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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



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 Appliqguee (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



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.



HX

AEA SO0 B 290 G99 9@ A 0 2, T@ 107.24 F= TEd 2\
AEA 36.75 F2 TeE SUAEARH * A A * AT T T 2| 29%
IO AEAE AR (A % @ F 0 i I %2 qU
AMEF ETE UGl BT Bl WEAE I Wl USA TR A% I
AAAl F YA T F FEE W T E| AR TS (THES), ARTEE
A MEREW W B M AT BOEl 4 B W T SRR
HAEHMET F TF ANTAHE A F AF T A 0 2l I A0
A TS TEOA AEAET odl 4 J99q@ TeEA S =9 dE g
T # AT @ ™ 2

T AT A PEAE ® GSH H, AGECHET ST SEeHEw
TR AES ACCH qEEW # et * 449 @z 3T
F AA T F TF TH FTA | TE AT, 3 IAST-AST ZCEON H,
FAA ACCHAER 3 AR F A0 #, Tl ACCHET H
AMMA H %2 A28 Bl B2 1 TOH B 2

FAI T TS WO A FAUnE F AUe B OAEDT T T A-A
M T - A= A 3% @A TN T2 (T) I T 2004-2005,
() TR T 20152096, SO (SH) W T 2020-2021 FEEEE TSI
(Et2, T 22w, I A, T #iem i wEEd Fen)
@2 * AEE T, BT ESFEA @0 T Al 30 ® URUA |
Tt oY =z # AW T ® WA Aedt A 2l W I demi

Vi



o 30 T 0 T80 HEAqU IEE B0EF 9| ¥ 2l 2 CHOE #'
T2l FAd % S A AW AW A Al B B B RS eWEd TETe
Hza (CIETEUA) (T 9 T3 3 |

A F W AE H, IO WEE WO ® WNT R GHEU T2
AT ATAM AR W F AEW F BT ATl G%edl FEF
FA W T 2| AR W @3 (3, I i wiEw) ® Br ue
I A B ™ 2| RHIRA TEAEE ARG 2es 28T
TATS ARG (EAETET) #t Az § FEEd U m #l za wmA
AEGSA  FEFE F Al ARG A TAEA FOE-ACHGEIA  TIHE
(THETAT) M@ # WAl § A0 IRl A PiEd B 2L
AP T6aA0 FEH T TF F AU O WA 7 AR B H
eCIER tE |

IO B A B F 3 B T FEA 2l T HES T A
H, W0l TG (TREe) dF AR SRS AEE AECHET
qAREM F1 O 3% B 10 G F A9 @ (2004-2014) & T
T 2 E [ T EY S e ® W2 (2094-2019) FOSEEA R TN
2l TZ T BB OUH Al F TRl 2O T HES AR AESHI
qMEEW v FA - satwm - fEm - WA - TR - TeEd
(TaUdl-tedl) 9B * BT UF Aamd, e, J@, dRE (TRESAR)
e o 2 oSl 3 WEREW 4 {Ed B wEIE B F B
T T 2 term G (Be) ® Br g ame #osermA
T El A A AR 206 ® Bt T ST aEm AR siE EEw %
Br ™ 3 ST [T OE ATEl T A AEE 7 OH,
WA T (ABR3eE)  TO-9 (@FHE Acd @@

vii



T TEAAE THU-TeTdt Gl # qeedr € WeW # Br s
T2 wEEd 4 A e ST SETHT "R ® sEsEAa #'
T2t # 2 % dEim @Eed i T AEdE A 330 3 A6
7 3T W@ 3 T A TF IF W AEE AeAw 2R F 3RS 2

MA-UAH, TH ML ¥ A AW @ [ * A TAA &2 2 %
AEAM AT A T9EEl, A@et Mo, A et st et
T BT wEE A SFA 2l 3H U-TEE 4 AESl AGBSHIET S W™
AR IAE % 43 A FB HEadW q0EW BT 2, U TR ® 9 .
e EaurEt # sRiEt # Aded afE A B TET B 2l T
A, Plisg |d=Ze § A T4 6 ©od FTEAE T4 T5EET,
TEE WAl dF A fAet # Br Tels amr aimem #®oaEm |
WA FT AT TEIA I/AEB BT Il A w%d Fl qhadt
AR AEHCE F A H AEEH, FEAq™ q%aA BEE & A2 H

a3 % TRAHAE T W H UFE B TAE AEeE™ (T
FEHHA F 3T AUF TS AEEW T A ME A AZE T 2L
T F @ H 9™ A [@AEl, FEE 90 BEEl HE AE
FAE * T@ed FOEE TAfeT FOTERH AE AT 7 W i
TAEN 2 T M FEd FH R HEEA BN 30 B WEF ™ T A
U EubE #® =t A 2 T arEE SRl ¥ S H O HREA
At 7

