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INTRODUCTION 
he greatest challenge of most users of mobile 

communication services in Nigeria today is poor quality 

of service. This is critical to not only the users of the 

services but also the Nigeria economic development, as this 

has been hampering market growth in the telecommunications 

sector. Therefore, this paper intends to assess the mobile 

number portability to see if implementation of the 

phenomenon can minimize the menace poor quality of service 

in the system. Mobile number portability (MNP), according to 

Atiya (2010) is a phenomenon that enables mobile subscribers 

to change their service providers or their location without 

having to change their existing phone numbers. If the 

subscribers are not satisfied with the services of their service 

provider, they can change their service provider while retaining 

their existing phone number. This definition of MNP agrees 

with that of Amoo and Hambali (2015), who described Mobile 

Number Portability, as a mobile phone service that enables 

phone users to change operator at ease without losing their 

contact numbers. It enables a mobile telephone user to retain 

His/her mobile telephone numbers when changing from one 

mobile network to another.  
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ABSTRACT 
Mobile Number 

Portability (MNP) 

is a phenomenon 

that had been 

implemented in 

several countries. 

Even though the 

Nigerian 

Communication 

Commission (NCC) 

have set out a 

framework for its 

implementation in 
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Nigeria mobile 

telephone 

subscribers and 

the existing 

service providers 

in Nigeria had not 

keyed into the 

system. This paper 

seeks to access the 

intentions of 

Subscribers on 

Mobile Number 
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Implementation of MNP becomes necessary because to many customers, it has 

become hectic, time consuming, and costly to stay on with incessant network 

failure from the service providers.  

The Nigerian Communication Commission (NCC) having harvested the complaints 

from the subscribers and in furtherance to the Nigerian Communications 

Commission’s objectives of protecting consumer interest through the 

development, monitoring and enforcement of compliance with regulations by 

Telecommunications Service Providers in order to ensure better quality 

services, fair pricing and competition, and in line with the provisions of section 128 

of the Nigerian Communication Act (NCA) 2003 which vests the NCC with the 

exclusive right to regulate numbers and number portability in Nigeria, the 

Commission developed a framework for number portability in Nigeria (NCC, 2020). 

This document (framework) sets out the Business Rules to manage the processes 

for porting mobile number(s) between the number portability clearinghouse 

(NPC) and mobile service providers authorized by NCC to provide mobile number 

portability services in Nigeria. 

It is believed that this system (MNP) will create a competitive environment where 

operators will compete in all manner of ways in order to attract customers, 

increase market share and ultimately increase revenues and profit.  This is entirely 

consistent with the principles of a competitive sector.  It is widely stated that some 

Portability for Quality Service Delivery in Nigeria. A total of 240 subscribers were 

randomly selected from four major service providers (MTN, Globacom, Airtel and 

Etisalat) in Nigeria. It is of necessity accessing their level of satisfaction with the 

services provided by these service providers and their intention to port their 

mobile numbers to other service providers while maintaining their mobile 

numbers. Descriptive statistics which include frequency counts and simple 

percentile were used. The results show that 81.20% of respondents are not 

satisfied with the services of the mobile phone service providers and 95.73%of 

them intended to change to any other service providers while maintaining their 

mobile numbers. 
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of the benefits of that competition are: 

 

(i) Downward pressure on prices; 

(ii) New and innovative products and services; 

(iii) Improved quality of service; 

(iv) Greater choice of services and service providers for users and consumers. 

 

However, in any telecommunications market, subscribers are (or should be) free 

to take service from any service providers which the subscribers so wishes, in 

order to secure a better deal.  It therefore, follows that any system, which allows 

a subscriber to switch between providers while retaining the same telephone 

number, should be of interest.   

These authors therefore, define Mobile Number Portability, as a system which 

allows subscribers to freely patronize any service provider that can deliver good 

quality service while retaining his mobile numbers. This system will give the 

subscribers opportunity to explore the telecommunication market in order to get 

the best deal in pricing and other services. With MNP subscribers do not have to 

lose anything by switching to any other network if he is dissatisfied with the 

services of any network operator. This definition of MNP has embraced the 

opinion of Joshua, Stephen and Graeme (2000) sited in Akeke and Ajayi (2018) 

which asserts that Consumers will prefer to keep their existing number rather than 

learn a new number and risk missing calls even in the presence of dissatisfaction 

with their current service provider. 

