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Abstract:  The 4G mobile technology is the latest version in mobile communication 
service sector where Grameenphone (GP) and Robi have been dominating the 
mobile-telecommunication market in Bangladesh for a while now. Using a Non-
probability Convenience Sampling Method, a comparative analysis on 
performances of GP and Robi based on customers’ opinions with Five-point Likert 
Scaling were carried out. In measuring customers’ satisfactions of GP and Robi, ten 
factors are identified and used in the analysis. The findings suggest that customers 
of 4G mobile services were not satisfied in cases namely internet speed, tariff 
charges, package offers, expiry date, terms & conditions, network coverage 
availability, call center services, customer care center, promotional advertisement 
and overall 4G mobile services. Despite poor performance of both operators in 4G 
markets, Robi was preferred by customers in cases of tariff charges, expiry date, 
terms & conditions and network coverage availability. On the other hand, GP was 
preferred by customers in cases of internet speed, package offers, call center 
services, customer care center, promotional advertisement and overall 4G mobile 
services. To make service-providers’ efforts further effective in customer-services, 
the operators are recommended for prompt efforts upgrading 4G mobile service-
quality. For an ongoing effort, operators are recommended to continue research-
efforts for monitoring its overall performances. 

Keywords: 4G Mobile Services, Customer Satisfaction, Grameenphone and Robi 
 

Introduction 

Over the last decade, the mobile telecommunication sector in Bangladesh augmented its 
extent so rapidly that it has become the fifth largest mobile telecommunication market in 
Asia Pacific (GSMA, 2018). The mobile telecommunication sector makes a vital 
contribution to the economy of Bangladesh in a remarkable way. Supporting Bangladesh 
Government’s ongoing slogan “Digital Bangladesh & Vision 2021” under UN’s 
Sustainable Development Goals (SDGs), Bangladesh mobile telecommunication industry 
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has been playing a significant role where number of mobile subscribers have grown up 
very rapidly. As of December 2019, the total mobile phone subscribers were 165.572 
million in Bangladesh where Grameenphone (GP) had 76.462 million, Robi had 49.004 
million, Banglalink had 35.293 and Teletalk had 4.868 (BTRC, 2019; Banglalink, 2019; 
Grameenphone, 2019; Robi, 2019; Teletalk, 2019). 

Since the beginning, in the late 1990s, Bangladesh mobile telecommunication sector has 
been contributing significantly to the country’s GDP. In 2015, the mobile ecosystem 
generated 6.2% of GDP in Bangladesh, which added an amount around $13 billion of 
economic value (GSMA, 2018). With this economic progression, Bangladesh entered 
into a new chapter of digital connectivity of fourth-generation mobile internet, which was 
launched on February 19, 2018 (BTRC, 2018). There is no doubt that the 4G mobile 
services would enhance customers’ daily life and improve the service quality of trade and 
business sectors in Bangladesh. E-education and E-health will also flourish. 4G is a 
packet, which switched with wireless system with a wide range coverage and high 
efficiency. It is designed to be cost-effective and to provide high spectral efficiency along 
with some other features like interactive multimedia, voice, buffer free video streaming, 
high-speed internet and other broadband services (Komal, 2013). 

With these plans and expectations, from the beginning of 4G mobile services, three out of 
four mobile service-providers have been operating its 4G mobile services where GP and 
Robi are mostly leading the 4G market in Bangladesh (BTRC, 2019). As December 2019, 
total internet subscribers were 99.428 million in Bangladesh where about 21.5 million 
active users were the customers of 4G mobile services (BTRC, 20019; Banglalink, 2019; 
Grameenphone, 2019; Robi, 2019). In 2018, GP covered 4G mobile services in 7 
Divisions, 37 Districts and 40 Upazilas (BTRC, 2018; Grameenphone, 2018). However, 
Robi was the first company to launch 4G services in all the 64 districts in Bangladesh. In 
year 2018, Robi covered 4G mobile services in 8 Divisions, 64 Districts and 454 Upazilas 
(BTRC, 2018; Robi, 2018). 

