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Abstract 

In today's competitive telecommunications industry, customer satisfaction is a critical determinant of business 

success. This study explores the pivotal role of customer feedback in enhancing customer satisfaction at Airtel, 

one of India's leading telecom service providers. By analysing various feedback mechanisms—including surveys, 

complaint resolutions, Net Promoter Scores (NPS), and social media interactions—this research investigates how 

Airtel captures, processes, and acts upon customer insights to improve service quality, product offerings, and 

customer support. The findings reveal that timely and effective response to feedback significantly boosts customer 

trust, loyalty, and overall satisfaction. Additionally, the study identifies key challenges such as feedback 

management gaps and communication delays that can hinder satisfaction improvement. The paper concludes by 

suggesting strategic enhancements to Airtel's feedback loop to further strengthen its customer relationship 

management practices.  

 

Introduction 

Overview of "Evaluating the Role of Customer Feedback in Enhancing Satisfaction at Airtel" introduction 

overview”. 

In the highly dynamic and customer-centric telecommunications industry, customer satisfaction is not just a goal 

but a key driver of brand loyalty, customer retention, and market competitiveness. Airtel, as one of India's largest 

telecom service providers, serves millions of customers across diverse segments. In such a vast and competitive 

market, understanding and addressing customer needs becomes essential for sustained growth. 

Customer feedback plays a crucial role in this process by acting as a direct channel through which customers 

express their opinions, concerns, and expectations regarding services and support. Whether received through 

surveys, call center interactions, social media, or mobile apps, feedback provides valuable insights that help Airtel 

evaluate service performance, identify pain points, and implement improvements. 

This study aims to explore how Airtel collects and utilizes customer feedback to enhance satisfaction levels. It 

will assess the effectiveness of current feedback mechanisms, their impact on service improvement, and how 

customer-centric initiatives are shaped based on real-time input. The research also highlights areas where feedback 

systems may fall short and offers recommendations for strengthening Airtel’s approach to customer engagement. 
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Objectives of the study 

 

1. To Analyze the Importance of Customer Feedback: 

The study aims to understand how customer feedback contributes to service improvement and its overall impact 

on customer satisfaction at Airtel. 

2. To Identify Feedback Collection Methods: 

It seeks to examine the various channels used by Airtel to collect customer feedback, such as surveys, customer 

service interactions, social media platforms, and mobile apps. 

3. To Evaluate the Effectiveness of Feedback Utilization: 

This objective focuses on how efficiently Airtel analyzes and applies customer feedback in making service or 

product improvements. 

4. To Assess the Relationship Between Feedback and Customer Retention: 

The study intends to explore how addressing customer feedback helps enhance loyalty, reduce churn, and 

strengthen long-term relationships with subscribers. 

5. To Recommend Improvements in Feedback Mechanisms: 

Based on findings, the study will suggest ways Airtel can optimize its feedback system to ensure faster response, 

better service delivery, and higher customer satisfaction. 

 

Scope of the study 

 

This study focuses on analyzing how customer feedback contributes to improving customer satisfaction within 

Airtel’s operations in India. It covers the evaluation of various feedback collection channels such as customer 

service calls, surveys, mobile app ratings, social media comments, and in-store feedback mechanisms. The study 

examines the processes used by Airtel to capture, analyze, and implement feedback-driven changes in services 

and support systems. It also assesses the impact of these efforts on customer loyalty, service quality perception, 

and retention. The geographical scope is limited to selected urban and semi-urban areas in India, targeting both 

prepaid and postpaid users. The time frame considered includes recent data and trends from the last 2–3 years. 

The study does not include a comparative analysis with other telecom companies but strictly focuses on Airtel’s 

internal practices, challenges, and improvement areas in handling customer feedback. 

 

Literature Review 

 

Customer feedback plays a fundamental role in shaping service quality and enhancing customer satisfaction, 

especially in service-centric industries like telecommunications. According to Zeithaml, Bitner, and Gremler 

(2006), customer feedback serves as a key input for understanding consumer expectations and identifying 

performance gaps. In the telecom industry, where customer experience is critical, feedback mechanisms enable 

companies to respond swiftly to issues, improve service delivery, and foster long-term customer loyalty. 

 

Parasuraman, Zeithaml, and Berry’s SERVQUAL model (1988) emphasizes the importance of closing gaps 

between customer expectations and perceptions of service. This model has been widely applied to measure service 

quality in telecom companies, highlighting how continuous feedback collection can bridge service delivery 

discrepancies. 