viii



TABLE OF CONTENTS

L8 = I 1 1N I USSP |
ACKNOWLEDGEMENTS ...ttt 1
A B ST R A CT e i
TABLE OF CONTENTS ..ottt IX
LIST OF FIGURES ......ooio ittt XVII
ABBREVIATIONS ..ot XXIV
CHAPTER 1: INTRODUCTION ..ottt 1
1.1 INTRODUCTION.. ..ottt e e sre e e e nnaa e 1
1.1.1 Key Indian Telecommunication MetriCS.........c.ccceeveiienieiiisiece e 3
O O O Y = 4 2= Y OSSPSR 3
1.1.0.2 INVESTMENTS ...ttt ettt e ne e nn e 4
1.1.1.3  Government INIIAIVES. .......c.ccviieiieieeie e 5
1.1.1.4 Competitive Market FOICES........ccoovviiiiieiieie e 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 ...ttt en e 11
1.4  MOTIVATION FOR RESEARCH.......ccooie e 12
15 RESEARCH OBJIECTIVES.....ccccoii ittt 16
1.6 SCOPE OF THE STUDY ...ttt 17
1.7 RESEARCH METHODOLOGY AND FLOW CHART .......cccoeviieriennn, 17
1.8 ORGANIZATION OF THE THESIS.......coo e 20
1.9 CHAPTER SUMMARY ...cooiiiiiiiie ettt 23
CHAPTER 2: LITERATURE REVIEW........cccoviiiiiie et 25
2.1 INTRODUCTION. ...ttt srae e e e nee e 25
2.2 LITERATURE CLASSIFICATION ....cciitiiietce et 25
2.3 Indian TeleCom ECOSYSTEM .. ....ccviiiiiiiiesie i 27
24  TELECOM POLICY ..ottt 34
2.4.1 National Telecom Policy 2012.........cccviieiieiieeciese e 40
2.5  OUTSOURCING ..ottt sttt anee e 43
2.5.1 OUutSOUrCING MOUEIS ......oivveiieie e nneas 43
2.5.1.1 Tactical Outsourcing Partnerships ..........ccccevereenenienieenesieseeseeie s 44

IX



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

2.5.1.3 Transformational Outsourcing Partnerships .........ccccvvveveiveiieenesiiennn, 46
2.6  ITOUTSOURCING ...ttt 47
2.7  INTERNATIONAL EXPERIENCE IN TRANSFORMATIONAL IT
OUTSOURCING ...ttt e 51
2.7.1 The INdian EXPEIIEINCE .......civveieiiecieeiecte e ste e ste e sre e e e aeeneenreas 53
2.7  RESEARCH GAPS ... .ottt e 58
2.8 SUMMARY ..ottt b e 58
CHAPTER 3: RESEARCH DESIGN AND METHODOLOGY ......cccccovvvriennn, 61
3.1 INTRODUCTION. . ..ottt e e e ntea e nne e 61
3.2 RESEARCH DESIGN .....coiiitiiiiist et 61
3.3 FLEXIBLE RESEARCH METHODOLOGY .....cccooeiiiieiiiee e 62
3.4 PROBLEM UNDERSTANDING ......cccocoitiiiiiiiseee e 63
3.4.1 Strategic Intent and Critical Success Factors’ (CSFs) Generation................ 64
3.4.2 Classification Of FACIOIS........cccuuieiiiiiiie e 67
3.4.3 Classification of ODJECLIVES .........cceiiiiiiiiiieieiiee e 71
3.4.4 Conceptual Model of the Research Problem...........cccccooooiiiciiiiiciiccece, 71
3.5  FUZZY CLUSTERING.......ccoi et 75
3.6 MATCHING THE ATTRIBUTES WITH THE TECHNIQUES............... 77
3.7 RESEARCH METHOD SELECTION......cccooi i 79
3.8  INTEGRATION AND INNOVATION. ..ottt 79
3.9 RESEARCH OBJIECTIVES ...ttt iee e 80
3.10 QUESTIONNAIRE DESIGN AND ADMINISTRATION ......ccccccvviiennnn. 81
3.10.1  QUESLIONNAITE AESIGN ..ottt 81
3.10.2 Pilot Testing and Administration of Questionnaire.............ccccecevevveenenne, 82
3.11 RESEARCH METHODOLOGY ....cccoieiiieiee ittt 83
3.11.1 Literature Review of the Methodologies used in the Research ................. 83
3112 CASE STUAY .ttt bbb 85
3.11.3  ldea Generation TECANIQUES .......covieiiieiieesiie et 86
3.11.3.1 1€ ENQINEEIING ....ciiiiiriiiieiiieiesieeee ettt 86
3.11.3.2 Total Interpretive Structural Modelling (TISM) ......ccooeviiiiiiiiiiinn, 87
3.11.3.3 QUESTIONNAITE SUIVEY ....oeivvereiiiieiieeieeie e e sie e stee e ssee e esaesnee e sae e sneas 88
3.11.3.4 Sampling TECANIQUE ......coiviiiiie e 88
3.11.3.5 Data COECTION ..ot 89



