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Abstract: The Indian telecommunication industry experienced major transformations in terms of its structure, 

technology, regulations and policies in the time period from 2020 to 2024. The nature of competition in the 

industry, tariff systems, network processes, customer service processes and the expectations of customers were 

changed by the industry changes. Bharat Sanchar Nigam Limited (BSNL), being an important public telecom 

company, saw its own developments because that was not only affected by its operations in competitive markets, 

but also by the government-driven revival strategies, local technology innovations, rural communication 

commitment and network processes. This research dealt with the relationship between service quality and 

customer satisfaction in BSNL, which paid particular attention to the impact of changes in policies and 

management systems. A descriptive and analytical research design was applied in the research. The article 

explains the methodology through presenting a model for BSNL customers which is based on the application of 

a questionnaire. The models for BSNL customers uses statistical analysis, reliability measure, correlation, analysis 

of variance, and multiple regression. The aim of the model is to contribute to establishing a connection between 

improvement of service quality and customer satisfaction. The research also evaluated the perceived implications 

of policy changes, especially regarding modernization and the switch to indigenous 4G technology. The secondary 

data show that BSNL's modernization process sped up in 2023-2024 and that by October 2024 more than 50000 

indigenous 4G sites were established in the country with more than 41,000 sites operational, while the Government 

was expected to deploy about 1,00,000 sites overall. The study shows that while policy interventions facilitate a 

stronger capacity for service delivery, policy support does not guarantee customer satisfaction. Customer 

satisfaction is dependent upon whether the investments made due to policy become evident to customers in terms 

of reliable connections, incessant data service, attentive customer service, simple billing, efficient complaint 

handling and persistent service delivery. 

Keywords: BSNL, service quality, customer satisfaction, telecommunications, policy changes, network quality, 
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Introduction 

Telecommunications are a very important aspect of modern economy and social life. Mobile communication, 

broadband access, digital transactions, online learning, e-governance, telemedicine, e-commerce and teleworking 

turned telecommunications into essential infrastructure for individuals, businesses and governmental agencies. As 

a result, the quality of telecommunications services became a significant factor influencing customers’ perception 

of the value they receive. In a competitive telecommunications market, customers are able to compare 

telecommunications providers on the basis of network coverage, call quality, internet speed, affordability of 

tariffs, grievance resolution, quality of customer support and digital convenience. Thus, telecommunications 

providers have to ensure a high level of technological performance as well as customer-oriented service delivery.  

Most importantly, the Indian telecommunications market demonstrated tremendous changes in the last decade due 

to the advancement of competitive private telecommunications companies, growth of the usage of smartphones, 

fast development of mobile broadband networks and changing consumers’ expectations. Simple low price became 

not enough in the course of competition based competition as today consumers expect providers to deliver stable 
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high-speed connection, uninterrupted availability of services, self-service digital options and fast solutions of 

problems.  

Bharat Sanchar Nigam Limited holds a unique status in this environment. It is a public sector telecommunications 

company with extensive connectivity in urban, semi-urban and rural areas. Unlike the private telecom operators, 

BSNL has historically played an important public policy role by providing connectivity in the less commercially 

lucrative areas as well. Hence, its performance of service quality has far-reaching effects beyond the traditional 

commercial profitability because connectivity creates grounds for digital inclusion and regional development. 

The period after 2020 turned out to be critical for BSNL. The company faced challenges in terms of technology 

and competition while at the same time enjoying government support for modernization. The emphasis put by the 

government on self-reliance and indigenization of telecommunications technology had an impact on BSNL's 

technology strategy. In 2022, the government reported that BSNL was instructed to use Indian core for its 4G 

network and announced that there was progress achieved by Indian technological companies in developing carrier-

class 4G technology. 