 

Several studies, such as those by Anderson and Fornell (2000), suggest a strong correlation between customer 

satisfaction and firm profitability, pointing out that telecom companies that actively use customer feedback tend 
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to outperform competitors. In the context of Airtel, feedback collected through customer service calls, digital apps, 

and online reviews is instrumental in refining offerings like data plans, network coverage, and customer support. 

 

Kotler and Keller (2016) stress the strategic importance of customer relationship management (CRM), where 

feedback mechanisms form the foundation of adaptive and personalized service. In companies like Airtel, CRM 

systems integrate customer feedback into operational processes, enabling proactive service recovery and 

innovation. 

 

However, research by Gerpott et al. (2001) also notes challenges in feedback implementation, including low 

response rates, delayed action, and the risk of biased feedback, which can hinder effective decision-making. 

 

In the Indian telecom landscape, studies such as TRAI (Telecom Regulatory Authority of India) reports highlight 

how companies like Airtel use structured feedback channels to monitor quality of service (QoS) indicators and 

resolve grievances, contributing to improved customer perception and regulatory compliance. 

 

Research Methodology 

 

1. Research Design 

This study adopts a descriptive research design to evaluate how customer feedback contributes to enhancing 

customer satisfaction at Airtel. It aims to understand the methods used by Airtel to collect, analyze, and utilize 

customer feedback and how these practices influence customer perception and loyalty. 

 

2. Data Collection Methods 

 Primary Data: 

o Structured Questionnaire: A survey was conducted using a structured questionnaire distributed 

to Airtel customers across various regions. The questionnaire included both closed and open-ended questions 

related to service experience, satisfaction levels, and feedback mechanisms. 

o Interviews: Semi-structured interviews were conducted with select Airtel employees (customer 

service executives and feedback management staff) to understand internal feedback handling procedures. 

• Secondary Data: 

o Company reports, customer service records, and online reviews from platforms like Google, 

Twitter, and telecom review sites were analyzed to support the primary findings. 

3. Sampling Technique 

A stratified random sampling technique was used to select participants based on service type (mobile, 

broadband, DTH) and region. A sample size of 200 customers and 10 Airtel employees was selected for data 

collection to ensure diverse representation. 

4. Data Analysis Tools 

• Quantitative data (from surveys) were analyzed using statistical tools such as Microsoft Excel and 

SPSS. Descriptive statistics (mean, percentage) and correlation analysis were used to determine relationships 

between feedback and satisfaction. 

• Qualitative data (from interviews and open-ended responses) were analyzed using thematic analysis to 

identify common themes and insights. 

5. Limitations 

• Limited sample size may not fully represent the entire Airtel customer base. 

• Responses may be influenced by personal bias or recent experiences. 

• Access to internal company performance metrics was restricted, limiting the depth of analysis. 
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Data Analysis 

To evaluate the impact of customer feedback on satisfaction, data was collected from 200 Airtel customers through 

structured surveys and interviews. The feedback covered areas such as network quality, customer support, 

billing transparency, and service responsiveness. Responses were recorded on a 5-point Likert scale ranging 

from 1 (Very Dissatisfied) to 5 (Very Satisfied). 

Table 1: Customer Feedback and Satisfaction Score Analysis 

Feedback Area Avg. Satisfaction 

Score (out of 5) 

% of Customers 

Providing 

Feedback 

Key Issues 

Identified 

Actions Taken by 

Airtel 

Network Quality 3.8 75% Call drops, low 

internet speed 

Infrastructure upgrades, 

tower optimization 

Customer Support 4.2 68% Long hold times, 

slow issue 

resolution 

AI-based chatbot, 

increased support 

staffing 

Billing 

Transparency 

3.5 55% Hidden charges, 

unclear plans 

Bill simplification, real-

time usage alerts 

Service 

Responsiveness 

4.0 60% Delay in plan 

activation, SIM 

issues 

Improved CRM system, 

ticket resolution 

tracking 

Mobile App 

Experience 

4.1 48% App crashes, UI 

complexity 

App redesign, bug fixes 

Key Observations: 

• Highest satisfaction was observed in Customer Support and App Experience, showing effective 

response to digital and service feedback. 

• Network Quality and Billing Transparency showed moderate satisfaction, indicating ongoing 

concerns that need long-term resolution. 

