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Abstract

Customer Value is a very significant concept in marketing but many scholars deal with this

concept in different ways. Every mobile service providing organization tries to achieve its

objective through the building of Customer Value.  Secondary literature reviews and primary

data collection methods were used to conduct the study. One hundred and seven customers

were selected for this study under convenience sampling. The study reveals that out of six

factors, cost reduction and quality improvement are the important factors responsible for

Customer Value Creation in mobile service providing industry. This study also suggests

some policy initiatives for formulating effective strategy for building Customer Value.
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1.0 Introduction

In Sri Lanka, many mobile service

providing companies (Dialogue, Mobitel, Hutch,

and Airtel) are available. They provide excellent

services for their customers and also develop

different packages to attract new customers and

retain the existing customers.  Mobile

Communication Services can be understood as

services that enable information and

communication transfer between persons.

Customer is one of the most important

stakeholders in any business organization.  The

company generally provides value to customers

through product and services. Meanwhile,

customers in turn offer value to the company

through revenue. According to Zenithal,

Parasuraman, and Berry,   Customer Value

means the overall assessment by the customer

of the utility of a product, based on a perception

of what is received and what is given.

Researchers had different terms for the

value construct but all of them meant the same

concept, such as consumption value,  customer

value,  perceived value  service value,  and value

for money. Therefore, value is typically evaluated

from the consumer’s perception. Customer

perceived value, and hence service value,

constructs are based on consumer’s subjective

feeling. Understanding what buyers value within

a given offering, creating value for them and

then managing it over time, have long been

recognized as essential elements of every
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organization’s core business strategy.  This study

proposes to analyze the determinants of customer

value in mobile service providers in Sri Lanka.

This study is very significant because this study

clearly disclosed what kinds of factors could

assist in building the customer value for Sri Lanka

mobile service providers.

2.0 Research Problem

The concept of Customer Value has

drawn increasing attention from both industry

executives and marketing academics as an

indicator of long-term business performance.

Indeed, superior value of products/services

delivered to customers leads to customer loyalty,

which is the real driver of financial performance.

Many authors have acknowledged the

difficulties of defining the Customer Value.

These difficulties stem from the subjectivity and

ambiguity of value, compounded by the fact that

Customer Value is a dynamic and evolving

concept.  Current Sri Lankan business

environment is stable compared to the war

period. Due to many mobile service companies

in the market, they face high competition. Hence

they launch different packages, facilities (High

Speed Downlink Packet Access (HSDPA) and

3.5G services). The present study was initiated

to recognize what factors build the Customer

Value for mobile service providers.

3.0 Objective of the Study

The principal objective of this study is;

 To identify the key factors influencing the

Customer Value Creation for mobile service

providing companies in Sri Lanka.

Sub-objective

 To assess the levels of Customer Value

prevailing in the industry.

4.0 Review of Literature

Customer Value is a very significant

concept in marketing but many scholars deal with

this concept in different ways. Zeithaml,

Parasuraman, & Berry (1996) have defined

Customer Value as customer overall assessment

of the utility of a product based on a perception

of what is received and what is given. Srivastava,

Shervani, and Fahey (1999) defined Customer

Value Creation (CVC) as the development of

new customer solutions, enhanced acquisition of

inputs that leads to desired customer outputs and

development of linkages and relationships to

entities in the external market place. Zeithaml

(1988) states that Customer Value can be

conceptualized as a trade off between benefits

and sacrifices.  Customers Perceived Value

(CPV) is the difference between the prospective

customer’s evaluation of the benefits and all the

costs of an offering and the perceived

alternatives. Total Customer Value is the

perceived monetary value of the bundle, both

economic and functional. Customers expect

psychological benefits from a given market

offering. Pleasure and pain are core concepts in

the consideration of value. In a business context,

“pleasure” can be described as a benefit to a

customer and “pain” as a cost or risk incurred.

