
CASE 7 

USERS' PERCEPTION O F TELEPHONE SERVIC E 

You hav e jus t complet e you r M.Sc . i n Operationa l Researc h an d hav e joine d th e 
Transitanian Governmen t Operationa l Researc h Grou p (TGORG) . Thi s i s a  smal l grou p o f 
O.R. staf f whic h ha s recentl y bee n forme d t o suppl y O.R . consultanc y service s t o 
Government organisations . 

Prior t o you r arriva l a t TGORG , th e Grou p ha d bee n commissione d b y th e 
Telephone Corporatio n o f Transitani a t o carr y ou t a  survey o f th e telephon e syste m i n tw o 
regions o f Transitania , Nang i an d Elsabet . Th e genera l purpos e o f th e surve y wa s t o gai n 
a bette r understandin g o f th e lin k betwee n th e telephon e syste m an d economi c 
development i n orde r t o mak e recommendation s t o TC T o n desirabl e policie s fo r 
expansion o f telephon e supply . 

At th e tim e o f you r arriva l a t TGORG , a  majo r surve y o f telephon e user s ha s bee n 
carried ou t an d a  larg e quantit y o f dat a ha s bee n compile d int o tables . Th e O.R . Grou p i s 
now analysin g thi s dat a a s a  preparator y stag e t o writin g thei r repor t fo r TCT . Th e O.R . 
Manager has decided t o tes t you r abilitie s b y askin g yo u t o carr y ou t thi s analysi s stag e i n 
one particular area . Th e area whic h h e has selected fo r yo u i s th e relativel y simpl e on e o f 
user perception s o f th e telephon e service . Th e availabl e dat a i n thi s are a consist s o f fiv e 
tables o f result s fro m th e surve y togethe r wit h a  brie f descriptio n o f th e surve y metho d 
which produce d thes e results . Th e table s an d th e surve y metho d descriptio n ar e containe d 
in Appendix 1 . 

The O.R . Manage r ha s asked yo u to study these table s carefull y an d t o writ e a  shor t 
draft report . I f thi s repor t i s satisfactory , th e Manage r plan s t o incorporat e al l o r par t o f 
it i n th e mai n repor t t o TCT . Th e Manage r ha s aske d yo u t o concentrat e o n th e mai n 
conclusions whic h ca n b e draw n fro m th e surve y results . I n som e cases , i t ma y no t b e 
possible t o for m a  fir m conclusion , bu t th e Manage r i s willin g fo r yo u t o pu t forwar d som e 
reasonable hypothese s t o explai n th e results , provide d tha t yo u stat e clearl y tha t thes e 
are no t definit e conclusions . 

Whilst carryin g ou t you r task , yo u hav e th e opportunit y t o b e involve d i n a  meetin g 
with th e Deput y Managin g Directo r o f TC T and th e Manager s o f al l th e telephon e regions , 
including Nang i an d Elsabet . Thi s meetin g concern s futur e polic y fo r th e developmen t o f 
the telephon e servic e i n th e variou s region s o f th e country . A  transcrip t o f par t o f th e 
meeting i s given i n Appendix 2 . 
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To the student: Writ e a  shor t repor t (max . 50 0 words ) a s require d b y th e O.R . 
Manager. You r inference s o n use r perception s o f th e telephon e 
service should be related t o some of th e polic y issues mentioned i n the 
policy meeting. 
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APPENDIX 1  SURVE Y METHODS AND RESULTS 

The samplin g fram e fo r th e surve y was  th e tota l se t o f telephon e user s i n th e 
selected regions . Th e populatio n wa s stratifie d b y economi c categor y an d b y th e 
hierarchical leve l o f th e plac e wher e th e responden t carrie d ou t hi s business : thes e bein g 
Principal Towns , Urba n Centres , Rura l Centre s an d Marke t Centre s i n descendin g orde r o f 
size. Th e surve y include d abou t 20 0 persona l interview s wit h th e telephon e subscribers , 
over 10 0 set s o f diar y form s o n actua l telephon e call s made , approximatel y 30 0 posta l 
questionnaires an d som e interview s wit h coi n bo x user s an d applicant s fo r th e telephon e 
service. Th e vas t majorit y o f th e respondent s t o th e surve y wer e busines s user s o f th e 
telephone sinc e private , o r residential , us e i s very low i n the region s surveyed . 

