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Introduction: The telecommunications sector is developing faster and faster: this
decade stands out with the application of artificial intelligence, the internet of things,
clouds, and ultra-high-speed space networks. The success of telecom companies
depends on the application of innovative solutions, which in turn are tightly connected
to feasible investments and smart use of human capital.

Telecom companies are the ones hugely being responsible for our world's digital
transformation, they form the backbone with their networks and services. These are
the companies being in charge of connecting families, friends, businesses, and
governments. Various digital collaborations in real-time are only possible thanks to
different technological innovations in the telecommunications sector.

Moreover, the telecommunication industry is one of the biggest industries in the
world in 2021. Industries were ranked by their market value and the
telecommunications industry is in the top 10. This is tightly connected with the
measures implemented during and after COVID-19. The rising trends of work-from-
home resulted in data traffic increase.” According to Brandirectory none of the
Armenian telecom companies were included in the rankings but also taking into
account the fact that Viva-MTS belongs to the MTS group, which is 64th in the
ranking of 150 operators® worldwide.

The provision of only traditional services is not enough nowadays. To make
decisions and stay loyal subscribers need more rather than traditional voice and
messaging opportunities. The competition between telecommunications companies is
high; they compete on both price and quality, for meeting consumers' needs, satisfying
them, and creating loyalty. As W. Melody (2001) stated in his book subscribers will
prefer various rate structures in various conditions. They are not inclined to pay fixed
charges for the traffic and offers they do not use. However, most do not like the
uncertainty associated with the fact that they do not know what their phone usage fee
will be. In a competitive market, consumers will be given a choice of tariff structure so
that they can choose the one that best suits their situation.® Attention to the demand
and needs of subscribers should be timely, since informed and satisfied subscribers
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choose among competing organizations, which contributes to the introduction of
innovations in organizations, improving the quality of services provided and regulating
the prices offered. A reasonable choice of a telecom operator has a positive impact both
for subscribers, acquiring a good combination of price and quality, and for
organizations, forcing them to offer the best and most innovative solutions."

M. Jadoun (2018) reviews the two main strengths of successful telecom companies
across the world in his blog. According to his article, the strengths are:

o The customers: By adding more customer-focused services, by putting digital
technologies to use to advance the customer journey.

e The infrastructure: For meeting all the requirements of millions of subscribers, to
create and offer modern solutions telecoms require outstanding infrastructure,
resources, and tools.

Customers are now the drivers of telecommunication industry trends.?

The relevance of the article: Companies operating in all sectors try to become more
and more customer-oriented as decisions made by customers have a significant role in
their growth, competitiveness, and development path. The satisfaction of customers'
everyday needs and consideration of their feedback plays an essential role, particularly
for telecom operators, reckoning the fact of being public service providers. Hence it
becomes relevant to study the factors influencing decisions made by subscribers of the
telecommunications sector in Armenia.

The purpose of the article is to identify the factors influencing subscribers’
decision-making process, which will contribute to improving the competitiveness of
the organization.

The following objectives are set to achieve the purpose:

e to discuss the role of customers in the development of the sector,

e identify and classify the main factors affecting,

e propose ways to improve the competitiveness of organizations.

Similar studies were conducted in the framework of dissertations, in the
framework of marketing research. The needs of subscribers were studied by many
foreign and local authors.

Literature review: In 2019 global operators started the launch of the 5G network®
which will support faster mobile connections and allow to fully using of the innovative
capacity of the network. Will this change affect the decision-making process of
Armenian telecom operators' subscribers, or not? An attempt to answer this question
and to understand the factors affecting decision-making has been made in the article.
The power of customers was discussed by M. Porter (1979), he clearly stated the role of
customers in a company’s growth, and customers can force to decrease the prices,
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demand higher quality, additional services." Intensified competition and change in
customers' loyalty and preferences in the telecommunications sector force companies
to focus on the quality of provided services to meet the customers’ needs, increasing
their loyalty and satisfaction. The satisfaction of customers from the quality of services
creates loyalty and anticipates the switch to competitors.?