The totality of the terms “benefits” and

“sacrifices”, are multi-faceted.  Each customer

has his own measurement scale to rank  the

benefits (good quality, service quality, core

product feature, added service feature and

customization) and sacrifices (price, search

costs, opportunity costs, distribution costs,

learning costs, maintenance costs, relationship

cost, psychological costs, time and effort). Mikko
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Pynnonen and Juke Hallikas (2007) identified

six major factors: availability of services, features,

their usability, security, cost and availability of

services. These factors determine the Customer

Value.  Ulaga, Mikko Pynnonen and Juke

Hallikas proposed the following twelve factors

which determine the Customer Value. They are;

Product Quality, Service Support, Delivery,

Supplier Know-How, Time-to-Market, Personal

Interaction,, Direct Product Costs, Process Costs,

Potential Yield and Development Potential, Cross

Buying Potential, and Loyalty Potential.

Research has identified that value creation can

be determined  in a relationship through product

innovations, resulting from research and

development technology improvements in the

production, distribution processes,  market-based

assets (relational and intellectual), business

processes (product development, supply chain,

and customer relationship management)

(Srivastava, Shervani, and Fahey 1999);

collaborative communication between exchange

partners marketing, research and development,

and operations capability and  a high level of

cooperation.

5.0 Conceptualization

Conceptualization looks at the

relationship between variables and also reveals

the determinant variables (Figure -1).

6.0 Research Methodology

Sampling Design

The study was limited to customers of

Dialog and Mobitel. Random sampling method

was adopted to select two mobile service

providing companies (Dialog and Mobitel).

Convenience Sampling Method was employed

to collect the data from customers of these two

companies. Researchers distributed hundred and

seventy (170) questionnaires among the

customers and out of which only one hundred

and forty seven (147) responded.

Data Collection

Primary and Secondary Data were used

for the study. Primary Data were collected

through the questionnaire and interviews and

Secondary Data were collected from books,

journals and magazine.

Measures

The questionnaire was administrated to

customers of the Dialogue and Mobital

companies. Questionnaire was prepared on the

five point Likert- scaling system. Qualitative data

were converted into quantitative data and then

analysis was made with appropriate statistical

tools in order to prove the objective and to test

the hypotheses. Questionnaire consists of 30

statements to measure the Customer Value in

mobile service industry. Customer Value can be

measured through quality improvement, time to

market, security, cost reduction, availability of

service, and feature and their usability.

7.0 Hypotheses

H
0
: There are no significant differences between

customer value creation factors in the mobile

service provide industry.

H
1: 

 There are significant differences between

customer value creation factors in the mobile

service provide industry.
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8.0 Outcome and Argument

Reliability and Validity

Testing of the reliability of the scale is

very essential before applying statistical tools.

The internal reliability of the items was verified

by computing the Cronbach’s Alpha. A

minimum alpha of 0.6 sufficed for early stage of

research. Its value was estimated to be 0.757.

As the Cronbach’s Alpha in this study was higher

than 0.6, the constructs were therefore deemed

to have adequate reliability.

 KMO and Bartlett’s Test

Kasier – Meyer – Olkin (KMO) Test

(Table-1) helped to measure sample adequacy.

Kaiser (1974) recommends accepting values

greater than 0.5. As per KMO measure, a

measure of > 0.9 is marvelous,>0.8 is

meritorious, >0.7 is middling, > 0.6 is mediocre,>

0.5 is miserable and < 0.5 is unacceptable.

In the present study, value of sampling

adequacy was 0.701, indicating middling.

Bartlett’s Test of sphericity  is a statistical test

applied in the study for verifying its

appropriateness. In this study, the data within

this study returned a significance value of 0.00,

indicating that the data were acceptable for

factor analysis.

After examining the reliability and

validity of the scale and testing the

appropriateness of data, we carried our factor

analysis to measure the Customer Value. For

this, we employed Principal Component Analysis

(PCA) (Table- 2), followed by the Varimax

Rotation. It is worth mentioning here that factor

loading greater than 0.30 is considered

significant, 0.40 is considered more important

and 0.50 or greater is considered very significant.

For the sake of parsimony, only those factors,

with loadings above 0.5, were considered

significant.

Group –I Cost Reduction : This dimension

was represented by four characteristics such as

cost reduction, availability of service, security,

and features and their usability with loadings

ranging from .812 to .696.

Group –II Quality Improvement: This

dimension was represented by two dimensions

such as quality improvement and time to market,

with loadings ranging from .929 to .668.