3.11.3.6 SAP-LAP ANAIYSIS ....eoiiiiiieiieiie et 89

3.12 PROPOSED FRAMEWORK FOR THE STUDY .....c..cccoiiiiiiiiiiiiiicns 90
3.13  IMPLEMENTATION ...oooiiiiiiiei s 91
3.14 CONCLUDING REMARKS ... 92

CHAPTER 4: QUESTIONNAIRE BASED SURVEY AND HYPOTHESIS

TESTING ... 93
41  INTRODUCTION. ...ttt 93
4.2 OUTLINE OF THE SURVEY ...c.ooiiiiiiiiiieee e 93
4.3 QUESTIONNAIRE PREPARATION, PILOT TESTING AND
QUESTIONNAIRE ADMINISTRATION ....oooiiiiiiieeee e 94
4.3.1 Background of the ReSPONUENTS........cceccueiieiieiiiesecre e 95
44 DEVELOPING AND TESTING THE HYPOTHESES...........ccoveiiiens 96
45 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’ reSPONAENTS. .......ccvvviririierrieie e 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 (Al: less than 40 years, A2: 40 years to less than or equal to 45

YEArS, A3: 45 YEAIST) .ocuviiiiiiie et 102

4.6 SECTION B1: CRITICAL SUCCESS FACTORS FOR THE INDIAN
TELECOM INDUSTRY ..ottt 105
4.6.1 Comparison of importance given to the critical success factors in the Past by
the ‘Outsourcer’ and ‘Outsourcee’ Categories.........ovuirvriririvirieiinieiseenneans 105

4.6.2 Comparison of importance given to critical success factors in the Present, by
the ‘Outsourcer’ and ‘Outsourcee’ Categories.........cvuvrvrrririvireerenineseenneans 107

4.6.3 Comparison of importance given to the critical success factors in the Future
by the ‘Outsourcer’ and ‘Outsourcee’ Categori€s........cervrrervrrireeriverireennens 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...........cccevvveviiieiiniiiinennnns 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. ..........cccovvveeiiiieiiieeninnns 112

4.6.6 Comparison of importance given to the critical success factors (the Future),
by respondents to organizations having ‘Tactical’ and ‘Transformational’ IT
OULSOUICING PArtNErSNIPS ....c.eeiviiiiiie et 113

Xi



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

47 SECTION B2: CRITICAL SUCCESS FACTORS FOR
TRANSFORMATIONAL IT OUTSOURCING (TITO) IN
THE INDIAN TELECOM INDUSTRY ..ccoiiiiiiiiiiccee e, 119

4.7.1

4.7.2

4.7.3

Comparison of the importance of TITO’s critical success factors in Past
versus the Present and the FULUIe ..o 120

Comparison of importance given to TITO’s critical success factors in the
Past, by the ‘Outsourcer’ and ‘Outsourcee’ Categories ..........cvervrrvrrreennnn. 125

Comparison of importance given to TITO’s critical success factors in the
Past, by respondents belonging to organizations having ‘Tactical’ and
‘Transformational’ outsourcing partnerships..........cccccevveriieiiiiiiesienieenne 129

48 SECTION C1: IMPACT OF TRANSFORMATIONAL IT
OUTSOURCING (TITO) AT AN ORGANIZATIONAL LEVEL.......... 133

4.8.1
4.8.2
4.8.3

Reliability Of data...........coooiiiiiiiice e 133
SAMPING ADEQUACY .....veerviiiieiiieie ettt 133
Factor Analysis of the organizational variables that are impacted

DY TITO et 134

49 SECTION C2: COMPARISON OF OUTSOURCER AND
OUTSOURCEE PERCEPTION AROUND EXPLORING
THE FUTURE FOR TRANSFORMATIONAL IT
OUTSOURCING IN THE INDIAN TELECOM ECOSYSTEM............. 140

49.1

4.9.2

4.9.3

4.9.4

Comparison of the Future of TITO, as per respondents belonging to
organizations having ‘Tactical’ and ‘Transformational’ outsourcing
PATTNEISNIPS .. 141

Correlates and determinants of Revenue Growth and Market Share
pertaining to the Indian telecom ecosystem (the Past) ...........cc.ccocvrvenennee. 143