Telecommunication service providers face the challenge of revealing the
important scope of service quality for customers.’

The telecommunications market is a competitive market where subscribers can
easily change the operator. Thus the telecommunication companies should work on
offering specific programs and services to their customers for promoting their fidelity
to the company and ensuring their satisfaction.

For meeting customers’ requirements companies need to segment the markets and
create specific offers for their customers. In a developing country, quality education,
sustainable cities and communities, industry, innovation, and infrastructure are
provided by the telecommunication industry. It creates more employment in different
sectors, ensures standards of living, and develops economic growth.’

Researchers Lee and Ahn (2007) studied the main factors having a decisive role in
the process of selecting a telecommunication company. They have found out that
factors such as finance, bandwidths, and quality of service, ease of use, awareness, and
others were the key decision factors for telecommunication service selection. Also that
the non-financial focused groups tend to select the high-end telecommunication
services to satisfy their strategic purposes.® According to Klein and Jakopin (2014) the
basic fee plays a vital role in the decision-making process and packages including the
internet and voice bundles are preferred. ’

Hence, we can consider that price is one of the key factors while making a
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decision and if look from the angle of non-financial focus it is service quality with the
use of high-end telecommunications services.

Methodology: In the context of current research for identifying the role of services
offered by telecom operators, the availability of innovative technologies, and problems
raised by subscribers, an anonymous sociological survey has been carried out among
the population of Armenia. For that purpose, a structured questionnaire with close-
ended and open questions has been developed by the author for data collection. For
spreading the questionnaire forms.google.com tool was chosen, through which the
charts were created.

Analysis and findings: The online form of the questionnaire was chosen as a
primary data collection method (forms.google.com). The first section of the
questionnaire presents information on age and preferred service operators. The second
section includes questions about the factors influencing customers while making a
decision, how likely they will move to a competitor operator and what will be the
driving factor, the final section consists of an open question for commenting and
raising problems faced by the respondents.

Almost 400 subscribers- male and female, aged 16-61 took part in the sociological
survey from all over Armenia. The number of respondents who participated in the
survey makes it possible to ensure a confidence level of 95% and a maximum error
probability of 5%."

According to the study of statistical indicators presented on the Public Services
Regulatory Commission’s website “Viva-MTS” CJSC is leading by the number of active
subscribers at the end of reporting period-2021 (2 231 838 subscribers of approx. 62 %
of total number), the second is “Telecom Armenia” (Beeline) CJSC (914 141 subscribers
which is 25.4%) and “Ucom” CJSC is the third with 453 299 active subscribers which is
12.6%.

The answer to first question proved that fact that the leader is “Viva-MTS” CJSC
(see Pie chart 1), the results are more or less the same:

® Ucom
=) Viva-MTS
Beeline

Chart 1: Share of the Armenian telecom operators.

! https://www.surveymonkey.com/mp/sample-size-calculator/
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The second block of the questionnaire was related to the reasons for selecting that
operator, forces driving to change the selection, each respondent was allowed to choose
more than one reason: 34.5% of respondents have chosen the telecom operator based
on the factor of a good combination of price and good quality network, 34% have
chosen because that operator offers various packages with affordable prices, for 29.2 %
the network availability is essential. For 7.2% of respondents, the periodic receipt of
new offers is the driver for selecting an operator, for 5.4% ensuring progress in the
modern digital world, and 2.3% decide to take into account innovativeness.

For understanding which of the operators was selected the most according to each
feature, a calculation of the percentage of each operator has been done (see Table 1,
where 1-is Viva-MTS, 2-Beeline, 3-Ucom).

The table shows that despite Viva-MTS being the leader in market share but there
are factors where it is losing ground. According to Table 1, Viva-MTS is leading
according to answers Q2.2 and Q2.5 accordingly are offering packages with affordable
prices and the availability of a network. What is interesting is that Ucom which has the
smallest mobile market share is leading in the rest of the answers-Q2.1-flexible
packages for both home internet and mobile communication, as well as for mobile
Internet, Q2.3-new solutions/services are regularly offered, Q2.4-develops in step with
the modern digital world, Q2.5-the network is available, Q2.6-the most innovative
operator - always surprises, Q2.7-a good combination of quality and price of
communication, Q2.8-quality of customer service, Q2.9-possibility of implementing
online transactions: no need to go to the sales office.