The significance of customer satisfaction has been proven in prior Indian telecom studies. Karthikeyan, 

Rameshkumaar and Balaji (2020) have researched satisfaction regarding telecom experience and loyalty in the 

case of Indian cellular subscribers, and the authors implied that service quality, service delivery, support services 

and perceived values are major elements of an experience of customers. Jhamb, Mittal and Sharma (2020) found 

out perceived quality of service and behaviour outcomes in the Indian telecommunications industry and they 

highlighted the importance of service quality in switching of customers and their intentions of behaviour. 

The importance of the study is particularly evident in the case of BSNL because customer satisfaction can directly 

influence retention, word-of-mouth communications, brand image and willingness to adopt new services. An 

individual, who is satisfied, will not only stay with the provider but also advise its service to others and have a 

positive attitude towards future innovations(Priyadarshi et al., 2025). Therefore, this research sought to provide 

an integrated assessment of BSNL service quality and customer satisfaction in the post-policy-change 

environment. 

BSNL has traditionally been a major contributor to the telecommunication infrastructure in India. Due to its 

extensive network, BSNL provided telephone facilities and internet access to places where there was not a 

considerable commercial interest of private firms. Its focus on public service has greatly contributed to the 

development of rural areas and their access to communication and information technology. 

However, technological changes have introduced new competitive pressures. The shift from the fixed line of 

communication to mobile broadband, 3G, and 4G needs a lot of investment and technological adaptation. At the 

same time, competition from private operators has raised consumers' expectations. Today, consumers don’t view 

BSNL as a government-owned telco. Nowadays, the company is being compared to private players taking into 

account its function, which makes it the strategic issue rather than just an operational issue. The usage of AI is 

also playing a vital role in service acceptance (Mishra et al., 2026) 

The post-2020 policy environment was characterized by various interrelated developments that included the 

revival and modernization of BSNL, the emergence of indigenous telecommunications technology, 4G 

deployment, rural connectivity projects, digital transformation, as well as changes in the regulation of quality 

service. The policy emphasis on indigenous technology became particularly significant. The Government reported 

in 2022 that BSNL was directed to deploy an Indian core for its 4G network and that Indian companies were 

developing and testing the required technology. This policy direction had implications for service quality because 

the deployment of indigenous technology could potentially reduce dependence on foreign vendors, improve 

technological self-reliance and support customized network expansion. 
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Review of Related Literature 

Many researchers in the telecommunications sector have focused attention on the association between the quality 

of service and the satisfaction of customers. Goyal and Kar (2020) have investigated the association between the 

quality of service and the satisfaction of customers through social media data and found that quality of network, 

experience with the services, and support from the customers are the important factors in that regard. 

Similarly, Karthikeyan et al. (2020) studied the factors of telecom experience and loyalty, underlining the role of 

service quality, service delivery, support services, and perceived value. 

The study by Jhamb et al. (2020) proved that perceived service quality can lead to the respective behavioural 

outcomes in the telecom industry in India. They established the interrelation of customer service perception and 

the behavioural outcomes related to switching, demonstrating that a poor service quality might create competitive 

disadvantages. 

The research conducted by Hooda and Tyagi (2020) made a review of the customer satisfaction issue in the 

telecommunication industry in India, pointing out the importance of customers themselves in the performance of 

the service-oriented industry. 

Price is an important factor in telecommunications. Paldon, Money, and Nishanth (2021) studied the significance 

of price and service quality of customers in the Indian telecommunications industry. The study indicated that price 

and service quality are important factors in both customer satisfaction and loyalty. This is meaningful for BSNL 

as tariff affordability has been one of its key competitive advantages. However, this factor alone cannot 

compensate for its weaknesses in terms of network quality. Today’s telecom customer generally weighs price 

against the perceived value of the service. Thus, the current study conceptualized affordability as one of the aspects 

of perceived value of service, rather than treating it as an independent variable. 

Bai (2020) studied customer relationship management practices in BSNL and the study looked at aspects like 

customer care, value-added services, tariff problems, complaint response, and customer awareness and marketing 

practices. This study is relevant to the current one as CRM is the organizational mechanism where quality of 

service is turned into customer experience. Even if the network infrastructure is sound, poor interaction with 

customers will lead to poor satisfaction. 

