nwjlapkj mn~;ksx dks pyk 

jgs gSa vkSj vxys 3&5 o"kksZa esa buds vkSj Hkh vf/kd egRoiw.kZ gksus dh mEehn gSA 

'kks/k&izcU/k, bl 'kks/k ls izkIr lkjka'k vkSj fu"d"kksZ a ds lkFk lekIr gksrk gS fd 

Hkkjrh; nwjlapkj lsok iznkrkvksa, vkbZVh f[kykfM+;ksa, uhfr fuekZrkvksa vkSj f'k{kkfonksa 

ds fy, lgk;d gks ldrk gSA bl 'kks/k&izcU/k us vkbZVh vkmVlksflZax vkSj Hkkjrh; 

nwjlapkj mn~;ksx ds {ks=k esa dqN egRoiw.kZ ;ksxnku fd, gS, tks le; ds lkFk vkSj 

izeq[k fgr/kkjdksa dh mEehnksa esa vuqnS/;Z ifjorZu dk vuos"k.k djrs gSA blds 

vfrfjDr, Js.khcð ekWMy esa igpkus tkus okys cnyko nwjlapkj lsok iznkrkvksa, 

vkbZVh laxBuksa vkSj uhfr fuekZrkvksa ds fy, xfr'khy O;kikj ifjǹ'; dks /;ku esa 

j[krs gq, viuh j.kuhfr cukus@cnyus ds fy, mi;ksxh gks ldrs gSaA ifjorZudkjh 

vkbZVh vkmVlksflZax dks viukus esa ;ksxnku, egRoiq.kZ lQyrk dkjdksa ds egRo esa 

ifjorZu vkSj ,d laxBukRed Lrj ij bl j.kuhfr dk izHkko vkmVlkslZ vkSj 

vkmVlksflZt dks vkSj vf/kd lQy lk>snkjh dh ;kstuk cukus esa enn djrk gSA 

Hkfo"; ds ckjs esa oDrO; uhfr fuekZrkvksa, nwjlapkj lsok iznkrkvksa vkSj vkbZVh 

daifu;ksa ds cnyrs dkjksckjh xfr'khyrk dks le>us vkSj Hkfo"; esa izklafxd vkSj 

izHkkoh gksus ij /;ku dsafnzr djus esa lgk;rk djsaxsA nks dsl LVMht+ iwoZ oxksZa esa 

fd, x, fVIif.k;ksa dh iq"Vh djrh gS vkSj okLrfod vuqHkoksa ls lh[kus esa lgk;rk 

djrh gSaA      

 



 

ix 

 

TABLE OF CONTENTS 

CERTIFICATE ............................................................................................................ I 

ACKNOWLEDGEMENTS ....................................................................................... II 

ABSTRACT ............................................................................................................... III 

TABLE OF CONTENTS ......................................................................................... IX 

LIST OF FIGURES .............................................................................................. XVII 

ABBREVIATIONS ..............................................................................................XXIV 

 

CHAPTER 1: INTRODUCTION .............................................................................. 1 

1.1 INTRODUCTION ............................................................................................. 1 

1.1.1 Key Indian Telecommunication Metrics ......................................................... 3 

1.1.1.1 Market Size .............................................................................................. 3 

1.1.1.2 Investments ................................................................................................. 4 

1.1.1.3 Government Initiatives ............................................................................. 5 

1.1.1.4 Competitive Market Forces ...................................................................... 6 

1.2 THE TELECOM REVOLUTION IN INDIA ................................................ 7 

1.2.1 Rate of telecom growth in India Versus China: A Comparison ...................... 9 

1.3 CHALLENGES FACED BY INDIAN TELECOM SERVICE 

PROVIDERS ................................................................................................... 11 

1.4 MOTIVATION FOR RESEARCH ............................................................... 12 

1.5 RESEARCH OBJECTIVES .......................................................................... 16 

1.6 SCOPE OF THE STUDY ............................................................................... 17 

1.7 RESEARCH METHODOLOGY AND FLOW CHART ............................ 17 

1.8 ORGANIZATION OF THE THESIS ........................................................... 20 

1.9 CHAPTER SUMMARY ................................................................................. 23 

 

