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ABSTRACT

The study titled "A Study on Consumer Preference for JioFiber vs. Airtel Xstream: The Impact of Brand
Perception on Broadband Choices in Navi Mumbai" explores how brand perception influences consumer
decision-making in selecting broadband services. The research, based on responses from 104 participants,
examines key factors such as brand reputation, service quality, trust, and customer satisfaction, determining
their impact on consumer loyalty and recommendations. The findings reveal that consumers in Navi Mumbai
prioritize speed, reliability, and brand trust over pricing and customer service when choosing between JioFiber
and Airtel Xstream. The study offers valuable insights for service providers to enhance their brand strategies,

improve customer experience, and strengthen market positioning.
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INTRODUCTION

The broadband industry in India is undergoing rapid transformation, driven by the increasing demand for high-
speed internet, digitalization, and the surge in remote working and online learning. With the advent of fibre-
optic technology, broadband service providers such as JioFiber and Airtel Xstream have emerged as market
leaders, offering competitive internet plans with enhanced speed, reliability, and value-added services.

JioFiber, backed by Reliance Jio, has disrupted the broadband market with its aggressive pricing strategies,
bundled OTT (Over-The-Top) subscriptions, and consistent infrastructure expansion. On the other hand, Airtel

Xstream, powered by Bharti Airtel, leverages its existing telecom user base and brand loyalty by providing
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superior customer service, reliable network coverage, and premium content packages.

Navi Mumbai, being a rapidly growing metropolitan area, is an ideal location to examine consumer preferences
between these two leading broadband service providers. The region’s rising population, technology adoption,
and digital dependency make it a key market for broadband expansion.

This study aims to explore how brand perception influences consumer choices in selecting broadband services.
By analysing factors such as pricing, speed, reliability, customer service, and promotional strategies, this
research seeks to identify the key drivers of consumer preference and offer insights into how JioFiber and Airtel
Xstream can strengthen their market position.

Understanding consumer behaviour and the impact of brand perception is essential for broadband companies
to refine their marketing strategies, enhance service quality, and meet the evolving needs of tech-savvy

customers in Navi Mumbai.

FACTORS INFLUENCING CONSUMER PREFERENCE & FUTURE TRENDS IN
BROADBAND SERVICES IN NAVI MUMBAI
1. SERVICE RELIABILITY AND CUSTOMER SATISFACTION
1. Network Uptime and Stability:
Consistent internet speeds and minimal downtime are essential for customer satisfaction. Frequent
interruptions during peak hours reduce reliability and create frustration. Consumers prefer providers
with stable network performance.
2. Customer Service Responsiveness:
Prompt and efficient customer support significantly impacts satisfaction levels. Slow complaint
resolution leads to dissatisfaction and reduces brand trust. Providers with faster issue handling retain
more loyal customers.
3. Technical Assistance Efficiency:
Quick technician visits and effective troubleshooting improve the overall service experience. Delayed
support increases customer frustration and creates negative perceptions. Timely assistance strengthens
brand reliability.
4. Service Transparency:
Clear communication during outages builds trust and reduces uncertainty. Providers who inform
customers about service issues and resolutions retain loyalty. Transparent service policies enhance
customer satisfaction.

5. Post-Sales Service Quality:
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Regular follow-ups and effective post-installation support improve the customer experience.
Proactive maintenance and technical support increase consumer confidence. Consistent after-sales

care enhances long-term retention.

2. CHALLENGES TO CONSUMER LOYALTY IN BROADBAND SERVICES

1.

Inconsistent Speed Delivery:

Consumers expect stable internet speeds throughout the day. Frequent speed drops during peak hours
reduce trust and impact user satisfaction. Reliable performance is key to customer loyalty.

Frequent Downtime in Certain Areas:

Service interruptions in specific regions cause inconvenience and frustration. Users in areas with
frequent outages consider switching providers. Reliable connectivity is essential for maintaining
customer trust.

