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/" Introduction

abstract— The 4G Revolution has begun with many of  the advantages in

wireless technology. The IEEE802.16 standard worldwide interoperability for

microwave access is a

technique which is used basically for the wireless and broadband for allowing

high spe
everything a
other kind of tas

ed internet access for long distances. This new technique has made
n mobile activity whether it is used as in business purpose or any
k. The higher capacity and reliability of WiMAX make it useful
in an efficient way. Security is the major challenge in wireless technology as
because in wireless system it’s very easy to tune with the radio signals. Security
concerns in WiMAX with fixe

for internet access a fixed locatio

d and mobile stations. In fixed location WiMAX

n radio technology is used rather than cable

modem or DSL services. In mobile WiMAX a fixed location wireless access is

provided to cable modem and DSL services. The comparative study between the
fixed and mobile WiMAX in this
understand about this. The various

mentioned here to demonstrate the differe

research make some important issued to

generations of mobile technology are
nces and the advantages of this new

revolution. The very advance techniques of LTE and WiMAX are differentiated
on various characteristics. And the security issues are there to resolve many of
munication.

the problems that can harm 0 the wireless com

teroperability for microwave access 15 a

less and broadband for allowing

nteroperability for

The [EEE802.16 standard worldwide in
for the wire
tances. worldwide I
e Fixed Broadband

Iechnicllle which is used pasically

h’gh speed internet access for long dis

Microwave Access (WiMAX) will play a _
is more cost-effectl

Wireless Access (FBWA) market since it
2 S

n important role inth
ve and faster to set

g LA



e
up. WiIMAX is a fixed Broadband Wireless Access system (BWA) based on the

IEEE 802.16 standard. WiMAX is used for fixed and mobile accesses. Now a
days for fixed stations it can access up to the speed of 40 Mbit/s and expected in
future for 1Gbit/s. for the fixed stations WiMAX provide broadband wireless
access up to 30miles or 5Okilometers, and for the mobile stations it provides 3-
10miles or 5 to 15 kilometers. The mobility feature of WiMAX technology offers
to connect to devices such as laptops, PDAs for moving and still have the ability
to connect with the network. Interfacing is an feature of WiMAX technology
which makes possible to connect onl base station to multiple stations in few

hours. Accessing the services of WiMAX technology is provided in an easy way.
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CONCLUSION

This paper provided an an informatuion about 4G evolution and technologies.

communication will certainly add perceived benefit to an ordinary person’s

4G
y that will

life over 3G.4G communication will be an intelligent technolog

ntire world seamlessly. Projected 4G mobile communication
fferent technologies to a single global standard.
ght but the final success of 4G

rvices and contents made

interconnect the €
system will reduce number of di

Technologies are evolving every day and ni
munication will depend upon the new se
se new applications must meet user ex
offers. Since 4G is a collection of
e will constitute various standard

ology, which is categorized to the

mobile com
pectations, and

available to users. The
give added value over existing wireless
standards, the final form of a 4G devic s. This

can be efficiently realized using SDR techn

area of the radio convergence
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EXECUTIVE SUMMARY

This Summer Training project report is based on telecom sector as the telecom sector is growing at
a very good pace.

This project titled on **Customer Satisfaction Towards Reliance JIO" is being conducted to identify
factors and provide revolutionary 4G LTE coverage and high speed Wi-Fi services of Reliance JIO at
all parts of Muradnagar city.

RJIL (Reliance Jio Infocomm Litd.) has successfully demonstrated legal interception and monitoring
rules compliance of its 4G network for high speed wireless internet, phone calls, video and
messaging scrvice across country.

To identify all the below buildings in work scope area and establish contacts with the building
owner/association and explain them the benefits of highspeed intemet and 4G connectivity.

All G+5 (ground floor +five floors) and above buildings

Shopping malls

Hospitals

Hotels

A N N

Colleges
To capture all the details of the building. The variables are involved in this project

1. Area

Address

Building Name

Number of Floors

Type (commercial, residential, both, Hotel, Hospital)

Latitude & Longitude {By using Smart phone app}

S R

. Number of Home passes




INTRODUCTION

After the globalization of India economy in 1991 the telecommunication sector remained one

of the most happening sectors in India. The recent years witnesses rapid and dramatic changes in

the field of telecommunications. In the last few years more and more companies both foreign, domestic,

come into cellular service, service market and offers large number of services to the people.

sumer may be referred to anyone engaged in evaluating, acquiring, usingor disposing of services

marketing programmer ignoring
objectives. A manufacturer must

A con

which he expects will satisfy his wants. Ifany producer makes out the
the consumer preferences, he cannot possibly achieve his ultimate
production and distribution to suit the consumer’

must know more and more about the consumers,

s convenience rather than his own. Therefore a

plan his
so that the products can be produced in such

marketer
a fashion to give satisfaction to them.

In the year of 1989, the number of cell phone users in India was zero. In the year of 1999

the number of cell phone users has gone up by 13 lakh. In the year of 2000 the number of cell phone
one million. Indian telecom sector added a staggering 227.27 million wireless

users has risen by
rch 2011, while the overall teledensity has

mobile users in the 12 months between March 2010 and Ma
increased to 81.8
& landline) have reached 1009.46 millionas of May,

& landline) is 1058.01 million (May 2016).

