
Market Uffectiveness o f Value Added Services in Sri ] .anknn Mob i le Te lecommunicat ion Industry 

6. CONCLUSION, RECOMMENDATIONS & FUTURE 

RESEARCH 

The following discussion will base on the objectives of the research and key 

findings and limitations identified during the process. Also last section will 

suggest directions for future research to gain further information regarding the 

Sri Lankan mobile market. 

The main objectives of the research study was to, 

1. Do Value added services offered by the mobile operator have a higher 

influence of creating and retaining subscribers in Sri Lankan mobile 

industry? 

2. Relatedness of VAS usage influencing factors and VAS influence? 

3. Awareness of VAS and expectations of VAS 

As stated in section 5.2 hypothesis state that the significance of value added 

services on the market effective is high, therefore it can be concluded that in 

creating and retaining subscribers, value added services offered by the network 

play a significant role. This was clearly in contradicts to the preliminary finding 

from interviews and opinion surveyed, throughout the industry implying that, 

VAS has very little or no influence even at all in the lead market segments. 

Although the research doesn't represent the population itself, using the 

assumption that technology diffusion to mass market will not be possible 

without the lead market accepting it, mass market is reflecting the same opinion 

as the lead market or will be in the near future. 

From the general findings it was observed that the sample consisted mainly of 

males. Although a definite conclusion cannot be arrived from this fact, it can be 

speculated that, the sample was inefficient with poor representation of the 

female mobile subscribers or in Sri Lankan context the lead market contains 

more males than females in Sri Lanka. In case if the sample was such that it 

represents fewer females, the market potential that can be gained from females 

has not been fully explored in the research. With the Sri Lankan male to female 

population ratio being close to 49:51, clearly the larger portion of the 

population is female and it is a high potential market where VAS can be 
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promoted. The likelihood of promoting technology that will be easier to use 

among the female subscribers will needs to be further inspected. 

The comparative analysis of the influence coverage, price and VAS have on 

selection of the network, has shown that VAS has a higher influence than price 

among the lead market. Even though the perception about price of handset and 

VAS listed is considered "High/Expensive1'' by the participants (even to the 

extent of comments stating that they are willing to use the services, but the 

prices are high), VAS influence on network selection was considered high 

compared to price. This signifies that the influence of price is slowly 

diminishing as stated in the literature survey regarding European countries. 

But compared to coverage, this figure is low. Since coverage is not uniformly 

distributed throughout Sri Lanka, the expectations and the influences it has is 

high. Comparison of influence between price and VAS was a significant 

finding, which indirectly shows the maturity of the lead market. The lead 

market consisting of early adopters and trendsetters are evaluating and 

experimenting on value added services, even if it mean they have to pay a 

higher price. 

Therefore the investment network operators are currently devoting to value 

added services is justified. Sri Lankan mobile market is now achieving its 

maturity and growing further. Even within the lead market sample 37% of the 

subscribers are added to the network as new users, an additional connection or 

migrated from another network. With the maturation of the market, VAS can 

be used as a tool to influence migrations between network operators. 

Considering the VAS usage factors, it was observed that social factors play a 

significant role for the participants who were influenced by VAS. The 

economical factors are such that, participants who are more influenced by the 

VAS, were expecting cheaper solutions. Obviously consumers in general will 

want cheaper value added solutions, but the demand from the mobile 

subscribers should be noted. 

As stated social influence on the usage of VAS is high, especially the primary 

analysis of the data collected has shown that "keeping up with technology" is 

considered highly as much as the influence "Friends" will have on the usage of 

VAS. This may be attributed to the fact that majority of the participants are 
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connected to the DialogGSM network, which promotes "Future technology". 

Therefore the importance of the influence "Keeping up with technology" will 

have upon the subscribers in this case is clearly visible. Consequently, it is 

necessary that the trend should be maintained in order to create influence on 

VAS usage and thereby to increase market effectiveness among the Sri Lanka 

consumer market. Of all the social factors, "Usefulness and Convenience" is 

highly correlated to VAS influence and the mean value is higher than other 

social factors. Hence, to increase the usage of VAS, the social influence can be 

exploited. For example, services such as SMS Chat involve virtual social 

interactions, which will raise SMS Chat usage. 