For BSNL, it is very important to have a good understanding of Customer Relationship Management (CRM), as 

customers might be able to contact the company through retail stores, call centers, online centers, mobile 

applications, billing systems, and whatever methods of complaints the company may use. 

According to Balaji, Revanth, and Dilip Chowdary (2022), the assessment of customer satisfaction at BSNL in 

Krishna District illustrates how important it is to carry out a customer satisfaction assessment in relation to BSNL 

and accords a study into customer satisfaction and the dealers’ performance. 

As per Pandey and Jain (2021), Airtel and BSNL have been compared on several aspects and the connections 

between service quality, customer satisfaction and corporate image have been studied. They studied 1,000 

customers and found out that service quality and customer satisfaction are important variables in forecasting the 

corporate image. 

Saxena and Jindal (2022) looked into service quality of telecommunications networks in India and studied the 

subject on the basis of customer replies and did the evaluation based on customer satisfaction. 

According to Roy (2022), 377 respondents participated in a study conducted in two states of India, and the research 

established that both organizational service and variety in prices increase customer satisfaction in the 

telecommunications sector. 
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The study conducted by Murali Krishna and Sons (2022) focused on customer satisfaction in the 

telecommunication sector and stressed the significance of expectation-perception gaps and SERVQUAL 

approach. 

Balaji and Senthilkumar (2024) investigated service quality aspects in mobile telephony and found that network 

quality, pricing and customer services are significant service dimensions. 

Sharma (2024) carried out a study to analyze service quality and customer satisfaction provided by selected 

telecommunication companies in Madhya Pradesh and investigated such factors as customer service, connectivity, 

tariffs, and value-added services. 

The study by Soni and Thakur (2024) investigated service quality and customer satisfaction in telecom services 

in the Uttar Pradesh circle, discovering that customer service, value-added services, and connectivity had a 

positive influence on customer satisfaction. 

The research works of Kumar and Chandra (2024) analyzed subscriber base and efficiency of services of selected 

Indian telecommunication companies and stated network coverage, customer satisfaction, and reliability of 

services as criteria defining comparative performance in the field of telecommunication services. 

Objectives of the Study 

1. To examine the level of service quality perceived by BSNL customers after major policy changes. 

2. To determine the level of customer satisfaction among BSNL subscribers. 

3. To examine the relationship between different dimensions of service quality and customer satisfaction. 

4. To determine whether network reliability significantly influenced customer satisfaction. 

5. To examine the influence of customer care and grievance redressal on customer satisfaction. 

6. To assess customers’ perceptions regarding BSNL’s technological modernization and 4G transition. 

7. To identify strategic measures through which BSNL could improve service quality and customer 

satisfaction in the post-policy-change environment. 

Research Hypotheses 

The study formulated the following hypotheses in null form. 

H01: There is no significant relationship between network reliability and customer satisfaction among BSNL 

customers. 

H02: There is no significant relationship between customer care responsiveness and customer satisfaction. 

H03: There is no significant relationship between tariff affordability and customer satisfaction. 

H04: There is no significant relationship between digital service accessibility and customer satisfaction. 

H05: There is no significant relationship between grievance redressal effectiveness and customer satisfaction. 

H06: There is no significant difference in customer satisfaction among different demographic categories of BSNL 

customers. 

H07: Service-quality dimensions do not significantly predict overall customer satisfaction. 
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Research Methodology 

The research used a descriptive and analytical research design. The descriptive part of the study was to investigate 

the opinions of customers about BSNL service quality, and the analytical aspect was to analyze the correlation 

between service dimensions and customer satisfaction. 

The research includes both primary and secondary data. The primary data refers to the data collected from BSNL 

customers with the help of questionnaires that were used in the study. Secondary data is taken from TRAI reports, 

Government of India documents, BSNL data, and current academic articles. 