Limited Plan Flexibility:

Consumers prefer customizable plans that cater to their data and speed needs. Rigid plans fail to meet
diverse preferences, leading to dissatisfaction. Flexible packages enhance customer retention.
Lengthy Complaint Resolution:

Slow responses to service issues lead to frustration and reduced loyalty. Customers expect quick and

efficient problem-solving. Faster complaint handling boosts brand reliability.

3. CONSUMER AWARENESS AND ITS IMPACT ON BROADBAND CHOICES

1.

Informed Decision-Making:

Customers with knowledge of service plans, FUP policies, and network speeds make better decisions.

Well-informed users prioritize quality over price alone. Awareness leads to more confident broadband

choices.

Perceived Value and Benefits:

Awareness of bundled offers, such as OTT subscriptions and discounts, increases perceived value.

Customers prefer plans with added perks. Value-packed services influence consumer preference.

Clarity on Fair Usage Policies (FUP):

Transparent communication about FUP terms prevents misunderstandings. Consumers aware of data

caps and throttling policies have realistic expectations. Clear FUP policies build trust and reduce

complaints.

Reduced Misconceptions:

Educating customers on factors affecting speed (e.g., router placement) reduces false expectations.
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Clarifying technical limitations improves satisfaction. Knowledgeable users are more accepting of
service constraints.

Impact on Brand Loyalty:

Well-informed customers are more likely to remain loyal to transparent brands. Clear policies and

honest communication enhance trust. Awareness strengthens long-term customer relationships.

4. VALUE-ADDED SERVICES AND BUNDLED OFFERS

1.

OTT Subscriptions:

Free access to platforms like Netflix, Amazon Prime, and Hotstar adds value to broadband plans.
Entertainment bundles attract more customers. Consumers favor providers offering OTT perks.
Gaming and Entertainment Bundles:

Exclusive gaming services and entertainment rewards appeal to tech-savvy users. Airtel Thanks and
JioFiber cloud gaming add extra value. These offers increase the attractiveness of broadband plans.
Smart Home Integration:

IoT compatibility, such as smart plugs and security cameras, enhances convenience. Consumers
prefer providers offering smart home solutions. Integrated services boost satisfaction and loyalty.
Wi-Fi Mesh Systems:

Mesh systems improve Wi-Fi coverage in large homes, reducing dead zones. Enhanced coverage
ensures consistent speeds. Better in-home connectivity enhances user experience.

Exclusive Discounts and Cashback:

Cashback offers, referral bonuses, and exclusive discounts attract new customers. Promotional deals

increase affordability. Such incentives encourage brand switching and loyalty.

5. FUTURE TRENDS IN BROADBAND SERVICES IN NAVI MUMBAI

1.

Fiber Network Expansion:
Providers will continue expanding their fiber-optic networks for broader coverage. Improved
infrastructure will enhance speed stability. Better network reliability will reduce service issues.
5G-Powered Broadband:
The rollout of 5G technology will introduce faster internet speeds and lower latency. Consumers will
prefer providers offering 5G-backed plans. Faster connectivity will redefine home broadband
experiences.
Customized Plans and Data Flexibility:
Personalized broadband plans with flexible data caps will become popular. Consumers will prefer
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customized packages that match their usage needs. Flexible plans will improve satisfaction and

retention.
4. Al-Powered Customer Support:
Al-driven support will provide faster issue resolution. Automated troubleshooting will enhance

customer service efficiency. Al-powered interactions will improve overall user experiences.
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REVIEW OF LITERATURE
1. Jio vs Bharti Airtel with Reference to Connectivity and Recharge Plans Among Gen-Z

Mudaliar, Priya, and Vidani (2024) conducted a study on Jio and Airtel, comparing their connectivity and
recharge plans among Gen-Z consumers. The research found that factors such as service quality, network
coverage, and digital service offerings were more influential than age in determining telecom choices. It
suggested that localized solutions, competitive pricing, and value-added services play a significant role in
consumer preference. The study also recommended that future research explore the impact of 5G
technology, socio-economic factors, and government regulations on telecom services.