Table 1
Calculation by each feature: Question-What is the reason for choosing your main operator? *
Operators Q2.1 Q2 Q3 Q4 Q5 Q6 Q27 Q8 Q29 Q210 n:zzle[

1 ‘15.63% 36.72% 5.47% 4.69% 32.03% 1.17% 35.94% 12.89% 3.52% 7.81% 256
2 ‘37.68% 28.99% 7.25% 2.90% 21.74% 0.00% 28.99% 5.80% 2.90% 11.59% 69
3 ‘43.94% 28.79% 13.64% 10.61% 24.24% 10.61% 36.36% 18.18% 6.06% 6.06% 66
Grand Total ‘24.30% 34.02% 7.16% 5.37% 28.90% 2.56% 34.78% 12.53% 3.84% 8.18% 391

Thus our consideration that price is the most decisive factor was confirmed in the
case of Armenian subscribers. And it is not always a fact that owning a large market
share means being a leader in the non-financial direction, as in our example Ucom is
leading as an operator offering the most innovative and modern solutions.

As this question is the one giving more information about the factors affecting
decision-making we have done a Z test hypothesis for the proportion.

We have tested a hypothesis about the population proportion; to check if the
proportion of the population selected Viva-MTS with the reason of Q2.2 has been
changed compared to the last year:

! Calculation is done by the author with MS Excel package.
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p=hypothesized proportion of successes.

If the Z value is [-1,645:1,645], then the hypothesis is not rejected, if other than
the mentioned area it will be rejected.

In our case the sample size is 391, p' is 0.37 for Q2.2 and we take the hypothesized
proportion of successes equal to the total of that answer which is 0.34.

Ho: P>0.34

We have calculated and received the following result: Z=-0.0024

This result means that the initial hypothesis was not rejected there were no
changes in the number of users compared to the last reporting period in choosing Viva-
MTS as the main operator offering affordable packages. Also, it is visible that 37%
selected Viva-MTS as the main operator offering affordable packages, as well as that
Viva-MTS is dominant in that category.

We can also consider that that the changes carried out in different years -the
expansion of the network and the introduction of new technologies contribute to the
formation of a circle of loyal customers. This thesis is once again confirmed in the
results of the next question: How often did you change the packages and services
(Chart 2).

Once or twice a year

I haven't changed it for the last 1 year

I changed the phone model because I changed my card

I am trying to find new packages of services offered by my telecom operator
* Haven't changed for more than 1 year, and other

* Haven't changed for more than 1 year, and other

* Haven't changed for more than 1 year, and other

* Haven't changed for more than 1 year, and other

Chart 2: Frequency of changing the services/packages.

This chart shows us that 71.4% of respondents have not changed their chosen
package and service over the past year, there were even more responses when

! Berenson M. L., Levine D. M., Basic Business Statistics, concepts and applications, 7th ed., Prentice-Hall,
Upper Saddle River, New Jersey, p. 442-443
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subscribers have not changed their chosen package for about 13 years. Only 10.7% of
the respondents are trying new solutions, new packages offered by their operator.

Considering that 5G communication is being introduced in the world, we also
tried to find out whether respondents will change their chosen telecom operator if a
competitor offers ultra-fast 5G communication (Chart 3):

Extremely likely
Very likely

I don't know
‘Weak probability
Unlikely at all

Chart 3: The possibility of changing the telecom operator in case of provision of the 5G network.

According to Chart 3, 16.9% of respondents said that it is unlikely at all, 34% find
it difficult to answer ("I don't know"), and 29.9% believe that it is unlikely and only
13.6% think that it is very likely to change.