Another key finding is that the awareness of services among the participants is 

low for MMS, GRPS and SMS based services. According to the correlation 

analysis even if the subscribers were influenced by value added services, the 

awareness doesn't relate. It was expected that lead market participants should 

be more conversant with technology than the mass market. Even though the 

above case was expected, the awareness level for each of the services is low 

(less than 75%). This may be due to poor communication and advertising, or 

the fact that the network itself does not promote these services. In either case, 

unavailability of information about services such as these will be a concern for 

the network in the near future. In relation to the finding "Significance between 

price and VAS is diminishing", the low level of awareness about VAS will 

hinder the growth of that particular VAS. Thus, information about VAS needs 

to be laid out clearly in an understandable way to the subscribers in general to 

derive the future potential as well as the present usage of VAS, thereby creating 

a positive correlation between VAS influence and awareness as well as VAS 

usage. 

The expectations of the sample are mostly towards information services. The 

reason for this maybe that, 

• The existing services doesn't provide adequate information 

• The awareness about information services is low 

• More information services are needed than the existing info 

services 
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In concluding the mobile subscriber market in Sri Lanka is reaching it maturity, 

and value added services will play an important and significant role in the 

future. 

6.1. FUTURE RESEARCH 

The same research can be used in the future to determine the level of 

significance VAS has on the subscribers/lead market. The above approach can 

be used in evaluating the market effectiveness in the future (6 months) and 

compare the results to this reports to resolve if there is a significant change in 

the state of affairs. Even introduction of recommended options can be evaluated 

to have any effect on the market effectiveness. For example, after a marketing 

campaign to increase awareness of value added services, the theory and the 

questionnaire can be applied again to evaluate the new state of the sample and 

the market population. This research study was a preliminary attempt in order 

to understand value added services and marketing effectiveness in Sri Lanka. 

The researcher attempted to cover a wide area encompassing the mobile 

industry. 

This research is restricted due to natural constraints associated with this kind of 

student research project and other constraints such as confidentiality of business 

information etc. Further comprehensive analysis could be performed in all 

identified areas in order to derive a more comprehensive and complete model 

for value added services and mobile industry. Also the model presented by the 

researcher is a general model and the model could be varied depending on the 

target market. Hence more focused research could be performed in the 

identified target markets in order to derive a more complete and focused 

theoretical model. For example teenage and female markets were not 

considered in the research, which have to be investigated to in order to assess 

the whole of Sri Lankan mobile market. 
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8. ANNEXTURE 

8.1. ANNEXTURE I: SURVEY QUESTIONNAIRE 

SURVEY ON MARKET EFFECTIVENESS OF 
MOBILE VALUE ADDED SERVICES 

Introduction 

This research questionnaire is a part of the postgraduate research project carried out by the 

University of Moratuwa. The research is focused on the effectiveness of value added services 

(VAS) offered by the Sri Lankan mobile industry and the expectations of VAS by the 

consumer. 

Research project : MBA in IT, University of Moratuwa 

Researcher : W.K.C. Wickramaratne 

Confidentiality 

We assure you that the information you provide will be treated in strictest confidence. There 

is nothing on the form that will allow us to identify you and there is no requirement to identify 

your self by name or address. Any quotations made will not be attributed in any way that is 

identifiable. 

Instructions 

• Questions in this survey are answered either by putting ticks on check boxes or 

circling the answer. 

• SMS Based services refer to applications based on SMS. (Cricket via SMS, Stock 

information via SMS, exam results via SMS..etc) 

1. General Info 

1. Are you • female or • male? 

2. Which age group do you belong to? (Select only one) 

• 1 6 - 1 8 

• 3 6 - 44 

• 1 9 - 2 5 

• 4 5 - 55 

• 2 6 - 35 

• 5 6 - 65 
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• 6 6 - 75 _ ]76 and over 

3. What is your education level? 

• O / L 

• A / L 

• D e g r e e 

• M a s t e r s 

• N / A 

>». 