Correlation of the Independent variable with dependent variables
Revenue Growth and Market Share pertaining to the Indian telecom
eCOoSYStemM (e PreSENt) ......ccviiiie e 146

Correlation of the Independent variable with dependent variables
Revenue Growth and Market Share pertaining to the Indian telecom
€COSYSLEM (e FULUIE) ..ecvveiie et 148

410 CONCLUDING REMARKS ..ot 150

CHAPTER 5: CRITICAL SUCCESS FACTORS FOR THE INDIAN

TELECOM INDUSTRY — A LONGITUDINAL STUDY ........ 151

5.1  INTRODUCTION. ...ttt s 151

5.11

BaCKGrOUNG ......ooiiiiecie e 152

5.2 CRITICAL SUCCESS FACTORS FOR THE INDIAN TELECOM
INDUSTRY ..o s 152



5.2.1 ReVENUE GIOWEN ..o 152

5.2.2 Customer Base GIrOWLN ........cooviiiiiieie e 153
5.2.3 MaarKet SNAIE ......ccoeiiiieiie s 153
5.2.4 QuUality OF SEIVICES .....iiviiciieie et 153
5.2.5 ACCESS t0 FUNUS.....coiiiiiiieieie e e 154
5.2.6 ProducCts and SEIVICES........ccccuiieieieiiiie ettt 154
5.2.7 Market EXPANSION .......cccooiiiiieiiienie ittt 154
5.2.8 Partners’ Ecosystem EXPansion ........cccccveiiveriiieiiniieesiiee e s e esieees 155
5.2.9 Infrastructure DeVelOPMENT.........cccooiiiiiiiiiiieeee e 155
5.2.10 Sales and Marketing Strategis .........cccevvverueiieeiierieie e 155
5.2.11 Technology ENhanCemMENTS ........c.cceiiiriiiiiiiiieieeeee e 155
5.2.12 Revenue and CoSt MOGE ........ccoveiiiiiiiesieiceee e 155
5.2.13 Government policies and legislative framework.............ccoccooriniiiicnenn, 156
5.2.14 Competitiveness (Local/National/Global).............cccccovveviviiiiiiiiciciee, 156
53 METHODOLOGY USED.....cccooiiiic et se e 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 .........cccccooenenen. 156
5.3.3 Step 3: Graphical representation of driving power and
dependence Of @aCh CSF ..o 157
54 ISM’s AND TISM’S THEORETICAL BACKGROUND.............ccccccue.. 157

55 TISM MODELS FOR CRITICAL SUCCESS FACTORS FOR THE
INDIAN TELECOMMUNICATION INDUSTRY — THE PAST, THE

PRESENT AND THE FUTURE.........cccoo i 168

55.1 TISM Model fOr the Past..........ccceeieiiiiiiiicieieee e 168
5.5.2 TISM Model for the PreSent.......ccccvieiveieiieieeie e 179
5.5.3 TISM Model (The FULUIE).......c.ccuiiiiiie et 189
5.6  FINDINGS ..ot e e e e e anea e 199
5.6.1 Changes observed from Past to the Present .........ccccovviiieviiiiic e 200
5.6.2 Changes observed from the Present to the FUtUre..........ccccccevcveviveevvenene 200
57 CONCLUDING REMARKS ......cotoiiiieiceseee et 202

CHAPTER 6: TRANSFORMATIONAL IT OUTSOURCING: A CASE STUDY

OF THE AIRTEL-IBM PARTNERSHIP .......ccocoviiiiiii 205
6.1  INTRODUCTION. ..ottt s 205
6.2 METHODOLOGY USED......ccccoiiiiiiiiiiii s 205
6.3 BACKGROUND OF THE COMPANIES.........ccooiiiiiiie 208