CHAPTER 2: LITERATURE REVIEW ................................................................ 25 

2.1 INTRODUCTION ........................................................................................... 25 

2.2 LITERATURE CLASSIFICATION ............................................................. 25 

2.3 Indian Telecom Ecosystem ............................................................................. 27 

2.4 TELECOM POLICY ...................................................................................... 34 

2.4.1 National Telecom Policy 2012 ...................................................................... 40 

2.5 OUTSOURCING ............................................................................................ 43 

2.5.1 Outsourcing Models ...................................................................................... 43 

2.5.1.1 Tactical Outsourcing Partnerships ......................................................... 44 



 

x 

 

2.5.1.2 Strategic Outsourcing Partnerships ........................................................ 44 

2.5.1.3 Transformational Outsourcing Partnerships .......................................... 46 

2.6 IT OUTSOURCING ....................................................................................... 47 

2.7 INTERNATIONAL EXPERIENCE IN TRANSFORMATIONAL IT 

OUTSOURCING ............................................................................................ 51 

2.7.1 The Indian experience ................................................................................... 53 

2.7 RESEARCH GAPS ......................................................................................... 58 

2.8 SUMMARY ..................................................................................................... 58 

 

CHAPTER 3: RESEARCH DESIGN AND METHODOLOGY ......................... 61 

3.1 INTRODUCTION ........................................................................................... 61 

3.2 RESEARCH DESIGN .................................................................................... 61 

3.3 FLEXIBLE RESEARCH METHODOLOGY ............................................. 62 

3.4 PROBLEM UNDERSTANDING .................................................................. 63 

3.4.1 Strategic Intent and Critical Success Factors‘ (CSFs) Generation ................ 64 

3.4.2 Classification of Factors ................................................................................ 67 

3.4.3 Classification of Objectives .......................................................................... 71 

3.4.4 Conceptual Model of the Research Problem ................................................. 71 

3.5 FUZZY CLUSTERING .................................................................................. 75 

3.6 MATCHING THE ATTRIBUTES WITH THE TECHNIQUES .............. 77 

3.7 RESEARCH METHOD SELECTION ......................................................... 79 

3.8 INTEGRATION AND INNOVATION ......................................................... 79 

3.9 RESEARCH OBJECTIVES .......................................................................... 80 

3.10 QUESTIONNAIRE DESIGN AND ADMINISTRATION ......................... 81 

3.10.1 Questionnaire design ................................................................................. 81 

3.10.2 Pilot Testing and Administration of Questionnaire ................................... 82 

3.11 RESEARCH METHODOLOGY .................................................................. 83 

3.11.1 Literature Review of the Methodologies used in the Research ................. 83 

3.11.2 Case Study ................................................................................................. 85 

3.11.3 Idea Generation Techniques ...................................................................... 86 

3.11.3.1 Idea Engineering ..................................................................................... 86 

3.11.3.2 Total Interpretive Structural Modelling (TISM) .................................... 87 

3.11.3.3 Questionnaire Survey ............................................................................. 88 

3.11.3.4 Sampling Technique ............................................................................... 88 

3.11.3.5 Data Collection ....................................................................................... 89 



 

xi 

 

3.11.3.6 SAP-LAP Analysis ................................................................................. 89 

3.12 PROPOSED FRAMEWORK FOR THE STUDY ....................................... 90 

3.13 IMPLEMENTATION .................................................................................... 91 

3.14 CONCLUDING REMARKS ......................................................................... 92 

 

CHAPTER 4: QUESTIONNAIRE BASED SURVEY AND HYPOTHESIS 

TESTING .......................................................................................... 93 

4.1 INTRODUCTION ........................................................................................... 93 

4.2 OUTLINE OF THE SURVEY ....................................................................... 93 

4.3 QUESTIONNAIRE PREPARATION, PILOT TESTING AND 

QUESTIONNAIRE ADMINISTRATION ................................................... 94 

4.3.1 Background of the Respondents .................................................................... 95 

4.4 DEVELOPING AND TESTING THE HYPOTHESES .............................. 96 

4.5 SECTION A: STRATEGIC INTENT OF TRANSFORMATIONAL IT 

OUTSOURCING IN THE INDIAN TELECOM ECOSYSTEM .............. 97 

4.5.1 Comparison of the strategic intent for TITO between the ‗Outsourcer‘ and 

the ‗Outsourcee‘ respondents. ....................................................................... 97 