As a result of another research carried out by the author the following was
revealed- the expenses of importing non-innovative utensils have a negligible statistical
impact on the revenues of telecommunications companies, since the import of new
phones does not lead to a significant rise in the use of services offered by operators.
The answer to Q4 once again confirmed that thesis (Chart 4):

I change my Smartphone, accessories and other devices when
anew model appears on the market

‘When the old one deteriorates

‘When the old one does not meet the new requirements
Depends on my income

After using at least 2 years

Every year

*Other

*Other

*Other

Chart 4: Frequency of changing mobile phones and conected telephone equipment.

When asked how often the phone or related equipment is being changed, 55.5% of
respondents said that in case of malfunction of the old, 18.75% may change when the

! Poghosyan M., Import and telecom sector revenue in explaining the motives to invest in innovative
technology by Armenian operators, Regional problems of transforming the economy, Ne 8 (130), 2021,
pp- 72-77
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old device does not meet the new requirements. Only 2.3% of respondents will change
their equipment if a new model enters the market.

The purpose of the next question (Q5) of the sociological survey was to identify
which characteristic is most appreciated by subscribers.

For the majority of respondents-53.2% - access to the network is very important,
for 46% - good mobile service, for 45.5% - high-quality Internet service. For 36.3% of
respondents, rapid response and flexibility are especially important for the telecom
operator, given the challenges of 2020, this attribute is the most important thing that
the communications sector needs in order to ensure the smooth operation of the
economy. For 23.2% of respondents, it is also important to periodically update the
network to introduce a new generation network.

Another calculation has been done for this block of answers( Table 2), where
Q5.1- quick response and flexibility in emergency situations, Q5.2-frequently updated
services, equipment with innovative solutions, Q5.3-variety of services, Q5.4-network
access, Q5.5-good mobile communication services, Q5.6-good internet services, Q5.7-
customer-oriented, Q5.8-network upgrade to connect a new generation of 4G, 4G+,
Q5.9-there is a new and wide range of mobile phones and accessories:

Table 2:
Calculation by each function: Question-
Which functions of telecom operators do you value most?"

Operators | Count of | Count of | Count of | Count of | Count of | Count of | Count of | Count of | Count of | Total

Q5.1 Q5.2 Q5.3 Q5.4 Q5.5 Q5.6 Q5.7 Q5.8 Q5.9 | number

of res-
pondents
1 37% 16% 24% 56% 48% 42% 14% 22% 2% 256
2 33% 19% 13% 46% 49% 54% 20% 20% 3% 69
3 38% 20% 20% 50% 44% 50% 15% 33% 9% 66

Grand |36% 17% 21% 53% 46% 46% 15% 24% 4% 391
Total

As in the case of previous table Operator 1-Viva-MTS is leading by network
availability feature (Q5.4, 56% of respondents are the subscribers of Viva-MTS) and
diversified services. According to Table 2 operator 2-Beeline is leading in questions
Q5.5 and Q5.6 accordingly good mobile service, good internet service. As in the case of
Table 1 this time Operator 3-Ucom is being valued as the one upgrading the network
for offering high speed connection. For some of the respondents the image of the
owner was important.

Since the purpose of the survey was to identify problems noticed by subscribers,
the last question was open. 216 respondents answered, indicating both problems and
positive aspects. 59 out of 216 respondents suggest improving the quality, and speed of
mobile Internet, to revise the price. Subscribers noted that especially recently the
quality of communication has deteriorated. Here, of course, the coronavirus that befell

! The table was designed based on the calculation done by the author.
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the world in 2020 and the war effects, one of the measures to combat this was the
transition to remote work and education.

One of the important issues was also the following answer noted by the
respondents: each of the operators is leading in various areas of communication-
Internet, mobile communication, as a result, if a third operator offers better conditions
in one direction, the subscriber is forced to change the phone number.

Thus, summing up the results of an anonymous sociological survey, it can be stated
that people are not inclined to change the phones and communication equipment, they
are not ready to change the telecom operator, in the case of new technological
solutions, the main problem is the quality of Internet communication and poor access
in the regions, in addition, even in the case of updating devices, they are not inclined
to change their chosen service packages often.

