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Abstract: In mobile telecommunication sector, the 4G is the latest development 

in Bangladesh. Despite its short ages in operation, the service-providers now 

claim to be successful and effective in 4G-operation in Bangladesh. This study 

takes on to cross-examine service-providers’ claims measuring the customers’ 

satisfaction levels of using 4G services in Bangladesh. In order to achieve this 

goal, it has identified and cross-examined various control factors that influence 

customers’ satisfaction and dissatisfaction of using 4G mobile technologies. 

Using non probability sampling method on 300 respondents of targeted 

population in Bangladesh, the data was collected and analyzed. Findings 

suggest that most of the customers are not satisfied with current services. 

Respondents of this opinion-survey have shown concerns over tariff charges, 

internet speed, network availability, customer service, and internet packages of 

4G. Despite the fact, the customers are not happy with 4G services in 

Bangladesh. Finally, this paper outlines limitations of the study and draw 

directions for future research in the subject area. 
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Introduction 

Communication is an important part of everyday lifestyle in the 21
st
 century era no 

matter what area of the world people live in. It is hard to live without using the 

communication devices on a daily basis in Bangladesh like any other countries. 

Telecommunication is the most essential part of exchanging information among the 

people. Previously, telephone was the key player as a method of communication. 

However, now mobile phone has taken over that place. Nowadays, people of all classes 

own mobile phones. Today the mobile phone is not only used for communication but also 

for using internet, entertainment, sharing views etc. Initially, telecommunication sector 

was solely controlled and operated by the government of Bangladesh. In 1989, the sector 
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was privatized. However, in this privatization process, a significant change started first in 

1991 when many private mobile operators joined in market competition (Alam et al., 

2016; BTRC, 2019). 

Now there are four mobile operators in Bangladesh. They are Grameenphone Limited 

(GP), Robi Axiata Limited (Robi), Banglalink Digital Communications Limited 

(Banglalink) and Teletalk Bangladesh Limited (Teletalk). On November 16, 2016 Robi 

Axiata Limited and Airtel Bangladesh Limited merged to become a single commercial 

entity under the new name Robi Axiata Limited (Airtel, 2019; Robi, 2019). At the end of 

August of 2019, total number of mobile subscribers reached to 162.583 million where 

Grameenphone has 75.619 million, Robi has 47.760 million, Banglalink has 34.817 

million and Teletalk has 4.387 million subscribers. At the end of August of 2019, total 

number of mobile internet subscribers reached to 92.361 million (Banglalink, 2019; 

BTRC, 2019; Grameenphone, 2019; Robi, 2019; Teletalk, 2019). 

Bangladesh entered in a new era of digital connectivity of 4G mobile internet, which was 

launched on 19
th
 of February 2018 (BTRC, 2019). Grameenphone, Banglalink and Robi 

have already started 4G services; however, the Teletalk is taking some time to enter into 

the chapter of 4G services to customers (Banglalink, 2019; Grameenphone, 2019; Robi, 

2019; Teletalk, 2019). In 2018, three mobile phone operators cover 4G in vast area of 

Bangladesh. Among them, Grameenphone covers 4G services in 7 Divisions, 37 Districts 

and 40 Upazilas. Robi covers 4G services in 8 Divisions, 64 Districts and 454 Upazilas 

and Banglalink covers 6 Divisions, 40 Districts and 158 Upazilas in operation 

(Banglalink, 2019; BTRC, 2019; Grameenphone, 2019; Robi, 2019). 

The G “Generation” is referred as a change in the telecommunication network overtime 

and it has some standards to step up to its next level. The 4G has the most useful features 

having high speed broadband internet usability and dialling over internet protocol (Patil 

et al., 2012). All these developments have been carried out focusing on the demand of its 

customers. Here it is expected that the customer will be the key to make the development 

a success. With this expectation, the developers of the 4G have concentrated on 

customers’ needs in developing a new technology in the field of mobile communication 

in Bangladesh. This development is now claimed to be the most successful and effective 

advancement in communication area in Bangladesh. Mostly operators and the 

government of Bangladesh are the promoters of this claim. 