Xiii



6.3.1 IBM India Private Limited (OULSOUICEE) .......ccceervirerriieiinieniiesie e 208

6.3.2  AIrtel (OULSOUICEN) ....eivveeieie et 210
6.4 EVOLUTION OF TRANSFORMATIONAL IT OUTSOURCING
PARTNERSHIP BETWEEN AIRTEL AND IBM......ccccccovvviiiiiiienen, 212
B.4.1 PRASE | ..o et 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)........ccv oo e 216
6.4.1.3 Transformational IT Outsourcing agreement between Airtel and IBM
(2004-14) ..ottt 217
6.4.1.4 Impact assessment of the transformational IT outsourcing partnership
(2004-2014) ..ottt e 220
6.4.2 SAP-LAP ANAIYSIS. ..ottt 225
6.4.2.1 SAP-LAP Analysis of Airtel and IBM’s TITO partnership ................ 226
6.4.3 Phase 11 (2014-2019) .....cccouieireereeee e 228
6.4.3.1 Key drivers under consideration for extension of the Airtel-IBM
transformational IT Outsourcing partnership (2011-14)........cc.cce..... 228
6.4.3.2 Expectations for the ‘next phase of the partnership’ ...........cccccevvennene. 229
6.4.3.3 Evolving Key Performance indicators (KPIS) .........ccccocvvininiiininnen, 230
6.4.3.4 Evolving Technology PrinCiples.........cccccovveiiiiiieeie e, 231
6.4.3.5 Evolving Partnership DIIVEIS. ..o, 231
8.5  SWOT ANALYSIS ..ot 232
6.6 AIRTEL-IBM TRANSFORMATIONAL IT OUTSOURCING
PARTNERSHIP EXTENSION (2014-2019) ....cooiviiierieiie e, 235
6.7 CONCLUDING REMARKS ... 236
CHAPTER 7: DISRUPTIVE CHANGE: A CASE STUDY OF JIO................ 237
7.1 INTRODUCTION. ..ottt en s 237
7.2  METHODOLOGY USED.....cccooii et 237
7.3  JIO’S BACKGROUND ..ottt 238
7.3.1 The Jio Launch (September 2016) .........ccocuveriririieieieniesesesese e 238
7.3.2 INCUMDENLS’ TEACLIONS ..vvveivviieiiiieeiiiresieeesireeesireesseeeesseeeessreeeseeesnseeeeseeeanes 241
7.3.3 What the future NOIAS .........ccoeiiiiii s 243
7.3.3.1  Unleashing @ priCe War.........cccccvieeieeiieiie et 245
7.3.3.2  CoNSOIITALION .....eeviiiiiiiiee e 246
7.4  BRIEF REVIEW AND ANALYSIS OF JIO’S LAUNCH STRATEGIES
AND GROWTH POTENTIAL ..ottt 246



7.4.1 Unique and Inadequate SPeCtrum MiX.........ccocriieiierenenenineneseeeeeeenes 247

7.4.2 Operating in a Non-Core area - Mobile DeViCes...........cccccoevvveieieeinennene 247
7.4.3 Consumer Demand NOt ReadY ..........ccovveiiiiiiiniiiie e 249
7.4.4 Incumbent Players Will Not Concede Easily..........ccccocevvvvieiiieiciieieenee, 250
7.4.5 History Could Be Repeated..........cccceviriririiiiieicee e 251
7.5 COMPONENTS OF JIO’S STRATEGY ......coooovviiiiiiiiiiiiie e 252
7.5.1 Acquiring customers in record time — the 100 million mark ...................... 252
7.5.2 AgQressive Market ENry .......ccccoevviieiicie e 253
7.5.2.1 Optimistic Scenario — Data Abundance and fresh competition............ 253
7.5.2.2 The Pessimistic Scenario — Blood Bath ...........ccccceovviiiiiiiniiiiienen, 254
7.6  ASWOT ANALYSISOF JIO ...t 255
7.7 AN ANALYSIS OF JIO SCENARIOS UNDER THE DYNAMIC SAP-
LAP SCANNER ...t 258
7.7.1 Jio’s BUSINESS MOGEL.......coiiiiiiiiiiiie et 258
772 SUMMATY oottt bttt nn e 262
7.7.2.1  CUITENT SCENAIIO ..vvevverieii ittt sttt st 262
T.7.2.2  LBAIMINGS. ..ottt bbbttt bbbt 263
T7.7.2.3 ACHON PIAN......iiiiiicie e 263
T.7.2.4 PerfOrMAaNCE .....ccooveiieeie et 263
7.8  CONCLUDING REMARKS ......ooiiiiiieiceseese e 263
CHAPTER 8: SYNTHESIS AND CONCLUSION.......cccceiviirieieiveieeeeseenen, 265
8.1 INTRODUCTION.. ...ttt sae e nnae e e nee e 265
8.2 SIGNIFICANT RESEARCH FINDINGS AND CONTRIBUTION........ 266
8.2.1 KeY FINAINGS ...coviiiiiiitiiieieee e 268

8.3 IMPLICATIONS AND CONTRIBUTIONS OF THE
RESEARCH FOR ACADEMICIANS, PRACTITIONERS

AND GOVERNMENT ...t 274

8.3.1 Implications at Conceptual Level...........ccocoiiiiiiiiiiee 274
8.3.2 Implications at Empirical LeVel ..........ccccoveiiiiiiiii e 275
8.3.3 Implications at Methodological [evel ..., 275
8.4  LIMITATIONS OF THE STUDY ..ottt 276
85 SUGGESTIONS FOR FUTURE RESEARCH.........cccccoiiiiiiieiie, 276
8.6 CONCLUDING REMARKS ...t 277

