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Abstract

With the rapid development of Internet technology, broadband has
become an indispensable necessity in people's lives. As the
communication market is gradually becoming saturated, the competition
situation of the trilateral monopoly of China Mobile, China Unicom and
China Telecom is becoming more and more urgent. As one of the
broadband operators, China Telecom faces enormous competitive
pressure.

As a subsidiary of China Telecom, Shaoyang Telecom has more and
more serious problems in the loss of broadband customers, which has
affected its daily operation scale, efficiency and survival. In order to more
effectively solve the problem of broadband customer churn, in this
research process, the author will focus on the current situation and loss of
broadband users of Shaoyang Telecom, combined with relevant theories,
such as the use of SWTO theory, customer satisfaction theory, life cycle
The theory is used as the theoretical basis, and through the use of
telephone surveys, internal interviews, experience summarization and
other methods to explore the internal and external reasons for the loss of
broadband customers, and propose effective strategies to deal with the
loss of broadband customers, and in order to enable the smooth
implementation of the strategy, put forward Implement safeguards.

Through in-depth research on the subject of broadband customer
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loss, it will help Shaoyang Telecom take effective measures to intervene
in advance on potential lost customers, so as to reduce the loss of
broadband customers and gain advantages in market competition. Its
conclusion also has certain reference value for broadband operation in the

communication industry!

Keywords: Customer churn; Churn status; Churn reason; Effective
strategy
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