This study takes on the challenges to cross-examine the claim “performance of the 4G in 

operation” using users or customers’ satisfaction levels in Bangladesh. 

Objectives of the Study 

The objective of this study is to measure customers’ satisfaction level towards 4G 

network-services, which can be utilized by industries as well as government for 
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enhancing 4G network usage in Bangladesh. To accomplish the goal, first, it is required 

to understand customers’ level of knowledge and overall impression about the usage of 

the 4G mobile networks. Accordingly, this study plans to identify factors that might 

influence customers’ decisions while selecting 4G internet services in mobile phones, 

which might be instrumental accomplishing the objective of this study. 

Scope of the Study 

This study addresses the insights of customers’ awareness, preferences, satisfaction and 

expectation of 4G services. It further identifies future research arena on the subject of 4G 

mobile services. The model can be utilized or adopted for other industries in order to 

understand the preferences and satisfaction level of the similar or concerned brand. 

Literature Review  

Customer satisfaction is a measure of how a service-product, in this case, the usage of the 

4G network or its services supplied by a company meets customer expectation and its 

factors (Kotler and Keller, 2012). The goal of choosing services, the service-providers 

choose the most important service dimensions that affect their satisfactions. To have a 

thorough satisfaction, service-providers are needed to bring satisfied customers which 

leads to loyal customers and by preparing all this, good services would be followed. It 

can influence customers’ satisfactions and make them to be loyal, which can ensure 

higher trends of profit for a long period. 

Underpinning the theme in business, many studies have been carried out on usage of the 

4G network and its services globally. On customers’ satisfaction studies, a group of 

researchers found that higher downloading speed considerably more advantageous for 

both marketers and consumers (Harish and Sharma, 2010). They further unveil that 3G 

and 4G technologies have shifted the ideas of marketing far ahead from SMS. 

Accordingly, the 3G and 4G provide a number of services like location based services, 

Geo-Fencing (Virtual field that triggers mobile marketing message), customized coupons, 

mobile website, TV on mobile and MMS which are very useful for mobile marketing. 

There are some considerations that are needed to take-care by the internet operators in 

aim to satisfy the subscribers and certainly to increase their own panorama on internet 

service adoption. The considerations of the variables are high-speed data transmission 

facility, low cost and customer care services. These variables are helpful for the operator 

to identify the elements which are responsible to satisfy subscribers demand (Ali et al., 

2014). Network quality, price and promotional offer are the significant factors towards 

customer satisfaction of internet services. Alongside, it is also found that availability of 

customer service center, value added services and internet speed are the other 

determinants (Hossain et al., 2016). Network coverage, network quality, internet speed, 

tariff, customer care, value added services, bill payment system and promotional offers 
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are the factors that affect customer satisfaction level (Bala et al., 2018). Five major 

factors are responsible for customer satisfaction. They are convenient usage, logistical 

support, delight factors, promotional & competitive pricing and billing accuracy (Hadi 

and Chakrabarty, 2015). 

In reality the usages of 4G are increasingly and gaining popularity in Bangladesh though 

it is serving in limited areas. If Bangladesh increases its expenditure with a business 

model “providing high speed and faster access for fewer consumers to access business 

sites and for fewer consumers giving slower access”, it would not be a profitable business 

model (Islam, 2019). Business model will be more successful when both parties are able 

to use the high-speed internet service. 4G technology can expedite in value addition to 

business and by so doing, make a quick profit. Most of the business sectors in 

Bangladesh are using 4G technology and helping to bring a significant growth in business 

and economy. On 4G adaptation in Bangladesh, a research finding claims that the 

winning strategies at different level will be able to accelerate by the telecommunication 

service providers in Bangladesh (Hasan, 2019). The author further claims that towards 

4G acceptance intensity visible dependent facts are image, a variation on services, the 

seeming enjoyment, comfort to use, the 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 the acceptance tendency has a huge potentiality. Overall, it has 

investigated the intensity of users’ intentions toward 4G adaptation in Bangladesh. 

However, the study has overlooked customers’ 4G usage satisfaction level of many 

factors namely  4G tariff charges, contract expiration, package offer, hotline service of 

4G, strength of services provided by 4G service center, network availability and multi-

faucet advertisement on promoting 4G usage.  