Reference: Mudaliar, P., & Vidani, M. (2024). Jio vs Bharti Airtel with Reference to Connectivity and
Recharge Plans Among Gen-Z. http://jurnalinternasional.com/index.php/ijir/article/view/84

2. Consumer Adoption of Over-the-Top (OTT) Communication Services

Mehta and Singh (2024) examined the growing adoption of OTT communication services in India. The
study highlighted that factors such as content variety, affordability, and accessibility significantly
influence consumer preferences. It suggested that personalized recommendations and seamless digital
experiences drive user retention. The authors also emphasized the regulatory challenges faced by OTT
platforms and the growing competition among service providers.

Reference: Mehta, A., & Singh, R. (2024). Consumer Adoption of Over-the-Top (OTT) Communication
Services. https://www.amity.edu/gwalior/jccc/pdf/09-rp-09-sep-23.pdf

3. Impact of Digital Transformation on Various Sectors of the Economy During COVID-19

Reddy and Mishra (2023) analyzed the impact of digital transformation on different sectors during the
COVID-19 pandemic. The study emphasized the role of Telecom Regulatory Authority of India (TRAI)
in ensuring fair market practices, consumer protection, and service quality. It highlighted the legal
challenges faced by telecom operators, such as pricing regulations and competition laws, and the need for
policy reforms to enhance broadband accessibility.

Reference: Reddy, S., & Mishra, P. (2023). Impact of Digital Transformation on Various Sectors of the
Economy During COVID-19. https://dipa.co.in/reports/CCI%20Report%20-%20Market-Study

4. Market Competition and Regulatory Challenges in the Indian Telecom Sector

The Competition Commission of India (CCI) conducted a study on the telecom sector's competitive

landscape. It found that intense price competition has led to lower tariffs and financial strain on smaller
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operators. The report emphasized the importance of regulatory reforms to maintain market stability. It
also discussed the potential of 5G technology and its expected impact on India's telecom sector.
Reference: Competition Commission of India (CCI). Market Study on the Telecom Sector in India.
https://dipa.co.in/reports/CC1%20Report%20-%20Market-Study

5. Role of Telecom Sector in Economic Development

Chakraborty and Banerjee (2023) explored how the telecom sector contributes to economic growth and
development. The study highlighted that increased broadband and mobile penetration significantly
improves access to education, healthcare, and e-governance. It also discussed the economic multiplier
effect of telecom investments, where improved connectivity boosts GDP growth, employment, and
innovation.

Reference: Chakraborty, A., & Banerjee, S. (2023). Impact of Telecom Sector on Economic Growth and
Development. https://indusedu.org/pdfs/IJREISS/IJREISS 3172 _30536.pdf

RESEARCH PROBLEMS/QUESTIONS

This study examines how brand perception influences consumer preference for JioFiber and Airtel Xstream in
Navi Mumbai, aiming to determine whether a stronger brand image significantly impacts broadband service

selection.

1. How significantly does brand perception influence consumer preference for JioFiber and Airtel

Xstream in Navi Mumbai?

2. Is there a measurable relationship between brand image and the broadband service selection of

consumers in Navi Mumbai?

3. Do consumers in Navi Mumbai prioritize brand reputation over service quality when choosing

between JioFiber and Airtel Xstream?
4. To what extent does brand trust impact consumer loyalty towards JioFiber and Airtel Xstream?

5. Does a positive brand perception increase the likelihood of consumers recommending JioFiber or

Airtel Xstream to others?
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HYPOTHESIS:

This research study aims to examine the relationship between brand perception and consumer preference
for JioFiber and Airtel Xstream in Navi Mumbai. It seeks to determine whether brand perception
significantly impacts consumers' broadband choices.

Null Hypothesis (H,): Brand perception does not significantly influence consumer preference for JioFiber

or Airtel Xstream in Navi Mumbai.

Alternative Hypothesis (H:): Brand perception significantly influences consumer preference for JioFiber

or Airtel Xstream in Navi Mumbai.