Since the beginning of 4G era in Bangladesh, both operators namely GP and Robi have 
been competing in mobile telecommunication market where it has extended its services in 
multi-facet to attract subscribers. On the same token, with high expectation, probable 
subscribers are inspired to switch even with higher cost. However, it appears that 
subscribers are becoming disappointed continuously based on the gap between their 
expectations and the reality of 4G mobile benefits in Bangladesh. Recently, it has become 
a growing concern on the quality of 4G mobile services in Bangladesh (BTRC, 2019). As 
reported, in year 2019, BTRC received huge number of complaints through hotline. The 
complaints were related mainly with “slow internet” and “call drop” against these two 
providers where 3,111 were against GP and 4,863 were against Robi (BTRC, 2019). It 
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further reported that all mobile phone operators in Bangladesh were providing below 
BTRC benchmark service-standard of 4G mobile services (BTRC, 2019). 

This study aims to cross-examine the service-performance of both operators based on 
customers’ opinions and makes policy recommendations ensuring effective 4G mobile 
services in Bangladesh. 

Rationale of the Study 

In today’s world of technology driven society and human connectivity era where 
effective communication is more important than ever before, no matter where the 
individual resides in the globe. In this progression, the service-providers of these 
technologies can play important roles for ensuring effective services. On this aspect, 
service-providers, especially, GP and Robi are no exception in mobile telecommunication 
services in Bangladesh. However, its performances in providing customer-services have 
been deteriorating in multi-facet for a while now in Bangladesh. 

As a result, in one hand, the service-providers are missing the opportunity to attract more 
customers, which could bring additional revenues to the service-providers. On the same 
token, customers are suffering with agony when they use the services because of its poor 
performances. Lastly, an effective 4G mobile services could facilitate attracting more 
users, which could contribute significantly to the economic growth of Bangladesh. These 
limitations warrant for a scientific study addressing the problems for ensuring a win-win 
environment for the parties involved. Therefore, this study takes on the challenges to 
meet the current needs where it comes 4G mobile services in Bangladesh. 

Objectives of the Study 

Like any other service-providers in Bangladesh, GP and Robi both run its prospective 
businesses for generating higher revenues. With this business philosophy in mind, time to 
time service-providers change its strategies in operations, which sometime become 
expensive monetarily or unpleasant to its customers. On 4G mobile services in 
Bangladesh, many customers are facing similar scenarios, which was an inspiration to 
take on this study examining the performance of service-providers namely GP and Robi. 
Specific objectives of the current study are as follows: 

i. To determine current performance levels of GP and Robi of 4G mobile services 
using customers’ opinions in Bangladesh. 

ii.  To measure customers’ satisfaction-levels of services provided by respective 
service-provider namely GP and Robi in Bangladesh. 

iii. To compare the service-performances of GP and Robi using customers’ opinions of 
4G mobile services in Bangladesh. 
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Literature Review 

The usage of 4G mobile services has been increasing & gaining popularity globally 
where Bangladesh is no exception. The 4G technology can expedite in value addition to 
business and to make a quick profit. It is vastly used in most of the sectors of Bangladesh 
and helping to bring a growth in business and economy (Islam, 2019). 4G technology is 
making a positive impact on government organizations, private organizations, 
educational institutes, electronic industries, healthcare, telecommunications sector, 
citizen and banking sector in Bangladesh by providing easy and fast platform for business 
entity and business customers. By using 4G technology, private and public organizations 
can bring progress to their performances by reducing its travelling costs, employees 
tracking and so on. Nowadays, instant update and monitoring system on all government 
projects can be implemented by deploying high quality video conferencing in Bangladesh 
and beyond (Islam, 2019). It would not be overstated saying that winning strategies at 
different levels can be utilized to accelerate mobile telecommunication services in 
Bangladesh. Towards 4G acceptance, intensity of visible dependent facts are image, a 
variation on services, the seeming enjoyment, comfort to use, personal innovativeness, 
and obviously last but not the least is network effects. In addition, the service prices and 
the usefulness do not have a positive impact, but acceptance tendency got a huge 
potentiality (Hasan, 2019). 

In measuring customers’ satisfaction-levels, there are five major factors (Hadi and 
Chakrabarty, 2015). The first factor is about “convenient usage” that is to get internet 
connection quickly with high speed and people want it available everywhere at a 
reasonable price. The second factor is “logistical support” which is about to update the 
technology recurrently by confirming security. In addition, customers want comfort zone 
in recharging accounts. The thirdly factor is “delight factors” which is about the desire of 
customers to get additional features with regular notifications of internet services from 
time to time. The fourth factor is about “promotional and competitive pricing”. This is to 
make the customer happy by providing a comparative price and better promotional offers 
on a comparison to the competitors. The fifth factor is about “billing accuracy” that 
means customers will pay the rate which they initially signed up for without any hidden 
charges and condition (Hadi and Chakrabarty, 2015).  