XV



REFERENCES. . ... .. o

APPENDICES

CURRICULUM-VITAE ... s

XVi



Figure 1.1:
Figure 2.1:
Figure 2.2:
Figure 2.3:
Figure 2.4:
Figure 2.5:
Figure 2.6:
Figure 2.7:
Figure 3.1:
Figure 3.2:
Figure 5.1:
Figure 5.2:
Figure 5.3:
Figure 5.4:
Figure 5.5:
Figure 5.6:
Figure 5.7:
Figure 5.8:
Figure 5.9:
Figure 5.10:
Figure 5.11:

Figure 6.1:

Figure 6.2:

LIST OF FIGURES

Flow chart of the reSearch ... 19
Source-wise Breakup of Reviewed Literature ...........ccocceveveveniveneninnenn, 26
Category-wise Breakup of Reviewed Literature ..........cccccceecevvereinennn, 26
Trends in Telephone Subscribers and Tele-density in India................... 32
Market Share - Rural & Urban Subscribers...........cccovviiieiniicncinnn, 33
Telecom Changes in INAIA ........coviieiiieieeee e 42
Telecom Changes in INAIa ........cccccveiveiiiiiiec e 54
Telecom Changes in INAIa ........ccccceeiveiiiiciec e 55
Problem Conceptualization ............cccooiiiiiiiiieeieee e 72
Flow Chart of the ReSearch..........ccccooiiiiiiiciceeee 91
Model Exchange Isomorphism (MEI) .........cccovvevviieiiiece e 162
Basic steps involved in TISM ... 166
Digraph (the Past) .......cocoiiiiiiiiiieee e 173
TISM MODEL (the PaSL)..........ovveeeeeeeeeeseeeeeee oo 176
MICMAC Analysis of CSFs (the Past ) ........ccccccevveveiiieieeie e 178
Digraph (the PreSent) ......ccvcceeiiiiieecie e 183
TISM Model (the PreSent) ........ccceoeieieneiiiiiieieieesese e, 187
MICMAC ANalysis (PreSeNt)........coeiererenininieieiese e 188
Digraph (FULUIE).......ooviieiiieicieeeee s 196
TISM Model (the FULUIE) .......ccvviiiiiiecee e 197
MICMAC Analysis (the FULUIE) ........cccooieiiiiiiecie e 199
Transformational IT Outsourcing (Airtel) and IBM’s

SOIULION AITTANCE. ... 215
Rationale for the Transformational IT outsourcing contract

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



Figure 6.3:
Figure 6.4:
Figure 7.1:

Figure 7.2:

Figure 7.3:

Figure 7.4:

Value Realization Framework for increasing Shareholder Value.........
The SAP-LAP Analysis FrameWorK ..........ccccecveveiieiveresieseess s
Jio’s Commercial Launch .........ccccoooiiiiiiiiii e,

Response to National Competition with Strategic Alliances
AN 8 4G NEIWOTK ..o

Expanding the High Net worth Market Share with Focus on
Data and Technology EVOIULION.............ccocoiiiiiiiiiicc e

Retaining Core Competency, Customer Orientation and Focus on

INNOVALION <.t e et e e e e e e ee e

XViii



Table 1.1:
Table 1.2:
Table 2.1:
Table 2.2:
Table 2.3:
Table 2.4:
Table 2.5:
Table 2.6:
Table 2.7:
Table 3.1:
Table 3.2:
Table 3.3:
Table 3.4:
Table 3.5:
Table 3.6:
Table 3.7:
Table 4.1:

Table 4.2:

Table 4.3:

Table 4.4;

Table 4.5:

LIST OF TABLES

Cellular Mobile Service Providers providing services in 2016 ............... 2

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

Access Service (Wireless and Wire-1ing) ..........cccocvevvieieive e 28
SUDSCIIDET DASE ... 30
Key INdicators - GSIM SEIVICE ........cccoiiiiriiiiieiee e 31
Subscriber Base & Tele-density — Rural & Urban............cccoovviennn 32
Evolution of IT OUESOUICING ........ccceiieiiiie e 48
Selective IT Outsourcing Definitions ...........cccccveveiiieiiene e, 48
Selective research work in the area of Outsourcing...........c.ccocveevevenene. 49
Classification of identified iISSUES .........ccccueviieieiiien e 68
Detailed ODJECTIVES .......ociiiiieeee e 71
List Of TECANIQUES........coviiiiiciece e 76
Matching AFIDULES ......c.ocveieeece e 78
Selected Research Method ... 79
Objectives — Methodology MatChing..........ccocevvvineniieniniscce 80
Source-wise composition Of EXPerts ........ccccvvvviiiiinii i 83
Background Information of the Respondents ............ccccvcevvrvneiicinnnn, 96