RESEARCH METHODOLOGY
This study uses both qualitative and quantitative methods to understand how brand perception affects
consumer preference for JioFiber and Airtel Xstream in Navi Mumbai. The methodology includes the

following main components:

1. Research Design: The study follows a descriptive and analytical approach, which means it explains and

examines how brand image, service quality, and pricing influence consumer choices.

2. Data Collection Methods:
Primary Data: We conducted the research through a structured questionnaire where we included 104
residents from Navi Mumbai. We focused the survey on brand reputation, customer satisfaction, service

quality, and pricing to understand their broadband preferences.

Secondary Data: The study also uses reports, industry articles, and customer reviews related to broadband

services in India. This helps get a better idea of market trends, brand reputation, and customer experiences.
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LIMITATIONS OF THE RESEARCH

This study on brand perception and its influence on consumer preference for JioFiber and Airtel Xstream

in Navi Mumbai has certain limitations, including the following:

1.

Sample Size Constraint: The study is based on 104 respondents, which may not fully represent the
entire Navi Mumbai population. A larger sample size could provide more accurate insights.
Geographical Limitation: The research is limited to Navi Mumbai only. The findings may not
reflect consumer preferences in other cities or regions.

Time-Bound Responses: The data represents consumer preferences at a specific time. Changes in
market trends, pricing, or service quality over time may affect the results.

Limited Secondary Data: The study relies on available reports and articles, which may not cover all
aspects of consumer behaviour or recent broadband market updates.

Potential Bias in Responses: Survey participants may provide subjective or biased answers based on
personal experiences, which could impact the accuracy of the findings.

Limited Technological Factors Consideration:

The study primarily focuses on brand perception and consumer preference, overlooking the impact of
technological factors like internet speed variations, infrastructure quality, and emerging technologies,

which may influence customer choices
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DATA ANALYSIS & INTERPRETATION

1. Location of Respondents

Location Responses
A (South Navi Mumbai - Kharkopar, Bamandongri, Seawoods, 37
Nerul)
B (Central Navi Mumbai - Juinagar, Sanpada, Vashi,
. 42
Koparkhairane)
C (North Navi Mumbai - Ghansoli, Rabale, Airoli) 25

Responses

H A (South Navi Mumbai - Kharkopar,
Bamandongri, Seawoods, Nerul)

M B (Central Navi Mumbai - Juinagar,
Sanpada, Vashi, Kopar Khairane)

C (North Navi Mumbai - Ghansoli,
Rabale, Airoli)

Interpretation: Most respondents (40%) are from Central Navi Mumbai, including areas like Vashi and
Sanpada, indicating the highest survey representation. South Navi Mumbai follows with 36% (Seawoods,

Nerul), showing strong participation. North Navi Mumbai (24%) has a slightly lower but notable presence.

2. Importance of brand reputation when choosing an internet service provider?

Importance of Brand Reputation Responses
A (Not Important) 7
B (Slightly Important) 16
C (Neutral) 21
D (Important) 29
E (Very Important) 31

168
© 2025, IREdT Volume: 08 Issue: 05 | May-2025



https://www.irjweb.com/

International Research Journal of Education and Technology

LILVZH\] Peer Reviewed Journal

IRJEAT ISSN 2581-7795

Responses

H A (Not Important)
M B (Slightly Important)
m C (Neutral)

D (Important)

M E (Very Important)

Interpretation: The survey reveals that brand reputation is a key factor in choosing an internet provider,

with 58% of respondents rating it as Very Important or Important. While 20% remain Neutral, indicating

other factors like speed and pricing also matter, only a small minority (22%) prioritize cost or technical

features over reputation. Overall, the data emphasizes that consumers prefer trusted and well-established

broadband providers.