29 as of 30 November 2015, and the total numbers of telephone phone users (mobile
2015.Now currently telephone subscriber (mobile

d for mobile services.It will differentiate
ng investment in technology. distribution

ce and competitive value.

The company is reconfiguring to meet the growing deman

our mobile services from our competitors through oNgoi

and customer services, providing both a great customer experien




The company is updating our retail footprint to a new Reliance JIO concept delivering a differentiated
customer experience. A core part of our promise to customers is to ensure that their technical
experts in store transfer all their personal data to their new LYF phone allowing them to walk out
of the store with their phone fully functional. Extensive trials of our new concept store across all

markets have shown significant increases in both sales and customer satisfaction. The new concept will be

rolled out globally over the next upcoming years.




CONCLUSION

uccessful brand in India & providing customer satisfaction ist0

move as

daily lives like wide network coverage and good 4G
eet out customer needs and wants.That's why 4G has

Reliance JIO has become a Very S

be there main motive.It provides unlimited free calling and data services & SMS on the

people are more dependent on it in their
services.Because 3G services was unableto m

been evolved for Indian customers.

network coverage, attractive 4G schemes & customer

Reliance J1O possesses congestion free & wide

services as well as lifetime roaming free services.

al step of the company as they are to be satisfied and

stomer satisfaction is the most cruci
good 4G services as they

as Wide network coverage and

required by almost everybody in toda
a and will be successful

Providing cu
met access on the move such

and technology advanced stuff

sa home brand company and a very emerging brand in Indi
pOSSesses congestion free & wide network, attractive 4G

provides Inte
y’s environment,

are important

Reliance JIO i

arket in upwming years. It

in overseas m
ne of the widest areas.

schemes & customer services to cover 0

ferred to remain with Reliance

sitcan be concluded that 80% of Reliance JIO users pre
r of customers who are willing t0 switch from their respective

apturing the wide area of Indian

From the detail
JIO and fully stisfied. Also good numbe

subscribers showed interest in Reliance

markets increasingly day by day.Hence,
hat in near future, the company Wil be booming in th

JIO.Reliance JIO is ¢
these statistics imply a bright future for the company.lt can

e alild e telecom industry.
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Study of Consumer Behaviour Towards Reliance Jio

Executive Summary

Reliance Jiolnfocomm Limited (Commonly called RJIL) is an Indian Internet access (commonly called
Broadband”) and telecommunications company headquartered in Mumbai India”s largest private sector
company, is the first telecom operator to hold pan India Unified License. Reliance Jio is setting up a pan India
telecom infrastructure to provide fourth generation LTE TDD high speed wireless internet and mobile
communication services which was then launched in June 2015. Reliance Jio was founded in 2010 by
MukeshAmbani. Reliance Jio offers mobile telephony and wireless broadband. Parent company of Reliance
Jio is Reliance Industries and its subsidiary is LYF. Reliance Jio shares spectrum with Reliance
Communications. The sharing deal is for 800 MHz band across seven circles other than 10 circles for which
Jio already owns. In September 2016, Jio signed a pact with BSNL for intra-circle roaming which would enable
users of the operators to use each other"s 4G and 2G spectrum in national roaming mode. Reliance Jiowith its
distinctive features which it offers to the public has created sort of monopoly in the Telecommunication sector
in the Indian market. Hence this project is all about studying Reliance Jio and the consumer behaviour towards
its products and services offered to them.

The main objective of this project is to study the awareness of Reliance Jio amongst the customers compared
10 other telecom service providers. The satisfaction of customers is very important and with various products
and services offered by the company its customers seem to be meaningless if it"s not beneficiary to the
customer from their end, so the second objective of this research is to study the customer satisfaction level of
customers towards Reliance Jio and its services. To achieve success in long run a company needs a thorough
study of its SWOT analysis (Strength, Weakness, Opportunities, and Threats). So the third objective of this
research is to find the market potential and market penetration of Reliance Jio products and services.

To study the objectives discussed two types of sources were used to collect the data: - Primary and Secondary
data. Primary data is also called as ,,First-hand data” or ,,Raw data”. The primary data primarily means the
unfiltered raw data collected by the researcher in the research process. In this project for the primary data a
sample of 40 people were surveyed. This research was Exploratory Research Design. The research conducted
10 get more insight into the problem and understand its nature or to create new ideas or various possible
solutions is called ,.EXPLORATORY RESEARCH". The method of sampling was

~SIMPLE RANDOM SAMPLING". This is primary probability sampling design which gives each element
each chance of being included in the desired size. equally likely, selects a simple random sample. The
stcondary data was collected from internet.

The findings of the research indicate that majority population today relies of Reliance Jio for communicating
With each other, Even though they use other telecom companies such as Airtel, Vodafone, or Idea but still they
Use a Jiosimeard. Also. we get to know that in the sample unit, Jio holds maximum customers comparedto
Other telecom companies. Since Jio is new to the telecom market compared to the other companies™, it faces
Some frequent complaints such a poor network at times and poor reach in the remote corners of the country.