This study takes on the challenges to fill the gap in literature on 4G network uses in 

Bangladesh and measures customer’s satisfaction level using 4G mobile-technology. 

Importance of 4G Usages in Bangladesh 

The 4G is the updated version of 3G network, which has the most developed service 

features that most countries globally want to enjoy and take benefits in competitive 

markets for ensuring easy and better lifestyle (Patil et al., 2012; Shams, 2013). The 

Bangladeshi society is no different here. 

With the development of 4G network in Bangladesh, the telecommunication sectors have 

gotten a new life in improving their services. It is also undeniable that the customers in 

Bangladesh have taken the 4G network services with high hopes and spirits. The notion 

of digital Bangladesh has also got a new life. It has improved quality of life by providing 

quality network for business and daily life with E-education, E-learning, E-bill payment 
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and E-health services etc. This development is now claimed to be the most successful and 

effective advancement in communication area in Bangladesh. 

Since it has been almost over a year and since the operators as well as the government are 

the promoters of this claim, it might be right time to measure the customers’ satisfaction 

level using 4G services in Bangladesh. 

Methodology of the Study 

Since three mobile phone companies provide 4G services in Bangladesh, this study 

targets customers of three mobile companies for surveying customers’ opinions, which 

can represent the opinions of the population of Bangladesh. For convenience in data 

collection and analysis, this study has randomly chosen 300 respondents as a sample size. 

This total population size was equally divided among the three service providers in aim to 

capture the entire scenario when it comes using 4G in Bangladesh. More specifically, 

Grameenphone had 100, Robi had 100 and Banglalink had 100 respondents that represent 

the subscribers of the 4G in Bangladesh. Considerable respondents for the required data 

were chosen based on different categories such as gender, age, education level and 

occupation with a goal to compare the perceptions of different customers. The data was 

collected online using survey questionnaire, which was prepared specifically for this 

study. Since there was a limitation on time-period and budget, based on convenient 

accessibility & proximity, the sample size of 300 respondents that represent the users of 

4G in Bangladesh were randomly selected. Since Bangladesh is a three-tier (rural, urban 

and city areas) country, the economic conditions of this population varies significantly. 

Thus, preferences & requirements of using 4G vary considerably based on areas where 

the customers reside. Meeting these challenges in selecting the sampling method, this 

study uses the Non Probability Sampling Technique. In selecting sample population, here 

all people of Bangladesh were not given equal chance of being selected, which justifies 

the preference of using the Non Probability Sampling Technique in this study. The 

questionnaire was in two parts, first part was about the respondent’s personal information 

and the last part was about the 4G services. Since respondents’ responses were 

straightforward and there was no fuzzy probability in customers’ responses converted to 

numerical value for calculation, using the Likert Scaling Technique in this study is 

appropriate. Therefore, the questionnaire of this study involves the application of five-

point Likert scale such as very satisfied (5), satisfied (4), neutral (3), dissatisfied (2) and 

very dissatisfied (1). For this study, primary data (quantitative in nature) was collected 

from the targeted population (4G users) through online survey questionnaire. This study 

uses both primary and secondary data. The primary data was used in quantitative 

measurement of the satisfaction of the customers about 4G service provided by the 
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mobile operators in Bangladesh. Secondary data was collected from relevant literature 

derived from previous studies, journals, and different publications. The primary data 

collected through online survey was used for statistical calculation. In this study, the 

quantitative data was processed by using mainly Microsoft Office Excel. 

Analysis  

After manipulating the sample data using statistical techniques, especially, techniques of 

calculating mode, the data analysis was carried out in this study. To ensure profitability 

of a company, customer satisfaction is a major parameter. The higher the level of 

customer’s satisfaction, the higher the level of profitability of a company is. The 

following factors corresponding to data statistics were used to measure satisfaction levels 

of customers of 4G usages in Bangladesh. 