Scientific novelty: To achieve the purpose of this article and solve the tasks, an
analysis of the literature was carried out, a sociological survey was conducted by the
author, the results of which are the scientific novelty: 1) The factors influencing the
decision-making process by subscribers were disclosed as a result of a sociological
survey; 2) that factors were classified according to the survey results. The classified list
of factors affecting the decision-making of subscribers and the competitiveness of the
telecom organization in Armenia are:

1. Cost of services

2. Combination of price and quality

3. Network availability

4. Use of high-quality telecommunication services using modern and innovative

technologies

5. The image of the owner.

The analysis of the above-mentioned factors enables the telecom organizations to
develop packages and offers for subscribers based on their preferences, which will
contribute increase the competitiveness of the telecom organization.

Conclusion and possibilities of application: Studying the factors affecting the
decision-making process in the telecom sector enables us to reveal the
customers’/subscribers’ preferences from another angle. Analyzing the factors
mentioned in the literature, the results of an anonymous sociological survey, and
comparing the influence of various factors in the telecommunications sector of
Armenia, we conclude that the price of a service is the most important factor in
decision-making, but there are also non-financial factors that affect the decision-
making process. The use of high-quality telecommunications services with the
application of modern and innovative technologies creates a permanent customer base
for a telecom operator that does not even have a large market share; infrastructure
modernization also has a significant impact, as well as the image of the organization’s
general manager.

Last, but not least, the survey results allowed us to answer the question set at the
beginning of this study: “Will the customer prefer to change the operator in case the
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competitor introduced a 5G network?” For most of the respondents, there is a weak
probability of changing the main operator in the case of installing 5G.

The results of this study can be applied by Armenian telecom operators, in

particular, to take into account the interests of subscribers when developing new or
modified offers and packages, to offer services that will provide additional benefits

(telephone, equipment, taking into account the interests of subscribers).
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POJIb c®PAKTOPOB, BIIUAIOLLMX HA MPOLLECC NPUHATUAA PELLEHWIA
ABOHEHTAMMW, B NOBbLIIWEHUN KOHKYPEHTOCINOCOBHOCTH
TEJIEKOMMYHUKALMOHHbIX KOMIMNAHUW: NPUMEP APMEHWN

Mapuam BappaHosHa lNorocan

Annoranma: CekTop TeJIeKOMMYHHKAIlUil pacTeT Bce ObICTpee Hu ObicTpee. A
KOHKYPEHIIMS MeXAY TeIeKOMMYHHUKAI[MOHHBIMU KOMIIAHHAMH BBICOKA; OHU KOHKY-
PHUPYIOT KakK IIO IleHe, TaK U II0 KaYeCTBY, 3a YAOBJIETBOPEHHEe IIOTpeGHOCTel moTpebu-
TeJlell, X YZOBJIeTBOpeHUe U CO3/JaHue JIOSTBHOCTH.

AXTyaJIbHOCTB CTaTBH: Y IOBJIETBOPEHUE ITOBCEIHEBHBIX ITIOTPEOHOCTEN KIMEHTOB
U y4eT UX OT3bIBOB UI'PAIOT BAXKHYIO POJIb, OCOOEHHO I OIIePaTOPOB CBA3M, YUUTHIBAS
TOT aKT, YTO OHU ABJIAIOTCA IIOCTABIIUKAMU IOCYZAPCTBeHHBIX ycryr. CiremoBaTenbHO,
CTQHOBUTCSH aKTyaJbHBIM M3y4deHHe (aKTOPOB, BAUAIOWNX Ha PelleHUs, IPUHUMaeMbIe
a6OHEHTaMU TeJIeKOMMYHHKAIIMOHHOTO CeKTOpa ApMeHHUH.

OCHOBHO}#1 LIeNIBIO CTAaTBU ABIAETCS BBIABIEHHE (AKTOPOB, BIUAIOIUX Ha IIPOLECC
IPUHATHUA pelleHN a0OHEeHTaMH, YTO Oy[eT CIIOCOOCTBOBATh IIOBBINIEHUIO KOHKYPEH-
TOCIOCOGHOCTH OPraHHU3AIIHH.

s mocTrKeHUs STOM IeIH CTaBATCSA CIeAYIOIIYe 3aJa4m:

*  06CyZUTH PO KINEHTOB B Pa3BUTUU CEKTOPA,
*  OIpeJeNuTh U KIACCUUIINPOBATH OCHOBHEIE BIugIomye GaKkTopsl,
*  IpeJJIararth IIyTH IIOBBIIIEHUS KOHKYPEHTOCIIOCOOHOCTH OpraHU3aIUi.