Another study reveals that factors affecting customers’ satisfaction-levels are namely i) 
network coverage ii) network quality iii) internet iv) tariff v) customer care services vi) 
value added services vii) bill payment system viii) promotional offers (Bala et al., 2018). 
Therefore, it would not be overstated saying that there are thirteen factors that can be 
used for measuring customer’s satisfaction level in case of service-provider’s 
performance. 
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In today’s 4G market in Bangladesh, advertisement plays a vital role convincing 
customers to purchase the targeted connection. Currently, brand value and 
trustworthiness are getting much more concerns from customers and the service-
providers are very conscious about it. Other factors, especially, “friendly customer care 
service” plays significant role in establishing strong relationship between customer and 
service-provider. On the selection of mobile connection, getting SIM at ease is an 
important factor. Customers of all ages, gender, occupations and of different monthly 
income prefer prepaid connection and more comfortable with it (Ahmed, 2012). 

On this aspect, the important & significant positive impact has been found in perceived 
quality, perceived value, customer expectations and corporate image on customers’ 
satisfactions (Islam et al., 2015). Service quality, customer satisfaction, trust, corporate 
determinants, these are the four causes specified here on prompting customers’ loyalties. 
These significant factors are responsible for customers’ loyalties in mobile 
telecommunication sector in Bangladesh. From the perspective of Bangladeshi mobile 
telecommunication industry, changing cost is inconsistent on the establishment of 
customers’ loyalties. Service quality is the most important key factor in acquiring 
customers’ loyalties in Bangladeshi mobile telecommunication industry (Hafez and 
Akther, 2017). 

However, the significant determinants of customers’ satisfactions are network quality, 
price (overall charges) and promotional offers. Other determinants are also there like the 
availability of customer service center, value added service and internet speed. 
Telecommunication organizations are providing services but alongside they should focus 
on the determinants also, which can derive customers’ satisfactions further. It has been 
made prominent that network quality, price (overall charges), promotional offers, 
availability of customer service center, value added service and speed are important & 
significant factors toward customers’ satisfactions (Hossain et al., 2016). 

On top of this, the significant factors that make the customer satisfied are service 
innovation, service reliability, service competitiveness, and service consistency. With this 
fact in hand, the most significant factors are the operators’ network coverage, offering, 
pricing, value added services, fulfillment of customers’ demands, brand value and 
operators’ contributions to the society. In Bangladesh telecommunication sector, mobile 
service providers should take care of the factors, which have significant impact on 
promoting customers’ satisfactions and they should be more concerned for the factors, 
which are accountable for immaterial impact on customers’ satisfactions (Rahman, 2014). 

In this aspect, there are other factors or variables, which can be utilized to attract more 
users when it come choosing mobile operator or service-provider. These factors are i) 
high speed data transmission facility ii) low cost on internet usage and iii) better customer 
care services. These variables can be helpful to operator(s) identifying the elements, 
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which are needed to improve satisfying the needs of the subscribers. Based on the theme, 
satisfying the subscribers’ needs, the operator should design, build and manage its 
services so that subscribers can stick with the service-providers in one hand. On the other 
hand, service-providers can encourage new customers with offers of packages. On top of 
this, ensuring uninterrupted network services can encourage subscribers to stick with 
their mobile service operator as noted in literature (Ali et al., 2014). 

It would not be overstated saying that higher cost for accessing mobile services has a 
larger impact on customers’ decisions choosing the service-provider, as it constitutes a 
significant chunk of their monthly income. In addition to service-charges, the higher 
taxes and other fees imposed on the mobile telecommunication sector also affect the total 
cost of mobile ownership. Furthermore, taxes on usages of mobile services in Bangladesh 
represent a higher share of tariff-costs compared to that of our neighboring countries for 
example India (GSMA, 2018). 

Since customers’ satisfaction-levels of 4G usage are not impressive, it would not be 
overstated claiming that these issues are needed to be investigated, which is very much 
missing in literature on 4G mobile services in Bangladesh. This study takes on the 
challenges to fill the gap in literature on 4G mobile services in Bangladesh. 