~ The biggest limitation of this research was the sample si i 1e sample unit was onl
: ple size. Since the sample unit w ly limi :
:he ar;‘;:nri:zizi?hu;il?; :5; totWH.?'I; IS THE CONSUMERBEHAVFOUR TOTU(;"R)I()IISmF;.t;i:;:JOC%e?F(;C‘;
< on ective if this 40 people. Since th i | |
P s iS40 . Since the behaviour of people is unpredictable. lack of
agf)urart;)tfi ;thoft;e szstizr?ei:ihse(fz‘ond lll?‘llt-atlt?n. The third limitation was problem being ?aced in getting the
coope ‘the cu e fourth limitation is that this project is based purely on dents”
And the fifth limitation was the time span of study P CpepRs FREEE

irr::: :re::"stzllsé;i}fjann:a;::rm;? uded ':hat majority of people preferred RELIANCE JIO and are fully satisfied
RELIANCE .ISIO RETLANCE peop'e are willing to switch from their subscribers showed interest in

iy . JIO capturing the wide area of Indian market increasingly day by day. Hence
these statistics imply a bright future for the company. It can be said soon; the company will be boomir-lg in the

telecom industry.




Conclusion

6.1 CONCLUSION AND SUGGESTIONS

The growth of a company depends upon consumer perception, regarding product and

the consumer perceptions can be studied only through the consumer buying behaviour.

The consumer behaviour r is the study of those actions directly involved inobtaining,

consuming, and disposing of product & services including the decision process that

proceeds and follows up the action. The buying behaviour of the

sumer. The social environment in which he lives,

Many variables influence con

his family. his society, his neighbours. his friends, his job, his colleagues

nsumer. The personality factors of the consumers

influence the behaviour of the co

also effect his buying decision.

review their marketing practices. Now companies have

It requires marketers t0
mer's interest. They must take many steps to

to show their concern about consu
Now marketers have moV

panies have accepted cons
| submit certain useful

ed to consumer welfare from

satisfy the consumers.
umerism in principles.

consumer satisfaction. Most com

Based on my observations data and information,
mmunication system of Tata Teleservices & Reliance

recommendations to make Co
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A STUDY ON JI0 BEING USE FULL IN INDIAN ECONOMY

INTRODUCTION

TELECOM

After the globalization of India economy in 1991 the TELE-COMMUNICATION SECTOR
remained one of the most happening sectors in India. The recent years witnesses rapid and
dramatic changes in the field of telecommunications. In the last few years more and more
companies both foreign, domestic, come into cellular service, service market and offers large
number of services to the people. A consumer may be referred to anyone engaged in evaluating.
acquiring, using or disposing of services which he expects will satisfy his wants. If any
producer makes out the marketing programmer ignoring the consumer preferences, he cannot
possibly achieve his ultimate objectives. A manufacturer must plan his production and
distribution to suit the consumer’s convenience rather than his own. Therefore, a marketer must
know more and more about the consumers, so that the products can be produced in such a
fashion to give satisfaction to them. In the year of 1989, the number of cell phone users in India
was zero. In the year of 1999 the number of cell phone users has gone up by 13 lakhs. In the
year of 2000 the number of cell phone users has risen by one million. Indian telecom sector
added a staggering 227.27 million wireless mobile users in the 12 months between March 2010
and March 2011, while the overall tele density has increased to 81.82% as of 30 November
2015, and the total numbers of telephone phone users (mobile & landline) have reached
1009.46 million as of May 2015. Now currently telephone subscriber (mobile & landline) is

1058.01 million (May 2016). The company is reconfiguring to meet the growing demand for

) . . g ) h ongoing
hile corvices It will differentiate our mobile services from our competitors through ongoing



CONCLUSION

(,“\(‘I_llﬁl()N Reliance JIO has become a very successful brand in India & providing customer
catisfaction is to be there main motive. It provides unlimited free calling and data services & SMS on
the move as people are more dependent on it in their daily lives like wide network coverage and good
4G services. Because 3G services was unable to meet customer needs and wants. That's why 4G has
heen evolved for Indian customers. Reliance JIO possesses congestion free & wide network coverage,
attractive 4G schemes & customer services as well as lifetime roaming free services. Providing
customer satisfaction is the most crucial step of the company as they are to be satisfied and provides
internet access on the move such as Wide network coverage and good 4G services as they are important

and technology advanced stuff required by almost everybody in today’s environment, Reliance JIO is

a home brand company and a very emerging brand in India and will be successful in overseas market

in upcoming years. It possesses congestion free & wide network, attractive 4G schemes & customer

services to cover one of the widest areas. From the details it can be concluded that 80% of Reliance JIO

users preferred to remain with Reliance JIO and fully satisfied. Also good number of customers who

are willing to switch from their respective subscribers showed interest in Reliance JIO. Reliance JIO is

capturing the wide area of Indian markets increasingly day by day. Hence, these statistics imply a bright

It can be said that in near future, the company will be booming in the telecom

future for the company.