4.5.2 Comparison of the strategic intent of TITO for respondents belonging to 

‗Tactical‘ and ‗Transformational‘ IT outsourcing partnership categories .. 100 

4.5.3 Comparison of dimension of scale on ‗Strategic intent of TITO‘ among three 

age groups (A1: less than 40 years, A2: 40 years to less than or equal to 45 

years, A3: 45 years+) .................................................................................. 102 

4.6 SECTION B1: CRITICAL SUCCESS FACTORS FOR THE INDIAN 

TELECOM INDUSTRY .............................................................................. 105 

4.6.1 Comparison of importance given to the critical success factors in the Past by 

the ‗Outsourcer‘ and ‗Outsourcee‘ categories ............................................. 105 

4.6.2 Comparison of importance given to critical success factors in the Present, by 

the ‗Outsourcer‘ and ‗Outsourcee‘ categories ............................................. 107 

4.6.3 Comparison of importance given to the critical success factors in the Future 

by the ‗Outsourcer‘ and ‗Outsourcee‘ categories ........................................ 108 

4.6.4 Comparison of importance given to the critical success factors (the Past) by 

respondents belonging to organizations having ‗Tactical‘ and 

‗Transformational‘ IT outsourcing partnership ........................................... 110 

4.6.5 Comparison of importance given to the critical success factors (the Present), 

by respondents belonging to organizations having ‗Tactical‘ and 

‗Transformational‘ IT outsourcing partnerships. ........................................ 112 

4.6.6 Comparison of importance given to the critical success factors (the Future), 

by respondents to organizations having ‗Tactical‘ and ‗Transformational‘ IT 

outsourcing partnerships ............................................................................. 113 



 

xii 

 

4.6.7 Comparison of the importance of the critical success factors, for the Indian 

telecom ecosystem, in the Past versus the Present and the Future .............. 115 

4.7 SECTION B2: CRITICAL SUCCESS FACTORS FOR 

TRANSFORMATIONAL IT OUTSOURCING (TITO) IN  

THE INDIAN TELECOM INDUSTRY ..................................................... 119 

4.7.1 Comparison of the importance of TITO‘s critical success factors in Past 

versus the Present and the Future ................................................................ 120 

4.7.2 Comparison of importance given to TITO‘s critical success factors in the 

Past, by the ‗Outsourcer‘ and ‗Outsourcee‘ categories ............................... 125 

4.7.3 Comparison of importance given to TITO‘s critical success factors in the 

Past, by respondents belonging to organizations having ‗Tactical‘ and 

‗Transformational‘ outsourcing partnerships .............................................. 129 

4.8 SECTION C1: IMPACT OF TRANSFORMATIONAL IT 

OUTSOURCING (TITO) AT AN ORGANIZATIONAL LEVEL .......... 133 

4.8.1 Reliability of data ........................................................................................ 133 

4.8.2 Sampling Adequacy .................................................................................... 133 

4.8.3 Factor Analysis of the organizational variables that are impacted  

by TITO ....................................................................................................... 134 

4.9 SECTION C2: COMPARISON OF OUTSOURCER AND 

OUTSOURCEE PERCEPTION AROUND EXPLORING  

THE FUTURE FOR TRANSFORMATIONAL IT  

OUTSOURCING IN THE INDIAN TELECOM ECOSYSTEM ............ 140 

4.9.1 Comparison of the Future of TITO, as per respondents belonging to 

organizations having ‗Tactical‘ and ‗Transformational‘ outsourcing 

partnerships ................................................................................................. 141 

4.9.2 Correlates and determinants of Revenue Growth and Market Share 

pertaining to the Indian telecom ecosystem (the Past) ................................ 143 

4.9.3 Correlation of the Independent variable with dependent variables  

Revenue Growth and Market Share pertaining to the Indian telecom 

ecosystem (the Present) ............................................................................... 146 

4.9.4 Correlation of the Independent variable with dependent variables  

Revenue Growth and Market Share pertaining to the Indian telecom 

ecosystem (the Future) ................................................................................ 148 

4.10 CONCLUDING REMARKS ....................................................................... 150 

 

CHAPTER 5: CRITICAL SUCCESS FACTORS FOR THE INDIAN 

TELECOM INDUSTRY  – A LONGITUDINAL STUDY ........ 151 

5.1 INTRODUCTION ......................................................................................... 151 

5.1.1 Background ................................................................................................. 152 

5.2 CRITICAL SUCCESS FACTORS FOR THE INDIAN TELECOM 

INDUSTRY .................................................................................................... 152 



 

xiii 

 