Methodology of the Study 

Descriptive statistics techniques are used in this study where questionnaire-survey was 
conducted to assess the satisfaction level of 4G usages in case of GP and Robi operators 
in Bangladesh. Both open and closed ended questions are used to design the 
questionnaire aiming to track down the customers’ satisfaction-levels using 4G mobile 
services. The questionnaire are organized and divided into two sections where first 
section is encompassing users’ socio-economic factors such as respondents’ age, gender, 
education level, occupation and income level and locations where they reside. The second 
section of this study addresses the factors that have linkages to satisfaction-levels of 
using 4G mobile services. For further clarity, this study addresses the issues related to 4G 
internet services, not related to phone services. In this case, Five-point Likert Scale 
techniques are used assessing the level of customers’ satisfactions of 4G usages in 
Bangladesh.  

The performance of service-providers in this study is assessed based on the factors that 
influence choices of customers when it comes choosing a service-provider. Based on 
literature review as well as customers’ responses, this study identifies and uses mainly ten 
important factors for assessing a service-provider’s performance in case of 4G mobile 
services in Bangladesh. These factors are: i) internet speed ii) tariff charges iii) package 
offers iv) expiry date v) terms & conditions vi) network coverage availability vii) call 
center services viii) customer care center ix) promotional advertisement x) overall 4G  
mobile services. 



4G Mobile Services in Bangladesh: A Comparative Study on Performance of Service 237 

Both quantitative and qualitative data were collected and used conducting this study. For 
better understanding of customer satisfaction level of 4G users, these data were integrated 
using Non-probability Convenience Sampling Method. This study is based on primary 
data sources where total 400 respondents were randomly chosen for equally divided 
respondents between GP and Robi. On socio-economic aspects, these respondents were at 
different ages, gender, residing location and occupation. The secondary data was 
collected from different publications of several organizations like GP, Robi, Banglalink, 
Teletalk and BTRC etc. In completion the statistical analysis, this study uses SPSS, MS-
Excel computable software for data accumulation & manipulation, calculation and for 
drawing graphs. 

Data Analysis and Findings 

Table 1: A Summary Comparison of 4G-Respondents’ Percentage in Case of GP 
and Robi Service-providers Using Five-point Likert Scale Technique  

Criteria/ 
Factors 

Influence 

Operator % of Respondents in 5-Point Likert Scale Preferred as
Service  

Provider 
Very 

Dissatisfied
Dissatisfied Neutral Satisfied Very 

Satisfied 
Internet Speed GP 9 42 4 26 19 GP  

Robi 14 61 2 14 9 
Tariff Charges GP 13 63 4 12 8 Robi 

Robi 10 48 3 20 19 
Package 
Offers 

GP 10 44 1 24 21 GP 
Robi 18 55 3 13 11 

Expiry Date GP 17 54 3 16 10 Robi 
Robi 11 40 4 27 18 

Terms & 
Conditions 

GP 23 44 4 19 10 Robi 
Robi 17 36 1 26 20 

Network 
Coverage 
Availability 

GP 20 46 6 16 12 Robi 
Robi 14 38 3 26 19 

Call Center 
Services 

GP 15 37 3 26 19 GP 
Robi 20 49 5 15 11 

Customer Care 
Center 

GP 12 36 4 30 18 GP 
Robi 21 47 3 18 11 

Promotional 
Advertisement 

GP 17 32 3 28 20 GP 
Robi 20 45 6 18 11 

Overall 4G 
Mobile 
Services 

GP 15 45 2 23 15 GP 
Robi 20 55 4 12 9 

Source: Survey data in 2019 

Table 1 provides a summary of the results generated using Five-point Likert Scale based 
on customers’ responses. GP respondents are the highest dissatisfied on tariff charges and 



238 Journal of Business Studies, Vol. XL, No. 3, December 2019 

in contrast, Robi respondents are the highest dissatisfied on internet speed. GP 
respondents are the highest very dissatisfied on terms & conditions and in contrast, Robi 
respondents are the highest very dissatisfied on customer care center. GP respondents are 
the highest satisfied on customer care center and in contrast, Robi respondents are the 
highest satisfied on expiry date. GP respondents are the highest very satisfied on package 
offers and in contrast, Robi respondents are the highest very satisfied on terms & 
conditions. 