Comparison of TITO’s strategic intent statements in ‘outsourcer’ and

‘outsourcee’ categories — t-1eST ........coiviiiiiiici s 100

Comparison of TITO’s strategic intent statements in the ‘Tactical” and

‘Transformational’ IT outsourcing partnerships categories- t-test ...... 101

Comparison of dimension of scale on ‘Strategic intent of TITO’ among
three age groups (Al: less than 40 years, A2: 40 years to less than 45
years, A3: 45 years+) — One Way ANOVA ... 104

Comparison of importance given to the critical success factors in the

Past by the ‘Outsourcer’ and ‘Outsourcee’ categories — t-test............. 106
Xix



Table 4.6:

Table 4.7:

Table 4.8:

Table 4.9:

Table 4.10:

Table 4.11:

Table 4.12:

Table 4.13:

Table 4.14:

Table 4.15:

Table 4.16:

Table 4.17:

Comparison of importance given to critical success factors in the

Present, by the ‘Outsourcer’ and ‘Outsourcee’ categories — t-test....... 108

Comparison of importance given to the critical success factors in the

Future by the ‘Outsourcer’ and ‘Outsourcee’ categories — t-test......... 109

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............ccccoevennes 111

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

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

Comparison of the importance of the critical success factors in Past

versus the Present and the Future — paired t-tests..........c.ccoevvvrvrnennnn, 119

Comparison of the importance of TITO’s critical success factors in Past

versus the Present and the Future— paired t-testS..........cccoevevveieiiiennn, 124

Comparison of importance given to TITO’s critical success factors in

the Past, by the ‘Outsourcer’ and ‘Outsourcee’ categories — t-test......126

Comparison of importance given to TITO’s critical success factors in

the Present, by the ‘Outsourcer’ and ‘Outsourcee’ categories — t-test.127

Comparison of importance given to TITO’s critical success factors in

the Future, by the ‘Outsourcer’ and ‘Outsourcee’ categories — t-test..128

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

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

XX



Table 4.18:

Table 4.19:

Table 4.20:

Table 4.21:

Table 4.22:

Table 4.23:

Table 4.24:

Table 4.25:

Table 4.26:
Table 4.27:

Table 4.28:

Table 4.29:
Table 4.30:

Table 4.31:

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

Reliability of scale on ‘The impact of TITO at an organizational level’

.............................................................................................................. 133
Kaiser-Meyer-Olkin (KMO) and Bartlett’s test on ‘The impact of

TITO at an organizational level’...........cccooviiiiiiiiiiii, 133
Factors and factor loadings of the scale on ‘The impact of

TITO at an organizational level’ ..., 134

Relationship (Correlation Coefficient) of the factors of scale on ‘impact

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

Comparison of the Future of TITO, for the ‘Outsourcer’ and

‘Outsourcee’ categories — t-18St .........covviiiiiiiii s 141

Comparison of the Future of TITO, as per respondents belonging to
organizations having ‘Tactical’ and ‘Transformational’ outsourcing

PArtNErShIPS — t-18ST....cii e 142

Relationship (Correlation Coefficient) of two dependent variables —

Revenue Growth and Market Share -- with Independent variables

(INTNE PASE) ... 145
Determinants of SB1.5: Revenue Growth ........ccoceeeeeeeeeeeeeeeeeeeeeeeeeean 145
Determinants of SB3.5: Market Share .........coceeeeeeeeeeeeeeeeeeeeeee e 146

Relationship (Correlation Coefficient) of two dependent variables —

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

PIESENT) ..ottt 147
Determinants of SB1.16: Revenue Growth .........ccccoeeeeeeeeeeeeeeeeeeeeeens 147
Determinants of SB3.16: Market Share ........ccocoeeeeeeeeeeeeeeeeeeeeeeeeeeeeean 148