5.2.1 Revenue Growth .......................................................................................... 152 

5.2.2 Customer Base Growth ............................................................................... 153 

5.2.3 Market Share ............................................................................................... 153 

5.2.4 Quality of Services ...................................................................................... 153 

5.2.5 Access to Funds ........................................................................................... 154 

5.2.6 Products and Services .................................................................................. 154 

5.2.7 Market Expansion ....................................................................................... 154 

5.2.8 Partners‘ Ecosystem Expansion .................................................................. 155 

5.2.9 Infrastructure Development ......................................................................... 155 

5.2.10 Sales and Marketing Strategies ................................................................... 155 

5.2.11 Technology Enhancements ......................................................................... 155 

5.2.12 Revenue and Cost Model ............................................................................ 155 

5.2.13 Government policies and legislative framework ......................................... 156 

5.2.14 Competitiveness (Local/National/Global) ................................................... 156 

5.3 METHODOLOGY USED ............................................................................ 156 

5.3.1 Step 1: Identifying CSFs through a comprehensive review of literature .... 156 

5.3.2 Step 2: Prioritization and modelling of CSFs using TISM ......................... 156 

5.3.3 Step 3: Graphical representation of driving power and  

dependence of each CSF ............................................................................. 157 

5.4 ISM’s AND TISM’S THEORETICAL BACKGROUND ......................... 157 

5.5 TISM MODELS FOR CRITICAL SUCCESS FACTORS FOR THE 

INDIAN TELECOMMUNICATION INDUSTRY – THE PAST, THE 

PRESENT AND THE FUTURE .................................................................. 168 

5.5.1 TISM Model for the Past. ............................................................................ 168 

5.5.2 TISM Model for the Present ........................................................................ 179 

5.5.3 TISM Model (The Future)........................................................................... 189 

5.6 FINDINGS ..................................................................................................... 199 

5.6.1 Changes observed from Past to the Present ................................................ 200 

5.6.2 Changes observed from the Present to the Future ....................................... 200 

5.7 CONCLUDING REMARKS ....................................................................... 202 

 

CHAPTER 6: TRANSFORMATIONAL IT OUTSOURCING: A CASE STUDY 

OF  THE AIRTEL-IBM PARTNERSHIP .................................. 205 

6.1 INTRODUCTION ......................................................................................... 205 

6.2 METHODOLOGY USED ............................................................................ 205 

6.3 BACKGROUND OF THE COMPANIES .................................................. 208 



 

xiv 

 

6.3.1 IBM India Private Limited (Outsourcee) .................................................... 208 

6.3.2 Airtel (Outsourcer) ...................................................................................... 210 

6.4 EVOLUTION OF TRANSFORMATIONAL IT OUTSOURCING 

PARTNERSHIP BETWEEN AIRTEL AND IBM .................................... 212 

6.4.1 Phase I ......................................................................................................... 212 

6.4.1.1 Guiding principles for Airtel adopting TITO (2004- 2014) ................. 212 

6.4.1.2 Key drivers for IBM to forge transformational IT outsourcing 

partnership (2004-14) ........................................................................... 216 

6.4.1.3 Transformational IT Outsourcing agreement between Airtel and IBM 

(2004-14) .............................................................................................. 217 

6.4.1.4 Impact assessment of the transformational IT outsourcing partnership 

(2004-2014) .......................................................................................... 220 

6.4.2 SAP-LAP Analysis ...................................................................................... 225 

6.4.2.1 SAP-LAP Analysis of Airtel and IBM‘s TITO partnership ................ 226 

6.4.3 Phase II (2014-2019) ................................................................................... 228 

6.4.3.1 Key drivers under consideration for extension of the Airtel-IBM 

transformational IT Outsourcing partnership (2011-14) ...................... 228 

6.4.3.2 Expectations for the ‗next phase of the partnership‘ ........................... 229 

6.4.3.3 Evolving Key Performance indicators (KPIs) ..................................... 230 

6.4.3.4 Evolving Technology Principles .......................................................... 231 

6.4.3.5 Evolving Partnership Drivers ............................................................... 231 

6.5 SWOT ANALYSIS ....................................................................................... 232 

6.6 AIRTEL-IBM TRANSFORMATIONAL IT OUTSOURCING 

PARTNERSHIP EXTENSION (2014-2019) .............................................. 235 

6.7 CONCLUDING REMARKS ....................................................................... 236 

 