Therefore, respondents are not currently satisfied with overall 4G mobile services in 
Bangladesh. On comparison purposes, in case of preferences choosing service-provider, 
customers prefer GP based on various factors namely internet speed, package offers, call 
center services, customer care center, promotional advertisement and overall 4G mobile 
services. In contrast, customers prefer Robi based on factors namely tariff charges, expiry 
date, terms & conditions and network coverage availability. This comparison clearly 
ratifies that customers in Bangladesh prefer GP over Robi when it comes 4G mobile 
services. Specifically, it would not be overstated saying that 60% of the factors of GP 
attract the customers towards GP as a service provider. However, only 40% of the factors 
of Robi attract the customers towards Robi as service provider.  

Analysis of Customers Responses in Case of 4G Mobile Services 

To measure profitability of a business, a customer’s response is a significant parameter. 
Higher satisfaction leads to higher sales of merchandise and services generating higher 
revenues of the business. Factors those are related to improve customers’ satisfactions 
have greater concentration of marketers to care about it. An assessment of performances 
of each factor of the ten is shown graphically as follows: 

Internet Speed 
Figure 1: Internet Speed 

 
Source: Survey data in 2019 
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Figure 1 represents internet speed of 4G mobile services in Bangladesh where 61% of 
Robi respondents are dissatisfied. In contrast, 42% of GP respondents are dissatisfied. 
About 14% of Robi respondents are very dissatisfied; in contrast, 9% of GP respondents 
are very dissatisfied. It reveals that the expectations about fast internet browsing speed 
are not being met. On the other hand, only 26% of GP respondents are satisfied; in 
contrast, 14% of Robi respondents are satisfied. Around 19% of GP respondents are very 
satisfied; in contrast, 9% of Robi respondents are very satisfied. On internet speed issues, 
the overall assessment suggests that GP is doing better than that of Robi in Bangladesh 
4G mobile services. 

Tariff Charges 

Figure 2: Tariff Charges 

 

Source: Survey data in 2019 

Figure 2 represents tariff charges of 4G mobile services in Bangladesh where 63% of GP 
respondents are dissatisfied. In contrast, 48% of Robi respondents are dissatisfied. About 
13% of GP respondents are very dissatisfied; in contrast, 10% of Robi respondents are 
very dissatisfied. It reveals that the expectations about tariff charges are not being met. 
On the other hand, only 20% of Robi respondents are satisfied; in contrast, 12% of GP 
respondents are satisfied. Around 19% of Robi respondents are very satisfied; in contrast, 
8% of GP respondents are very satisfied. On tariff charges, the overall assessment 
suggests that Robi is doing better than that of GP in Bangladesh 4G mobile services. 
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Package Offers 

Figure 3: Package Offers 

 
Source: Survey data in 2019 

Figure 3 represents package offers of 4G mobile services in Bangladesh where 55% of 
Robi respondents are dissatisfied. In contrast, 44% of GP respondents are dissatisfied. 
About 18% of Robi respondents are very dissatisfied; in contrast, 10% of GP respondents 
are very dissatisfied. It reveals that the expectations about package offers of 4G are not 
being met. On the other hand, only 24% of GP respondents are satisfied; in contrast, 13% 
of Robi respondents are satisfied. Around 21% of GP respondents are very satisfied; in 
contrast, 11% of Robi respondents are very satisfied. On package offers, the overall 
assessment suggests that GP is doing better than that of Robi in Bangladesh 4G mobile 
services. 

Expiry Date 
Figure 4: Expiry Date 

 
Source: Survey data in 2019 
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Figure 4 represents expiry date of 4G mobile services in Bangladesh where 54% of GP 
respondents are dissatisfied. In contrast, 40% of Robi respondents are also dissatisfied. 
About 17% of GP respondents are very dissatisfied; in contrast, 11% of Robi respondents 
are very dissatisfied. It reveals that the expectations about expiry date are not being met. 
On the other hand, only 27% of Robi respondents are satisfied; in contrast, 16% of GP 
respondents are satisfied. Around 18% of Robi respondents are very satisfied; in contrast, 
10% of GP respondents are very satisfied. On expiry date, the overall assessment 
suggests that Robi is doing better than that of GP in Bangladesh 4G mobile services. 