industry.
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The origins of the Internet date back 1o the development of packet switching and research

commissioned by the United States Department of Defe

sharing of computers.[2]

nse in the late 1960s to enable time-
The primary precursor network, the ARPANET, initially served as a
backbone for the interconnection of regional academic and military networks in the 1970« 1o
enable resource sharing. The funding of the National Science Foundation Network as a new
backbone in the 1980s, as well as private funding for other commercial extensions. led 1o
worldwide participation in the development of new networking technologies, and the merger
of many networks.[3] The linking of commercial networks and enterprises by the early 1990«
marked the beginning of the transition to the modern Internet.[4] and generated a sustained
exponential growth as generations of institutional, personal. and mobile computers were
connected to the network. Although the Internet was widely used by academia in the 1980

commercialization incorporated its services and technologies into virtually every aspect o1

modern life.

. i . 1 ‘181 g anl
Most traditional communication media, including telephone. FHiG, telovizion, paper .

- L, giving birth 10
and newspapers, are reshaped, redefined, or even bypased by thic' intemet, grvieg

Internet telephone, Int
ebsites. Newspaper, book. and other print

ernet television, online music. digital

new services such as publishing have

newspapers. and video streaming W

. : " feeds. i wnhine

have been reshaped into blogging, web TN, . o

Miapted to: webaite techriplogy. B 1 lerated new forms of personal interaction
d and accelerated ne ’

as cnable .
news appregators. The Internel has ena s. Online shopping

and social networking service

; ) - . * Itll'll|1|5- - e
thr(illgh instant messaging, Interncel usinesses. and entrepreneurs, as it enables

. cerailers, small b
has prown exponentially for major retailer \ larger market or even sell goods
~cANC serve a b
i ar" presence 10
firms 10 ex ir "brick and mortar |
) extend their "bric



CONCLUSION

<N Reliance J1O has become a very successful br;
.‘O“HSK ry successful brand in India & providing
| JINE Customer

gfacion s to be there main motive. It provides unlimited free calling and data ser
’ : vices & SMS on

e mOVE 35 people are more dependent on it in their daily lives like wide network coverage and
h € and VIJI"’

. ;
4G SeIVICes. Because 3G services was unable to meet customer needs and wants That's why 4¢ |
94 Nas

heet evolved for Indian customers. Reliance JIO possesses congestion free & wide network coverage
gractive 4G schemes & customer services as well as lifetime roaming free services. and.;w
stomer satisfaction is the most crucial step of the company as they are to be satisfied and provides
imemnet access on the move such as Wide network coverage and good 4G services as they are important
od technology advanced stuff required by almost everybody in today’s environment, Reliance J10 15
+ home brand company and a very emerging brand in India and will be successful in overscas market
2 upcoming years. It possesses congestion free & wide network, attractive 4G schemes & customer
senvices 10 cover one of the widest areas. From the details it can be concluded that 80% of Reliance JI10

sers preferred to remain with Reliance JIO and fully satisfied. Also good number of customers who
n Reliance JIO. Reliance JIO 15

ze willing to switch from their respective subscribers showed interest i
i 5 ctics imply a bnght

“piuring the wide area of Indian markets increasingly day by day. Hence, these statistics imply

f 1 be ing in the telecom

“ure for the company. It can be said that in near future, the company will be booming 1n

nd ._53“-\ _



-
~

e @c d*\c)mmnd 56 110 am ond altended

he Online fass ol 1o Aores  Gudivada.
the



".'h‘

B A

We Oxe diétﬂbu'\in% T10 4iros to Ahe pablic

rd acbivgked the V6

44



INTERN SHIP PROJECT REPORT ON
ASNTUHDY ON AROL T S,

Submitted to

Department of History

O, o
uvuwumw

Submitted By
A.Raheem-(20-049) 111 B.A
B.Karthik-(20-044) 111 B.A
K.Nagaraju-(20-050) I1l B.A
D.Teja-(20-059) 111 B.A
G.Karthik-(20-061) 111 B.A
In partial fulfillment for the award of Degree of Bachelor of Arts (B.A)

Project Guide: K.KALYAN BABU

J1O Care Centre, Vuyyuru

Mentor: T.NARASIMHA RAO
H.0.D in History

A (& S.G.SIDDHARTHA DEGREE COLLEGE OF ARTS & SCIENCE, VUYYURL

l-_-_l.-;ll;'r"-."-” 414 SN )

i the pur Jdiction ol Krishna Unver

cre hied by NAAL '-I|]I Crradde

2022-2023
November 12022 To 24" February 2023



CERTIFICATE

This is to certify that the Internship Project work report entitled “A Study on
ABOUT 5G™ is a bonafide project report carried out by A.Raheem-(20-049) 111
B.A B.Karthik-(20-044) 11l B.A K.Nagaraju-(20-050) Il BA  D.Teja-(20-
059) Il B.A G.Karthik-(20-061) I11 B.Ais submitted to the Department of
History AG & SG SIDDHARTHA DEGREE COLLEGE OF ARTS &
SCIENCE. VUYYURU for the partial fulfillment of Degree of Bachelor of Arts
(B.A)