9.0 Conclusion

The study reveals that out of six factors,

the cost reduction and quality improvement are

the important factors to determine Customer

Value Creation in mobile service providing

industry. In these mobile service providing

companies, only one company (Mobital) is Sri

Lankan Company. Other two companies are

foreign companies. The following policy

suggestions may be useful for overall

improvement of customer value of the mobile

service providers in Sri Lanka. Mobile service

providing companies should provide proper

services and accessibility of services. Mobile

service provider should not fail to carry out the

promises.

10.0 Limitations of the Study

The present study has a number of

limitations. Firstly, the study was based on data

collected only from 147 customers in Jaffna

District alone.  The study was confined to
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customers of the three mobile service providing

companies only. Finally,  the questionnaire was

mainly constructed under the Likert Scale and

there could be  the chance of central tendency

bias, acquiescence bias and social desirability

bias.

References

Aaker, D. A., (1991) Managing Brand Equity:

Capitalizing on the Value of a Brand

Aisle Dovaliene. and Regina Virvilaite (2008),

“Customer value and its contribution to the

longevity of relationship with service provider ,

the case of theatre industry” engineering

economics no, 66-77.

Anton’s. (1996), “Customer relationship management

making hard decisions with scoff numbers”

Prentice- Hall, New Jersey.

Arum Sharma. Jadish n. sheath. (1997). Relationship

Marketing Management. 26-87-89.

Ather, S.M., & Nimalathasan, B. (2009). Factor

Analysis: Nature, Mechanism & Uses in Social

and Management Researches. Journal of ICMAB

of Bangladesh, XXXVII (2),12-16.

Atoll parvatiyar & jadish N. Sheath (2001),

“Customer relationship management, Emerging

practice process and discipline’’, Journal of

Economic and Social research 3(20.1-34).

Atoll Parvatiyer.and tag fish N.sheth (1999), “The

domain and conceptual foundations of

relationship marketing’’ hand book of relationship

marketing,  Sage publishing company,  at anta.

Bawa, Kapil and Robert Shoemaker (2004), \The

E®ects of Free Sample Promotions on Incre-

mental Brand Sales,” Marketing Science, 23 (3),

345-363.

Bernard batiz-lazo (2001), “Customer value creation

and corporate strategy in financial services’’17th

annual imp conference, Oslo, Norway.

Berry L., (1995) Relationship Marketing – Growing

Interest and Emerging Perspective. Journal of the

Academy of Marketing Science, 23(4): 236-245.

Berry, L., (1983) Relationship Marketing, Chicago:
American Marketing Association.

Central Bank of Sri Lanka,(1998),Economic Progress
in Independent Sri Lanka, Colombo: Central Bank
of Sri Lanka.

Coyles S. and Gokey T. , (2005) Customer Retention
Is Not Enough, Journal Consumer Marketing,
22(2): 101-105.

Dassanayake S., (2003) Transfer of a Customer
Services Culture to Sri Lanka by a Japanese
Company, Eds. Lakshman W. D., The Distant
Neighbours (Fifty Years of Japan – Sri Lanka
Relations), Faculty of Graduate Studies,
University of Colombo.

Derson, Eugene W. and Mary W. Sullivan (1993),
\The Antecedents and Consequences of
Customer Satisfaction for Firms,” Marketing
Science, 12 (2), 125-143.

Dick A., Basu K.,(1994),Customer Loyalty :Toward
an Integrated Conceptual Frame Work, Journal
of Academy of Marketing Services ,22(2),99-113

Dulekha kadturiratne and Nigel pole (2006) “creating
value for competitive advantage in supply chain
relationships, the case of the Sri Lankan tea
industry’’.

Edwards M, and Croker M., (2001) Major Trends
and Issues. OECD Proceedings of Workshop on
Innovation and Productivity in Services (pp. 7-
15). Organization for Economic Co-operation and
Development.

Ennew, C. T. and Bink, M. R. (1999) ‘Impact of
participative service relationships on quality,
satisfaction and retention: an exploratory study’,
Journal of business research, 46(2),121-132.

Eriksson, K. and Vaghult, A. L. (2000) ‘Customer
retention, purchasing behaviour and relationship
substance in professional services’, Industrial
marketing management, 363 – 372.

F.M Bass and W.W. Talarzyk “Affixture model for
the study of brand Preference.’’ journal of
marketing Research. 93-96-1972.