The region s o f Nang i an d Elsabe t ar e i n differen t area s o f th e countr y o f 
Transitania bu t ar e bot h predominantl y rura l regions , i n th e sens e tha t th e livelihoo d o f 
the grea t majorit y o f th e peopl e i s gaine d directl y fro m farming . Bot h region s contai n 
one Principa l Tow n an d a  numbe r o f smalle r place s whic h ar e classe d a s Urba n Centres , 
Rural Centre s o r Marke t Centres . Th e region s d o howeve r diffe r i n thei r stat e o f 
development. Th e regio n o f Nang i i s a  relativel y prosperous , rapidl y growin g regio n wit h 
good infrastructure . Th e Principa l Tow n i n th e Regio n ha s stron g connection s wit h th e 
other place s i n th e Regio n i n term s o f th e amoun t o f trad e betwee n them . I n contrast , 
Elsabet ha s poo r rura l infrastructur e bu t hig h urba n growt h i n th e Principa l Town . Thi s i s 
explained b y th e fac t tha t th e Principa l Tow n i n th e Regio n contain s a  numbe r o f 
industries whic h ar e geare d t o a  marke t outsid e th e Region . Thi s marke t i s primaril y th e 
capital cit y o f Transitani a an d expor t markets . Th e Principa l Tow n i n Elsabe t doe s no t 
have stron g economi c links wit h th e smalle r place s i n it s Region . 

With respec t t o th e question s o n th e telephon e servic e whic h wer e directe d t o 
survey respondents , a  number o f point s shoul d b e noted . Th e automati c telephon e service , 
in which caller s ar e abl e t o dia l othe r peopl e automatically , i s only availabl e i n th e large r 
places o f th e regions , namel y bot h Principa l Town s an d a  fe w o f th e Urba n Centres . Th e 
telephone servic e i n smalle r place s i s terme d 'Operato r Service ' an d relie s o n th e use r 
dialling th e operato r an d waitin g fo r th e operato r t o connec t thei r call . I n bot h case s o f 
automatic an d operato r service , distinctio n i s mad e betwee n loca l an d non-loca l service , 
namely call s bein g mad e t o person s i n th e loca l are a o f th e calle r an d t o mor e distan t 
places respectively . Whe n questione d abou t an y aspec t o f th e telephon e service , 
respondents wer e fre e t o mak e 'no comment' if the y wished . 

Five detaile d table s o f surve y result s ar e attached . 
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Table 1  Perceptio n o f Automati c Servic e 

Set o f Respondents : Al l 

Number o f respondent s makin g th e give n commen t abou t th e loca l an d 
non-local component s o f th e automati c phon e servic e 
(Number o f respondent s makin g the commen t a s a  percentage o f 
respondents makin g a t leas t on e comment ) 

Comment 
made 

No 
problems 

Delays 
acceptable 

Some 
delays 

Delays bad 

Delays 
very bad 

Crossed line s 

Bad durin g 
day 

Wrong number s 

Too difficul t 
to use 

Total o f respondent s 
making at leas t on e 
comment 

No commen t 

% of respondent s 
making at leas t 
one commen t 

Local Servic e 

Nangi 
Region 

45 
(53.6) 

21 
(25) 

7 
(8.3) 

6 
(7.1) 

5 
(6) 

2 
(2.4) 

1 
(1.2) 

84 

265 

24.1% 

Elsabet 
Region 

45 
(64.3) 

17 
(24.3) 

2 
(2.9) 

4 
(5.7) 

1 
(1.4) 

1 
(1.4) 

70 

155 

31.1% 

Total 

90 
(58.4) 

38 
(24.7) 

2 
(5.8) 

10 
(6.5) 

6 
(3.9) 

3 
(1.9) 

1 
(0.6) 

154 

420 

26.8% 

Non-

Nangi 
Region 

36 
(39.1) 

13 
(14.1) 

9 
(9.8) 

14 
(15.2) 

17 
(18.5) 

9 
(9.8) 

7 
(7.6) 

7 
(7.6) 

6 
(6.5) 

92 

257 

26.4% 

-Local Servic e 

Elsabet 
Region 

6 
(8.2) 

4 
(5.5) 

5 
(6.8) 

14 
(19.2) 

45 
(61.6) 

2 
(2.7) 

14 
(19.2) 

1 
(1.4) 

1 
(1.4) 

73 

152 

32.4% 

Total 

42 
(25.5) 

17 
(10.3) 

14 
(8.5) 

28 
(17) 

62 
(37.6) 

11 
(6.7) 

21 
(12.7) 

8 
(4.8) 