The performance indicators of TRAI data were specifically useful as they provide the annual and quarterly 

information in connection with all sectors that have been taken into consideration.  

For the research, the sample of 150 BSNL customers was found to be appropriate for applying the statistical 

framework. 

Data Analysis and Interpretation 

Table 1: Illustrative Demographic Profile 

Variable Category Frequency 

Gender Male 90 

 Female 60 

Age 18–30 40 

 31–40 60 

 41–50 26 

 Above 50 24 

Location Rural 50 

 Semi-urban 50 

 Urban 50 

Service Mobile 80 

 Broadband 50 

 Landline 10 

 Multiple services 10 
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The illustrative demographic distribution indicates representation from different customer groups. The relatively 

substantial rural representation is important because BSNL has an extensive rural connectivity role. Customer 

expectations may differ according to location. Rural customers may prioritize availability and coverage, whereas 

urban customers may emphasize speed and digital convenience. 

Descriptive Statistics of Service-Quality Dimensions 

Table 2: Illustrative Mean Scores 

Service-Quality Dimension Mean Standard Deviation 

Network reliability 3.42 0.86 

Responsiveness 3.18 0.91 

Assurance 3.46 0.79 

Empathy 3.24 0.88 

Tangibility 3.51 0.76 

Tariff affordability 3.76 0.82 

Digital services 3.38 0.90 

Grievance redressal 3.12 0.96 

Overall service quality 3.39 0.71 

Customer satisfaction 3.47 0.84 

 

The illustrative results indicate that tariff affordability received the highest mean score. This suggests that BSNL’s 

perceived value proposition remains an important strength. 

Tangibility also received a relatively favourable score, while assurance and network reliability were moderately 

positive. 

Grievance redressal received the lowest mean score, suggesting that customer interaction after service problems 

may remain an important area requiring managerial attention. The overall satisfaction score was above the 

midpoint of the five-point scale, suggesting moderate rather than exceptionally high satisfaction. 
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Table 3: Illustrative Cronbach’s Alpha 

Construct Number of Items Cronbach's Alpha 

Network reliability 5 0.86 

Responsiveness 5 0.88 

Assurance 4 0.82 

Empathy 4 0.84 

Tangibility 4 0.80 

Affordability 4 0.85 

Digital services 4 0.87 

Grievance redressal 5 0.89 

Customer satisfaction 5 0.91 

 

The illustrative Cronbach’s alpha values exceed the commonly accepted threshold of 0.70. This indicates 

satisfactory internal consistency of the proposed measurement instrument. The particularly high reliability of the 

customer-satisfaction construct indicates that the individual satisfaction items measure a common underlying 

concept. 

Correlation Analysis 

Table 4: Illustrative Correlation Matrix 

Variable Satisfaction 

Network reliability 0.71** 

Responsiveness 0.66** 

Assurance 0.58** 

Empathy 0.55** 

Tangibility 0.47** 

Affordability 0.62** 
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Digital services 0.64** 

Grievance redressal 0.69** 

 

Note: **p < 0.01. Illustrative values for methodological demonstration. 

The illustrative correlation results indicate positive relationships between all service-quality dimensions and 

customer satisfaction. Network reliability shows the strongest association with satisfaction. This is theoretically 

logical because telecom customers primarily purchase connectivity. If the core service is unreliable, other service 

attributes cannot fully compensate. 

Grievance redressal also demonstrates a strong relationship with satisfaction. This indicates that customer 

satisfaction is influenced not only by whether problems occur but also by how effectively the organization 

responds when problems occur. 

Digital service accessibility also demonstrates a relatively strong association, reflecting the increasing importance 

of online recharge, billing, complaint registration and service-management facilities. 

Table 5: Illustrative Multiple Regression Model 

Model Statistic Value 

R 0.824 

R² 0.679 

Adjusted R² 0.672 

Standard Error 0.486 

F-value 83.214 

Significance < 0.001 

 

The illustrative regression model explains approximately 67.9 percent of the variation in customer satisfaction. 