15



SMART Journal of  Business Management Studies Vol. 8 No.2    July - December  2012

Geyskens, I., Steenkamp, J.-B. E. M., Scheer, L. K.
and Kumar, N. (1996): The Effects of Trust and
Interdependence on Relationship Commitment:
A Trans-Atlantic Study. International Journal of
Research in Marketing, 13 (4), 303-317.

Gordon I. , (1999) Relationship Marketing : New
Strategies , Techniques and Technologies to Win
the Customers You Want and Keep Them
Forever, New York, NY : John Wiley and Sons
Publishers

Hoffman, D. L., Novak, T. P., & Chatterjee, P. (1995).
Commercial scenarios for the web: opportunities
and challenges. Project 2000: research
programme on marketing in computer mediated
environments

Kotler P. and Armstrong G., (2005), Principles of
Marketing New Delhi, India : Prentice Hall
Publishers.

Lovelock C. H., and Wright L., (2002), Principles of
Service Marketing and Management, Second
Edition, Englewood Cliffs, N.J.: Prentice-Hall

Lovelock. And Christopher (1991), “service
marketing’’ network, Prentice hall international
editions.

Lowie – kiang, Duane shoos- young due and Wang
xiao-feng, determina tin of customer value
measurement motel ram index weights. African
journal of business management, voles(14).5567-
5572.

Mikkopynnonen, and juke halides (2004) “building
a customer value model in mobile communication
business” technology business research center
Lappeenranta University of technology.

Nankervis A., and Pearson C., (2002), Work and
Organization in the New Economy. Research and
Practices in Human Resource Management, 10(1),
v-vii.

Parasuraman V.A  Zeithaml&L.L.berry “A conceptual
model of service quality and its implication  for
future research.” Journel of marketing, vol.49, no
fall,1985.pp.41-50

Srivastava, R. K., Shervani, T. A., & Fahey, L. (1999).
Marketing, business processes, and shareholder
value: An organizationally embedded view of
marketingactivities and the discipline of
marketing. Journal of Marketing, 63(Special
Issue), 168-179.

W.Ulaga , and s.chacaur (2001),measuring customer-
perceived value in business marks industrial
marketing management, vol.30 , 525-540.

Walsh, J. & Godfrey, S. (2000). The Internet: a new
era in customer service. European Management
Journal, 18 (1), 85-92.

Watson, R. T., Zinkhan, G. M. and Pitt, L. F. (2000).
Integrated Internet Marketing. Communications
of the ACM, 43 (6), 97-102.

Weiber, R., & Kollmann, T. (1998). Competitive
advantages in virtual markets – perspectives of
“information-based marketing” in cyberspace.
European Journal of Marketing, 32 (7/8), 603-
615.

Zeithaml, V. A., Berry, L. L., Parasuraman, A. (1996)
‘The behavioural consequences of service
quality,’ Journal of marketing, 60 (April), pp. 31 -
46.

Zeithaml, V.A., Rust, R. T. and Lemon, K.N. (2001)
‘the customer pyramid: creating and saving
profitable customers’, California management
review, pp. 118-142.

Zenithal. Valerie. (1988), “Consumer Perceptions of
price. Quality and value. a means- end model and
synthesis of evidence, Journal of marketing. Vole,
52.2-22.

Zineldin, M. (2006) ‘The royalty of loyalty: CRM,
quality and retention’, Journal of consumer
marketing, 430-437.

16



SMART Journal of  Business Management Studies Vol. 8 No.2    July - December  2012

Figure -1
 Conceptualization Model

Customer Value 

Availability of 
Services 

Features and their 
usability  

Cost reduction  Security  

 Quality improvement  
  Time to market  

Table - 1

KMO and Bartlett’s Test
 
Kaiser –Meyer – Olkin Measure of sampling adequacy 

 

.701  

Bartlett’s test of sphericity    Appox Chi Square 

 

258.333 

Df 

 

.15 

Significance 

 

.000 

 
Table - 2

Principal Component Analysis –   Varimax Rotation of Customer Value

Dimension of Customer Value Name of the Characteristics  
Group –I Group –II 

Cost reduction .812  
Availability of Services .788  
Security .749  
Features and their usability  .696  
Quality improvement   .929 
Time to market  .668 
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