 

Statement of the Problem 

The use of mobile network devices such as GSM and internet interface has 

significantly increased in Nigeria. It promises to be the best method of achieving 

speedy and effective communication, and enhances technological and socio-

economic growth and development of both human and material capita. However, 

subscribers are faced with poor quality service ranging from call drops, network 

failure, voice jamming, noise interference to mention a few, while the service 

providers seem not to care about the plight of their growing customers. Without 

MNP phenomenon, customers have to give up their numbers and must purchase 
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a new one when they switch operators. As a result, customers have to pay the 

costs associated with switching by informing people about changing their 

numbers, printing new business cards, missing valuable calls from people that do 

not have the new numbers, etc. Thus, the customer may be unable to take full 

advantage of the growing competition among operators or the introduction of 

new services and technologies.  

 

Purpose of the Study 

The purpose of this study is to access the intentions of Subscribers on Mobile 

Number Portability for Quality Service Delivery in Nigeria. 

 

Research Questions 

The study seeks to answer the following questions: 

i) Is mobile number portability going to bring ease of use? 

ii) Is mobile number portability going to promote quality of service delivery? 

iii) Is mobile number portability going to bring fairness in pricing? 

 

Review of Related Literatures 

Several researchers have done series of work on MNP due to its relevance in 

telecommunication system in our society. Thus, the following contributions of 

notable authors on the Mobile Number Portability Phenomenon have been 

documented. 

Atiya (2010), in his paper, perused the challenges and solutions of MNP. The 

researcher concluded that implementation of number portability initiatives in 

many key markets created new opportunities and improved the consumer’s 

experience, but terminating calls into number-portability countries became more 

difficult, confusing and expensive as a result. The absence of number portability 

may therefore give the incumbent operators a significant competitive advantage 

over new entrants into the market. 

Oyeniran and Akinsola,  (2012), in their conference paper, addressed the need and 

challenges surrounding MNP implementation, the roles of Nigeria 

Communications Commission (NCC), the benefits to the users, lesson(s) to learn 

from Global experiences of MNP implementation among others. 
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Larkotey, Ansong, Damoah, and Abandoh-Sam (2012) in their research work 

looked into the implementation of Mobile Number Portability (MNP), its successes 

and failures in Ghana. The motivation for this research emanated from the various 

concerns and issues raised by consumers in the country and this work looked at 

the need for authorities in Ghana to have close monitoring and evaluation of the 

MNP technology. A comprehensive review of literature and exploratory research 

on MNP was carried out across the country and compared with standards in the 

developed world. It was evident that there is a mixed reaction about the 

effectiveness of this technology and its impact on providing the needed flexibility 

and freedom to subscribers 

Tiamiyu and Mejabi (2013) study assessed the attitude of mobile telephone 

subscribers to the implementation of mobile number portability (MNP) in Nigeria. 

It also identified the demographic variables that should be considered when 

targeting marketing organization campaigns. A survey design was adopted in the 

form of a structured questionnaire which was used to collect data from 860 

respondents across the six geo-political zones of Nigeria. The data was analyzed 

using frequency distributions and cross-tabulations with the Chi-square statistic at 

the 0.01 level of significance. Findings revealed that while most subscribers 

supported the implementation of MNP in Nigeria, a significant proportion believed 

that tariffs would not drop as long as the power problem continued. Furthermore, 

it was found that of the demographic variables, age had the strongest influence 

on subscriber attitudes and this was identified as a strategic focus for network 

operators and the regulatory authority. 

Amoo and Hambali (2015) carried out a non-experimental study in 10 selected 

Local Government areas in Lagos State. The study population comprised the active 

mobile users of the four major network service providers (that is, MTN, Globa com, 

Airtel and Etisalat). The subscribers of about 200 were randomly selected and 

these populations included both male and female, low education background 

users, and highly educated users. The study sought the opinion of users on the 

status of GSM services, cost rates and the advantages of implementation of MNP 

in Nigerian GSM Networks. The study made use of 55% and 45% of male and female 

subscribers in the survey respectively. The responses of subscribers indicated their 

readiness to accept the implementation of MNP in Nigeria mobile communication 
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system because of the benefits that will be brought to the users, such as good 

quality of services from network operators, reduction in cost rates, the 

subscribers will have choice of network operators at will, as well  as better terms 

and conditions of service. 

Ominike (2016) in his paper, gave an overview of MNP, the types and 

benefits and briefly discussed the Nigerian telecommunications landscape. 

Drawing on a sample of 80 mobile subscribers in Nigeria, this research work 

investigated the effect of mobile number portability (MNP) focusing on 

subscribers’ perception and reasons for switching operators and opinion about 

the MNP process. Findings suggested that expectation of improved Quality of 

Service (QoS), improved customer service and more competitive tariffs were key 

reasons of porting among subscribers. 