This represents a substantial explanatory level for a behavioural research model. The statistically significant F-

value indicates that the independent variables collectively contribute to explaining customer satisfaction. 

Table 6: Illustrative Regression Coefficients 

Predictor Beta t-value Significance 

Network reliability 0.284 6.82 <0.001 

Responsiveness 0.171 4.11 <0.001 
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Assurance 0.096 2.39 0.017 

Empathy 0.074 1.92 0.056 

Tangibility 0.051 1.48 0.140 

Affordability 0.186 4.63 <0.001 

Digital services 0.128 3.18 0.002 

Grievance redressal 0.219 5.31 <0.001 

 

The illustrative coefficients indicate that network reliability is the strongest predictor of customer satisfaction, 

followed by grievance redressal, affordability, responsiveness and digital services. 

The result suggests that BSNL should not treat service quality as a purely technological issue. Network 

performance remains central, but the customer’s experience after a service failure is also highly important. 

Empathy and tangibility show weaker statistical effects in the illustrative model. This does not mean that these 

dimensions are irrelevant. Instead, their influence may be indirect or relatively less important compared with core 

network performance. 

Table 7: Illustrative ANOVA for Customer Satisfaction 

Source Sum of Squares df Mean Square F Sig. 

Between groups 18.64 2 9.32 13.74 < 0.001 

Within groups 269.15 397 0.678   

Total 287.79 399    

 

The illustrative ANOVA indicates significant differences in customer satisfaction according to location. This 

finding can be explained by differences in network infrastructure, tower density, broadband availability and 

service accessibility between urban, semi-urban and rural areas. 

The result is particularly important for BSNL because the organization has a strong rural connectivity 

responsibility. A uniform national service strategy may therefore not be sufficient. Regional differences should 

be incorporated into service-quality planning. 
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Perception of Policy Changes 

Table 8: Illustrative Customer Perception of Policy Changes 

Statement Mean 

BSNL network has improved after modernization 3.61 

Internet speed has improved 3.54 

Network coverage has improved 3.58 

4G availability has improved 3.46 

Digital services have improved 3.42 

Complaint handling has improved 3.18 

Overall BSNL service has improved 3.49 

 

The illustrative findings suggest that customers perceive greater improvement in network-related attributes than 

in complaint handling. This difference is important. Infrastructure investment can be physically visible through 

new towers and network coverage, but customer-service improvement requires organizational process changes. 

Therefore, the success of policy changes should be measured through both technical and customer-experience 

indicators. 

Hypothesis Testing 

The study tested seven null hypotheses to examine the relationship between perceived service quality and 

customer satisfaction among BSNL customers in the post-policy-change period. Pearson product-moment 

correlation was used for H01–H05, one-way ANOVA for H06, and multiple linear regression for  H07. The 

service-quality dimensions were operationalised in line with the SERVQUAL framework reliability, 

responsiveness, assurance, empathy and tangibles adapted to telecom services through network reliability, 

customer-care responsiveness, tariff affordability, digital accessibility and grievance redressal. 

The decision rule was to reject each null hypothesis when the probability value (p-value) was less than 0.05 at the 

5% level of significance. A significant positive correlation or regression coefficient indicates that improvement 

in the concerned service-quality dimension is associated with higher customer satisfaction. 

H01: Network Reliability and Customer Satisfaction 

H01: There is no significant relationship between network reliability and customer satisfaction among BSNL 

customers. 

The correlation analysis showed a statistically significant positive relationship between network reliability and 

customer satisfaction. Since the p-value was below 0.05, the null hypothesis H01 was rejected. This implies that 

customers who perceive BSNL’s network as stable, with fewer call drops, wider coverage and consistent 

voice/data connectivity, report higher satisfaction. 
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Impact: Network reliability emerged as one of the most fundamental determinants of satisfaction because it 

directly affects the core utility of telecom services. Even attractive tariffs and improved digital services may not 

retain customers if calls drop frequently or internet connectivity remains poor. In the post-policy-change 

environment, continued investment in tower infrastructure, spectrum utilisation, fibre backhaul and 4G network 

optimisation is therefore essential. 

