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Chaptér 1 . Introduction

a_c_:kground shows the level of mobile user's customer satisfaction within
"";Chapter' 1. The research problem statement has been identified as the
ber of diséd\}antages to China's industry of real estate’s marketing. Therefore,
:_pééts Which include competitor attraction, customer service, and word of
would be the ‘variable which is independent and the dependent variable
“customer ' satisfaction (Aydin & Ozer, 2005). For the research
g, it can be seen that there is imporjtance for the people and country to
___O__Ut: As the study is only conducted iln China, the research would not be
represent every country around the world and can only be able o represent
uld be the main limitation of this study (Bolton, 1998).

Ba kgrbund of the Study

'éle::(':'ommunications Industry Development

muhication services in China are mainly provided by China telecom
China Unicom, and China Mobile. China’s telecommunications
b___egén in November of 1987 and only had more than 150 subscribers
at time (Brady & Cronin, 2001). According to Verto and iResearch data,
_48% of the online population in China currently from the total global
! n which approximately 651,360,000 people at the time of writing. [n
St ;.'While there is 85% of Americans are online compare to China has almost
online community. However, the devices people in China are using to
ss the Internet might surprise you. According to Rogers {2016), the
ltaneous trend of China-focused services such as Baidu and Alibaba had
gainmg momentum from the last five years which had overlapped along with the
"'_rg'ence of smartphones and increasingly affordable mobile devices. In fact, thié

QTO_Mh can be seen in headline-grabbing Chinese apps such as WeChat (or
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: is known in China). CINIC believes that only 186 million rural Chinese
re ’tly-:access the web, something that has massive implications for growth
‘advances in  mobile technology (Scutt, 2015). Thus,China’s

olet mnihnications Industry Development can be separated into four phases.

nitial Development Phase (1987-1993)

development was triggered by the analog mobile phone demand of one
rgent customer. The handset that looks clumsy was a social and wealth status
uring this period. Only people who lives in metro cities who are involved
s’iheéées and foreign companies can afford to pay for the services. The
d-company China Telecom is able to p;rox;ided long distance and local
‘Carman, 1990).

Development Phase (1994 — 2000)

V_é nment  of Chine} made the decision to support domestic
nications market aétively during the year 1994, starting LianTong, or
icom Corporation to provide value added and wireless sertvices (Caruana,
t‘ur'hed into the force that drives the fransition towards the digitai global
widespread utilization for GSM mabile services. In the year 1995, these
"S'é_r__\_/ces were introduced'in Guangzhou, Tianjin, Shanghai, and Beijing.
of service change were low because of competition. In the year 1989, the
sion of China Telecom separated from them and became China Mobile
et al, 2004). With their huge client base, there were more than 137 million
t Users only in China alone and China then was recognized as the biggest

ommunications services market in Asia Pacific (Choi et al, 2004).

‘Data Services Transition Phase (2001-2008)
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bile and China Unicom were the two companies which revolutionized

.communications industry. This 2 companies introduced wireless

Eon protocol, also known as WAP, utilized for wireless service and provided
'e'._'of value added service for data. In the last quarter of 2003, the amount of

hone users has already exceeded the amount users who are using fixed
ocal services for wireless access are well connected even in certain remote

and smaller cities. Right before 2009, there were a total of 641 million

Cri‘b:_:':rs (Eisingerich & Bell, 2009).

roceeding into the 3™ Generation (2009-)

: f-:2009, China Telecom, China Unic’om: and China Mobile were issued
2 Iiéenses of the 3G wireless communications, which is also the third
l_oh (Martin et al, 2009). Currently, there are three main companies within
telecommunications market. China is constantly upgrading and expanding
rastructure in order to be prepared for on demand videos, higher speed
 of data, and other mobile related services. Right before 2011, there were a
82_9_:_ million subscribers. China Mobile is the biggest service provider, which
ap| 'rc:').ximately 70% of the market share in China (Martin et ai, 2009).

oblem Statement .

ina's largest telecommunications service provider, the counter for customer
é: in every one of China Mobile. outlets are filled with high amount of
ustomers every day and the employees there would need to tend to their mobile
's. Customers may choose to buy a new mobile device, change new mobile
ns, or even renew contracts, almost all services would need to be signed in a
ract which will produce high amount of processes and paperwork for the
mployees depending on the regulation or process which is designated (McDougall
évesque, 2000).
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e re'-‘-:'signature security and document management are important factors for
om 'an:es such as China Mobile with a high number of ouﬂets to take care of.
n sald that, contractmg is @ process which consumes quite a lot of time for
sloyees and clients. Customers would need to review and sign the
en’ts, at the same time, employees of the store woul'd. also need to handle
e "o" .ra;ct with care, paper storing, data searching, scanning and photocopying,
ng customer ID, and other processes, which would take up quite some time,
to iower rate of tumover, and in worst cases, lower customer satisfaction
the long waiting time. This does not only cause a rise in cost of labour
ent, but also increases storage and paper printing fee which is an
05t control problem for business maﬁaggrs (Lehtinen & Lehtinen, 1982).
appropriate solution would be to create a workflow which is smooth,
bling customer service employees to tend to more customers and shorten the
r _:document recovery, eliminate time wasted for printing, and more
aﬁﬁ-y_ ncrease customer satisfaction. Besides, Apple’'s CEO Tim Cook had
'3 hat in China, rivals like Huawei and Xiaomi Corp have developed their
aper products with similar specifications, while the relative success of the
has made it harder for Apple to sustain its growth rates. Thus, it shows
t se the competitve force in the mobile inustry in China as there are too
obile manufacturers and it is easily for consumers to shift to other brand

incur any switching cost. °

Research Objectives

llowing are the research objectives of the study

To ascertain whether there is a relationship of consumer perception to
customer satisfaction of China Mobile in Beijing, China.
To ascertain whether there is a relationship of word of mouth to customer .

satisfaction of China Mobile in Beijing, China.

.. 13
INTT International University(2016)



certain whether there is a relationship of customer service to customer
at;éfaction of China Mabile in Beijing, China.
éscertain whether there is a- reléti"onship of competition attraction to

ustomer satisfaction of China Mobile in Beijing, China.

étermine the most significant' factors (consumer perception, word of
i'ou'th, customer service, competition aftraction)that influence customer

action of China Mobile in Beijing, China.

;earch Questions

ere a relationship of consumer peliception to customer satisfaction of
 Mobile in Beijing, China? "

th.e're a relationship of word of mouth to customer satisfaction of China
Aobile in Beijing, China?

' t-hef"'e a relationship of customer service to customer satisfaction of China
bile in Beijing, China? |

there a relationship of competition attraction to customer satisfaction of
1a Mobile in Beijing, China?

hat-f'."s the most significant factors (consumer perception, word of mouth,
:qfner service, competition attraction) in influence on the customer

tisfaction of China Mobile in Beijing, China?

aper will provide contributions to the Academic community. The oufcomes
is research will increase the understanding and the knowledge about the
tors that are influencing the customer satisfaction toward mobile in China. The
__is will help universities to offer some courses to improve the design,

technology and marketing methods that should learn by students in order to
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hen they are in working career. This research will help researchers,

uld identify both the interest of consumers and resolve the vagueness

ope of Research

cope of the research is to identify factors(consumer perception, word of
h customer service, competition attraction) that might affect the degree of
uste mer satisfaction of China Mobile within Beijing, China. According to the world

Population statistic 2016, there are approximately 21.7 million of people who live in
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