CHAPTER 7: DISRUPTIVE CHANGE:  A CASE STUDY OF JIO ................ 237 

7.1 INTRODUCTION ......................................................................................... 237 

7.2 METHODOLOGY USED ............................................................................ 237 

7.3 JIO’S BACKGROUND ................................................................................ 238 

7.3.1 The Jio Launch (September 2016) .............................................................. 238 

7.3.2 Incumbents‘ reactions ................................................................................. 241 

7.3.3 What the future holds .................................................................................. 243 

7.3.3.1 Unleashing a price war ......................................................................... 245 

7.3.3.2 Consolidation ....................................................................................... 246 

7.4 BRIEF REVIEW AND ANALYSIS OF JIO’S LAUNCH STRATEGIES 

AND GROWTH POTENTIAL ................................................................... 246 



 

xv 

 

7.4.1 Unique and Inadequate Spectrum Mix ........................................................ 247 

7.4.2 Operating in a Non-Core area - Mobile Devices ......................................... 247 

7.4.3 Consumer Demand Not Ready .................................................................... 249 

7.4.4 Incumbent Players Will Not Concede Easily .............................................. 250 

7.4.5 History Could Be Repeated ......................................................................... 251 

7.5 COMPONENTS OF JIO’S STRATEGY ................................................... 252 

7.5.1 Acquiring customers in record time – the 100 million mark ...................... 252 

7.5.2 Aggressive Market Entry ............................................................................ 253 

7.5.2.1 Optimistic Scenario – Data Abundance and fresh competition ........... 253 

7.5.2.2 The Pessimistic Scenario – Blood Bath ............................................... 254 

7.6 A SWOT ANALYSIS OF JIO ..................................................................... 255 

7.7 AN ANALYSIS OF JIO SCENARIOS UNDER THE DYNAMIC SAP-

LAP SCANNER ............................................................................................ 258 

7.7.1 Jio‘s Business Model ................................................................................... 258 

7.7.2 Summary ..................................................................................................... 262 

7.7.2.1 Current Scenario .................................................................................. 262 

7.7.2.2 Learnings .............................................................................................. 263 

7.7.2.3 Action Plan ........................................................................................... 263 

7.7.2.4 Performance ......................................................................................... 263 

7.8 CONCLUDING REMARKS ....................................................................... 263 

 

CHAPTER 8: SYNTHESIS AND CONCLUSION.............................................. 265 

8.1 INTRODUCTION ......................................................................................... 265 

8.2 SIGNIFICANT RESEARCH FINDINGS AND CONTRIBUTION ........ 266 

8.2.1 Key Findings ............................................................................................... 268 

8.3 IMPLICATIONS AND CONTRIBUTIONS OF THE  

RESEARCH FOR ACADEMICIANS, PRACTITIONERS  

AND GOVERNMENT ................................................................................. 274 

8.3.1 Implications at Conceptual Level ................................................................ 274 

8.3.2 Implications at Empirical Level .................................................................. 275 

8.3.3 Implications at Methodological level .......................................................... 275 

8.4 LIMITATIONS OF THE STUDY .............................................................. 276 

8.5 SUGGESTIONS FOR FUTURE RESEARCH .......................................... 276 

8.6 CONCLUDING REMARKS ....................................................................... 277 

 

 



 

xvi 

 

REFERENCES ......................................................................................................... 279 

APPENDICES .......................................................................................................... 297 

CURRICULUM-VITAE ......................................................................................... 355 



 

xvii 

 

LIST OF FIGURES 

 

Figure 1.1: Flow chart of the research ....................................................................... 19 

Figure 2.1: Source-wise Breakup of Reviewed Literature ........................................ 26 

Figure 2.2: Category-wise Breakup of Reviewed Literature  .................................... 26 

Figure 2.3: Trends in Telephone Subscribers and Tele-density in India ................... 32 

Figure 2.4: Market Share - Rural & Urban Subscribers ............................................ 33 

Figure 2.5: Telecom Changes in India  ...................................................................... 42 

Figure 2.6: Telecom Changes in India  ...................................................................... 54 

Figure 2.7: Telecom Changes in India  ...................................................................... 55 