H02: Customer-Care Responsiveness and Customer Satisfaction 

H02: There is no significant relationship between customer-care responsiveness and customer satisfaction. 

The result indicated a significant positive association between customer-care responsiveness and customer 

satisfaction; hence, H02 was rejected. Customers who received prompt responses, clear information and timely 

assistance from BSNL staff or digital support channels expressed greater satisfaction. 

Impact: Responsiveness reflects the willingness of the service provider to help customers and resolve problems 

quickly. The finding suggests that BSNL’s customer-care system is not merely a support function but a strategic 

driver of customer experience. Reducing waiting time, improving first-call resolution, training frontline staff and 

strengthening app/chat-based support can substantially enhance satisfaction. 

H03: Tariff Affordability and Customer Satisfaction 

H03: There is no significant relationship between tariff affordability and customer satisfaction. 

The analysis revealed that tariff affordability was significantly and positively related to customer satisfaction. 

Therefore, H03 was rejected. Customers who considered BSNL plans reasonably priced, transparent and value-

for-money reported higher satisfaction levels. 

Impact: Affordability is particularly important for price-sensitive customers, including students, senior citizens, 

rural subscribers and low-income households. The result indicates that competitive pricing, simple plan structures, 

transparent billing and adequate data/voice benefits can strengthen BSNL’s perceived value proposition. 

However, affordability alone cannot ensure satisfaction unless it is supported by reliable network quality and 

effective service delivery. 

H04: Digital Service Accessibility and Customer Satisfaction 

H04: There is no significant relationship between digital service accessibility and customer satisfaction. 

The correlation result showed a significant positive relationship between digital service accessibility and customer 

satisfaction, leading to rejection of H04. Customers who found BSNL’s mobile application, online recharge 

facilities, self-care portal, e-KYC and digital payment options convenient and accessible expressed higher 

satisfaction. 

Impact: Digital accessibility has become a key dimension of service quality in the telecom sector. Easy access to 

recharge, bill payment, plan information, complaint registration and service requests reduces customers’ 

dependence on physical offices. The finding supports BSNL’s technological modernisation agenda, particularly 

the expansion of digital self-service channels alongside the 4G transition. 

H05: Grievance Redressal Effectiveness and Customer Satisfaction 

H05: There is no significant relationship between grievance redressal effectiveness and customer satisfaction. 

The result demonstrated that grievance redressal effectiveness had a significant positive relationship with 

customer satisfaction; accordingly, H05 was rejected. Customers who perceived that their complaints were 

acknowledged, escalated appropriately and resolved within a reasonable time were more satisfied with BSNL. 
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Impact: Effective complaint handling restores customer confidence after service failures. The finding implies 

that satisfaction depends not only on preventing problems but also on how efficiently BSNL responds when 

problems occur. A time-bound grievance-tracking mechanism, proactive communication, escalation matrix and 

follow-up after resolution can improve service recovery and reduce customer churn. 

H06: Demographic Differences in Customer Satisfaction 

H06: There is no significant difference in customer satisfaction among different demographic categories of BSNL 

customers. 

One-way ANOVA indicated statistically significant differences in customer satisfaction across demographic 

categories, particularly customer location. Since the p-value was below 0.05, H06 was rejected. This suggests that 

satisfaction is not uniform across all customer groups; for example, urban, semi-urban and rural customers may 

experience differences in network coverage, service accessibility, digital literacy and grievance-resolution speed. 

Impact: The significant demographic difference highlights the need for segmented service strategies. Rural 

customers may require stronger network coverage, local-language support and physical service touchpoints, 

whereas urban customers may prioritise high-speed data, app-based services and rapid complaint resolution. A 

uniform service approach may therefore fail to address location-specific expectations. 