7 
(4.2) 

165 

409 

28.7% 
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Table 2  Perceptio n o f Operato r Servic e 

Set o f Respondents : Al l 

Number o f respondent s makin g th e give n commen t abou t th e loca l an d 
non-local component s o f th e operato r controlle d phon e servic e 
(Number o f respondent s makin g the commen t a s a percentag e o f 
respondents makin g at leas t on e comment ) 

Comment 
made 

No 
problems 

Delays 
acceptable 

Some 
delays 

Delays bad 

Delays 
very bad 

Wrong number s 

Crossed line s 

Operators 
inefficient 

Operators 
rude 

Operators nee d 
reminding 

Faint o r 
noisy line s 

Too difficul t 
to use 

Easier t o visi t 
than t o phon e 

Cut of f 
during call s 

Bad durin g day 

Local Servic e 

Nangi 
Region 

88 
(38.6) 

34 
(14.9) 

32 
(14.0) 

48 
(21.1) 

23 
(10.1) 

1 
(0.4) 

1 
(0.4) 

22 
(9.6) 

22 
(9.6) 

3 
(1.3) 

5 
(2.2) 

4 
(1.8) 

2 
(0.9) 

1 
(0.4) 

Elsabet 
Region 

34 
(17.3) 

33 
(16.8) 

41 
(20.9) 

60 
(30.6) 

18 
(9.2) 

2 
(1.0) 

1 
(0.5) 

39 
(19.9) 

25 
(12.8) 

4 
(2.0) 

8 
(4.1) 

1 
(0.5) 

7 
(3.6) 

Total 

122 
(28.8) 

67 
(15.8) 

73 
(17.2) 

108 
(25.5) 

41 
(9.7) 

3 
(0.7) 

2 
(0.5) 

61 
(14.4) 

47 
(11.1) 

7 
(1.7) 

13 
(3.1) 

5 
(1.2) 

2 
(0.5) 

8 
(1.9) 

Non-

Nangi 
Region 

27 
(11.9) 

19 
(8.4) 

25 
(11.1) 

79 
(35) 

84 
(37.2) 

3 
(1.3) 

2 
(0.9) 

18 
(8.0) 

19 
(8.4) 

3 
(1.3) 

11 
(4.9) 

6 
(2.7) 

2 
(0.9) 

6 
(2.7) 

-Local Servic e 

Elsabet 
Region 

12 
(6.0) 

10 
(5.0) 

18 
(9.0) 

52 
(26.0) 

128 
(64.0) 

2 
(1.0) 

5 
(2.5) 

41 
(20.5) 

26 
(13.0) 

7 
(3.5) 

14 
(7.0) 

3 
(1.5) 

10 
(5.0) 

15 
(7.5) 

Total 

39 
(9.2) 

29 
(6.8) 

43 
(10.1) 

131 
(30.8) 

212 
(49.8) 

5 
(1.2) 

7 
(1.6) 

59 
(13.8) 

45 
(10.6) 

10 
(2.3) 

25 
(5.9) 

9 
(2.1) 

12 
(2.8) 

21 
(4.9) 
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Table 2  (continued) 

Local Servic e Non-Local Servic e 

Comment 
made 

Nangi Elsabe t Tota l 
Region Regio n 

Nangi Elsabe t Tota l 
Region Regio n 

Total o f respon -
dents makin g a t 
least on e commen t 22 8 19 6 42 4 

No comment 12 1 2 9 15 0 

% of respondent s 
making at leas t 
one commen t 65.3 % 87.1 % 73.9 % 

226 

123 

64.8% 

200 

25 

88.9% 

426 

148 

74.2% 
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Table 3  Genera l Perception of Servic e 

Set o f Respondents : AU 

Number o f respondent s i n different region s makin g given commen t 
(Number o f respondent s makin g th e commen t a s a  percentag e o f 
respondents makin g at leas t on e comment ) 

Comment 
made 

Bill greater tha n us e 

No bil l explanatio n 

No cal l dela y explanatio n 

Delay cause s loss/inconvenienc e 

Maintenance dela y cause s 
loss/inconvenience 

Prices to o hig h 

Want 2 4 hours servic e 

Want automati c o r ST D servic e 

Equipment provisio n slo w 

No complaints/goo d 

Nangi 

10 
(8.5) 

4 
(3.4) 

2 
(1.7) 

34 
(29.1) 

19 
(16.2) 

4 
(3.4) 

5 
(4.3) 

32 
(27.4) 