77 Ngtpidte Lo T, gt £

Mentor Hle-laecs'ldDof the Department
» Uepartment of Hist
A.G. & 5.G. Siddharths Degr;;.m’

Colle
(Autonomous). VUYYURLU . 52?01659e

Signature o%\ternal Examiner




CONTENTS

IBrOdWCRtION  (iicviiiiiiiiiarsinannasasntensyrsasaesneraasaaLEEs 7
Fronthaul network.........ccccceieiiiiiiiiiiicceneneenenn 11
comparison With 4G ............cciciiiiiiiiiiiiniinieneanen. 14
SUEEESTIONS «ueiiiieieeereierientiasesssensensssstenseessssssnasans 17
Limitations ...c.ccciiiiiiiiiiiitiiniiitiiintisisntensecteneiasans 18
DV s AR R N SRR RSB RIS NSRS 19
SRR —————— 30
35
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ADOout M

- - = = heln a kot 7 The
prasse. recognition & honor on several occasions for our retailers w ould help a lo €

customer care people and also emplovees in Reliance J10 should try to convey brand
Rehance J10 while talking to people. 8. Enhance the market penetration & shares in every
market and give the high competition to others company.

In telecommunications. 3G is the fifth-generation technology standard for broadband cellular
networks. which cellular phone companies began deploying worldwide in 2019, and is the
planned successor to the 4G networks which provide connectivity to most current cellphones

Like 1ts predecessors. 3G networks are cellular networks. in which the service area is divided
mto small geographical areas called cells. All SG wireless devices in a cell are connected to
the Internet and telephone network by radio waves through a local antenna in the cell. The
new networks have higher download speeds. eventually up to 10 gigabits per second

(Gbit 5).[1] In addition to 3G being faster than existing networks. 3G has higher bandwidth
and can thus connect more different devices. improving the quality of Internet services in
crowded areas.[2] Due to the increased bandwidth. it is expected the networks will
increasingly be used as general internet service providers (ISPs) for laptops and desktop
computers. competing with existing ISPs such as cable internet. and also will make possible
new applications in internet-of-things (IoT) and machine-to-machine areas. C ellphones with
4G capability alone are not able to use the 5G networks.

Overview

5G networks are cellular networks, in which the service area is divided into small
eeographical areas called cells. All 5G wireless devices in a cell communicate by radio waves
with a cellular base station via fixed antennas. over frequency channels assigned by the base
:1ztion. The base stations. termed nodes, are connected to switching centers in the telephone
network and routers for Internet access by high-bandwidth optical fiber or wireless backhaul
connections. As in other cellular networks, a mobile device moving from one cell to another
'« automatically handed off seamlessly. 5G is expected to support up to

a milhion devices per
square kilometer

I'he industry consortium setting standards for SG, the 3rd Generation P

’ y artnership Project
(3GPP), defines “5¢,

avany system using S5G NR (5G New Radio) software

_ . —adefimtion
that came into gencral use by late 2018,

Several network operators use millimeter waves collod 1Y G € e+ 4 ) R .
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N Reliance 110 has become a very successful brand in India & providing customer
satisfaction - : L
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the move ; — - . AT ;
‘ ' people are more dependent on it in their daily lives like wide network coverage and good
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ces. Because 3G services was unable to meet customer needs and wants That's why 4(; has

been evolved for Indian customers. Reliance J10 possesses congestion free & wide network coverage
aitractive 4G schemes & customer services as well as lifetime roaming free services. Providing
customer satisfaction is the most crucial step of the company as they are to be satisfied and provides
Internet access on the move such as Wide network coverage and good 4G services as they are important
and technology advanced stuff required by almost everybody in today’s environment, Reliance JI0 15
2 home brand company and a very emerging brand in India and will be successful in overseas market
in upcoming years. It possesses congestion free & wide network, attractive 4G schemes & customer
services 1o cover one of the widest areas. From the details it can be concluded that 80% of Reliance JIO
users preferred to remain with Reliance J1O and fully satisfied. Also good number of customers who
are willing to switch from their respective subscribers showed interest in Reliance JIO. Reliance JI1O is
capturing the wide area of Indian markets increasingly day by day. Hence, these statistics imply a bright

future for the company. It can be said that in near future, the company will be booming in the telecom

industry .
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panies open their application data and functionality to external third-party developers, business

h other. It acts asan i i
n intermediary layer that processes data transfers between systems;

|etting ©O™
and internal departments within their companies.