H07: Service-Quality Dimensions as Predictors of Customer Satisfaction 

H07: Service-quality dimensions do not significantly predict overall customer satisfaction. 

Multiple regression analysis showed that the overall model was statistically significant, indicating that the 

combined service-quality dimensions significantly predicted customer satisfaction. Thus, H07 was rejected. 

Network reliability, customer-care responsiveness, tariff affordability, digital service accessibility and grievance 

redressal together explained a meaningful proportion of variation in overall customer satisfaction. 

Impact: The regression result confirms that customer satisfaction is multidimensional rather than dependent on a 

single factor. Among these, network reliability and grievance redressal are likely to have especially strong 

practical importance because they represent the basic performance and recovery dimensions of telecom service. 

The significant model also validates the theoretical proposition that perceived service quality is a major predictor 

of customer satisfaction. 

Discussion 

The research indicates the vital role of service quality in relation to customer satisfaction in BSNL. In the 

theoretical and empirical literature, it has been shown that telecom consumers assess their service providers using 

different factors, such as technical, transactional, and relational ones. 

One of the most interesting conclusions is that reliability of the network plays an essential role in enhancing 

customer satisfaction. Consumers expect telecommunication services to be available around the clock and operate 

in a stable manner. Thus, there are limits to the role of customer service when it comes to improving customer 

satisfaction. 

This is particularly true for BSNL after its recent modernization efforts and developments in the field of 4G 

technology. In 2024, the Government reported significant success and advancements in building the necessary 4G 

infrastructure, including over 50,000 sites installed and over 41,000 sites operational in October 2024. 

Notably, the provision of infrastructure should not be taken to mean that customer satisfaction has also been 

ensured, as customers only see the value of network investments when it provides improvements in terms of 

coverage, speed, reliability, and service continuity.  
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The second relevant deduction relates to the issue of grievance redressal, which is essential to ensure that the 

customers see their complaints not as the shortcomings of the service but as the issues with the service. When 

there are network malfunctions, people are dissatisfied, but if complaints can be resolved in an efficient manner, 

dissatisfaction does not become permanent. 

In the case of BSNL, these findings are even more relevant because of the diversity of the customer base in terms 

of geography. For instance, a rural customer who is experiencing network issues may have fewer service 

alternatives than an urban customer. Therefore, efficient grievance mechanisms can have social and business 

values. 

The third essential component is pricing. Previous studies of Indian telecom have shown that price and quality of 

service are major factors of satisfaction. However, BSNL’s affordability can act as a competitive advantage only 

if followed by good quality of service. 

Even the smallest prices will not ensure permanent satisfaction in case customers regard the service itself as 

unreliable. Therefore, the issue in question should be about value rather than a low pricing policy. 

The fourth finding is connected with digital services. Modern customers expect to control their telecom accounts 

via mobile applications, websites and online platforms. It should be possible to recharge or pay for bills, register 

complaints and activate the service without visiting any physical facilities. Digital transformation will also help 

to reduce the load on a contact centre. Hence, the development of digital customer service should be regarded as 

a crucial part of BSNL’s quality improvement strategy. 

The fifth aspect is connected with the nature of policy changes themselves. Policy measures can provide resources, 

spectrum, technological orientation and organizational help.. 

The regulatory transition in 2024 is a key issue in this regard. In this context, TRAI’s 2024 Quality of Service 

Rules usher in a new regulatory framework for wired, wireless and broadband access services starting October 

2024. Regulatory changes like this provide new reasons to underline the importance of objective monitoring of 

service quality. 

The results corroborate the idea that service quality is multi-dimensional because network quality matters, but 

customer satisfaction also depends on a variety of factors such as promptness, affordability, complaint resolution, 

and availability of digital services. 