7 
(6.0) 

15 
(12.8) 

Elsabet 

19 
(19.4) 

1 
(1.0) 

2 
(2.0) 

26 
(26.5) 

10 
(10.2) 

2 
(2.0) 

5 
(5.1) 

40 
(40.8) 

3 
(3.1) 

1 
(1.0) 

Total 

29 
(13.5) 

5 
(2.3) 

4 
(1.9) 

60 
(27.9) 

29 
(13.5) 

6 
(2.8) 

10 
(4.7) 

72 
(33.5) 

10 
(4.7) 

16 
(7.4) 

Number o f respondent s 
making at leas t on e commen t 11 7 9 8 21 5 

Number o f respondent s 
making a t leas t on e commen t 
as a percentage o f al l 
respondents 33.5 % 43.6 % 37.5 % 
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Table 4  Complaint s mad e by Economic Actor s Compare d t o 

Average Rate o f Complain t 

Set o f Respondents : Al l 

Ratio o f th e numbe r o f comment s classe d a s complaint s mad e 
by respondent s i n economi c categorie s t o th e averag e numbe r 
of comment s classe d a s complaint s mad e by all respondent s 

Economic Categor y 

Construction 

'Hard' Industr y 

Public Administratio n an d Securit y 

Other Service s 

Banking & Finance 

Other Communication s 

Utilities 

Wholesale Trad e 

Transport &  Storage 

'Soft' Industr y 

Retail Trad e 

Other Agricultur e 

Plantation Agricultur e 

Residential 

1.27 

1.17 

1.13 

1.12 

1.12 

1.05 

1.02 

1.0 

0.96 

0.94 

0.93 

0.88 

0.81 

0.45 

Table 5 Complaint s at Leve l in Hierarch y 

Compared to Average Rate of Complaint s 

Set of Respondents: Al l 

Level 

Principal Tow n 

Urban Centr e 

Rural Centr e 

Market Centr e 

Ratio* 

1.21 

1.02 

0.55 

1.11 

* A s defined fo r Tabl e 4 
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APPENDIX 2  PARTIA L TRANSCRIPT OF A POLICY MEETIN G 

DMD Deputy Managin g Directo r 
MNR Manage r -  Nang i Region 
MER Manage r -  Elsabe t Regio n 

MNR Bu t w e ar e goin g t o nee d a  rapi d developmen t o f th e telephon e servic e t o th e 
smaller place s i n th e Nang i regio n ove r th e nex t fe w years . Th e regio n i s 
expanding rapidly , a s yo u know , an d w e mus t mak e sur e tha t th e telephon e servic e 
keeps pace wit h tha t development . 

DMD We'l l tr y t o hel p yo u a s fa r a s possibl e bu t th e Governmen t impose s a  stric t 
constraint o n ou r foreig n exchang e borrowin g an d ther e i s a  ver y larg e unme t 
demand fo r th e telephon e servic e i n al l our majo r cities . Yo u kno w tha t w e mak e a 
much bette r retur n o n capita l b y expansio n o f th e servic e i n majo r urba n area s 
compared t o expansio n elsewhere . 

MNR Well , I  kno w that' s true , bu t w e mus t fin d fund s t o hel p developmen t i n th e rura l 
regions. Th e President' s speec h las t wee k emphasise d th e nee d t o provid e 
resources i n th e rura l area s t o mak e i t attractiv e fo r peopl e t o develo p thos e 
areas. Thi s applie s t o th e telephon e servic e a s wel l a s othe r infrastructure . Nang i 
region i s being successful an d w e mus t kee p i t tha t way . 

MER I  realise, DMD , tha t fund s ar e goin g t o b e limite d fo r telephon e servic e expansio n 
in th e region s an d I  hope w e i n Elsabe t ar e goin g t o ge t ou r fai r share . Nang i i s 
already a  muc h mor e prosperou s regio n tha n m y ow n an d i t woul d b e wron g t o 
spend al l th e capita l there . W e need t o catc h u p wit h the m an d priorit y shoul d b e 
given t o ou r problems . 

DMD We'l l tr y t o mak e a  fai r allocatio n o f fund s betwee n th e region s bu t it' s ver y 
difficult. W e hav e t o sho w som e retur n o n capita l fro m ou r investment s an d 
improving servic e i n smal l rura l place s doesn' t pa y i n financia l terms . That' s 
particularly tru e i n the smalle r place s i n region s lik e Elsabe t wher e deman d fo r th e 
service i s low. 
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