A. Graphical Perspective  

Purpose of Using 4G Services 

Figure 1 shows the purpose of using 4G services in Bangladesh where the survey data 

suggests that 14% of the respondents use 4G for entertainment purpose, about 41% are 

using the 4G for communicating with others, about 30% of the respondents are using 4G 

for social networking and 10% are using 4G for learning through online. The survey data 

also suggests that 4% of the respondents are using 4G for official purposes and the rest 

1% are using 4G for various purposes. Most of the respondents are using 4G for 

communication purpose. 

Figure 1: Purpose of Using 4G Services 

 

Source: Survey Data (2018) 
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Replacement Charge for 4G SIM 

The survey data suggests that 65% of the customers have serious complains about 

replacement charges from 3G to 4G, about 25% of the respondents are not bothered about 

the charges and 10% are neutral. 

4G Internet Speed 

Figure 2 shows the 4G internet speed where the survey data suggests that about 53% of 

them are not satisfied with internet speed provided by the operators. About 14% of the 

respondents are satisfied with the current internet speed, about 27% are extremely 

dissatisfied, about 2% of them are neutral and other 4% are highly satisfied for their 

internet speed in 4G connection. Most of the respondents are dissatisfied about internet 

speed provided by the operators. 

Figure 2: 4G Internet Speed 

 

Source: Survey Data (2018) 

4G Tariff Charges 

Figure 3 shows the 4G tariff charges where the survey data suggests that about 8% of the 

respondents are highly satisfied and 19% of the respondents are satisfied but the shocking 

fact is that about 46% of the respondents are dissatisfied about the charge for using 4G 

services. On the other hand, about 5% of the respondents have no reaction on tariff 

charges and about 22% of the respondents are highly dissatisfied on tariff charges of 

using the 4G services. Most of the respondents are dissatisfied about tariff charges for 

using 4G services. 
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Figure 3: 4G Tariff Charges 

 

Source: Survey Data (2018) 

4G Internet Packages Expiration Issue 

Figure 4 shows the 4G internet packages expiration issue where the survey data suggests 

that about 7% of the respondents are highly satisfied and about 15% of the respondents 

are satisfied but the shocking fact is that about 49% of the respondents are dissatisfied for 

the expiry date of internet packages in 4G services. On the other hand, about 5% of the 

respondents have no reaction of expired date and about 24% of the respondents are highly 

dissatisfied for the expiry date of internet packages in 4G services. Overall, most of the 

respondents are dissatisfied about the expiration date of internet packages in 4G services.  

Figure 4: 4G Internet Packages Expiration Issue 

 

Source: Survey Data (2018) 
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4G Packages Deal 

Figure 5 shows the 4G packages deal where the survey data suggests that about 9% of the 

respondents are highly satisfied and about 22% of the respondents are satisfied but the 

shocking fact is that about 45% of the respondents are dissatisfied for the 4G packages. 

On the other hand, about 3% of the respondents have no reaction of 4G packages and 

about 21% of the respondents are highly dissatisfied for the internet packages in 4G 

services. Consequently, the survey result depicts most of the respondents of 4G services 

are dissatisfied about 4G packages. 

Figure 5: 4G Packages Deal 

 

Source: Survey Data (2018) 

Hotline Service Issues of the 4G 

Figure 6 shows the hotline service issues of the 4G where the survey data suggests that 

about 15% of the respondents are highly dissatisfied, about 39% are dissatisfied, about 

3% neutral, about 30% are satisfied and only 13% of the respondents are highly satisfied. 

Most of the respondents are not satisfied with the hot-line services provided by the 

mobile operators.  
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Figure 6: Hotline Service Issues of the 4G 

 

Source: Survey Data (2018) 

4G Customer Service Centers’ Roles 

Figure 7 shows the 4G customer service centers’ roles where the survey data suggests 

that the operators are not giving proper customer service from their service centers. 

About 47% of the respondents are not satisfied with services they were provided by the 

service centers, about 23% of them are highly dissatisfied, 4% have no complain, about 

18% are satisfied and 8% of them are highly satisfied. Moreover, most of the respondents 

are dissatisfied about customer services from their service centers.  