Relationship (Correlation Coefficient) of two dependent variables —

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

XXi



Table 4.32: Determinants of SB1.20: Revenue Growth ...........cccccoveieiiincnennnn, 149
Table 4.33:  Determinants of SB3.20: Market Share ............c.ccocovviieniiiinencnn, 150
Table 5.1:  Initial Reachability Matrix (the Past).........cccccevviieiiiiiniiiiiec e, 169
Table 5.2:  Final Reachability Matrix (the Past) ..........cccocvevviieniiiininciee e, 170
Table 5.3:  Iteration 1, Level Determination: 1.........ccccoeiiiiniisiinieneiseseneeene, 170
Table 5.4:  Iteration 2, Level Determination: 1l .........ccccoeiiiiiieinencieseeee, 171
Table 5.5:  Iteration 3, Level Determination: Hl..........c.ccoovieiiiiiiniiniice 171
Table 5.6:  Iteration 4. Level Determination: IV .........ccccooviiiiiieniiencneeee 171
Table 5.7:  Iteration 5, Level Determination: V.........ccocoeoiiniiniineneiseneneee 172
Table 5.8:  Interpretive MatrixX (the Past)..........ccccceeveiieiiciciiccece e 174
Table 5.9:  Initial Reachability MatriX..........cccoeiiiiiiiiiiiice e 180
Table 5.10: Final Reachability MatriX .........ccccoovviiiiiiniiiicce e 180
Table 5.11: Iteration 1, Level Determination: 1..........ccccoeoiiiiiniinieneiseneneee, 181
Table 5.12: Iteration 2, Level Determination: 1l ..........c.cooeoiiiiiiineneincseeee, 181
Table 5.13: Iteration 3, Level Determination: I ...........ccocoviieiiiinenieee 182
Table 5.14: Iteration 4, Level Determination: IV .........cccoovieiininencienccecee 182
Table 5.15: Iteration 5, Level Determination: V.........ccocoeiiiinniineneiseseneene 182
Table 5.16: Interpretive MatriX (PreSent).........ccccoovveiieiiiesiie e 184
Table 5.17: Initial Reachability Matrix (The FUture).........cccccooevinenninniie 190
Table 5.18: Final Reachability Matrix (FUTUIE) ...........coovviiiieiiiieieeceeeee 190
Table 5.19: Iteration 1, Level Determination: 1...........ccocvvovvieieninenineneceeeeees 191
Table 5.20: Iteration 2, Level Determination: 2...........ccocvvvvveieninenineneseeeees 191
Table 5.21: Iteration 3, Level Determination: Hl..........c.ccoovveiiiineniiiniice 192
Table 5.22: Iteration 4, Level Determination: 1V ........cccocovrinnineneiieneneene, 192
Table 5.23: Iteration 5, Level Determination: V ..........ccocvevveeieneienineseseeees 192
Table 5.24: Iteration 6, Level Determination: VI .........cccooeviiiiiiiniiniicee 193

xxii



Table 5.25:
Table 6.1:
Table 6.2:
Table 6.3:
Table 6.4:
Table 7.1:

Table 7.2:

Table 7.3:

Interpretive Matrix (the FULUIe) ........cccoevvieiieie e, 194

The Architectural principles for COTS selection (2004-14) .............. 218
Transformational IT Outsourcing ROAdMaP ........cccevvererirereiieienenn 222
SAP-LAP for Airtel and IBM’S TITO ......ccccoovveiiiiiiieciiec e 227
SWOT Analysis of Airtel and IBM TITO partnership .......c..ccccevennenne. 232
J107S tariff PlanS.....ccvvieiiiiiic 240

Market shares of Airtel, IDEA, Vodafone, Reliance Communications
AN AUTCEI e e e et e e e e eeeeeeeeeeeeeeeeeeeeeeeees 243

SWOT OF JI0 i 255

XXiii



2G

3G

4G

ADC

ATM

BSNL

BWA

CClI

CDMA

COAl

CPP

CS

DoT

DRAM

FDD

FDI

FSM

GSM

ILD

IT

IUCR

MEI

MICMAC

MoU

ABBREVIATIONS

2" Generation

3" Generation

4™ Generation

Access Deficit Charge

Automated Teller Machines

Bharat Sanchar Nigam Limited
Broadband Wireless Access

Competition Commission of India (CCI)
Code Division Multiple Access

Cellular Operators Association of India
Calling Party Pays

Circuit Switched

Department of Telecom

Dynamic Random Access Memory
Frequency Division Duplex

Foreign Direct Investment

Flexible Systems Methodology

Global System of Mobile Communication
International Long Distance

Information Technology

Interconnection Usage Charge Regulations
Model Exchange Isomorphism

Matrice d’Impacts Crosises-Multiplication Appliquee
Minutes of Usage

XXIV



NLD

PCO

POI

PS

RComm

ROI

SAP-LAP

TDD

TDSAT

TISM

TITO

TRAI

UAL

UASL

USOF

VOLTE

The National Long Distance
Public Call Office

Points of Interconnect
Packet Switched

Reliance Communications

Return on Investment

Situation — Actor — Process, Learning — Action — Performance
Time Division Duplex

Telecom Disputes Settlement and Appellate Tribunal

Total Interpretive Structural Modelling

Transformational IT Outsourcing

Telecom Regulatory Authority of India

The Unified Access Licensing

Universal Access Service License

The Universal Service Obligation Fund

Voice over Long Term Evolution

XXV



	Ph.D. Thesis of Monisha  Oberoi_2010BSZ8211.pdf