A diagram from 1978 proposing the expansion of the idea of the API to become a general programming

interface, peyond application programs alone.[5]

rm API initially described an interface only for end-user-facing programs, known as application

The te

programm n the name "application programming interface." Today, the term is

5. This origin is still reflected i

proader, including also utility software and even hardware interfaces.[6]

1940s and 1950s

m itself. British computer scientists Maurice Wilkes and David

n the 1940s for EDSAC, an carly computer. The subroutines
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documentation) because it instructs a programmer on how to
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of Programs for an Electronic Digital Computer contains

Wilkes and Wheeler's 1951 book The Preparation

the first published API specification. Joshua Bloch
concept that is discovered

considers that Wilkes and Wheeler "latently invented" the

AP| because it is more of 2 han invented.[6]
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COhLLUSION

The design of an API has a significant impact on its usage.[4] First of all, the design of programming
interfaces represents an important part of software architecture, the organization of a complex piece of
software.[36] The principle of information hiding describes the role of programming mnterfaces as enabiin
modular programming by hiding the implementation details of the modules so that users of modules newd
understand the complexities inside the modules.[37] Aside from the previous underlying principle, other

metrics for measuring the usability of an API may include properties such as functional efficiency, overall

comectness, and learnability for novices.[38] One straightforward and commonly adopted way of designing

APls s 10 follow Nielsen's heuristic evaluation guidelines. The Factory method patiern s also typical in
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Consumer behaviour

Consumer behavior is the study of indjvi
the purchase. use and disposal of goods
emotions, attitudes, and preferences aff;
1950s as a distinct sub-discipline of m

duals, Broups, or organizations and all the activities associated with
and serviees. Consumer behaviour consists of how the consumer’s
=Ct l?")""g behaviour. Consumer behaviour emerged in the 1940—
arketing, but has become an interdisciplinary social science that

blends elements from psychology, sociology,

\ : social anthropology, antl logy, 3
S (espsolilly bal pology wopology, ethnography, ethnology,

oural economics).

The Galeries Royales Saint-

) Hubert shopping arcade in Brussels, Belgium. Consumer behaviour, in its
broadest sense, IS concerne

d with how consumers select, decide and use goods and services.

The stud_y of_ consumer behaviour formally investigates individual qualities such as demographics,
personality lifestyles, and behavioural variables (such as usage rates, usage occasion, loyalty, brand
advocacy, and willingness to provide referrals), in an attempt to

understand people's wants and consumption patterns. Consumer behaviour also investi gates on the influences
on the consumer, from social groups such as family, friends, sports, and reference groups, to society in
general (brand-influencers, opinion leaders).

Research has shown that consumer behaviour is difficult to predict, even for experts in the field; however,
new research methods, such as ethnography, consumer neuroscience, and machine learning[ 1] are shedding
new light on how consumers make decisions. In addition, customer relationship management (CRM)
databases have become an asset for

the analysis of customer behaviour. The extensive data produced by these databases enables detailed
examination of behavioural factors that contribute to customer re-purchase intentions, consumer retention,
loyalty, and other behavioural intentions such as the willingness to provide positive referrals, become brand
advocates, or engage in customer citizenship activities. Databases also assist in market segmentation,
especially behavioural segmentation such as developing loyalty segments, which can be used to develop
tightly targeted customized marketing strategies on a one-to-one basis. (Also see relationship marketing).

Origins of consumer behaviour

In the 1940s and '50s, marketing was dominated by the so-called classical schools of thougljl whi_ch were
highly descriptive and relied heavily on case study approaches with only occasior_lal use of interview
methods. At the end of the 1950s, two important reports criticized marketing for its lack of methodological
rigor, especially the failure to adopt mathematically- oriented behaviora! science research meth_od_s.[Z] The
stage was set for marketing to become more inter- disciplinary by adopting a consumer- behaviorist
perspective,

From the 1950s, marketing began to shift its reliance away from economics and towards other disciplines,
6




notably the bc!mvloral sciences, including sociology, anthropology, and clinical psychology. This resulted in
a new emphasis on lh‘c customer as a unit of analysis. As a result, new substantive knowledge was added to
the marketing dlSC_lplmc - including such ideas as opinion leadership, reference groups, and brand loyalty.
Market scsl]“-‘“lmlon. especially demographic segmentation based on socioeconomic status (SES) index and
household life- ?)'Ckf- also became fashionable. With the addition of consumer behavior, the marketing
discipline exhibited increasing scientific_sophistication with

respect to theory development and testing procedures.[3]

Inits early years, consumer behavior was heavily influenced by motivation research, which had increased the
understanding of customers, and had been used extensively by consultants in the advertising industry and
also within the discipline of psychology in the 1920s, '30s, and '40s. By the 1950s, marketing began to adop!
techniques used by motivation researchers including depth interviews, projective techniques, thematic
apperception tests, and a range of qualitative and quantitative research methods.[4] More recently, scholars
have added a new set of tools including ethnography, photo-

elicitation techniques, and phenomenological interviewing.[5] Today, consumer behavior (or CB as it is
affectionately known) is regarded as an important sub-discipline within marketing and is included as a unit
of study in almost all undergraduate marketing programs.