Figure 7: 4G Customer Service Centers’ Roles 

 

Source: Survey Data (2018) 
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Terms and Conditions of 4G Subscribers  

Terms and conditions of using 4G services are major factor that influence customers’ 

satisfactions. Figure 8 shows the terms and conditions of 4G subscribers where the survey 

data suggests that  about 26% of the respondents are highly dissatisfied, about 44% are 

dissatisfied, about 8% neutral, about 19% are satisfied and only 3% of the respondent are 

highly satisfied. Most of the respondents are dissatisfied about the terms and conditions 

of 4G. 

Figure 8: Terms and Conditions of 4G Subscribers 

 

Source: Survey Data (2018) 

4G Network Availability 

Network availability is also an influential factor that determines customers’ satisfaction 

level. The survey data suggests that about 73% don’t have access to 4G network in their 

convenience locations. About 18% of them are satisfied on network availability and 

about 9% are neutral. Most of the respondents have access to 3G and 2G network in their 

convenience locations. 

Service Performance of the 4G as per Advertisement 

Most of the customers don’t find matching between the promise in the advertisements 

and the service they actually received. Figure 9 shows the service performance of the 4G 

as per advertisement where on this issue, about 23% highly dissatisfied, about 42% 

dissatisfied, about 9% neutral, 21% satisfied and only 5% of them are highly satisfied. 

Most of the respondents are dissatisfied about services of 4G as per advertisement. 
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Figure 9: Service Performance of the 4G as per Advertisement 

 

Source: Survey Data (2018) 

Advertisements that Influence to Buy 4G SIM 

The survey data suggests that about 71% are influenced by advertisement to buy 4G SIM, 

21% are not influenced and 8% are neutral. 

Influential Medium of Advertisements 

The survey data suggests that about 58% of the respondents are influenced by TV 

advertisement; however, about 11% of the respondents are influenced by newspaper 

advertisement. About 12% are influenced by SMS advertisement, about 8% are 

influenced by billboard advertisement, about 2% are influenced by brochure 

advertisement and 9% are influenced by other media.  

Advertisements of 4G Network 

The survey data suggests that about 68% of the respondents believe that they were 

cheated by the advertisements. About 21% of the respondents believe that they were not 

cheated by the advertisements and 11% are not concerned about the advertisements. 

Recommendations for 4G Network 

The survey data suggests that about 58% of the respondents recommend Grameenphone 

for 4G network, followed by 30% for Robi, about 12% for Banglalink respectively. Most 

of the respondents recommend Grameenphone for 4G network in Bangladesh. 

Overall 4G Services in Bangladesh 

Figure 10 shows the overall 4G services in Bangladesh where the survey data suggests 

that 24% of the respondents are strongly dissatisfied with the overall 4G services 
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provided by the operators in Bangladesh. About 46% are dissatisfied, 9% are neutral 

based on satisfaction level, about 15% are satisfied, and only 6% are highly satisfied with 

overall 4G services. Most of the respondents are dissatisfied on overall satisfaction level 

of 4G services in Bangladesh. 

Figure 10: Overall 4G Services in Bangladesh 

 

Source: Survey Data (2018) 

B. Descriptive Statistics Using Likert Scale 

Table 1: Five-Point Likert Scale and Mode of Customers’ Satisfaction Level 

Criteria % of respondents in five-point Likert scale Mode 

Very 

Dissatisfied 

Dissatisfied 

 

Neutral 

 

Satisfied 

 

Very 

Satisfied 

4G Internet Speed 27% 53% 2% 14% 4% 53% 

4G Tariff Charges 22% 46% 5% 19% 8% 46% 

4G Internet Packages 

Expiration Issue 

24% 49% 5% 15% 7% 49% 

4G Packages Deal 21% 45% 3% 22% 9% 45% 

Hotline Service Issues of 

the 4G 

15% 39% 3% 30% 13% 39% 

4G Customer Service 

Centers’ Roles 

23% 47% 4% 18% 8% 47% 

Terms and Conditions of 

4G Subscribers 

26% 44% 8% 19% 3% 44% 

Service Performance of the 

4G as per Advertisement 

23% 42% 9% 21% 5% 42% 

Overall 4G Services in 

Bangladesh 

24% 46% 9% 15% 6% 46% 

Source: Survey Data (2018) 
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Table 1 shows the mode of customers’ satisfaction level by five-point Likert scale. From 

the table, it is clear that the respondents of 4G are dissatisfied where the highest mode is 

53% and lowest mode is 39%. In case of satisfaction level, most of the respondents have 

given negative responses. Here most of the respondents are dissatisfied and very 

dissatisfied because they are not satisfied with the current 4G services in Bangladesh. The 

highest dissatisfaction level is on the 4G internet speed where 53% respondents are 

facing trouble on this. On the other hand, the highest satisfaction level is on hotline-

service issues where 30% respondents are satisfied with this. 