3. Key Factor while choosing broadband services?

Influence Factor Responses
A (Brand Trust) 27
B (Price & Plans) 22
C (Speed & Reliability) 30
D (Customer Service) 19
E (Recommendation from Others) 6
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Responses

B A (Brand Trust)

M B (Price & Plans)

W C (Speed & Reliability)
D (Customer Service)

M E (Recommendation from Others)

170

© 2025, IREdT Volume: 08 Issue: 05 | May-2025



https://www.irjweb.com/

International Research Journal of Education and Technology

[L_lgﬂl\] Peer Reviewed Journal

IRJEAT ISSN 2581-7795

Interpretation:

The survey shows that Speed & Reliability (29%) is the top priority for broadband users, followed by Brand
Trust (26%) and Price & Plans (21%), highlighting the importance of performance, reputation, and affordability.
Customer Service (18%) also matters, while Recommendations (6%) have the least influence

4. Recommendation Based on Brand Perception

Recommendation Based on Brand Perception Responses
A (Yes, definitely) 42
B (Maybe) 38
C (No) 24
Responses

M A (Yes, definitely)
M B (Maybe)
C (No)

Interpretation: The survey shows that 40% of respondents would recommend their broadband provider,
indicating strong loyalty. 37% are uncertain, showing moderate satisfaction, while 23% would not

recommend, highlighting areas for improvement.

HYPOTHESIS TESTING & INTERPRETATION

To determine the impact of brand perception on consumer preference for JioFiber and Airtel Xstream in

Navi Mumbai, a One-Way ANOVA Test was performed.

Null Hypothesis (H,): Brand perception does not significantly influence consumer preference for JioFiber

or Airtel Xstream in Navi Mumbai.
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Alternative Hypothesis (H): Brand perception significantly influences consumer preference for JioFiber

or Airtel Xstream in Navi Mumbai.

SUMMARY

Groups Count Sum Average Variance
Respondents 104 5460 52.5 910

Location 104 612 5.884615385 | 0.58849888
Importance of Brand Reputations 104 1101 10.58653846 | 1.565253921
Influence Factor 104 1515 14.56730769 | 1.490571322
Recommendation Based on Brand Perception | 104 1958 18.82692308 | 0.610530246
ANOVA

\S/‘;‘;Ir;;;’{ ss df MS F p-value | Fcrit
Between Groups | 142883.3731 4 35720.84327 195.3549555 9E-102 ;'38924

Within Groups 94168.25 515 182.8509709

Total 237051.6231 519

ANOVA Results:
e F-value: 195.35
e P-value: 8.95E-102 (essentially 0, which is extremely small)
e Fcritical (F crit): 2.39

Interpretation:
Since the F-value (195.35) is much larger than the F critical value (2.39), and the P-value is significantly smaller
than 0.05, we reject the null hypothesis (Ho). This means that brand perception significantly influences

consumer preference for JioFiber or Airtel Xstream in Navi Mumbai.

Conclusion:

The results show that brand perception significantly impacts consumer preference for JioFiber or Airtel
Xstream in Navi Mumbai. People are more likely to choose providers they trust and view positively. Factors
like reputation, influence, and recommendations play a major role. This highlights the importance of a

strong brand image in attracting customers.

172
© 2025, IREAT Volume: 08 Issue: 05 | May-2025



https://www.irjweb.com/

International Research Journal of Education and Technology

ILSE\JI Peer Reviewed Journal

IRJEAT ISSN 2581-7795

The study findings reveal that brand perception significantly influences consumer preference for JioFiber and
Airtel Xstream in Navi Mumbai. The survey indicates that while factors like speed, reliability, pricing, and

customer service play an essential role, the provider's reputation and trustworthiness are the most influential.

Respondents demonstrated a higher inclination to choose providers with a strong brand image, highlighting
that familiarity and trust often outweigh purely technical considerations. The ANOVA test results confirm
this, showing a statistically significant relationship (p-value = 0), indicating that brand perception has a major
impact on broadband choices.

The survey further reveals that customer recommendations are closely linked to brand reputation, with 40% of
respondents willing to promote their provider. This highlights that satisfied customers are more likely to
recommend services when they trust the brand. However, 37% of respondents remain neutral, indicating that
while they may not have strong complaints, they are not loyal advocates either. This suggests that providers
need to enhance customer experience and build stronger brand trust to convert neutral users into promoters.
The results underscore that to succeed in Navi Mumbai’s competitive broadband market, companies must
prioritize building a positive brand image. This can be achieved by focusing on consistent service quality,
transparent pricing, and responsive customer support. Additionally, broadband providers should leverage
targeted marketing strategies, such as customer testimonials, influencer endorsements, and online reviews, to
strengthen their brand presence and attract new users. Investing in brand-building campaigns will help create
a lasting impression, driving consumer trust and loyalty.