Figure 3.1: Problem Conceptualization ..................................................................... 72 

Figure 3.2: Flow Chart of the Research ..................................................................... 91 

Figure 5.1: Model Exchange Isomorphism (MEI) .................................................. 162 

Figure 5.2: Basic steps involved in TISM ............................................................... 166 

Figure 5.3: Digraph (the Past) ................................................................................. 173 

Figure 5.4: TISM MODEL (the Past) ...................................................................... 176 

Figure 5.5: MICMAC Analysis of CSFs (the Past ) ................................................ 178 

Figure 5.6: Digraph (the Present) ............................................................................ 183 

Figure 5.7: TISM Model (the Present) .................................................................... 187 

Figure 5.8: MICMAC Analysis (Present) ................................................................ 188 

Figure 5.9: Digraph (Future) .................................................................................... 196 

Figure 5.10: TISM Model (the Future) ...................................................................... 197 

Figure 5.11: MICMAC Analysis (the Future) ........................................................... 199 

Figure 6.1: Transformational IT Outsourcing (Airtel) and IBM‘s  

Solution Alliance ................................................................................... 215 

Figure 6.2: Rationale for the Transformational IT outsourcing contract  

between Airtel and IBM ........................................................................ 216 



 

xviii 

 

Figure 6.3: Value Realization Framework for increasing Shareholder Value ......... 224 

Figure 6.4: The SAP-LAP Analysis Framework ..................................................... 226 

Figure 7.1: Jio‘s Commercial Launch ..................................................................... 259 

Figure 7.2: Response to National Competition with Strategic Alliances  

and a 4G Network ................................................................................. 260 

Figure 7.3: Expanding the High Net worth Market Share with Focus on  

Data and Technology Evolution ............................................................ 261 

Figure 7.4: Retaining Core Competency, Customer Orientation and Focus on 

Innovation ............................................................................................. 262 



 

xix 

 

LIST OF TABLES 

Table 1.1: Cellular Mobile Service Providers providing services in 2016 ............... 2 

Table 1.2: Mobile Subscriber Base - India (since 1995) and China (since 1988) .. 10 

Table 2.1: Access Service (Wireless and Wire-line) .............................................. 28 

Table 2.2: Subscriber base ...................................................................................... 30 

Table 2.3: Key Indicators - GSM Service ............................................................... 31 

Table 2.4: Subscriber Base & Tele-density – Rural & Urban ................................. 32 

Table 2.5: Evolution of IT Outsourcing .................................................................. 48 

Table 2.6: Selective IT Outsourcing Definitions .................................................... 48 

Table 2.7: Selective research work in the area of Outsourcing ............................... 49 

Table 3.1: Classification of identified issues .......................................................... 68 

Table 3.2: Detailed objectives ................................................................................. 71 

Table 3.3: List of Techniques .................................................................................. 76 

Table 3.4: Matching Attributes ............................................................................... 78 

Table 3.5: Selected Research Method ..................................................................... 79 

Table 3.6: Objectives – Methodology Matching ..................................................... 80 

Table 3.7: Source-wise composition of experts ...................................................... 83 

Table 4.1:  Background Information of the Respondents ........................................ 96 

Table 4.2: Comparison of TITO‘s strategic intent statements in ‗outsourcer‘ and 

‗outsourcee‘ categories – t-test ............................................................ 100 

Table 4.3: Comparison of TITO‘s strategic intent statements in the ‗Tactical‘ and 

‗Transformational‘ IT outsourcing partnerships categories- t-test ...... 101 

Table 4.4: Comparison of dimension of scale on ‗Strategic intent of TITO‘ among 

three age groups (A1: less than 40 years, A2: 40 years to less than 45 

years, A3: 45 years+) – One Way ANOVA ........................................ 104 

Table 4.5: Comparison of importance given to the critical success factors in the 

Past by the ‗Outsourcer‘ and ‗Outsourcee‘ categories – t-test ............. 106 



 

xx 

 

Table 4.6: Comparison of importance given to critical success factors in the 

Present, by the ‗Outsourcer‘ and ‗Outsourcee‘ categories – t-test ....... 108 

Table 4.7: Comparison of importance given to the critical success factors in the 

Future by the ‗Outsourcer‘ and ‗Outsourcee‘ categories – t-test ......... 109 

Table 4.8: Comparison of importance given to the critical success factors (in the 