Findings of the Study 

Despite the claims of the operators about the success of 4G services in Bangladesh, 

majority of the subscribers of three mobile service-providers are concerned about the 

transfer cost of 3G to 4G services. Furthermore, most of the subscribers are highly 

dissatisfied about its tariff charges, internet speed, internet package expired date, internet 

package available, hotline service, customer service centers’ and the terms & conditions 

of using 4G services. On network issues, the study reviles that network availability is a 

major concern for the subscribers of three mobile service-providers in Bangladesh. They 

are not able to get access to 4G network at their convenient locations. Furthermore, 

customers don’t receive the services that were promised through the advertisements 

sponsored by the 4G operators. The overall satisfaction of the customers is very low. 

Most of the customers are not satisfied with the available 4G services. Therefore, the 

customers are concerned about the future of using 4G services in Bangladesh. 

Recommendations 

In modern business perspective, customers’ satisfaction plays a vital role for a success in 

business. Especially in case of service providers, it is a must to ensure customers’ 

satisfaction. Operators need to expand its network from city to rural area and need to 

ensure smooth connection to retain customers in business. Operators should avoid 

charging higher price at the beginning stage and need to ensure a reasonable price for 4G 

services. Operators need to facilitate dissatisfied customers through revised services so 

that the customers become satisfied, which will reduce customer’s negative word of 

mouth in the long-run. Customer care and hotline service must be improved to ensure 

better service to the users. Duration of expiration date of internet packages must be 

increased. SIM conversion processes need to be flexible. All the operators need to bring 

new services for the betterment of the subscribers of the 4G services. Operators need to 

conduct regular research on customers’ preferences for getting the exact information 

about the market and the demand of the customers when it comes 4G services in 

Bangladesh. 

Limitations and Future Directions of the Study  

Bangladesh is a three-tiered country-rural, urban and city where in most cases city-

residents use network services, which suggests 4G is mostly benefiting them. So, sample 
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of the population should be designed using three-tiered society for further study. 

Secondly, the sample size of the current study is very low, which is 300. So, in future 

research, the sample size is needed to be increased so that sample can be more 

representative. Lastly, additional data statistics can be collected for cross-examining 

various hypotheses, which can be evolved from the characteristics of the respondents 

selected from three-tiered countries. 

Conclusion 

This study has measured customers’ satisfaction-levels using the 4G services where 4G is 

the latest development of wireless network in Bangladesh. In measuring satisfaction 

level, it has identified and examined various control factors that influence customers’ 

satisfactions and dissatisfactions of using 4G services in Bangladesh. Using the non-

probability sampling technique, the study concludes that comparatively slow-internet 

speed causes customers’ dissatisfactions mainly in city areas where rural area population 

barely use internet services. It is now clear that most of the customers are not satisfied 

with current services even though service-providers believe that the internet-services is 

now to be the most successful and effective communication advancement in Bangladesh. 

Furthermore, this opinion-survey reveals the concerns over internet speed, network 

availability, tariff charges, internet package expiration, hotline services, customer service 

centers’, terms & conditions and service performance as per the advertisement of 4G 

services. However, service-providers are trying their best widening 4G network all over 

Bangladesh of three-tiered country-rural urban and cities where 64.97 percent of 

populations live in rural areas. Despite the fact, customers are not happy with 4G services 

in Bangladesh, the government as well as the service provides may prefer to improve 4G 

services for meeting the 21
st
 Century needs. In this aspect, further research might be 

worthy as Bangladesh plans to participate with modern world-technology development.  
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