4. What is your occupation? | 

5. What industry are you related to? (Click only one) 

•Agr icu l tu re 

• A r t s , Entertainment & media 

• i n fo rmat ion Technology 

• C i v i l and construction 

• E d u c a t i o n and training 

•F i nanc ia l 

• L e g a l 

•Telecommunicat ion 

nother | 

6. What your network operator? (Click only one) 

• D i a l o g G S M 

• M o b i t e l 

• C e l l t e l 

• H u t c h i s o n 

2. Influence of value added services 

7. Have you obtained a new connection within the last 6 months? Q Y e s Q N o 

8. If yes to question 7, 

• T o t a l l y new to mobile industry 

• N e w connection only 

• M i g r a t e d from another network 

• N o change 

How much influence the following attribute had on your selection of network operator? 
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Very high High Moderate Low Very low 

9. Coverage • • • • • 
10.Value added 

services 
• • • • • 

11.Price • • • • • 

12. If value added services was important your selection of the network operator, 

what service will play an important role in that selection? 

• S M S 

• S M S Based services 

• M M S 

• W A P & GPRS 

• O t h e r j 

3. VAS Usage and Quality 

3.1 Usages 

How often you use the following value added services? 

Daily Weekly 
Once a 

week 
Occasionally Never 

13.SMS • • • • • 
14.SMS Based 

services 

(Eg SMS by 

Cricket) 

• • • • • 

15.MMS • • • • • 
16. WAP-GPRS • • • • • 

3.2 Quality 

Please describe the quality of service experience by you 
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Very high 

& reliable 
High Moderate Low Very low 

17.SMS • • • • • 
18.SMS Based 

services 

(Eg SMS by Cricket) 

• • • • • 

19.MMS • • • • • 
20.WAP-GPRS • • • • • 

4. VAS influencing factors 

4.1 Technological 

21.Technology used by value added services are, 

• T o o advance & complicated 

• A d v a n c e , but can manage it 

• M o d e r a t e 

• E a s i l y & simple 

4.2 Economical 

22.What do you think of the price of VAS compatible mobile phone? 

• T o o expensive 

• E x p e n s i v e 

• M o d e r a t e 

• C h e a p 

• V e r y cheap 

What do you think about the charge of value added services by the network operator? 

Very 

expensive 
Expensive Moderate Cheap 

Not 

used 

23.SMS • • • • • 
24.SMS Based 

services 

(Eg SMS by Cricket) 

• • • • • 

25.MMS • • • • • 
26.WAP-GPRS • • • • • 

4.3 Social 

I am/will be using VAS because, 
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Very High High Moderate Low 
No 

influence 

27.Most of my friends 

use VAS 
• • • • • 

28.Work related • • • • • 
29.Keep up with 

technology 
• • • • • 

30.Useful and 

convenient 
• • • • • 

4.4 Awareness 
How much you know about the following products offered by the mobile industry? 

Know it 

and used it 
Using it 

Heard 

about it 

None what 

so ever 

31 . SMS • • • • 
32. SMS Based 

services 

(Eg SMS by Cricket) 

• • • • 

33. MMS • • • • 
34. WAP-GPRS • • • • 
35. 3G • • • • 

36.What value added services are you interested in? 

• i n fo rmat ion services 

• G a m e s and Entertainment 

• S p o r t s 

• F i n a n c e 

37.What are the barriers you have face in using VAS? (Please fill according to the level: 10 -

high barrier, 0 - No barrier) 

Language 

Knowledge about VAS 

Price of Handset 

Cost of Service 

Other | 

38.Your phone is, 

• S M S enabled 
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• W A P enabled 

• G P R S enabled 

• M M S enabled 

Comments: [Enter your comment here 

Thank you for your time 
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