Definition and explanation

Consumer behaviour entails "all activities associated with the purchase, use and disposal of goods and
services, including the consumer's emotional, mental and behavioural responses that precede or follow these
activities."[6] The term consumer can refer to individual consumers as well as

organisational consumers, and more specifically, “an end user, and not necessarily a purchaser, in the
distribution chain of a good or service."[7] Consumer behaviour is concerned with:[8]

purchase activities: the purchase of goods or services; how consumers acquire products and services, and all
the activities leading up to a purchase decision, including information search, evaluating goods and services.
and payment methods including the purchase experience

use or consumption activities: concerns the who, where, when, and how of consumption and the usage

experience, including the symbolic

associations and the way that goods are distributed within families or consumption units
disposal activities: concerns the way that consumers dispose of products and packaging; may also include

reselling activities such as eBay and second-hand markets
Consumer responses may be:[9]

emotional (or affective) responses: refer to emotions such as feelings or moods,
mental (or cognitive) responses: refer to the consumer's thought processes, their

behavioural (or conative) responses:
refer to the consumer's observable

responses in relation to the purchase and disposal of goods or services.
According to the American Marketing Association, consumer behaviour can be defined as "the dynamic

7







| analytical study of the user's patterns of consumpti

U sion :

| ed greater importance in the purchase decisiq
assu";nlor}. This is marketing, which could be defj
onm :

. purchnsing objectives and/or the saljen
er's

consum decision.[28] By implication, brand names (1,
c

urChaS
*’“BSS'M(;'”V one of the main roles of advertising and promotion was to
itionally,
delll

' increase the likelihood that 4 brand
< included in the consumer's evoked set.[29] Repeated EXposure 1o brand names through intensive
pame \\{*fﬁ was the primary method for INcreasing to
ing Was

P-of-mind brand awareness. However, the advent of the
¢ means that consumers can obtain brand/product information from a multiplicity of differen
[ntern€

e consideration set has
In practice, the
tforms.
pla

Sumers are no longer totally reliant
ned as "the process by which Companies create value for
iers and build strong customer relationships, in order to capture val
custon

ue from customers in return.”[30)

is definition strongly implies that the relationship i< hu; i

%h:z means that a need is built for a consumer, wit
1

iors and habits. The implication for
marketers is that relevant brand information should be

Evaluation of alternatives
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4

f Online shopping 1sa form of electronic commerce which allows consumers to directly buy goods or
| services from a seller over the Internet using a web browser or a mobile app. Consumers find 2
product of interest by visiting the website of the retailer directly or by searching among alternative
vendors using a shopping search engine, which displays the same product's availability and pricing at
different e-retailers. As of 2020, customers can shop online using a range of different computers and

devices, including desktop computers, laptops, tablet computers and smartphones.

An online shop evokes the physical analogy of buying products or services at a regular "bricks-and-
mortar” retailer or shopping center; the process is called business-to-consumer (B2C) online shopping.
When an online store is set up to enable businesses to buy from another businesses, the process is
called business-to-business (B2B) online shopping. A typical online store enables the customer to
browse the firm's range of products and services, view photos or images of the products, along with

information about the product specifications, features and prices.

Online stores usually enable shoppers to use "search" features to find specific models, brands or items.
Online customers must have access to the Internet and a valid method of payment in order to complete
a transaction, such as a credit card, an Interac-enabled debit card, or a service such as PayPal. For
physical products (e.g., paperback books or clothes), the e-tailer ships the products to the customer; for
digital products, such as digital audio files of songs or software, the e-tailer usually sends the file to

the customer over the Internet. The largest of these online retailing corporations are Alibaba,

Amazon.com, and eBay.[1]

Terminology

Alternative names for the activity are "e-tailing", a shortened form of "electronic retail" or "e-
shopping", a shortened form of "electronic shopping". An online store may also be called an e-web-
store, e-shop, e-store, Internet shop, web-shop, web-store, online store, online storefront and virtual
store. Mobile commerce (or m-commerce) describes purchasing from an online retailer's mobile
device-optimized website or software application ("app"). These websites or apps are designed to

enable customers to browse through a companies’ products and services on tablet computers and

Smartphones.




pistory of online shopping

iest forms of trade ed onli
One of the earlies rade conducteq online was (M5 online transaction processing (O1TP)

Business Research Environment (SABRE) was one of jte

s applications, There, computer terminals
located in different travel agencies were linked to 4 Jarg

€ IBM mainframe computer, which processed
transactions simultaneously and coordinated them so that al) trayel agents had access to the same

information at the same time.[2] At some point between 1971 and 1972, studerts at Stanford and MYt

used the intemet precursor ARPANET to make a deal 10 exchange marijuana, but the interaction

doesn't qualify as e-commeree because no moncy was transferred online.[3]

The emergence of online shopping as it is known today developed with the emergence of the
Internet.[4] Initially, this platform only functioned as an advertising tool for companies, providing
information about their produets. It quickly moved on from this simple utility to actual online
shopping transaction due to the development of interactive Web pages and secure transmissions.[5]
Specifically, the growth of the Internet as a secure shopping channel has developed since 1994, with
the first sales of Sting's album Ten Summoner’s Tales.[6] Wine, chocolates, and flowers soon followed
and were among the pioneering retail categories which fueled the growth of online shopping.
Researchers found that having products that are appropriate for e-commerce was a key indicator of
[nternet success.[7] Many of these products did well as they are generic products which shoppers did
not need to touch and feel in order to buy. But also importantly, in the early days, there were few
shoppers online and they were from a narrow segment: affluent, male, 30+. Online shopping has come
a long way since those early days and — in the UK — accounts for significant percentage (depending on

Product category as percentages can vary).