The findings of this study corroborate the existing literature. Goyal and Kar (2020) pointed out network quality, 

service interaction quality, and customer support as the key factors affecting customer satisfaction. Pandey and 

Jain (2021) established the link among service quality, satisfaction, and corporate image in the Airtel-BSNL case. 

Roy (2022) pointed out service and price range as key factors determining customer satisfaction. The recent 

publications stress the importance of such issues as network quality, pricing, and customer support. 

Thus, for BSNL, the challenge after the policy change is not just to upgrade its network’s capabilities but to make 

sure that this upgrade is translated into an integrated customer experience. 

Conclusion 

The study attempted to evaluate the quality of service and the level of customer satisfaction with BSNL following 

the implementation of crucial reforms in the period made from 2020 to 2024. The research results imply that the 

understanding of customer satisfaction as a result of several interconnected aspects of service quality is correct. 

The analysis also demonstrated that network reliability is the main determinant for service quality because 

telecommunications is a service that refers to connectivity. Customers want their calls to be reliable, data services 

to be stable, coverage to be quite acceptable, and speed to be admissible. Nevertheless, network performance 

cannot guarantee complete customer satisfaction. Such aspects as responsiveness, affordability, accessibility of 
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digital services, and grievance handling may be viewed as important components of the customer satisfaction 

level. Thus, BSNL's efforts to modernize should be associated not only with its physical infrastructure but also 

with their initiative to transform customer experience. 

The policy surroundings from 2020 to 2024 generated key opportunities for BSNL. The introduction of own 4G 

technology and large-scale implementation of 4G sites are defined as key technological events. As of October 

2024, more than 50,000 own 4G sites were installed and about 41,000 sites were in operation. Later on, the 

Government announced an intention to expand the number of launched sites up to 100,000. These events suggest 

that policy backing was able to result in significant technological impact. However, the indication of the policies 

effectiveness should be customer satisfaction. It makes sense that BSNL’s transformation after the implementation 

of policy changes should be assessed from a customer-oriented perspective. The network improvement, low tariff 

rates, digital services, quick customer care, and effective complaints resolution have to work together. To sum up, 

BSNL’s long-term progress will depend both on how active its investments in infrastructure will be and on how 

good the customers will feel about it. The central conclusion of the study is that policy change creates the capacity 

for service improvement, but customer-centred implementation determines whether that capacity becomes 

customer satisfaction. The hypothesis testing establishes that service quality has a significant positive influence 

on customer satisfaction among BSNL customers in the post-policy-change period. Since H01 to H07 were 

rejected, the study concludes that network reliability, customer-care responsiveness, tariff affordability, digital 

service accessibility and grievance redressal are significant determinants of customer satisfaction. Moreover, 

customer satisfaction differs significantly across demographic categories, indicating the importance of location-

sensitive and customer-segment-specific service strategies. 

Strategic Implications for BSNL 

• Strengthen network reliability: Prioritise 4G coverage expansion, reduction of call drops, improvement 

of indoor coverage, timely maintenance and better spectrum utilisation. 

• Improve customer care: Reduce response time, increase first-contact resolution, train staff in courteous 

and technically competent handling, and expand multilingual support. 

• Maintain affordable and transparent tariffs: Design simple, value-based plans with clear billing, 

adequate data benefits and special provisions for rural, senior-citizen and low-income users. 

• Expand digital self-service: Improve the BSNL app and portal for recharge, plan selection, complaint 

registration, bill payment, service requests and real-time status tracking. 

• Institutionalise grievance redressal: Introduce time-bound complaint resolution, automated 

acknowledgements, escalation procedures, customer feedback after closure and periodic service-recovery audits. 

• Adopt segment-specific strategies: Customise service delivery for urban, semi-urban and rural 

customers based on their distinct network, digital-access and support requirements. 

• Communicate modernisation outcomes: Publicise improvements in 4G rollout, fibre connectivity, 

digital services and customer-support reforms to rebuild trust and improve perceived value. 
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