In conclusion, the study highlights that while technical factors like speed and pricing are important, brand
perception holds the most weight in influencing broadband choices. For JioFiber and Airtel Xstream, focusing
on enhancing their reputation, improving service quality, and fostering positive customer relationships will be
key to gaining a competitive edge. By addressing customer concerns and promoting their brand strengths,

they can build long-term consumer trust and expand their market share in Navi Mumbai.

FINDINGS
The research discovered a few things about how customers are reacting to JioFiber and Airtel Xstream in
Navi Mumbai
1. Brand Image Influences Consumer Choice: Customers in Navi Mumbai tend to choose broadband
providers with a strong brand reputation, indicating that trust and reliability significantly impact their

decision-making process.

2. Speed and Reliability Are Top Priorities: When selecting a broadband service, speed and reliability
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matter the most to consumers. They prioritize stable and fast internet connections over other factors.
Brand Reputation Drives Recommendations: Many consumers are willing to recommend their
broadband provider based on positive brand perception, showing that a strong reputation encourages
word-of-mouth referrals.

Customer Loyalty Is Linked to Brand Trust: Consumers are more loyal to brands they trust, even
if they face occasional service issues. This shows that a trustworthy image helps retain customers.

ANOVA Test Outcome: The ANOVA test results confirm that brand perception significantly
impacts consumer preference for JioFiber and Airtel Xstream in Navi Mumbai. This highlights the
strong relationship between brand image and broadband selection.

Service Quality Complements Brand Strength: While brand perception influences preference,
consumers also value good service quality, fair pricing, and customer support, making these factors

equally important for long-term success.

RECOMMENDATIONS

Based on the findings of the study, the suggestions which may help JioFiber and Airtel Xstream to enhance

their broadband services in Navi Mumbai are:

1.

Enhance Service Reliability: Broadband providers should focus on delivering consistent speed and

reliability, as these are the most critical factors influencing consumer preference.

Strengthen Brand Reputation: Companies should invest in brand-building activities, such as
marketing campaigns, customer testimonials, and positive online reviews, to enhance their credibility
and trustworthiness.

Improve Customer Support: Offering efficient and responsive customer service can boost customer
satisfaction, helping providers retain existing users and attract new ones.

Introduce Competitive Pricing and Plans: To attract price-sensitive consumers, providers should
offer flexible and affordable plans with attractive bundles, ensuring they remain competitive in the
market.

Leverage Customer Loyalty Programs: Implementing loyalty programs or special offers for long-
term customers can encourage retention and foster stronger brand loyalty.

Utilize Customer Feedback for Improvement: Regularly collecting and analyzing customer
feedback can help providers identify areas for improvement and enhance their services to meet

consumer expectations.
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FUTURE SCOPE OF STUDY
This survey focuses on a customer's knowledge culture and EV adoption in Navi Mumbai, though future

research could extend the scope of work to several other aspects:

1.

Impact of Emerging Technologies: Future studies can analyse how 5G and advanced fibre-optic
technology influence consumer preferences for JioFiber and Airtel Xstream in Navi Mumbai.

Urban vs. Rural Consumer Preferences: The study can be expanded to compare broadband
preferences in urban and rural areas, identifying whether brand perception or service availability
plays a bigger role.

Influence of Customer Service on Loyalty: Future research can evaluate how customer service
quality and issue resolution impact brand loyalty and user satisfaction over time.

Effect of Promotional Strategies: Research can explore how discounts, bundled offers, and
promotional campaigns influence consumer decisions and loyalty towards broadband providers.
Long-Term Study on Brand Loyalty: A longitudinal study can track consumer preferences over the

years to measure how brand reputation and service quality affect long-term customer retention.
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