Percy (2017) studied implementation of MNP in Ghana for a period of six years and 

it was envisaged that Mobile Number Portability (MNP) will eliminate the inability 

of end users to switch networks while retaining the same telephone number, 

thereby increasing subscriber choice. However, an increase in subscriber choice 

means greater competition which should lead to improved customer service and 

maybe cost reduction to the customer. The researcher studied the statistics on 

mobile number porting in Ghana in comparison to global figures and the changes 

if needed be that can be effected to improve on the statistics. The principal finding 

of this research was that MNP is a very welcome relief to mobile telephone 

subscribers who claimed that it was long overdue. Additionally, the study found 

that the duration for porting from one network to another had improved 

significantly compared to the nascent stages when it could take days. 

Agrawal,Sharma,& Mehrotra (2020) studied the progress made by implementing 

MNP in India and discovered that India  has the second largest telecom network 

in the world after China with about 1,206 million subscribers. The sharp increase in 

the teledensity and further decline in the tariffs in telecom sector has contributed 

significantly in India's economic growth. However, MNP implementation around 

the world, benefits of MNP and various studies on MNP have been discussed. 

Porting fees, porting speed, service quality, price, switching cost, satisfaction have 

been found the determinants of switching based on different studies carried 

around the world. 
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Uday and Harpreet (2020) examined the unique port generated (UPC) customer‘s 

engagement effectiveness with digital & non-digital service channel, its impact on 

mobile number portability (MNP) churn and factors affecting MNP churn. To study 

the first and second objective purposive sampling done from postpaid mobile 

customers who have shown intention of MNP by generating UPC, then the 

comparative study was done on customers with engaged and non-engaged base. 

And the effectiveness of the engaged base is studied on the digital and non-digital 

service channels. To determine the third objective the study was done with 

multilevel sampling. The sample has been taken from the customers who have 

used the MNP service from the first objective sample. The objective is studied with 

a qualitative technique using semi-structured interviews to collect and analyze the 

data to generate a model for factors affecting the MNP churn. Then the Grounded 

theory approach has been used to code the sentences and theoretical model is 

proposed. It was found out that the customer engagement on the UPC customers 

is less at 40%, results indicate that MNP churn of the engaged base is 60% against 

the non-engaged base 83%, and out of engaged based 85% customers were 

retained with non-digital interaction mode. Further results show that six 

influencing factors of MNP identified through axial coding are network, price, 

service reach, brand, non-telecom benefits, unwanted value-added services. In the 

originality/value, the paper provided the study on the postpaid segment and 

explores the details on customer engagement before proceeding to MNP churn, 

its relationship on MNP churn & reason for MNP churn which can be used to form 

a proactive retention strategy. 

 

Methodology 

The mixed method approach was used in this work which was able to give a 

broader understanding of the study. The method explains a research problem, 

increases the quality of the final results and provides a more comprehensive 

understanding of analyzed phenomena (Creswell, 2009). The research instrument 

was a semi-structured questionnaire that established broader parameters for the 

research problem. 240 questionnaires were used to draw responses from 

subscribers from four service providers (MTN, Globacom, Airtel and Etisalat). The 
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questionnaires were distributed randomly among the subscribers. 234 responses 

were returned and the analyses are shown in the result section below. 

 

Results 

Presented below are the various Tables of questionnaire distributed and the 

responses received from respondents. 

 

Table 1: Questionnaire Responses 

Respondents Quantity percentage 

Filled & returned 234 97.5% 

Not returned 6 2.5% 

Total 240 100% 

 

Table 1 shows that 240 questionnaires were distributed to respondents out of 

which, 234 were filled and returned, and representing. 97.5% of the questionnaires 

were returned, the percentage not returned is insignificant. In this regard, the 

returned questionnaires are enough to justify any reasonable observation. 

Intension is to analyze questions asked with a view to ascertain its direct 

relationship with the earlier hypothesis. 

Table 2: Respondents Gender 

Variables Response Percentage 

Male 120 51.3% 

Female 114 48.7% 

Total 234 100% 

 

From the Table 2 and Figure 2, 120 respondents are male representing 51.3% while 

the remaining 114 respondents representing 48.7% are female. It means that the 

representation was not sided. There was gender equality.  