Past) by respondents belonging to organizations having ‗Tactical‘ and 

‗Transformational‘ outsourcing partnerships – t-test ........................... 111 

Table 4.9: Comparison of importance given to the critical success factors (in the 

Present), by respondents belonging to organizations having ‗Tactical‘ 

and ‗Transformational‘ outsourcing partnerships – t-test .................... 113 

Table 4.10: Comparison of importance given to the critical success factors  

(in the Future), by respondents to organizations having  

Tactical‘ and ‗Transformational‘ outsourcing partnerships – t-test ..... 115 

Table 4.11: Comparison of the importance of the critical success factors in Past 

versus the Present and the Future – paired t-tests ................................ 119 

Table 4.12: Comparison of the importance of TITO‘s critical success factors in Past 

versus the Present and the Future– paired t-tests ................................. 124 

Table 4.13: Comparison of importance given to TITO‘s critical success factors in 

the Past, by the ‗Outsourcer‘ and ‗Outsourcee‘ categories – t-test ...... 126 

Table 4.14: Comparison of importance given to TITO‘s critical success factors in 

the Present, by the ‗Outsourcer‘ and ‗Outsourcee‘ categories – t-test . 127 

Table 4.15: Comparison of importance given to TITO‘s critical success factors in 

the Future, by the ‗Outsourcer‘ and ‗Outsourcee‘ categories – t-test .. 128 

Table 4.16: Comparison of importance given to TITO‘s critical success factors in 

the Past, by respondents belonging to organizations having ‗Tactical‘ 

and ‗Transformational‘ outsourcing partnerships – t-test .................... 130 

Table 4.17: Comparison of importance given to TITO‘s critical success factors in 

the Present, by respondents belonging to organizations having ‗Tactical‘ 

and ‗Transformational‘ outsourcing partnerships – t-test .................... 131 



 

xxi 

 

Table 4.18: Comparison of importance given to TITO‘s critical success factors in 

the Future, by respondents belonging to organizations having ‗Tactical‘ 

and ‗Transformational‘ outsourcing partnerships – t-test .................... 132 

Table 4.19: Reliability of scale on ‗The impact of TITO at an organizational level‘

 .............................................................................................................. 133 

Table 4.20: Kaiser-Meyer-Olkin (KMO) and Bartlett‘s test on ‗The impact of  

TITO at an organizational level‘ .......................................................... 133 

Table 4.21: Factors and factor loadings of the scale on ‗The impact of  

TITO at an organizational level‘ .......................................................... 134 

Table 4.22: Relationship (Correlation Coefficient) of the factors of scale on ‗impact 

of TITO at an organizational level‘ with the Future of TITO .............. 139 

Table 4.23: Comparison of the Future of TITO, for the ‗Outsourcer‘ and 

‗Outsourcee‘ categories – t-test ........................................................... 141 

Table 4.24: Comparison of the Future of TITO, as per respondents belonging to 

organizations having ‗Tactical‘ and ‗Transformational‘ outsourcing 

partnerships – t-test .............................................................................. 142 

Table 4.25: Relationship (Correlation Coefficient) of two dependent variables – 

Revenue Growth and Market Share -- with Independent variables  

(in the Past) .......................................................................................... 145 

Table 4.26: Determinants of SB1.5: Revenue Growth ........................................... 145 

Table 4.27: Determinants of SB3.5: Market Share ................................................. 146 

Table 4.28: Relationship (Correlation Coefficient) of two dependent variables – 

Revenue Growth and Market Share -- with Independent variables (in the 

Present) ................................................................................................ 147 

Table 4.29: Determinants of SB1.16: Revenue Growth ......................................... 147 

Table 4.30: Determinants of SB3.16: Market Share ............................................... 148 

Table 4.31: Relationship (Correlation Coefficient) of two dependent variables – 

Revenue Growth and Market Share -- with Independent variables (in the 

Future) .................................................................................................. 149 



 

xxii 

 

Table 4.32: Determinants of SB1.20: Revenue Growth ......................................... 149 

Table 4.33: Determinants of SB3.20: Market Share ............................................... 150 

Table 5.1: Initial Reachability Matrix (the Past) ................................................... 169 

Table 5.2: Final Reachability Matrix (the Past) .................................................... 170 

Table 5.3: Iteration 1, Level Determination: 1 ...................................................... 170 