Terms & Conditions 

Figure 5: Terms & Conditions 

 

Source: Survey data in 2019 

Figure 5 represents terms & conditions of 4G mobile services in Bangladesh where 44% 
of GP respondents are dissatisfied. In contrast, 36% of Robi respondents are dissatisfied. 
About 23% of GP respondents are very dissatisfied; in contrast, 17% of Robi respondents 
are very dissatisfied. It reveals that the expectations about terms & conditions are not 
being met. On the other hand, only 26% of Robi respondents are satisfied; in contrast, 
19% of GP respondents are satisfied. Around 20% of Robi respondents are very satisfied; 
in contrast, 10% of GP respondents are very satisfied. On terms & conditions, the overall 
assessment suggests that Robi is doing better than that of GP in Bangladesh 4G mobile 
services. 
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Network Coverage Availability 

Figure 6: Network Coverage Availability 

 
Source: Survey data in 2019 

Figure 6 represents network coverage availability of 4G mobile services in Bangladesh 
where 46% of GP respondents are dissatisfied. In contrast, 38% of Robi respondents are 
dissatisfied. About 20% of GP respondents are very dissatisfied; in contrast, 14% of Robi 
respondents are very dissatisfied. It reveals that the expectations about network coverage 
availability are not being met. On the other hand, only 26% of Robi respondents are 
satisfied; in contrast, 16% of GP respondents are satisfied. Around 19% of Robi 
respondents are very satisfied; in contrast, 12% of GP respondents are very satisfied. On 
network coverage availability, the overall assessment suggests that Robi is doing better 
than that of GP in Bangladesh 4G mobile services. 

Call Center Services 
Figure 7: Call Center Services  

 
Source: Survey data in 2019 
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Figure 7 represents call center services of 4G mobile services in Bangladesh where 49% 
of Robi respondents are dissatisfied. In contrast, 37% of GP respondents are dissatisfied. 
About 20% of Robi respondents are very dissatisfied; in contrast, 15% of GP respondents 
are very dissatisfied. It reveals that the expectations about call center services are not 
being met. On the other hand, only 26% of GP respondents are satisfied; in contrast, 15% 
of Robi respondents are satisfied. Around 19% of GP respondents are very satisfied; in 
contrast, 11% of Robi respondents are very satisfied. On call center services, the overall 
assessment suggests that GP is doing better than that of Robi in Bangladesh 4G mobile 
services. 

Customer Care Center 

Figure 8: Customer Care Center 

 
Source: Survey data in 2019 

Figure 8 represents customer care center of 4G mobile services in Bangladesh where 47% 
of Robi respondents are dissatisfied. In contrast, 36% of GP respondents are dissatisfied. 
About 21% of Robi respondents are very dissatisfied; in contrast, 12% of GP respondents 
are very dissatisfied. It reveals that the expectations about customer care center are not 
being met. On the other hand, only 30% of GP respondents are satisfied; in contrast, 18% 
of Robi respondents are satisfied. Around 18% of GP respondents are very satisfied; in 
contrast, 11% of Robi respondents are very satisfied. On customer care center, the overall 
assessment suggests that GP is doing better than that of Robi in Bangladesh 4G mobile 
services. 
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Promotional Advertisement 

Figure 9: Promotional Advertisement 

 
Source: Survey data in 2019 

Figure 9 represents promotional advertisement of 4G mobile services in Bangladesh 
where 45% of Robi respondents are dissatisfied. In contrast, 32% of GP respondents are 
dissatisfied. About 20% of Robi respondents are very dissatisfied; in contrast, 17% of GP 
respondents are very dissatisfied. It reveals that the expectations about promotional 
advertisement are not being met. On the other hand, only 28% of GP respondents are 
satisfied; in contrast, 18% of Robi respondents are satisfied. Around 20% of GP 
respondents are very satisfied; in contrast, 11% of Robi respondents are very satisfied. 
On promotional advertisement issues, the overall assessment suggests that GP is doing 
better than that of Robi in Bangladesh 4G mobile services. 

