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Analyzing customer preference and measuring relative

efficiency in telecom sector: A hybrid fuzzy AHP/DEA study
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1.1. Indian telecom market

Indian mobile service market is facing a tough competition by reforming government policies and entry of new compa-
nies. Objectives of these new policies are increasing the number of customers with lower tariffs rates. Indian telecom
network is the second largest in the world after China based on the number of mobile and landline phones. Indian telecom
sector has one of the lowest call tariffs and third-largest Internet users in the world. This sector has marked an impressive
growth during this 2011-12 year in Indian market by increasing telephone subscriptions from 846.32 million to 951.34
million with 12.41% growth. As per (TRAI annual Report 2011-12), the mobile user base increased by 107.58 million and
landline base recorded a decline of 2.56 million. The mobile segment continued to register 919.17 million connections.
The rural teledensity increased from 33.79 to 39.22 and urban teledensity from 157.32 to 169.55. Overall teledensity in
the India increased from 70.89 to 78.66. The gross income of Indian telecom services has increase from Rs. 1,71,719 crore
to Rs. 1,95,442 crore during this 2011-12 year with 13.82% growth. All telecom service providers are going to improve their
service for increasing the profit due to global competition. In Indian telecom market Bharti Airtel, Idea, Vodafone India, BSNL,
Tata Indicom and Reliance are the leading players in the mobile service area. In Indian mobile telephony sector Vodafone and
Idea’s overall performance is additionally shown in their sales revenue growth. Vodafone sales expanded 21.3% and Idea
grew 26.4% during 2011-12 in comparison to the financial growth of 14.8%. Airtel, nevertheless, saw just a 10.7% growth
in sales in 2012, and along with Reliance and BSNL-both recorded the negative rate of growth during this period.
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