Growth in online shoppers

As the revenues from online sales continued to grow significantly researchers identified different types
of online shoppers, Rohm & Swaninathan(8] identified four categories and named them "convenience
shoppers, variety seekers, balanced buyers; and store-osiented shioppess”. They focused on shopping
Motivations and found that the variety of products available and the perceived convenience of the
buying online experience were significant motivating factors. This was different for offline shoppers,

Who were more motivated by time saving and recreational motives.
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Online stores are usually available 24 hours a day, and many
’ Consumers in Western countri

Internet access both at work and at home. Other establish e

' IShments such as Internet cafes, community
centers and schools provide internet acce o .

P ss as well. In contrast, visiting a conventional retail store
requires travel or commuting and costs such as gas, parking, or bus tickets, and must usually take
place during business hours. Delivery was always a problem which affected the convenience of online
shopping. Additionally, the online shopping industry has not only involved the concept of providing
convenience for customers but also improved perceptions of social inclusion.[53] However to
overcome this many retailers including online retailers in Taiwan brought in a store pick up service.

This now meant that customers could purchase goods online and pick them up at a nearby

to customers.[54] In the event of a
rdered or the product was not
m in exchange for the correct
post office and pay return

s have more generous

convenience store, making online shopping more advantageous
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Customer Service Associate Job Responsibilitics:

Responds to customer inquiries by understanding inquiry; reviewing previous inquiries and responses;

. . . . . L . H 1 1 g
gathering and researching information; assembling and forwarding information; verifying customer's
understanding of information and answer.

Their duties and responsibilities ofien include: Listening to customers' concerns and handling

complaints and returns. Giving detailed explanations of services or products. Working with a sales

team to create better methods to address customer complaints.

You’ll get the most responses to your job posting by using the first 2-3 sentences to introduce your

business to prospective customer service associates. This is your opportunity to set your company
apart from competing job listings and sell yourself to job seekers by highlighting your unique

company culture and working environment, and what you bring to the table for new employees.

A customer service associate manages customer concerns with the objective of maintaining positive
customer relationships with an organization. They interact directly with customers to listen to
concerns, resolve problems, and recommend products and services according to the needs of each
individual. A proactive customer service associate will anticipate customer questions and familiarize

themselves with products and services to offer the best recommendations.

Customer service associate jobs require a high school diploma or the equivalent. Customer service
Associate's may be expected to use customer-relationship management (CRM) software to monitor
customer interactions and data, to create automated marketing and customer support communications.
and to organize vendor relationships. They will also need to participate in regular training activities to
stay current with industry best practices and company policies. Strong interpersonal skills and the

ability to use positive language with clients are important requirements for this dynamic role




Responsibilities for Customer Service Associate

Respond promptly and professionally

’ 10 Incoming customer inquirics in person, by telephone, or by
emai

Maintain an updated knowledge of the orgz

1rafien! ' .
o nization's 1)!'0(1UCIS. services, and customer service
policies

Document customer interactions when necessary,

: compiling documents and forwarding information
to interested parties

Explain simply and clearly in response to customer

questions and check for customer understanding
and acceptance

Recommend new products or services or make sug

gestions for improvements by identifying relevant
features and benefits

Assist clients by demonstrating the use of goods and programs

and answering any questions they may
have

Participate in training opportunities provided by the organization or by outside entities

Establish and maintain good rapport with customers by using positive language and anticipating their
needs

Qualifications for Customer Service Associate

2+ years of previous customer service experience a plus
Friendly and welcoming manner with clients and other members of the customer service team
Extensive knowledge of the company's policies, procedures, goods and services

Familiarity with customer-relationship management (CRM) software programs

Ability to explain complex concepts in a clear, simple manner to customers
Strong command of written and verbal English

Excellent organizational and multitasking skills

Ability to maintain a calm and polite manner in stressful situations

Willingness to cooperate with customers and management to resolve any issues that may arise







conclusion:

. organization when employees are trained in customer
swrvice skills:

Fmployees who are properly trained and demonstrate professional Custome
customer satisfaction and fovalty. This helpe the baninews TN Customers

to retain loyal customens than 1o acquire new ones In addition, satisfied cu
additional sales messages and are hikely to refer others 1o that business

r servace skills, can improve

and improve profits. It costs less
slomers are more open 1o

en the interaction time with customers This allows
N OPANZANON 10 SCTVE MOTE CUstomers i lew fimc, possably with fewer aafl. However, consumers are
mielligent and do not want to feel nushed, when they have questions. So be proactive and make sure o ery
consumer fecls they are being heard and not just “listened® 1o,
Being able to clearty explain the next a
the number of calltacks and

Primary deivers of customer satisfaction,

G 10 a process and confirming that the customer is satisfied. will
Fetum customen. Improving “first contact” resolution is one ol the

Training aii employees using consistent customer service skills,

when assisting customers. This allows the business to
&m_ which adds value 1o the business.

h“m'ms in emplovee training gives employees a fecling of value and improves monale, In addition. when
Wm feel valued, they value their customers. This could be 2 result of effective customer service skills

which not only benefits the emplovee, but will enhance the relationships with the customens. These

allows them 1o have a common process and
brand their interaction of excellent SCIVICC 10

I
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