Merogonorusa: B koHTeKCTe TeKyIIero MccaefloBaHUA ObLI IIPOBeJileH aHOHUMHBIH
COIIMOJIOTUYECKUI Ompoc (pa3pabOTaHHBIN U IIPOBeZeHHBIH aBTOPOM) Cpenu Haceie-
HUA ApMeHNH, C 3TOH Iie/IbI0 aBTOPOM ObLiIa pa3paboTaHa CTPYKTypHUPOBAaHHASA aHKETa C
3aKPBITBIMU M OTKPBITBIMH BOIIPOCAMU AJIA COOpa JAHHBIX, OB BBIOpAH MHCTPYMEHT-
forms.google.com, ¢ moMOMmIBI0 KOTOPOTO OBLIH CO3/IaHBI ZVATPAMMBL.

Hayunaa moBmsHa crateu: [l JOCTMOKeHUA IeM JAHHOW CTaThU U PeIIeHHI
IIOCTaBJIEHHBIX 33/1a4 OBLI IIPOBEIeH aHAINU3 JIUTEPATyPhl, aBTOPOM IIPOBEZEH COLHOJIO-
TMYeCKUH OIIPOC, pe3yIbTaThl KOTOPOTO ABJIAIOTCA HAyYHOI HOBU3HOI: 1) B pesyibrare
COIIMOJIOTUYECKOTO OIIpoca OBLIM PACKPHITHI (DaKTOPHI, BIMAIOUINE HA IIPOIECC
IPUHATUA pelleHHi MOAMUCYMKaMu; 2) OTH (aKTOpsl OBLIM KJIACCHU(DHUIIMPOBAHEI B
COOTBETCTBHHU C pesyJbTaTaMu ompoca. KiaccupuunupoBaHHBIM CHUCOK (PaKTOPOB,
BIMAIONIMX Ha INPUHATHE pelleHuil aGOHeHTaMU M KOHKYPEHTOCIOCOGHOCTH Teje-
KOMMYHUKAIIMIOHHOM OpPraHu3aluy B ApMeHUH, BKIIOYaeT:

1. CroumocTs yciyr

2. Coueranwue I[eHbI ¥ Ka4eCTBa

3. [locrymHOCTh CceTH

4. Hcnonp3oBaHMe BBICOKOKQ4eCTBEHHBIX TeJI€KOMMYHHUKAIIMOHHBIX YCIYT C UCIOJIb-
30BaHMEM COBPEMEHHBIX U MHHOBALIMOHHBIX TEXHOJIOT U

5. WMumx reHepaIbHOTO MEHEIKeEpa.
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Ananu3 BEIIIEYIOMAHYTHIX (DAKTOPOB ITO3BOJIAET TEJI€KOMMYHHUKAIMOHHBIM Opra-
HU3AIUAM pa3pabaThiBaTh INAKeThl M IpeJJIOXeHHA [ aOOHEeHTOB Ha OCHOBE MX
IIpeAIIOYTeHNH, YTO Oy/IeT CII0COOCTBOBATH ITOBBINIEHUIO KOHKYPEeHTOCIIOCOOHOCTH TeJle-
KOMMYHUKAIIMOHHOI OpraHU3alliy.

Brrogsr m BosmoxxHOCTH npuMeHeHHA: VI3ydeHue (HaKTOPOB, BIUAIOIUX HA IIPO-
IleCC IPUHATHA PelleHUH B TeJeKOMMYHHKAI[MOHHOM CEKTOpe, ITO3BOJIAeT HaM BBIA-
BHUTH IIPe/IIOYTEHN KJIN€HTOB/ab0OHEHTOB C JPYyTOH TOYKH 3PEHMA.