Overall 4G Mobile Services 

Figure 10: Overall 4G Mobile Services 

 
Source: Survey data in 2019 
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Figure 10 represents overall 4G mobile services in Bangladesh where 55% of Robi 
respondents are dissatisfied. In contrast, 45% of GP respondents are dissatisfied. About 
20% of Robi respondents are very dissatisfied. In contrast, 15% of GP respondents are 
very dissatisfied. It reveals that the expectations about overall 4G mobile services are not 
being met. On the other hand, only 23% of GP respondents are satisfied; in contrast, 12% 
of Robi respondents are satisfied. Around 15% of GP respondents are very satisfied; in 
contrast, 9% of Robi respondents are very satisfied. On overall 4G mobile services, the 
assessment suggests that GP is doing better than that of Robi in Bangladesh. This can be 
one of the major reasons behind the subscribers switching to other operators that will 
eventually hamper the revenue of the operators. 

Findings of the Study 

The findings of this study clearly show that factors specifically internet speed, tariff 
charges, package offers, expiry date, terms & conditions, network coverage availability, 
call center services, customer care center, promotional advertisement and overall 4G 
mobile services by the operators significantly undermine operators’ performances in 4G 
mobile services. Specifically, 63% GP respondents are dissatisfied on tariff charges 
whereas 48% Robi respondents are dissatisfied. On internet speed, 61% Robi respondents 
are dissatisfied whereas 42% of GP are dissatisfied. In case of considering overall 4G 
mobile services, 55% Robi respondents are dissatisfied whereas 45% GP respondents are 
dissatisfied. Despite poor performances of service-providers, in case of 4G mobile 
services in Bangladesh, Robi is preferred by respondents when it comes to tariff charges, 
expiry date, terms & conditions and network coverage availability. On the other hand, GP 
is preferred when it comes internet speed, package offers, call center services, customer 
care center, promotional advertisement and overall 4G mobile services. 

Recommendations 

Despite having poor performances in 4G mobile services in Bangladesh, there is no doubt 
GP and Robi both are significantly engaged with their roles as 4G mobile service-
providers. With these ongoing efforts, the following recommendations can be 
instrumental to overcome the dilemma: 

i. Operators need to reconsider its internet speed, tariff charges, package offers, 
expiry date, terms & conditions, network coverage availability, call center 
services, customer care center, promotional advertisement and overall 4G mobile 
services so that it can be further appealing to customers. 

ii. Since customers are dissatisfied with all factors identified in this study, the 
operators are recommended establishing a research division so that it can monitor 
and upgrade its services and make recommendations for addressing issues as it 
arises.  
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iii. Since customers are not overall satisfied with 4G mobile services in Bangladesh, 
it might be the right time for the government to get involved on the performance 
issues of 4G mobile services. 

iv. For effective outcome in competitive market, the operators may divide the 
market first in terms of subscribers and then they may offer the relevant services 
accordingly.  

Limitations, Policy Implications and Future Research Directions 

There are some limitations of this study. Firstly, here sample size is very small in relation 
to the total number of customers of the GP and Robi. Secondly, very few studies were 
conducted on 4G mobile services in Bangladesh as a result sufficient literature was not 
available to enrich the analysis of this study. The study may be helpful to the GP and 
Robi for a lesson-learning on how to improve its 4G mobile services. In the future, 
researchers should increase the sample size to make the samples more representative. In 
this aspect, factor analysis, hypothesis development & testing can be conducted for better 
results and for better understanding making 4G mobile services further effective in the 
21st century human connectivity era. 

Conclusion 

In any business phenomenon, customer satisfaction is the key to its success and for long-
term sustainability. These themes are crucial in the service sectors, especially, in 4G 
mobile services meeting the 21st century market demands. However, both operators of 4G 
mobile services in Bangladesh are currently failing to meet customers’ needs, especially, 
internet speed, tariff charges, package offers, expiry date, terms & conditions, network 
coverage availability, call center services, customer care center, promotional 
advertisement and overall 4G mobile services. Despite the facts, customers are 
dissatisfied with all factors identified in this study, GP operator is still preferred over 
Robi where government’s little effort might be helpful to the GP reaching to its goal 
meeting customers’ demands. In this aspect, based on recommendation, the operators 
may divide the market first in terms of subscribers and then they may offer the relevant 
services accordingly. Furthermore, since the subscribers always look for the best offer at 
the cheapest rate with better internet speed, the service-providers must consider this fact 
always. This research mainly put efforts to analyze the factors that might have an impact 
on customers’ satisfaction-levels. Thus, GP and Robi service-providers are recommended 
to consider these factors for enhancing overall performance of 4G mobile services, which 
can significantly impact to operators’ reputations & brand image in the future. 
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