• Customers who saw visible action taken after submitting feedback were 34% more likely to report 

improved satisfaction in follow-up surveys. 

• 60% of respondents said they are "likely to recommend" Airtel if their feedback was acknowledged and 

resolved. 

Interpretation and Findings: 

The analysis of customer feedback collected from 200 Airtel customers reveals several key insights regarding 

the impact of feedback on satisfaction levels. 

 

The highest satisfaction levels were observed in the areas of customer support and the mobile app experience. 

This indicates that Airtel's digital initiatives and customer service improvements have positively influenced 

customer satisfaction. 

 

However, moderate satisfaction was noted in network quality and billing transparency, with issues like call 

drops, low internet speeds, hidden charges, and unclear plans. This suggests that while Airtel has made strides in 

certain areas, there remain service gaps that need to be addressed for overall satisfaction improvement. 



                           International Scientific Journal of Engineering and Management (ISJEM)                                ISSN: 2583-6129 
                                  Volume: 04 Issue: 06 | June – 2025                                                                                       DOI: 10.55041/ISJEM04249 

                                  An International Scholarly || Multidisciplinary || Open Access || Indexing in all major Database & Metadata        

 

© 2025, ISJEM (All Rights Reserved)     | www.isjem.com                                                              |        Page 5 

 

The study also highlights that 60% of customers are likely to recommend Airtel if their feedback is 

acknowledged and acted upon, demonstrating a strong link between feedback responsiveness and customer 

loyalty. 

 

Additionally, the finding that customers who saw action taken on their feedback were 34% more likely to report 

improved satisfaction reinforces the importance of closing the feedback loop. This suggests that Airtel should 

prioritize faster and more transparent feedback implementation strategies to enhance its competitive advantage. 

Table: Summary of Customer Feedback and Satisfaction Scores 

Feedback Area Avg. Satisfaction 

Score (out of 5) 

% of Customers 

Providing 

Feedback 

Key Issues 

Identified 

Network Quality 3.8 75% 
Call drops, low 

internet speed 

Customer Support 4.2 68% 

Long hold times, 

slow issue 

resolution 

Billing 

Transparency 
3.5 55% 

Hidden charges, 

unclear plans 

Service 

Responsiveness 
4.0 60% 

Delay in plan 

activation, SIM 

issues 

Mobile App 

Experience 
4.1 48% 

App crashes, UI 

complexity 

 

 Conclusion 

This study confirms that customer feedback is a cornerstone of Airtel’s strategy to enhance satisfaction and loyalty. 

Key findings reveal that timely action on feedback—particularly through digital channels (e.g., AI chatbots, app 

redesign) and service recovery initiatives—significantly boosts satisfaction, with a 34% increase when customers 

observe tangible improvements. High satisfaction in customer support (avg. score: 4.2/5) and mobile app 

experience (4.1/5) underscores the effectiveness of Airtel’s responsive feedback mechanisms. However, persistent 

challenges in network quality (call drops, slow internet) and billing transparency (hidden charges) demand 

sustained infrastructure investment and policy simplification. Critically, 60% of customers indicated higher 

advocacy when feedback was resolved, highlighting the direct link between feedback management and retention. 

To solidify its market position, Airtel must prioritize closing communication gaps, accelerating resolution 

timelines, and embedding feedback insights into innovation cycles (e.g., personalized data plans, proactive service 

alerts). 
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Limitations of the Study 

 

1. Sample Representation: The sample size (200 customers, 10 employees) and focus on urban/semi-urban 

India limit generalizability to rural users or diverse demographics. 

2. Recency and Response Bias: Survey responses may reflect short-term experiences (e.g., recent service 

disruptions), skewing satisfaction scores. 

3. Data Accessibility: Restricted access to Airtel’s internal performance metrics (e.g., CRM analytics, 

churn-rate correlations) constrained deeper analysis of feedback-driven ROI. 

4. Methodological Constraints: Reliance on self-reported data (surveys/interviews) risks social-

desirability bias; absence of competitor benchmarking narrows industry context. 

5. Temporal Scope: Findings draw from 2–3 years of data, potentially overlooking longer-term trends or 

emerging feedback channels (e.g., generative AI tools). 

Future research should expand geographical coverage, incorporate real-time operational data, and adopt 

longitudinal designs to track feedback-satisfaction causality. 
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