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A few days ago, there was news that J.D. Power and Associates, that gives out global industry surveys, had ranked
Viacom as the worst company in India among telecom services providers and telecom companies. This was a big
surprise to us as Viacom was way too high in the list. The survey was done by the company for its customers and it
was taken by a bunch of people in India. (You may ask how they know which companies to rank and who will rate
them and all that). The company uses these rankings to steer customers in their right direction. So, if there were no
rankings, you would expect telecom services companies to be doing well. At least people have that impression. But,
I’m not surprised by the Viacom ranking. So what was surprising was the fact that Mukesh Ambani’s company
Reliance Communications has been placed at 3rd spot. So who is third? This ranking is based on customer
experiences that they have with the company in terms of network coverage, reliability, customer care, billing and
returns and refund processes etc. Our 4th spot is taken by Aircel (which is owned by Air India). My company Desi
Cinemas has been ranked 8th in the list. We are also close to Airtel and Vodafone who are 4th and 5th respectively.
One of the reasons that our company has been given the 8th spot may be that we have been at it for more than 10
years. But, if you think about it, a company with an average customer care response time of 24 hours is not doing
well. If it is so bad, why has it not been taken down the list? It is because those who are at the bottom of the list are
the companies that are on the brink of closure. They are almost dead companies, do not expect any customer care
support and expect you to deal with their billing as well. It is not just Reliance Communications and Aircel that have
come to the top of the list. Several other companies have also been placed at the top. (But I am surprised to learn
that Indian Cellular Operators Association, that organizes the telecom industry for the government of India has
given the 7th spot to some French company or other). If we talk about the criteria mentioned in the survey, it is
quite simple. Airtel has three stars on a scale of one to five. The criteria is not hard
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