Table 5.4: Iteration 2, Level Determination: II ..................................................... 171 

Table 5.5: Iteration 3, Level Determination: III .................................................... 171 

Table 5.6: Iteration 4. Level Determination: IV ................................................... 171 

Table 5.7: Iteration 5, Level Determination: V ..................................................... 172 

Table 5.8: Interpretive Matrix (the Past) ............................................................... 174 

Table 5.9: Initial Reachability Matrix ................................................................... 180 

Table 5.10: Final Reachability Matrix .................................................................... 180 

Table 5.11: Iteration 1, Level Determination: 1 ...................................................... 181 

Table 5.12: Iteration 2, Level Determination: II ..................................................... 181 

Table 5.13: Iteration 3, Level Determination: III ...................................................... 182 

Table 5.14: Iteration 4, Level Determination: IV ................................................... 182 

Table 5.15: Iteration 5, Level Determination: V ..................................................... 182 

Table 5.16: Interpretive Matrix (Present) ................................................................ 184 

Table 5.17: Initial Reachability Matrix (The Future) .............................................. 190 

Table 5.18: Final Reachability Matrix (Future) ...................................................... 190 

Table 5.19: Iteration 1, Level Determination: 1 ...................................................... 191 

Table 5.20: Iteration 2, Level Determination: 2 ...................................................... 191 

Table 5.21: Iteration 3, Level Determination: III .................................................... 192 

Table 5.22: Iteration 4, Level Determination: IV ................................................... 192 

Table 5.23: Iteration 5, Level Determination: V ..................................................... 192 

Table 5.24: Iteration 6, Level Determination: VI ................................................... 193 



 

xxiii 

 

Table 5.25: Interpretive Matrix (the Future) ........................................................... 194 

Table 6.1: The Architectural principles  for COTS selection (2004-14) .............. 218 

Table 6.2: Transformational IT Outsourcing Roadmap ........................................ 222 

Table 6.3: SAP-LAP for Airtel and IBM‘s TITO ................................................. 227 

Table 6.4: SWOT Analysis of Airtel and IBM TITO partnership ........................ 232 

Table 7.1: Jio‘s tariff plans .................................................................................... 240 

Table 7.2: Market shares of Airtel, IDEA, Vodafone, Reliance Communications 

and Aircel ............................................................................................. 243 

Table 7.3: SWOT of Jio ........................................................................................ 255 



 

xxiv 

 

ABBREVIATIONS 

 

2G  : 2
nd

 Generation 

3G  : 3
rd

 Generation   

4G  : 4
th

 Generation 

ADC  : Access Deficit Charge 

ATM  :  Automated Teller Machines 

BSNL  : Bharat Sanchar Nigam Limited  

BWA  : Broadband Wireless Access 

CCI  : Competition Commission of India (CCI)  

CDMA : Code Division Multiple Access  

COAI  : Cellular Operators Association of India 

CPP  : Calling Party Pays  

CS  : Circuit Switched  

DoT  : Department of Telecom  

DRAM : Dynamic Random Access Memory 

FDD  : Frequency Division Duplex 

FDI  : Foreign Direct Investment 

FSM  : Flexible Systems Methodology  

GSM  : Global System of Mobile Communication 

ILD  : International Long Distance  

IT  :  Information Technology 

IUCR  : Interconnection Usage Charge Regulations  

MEI  :  Model Exchange Isomorphism 

MICMAC : Matrice d‘Impacts Crosises-Multiplication Appliquee  

MoU  :  Minutes of Usage 



 

xxv 

 

NLD  : The National Long Distance 

PCO  : Public Call Office 

POI  : Points of Interconnect  

PS  : Packet Switched  

RComm  : Reliance Communications 

ROI  : Return on Investment 

SAP-LAP : Situation – Actor – Process, Learning – Action – Performance  

TDD  : Time Division Duplex 

TDSAT : Telecom Disputes Settlement and Appellate Tribunal 

TISM   : Total Interpretive Structural Modelling  

TITO  : Transformational IT Outsourcing 

TRAI  : Telecom Regulatory Authority of India 

UAL  : The Unified Access Licensing  

UASL  : Universal Access Service License 

USOF  : The Universal Service Obligation Fund  

VoLTE : Voice over Long Term Evolution 

 


	Ph.D. Thesis of Monisha  Oberoi_2010BSZ8211.pdf

