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ABSTRACT

ThisarticleaddressesthechallengesfacedbythetelecommunicationindustryinBruneiDarussalam
posedbytheevolutionofsmartphonesandtherapidgrowthoftheInternetovertheyears,particularly,
thechangesingeneraluserusagepattern,aswellasexaminingthemeasuresundertakenbythese
companiestoaddressthesechallenges.Onlinequestionnairesweredistributedtothegeneralpublic
for the purpose of collecting the pattern of phone usage both presently and a decade ago. The
findingsindicatedthattherewasashiftintheoveralluserpreferenceofcommunicatingviamobile
phones,where,inthisdayandage,mostprefertocommunicatethroughtheinternetasopposedto
adecadeagowhereconsumersweremorepartialtocommunicatingviatraditionalSMSandcalls.
Thisshiftresultedinhighdemandformobileinternetdatabytheconsumers,hence,creatingahuge
hindrancetowardstherevenuestreamsofthetelecommunicationcompanies.Thispressurecalled
forarestructuringinthetelecommunicationcompaniestoaccommodatethisgrowingtrendofhigh
Internetusage.
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1. INTRoDUCTIoN

TherapidgrowthoftheInternet,coupledwiththeadvancementsofsmartphoneshascompelledthe
telecommunicationindustrytoundergovastchangestoaccommodatethetransformationsonhow
peopleandorganizationscommunicate(Raoetal.,2006).Thisismostevidentwiththeemergence
oftheAppleiPhone,coinedbysomeas“asmartphoneinnovator”(Joshietal.,2015;Pisano,2015).
Itssleekdesignanduser-friendlyinterfacealongwiththemyriadofavailableapplications(apps)
throughiTunesStorecanbeconsideredasoneofthemostinnovativecreationsinthesmartphone
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industry,displacing theestablisheddeveloperssuchasBlackberry,NokiaandSonywhoare left
behindinthefast-movingmarket(West&Mace,2013).

TheintroductionoftheiPhonewassoonfollowedbytheintroductionofAndroidsmartphones
whichisamobileoperatingsystemdevelopedbyaconsortiumledbyGoogle.Itmakesuseofanopen
sourcesystemwhichallowsboththehardwareandsoftwaretobecustomizedaccordingdevelopers’
preferences(Hsiao,2013).Thisalsoallowsimmenseflexibilitytoobtainappsthroughanysourceas
GoogledoesnotpossessstrictrequirementsasopposedtoApple(Gandhewaretal.,2010)whichhas
enabledAndroidtocapitalizeonitsmobileoperatingsystemsaswellassmartphonemarketshares
whichaccountsfor85%oftheworldwidesmartphonevolumeasof2017,accordingtotheInternational
DataCorporation(2017).Inadditiontothis,Android’skernelOSarchitecturalmodelisfromLinux,
thus,allowingAndroidtoleverageontheknowledgeandfeaturesLinuxoffers(Gandhewaretal.,
2010).Thus,smartphonesareable tocreatenewdimensionsfor the telecommunicationindustry
especiallyinthisdigitalsocietywhichisnowhighlydependentontheinternet.Thecombinationof
boththeadvancementsofsmartphonesandtherapidgrowthoftheinternethasposedsomechallenges
intoday’stelecommunicationindustryincopingwiththesenewchanges.

Albeit having a small market, Brunei Darussalam had been reaping benefits from
telecommunicationpenetrationsincethedigitizationofthephonenetworkin1995(OxfordBusiness
Group,2016;BorneoBulletinYearbook,2018).Since2006,therehasbeenanincreasingtrendof
mobilephonesubscriberswithover520,000subscribersasofthefirstquarterof2017(AITI,2017).
Themobilepenetrationalsosurpassedthe100%markin2008(AITI,2016;OxfordBusinessGroup,
2016),whichismorethanthepopulationof417,200in2015(JPKE,2015).Withthegrowthofmobile
phoneusersandsubscribersinBrunei,itwasalsoevidentthattherewasalsoatremendousincrease
inmobilebroadbandpenetrationwiththepenetrationviahandset,increasingfrom89.9%in2012to
118.7%duringthefirstquarterof2017(AITI,2017).Additionally,AITI(2016)alsoreportedthat
mobilephonesor,smartphones,hadgivenpeopletheconvenienceofhavinginternetaccess,aswell
associalmediaapplicationsthatallowpeopletodoarangeofactivitieswhilstbeingon-the-go.This
showsthatsmartphonesequippedwithaconstantconnectiontotheInternethasbecomeanintegral
partofthesociety’slifeandhasundoubtedlymadetheirlivesmoreconvenient.

ThetelecommunicationmarketinBruneiissmall:thereareonlytwomobiletelecommunications
companies currently established, namely, Datastream Technology Sendirian Berhad (DST) and,
Progresif Cellular Sendirian Berhad (PCSB). DSThasbeen in themarket for over twodecades
sinceitsestablishmentin1995andPCSB,previouslynamedB-Mobile,wasinitiallyasubsidiaryof
TelekomBruneiBerhad(TelBru)thatwaslateracquiredbyDarussalamAssetsinlate2014(Oxford
BusinessGroup,2016;BorneoBulletinYearbook,2018).DSTandPCSBareconstantcontenders
inthemobiletelecommunicationssector,though,DSTstillcontinuetoprevailasthemostdominant
mobileserviceprovider(OxfordBusinessGroup,2016;BorneoBulletinYearbook,2018).

Itisneedlesstosaythatwiththecontinuedimprovementsinsmartphonesalongwiththerapid
growthoftheInternet,therehasbeenadeclineintheusageofbothphonecallsandshortmessage
service(SMS)bytheconsumersofthesetelecommunicationcompanies.Thetwoaforesaidinnovations
havebroughtaboutasignificantimpactonuserusagepattern.Thereareapproximately4billion
internetusersandmorethan2billionactivesocialmobileusersglobally(WeAreSocial,2018)
whilein2015,therewereonlyabout1.8billionsmartphoneusers(Statista,2016).Itissuggested
thatthechangesinuserusagepatternwerelargelycontributedbytheincreasingpopularityofinstant
messagingapplications(IM)thatappeartoreplacetheuseofSMS(Churchetal.2013).

The advancements of smartphones highly supported the use of various instant messaging
applicationssuchasWhatsApp,LINE,Telegram,FacebookMessenger,Viber,tonameafew.These
instantmessagingapplicationsofferamulti-functionfeaturethatismorefavourabletousersthanthe
traditionalSMSandphonecalls;indirectlychangingtheuserpreferenceovertime.Moreimportantly,
theseIMapplicationsarefreeandconvenienttousewhereitonlyrequiresaninternetconnection
(Anderson,2016).AsofDecember2017,WhatsAppisthemostusedIMapplicationglobally(We
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