 

Table 3: Access to GSM Network 

Gender Glo MTN Etisalat Airtel Total Percentage % 

Male 

Female 

35 

25 

44 

41 

15 

19 

28 

27 

122 

112 

52.14% 

47.86% 



 

TIMBOU-AFRICA ACADEMIC PUBLICATIONS 
MAY, 2022 EDITIONS, INTERNATIONAL JOURNAL OF: 

 

 TIJSRAT 

SCIENCE RESEARCH AND TECHNOLOGY VOL.9 

61 ISSN: 2623-7861 

Total 60 85 34 55 234 100% 

Percentage % 25.64% 36.33% 14.53% 23.50% 100%  

 

Table 3 shows that 25.64% of the respondents use GLO, 36.33% use MTN, 14.53% 

use Etisalat, while 23.50% use Airtel.  

 

Table 4: Duration of usage 

Variable Respondent Percentage % 

Less than 1 year 64 27.35% 

More than 1 year 170 72.65% 

 

From Table 4, it is evident that the respondents have been using mobile lines for a 

long time, and therefore they have studied and experienced service providers’ 

level of service delivery. The table shows that 27.35% of the respondents have used 

the network for less than 1year while 72.65% of the respondents have used the 

network for more than 1year. 

 

Table 5: Efficiency of service delivery 

Efficiency% 100% 70% 50% <50% Total 

Respondents 0 14 30 190 234 

Percentage% 0.00% 5.98% 12.82% 81.20% 100% 

 

Table 5 shows 100% efficiency is not realistic. However, 5.98% of the respondents 

agreed that they have 70% satisfaction, 12.82% of the respondents were 50% 

satisfied while 81.20% of the respondents testify that the service providers are less 

than 50% efficient.  

 

Table 6: Intention to port mobile number 

 MNP New Line 

Do you want to switch to a new service 

provider? 

224 10 

Percentage% 95.73% 4.27% 
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Table 6 shows that 95.73% of the respondents want to change their service 

provider to another one while on 4.27% of the respondents choose to remain on 

the service provider.  

 

Table 7: Reasons/Factors for MNP 

Factors Percentage 

Auto-roaming 1% 

Fast internet service 20% 

Better network coverage 20% 

Subscription plan price 19% 

To retain my callers 40% 

 

Table 7 shows that 1% of respondents embrace MNP because they want auto-

roaming facility, 20% of the respondents want fast internet connectivity, 20% of the 

respondents want better network coverage, 19% of the respondents want cheaper 

subscription plan, while 40% just want to retain their lines with better service 

delivery. 

 

Discussion of Results 

This study considered all the four mobile telephone service providers in Nigeria 

and discovered that MTN has the highest patronage in the market under study. 

This is closely followed by GLO and Airtel networks respectively, while Etisalat is 

trailing behind. By and large, every service provider has a fair share of the 

subscribers’ patronage as no service provider has less than 10% patronage. 

Again, it is evident that the respondents have been using mobile lines for a long 

time, and therefore, they have studied and experienced the service providers’ 

level of service delivery. With 72.65% of respondents using the network for more 

than 1 year, they have been able to access the quality of the services provided well 

enough to provide information about the goodness of their service delivery. 

Even though 100% efficiency is not realistic, the study shows that 81.20% of the 

respondents are not satisfied with the services of the network they are using. 

Since the majority of the respondents are not enjoying the services of their service 
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providers, this informs their readiness to switch to any other service providers 

where they can enjoy good customer service delivery. 

This study reveals that majority of the subscribers are avert to switching to 

another service providers as 95.73% of the respondents choose to change their 

service providers to another one. However, the subscribers don’t want to lose 

their mobile number even while trying to solve poor service problems. This is 

evident because the study shows that 40% of the respondents still want to retain 

their lines with better service delivery. 

 

Conclusion 

With the analysis of the results from this study, we can safely conclude that Mobile 

Number Portability will promote quality service delivery. We have four mobile 

service providers in the country; meaning that subscribers have varied outlets 

among which to change mobile numbers. This will create healthy rivalry among 

the service providers and will force the providers to upgrade their equipment to 

bring quality service delivery and eventually force the price to come down. 

Again, the subscribers will not have to be worried about printing new business 

cards, missing valuable calls from people that do not have the new numbers, and 

reinstalling certain apps because they still maintain their numbers while changing 

service providers. 

NCC had provided the enabling environment by creating a framework that sets 

out the Business Rules to manage the processes for porting mobile number(s) 

between the Number Portability Clearinghouse (NPC) and mobile service 

providers. So, NCC had set out the stage for the implementation of MNP. 

 

Recommendations 

This study recommends a follow up by NCC on the implementation of MNP by the 

service providers. Awareness drive is also necessary to educate the public on MNP 

and with emphasis on what the subscribers stand to gain from the system. Last, 

NCC needs to publish the procedures for subscribers who want to key into the 

system. 
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