PesypTaThl MCCIeZOBaHUA MTO3BOIMIM NPUATH K BBIBOAY, UTO IJIA GOJIBIIMHCTBA
BEpOATHOCTh M3MEHEHUs OCHOBHOTO OIlepaTropa Ipu BBemeHuu 5G HeBemnka. Pesyis-
TaThl STOTO HCCJIENOBAHUSA MOTYT OBITh IIPUMEHEHBI OIl€PaTOPaMU CBA3M ApMeHHU, B
YACTHOCTH, AJIA y4YeTa HMHTEPecOB aOOHEHTOB IpU pa3paboTKe HOBBIX WMIKW MOAMGHU-
IIMPOBAHHBIX IIPeIOXKEHUI U IaKeTOB, I IIpeIOXKeHH yCIyT, KOTOpble obeciedaT
ZONOTHUTEIbHEIE IIperMylnecTBa (TenedoH, 0OOpyZOBaHHE C Y4eTOM HHTEPeCcoB
aBGOHEHTOB).

KirtoueBsre c10Ba: Te1leKOMMYHUKAI[UN, WHHOBAIUHY, JIOSJIBHOCTD, y/IOBIE€TBOPEH-
HOCTB KJINEHTOB, (DaKTOPBHI, IIPOIeCcC MPUHATHSA PeIleHH, CeTh, IleHa 1 Ka4eCTBO, CBA3b,
KOHKYPEHTOCIIOCOOHOCTh

THE ROLE OF FACTORS AFFECTING SUBSCRIBERS’ DECISION-MAKING
PROCESS IN INCREASING THE COMPETITIVENESS OF TELECOM COMPANIES:
THE CASE OF ARMENIA

Mariam Vardan Poghosyan

Abstract: The telecommunication sector is growing faster and faster. The provision
of only traditional services is not enough nowadays. The competition between
telecommunications companies is high; they compete on both price and quality, for
meeting consumers' needs, satisfying them, and creating loyalty.

The relevance of the article: The satisfaction of customers' everyday needs and
consideration of their feedback plays an essential role, particularly for telecom
operators, reckoning the fact of being public service providers. Hence it becomes
relevant to study the factors influencing decisions made by subscribers of the
telecommunications sector in Armenia.

The purpose of the article is to identify the factors influencing subscribers’ decision
making process, which will contribute to improving the competitiveness of the
organization.

The following objectives are set to achieve the purpose:

e to discuss the role of customers in the development of the sector,
o identify and classify the main factors affecting,
e propose ways to improve the competitiveness of organizations.
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The needs of subscribers were studied by a number of foreign and local authors.

Methodology: In the context of current research, an anonymous sociological
survey has been carried out (the survey designed and carried out by the author) among
the population of Armenia with a structured questionnaire with close-ended and open
questions, forms.google.com tool was chosen, through which the charts were created.

Scientific novelty: To achieve the purpose of this article and solve the tasks, an
analysis of the literature was carried out, a sociological survey was conducted by the
author, the results of which are the scientific novelty: 1) The factors influencing the
decision-making process by subscribers were disclosed as a result of a sociological
survey; 2) that factors were classified according to the survey results. The classified list
of factors affecting the decision-making of subscribers and the competitiveness of the
telecom organization in Armenia are:

1. Cost of services

2. Combination of price and quality

3. Network availability

4. Use of using modern and innovative technologies

5. The image of the owner.

Conclusion and possibilities of application: Studying the factors influencing the
decision-making process in the telecommunications sector allows us to identify the
preferences of customers/subscribers from a different point of view. The survey results
allowed us to conclude that most of the respondents are unlikely to change the main
operator in case of installing 5G.

The results of this study can be applied by Armenian telecom operators, in
particular, to take into account the interests of subscribers when developing new or
modified offers and packages, to offer services that will provide additional benefits
(telephone, equipment, taking into account the interests of subscribers).

Keywords: telecommunication, innovation, loyalty, customers’ satisfaction, factors,
decision-making process, network, price and quality, communication, competitiveness
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